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ABSTRACT

Growing appeal for nontraditional mode of learninghe public universities of Kenya has
placed academic libraries at the centre of attanfitnis is owed to the crucial role libraries
play in supporting teaching, learning and reseaactivities in the parent universities.
Establishing strong empirical evidence is a necgs$aundation stone for libraries to
effectively meet this academic obligation. To thiwd, this study examined the challenges
nontraditional university students face towardssgahg their information needs from their
respective public university libraries. The studpedfically assessed the nature of
information needs of these students, the resouase bBnd services capacity of libraries to
satisfy their information needs and responsiveradsthe libraries policy environment to
satisfy these needs.

The study focused on the University of Nairobi &wehyatta University. The choice of these
universities for the study was informed by theimileance of the student population and
experience in information services provision todstuts in the university landscape. The
study adopted a combination of quantitative andligui@e research design, and its
theoretical underpinning was the servqual theory sefvice quality, advanced by
Parasuramaet al (1988). The data required was obtained from 32@&raditional students
and 10 library staff with the aid of self-adminigté@ open ended questionnaires. In-depth
interviews were also done with the respective usitglibrarians.

The quantitative responses were analyzed withithefeéSPSS computer software and results
summarized under frequency distribution tables graphs. Analysis of the qualitative
responses was grounded on thematic contents imwhé&emerging semantic and structural
similarities were grouped together to create respdypologies as posited by Glaser and
Strauss (1967), and resultant summaries synchrmmié the interpretations of quantitative
attributes.

On the whole, the analysis indicated that while cendable steps in the direction of
meeting user information requirements are notahléhe part of libraries, namely extension
of opening hours, automation of resources and esipanof access to online reading
materials, nontraditional students still have dseeinformation needs. In their effort to

satisfy these needs they are confronted by myredlenges, ranging from inadequate and



inappropriate information resources of respectivbraties to unfavourable policy
frameworks for the library systems. In particuléine results show that lack of time,
inadequate user information literacy especially uibonline sources and resources,
unfriendly staff establishments and non conducibeaty opening hours are the major
constraints facing nontraditional students towaatssfaction of their information needs.

On the library services and resources front, thelifigs indicated that libraries have
inadequate number of staff, equipment and fadlitrerelation to the large population size
and diverse information needs of nontraditionaldehis. This situation is aggravated by
insufficient financial resources for library opeoais. In addition, the policy environment
within which libraries function toward satisfactiai information needs of nontraditional
students is peripheral; largely embedded in thaleggnode of learning.

These findings have led to the conclusion that naalitional university students are exposed
to several fundamental challenges relating to feation of their information needs. These
challenges border on their own circumstances, t&hee of the libraries to re-structure their
resources and service and near-rigid library policgmeworks. Ultimately, it is
recommended that measures toward reducing thesedstadke the direction of developing
policies and programmes whose strategies put engploasbuilding intense information
literacy of nontraditional students and intenserattive working relations among students,
faculties, libraries management, university adntrateons and the government. Proposals
for further research in this field and commensuratéions for staff and nontraditional

students are also provided.
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CHAPTER ONE

INTRODUCTION
1.0 Introduction
This chapter reviewed the background informationthe study on challenges facing
nontraditional students in satisfaction of thefiormation needs in the University of Nairobi
and Kenyatta University libraries. This is followeath a statement of the research problem,
the purpose and objectives of the study, the rebBeguestions, study significance and the
limitations and delimitations of the study. Finallyre theoretical perspectives in this field

and conceptual framework for the study, includirayking definitions are provided.

1.1 Background of the study
Nontraditional setting of education system is noé@ent phenomenon. Adults have learned

outside of formal contexts for many years in appceships, on the job training, self-study,
and other forms where individuals studied primadgty their own. In 1878 some “Literary
and Scientific Program” was initiated in New Yoikhis provided “a four year program of
home reading in history and literature carried mrconnection with local reading circles”
(Knowles 1960, 1975). This eventually led to adoptf correspondence learning. From that
experience, several generations of correspondengeses and other nontraditional efforts
were launched in the United States of America (USAQwever, the most important
historical link to today’s’ development in traditial learning is traceable to what happened
in Britain about three decades ago.

In the 1960s, the Prime Minister Harold Wilsonemel the country’s education officials to

determine how opportunities for learning could panded to adults. In response to this
requirement, the education officials reviewed vasiefforts around the world on this matter.
They focused on the University of Wisconsin’s Autetted Instruction Media (AIM) project

which linked various teaching techniques with cgpe@ndence learning. The outcome was
the British government’s decision to establish almaomous open university, (Moor, 1996).
The success stories of the Open University systasnbeen emulated in various countries,
including Canada, Hong Kong, Costa Rica, Israepada Spain, Pakistan, and West

Germany. From 1870-1970, most of the systems wengrigtary and the field was known as



correspondence study or ‘home study’ or ‘externabigs’, (Keegan, 1996). In the late
1990s, distance education was developed as anébher of educational system. For
example, the Open University system has provedhyoin areas where demand for the
traditional education cannot be met.

In Africa, the University of South Africa has had accommodate a large population of
students in its largest programme of its kind ie thorld. Under the distance-learning
programme, University of South Africa has trainedrenthan 80,000 adults’ basic education
practitioners since mid 1980s (Macgregory, 2008)blie universities in Eastern and
Southern Africa have for a long time depended lgrga grants from national exchequer for
most of their recurrent and fixed budget linesti8&s of various universities also allow them
to get external aids and donations mainly for @hptdevelopment purposes, technical
assistance and staff training. In the last dectidee has been pressure on public universities
in the region to reduce their budget lines as altred declining government grants, a

scenario largely occasioned by political and ecanatnuctural changes.

This has prompted the universities in this regmmeispond by putting in place a wide range
of programmes to generate their own income to aagrtiee dwindling allocation from
national governments (Mutula, 2002). Such programimelude the nontraditional modes of
learning in public universities. The introductiohnmntraditional learning, popularly referred
to as parallelor module Il degree programmes in public universities in Kenyasw
necessitated by three main factors: a steady reduict the funding of public universities;
The need to expand educational opportunities fergtowing number of school leavers in
the country; and dynamics of the labour market witiceated new requirements for lifelong

learning.

In Kenya, there has been a continuous demand fora¢idn, and the university system has
been forced to be more innovative to meet thissiasing demand. Among other ways, public
universities responded to this development by mognprivately sponsored module I

programme, commonly referred to as parallel degmeggramme whereby apart from the

regular students sponsored by the Government, gfies are admitting students who are



self sponsored. These students take their leceaparately in the evenings and weekends,

school vacations (Nyagotti-Chacha, 2004).

The rapid expansion of universities’ education legisto a number of challenges. According
to UNESCO World Conference on Higher Education g99ow funding from the
exchequer, increased enrolment, limited access amdpo the population level, increased
enrolment without commensurate improvement in abéal facilities for example, library
services, are the major problems facing univessiite the region. Customarily, public
universities in Kenya have retained traditional teys to teach and educate traditional
students. Such systems include offering lecturemirgars and tutorials. Thus, university
education in Kenya revolvedround regular degree programmes which involved the
admission of students continuing from high schodle majority of students in this category
are usually young, study full time and follow thiaditional pattern of higher education that
is built around lectures and tutorials based orventional teaching and learning methods.
University libraries, like other structures of hegheducation institutions, have always been
based on this model. Services, refectories, libsaservices, administration and academic life

were largely designed to support this traditiomaht of higher education.

The Nigerian guidelines for distance learning ligraervices developed by the Association
of College and Research Libraries (ACRL 2007) retted that distance learning community
are entitled to library resources and services\edemt to those provided for students and
faculty in traditional campus setting. Distance aation, popularly known as adult
education,, was the first such nontraditional systé learning to be introduced in Kenya
through an Act of Parliament in 1966. However, pesg remained slow until 1990s when
the module Il degree programmes were introducepuislic universities (Nyagotti-chacha,
2004 Information science scholars like Nicholas9@)%have emphasized the view that it is
essential to determine the quality of the libragyvgces and its contribution to the mission
and objectives of the parent organization, takimg iaccount the various user groups and
their particular needs. In addition, the Kenya Casgsion for Higher Education (CHE, 2007)
recommends that universities provide adequate ressuto support distance and open

learning students who are part of the nontraditiaccsiegory of students. To this end,



Librarians are expected to assess existing litsapport services for nontraditional modes of
learning, its availability, appropriateness, ante@fveness, using qualitative, quantitative
and outcome measures as well as keeping a databasery student category. Revision of
existing collection development and acquisitionsiqees to reflect the profile of needs of
nontraditional students is yet another essented af concern. Marketing and promotion of
library support services to the nontraditional camnity of students require to be put in
place. Regular survey of nontraditional studentbfary usage is important to monitor and
assess both the appropriateness of their usbrafy services, resources, and the degree to
which needs are being met and the skills requitediniversity libraries endeavour to
accomplish these perspectives of their servicesatglmandates, they need to be prepared
to provide a facilitating environment in support t#faching and learning, and in the
acquisition of lifelong learning skills to their gpans, including the nontraditional students.

However, it is not known the extent to which Kemyaublic university libraries have
achieved in carrying out perspective user studresantraditional students. This would be
important in establishing the characteristics @& tiontraditional students, their information
seeking behaviour, what information sources anchéds they prefer, the challenges they
encounter when seeking information to satisfy tineieds and the degree of responsiveness
of the policy frameworks to requirements of theseglents. This raises the possibility that the
information resources and services of the libraaiesnot in harmony with information needs
and seeking behaviour of nontraditional studeAtminst this backgrounand as contained
in theUniversity of Nairobi (UoN) Library Customer Serei¢-eedback for the January-April
2010 period, nontraditional students are unlikeyhive access to library resources which
are vital to their learning just as it is to theaunterparts in the traditional or regular modes

of studies in the universities.

It is observed that nontraditional students coutdgetting a raw deal when it comes to
accessing the expected support from their libratiask of this support from libraries could
as well have negative impact on this category ofletts’ grades and subsequent academic

gualifications. A sense of hopelessness, beingtisdland not catered for by these libraries is



likely to make nontraditional students feel disatteged compared to their counterparts in

the regular schedule of the university learningedars (Mwangi, 2006).

While a number of studies relating to library usargl services have been carried out in
Kenya, they have tended to focus on different subjef the library but remained inexplicit
about challenges facing nontraditional studentsha process satisfying their information
needs. Chacha (1990), analyzed user problems oeasa libraries but did not cover the
parallel students. Ogeto (2005), discussed paratigdlents in relation to user education
programmes among the undergraduates but not thigirmation needs. Mwangi (2006),
assessed library user education programmes forrgradiiate students at both UoN and
Kenyatta University (KU) but did not address thentnaditional students’ dimension. Kanori
(2009) equally researched on information seekingab®ur of graduate students in the
College of Agriculture and Veterinary Science af thoN but did not consider nontraditional

students in the study.

The purpose of this study is to make a contributioward narrowing this intellectual
discrepancy with a view to gather evidence necgdsamointing to the achievable systems
for provision of services to satisfy the contempprand future information needs of the

nontraditional students in the university libraries

1.2 Statement of the Problem

Nontraditional students complain that library syséeare not responsive to their needs
because they have no access to relevant informadieources whenever their information
needs arises (UoN library customer service feedbden-April 2010). There is an
assumption that the existing services are inhgreagpropriate for all users including the
nontraditional students without initiating a mecisamto find out whethethe current set-up
satisfies all users’ needs (Luzius, 2002). Evidetacthe effect that elaborate systems have
been put in place for the purpose of finding ouisérs are catered for and what challenges
they face in the process of needs satisfactionirsafficient or lacking (Wilson, 2005). The
Process of satisfying customers by creating goodssarvices that they want, require to be

based on known customer needs. Library serviceshafbicuses on needs of users and which



embrace not only the satisfaction of demands laat @leation, awakening and increasing the

existing demand by users should be the modelseisenit times.

The number of nontraditional students has beendiyeancreasing in all the public
universities without corresponding resources remglio meet their needs and expectations
(National Consultative Forum on the Policy for opearning and distance education (2004).
Reading materials are few, outdated, torn andeveeit (UoN library customer service
feedback, Jan-April 2010). Library users mainlgitvithe library in search of information
materials to satisfy their respective needs. Fat thason, a library is of no service to its

users if it does not have suitable information male

The existing library policies are quite about ot&ion program for nontraditional students.
Without elaborate information literacy educationontraditional students remain

disadvantaged with unenhanced and unsharpened skillhow to access and retrieve
information resources effectively and efficientlyis possible that due to lack of Information
Literacy skills (ILS) which are learnt during ortation, the nontraditional students miss the
opportunity to be exposed to library’s physicalilites, materials and the skills necessary

for maximum exploitation of library services.

Nontraditional students are associated with legrmitich is scheduled to take place after
5.00 pm, weekends and schools’ holidays. Manyei leave their places of work at 5.00
pm after a day’s work and rush to class for ledweto read on their own. By the time the
lectures are over, the libraries have already didsaning out of reading materials and most
of the books on demand have been borrowed by tremmpus students. Some of the library
services that are very important to students’ ne$eaactivities are not available to

nontraditional students because the respectivaosscof libraries remain closed in the

evenings and weekends or the services are offerlgcddaring normal library working hours,

for example reference services which are very ingndrto students’ research activities. The
part time students find it a challenge to fit ithe library operational schedules given that

they have other responsibilities of adult life agesm being students.



Inadequate personnel in the libraries are als@sureithat has an effect on the nontraditional
students. The population of nontraditional studdrds been steadily rising in the public
universities against the dwindling number of stelffo are serving both regular and part time
students alike. The staff are few, overworked amghyriack motivation which in turn leads
to provision of non-satisfactory services to unigeeds of nontraditional students. Given the
nontraditional students’ characteristics and pdpaia adequate, competent and responsive
staff is an asset to them especially at this tihed the new technologies, data bases, and
more innovative open access systems for accessiognation have made the library more

complicated and challenging.

Studies so far carried out on university libranesticularly in Kenya have not focused on
any of the above challenges facing nontraditiotatients in satisfying their information
needs. Furthermore, no research has been donésterith. To achieve the organizational
goal, there is need to understand the user neeltharchallenges encountered in the process

of satisfying their needs, hence the need forgtudy.

1.3 Purpose of the Study

The purpose of this study was to investigate thalehges encountered by nontraditional
students in satisfaction of information needs watrticular reference to the University of
Nairobi and Kenyatta University libraries.

1.4 Objectives of the Study
The specific objectives of this study were to:
i.Establish if the libraries have policies regagditontraditional students information needs
in both university libraries.
ii.Determine information resources and servicesilabi® for meeting the information
needs of nontraditional students at the two Unitiess libraries.
iii.Determine the dimensions of information needs nmntraditional students in both

university of Nairobi and Kenyatta university libies.



1.5 Research Questions
i.Do the two university libraries have policies atthg to non-traditional students’

information services?

ii. Which are the information resources and sewsiagailable in the two libraries for
meeting the information needs of the nontraditictatlents?

iii.What are the dimensions of information needsnoftraditional students in the two

university libraries?

1.6 Significance of the Study

This study on challenges facing nontraditional stud in satisfying their information needs

is significant in several ways.

This being an area that has so far not been atidguasearched, the study has broadened
the knowledge base of the subject thus benefitiegresearchers and also offer literature
base to build on by the researchers in the subyeet. Study findings and recommendations
have the potential of generating information ainaédmproving the libraries’ information
services to nontraditional students in UoN and Kbraries as well as other similar
institutions. Implementations of the recommendationade in this study are likely to
improve the quality and relevance of informationvaee provision. To the University library
staff, this study offers an insight into the chafles nontraditional category of users face as
they satisfy their information needs so that they @ppropriately be addressed. To the
University administration, this study acts as adraaap when it comes to collection
development and staffing of the libraries. Theghss from this study have the potential to
create awareness among higher education practisiormd policy makers about
nontraditional students information needs in thealiies. Thus, the study findings can help
the universities administrators and governmentcgolakers identify new models and
effective practices in meeting the information reeenf nontraditional students in the

universities.

This would market the two Universities thus attiragtmore students. To the government
policy makers, this study would provide a panacea folicies that would regulate

information provision for the expanded Universitdueation.



1.7 Delimitations of the Study
The two university libraries have a wide rangetafients taking different programmes. .This

study focused on the challenges facing nontraditiatudents in the process of satisfying
their information needs at the UoN and KU librarsgsl not any other category of students.
Nontraditional students are mature students whaot dgan education responsibilities have
other responsibilities of adult life. For examphey have family responsibilities, employed
fulltime and at the same time studying. The studyswased at the UoN and KU main
campus libraries only. The study did not focus atelite campuses libraries. The libraries at
the main campuses were selected for this studyusedhey show the totality of the outlook
of library based information provision servicestloé universities in question. To this end,
the responses received were likely to be represemtaf the picture for all the library

functional systems for the universities in focus.

1.8 Limitations of the Study

The study limited itself to one social group, tlesipand undergraduate students admitted for
studies in non conventional modes of studying &tis¢ learning, evening classes, open
learning, weekend intensive and school based) th kN and KU. There was lack of
adequate relevant literature on the topic, given tlontraditional system of learning is a new
phenomenon in majority of the developing countedsication systems. Another limitation
of the study was financial and time constraintsstAdy of this nature required a lot of
financial resources and time allocated to it. Hesvethe time was not enough, and given
that the researcher was a part time student whosivaggling to balance between work,
study and family responsibilities. Another issueswa corporation from the concerned
offices where important data could not be easiteased.

The NTS were selected because there is a percegpiabrthe current set-up of university
library services may not be offering adequate stpgofar as their learning in the university
is concerned. Therefore, the researcher narrowddg@ategory of users and classified them

to be the key participants’ in the research study.

1.9 Theoretical Framework
The theoretical frame work selected for this studg based on SERVEQUAL model (1988)

which is one of the marketing theories. The theof\SERVQUAL is a multi-item scale



guality measure developed to assess customer piercepf service quality in service and
retail businesses (Parasuranetmml, 1988). The theory clarifies the notion of servigelity
into five constructs as follows:
(a) Tangibles; Physical appearance of the library, alfpr staff, facilities, and
communication materials (equipments, printed asdali materials).
(b) Reliability; The ability of library staff to perfa the promised services dependably
and accurately;
(c) Responsiveness; The willingness of the librarif $tehelp users and provide prompt
services to meet their needs;
(d) Assurance; The Knowledge and courtesy of libsdajf and their ability to inspire
confidence and trust;
(e) Empathy; Caring, individualized attention that &by staff provide to the users

(Parasuraman et., al., 1988).

Library’s resources are critical to user satisfattiHowever, no library can satisfy all its
users all the time. Some libraries have very lithitesources and clearly are unable to satisfy
their users, whereas others are large in size, babstantial holdings, and can provide a
variety of services. Obviously, those librariestthee able to provide users with whatever
they want will achieve higher levels of user satisibn. Thus, the availability of resources
can have a significant influence on user satigfactit is important to note, however, that the
quality of the resources may be judged from an overallgpion as to whether the library
can provide access to materials (example, thromdgrlibrary loans or other document
delivery services) when and where needed. It is thierall perception of a library’s

resources that contributes to user satisfaction.

SERVEQUAL provides detailed information about;
» Library user perceptions of service (a benchmatitdished by your own users);
» Performance levels as perceived by library users;
* Customer comments and suggestions and;

* Impressions from employees with respect to useqseetations and satisfaction.
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SERVQUAL theory can be described as a model thggests how information needs
dissatisfaction arise, and subsequent interactigh imformation resources resulting into
user needs satisfaction. The interaction optiorslae may prevent (and, by implication,
aid) the actual needs dissatisfaction among theraditional students. Most of the times,
students’ information needs emerge as a resulieoheed to complete assignment, prepare
for class discussions, seminars, or write finalryessearch papers. Parasuraman (1994)
model notes in the process of seeking informattbe, nontraditional students may face
challenges that may not allow their informationa®t be satisfied

SERVQUAL theory takes into account the users pdigep on the relative importance of
the service attributes. This allows the librarypt@oritize and to use its resources to improve
the most critical service attributes so that thetramlitional students’ needs are satisfied.
Secondly, the usefulness of the theory is alsochimi¢he sense that it orientates the research
towards specific sets of research questions, pesvédworking strategy and acts as a guide to
this research (Parasuramanall994). It is viewed by the library researchers adsaaic
analytical framework  for understanding nontradiibn students’ needs
satisfaction/dissatisfaction (Garrison, 2000). Mosers would agree that a comprehensive
and thorough examination of service needs and cerguality provides an invaluable

approach to improving service quality.

The limitations of SERVQUAL theory in this studytisat it is a service quality assessment
tool originated in and for the commercial sectod @ot the world of information. Another
limitation of the theory is that some demeanor twmass are irrelevant in the library
situation. For example, two items of the assuratiogension in the original scale did not
seem to be critical to the library setting. Thasens included feeling safe in the transaction
with library staff and the extent to which librasyaff instilled confidence in library users.
Finally the theory’s general applicability to a#irgice sectors is a limitation in this study in

the sense that libraries and information centreshanprofit making organizations.

The advantage of applying SERVQUAL theory in thiady is that the customer based
approach for conceptualizing and measuring seiyidity offers an alternative for defining

11



the quality of library services. It emphasizes skeevice nature of the libraries, in which the
traditional collectiorbased criteria ofjuality contributes to value experienced by library
users. Value becomes an outcome of excellent ssvi€econdly, the theory is a marketing
service quality measure that helps in explaining #tudy in terms of level of students’
satisfaction/dissatisfaction with library servicdsus identifying the challenges that the

nontraditional students face as they meet theiafipbneeds.

Independent Variables

Policy Library resources
framework _| and services Information needs

!

\4

| | ‘

Challenges/ level of dissatisfaction

Dependent Variable

Negative outcome Positive outcomes

-Visit cybercafés _ User satisfaction
-Consult colleagues & friends

-Consult lecturers

-Purchase textbooks from bookshops
-Seek help from other information
centers

Figure 1: Conceptual framework on challenges facingnontraditional university
students.

Source: Researcher (2012)
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The Dependent Variable (DV) in this study was tbkallenges/level of dissatisfaction of
nontraditional students’. The level of dissatisi@ttamong the nontraditional students were
determined by various factors (independent vargblehich included: the library policy
framework which gives guidelines on nontraditiorsaidents’ information services, the
library information resources and services, and dimensions of the information needs
which need to be satisfied.

Policy framework: Policies are mechanisms for ensuring that indaislare treated fairly
and equitably and that individuals interests arenagad for the greater good (Bryson,
1999).The policy guidelines are very important,ytlggdve direction on what services and
resources the library should offer to the nontraddl students and the standards to be met in
order for the library to meet its objectives. Fbe tibrary to offer resources and services
appropriate to the academic level and institutigmm®igrammes such as the nontraditional
learning programmes, policies and procedures shioellglanned and effectively followed.
Policy guidelines act as a fallback for the libratgff at the service points in situations that
require urgent decisions to be made concerningcgedelivery.

Library resources and services:The information resources are a very importantoiatd
nontraditional students. A library which is adealptstocked with relevant good quality
materials will appeal or attract the users. Whea ¢bllection is outdated, torn and few
compared to the students population, the studeiitaweid using that library. They will look
for alternative sources of information. For exampile students will go to other libraries,
consult their friends and colleagues, cybercaisuters or buy books from the bookshops
so that they meet their academic requirements.ififoemation resources include both the
print and electronic sources of information. Thase: textbooks, print journals, thesis and
dissertations, indexes and abstracts, referenc&swdlectronic sources are; CD-ROMs,
Audio-Visual materials, E-Journals, E-Books, Elentc data bases, Commercial data bases,
Search engines (Google, Ebsco, Jstor, Yahoo), \sbdo databases. Basic library services
such as reference assistance, bibliographic insing; Inter library loan (lll) and document
delivery, reserve readings and special collectanine tutorials and web pages for distant

learners are important in the process of user neaiifaction.

13



The calibre of staff in the library is also an imamt factor for attracting and retaining
library users in a particular library. When therdiby is understaffed, the users will not get
prompt quality services. There will always be logeues at the service points and some
sections of the library remain closed especiallytive evenings week-ends when the
nontraditional students need the services most Whi force nontraditional students to go to
other libraries where services are prompt and ugiate. When the staff are overworked and
feel burn out, they become unfriendly and rudenm dsers. This will keep away the library
users. The staff should have relevant qualificati@md skills in handling library users
especially the mature students who have uniquarlbneeds. Staff motivation is key to
successful information provision in the library.

Information needs: The importance of knowing the information needsnohtraditional
students arises from the necessity of librariesatsfy such needs and to equally give
effective assistance to the students as regardsnation retrieval. Otike and Omboi (2010),
described the need to study information needs &anmof improving existing services or
creating new agencies to cope with all the inforamaheeds which may not be satisfied. The
nontraditional students information needs are dgtithe same as those of the regular
students as all need information based on subjeatsurses offered. However, access to this

vital tool may vary with each category of studgitabede, 2002).

The importance of this model in this study relateBow it outlines the various areas covered
by situation which create barriers/challenges ie titocess of need satisfaction. Here,
students’ perception in information-seeking behakgoin university environment, which
revolves around the print resources, human resswand electronic resources, will be the
key focus areas. It is the need to investigatddahel of satisfaction/ challenges experienced
by the nontraditional students as they satisfy rthiesformation needs that make
SERVQUAL'’s model fit in this study.

The risks of non-satisfaction are reduced by asegiimformation sources in the best way

in which users can have unlimited access and suppetter systems such as modern

libraries are likely to be better designed if thierdrians acknowledge the now popular

14



nontraditional modes of studies are here to stag anique information needs of

nontraditional patrons need to be catered for.

Challenges: The nontraditional students encounter a lot ofllehges in the process of

meeting their information needs. These include egadte support from library staff that

happens to be fewer especially during hours afpen 4nd the weekend’s rotations (UON
library customer service feedback, Jan-April 20X0aliber of staff is an important factor

that will determine the frequency of nontraditiorséiidents in the library. The success of

library operations hinges on the skills and cajp@sl of the human resources recruited.

The libraries operation schedule is another chgéien the nontraditional students who have
other responsibilities of life apart from beingdats. For example nontraditional students
who work during day-time and attends lectures betw®30 pm to 8.30 pm and from 8 am
to 5 pm on Saturdays. No matter how well stockéitbrary is, if operational hours do not

conform to the hours a student can access andhesservices, then the frequency of

visiting such a library will be limited.

The library rules and regulations are such they tavor the full time students. The loaning
period of reserve collection is a big challengéhi® part time students who may not be able
to return books to the library in the morning befoeporting to their places of work.
Inadequate information searching skills contribtdethe parallel students frustrations of
finding their ways in the massive volumes of boakd journals available in the two libraries
(Mwangi, 2006). The fact that they are not schedluhethe two universities’ calendars for
orientation programmes usually make them look likey are forgotten (University of
Nairobi calendar 2009/10).This makes them disacged as far as learning how to search
and retrieve information resources skillfully irethlibraries is concerned. Libraries are seen
as learning physical space offering a range ofviddal and group learning environment
with staff and technology to support the studee@rrling and information needs. There
should be flexible and adaptable space for accomatiard of the nontraditional students

unique needs.
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1.10 Definition of Working Terms

ABl/inform: Database which provides abstracts of articles fimernational peer reviewed
publications and trade magazines.

Demand: In this study, a demand is what an individual asks library. People normally
believe they want the thing they ask for, but malysequently find that the requested item is
valueless.

Distance education:This is a system in which students learn but dchawe to be in regular
face-to-face interaction with the teacher. Undés #ducation model, students do not attend
lectures parse but they are provided with guidebaid reference materials, together with
other recommended course units reading materi@ksy $it for written examinations at their
various campuses on designated days of the acagearic

Information: This denotes a physical entity or phenomenon i gtudy (as in the case of
guestions relating to the number. of books, jowredt.).

Information access:Methods and means by which information seekerghgetnformation
the y need.

Information literacy: Is the set of skills needed to find, retrieve, gm@] and use
information.

Information needs: This is treated in this study as lack, deficitp ga difference between
knowledge required and knowledge possessed.

Information seeking behaviour: study of how people need, seek, give information i
different contexts, including the workplace, evexydife (and academic environment).
Nontraditional students: In this study, this refers to students enrolledder the
nontraditional programmes of learning. They are aé$erred to in this study as parallel, non
regular, module 11 and part time students. Theybeaadults who return to school part time
while maintaining responsibilities such as emplogiméamily and other responsibilities of
adult life; or young people who opt to pursue thstirdies at the university on a part time
basis and may not necessarily be employed or iedolith adult life.

Traditional students: This refers to students enrolled under the regplagrammes of
learning in which students take lessons duringtolag, basically do not have other
responsibilities of adult life, are in college ftilhe, and are not employed fulltime.
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CHAPTER TWO

LITERATURE REVIEW
2.0 Introduction
This chapter reviewed primary and secondary litgeatelevant to the study on challenges
encountered by nontraditional students in the m®a# needs satisfaction. It is organized
thematically according to the objectives of thedgtstarting from Policy frameworks on
nontraditional learners, followed by the informatioesources and services, information
needs of nontraditional students and lastly, chgks encountered in satisfaction of

information needs of nontraditional students whi@s the main purpose of the study.

2.1 Library Policies and Information Needs of Nontaditional Students

A policy is a governing principle, plan or coursleaction which guides the operations of a
given entity. It can also be termed as a framevtloak provides information with operational
guideline for development of resources such as, datarmation technology, and collection
development and also outlines issues concerningsgbes and consumers of the products or
services being offered (Nicholas, 2001). In libeari a service charter or library guide
outlines its operations and guide the users on whekpect and on how to interact with the

library services.

With developments related to nontraditional modekarning which have become integral
part of studies in most of both local public and/g@ie universities, attention has now been
directed at libraries to assess if existing poic'cecommodate the interest of nontraditional
students. This is important because just like tbeimterparts, nontraditional students require
libraries to source for information as the needserduring their studies. The existing
libraries’ policies appear to be biased towardsititerest of traditional students and such
being the case, nontraditional students are coegetid fit in, making their situation
vulnerable as far as optimum use of the libragesoincerned (UoN library customer service
feedback survey, Jan- April 2010).
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The Kenya Commission for Higher Education (CHE, 2QMas spelled the standards and
guidelines for universities libraries in Kenya. Thi®cument captures details such as
information resources, organization and access,liaraty services for all without giving
undue favors to selected category of library usenengst the students’ population. This is
supported by Association of College and Researbnaties of Nigeria (ACRL) Guidelines
(2000), which stated that nontraditional learnimgnenunity, are entitled to library services
and resources equivalent to those provided forestisdand faculty in traditional campus
settings. Effective and appropriate services fer ontraditional learners may differ from,

but must be equivalent to, those services offepddatlitional on-campus students.

Policies are mechanisms for ensuring that indivglaee treated fairly and equitably and that
individual's interests are managed for the gregtwd (Bryson, 1999). In the absence of
proactive policy frame work, streamlining activiisuch as acquisition, information storage
and dissemination to the nontraditional studenigieetations remains a mirage. Ndungu
(2007), stressed the need to develop a compreleemrsiNection development policy in
JKML and make it available to all library users.iglwould streamline all its acquisition

activities to satisfy the information needs of thiéerent categories of students.

Policies are guides to decision-making that enslugé organizational decisions are kept in
line with organizational philosophy (Clarke, 199®%walo (2002), notes that policies are
common in all industrial and service organizatidfor consistency of services, high

productivity, and efficiency, organizations providgiidelines to be followed by those

involved in the service or production process. Whenpolicies which are in place are not
effective regarding the nontraditional studentdormation needs satisfaction, the service
providers may use their own judgment on what sesvio offer since there are no guidelines

to refer to. This results in giving services harddy.

Montuiloff (2003), observed that libraries shout@rhulate policies to ensure effective and
efficient use of their information resources. Pplitatements are the regulations, principles,
and strategies that help realize the needs ofridwaSince policies are guides to decision-

making, they ensure that decisions of an orgamizadr institution are kept in line with their
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philosophies (Clarke, 1999). A library policy isdacument that guides the management of
the library from the present to the future (NatioBammission for Colleges of Education
(NCCE), 2000). Nontraditional programme of edugai®a new phenomenon in the Kenyan
system of higher learning, development of formdlgyas needed to ensure its success now
and in times to come. Rodriguez (2001), has silgilpoints out that for a library to offer
resources and services appropriate to the acadmwet and scope of an institution’s
programmes, policies and procedures must be plaanddfollowed. Weaver and Shaffer
(2001), stress the need for written policies gowveyistandards of service, particularly, where
agreements between institutions exist. Such paayuments should also include a mission

statement and an account of the goals and objsativilne services.

Lebowitz (2000) suggests that following an exteasneeds assessment, where aims and
objective are identified, libraries should plan &k crucial elements of a service policy
namely, staffing, programme format, services, doentrdelivery, use of technology, and
publicity/ public relations. According to UdoumohdaOkoro (2007), policies are practices
that are established and implemented by libraeganding the creation, organization, use,
and dissemination of knowledge are themselvesnmdtion policies, which have tremendous
impact on patron’s access to information. He oatlitibrary policies under the following
headings: organization of materials and collectiimvelopment policies, service policies,

preservation, and intellectual freedom.

Library services in Kenyan universities will conign being perceived as biased and
unfavorable if the information needs of nontraditib students are not anchored in their
policy documents and service charters. In this,cimenontraditional students’ needs must
be known through survey and thereafter they gdbfad in the policy framework which will
guide how such interests require to be cateredUser-centered approach will work better
than the current design in our libraries which appeto be more of service-centered
orientation. In support of this observation, Odit®93), argued that the prevalence in Kenya
of information services which have been designatiaut the needs of users in mind is one
of the factors which have hindered the use of mfton. It is possible that nontraditional

students may not be accessing optimum informateaices in their library for the simple
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reason that there are no policies in place reggrdatisfaction of their unique information
needs. This exposes a gap for policy makers tofynodicome up with new policies that are

inclusive of needs of nontraditional students.

From the above findings in the literature, it ipagent that library policies are the pillars on
which the library should build for the realizatiaf the library needs. Policies are the
regulations, principles, and strategies that arpontant for effective provision of library

services and resources. However, the researchielsaba been carried out in the universities
in Kenya have not focused on policy frameworksgiemg to challenges encountered by the
nontraditional students as they meet their inforomaheeds in the libraries. It is the intention

of this study to investigate this issue further.

2.2 Library Resources and Services for Nontraditioal Students.

Information seeking is a basic activity indulgedbin all people and manifested through a
particular behavior. It is also an aspect of sattwplavork of most interest to academic

librarians who strive to develop collections’ sees, and organizational structures that
facilitate information seeking. Ssendikadiwa (1996bhserved about Makerere University
that although the catalogue was the most essédibtiaty tool in accessing collections, it was

the most avoided and least consulted by undergtaslu€onsidering the rapid changes in
information provision in the twenty first centuryittv computerized access, digitized

information formats, and the plethora of resoumeshe Internet, the information needs, and
the access and retrieval capabilities of userdcpdatly of those studying in universities

through nontraditional modes of learning is wouibjsct for study.

The library users mainly visit the library in searof information materials to use for their
respective needs. For that reason, a library iscoervice to its users if it does not have
suitable information materials. It follows theredahat for the university library to be able to
support the mission of its parent organization greduniversity effectively, it is required to
selectively acquire on regular basis, current atevant information materials in sufficient
guantities (Otike and Omboi, 2010). According tevdlb (2009), information is at present

believed to be a fifth factor of production, whih by no means inferior to land, labor,
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capital and the entrepreneur. It should alwaysdmembered that university libraries has
been established to support learning, teaching raadarch activities of the universities.
Consequently;
()The library collection must support every cualiem and research activities;
(i) The collection must be organized in a manrtat tfacilitates easy access to their
contents;
(i) Users should be informed about the libragllections, services available, and be
empowered with skills to use the resources;
(iv) Competent library staff is required to givé&redtion and vitality to the services
provided.
This underlines the fact that the development oivermsity library collection is a
multifaceted and complex process that involvestegra planning, identification,
acquisition and management of the information nmgter Hence the design and
implementation of automated systems, building dtieint staff teams and the overall

management of economic considerations (Nwalo, 2009)

Bolton et al. (1998), undertook extensive research into the repees of postgraduates with
library services in UK, and found many stories atistrations caused by lack of
communication and planning. The key to providindeetive support to nontraditional
learners undoubtedly lies in forward planning iy all stakeholders. Too often a part-
time learning course is launched with the unwrit&pectations that students will be able to
find their own library support (Brophy, 2000). Thentraditional students are admitted in the
universities and expected to visit the library fibre class assignments without prior

arrangements on how they would access the readiterials.

Branch (2003), carried out a study on informatieeksng behavior of nontraditional
Undergraduates’ students at New York State Unityeiisi Albany to survey their use of
Information resources and impact of informatiomrbitcy instruction on the usage of these
resources. Participants reported that the mostrmdtion sources and channels for home,
work and study were as follows: Internet, friends;workers, family and professionals. It

was found that if they could not meet their infotioa needs through the above channels,
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then they would turn to other sources of infornratisuch as newspapers, magazines,
television, reports, databases, and libraries. @asethese findings, Branch concluded that
all students needed skills to help them be efficeamd effective in using the Information

resources.

Koss (1996), studied the information needs andarebeskills of MBA students in the first
summer session of 1996 in order to find out theesypf information resources used when
researching business topics for class assignmesgsarch, and individual projects. The
results of the study showed that despite numeressurces available to the MBA students,
they primarily used current periodicals and ABldmfi. The most prominent finding was
related to the fact that the MBA students took rtipgofessors’ advice regarding access to
business research tools. However, few academios aweare of the wide variety of research
tools, such as Compaq Disclosure, Lexis/Nexis, aridrmation resources which were
provided in KSU library. As a result they were e to recommend them to the students.
Based on the findings of the study, Koss made twportant recommendations: librarians
should promote MBA students' information searchamgl seeking behavior skills through
library instruction class so that they would beeatd better utilize library resources and,

librarians should work with professors in creatamgl giving instructional sessions.

Chikonzo and Aina (2001) conducted a study to datex the information needs and
Information resources that were used by veteristuglents at University of Zimbabwe. The
findings revealed that writing assignments and yshglfor tests or examinations were the
primary tasks for which they required informatidn.descending order, the major sources
used to meet these information needs were: boo#sps, lecture notes, the Internet, CD-
ROM databases and journals. One unexpected fivdasgthat the students made little use of
indexes, abstracts and dissertations. The authggested that the library needs to employ a
more proactive approach in teaching students hofully exploit the resources available to

them.

At university of Nairobi, the MBA section has beeanoperation since 1998.it was created to

cater for the unique needs of the nontraditionaddestts. It is stocked with textbooks
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conveniently selected to suit students and lecsureBusiness Administration courses. It is
also fitted with ideal reading desks and sufficieimairs. The rationale behind this collection
was to set aside books for the nontraditional sttsdlenrolled for MBA courses whose
classes are always offered in the evenings and emelsk The idea was to seclude books for
these students such that every time they wouldeausually in the evenings, they would
always find them. Equally, minimizing scramble fie same books with other students
enrolled for regular modes of studies was alsotaratieal reason for this special collection,
which works well so far. The collection is accéssionly to the nontraditional graduate

students and the lecturers within the faculty cfibess.

In order to serve nontraditional students betteniification of their information needs is of
essence. Granger and Benke (1998) asserted thétsthstep in identifying nontraditional
information needs is to know ‘who they are, whdreytare, what is available to them, their
needs and limitations...” in relation to the programstudy. The reason behind this is to
understand enough about their circumstances ancinganeeds such that some elements of

the program do not appear as barriers to succestsiy.

With the number of nontraditional education prognaes and courses being offered growing
at an exponential rate, academic libraries neaegdesign their library support structures to
accommodate the needs of remote learners. Satddlégies are being developed by most of
the public universities in areas where they havened regional campuses. Enhancing the
existing services through extending opening sclesdub include sundays as well as
subscription to electronic databases is other nmeaghat could diversify library services.
Librarians are doing well by advocating for substion to electronic journals as a means of
overcoming geographical barriers which would otheeweduce or limit library resources to
just the physical building. The librarians have eaded the idea of forming consortiums in
order to overcome the persistent problem of fundgublic university libraries Brophy
(2000). According to Wood and Walther (2000), refere, bibliographic instruction, Internet
training, full-text database searching and OPA@riate are some of the services that are

increasingly being offered to distance learnergh@lnternet.
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In UK for example, a number of academic librariasdrdeveloped new services that are in
favour of parallel students. Effective library sees to such students include:-

(a)Opening hours have been extended in the eveminddibraries are opened during
weekends.

(b)Collections of materials are developed for usdgy doy part time students. This
prevents fulltime students (who have better actedise library) taking all the copies
of a book.

(c)Assign designated librarian task of using etwsutr communication avenues such as
phone and fax facilities to reach out students atgounable to get to the library.

(d)Interlibrary loans and reservation request bt pme students are taken by post, fax
or phone, to save them a journey to the libraryokocan be renewed in the same
way.

(e)Articles from journals are requested from hommewmrk. The library then sends
photocopies to the students. Likewise, books capdsted to students. In this way,
the library is allowing the students to use thedliles resources without (f) having to
be physically present in the libraries.

(HHeavily used services which are bookable, sixiCB-ROM databases, present a real
problem to part time students. Because they findifficult to spend time in the
library, they are unable to compete with full tirseidents who can book sessions
easily. Library staff can offer to take bookings part timers by phone, again saving
them time and giving them equality of opportunity.

(g)Part time students phone or fax to requestiibaks be taken from the shelves and put
behind the issue desk for them to be collecteceiwéen classes. This service would
save the nontraditional students’ time it takesearch for books and instead, merely
have to wait for the reserved books to be issuerthSarrangements enables the
designated member of staff to form close contat¢h wontraditional students and
allow them to develop a very good relationshiphwtite students, and to attain a
sound understanding of their study and library sdddeery, 1996 ).

Library services like what has been described akibwe place in the public university

libraries such as UoN and KU, the library staffchmarge of the collections would be able to
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form close links with the nontraditional studentbe day to-day contacts by telephone, will
allow the library staff to develop a good relatibigswith the students, and so attain a sound

understanding of their study and library needs.

This body of literature points to the existencetlud need for an exploratory research to
determine the extent to which non regular studeoistitute unique user group with unique
information needs. Moreover, a better understandihdheir information needs has the
potential of making an important contribution tooyision of appropriate information

services and resources and design of informatieratly programme.

2.3 Nontraditional Students Information Needs in Aedemic Libraries
Information is knowledge acquired through experéerar study. Information needs is

therefore ever present since people cannot asthiiogs of which they are not aware of or
have not experienced. There are significant diffees in what information people need and
how they gain access to it. There is as well, difygrof sources of information that people

turn to in order to satisfy their information needs

Information is needed because it affects peopigss! People need information to obtain
answers to specific questions (Nicholas, 2001)ormfation needs arise when a person
recognizes a gap in his/her state of knowledge aisthes to resolve that anomaly- an
anomalous state of knowledge, (Belkin and Vickel$89). Information represents an

ordered reality about nature of the world people lin. It is a cognitive experience that

represents gaps in current knowledge of informatisers (Devadason and Lingam, 1997).
An information need is inherently subjective andws only in the mind of a seeker, making
all the approaches problematic. A need is a psyghodl construct, closely related to other
constructs such as motivations, beliefs and valldseds cannot be observable by a
researcher or librarian much less by an automateelligent agent’. Only indicators or signs

of needs are observable (Borgman, 2000).

People essentially need information for five bréaatctions and these functions are:
I. The fact finding function, which provides answespecific questions;

ii. The current awareness functions, which keeps irdtion up to date;
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iii. The research function, which investigates a neld fredepth;
iv. The briefing function, which obtains a backgroumdlerstanding of issues;

v. The stimulus functions, which provides ideas taobstimulus (Nicholas, 2001).

Interest in studying library services to meet thiimation needs of part time students has
developed in the developed countries especiallyJmited Kingdom (UK) over the last
decades. Partly due to the increase in numbersabfirsn students attending colleges and
universities part time (Abdoulay, 2003).The scenas the opposite in Kenyan public
universities, there is a big increase in the pajpah of nontraditional students enrolling in
colleges but few if any studies have been carrietlan library services to meet their
information needs. For example Mwangi (2006), didstudy on “User education on
undergraduate students in both UoN and KU librdrigisfailed to mention the nontraditional
students in both libraries. Kanori (2009), studiefbrmation seeking behavior of graduate
students” in the college of Agriculture and Vetariy science, university of Nairobi. He
concluded that 36.1% of graduate students haveintavmation seeking skills that cannot
help them locate relevant information to solve atgaoblems. He did not mention anything
about the nontraditional students. Similarly, Claa¢h990), analyzed “User problems in
academic libraries” in Jomo Kenyatta Memorial Liigr&@]KML) and concluded that one of
the major problems of academic library users isl@ggate information seeking skills and
she failed to focus on the nontraditional usersrmftion needs in academic libraries.

Available literature on university libraries in Kgmn lack adequate information related to
information needs of nontraditional students. Redesas in this area of interest have not if
any focused on the nontraditional students. Thisgon justify this study which attempts to
shade light on issues which have been omitted argbgiven less prominence by the

researchers in this profession.

For accessibility purposes, the information shaut in an accessible format; it should be
reliable and relevant in meeting the individualeeds. Hence, for libraries to play a key role
in information dissemination, librarians must deyelcomprehensive and effective formal

information management strategies and proceduregshef own. There is need for
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information to be effectively managed and it is ortant for it to be accessible to those who
need it wherever they require it. Hence, the conadpinformation need, forces us to

recognize the critical importance of equality of@gs to information (Unwin, 2009).

Users interact with information communication sysée The value of an information system
such as academic library need to be seen in terthe aises that are made of the information
and the subsequent impact of the information onrsusactivities. Information needs
influence the user behaviour pattern in seekingexuthanging information. Students' needs
vary depending on the ease with which they can tiiyenlocate and gain access to
information. Information needs and information um® quite related to an individual's
learning purposes. An individual seeks informaiiorder to use it immediately or later on.
Researches conducted by Sheppard (1983); Ajiboge Aateyinka (2007); Kakaket al.,
(2004), revealed that students seek informationniyain the library to satisfy their
immediate academic use. They seek information fifeenlibrary in order to do assignments,
write term papers, prepare for exams, and cantyresearches. The researches revealed that
information needs are driven by the need to satighgrticular need at a particular time.

It is possible that even the best system are reat tstheir full potential especially if there is
lack of awareness of the system and invalid pel@epif the system. The nontraditional
students may not be aware of what is valuablefemtin terms of information resources
and instead turn to other sources of informatidmer& could be misperception on their part
concerning the library system due to the fact thay do not go through library orientation.
Librarians tend to focus on disseminating informatithat they think their students need,
while they should first understand who their studeare and what they want (Dew, 2000).
To provide appropriate services for the nontraddiostudents, the librarians need to carry
out needs assessment survey so that they know sdraices would be relevant. The
librarians should not make assumption that servitest have been beneficial to the
traditional students would also be as well relevémtthe part time students. The
nontraditional students’ characteristics may névaltheir unique information needs to be

satisfied in the same way as those of on-campudests. For example, some of the
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nontraditional students are in fulltime employmantt may not be able to visit the library

building during the normal library working hours.

To provide adequate services, librarians reallydnieeknow the nature of programmes and
classes and location, learning characteristics expkctations of all potential users of the
service. Libraries need to identify and understgralipings of library constituents (Cooper,
2001). For example, open learners, distance, amthiey groups. This can be done by
assessing the needs of the nontraditional learcimmmunity for both electronic and

traditional library resources, the existing librasypport, and surveying regularly distance
learning library users, to monitor both the appiaieness of their use of services and

resources and the degree to which needs are bahg m

Motivation for obtaining information, an aspect, il triggers information needs and
subsequent information-seeking patterns in unitseesiucation, are of great interest in this
study. Most of the times, students’ informatioreldag behaviour involves active or
purposeful information seeking as a result of teedhto complete assignment, prepare for

class discussions, seminars, or write final yeseaiech papers (Abdoulay, 2003).

Requirement to prepare and write theses and prigpegaally generate need for information
and many students (nontraditional and traditione#)ch out to the libraries as a place they
rely on and trust to access quality informationakihg notes to prepare for and supplement
lectures also create need for searching for infitomaamong the university students

regardless of their modes of learning.

Preparation for examinations and other forms otlanac assessment tests in the university
are yet other activities, which generate need tié@rimation. Students visit the libraries in
mass to contact the available sources in ordesvise for examinations. Need to prepare and
rehearse for tutorial preparations is yet anothaivity within the university learning
procedures which creates need for information heénggers information seeking activities
particularly within the libraries. Students are albpiassigned topical issues, which they are

expected to research on and prepare in the leoboras either as a group or as individual
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students. In such circumstances, the lecturersegtiid presentations process and awards
scores accordingly. Among the lecturers and rebeasowithin the Universities, keeping up
to date with new ideas and stimulation are equather activities, which trigger need for
information. Information required for instructingraining or informing others are other
dynamics, which create information seeking actgiti To solve practical everyday problems

would also lead to seeking for information.

Information sources used to satisfy needs varyrdaog to the nature of needs. For instance,
journals are more effective in providing some kiidup to date information in areas of
specialization. Similarly, Pelzext al (2000) conducted a study in Lowe state univeraitg
found out that library resources, such as indegéstracts, were used more by students
seeking advanced degrees than the general bodyudérgs in satisfying their specific
information needs, reflecting this group’s priopesgure to information sources.

All the studies reviewed emphasized that infororais not sought for its own sake, but is
sought to satisfy a particular need which shoulddeatified especially in learning related
areas or development related concerns. For leapingoses, seeking information is quite
necessary and the information sought is put intméatiate use. This brings in the issue of
how nontraditional students seek for informatiom avhich information seeking tools are

available to them.

2.4 Challenges Facing Nontraditional Students in M&ting their Information Needs
This was not one of the objectives of this study tke main purpose of carrying out this

study.

In the process of information seeking there argoua factors that may interfere in the
process and create challenges to meeting the iat@mneeds by nontraditional students.
These factors could be personal like ability of tser, organizational like priorities,or
situational like lack of time on the part of theeuglkoja-Odongo and Ocholla, 2003).

Information needs of nontraditional students areegally the same as those of students
undergoing studies through the regular mode ohlaegr The point of departure is time and
styles of accessing libraries’ and their resouraelich are highly desired by students

undertaking learning in traditional and nontradiabmodes of learning alike. According to
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Heery (1996), problems facing nontraditional studeare not caused by their reluctance to
adopt to the traditional system, but rather by ithebility of educational institutions to
provide appropriate support to meet the needs f@ficant group of students. However,
nontraditional students have common problems ssc¢lsteortage of time affects many part
time students. For example, distance learners,iegeroups, open learning groups as well
as school holiday groups. The shortage of timétigated to their modes of learning, which
are detached, from regular systems of learningnyMd them leave their offices at 5.00 pm
after a days’ work and rush to class for lecturesooread on their own. Therefore time
management poses real challenge for nontraditishalents in fulfilling their academic
needs because other responsibilities and commighmemt cause difficulties. Such students
also find it difficult to access library materialse to inadequate study skills. This means that
nontraditional students need support and encouragerifthey need to be able to explain
their circumstances and to meet with empathetiooese that is prepared, when necessary to

bend rules and regulations (Heery, 1996).

Most public university libraries in Kenya still folv the traditional ways of operations,
despite a growing number of nontraditional studerusrently outnumbering traditional
students in such institutions (Robert, 2000). Haiegory of students face a lot of challenges
in accessing library services as library managesdatnot take them into consideration as
they come up with library policies on use and asdesnformation services. Few libraries if

any in Kenya have come up with means of meetingsieénontraditional students.

At the University of Nairobi, school of businedisrary extended its hours of operations to
cater for the needs of nontraditional studentsceR#ly new development concerning hours
of operation are being extended to other sub-liésaof UoN on experimental basis. The
libraries open on Sundays from 12noon to 5pm andr@ays 8am to 5pm. On sundays some
of the UoN libraries open their doors to the stugdor the use of reading space but no other
library services are offered. All sections remalased apart from the issue desk, which
operates with a skeleton staff. Kenyatta Universitgin campus library operates during
week-ends and holidays from 8 am up to 5 pm wiskedeton staff who are normally not the

senior librarians, which means some of the sectiemgin closed. The problem is therefore
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the failure of academic libraries to adapt theiv®es to the needs of an increasingly diverse
students’ population. The nontraditional studemésexpected to fit into the system that was
meant for the regular students who are on-campls.pfoblem is not the students but the
academic libraries which are reluctant to adaghéchanging profiles of students in higher

learning (Heery, 1996).

Researches done by Kakeii al (2004), Ariyapal and Edzan (2002) and Fidzani9g)9
suggested that the nontraditional students facdleciges in utilizing their libraries for
meeting their information needs. Barriers and difies may be due to lack of skills in using
various information technologies, shortage of timgesen that majority of them are in
fulltime employment, lack of information literackack of contact with reference librarians
as a result of failure to fit into the library wamky schedules, reluctance on the library staffs
due to incompetence and poor public relations,tagerof up-to-date relevant information

materials, and inability to seek, obtain and ev&uaformation (Wang and Frank, 2002).

At University of Malaya (UM), another user survepsvcarried out by Ariyapala and Edzan
(2002). The findings indicated that some of thedshis do find difficulties in using the
online catalogues due to never having used OPAIlties before, unclear instruction in the
OPAC, no guidance given before use and lack ofatiprpolicy on use. The authors
recommended that librarians must teach the libsgsgems and services through instruction
programmes and provide printed instructions. Tiesmajor issues libraries face are how to
effectively help the nontraditional students wittiese challenges while increasing the

comfort levels in the library and reducing libramyxiety among the students.

Boadi and Letsolo (2004), in a survey on informatioeeds and information seeking
behavior of part time students at the Institut&wfra-Mural studies in Lesotho” came to the
conclusion that information provided for part tinearners must be relevant, timely, easily
available and up to date. Findings revealed tHatge majority of respondents don’t use the

library. The most common reason noted for not uliegibrary was lack of times.
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From the studies that have been reviewed, it isimgrout clearly that the nontraditional

students are facing a number of challenges/barinemseeting their information needs. This
is as a result of their unique characteristics.sTdalls for different approaches from the
traditional ones by the library in meeting theirique information needs. The academic
libraries are challenged to identify the challentied the nontraditional students encounter in
the process of satisfying their information needd auggest procedures to deal with the
challenges. This is the gap that this study intéodsl.

This research is geared towards exploring thermméion needs of nontraditional students
with a view of identifying the challenges that thentraditional students encounter in the

process of satisfying their information needs.

2.5 Summary and Research Gap

After reviewing the literature that was available the challenges facing nontraditional

students and user studies, it was apparent thagtigne regarding the investigation of

challenges facing nontraditional students in thecess of satisfying their information needs
in both UoN and KU in relation to policy frameworktbrary resources and services, had not
been adequately addressed. Nontraditional studanique characteristics call for different

approaches for information needs satisfaction.raitee reviewed mostly are from western

countries therefore cannot be directly adaptedhi¢okienyan situation. This suggests that not
much has been researched on this area thus creakingwledge gap that needs to be filled.
Nontraditional mode of learning is also a new pmeaoon in the country’s education system

that calls for new approaches from the tradition.

The existing gaps would be filled through somehaf tollowing strategies; Highlighting the
areas which need to be attended to in order toawguser satisfaction of nontraditional
students in institutions of higher education. Hight gaps in the existing library policy
frameworks which require urgent improvement in oreaccommodate information needs
of nontraditional students. Libraries' service tha, strategic plans, objectives, mission
statements and guides will be core items to betisczad under libraries' policy frameworks.
A policy is a fluid document. Hence the policy reqa evolving as information needs of

other users apart from those of students studyaingugh traditional modes of learning in
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universities. The policy must reflect the changmeeds of its users. Where such policy
exists, it is preferred that it be reviewed fromeito time. This is essential in order to be in
line with ever changing users’ needs and advancesnformation technology and

repackaging of modern times.

On the same approach, information resources andglcesrwhich are not user-friendly to
nontraditional students will be highlighted andteestrategies which need to be embraced
by librarians will be recommended for consideratidnformation literacy (IL) (user
education) which has been defined as “the abibtyeicognize when information is needed
and have the ability to locate, evaluate and usetfely the needed information” American
Library Association (ALA, 1989). This serves asimportant tool towards enhancing users'
information skills. The kind of literacy educatipnovided should also publicize the services
provided by any library as this will play a big €oin influencing how its resources are
utilized and how the users seek information. Ineord meet the actual needs of the library
users it is preferred that circulation studies andvey of user opinions be considered as
typical approaches to realize a user-centred fbeatlection. In other words, use and user
studies should be seen as important tools for syaieally gathering information about user
expectations and users’ approach to the colleclioth challenges that the users meet in

information seeking processes.
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CHAPTER THREE

RESEARCH METHODOLOGY
3.0 Introduction
This chapter describes the methods and procedwlesnvéd in carrying out the data
collection, analysis through to interpretation egults of the study on challenges encountered
by nontraditional students in the process of satigfn of their information needs at both
UoN and KU. The chapter is organized under the¥alhg sections: research design, area of
study, target population, sampling techniques ardpde size, data collection instruments,

piloting, data collection procedures, data analigitiniques and ethical considerations.

3.1 Research Design

This was a study of challenges facing studentsliedran non-regular learning programmes
of UoN and KU. The study adopted a descriptive syras its design. It is a cross-sectional
type of study since it involved delving into infoation seeking circumstances of a
systematically selected proportion of students @ @oint in time. As Covey (2002),
postulates, this is an effective way to gather nmiation about peoples’ current behavior,
attitudes, beliefs and feelings through questiamsailt was therefore a self reporting study
which brought out quantifiable information from te@mple (Mugenda and Mugenda, 1999).
This design was intended to find out the challenigesng nontraditional students in the
process of satisfying their information needs.

The survey research was appropriate for this shetyause the researcher was interested in
collecting original data so as to be able to déescthe large population which could not be
observed. Secondly, the researcher collected data the sample population in order to
determine the current status of the population wébpect to more than two variables.
Thirdly, the survey design was suitable in the meament of characteristics of the large
population. Lastly, the survey was used to expthm existing status of the variables at a
given point of time (Mugenda and Mugenda, 1999).
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3.2 Area of Study

The study primarily dealt with information needspafst and under graduate nontraditional
students at both UoN and KU libraries. These rebesites were selected because they both
host high population of post and undergraduate radiional students enrolled in various
courses. Secondly, the two university libraries eh@xperience in providing information
services over a substantial period of time. Thealystiocused only on the main campus

libraries of the two universities and not any otliamary.

These Universities are corporate bodies establistyedcts of Parliament. University of
Nairobi has constituent colleges spread arounditiyeof Nairobi and satellite campuses all
over the country. The University of Nairobi maimgaus is situated near the City Centre and
bounded by Harry Thuku road on the East, Univefdigy and Nyerere Road to the South,
Mamlaka Road to the West and Msonga Wai/NairobieRivio the North. It dates back to
1957 when the parent institution, the Royal Techin@@ollege was a small technical college.
In 1970, the University of Nairobi became a fullgeiged University through an Act of
Parliament cap, 210 of the laws of Kenya. Univgrsit Nairobi main campus library hold
approximately 700, 000 volumes of print resouraesiaalso has access to a number of fully
subscribed online electronic databases. The libsaryes about 5,000 users per day (Issue

desk borrowers’ statistics register 2010).

Kenyatta University is situated along Thika Roabpwt 12 km from the city centre. The
history of Kenyatta University dates back to 197w it became a constituent college of the
University of Nairobi (UoN). In 1985 by an Act ofaRiament of the laws of Kenya,
Kenyatta University College became a fully-fledgegdiversity. Kenyatta University has
several satellite campuses all over the countrythist study is based on the main campus
library and not any other library. The library reabook collection of over 28, 0000 volumes,
over 120 periodical collections and has access twmber of fully subscribed online
electronic databases. The library serves approeim&,000 users daily as per the library

statistics.
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3.3 Target Population

The target population is defined as the populattowhich a researcher wants to generalize
the results of a study (Saunders, 2007). The tagetlation should be comparable on many
characteristics with those of an accessible pojpudierein defined as all the nontraditional
students in UoN and KU. The target population tfee study consisted of all post and
undergraduate students who were not enrolled inlaegprogrammes in both University of
Nairobi and Kenyatta University. From data avakainl the respective students’ registries of
the two universities, there were 29,476 nontradélstudents in 2009/2010 academic years.
Consequently, the accessible population consisted?3476 students from the two

purposively sampled universities (Government of ygeRconomic survey, 2010).

Kenya had thirty Universities; seven publicly andenty three privately supported
http://www.che.or.ke/library.html. Out of this, theesearcher purposefully selected two
Universities that was, UoN and KU as the studyssiténe two Universities were selected for
the reason that they have a big population of @diitional students and experience in

provision of information services over a substdmgexiod of time (Kavulya, 2006).

3.4 Sampling Technique and Sample Size

A sample is a smaller group obtained from the tapgeulation. In this case, the sample was
drawn to be a representative of the whole populatiith salient characteristics. Sekaran
(2006), suggested that for descriptive studies, pencent of the target population is
sufficiently large to depict the population paraerst On the whole, the sample must be of
optimum size; neither be excessively large norstoall. When too small, it may not serve to
achieve the objectives and if it is too large, hegst implications are involved (Kothari,
2004).

In this study, multistage sampling techniques waepted to select nontraditional student
respondents. The multistage sampling proceduredrgplex sample design in which two or

more levels of units are imbedded in the othere#dth stage, a sample of primary units was
selected and so on. All ultimate units selectethatlast step of this procedure were then

surveyed.

36



On the other hand, purposive sampling was usedbtairung library staff respondents.
Purposive sampling procedure enabled the reseatohese his or her own judgment to
select cases that had the required information repect to the objectives of the study. This
therefore made it possible to obtain responsesdadsearch questions and met the study
objectives. It is often used when working with aafiresample size or where the intention is to

select cases that are particularly informative {Nen, 2000).

To arrive at the minimum sample size, the ‘sampte sletermination table’ developed by
Bartlett, Kotrlik and Higgins (2001), was appliebtom this table, an overall minimum
sample size of 378 individuals was required givieat the total population of post and
undergraduate nontraditional students for the Z00M) academic year was 29,476 (UoN,
19,934; and KU, 9,542). The number of nontraditi@tadents reached for responses in the
two universities was, thus, determined by computirayr respective weighted proportions of

378 as follows:

(Total target students population from each uniitgrs Sum of students in the target
population in the two universities) x 378 (The mioim sample size).

Thus, for KU, we have:

(9,542-29,476) x 378= 122 nontraditional students.

Similarly, the corresponding statistic for UoN was:
(19,934 +29,476)x 378 = 256 nontraditional students.

The next stage entailed determining the numbemafraditional students to be drawn from
various schools/programmes of UoN and KU to comstithe sample size of 256 and 122
respectively. To this end, data on the distributimin undergraduate and post-graduate
nontraditional students by main campus based sshimgartments in the two universities for
the 2009/2010 academic year was obtained from dhpective academic registrar offices.
The number of undergraduate and post-graduate rdgidelected from each of the two
universities were further determined by first cotipy the proportion of these students’

categories in the database of the registrars’ edfidhen were used as indices of weighting
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the sample sizes from each university. Accordingityg proportions of undergraduate and
post-graduate (masters) nontraditional studentisar2009/2010 academic year for UoN was
71.35 % and 28.65% respectively. The correspondiagstics for KU was 86.24% and

13.76% respectively. In this way, the resultantrdiation of the 378 expected post and
undergraduate nontraditional student tier of redpoits by degree course types and

universities was as presented in table3.1.

Table 3.1: Distribution of Nontraditional Students’ Sample Size by Universities and
Degree Category

Degree course KU UoN Total %
category

Undergraduate | 106 182 288 76
Post-graduate | 16 74 90 24
Total 122 256 378 100

Source: UoN and KU 2009 graduation booklets

The next step was to determine the schools (pragesh and magnitude of students who
eventually responded to the questionnaires fromsitteols. To this end, the top three
schools in terms of the numerical strength of tegesl nontraditional students in each of the
two universities were selected for ultimate vioit fesponses. Upon examination of the
database, the identified schools (programmes)rmwvithg the desired student respondents in
KU were School of Education, School of Business &ctiool of Environmental Studies
(Community Development). From the UoN they includathelor of Arts, Bachelor of Arts
Anthropology, and Journalism and Mass Communicasimaents under the undergraduate
cluster. While the postgraduate students were dritam those registered for Master of
Business Administration (MBA) though the School its Kabete campus but the post
graduate students are housed in JKML, Master ofsNGasmmunication and Master of Rural

Sociology and Development Studies degree programAredogously, the ultimate students
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drawn from each school/ programme were computetth®masis of their relative percentage

weight indices as presented in table 3.2.
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Table 3.2: Distribution of Target Students by Schobof Study and Degree Course

School/ UNIVERSITY OF NAIROBI KENYATTA UNIVERSITY ROW TOTALS
program
Undergraduate Post graduate Undergraduate Posfraduate Total %
no. of
students
Weighted | Number | Weighted | Number | Weighted | Number | Weighted | Number
index% index% index% index%
MBA 81.6 61 61 16
MA  (Comm. 5.9 4 4 1
Studies)
MA 125 9 9 2
(Economics)
Journalism & 10.1 18 18 5
Mass
Communication
BA 84.4 154 154 40
Anthropology | 5.5 10 10 3
Education 7.2 8 45.6 7 15 4
Business 87.5 92 44.1 7 99 26
Environmental 5.3 6 6 2
Studies
MA 10.3 2 2 1
TOTAL 100.00 182 100.00 74 100.00 106 100.00 16 837 | 100%

Source: UoN and KU graduation booklets: 2009
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The researcher purposively selected five (5) Ijostaff from UoN, five (5) from KU and the

two (2) university librarians giving a total of tive (12) respondents. Two in-depth
interviews were conducted with the two (2) univgrdibrarians, while ten (10) librarians

from UoN and KU filled-in questionnaires. The basighis procedure was level of seniority
and experience at work/ exposure in user serviodsba&ing in charge of a service point.
Both university libraries had five key service g@sin/sections each, namely Africana
collection, issue desk, reserve collection , pecad /E-journal section, reference section
which were manned by at least one senior libraair@habout 2 library assistants. The library
service points were important in this study for tleason that they act as mirrors to the
libraries and they are the points where users @wdry staff interact in the process of

meeting their information needs in the two univiagsi

Table 3.3: Sample Frame for Libraries’ Staff

Section Kenyatta University University of Nairohji selected | %
East African 1 library staff 1 library staff 2 17
Issue desk 1 library staff 1 library staff 2 17
Reserve collection | 1 library staff 1 library staff 2 17
Periodicals/E- 1 library staff 1 library staff 2 17
journal

Reference 1 library staff 1 library staff 2 1y
University librarian | 1 university librarian 1 uningdty librarian | 2 17
Total 6 library staff 6 library staff 12 100

Source: UoN and KU internal directories, 2009
From the two sample frames the sample size for shisly was as follows; university

librarians 2, library staff 10, and nontraditiorsildents 378 to make a total sample size of

390 respondents.
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3.5 Data Collection Instruments

In line with the type of primary data needed foalgsis of the study topic (quantitative and
gualitative), two study tools were used to soli@sponses. The quantitative data was
obtained with the aid of two semi-structured questaires drawn separately for
nontraditional students and librarians respectiatlthe various service sections of the target

libraries.

Questionnaire for Nontraditional Students

The content of Appendix Il was informed by the msg and objectives of the study.
Questions were formulated to specifically solicit the information the study was required
address. Appendix Il was divided into five sectiofiBe first section was aimed at gathering
background characteristics of respondents. This instsumental in building the profile of
users as a basis for drawing comparisons amongrelift types of users in terms of their
information needs. The other four sections of thpeadix Il solicited for information on
information needs of the target population, libreegources and services, and challenges met
by this category of students in the process ofBatig their information needs. To facilitate
guantification and analysis, mainly closed-endedstjons were used along with checklists

and rating scales.

Questionnaire for Library Staff

The appendix Il also focused on the study objestivihe questions addressed issues related
to policy framework, satisfaction of the nontragiital students information needs, library
resources and services offered and their degredexfuacy, and challenges they meet in the
process of offering services to the nontraditiosildents. The appendix Il consisted of

semi-structured, open ended, checklists and ratiate type of questions.
Questionnaire was the main instrument used forecbilg raw data. This instrument was

preferred since it is economical in terms of theesgchers time, finances, confidentiality is

upheld and information can be collected from adagmple and diverse areas.
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Semi-Structured Interview Schedule for UniversityLibrarians

Appendix IV was prepared for in-depth interviewsthwihe two librarians of the target
libraries. The content of the interview schedulesveadso informed by the purpose and
objectives of the study. The two librarians wezquired to address issues related to among
other things policy frame work related issues,oinfation resources and services ;
information needs of the nontraditional studentsl @hallenges they face as they offer
information services to this category of students.

3.6 Piloting (pre-tests)

Before commencement of the data collection exeraigpre-test of the tools and nature of
responses was conducted for about two weeks inyilaampus of UoN. The pre-testing
site was chosen because the campus hosts a largeenof nontraditional students with the
same characteristics as the study target groupsafso to ensure that the respondents at the
pre-tests were not included in the actual respasdenthe study. Ten (10) nontraditional
students and two librarians conveniently selectedeweached for responses at the pre-test
site. This is the minimum figure to work with inlgt study which should be sufficient to
include any major variations in the study populatibat are likely to affect responses (Fink,
2003).

The two library staff were also selected converyefrom the library service points. The
criterion for selection was experience and expodarenformation service provision to
students. The pre-test exercise was instrumentaxamining the feasibility of the study
techniques and to redesign the research instruhwamesepts and wording, depending upon
the extent to which the contents and administratioihe instruments are commensurate with

the objectives of the study.

3.6.1 Reliability
Frankfort-Nachmias and Nachmias (1996), definedabdity as the extent to which a
measuring instrument contains variable errors, tha&rrors that appear consistently during

any one measurement attempt or that vary eachdimi@en unit is measured by the same
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unit. Because scientific measurements are inditéet,number of errors that occur when
social variables are measured tends to be highantimen physical variables are measured.
The following measures were observed as recommebge@hatman (1992), to ensure
reliability:

a) Pre-test was undertaken so that where ambiguity caudble barrelled questions or
anything that would bring confusion to the resparidevhen framing questions and
instructions were identified and removed or streaeal.

b) Reliability of the study findings was strengther®dthe fact that data was collected
from varied respondents representing undergradaradepost graduate nontraditional
students’ population from the two target univeesti

c) The two Universities which were the study sites tluis study are well established
institutions of higher learning and thus suitaldpresentation of academic universities.
This gave credibility to this study.

d) The researcher made as many call backs as podsibensure completeness of
responses and improved on response rate.

e) Probing was used as a tool to ensure correct resgon

f) A fairly large number of questions in the questiaines were closed- ended

g) The study used a representative sample size (10%¢ study population.

h) This study used the most appropriate instrumentgeg¢@onnaire) for the respondents
who were highly literate.

3.6.2 Validity

Orodho (2005), defined validity as the meaningfatef inferences based on research
results. Validity is the degree to which resultsaniied from the analysis of data represents
the phenomenon under investigation. It is concermiglal the question “Are you measuring
what you think you are measuring?” Thus validitytii® degree to which an empirical
measure or several measures of a concept accurapelsent that concept. The researcher
used data collection instruments; questionnairesrnwirew schedule and analysis of data
from secondary sources of information that conthiméormation relevant to the study. The
researcher addressed criterion validity by pre-tirtgsthe questionnaire on both

nontraditional students and library staff with teeame characteristics as of the target
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respondents. At the same time construct validitg wddressed by examining data with
respect to challenges encountered in informati@useatisfaction propositions expounded
in “SAVQUAL theory of marketing.”

The researcher undertook a literature review on ghbject study, particularly in the
following areas, “Information needs of studentsarademic libraries, information policy
frameworks concerning nontraditional students, rimi@tion resources and services relevant
to the nontraditional information needs, and clmgléss that are encountered by the same
group of students in satisfaction of their inforrmatneeds. Reading extensively in the areas
mentioned above ensured that the researcher adgoir@uable knowledge that enabled him
to develop valid data collection instruments. Medfion of research instruments by

experts/supervisor was also very important.

3.7 Data Collection Procedure
Data was collected through the following approach®everal copies of the students’

guestionnaire (Appendix 11) was made and distribbtethe researcher to parallel students
involved in the target programmes of the study.sTwas done through prior arrangements
with the course coordinator or the lecturer eithefore the commencement of the lecture or
just before the students leave their lecture h@le school based category of students were
given the questionnaires during school holidaysmitey were on-campus for tuition. The
researcher explained and clarified questions tpamdents and established a good rapport
with the respondents as they administered the igmestires. Respondents were given two
weeks within which they filled the questionnairesl alropped them at the circulation-desk
of the two universities’ libraries. Where collecatiavithin the specified period was not
possible, recalls and follow ups were made by dsearcher. The selected library staffs at
the service points of the target libraries wereragphed by the researcher herself who

explained the importance of participating in thedgt

The researcher personally participated in distidou and collection of the survey
instruments (Appendix Ill) where possible. This vag@iwantageous to both the researcher and
the respondents; the researcher had the opportianggtablish rapport with the respondents

and also where there was need, offered clear exipbans and elaborated on the subject
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matter. Equally the respondents had the chancekidoa clarifications on areas that did not

make sense to them. Response rate was therefaptally high.

For the two university librarians, interview schetd(Appendix 1V) was used to collect data.

Consultation with the two university librarians cemning the preferred date of interview

was done in advance in order to arrange for thrervuigws at their most convenient time. The
researcher conducted the interview at the placeesoant to the two librarians and notes

were taken as the interview progressed. The questrom the schedule were put to them in
the order in which they were listed and responsare wecorded in the space provided for the
same. The two librarians availed themselves forintexview. The researcher explained the
goal and objectives of the study and also clarifidtht the respondents had difficulties in

comprehending.

Above all, the researcher was as honest and siraenmuch as possible and strove to
exercise patience and perseverance. A tape recara®rmade available to capture what

could not be captured as notes were made witheghmigsion of the respondents.

3.8 Data Analysis Techniques
Data analysis forms a crucial part of any reseasch allows salient points and data patterns

to be analysed upon which a researcher can makeretenarguments and draw valid
conclusions. Generally, the choice of method angke tpf analysis used are however,
influenced by many factors. Sekaran (2006) idesdifsuch factors to include the general
design of a study, characteristics of the varialitea research, and the level of variable
measurement. In consideration with these isswedsrdthe actual data analysis, the gathered
data were validated, edited and then coded. In vhlgdation process, the collected
guestionnaires and interview schedule were chetiedetermine whether an accurate or
acceptable sample was obtained in terms of prapodi the issued instruments.

Instruments were checked for completeness. ThHuenere less than 50% complete were

disregarded. The second step was editing.
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The instruments were scrutinized to see whetheetiere errors and omissions, inadequate
responses, illegible responses. Instruments wi# §0estionable responses were identified
and classified on a prepared sheet. Appropriaterghéise statistics was used in the analysis
of data. The data was then presented in tablesshaigs and graphs by use of computer via

the statistical Package for Social Sciences (SRE®Jows.

The second level of analysis involved identificatiof common themes from the responses
obtained from the two librarians as recommendedGbgser and Strauss (1997) as the
procedure of qualitative data analysis. The ideatiftommon themes were used to foster
arguments, discussions on observations made fraponses contained in the filled-out

guestionnaires.

3.9 Ethical Considerations
Before setting on to collect the data, a letterimfoduction was obtained from the

Department of library and information science, KOr fidentification purposes. The
researcher begun by introducing to the respondem@spurpose and importance of the
research study. The principle of voluntary parétipn was strictly adhered to. The potential
respondents participated in this study with infodmeonsent. Confidentiality of the
information given by the respondent was upheld.th purpose, the study did not require
the participants to reveal their own identity. Thiegnained anonymous throughout the study.
Information collected was used for the purposenidiésl.
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CHAPTER FOUR
DATA ANALYSIS, DISCUSSION AND PRESENTATION

4.0 Introduction
This chapter presents the results of analysiseofeésponses received. It begins by describing
the socio-economic, demographic and library-relatbdracteristics of the respondents.

Thereafter, the results and discussions correspgridithe study objectives are presented.

4.1 Background Characteristics of Respondents

The information needed for examination of the sttajyic was obtained from all the three

categories of the target respondents: nontraditishalents, staff and university librarians.

As stipulated in the sampling procedure, all thgated 10 staff provided responses. In-depth
interviews were also held with university librarsarin the case of students, a total of 326
filled out the questionnaires, thereby providingesponse rate of 86.2. The rest of this

section is devoted to describing these charaadteyist

4.1.1Background Characteristics of Students

Out of the 326 student respondents, 229 (70.25%¢ Wem the University of Nairobi and
the remaining 97 (29.75%) were from Kenyatta Ursitgr These students differed in their
socio-economic and demographic characteristicsedsas in their experiences with library

services use.

4.1.1.1 Demographic Characteristics of Nontraditioal Students

The sex and age distribution of the student respotsdwvas as presented in table 4.1.1. Most
of the students were male (59.5%). Only 40.2% weneale. This is reflective of the sex
disparity of students’ population that has beeypactl feature of Kenyan public universities.
In terms of age, table 4.1.1 shows that a largeb®urof students (66.9%) were 20-30 years
old, followed by those in the 31-35 years age gri§3%). This is because the majority of
nontraditional students are admitted into the degreurses when they are in their early
adulthoods. Those aged 36 years and above cosedtitunly 15% of the total nontraditional

students and the rest (1.8%) did not state the&s.ag
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4.1.1.2 Degree Programmes and Year of Study

In line with the targeted sample stratificationdggree programmes enrolled under, majority
of students were enrolled under undergraduate degregrammes (76.7%). Only 23.3%
were enrolled for graduate degree courses. As tahld finally shows, only 18.4% of the
students had been at the university for one acadgeair. The rest (81.6%) reported that they
were in second year or above. This raises theiliietl advantage that data was obtained
from students who had a sufficiently long periodesfosure to the respective university
libraries, which placed them at a prime positiogtound their views and opinions regarding
the libraries’ satisfaction of information needs mdntraditional students on long time

experiences.
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Table 4.1.1: Distribution of Students by Age, SexDegree Programme, Year of Study

UoN KU UoN and KU
Background Number | Percent | Number | Percent | Number | Percent
characteristics
Sex
Male 129 56.3 65 67 194 59.5
Female 100 43.7 32 32.0 132 40.2
Not stated 0 0.0 1 1.0 0 0.3
Total 229 100.0 97 100.0 326 100.0
Age in years
Unstated 5 2.2 1 1.0 6 1.8
20-30 138 60.3 80 82.5 218 66.9
31-35 47 20.5 6.2 53 16.3
36 -40 21 9.2 3.1 24 7.3
41 - 45 14 6.1 3.1 17 5.2
46 and above |4 1.7 4.1 8 2.5
Total 229 100.0 97 100.0 326 100.0
Degree
Undergraduate 161 70.3 87 89.7 248 76.7
Graduate 68 29.7 10 10.3 48 23.3
Total 229 100.0 97 100.0 326 100.0
Year of study
First 53 21.3 7 7.2 60 18.4
Second 104 45.4 53 54.6 157 48.2
Third 33 14.4 21 21.6 54 16.6
Fourth 39 17.1 16 16.5 55 16.9
Total 229 100.0 97 100.0 326 100.0

Source: Field Data: 2012
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4.1.1.3 Disciplines and Degree Courses

Table 4.1.2 displays the distribution of studentshe degree course pursued and respective
disciplines. As depicted in this table, studentsrevdrawn from different disciplines.
Although it was outside the scope of this studgxtamine variations in information needs of
nontraditional students by faculties, the responsese obtained from students across
disciplines. This lays the foundation for robusted the conclusions drawn from the

analysis to overall performance of libraries towasdtisfying information needs of

nontraditional students.

Table 4.1.2: Distribution of Students by Degree Case Pursued

Degree course Frequency Percent
Bachelor of Arts (BA) 136 41.72
Anthropology 8 2.45
Journalism / Mass communication14 4.29
MBA 49 15.03
Business Studies 84 25.77
Education 15 4.60
MA (Economics) 8 2.45
Environmental studies 1.84
MA (Communication Studies) 4 1.23
MA 0.61
Total 326 100.00

Source: Field Data: 2012

4.1.1.4 Occupation and Class Attendance Schedule

The amount of time nontraditional students haveisd libraries was explored in the study.
To this end, they were asked to report whether trey any other occupations apart from
being students. As figure 4.1.1 shows, a large rmunab students (78.5%, UoN and KU
combined) responded in the affirmative to thisilatitie. Only 20.9% reported that they did
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not have any other occupation and another 0.6%atidespond to this question. As depicted
in figure 4.1.1, this picture of response was @amss the two universities.

Figure 4.1.1 Distribution of Students by Occupatiorand University

85.6

78.5
75.5

MmYes
ENo

m Not stated

Has other occupation (%
students)

12.4

0.6

UoN KU UoN and KU
University

Source: Field Data: 2012

Those who reported that besides being studentswieey on full time employment (n=256,
78.5%) were further asked to state the nature e thccupation. The distribution of the
responses received is as provided in figure 4As2this figure indicates, a large number of
nontraditional students across the universities5%) were working in the formal sectors.
Some were self-employed (11.9%) or were engagédismess activities (7.9%), and a very
small proportion (4.7%) either engaged in “otheativaty or were housewives.
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Figure 4.1.2 Distribution of Students by Occupatiorand University

81.8
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Source: Field Data: 2012

As regards time of taking lessons, the responségure 4.1.3 show that most nontraditional
students take lessons either in the evenings duh@gveekdays (55.8%) or both evenings
and weekends (29.1%). Those who reported takirgptssonly during school holidays and
weekends were 10.7% and 4.4% respectively. Theonsgs presented in figure 4.1.2 and
figure 4.1.3 point to the conclusion that findingné off income generating routine to visit
libraries presents a daunting challenge to manyraditional students in the two public

universities.
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Figure 4.1.3 Schedule of Lessons for Nontradition&tudents
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Source: Field Data: 2012

4.1.1.5 Organisation of Courses and Time Space fbaibrary Use

To evaluate the correspondence between libraryuregs and services with information
needs of nontraditional students, the students vaske®d about the organization of the
curriculum structure of the courses they pursuatifeaquency of their visit to the libraries.

As figure 4.1.4 shows, most of the courses purdyyedontraditional students require more
than coursework accomplishments. Only 25.2% inditdhat their studies purely entailed
coursework. A substantial number of students, heweveported that in addition to

coursework, their studies also involved writinge@sh projects (58.7%) or dissertation
(14.1%). This response indicates that for a langmber of nontraditional students, libraries

are a useful facility for successful completiorttedir degree courses.
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Figure 4.1.4 Distribution of Responses on Course Requirements
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Table 4.1.3 presents the frequency of visits tolittrary by nontraditional students. As this

table shows, nearly half (49.0%) of the studenpored that they only visited the library

once a week, and another 17.5% visited the liboarya monthly basis. Those who reported
visiting libraries regularly (“daily” or “twice a wek” combined) constituted 32.6% of

students.

Table 4.1.3 Frequency of Visits to the Library

Student visits library Number Percent
Daily 68 20.9
Twice a week 38 11.7
Once a week 159 49.0
Monthly 58 17.5
Does not visit at all 3 0.9
Total 326 100.0

Source: Field Data: 2012
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The study further sought to establish the explanafor stated frequency of visit to the
libraries. For those who visited libraries regulafidaily” or “twice a week),” a common
motivating factor advanced was preparation for arations and quest for supplementary
information to that provided by the course instoust For example, one female student
commented, “I go to the library to acquire concaptkills and strive for excellence in my
course work.” This is a show of the appreciationhaf value nontraditional students attach to

libraries towards accomplishment of their courspineements.

Taking the rest of the students who reported wgitibrary neither “daily” nor “twice a
week” as irregular users (n=220), their explanations for this behaviour eveurther
examined. The resultant picture was that they waooldvisit libraries quite often due to lack
of time. As figure 4.1.5 depicts, nearly all of thg92.8%) reported lack of time as the
reason for irregular visit to libraries. Those wigsponded in the contrary were only 5.8%
and the rest (1.4%) did not state an explanatiantlits discrepancy. The fact that a
substantial number of students were engaged indlomaome generating activities confirms
the conjecture posited earlier that lack of timevents nontraditional students from making
maximum use of library resources and services, lasemwation which corroborates the
findings of Heery and Morgan (1996) on academirali services to nontraditional students
in the UK.
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Figure 4.1.5 Reasons for Not Visiting Library Regudrly
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4.1.2 Background Characteristics of Library Staff

Like nontraditional students, the 10 library stegEpondents were of various background
characteristics. As set out in table 3.3 in chaghteze, 5 of them came from the University of
Nairobi and another half from Kenyatta UniversiBne each from the Africana, issue desk,
reserve collection, periodicals and reference sestof the respective libraries; and 4 were
serving in positions of Senior librarian, three labrarian and another three as Library
Assistants.

Table 4.1.4 presents the distribution of staff cegfents by the duration they had worked in
the library. As this table shows, all staff respents had served in the library for at least 15
years. Also the two university librarians intervesivhad several years of service in these
libraries (35 and 20 years in UoN and KU libraniespectively). This response indicates that
most of the staff respondents had several yearistefaction with students with regard to
provision of information services, and on this sgt had the opportunity to reflect insights

from this long standing experience in their resgsns
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Table 4.1.4 Distribution of Staff by Duration Servel in Library

Years served Number Percent
Staff
5t0 15 2 20.0
15to0 25 6 60.0
25 and above 2 20.0
Total 10 100.0

University librarian

35 years (UoN) 1 50.0
20 years (KU)* 1 50.0
Total 2 100.0

*Deputy librarian, Librarian was committed elsewdat the time of the study
Source: Field Data: 2012

4.2.0 A Survey of Challenges Encountered by Nontragiibnal Students

Having highlighted the background characteristitsegspondents, this section is devoted to
describing the results of analysis of responsdldanain objective of the study: challenges
encountered by nontraditional students in satigfaaif their information needs. As outlined

in section 1.4, in this study these challenges wereeived to take three dimensions. First,
challenges associated with the policy perspectiwéke functioning of libraries. The second

tier of challenges is those related to orientatmn library resources and services to
information needs and circumstances of nontraditietudents. Finally are challenges that
non-traditional students face in the libraries @hation to the unique dimensions of their

information needs.

4.2.1 Policy Issues

This study sought to assess the policy environrfoergervice provision of the two university
library systems in relation to information needs maintraditional students. The specific
policy perspectives considered in the study weee riature and provisions of the policy

frameworks, research approaches for identificatbbnstrong and weak links in service
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delivery and library staffing and motivation. Thigction presents the findings on these three

attributes of policy dimensions.

4.2.1.1 The Nature and Provisions of the Policy Fraeworks of the Libraries

This attribute was explored with the library staffid university librarians. Both tire of

respondents reported that libraries have not deeelavritten policies that specifically focus
on library service delivery to nontraditional statke Instead, provision of library services to
these students is embedded within the broadeegtcaplans of the libraries. In the case of
Kenyatta University, plans to develop written staéet of purpose or plan of development

for the services to nontraditional students werdemway at the time of this study.

4.2.1.2 Research Approach to Decision Making and #fions

The responses to the question which sought totemie the library systems of the two

universities identify the information needs of naulitional students revealed that both
libraries conduct a survey of user satisfactionuatiy. The needs identified in this way form

a basis for library services decision making antioas. As noted by the librarians,

information gathered from these annual surveys beeh instrumental in gauging the user
satisfaction with services, resources includingfséad hours of operation. At Kenyatta

University, the feedback from the nontraditionaidgnts had led the library administration to
redesign the operating hours to go up to midnighing weekdays and to 10pm and 5pm on
Saturdays and Sundays respectively. This, in tdgment of the university librarian had

significantly reduced complaints about the operatiours of the library and time available

for nontraditional students to use the services.

The feedback mechanism had also set a basis fegratton of subject librarians who are
required to work very closely with the respectiveademic departments to ensure that
students meet their information requirements inouar fields of study. In addition, feedback
from students regarding the library online resosir@ed internet based reading materials had
stimulated actions in the way of expanding oppaties for students to have access to online
and internet, albeit with slow connectivity speedraported by students. As noted earlier,

even a vast number of staff agreed the naturefofrration needs of nontraditional students
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had significant bearing on the performance of theafies in meeting the information needs

of nontraditional students.

4.2.1.3 Staff Recruitment and Motivation

The issue of library staffing was also exploredniréhe perspective of recruitment and
arrangements for building their on-job capacitye thvel of motivation they enjoyed and
compensation for the work done. As table 4.2.1 shothe key issues for effective

performance of the library staff with regard to eeksing information needs of NTS are
remuneration, motivation and engagement of skigedsonnel. Only 20% of staff thought
that their level of training in relation to prowsi of library services was an important
element to provision of services to NTS. This canalttributed to the liberty that the two
universities’ libraries have granted to staff farther training, albeit with minimal financial

support. In addition, the analysis indicated thaithb universities had not initiated

programmes for capacity building of staff in linétlwthe changing learning circumstances

and dynamics of information services, including téguirements of nontraditional students.

Table 4.2.1Staff Rating of Library Management

Staff rating on extent of influence on library performance
(% student)
Staff related factor Small Moderate | Large Very large Total
Recruitment of skilled staff | 10 40 20 30 100
Training of staff 30 50 0 20 100
Motivation of staff 30 10 10 50 100
Remuneration 40 10 20 30 100

Source: Field Data: 2012

The appalling low picture of staff motivation pagdtin table 4.2.1 rests on the premise that
hiring temporary staff has been a common staffimgtegy of the two university library
systems. This supports the conclusion often madehe literature on economics of
librarianship that the major advantages of hiriegporary employees usually turn out to be
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financial and managerial. It is hardly charactetiby commensurately high commitment to
services delivery on the part of the hired temporstaff due to the fact that they are
conscious of the reality that they are prone tatsteom financial benefits (Chervinko, 1986).
A combination of these factors could be the undeglyexplanation for the unfavourable

attitude noted on the staff by the nontraditionatlents.

4.2.2 Challenges Relating to Dimensions of Studehtaformation Needs

This study assessed the challenges nontraditiandésts face in relation to dimensions of
their information needs relative to those of tradial students. These challenges varied
according to determinants and levels of informatieeds of the students, their connection
with instruction methodologies of respective coaraad the depth of information literacy
skills students possess. This section describesethdts of analyses of responses to these

attributes.

4.2.2.1 Determinants of Information Needs

The study sought to enlist the determinants ofrm&tdion needs of nontraditional students in
the two universities. To this end, they were astedate various possible determinants of
information seeking behaviour of students on aesoéf‘'very important,” “important,” “less
important” and “not important” in that order of peived importance. The six possible
determinants provided for the rating were courséwamd presentations or examinations,
extra reading to enhance lecture notes, class-gaispussions, tutorial presentations,
research for thesis and proposal writing, and ames® about current issues. The results of
the rating responses to this question were as miexsén table 4.2.2.
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Table 4.2.2 Students’ Rating of Determinants of Irdrmation Seeking

Rating
Reason for seeking| Very Important | Less Not Not stated Total
information important important important

No. % No. | % No. % No. | % No. % No. %
Coursework and 281 86.4 29 8.7 6 1.9 2 0.5 8 25 326 100
preparation for exams
Extra reading to enhande133 40.8 138| 427 30 9.2 5 14 20 5.9 326 100
class notes
Class-group discussions| 68 20.9 144 442 79 2434 (144 | 21 6.4 326 100
Tutorial presentations 68 20.9 110 340 85 2.2 28.7 | 34 10.3 326 100
Research for thesis ard145 447 | 65 199 33 10.2 43 131 40 12.1 326 100
proposal writing
Equip self with current 130 39.8 97 30.§ 42 13.1 43 102 14 4.4 326 100
and up-to-date
information

Source: Field Data: 2012

Taking the “very important” and “important” ratinggesented in table 4.2.2, the results
indicated that in the overall, nontraditional stuideput emphasis on all the key methods of
learning at the universities. This is to the extdmdt 83.5% regarded “extra reading to
enhance class notes” as either “very important@rmaportant.” The corresponding statistics

for class group discussions, tutorial presentatioesearch for thesis and proposal writing
and acquaintance with current and up-to—date irdtion were 65.1%, 54.9%, 64.6% and

70.4% respectively. A majority of students (95.1€6hsidered “course work and preparation

for exams” an important driver of the search fdormation from the libraries.

The study also explored the value they attache@tious information resources provided by
the library systems. The rating scale was providedhamely very important, important, less
important and not important in that order. The itssaf analysis of the responses to this
guestion are as presented in table 4.2.3. Accordirtige responses were similar to those
presented in table 4.2.2. This is to the degreé ri@st of the students rated the various
information sources either as “very important omportant.” Only a dismal number of

students opted for lower level ratings, as “lesganant” and “not important.”
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Table 4.2.3 Students’ Value Rating of Library Resorces in satisfying their Information

needs

Very important Important Less Not important | Not stated

important

Count % Count % Count | % Count | % Count |%
Information resource
Print journal articles 82 25.7 134 40/8 55 170 24| 7.3 31 9.2
Recommended textbooks 216 66.5 89 2r2 11 34 0 0 Q.10 29
Lecture notes and handouts 232 714 76 233 10 2.3 1.0 5 15
Tutorial presentations 78 23.8 125 38.3 62 189 23| 7.3 38 11.7
Past MA/MSc & PhD| 83 25.2 87 26.7 46 14.1 76 23.38 34 10.7
Theses and projects
Websites /webpages 141 43.2 119 36.4 29 92 8 2.29 8.8
Online  databases  and151 46.1 119 36.4 34 107 7 1.9 16 4.9
electronic sources
Search engines 181 55.8 101 31.1 26 7.8 11 3.4 7 1.9
(Yahoo/Google)

Source: Field Data: 2012

In a related question, nontraditional students wasieed to indicate in successive order of
preference the sources of information they fredyarge to locate relevant reading materials.
These were, library card catalogues, and onlindipabcess catalogues (OPAC), reference
librarian, lecturers, abstracts and indexes inteda@ databases and in print form. The
results were as in figure 4.2.1. OPAC is the mosfuently used source of information for
relevant reading materials by nontraditional stusle(86.9%) followed by directions
provided by lecturers (24.3%). Library card cataleg are comparatively less favoured
(16.0%), though they are usually thought of in flwet place as information sources in
comparison to Reference librarians (3.9%) and abistrand indexes in electronic databases
(2.9%) and in print form (1.5%). Others in the “rsihted” category are cases in which
students did not respond to the question on thisbate. Entries in the “inconclusive
response” category correspond to cases where stutieked against two or more of the
options supplied in the list of response optiohsréby rendering it not possible to determine

the intended order of priority.
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Figure 4.2.1 Priority Students Attach to Library Information Sources
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Source: Field Data: 2012

4.2.1.2 User Information Literacy Skills for Nontraditional Students

The researcher sought to find out if nontraditicstadents had ever gone through any library
user education sessions in their academic lives.rébponses received were as presented in
figure 4.2.2. Accordingly, a substantially high noen of students had had library orientation
sessions in their academic lives (70.3%). Only 29résponded otherwise.
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Figure 4.2.2 Student ever Participated in User Edwation

29.7%

M No
M Yes

70.3%

Source: Field Data: 2012

The students who reported that they had neverdsteany library orientation (n=97, 29.6%)
were further asked whether lack of orientation c#d their use of the library print and
electronic resources. An overwhelming majority §§86) responded in affirmative (figure
4.2.3). Those who responded in the contrary wehg (@8.03%), and the rest (16.39%) were
not sure of the effect lack of orientation on tise of library.

Figure 4.2.3 Effect of Non Participation in User Edcation on Library Use

M No
M Yes

™ Not sure

65.57%

Source: Field Data: 2012
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Although respondents reported not being adverdédgtad by non attendance of library user
orientation sessions, there were several remarikdipg to doubts about effectiveness of the
information literacy capacity building approachdstlee libraries in satisfying information
needs of nontraditional students. For example, adergraduate University of Nairobi
student disclosed that “it is difficult to followhslf arrangements to locate books,” a matter
made more serious by the scenario that “staff ase motivated and display poor
PR"“(Undergraduate, University of Nairobi). Similgran undergraduate Kenyatta University
student admitted, “I am not able to get books Idnaed accessing e-journals is a problem
due to lack of skills. The library should set amiihee for orientation.”

These remarks by the students were in harmony twdke made by the library staff on the
subject of user information literacy skills. One itrsity of Nairobi library staff put it
candidly, noting that “some of them (students) aoé computer literate thus can’'t access
information easily. They want everything to be dofee them and in a hurry.” A
combination of these remarks represent the widdinfgeof frustrations attendant on
nontraditional students arising from the asymmatricelationship between the user
information literacy skills and the range of seed@nd materials available in the libraries for

addressing their information needs.

Figure 4.2.4 Students’ Ability to Use Information Surces
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B Library card catalogues
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ud Bibliographies

B Abstracts and Indices

Information source
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Ability to use (26 students)

Source: Field Data: 2012

Very Good
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The ability of nontraditional students to use tlagiaus resources and services provided by
the library systems of the two public universitieas also assessed. They were asked to rate
their ability to use four library information so@s; namely library card catalogues, online
catalogues (OPAC), bibliographies, abstracts addxas on a scale of “very good,” “good,”
“fair” and “poor.” The results were as presentedigure 4.2.4 above. Accordingly, half of
the students rated their ability to use online logizes as “very good” and another 32.5% as
“good,” thereby bringing to a total of 82.5% theid#nts who felt that their ability to use
these resources are reasonably adequate. Feeliocgngbetence on use of library card
catalogue was second high, considering that a gbat of 56.8% students rated themselves
as either “very good” or “good” on this attributelowever rating on ability to use
bibliographies, abstracts and indexes by studeats wery low, being 52.4% and 58.7% in
the “fair” and “poor” rating category combined.

No question specifically sought to establish whyjarity of students felt most comfortable
using online catalogues compared to other inforonasources. However, the fact that
a large size of the students were those engagtiformal working environment and had
little time to visit library raises the possibilitthat many of them possess laptops and
therefore strive to be familiar with electronicanfnation sources as a means of fending for

themselves against the odds visited upon themdiydasufficient time.

In addition, students were asked to rate the usessl of guides or directional signs and the
users’ support and help systems of their respetibvaries. As figure 4.2.5 shows, 81.9% of
the students rated the guides and directional sagnsither “very useful“ or “useful” and
another 12.1% as “satisfactory.” Only 5.3% studeated this resource as “poor” or “very

poor.”

67



Figure 4.2.5 Students’ Rating of Library Guides/Directional Signs

Source: Field Data: 2012

On user’s support and help systems of the librignyé 4.2.6 indicates that 72.3% provided a
rating of either “excellent” or “good,” another 8% as “fair,” and only a combined
proportion of 4.9% rated the system as “poor” aer{vpoor.”

Figure 4.2.6 Students’ rating of Users Support Sysims
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® Poor

o Fair

B Very poor
B Not stated
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¥ Good

Source: Field Data: 2012
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4.2.3 Nontraditional Students’ Information Needs, library Resources and Services

This study also examined the challenges encounteyedbntraditional students in the two
public universities in the context of the rangere$ources and services available in the
libraries. To this end, several dimensions of issuere investigated into. These ranged from
functions of the library, the resources and sesvitequently utilized by the students, the
technical skills and ability possessed by studeatsaccess the available resources, the
structure and form of library operations in relatim satisfaction of information needs of
nontraditional students, accessibility of the reses and services by nontraditional students
and perceptions of students about the effectivenkdise library systems in enabling them
satisfy their information needs. This section diéss the outcome of the analysis of

responses on these attributes.

4.2.3.1 Functions of the Library
All the staff confirmed that bibliographic, refem reader services, circulation and
information provision were the main functions oé thbraries subjected to scrutiny for the

challenges facing nontraditional students towatisfyang their information needs.

4.2.3.2Commonly Used Library Resources and Services

A list of services offered by the libraries wer@yided and students were asked to indicate
in order of priority how frequent they used thenmeTresultant responses were as presented
in figure 4.2.7. These results show that loaningl d&@orrowing of books is the most
frequently use library service in the libraries thfe two universities (35.4 %). The
corresponding relative percentages for UoN and Kudents were 34.1% and 37.7%
respectively. Inter-library loan services were leest used by nontraditional students (0.5%).
This is followed by Reference and Information seegi indicated by close to quarter of the
students in both universities, and OPAC (22.3%).
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Figure 4.2.7 Students’ Prioritization of Library Services
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The extent to which the library resources and ses/imeet the information needs of
nontraditional students was also explored with stedf. The staff rating of their affiliate

libraries on several attributes of this matter \wasshown in table 4.2.4. Almost all the staff
(70%) rated provision of information literacy skiland photocopying services as critical to
meeting information needs of nontraditional studerBervices such as user instruction,

interlibrary loans, document delivery and booksreation were relatively rated by staff on

a lower scale.
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Table 4.2.4 Staff Rating of Library Information Resources and Services

Degree of influence on information needs (%)

Non | Small | Moderate | Large Very | Not
Library service large | Stated
Information literacy skills 0.0 20.0 10.0 20.0 G0. | 0.0
Reference services 10.0 10.0 20.0 20.0 400 0.0
User instructional services 20.0 20.0 30.0 30.0 0 0.|/0.0
Interlibrary loans 10.0| 40.0 20.0 30.0 0.0 0.0
Document delivery services| 0.0 20.0 30.0 10.0 304010
Books reservation service 0.0 40.0 20.0 10.0 30/@0.0
Photocopying service 0.0 10.0 20.0 10.0 60.0 0.0
Current awareness’ services 20 30 20 10 20 0.0

Source: Field Data: 2012

4.2.3.3 Accessibility and Appropriateness of Libray Resources and Services

In general, the study aspired to enlist the coordpnce between information needs of
nontraditional students and the range of resouacelsservices available within the library
systems for meeting these needs. To this degrdis{ af possible areas of challenges in
obtaining information from the libraries were pnetsel to students and they were instructed
to indicate as “yes” if the issue was a barried as “No” if otherwise. The results were as
presented in figure 4.2.8.

As figure 4.2.8 depicts, nontraditional studentsefanultiple challenges with the various
library resources and services in a bid to satls#yr information needs. These challenges are
built around the opening hours of libraries (65.5%)tdated books (76.7%), inadequate
assistance by the library staff (43.2%) inadeqeat@puters (60.7%) and limited access to

essential service points like Africana, and peabsections (54.9%).
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Figure 4.2.8 Libraries and Satisfaction of Studentdnformation Needs
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Students were asked if, based on their experieticeg,would say that the library caters for
the information needs of nontraditional studentse Tesponses to this question were as
presented in figure 4.2.9. Only 43.7% of the stusleasponded in affirmative. Those who

felt otherwise were more than half of the studéb@5%).
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Figure 4.2.9 Students’ Views on Libraries’ Satisfaiion of Information Needs
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The study sought to find out why students informatheeds were not met satisfactorily. The
results were as indicated in figure 4.2.10. As figisre shows, inadequate stocking of library
was the most cited reason (by 66.67% of studeB#sP% of the students reported outdated
and irrelevant library collection as the explanmatiand 29.7% of the students reported
inconvenient library opening hours. Lack of usaliskvas cited by nearly one quarter of the

students in both universities (22.5%) as the reésothis discrepancy.
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Figure 4.2.10 Reasons for Limited Access to Libraraterials
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Figure 4.2.11 Students Access to Recommended ReaglMaterials
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To assess the challenges specifically associatddascessibility, the study sought to find
out whether non-traditional students ‘always’ hadess to reading materials recommended
by their lecturers. 61.7% responded to this asipeitte negative and the remaining students
(38.3%) responded otherwise (figure 4.2.11).
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Figure 4.2.12 Effect of Inadequate Library Attention on NTS
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Of those who responded in the negative to thigoatt, the next question sought to establish
the extent to which this situation affected thefioet to identify and locate information
sources in the library. As figure 4.2.12 indica@substantially high number of the students
90.38% noted that they experienced delays in aioguihe needed information. This was to
an extent that they had to rely on friends andsoheges to obtain the materials, a scenario
exacerbated by reluctant staff and inability on st of the students which is as a result of
inadequate user literacy skills to access inforomathaterials
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Figure 4.2.13 Students’ Rating of Library Collectins
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Students were further asked to rate the librarjectbn in terms of satisfying information
needs in their respective areas of study. The ta@gutesponses were as presented in figure
4.2.13. As this figure shows, 59.2% of the studemsted their respective libraries as
“moderately stocked” and another 17.0% as “inadedjyatocked,” thereby bringing to an
accumulative proportion of 76.2% of the studentovexpressed dissatisfaction with the
level of availability of reading materials in thierlries. Those in the “other” and “not sure”

response categories were only 1.0% and 2.4% regglgct
In the same breadth, students were asked to |stder of priority the options they resort to

in the event they do not find the material theych&®m the library. The results were as
outlined in figure 4.2.14.
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Resorting to online services (internet and cybécai the event they fail to get needed
material from the library is the most favoured optby nearly half (49%) of nontraditional
students. Seeking help from the library staff waes next option after the online services
(with a magnitude of 20.4% students). Visiting othbraries (8.7%) or purchasing books
(7.8%) are the least possible solutions nontrastigtudents often think of in the first place.
Others in the category of “not stated” correspanddses in which students did not respond
to the question on this attribute. Entries in tirednclusive response” category correspond
to cases in which students responded by placingkaagainst two or more of the options,
thereby rendering it not possible to determine réspondent’s intended order of priority

accorded to the alternative sources.

Figure 4.2.14 Priority Accorded to Alternative Information Sources
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Source: Field Data: 2012
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Students were further asked to indicate in ordeprfrity how they viewed their library in
terms of convenience of opening hours, abilityorate and retrieve reading materials, up-to-
date and reliability of library collection, suppogness and friendliness of library staff and
ability to follow the organization of books on tkbelves. The response was as shown in
figure 4.2.15. For most nontraditional studentské issue of the library system functioning
is the extent to which it is in tandem with theindy schedule. Although only slightly over
half (52.9%) placed first premium to this attribinereference to their libraries. This score is
far ahead of the corresponding values attachebdet@ase with which they can find reading
materials they require (8.3%), degree to whichliw@ry collection is current and relevant
(9.7%), extent of support and friendly treatmentlibyary staff (8.3%) and the extent to
which organization of books on the shelves are @ppate though to a less degree (16.0%).
All these four attributes tended to be a lot com@ad in the last (third to fifth) scales of the

library value judgments as provided for in the cesges.

Figure 4.2.15 Students’ Relative Judgment about Litary Services
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In relation to this aspect of the study, the ligrataff were asked to rate on a scale of 1t0 5
(“non” to a “very large extent”) the degree to whielements like information needs;
provision of adequate financial, human and physieaburces; identification of information
needs; and provision of policy guidelines influeth@erformance of the library in the way of
service delivery to nontraditional students. Thgpmnses were as presented in figure 4.2.16
Accordingly, the staff like students, expressedwiesv that identification and satisfaction of
user information needs alongside the prevailingcgdtameworks and human resource base
were critical for adequate performance of the liesin service delivery to nontraditional

students.

Figure 4.2.16 Perceptions of Staff about LibrariesManagement
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4.2.3.4 Perceptions of NTS about Library Resourceand Services

The study sought to assess the views nontraditisnalents regarding the functioning of
various library services, and to enlist their sigggas for appropriate actions on areas where
they felt the library was performing dismally. Thid extent, a list of statements on the
library services and resources were supplied tdestis. The responses were as presented in
table 4.2.4 which shows that 66.5% of the studergee in agreement with the statement
that, “book’ loaning period is adequate.” Anotl@mge size of students (77.7%) “strongly
agreed” or “agreed” with the statement that, “cajaks are perfect guides to books’
arrangements on the shelves.” 65.5% either “styoagreed” or “agreed” with the statement

that, “materials are easily located and retrievethe open shelves.”

On the contrary, a substantial size of nontrada@i@tudents (89.2%) did not agree with the
statement that library opening hours are adequatt @nvenient. This could be the
underlying factor most of the students agreed withstatements: “Special collection points
be set up for part-time students” (61.2%), “allrdity service points be accessible
throughout” (80.6%), “reference and informationdidesk services be available throughout”
(88.8%) and “internet and telecommunication systémaised to assist part-time students”
(86.9%).
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Table 4.2.5 Agreement with Statements about Librar\Resources and Services

Strongly | Not
Strongly | Agree | Disagree| Disagree| Stated
Statement agree (%) (%) (%) (%)
(%)
(i) Books’ loaning period is adequate 24.3 422 .823 7.3 2.4
(i) Catalogues are perfect guides |tB6.7 51.0 | 17.0 2.9 2.4
books’ arrangements on the shelves
(i) Materials are easily located and@2.3 43.2 | 26.7 5.8 1.9
retrieved in the open shelves
(iv) Library opening hours are adequateé.8 11.7 | 44.2 35.0 15
and convenient
(v) Special collections be set-up for par21.8 39.3 | 25.2 10.7 2.9
time students
(vi) All library service points be43.7 36.9 | 121 3.4 3.9
accessible throughout
(vii) Reference and information 42.2 46.6 7.8 15 |19
(viii) Internet and telecommunication 51.5 354 6.8 |34 2.9

Source: Field Data: 2012

The analysis revealed that for many nontraditia@tatients, action should be taken by the
library administrators towards making library openihours adequate and convenient. is.
They suggested that libraries should open from a®0rather than the current 8.00 am,
extend closing time, and operate throughout weekand public holidays. On the subject of
catalogues, suggestions for improvement includeggmation of sign languages, regular up-
dating, provision of information literacy skills ahe same, proper user guides and shelf

labeling and automating all library sections (regdmaterials). About the possibility of

improvements in the location and retrieval of lifgranaterials, the suggested directions for

action included re-shelving regularly possibly shés a day and engagement of more
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qualified staff, whom in the opinion of many stutierought to display a favourable work

ethics and be friendly to the patrons.

The distinct statements made by some of the stsdent the issue of staff-student

interactions in the course of provision of libraggrvices reflected the depth of the agony
nontraditional students’ face. One student expk$ss dissatisfaction with the attitudes of
the library staff by noting that “staff availabldauld not think that library users are

disturbing them by asking questions as how to asalagues. Some of them (student users)
do not go through library orientation sessions.ids library users is the reason why they
are employed. It is part of their work to assisrago conveniently locate books. We are not

a bother” (Undergraduate, Kenyatta University).

Noting that for many nontraditional students whauwki of time off their occupations present
a fundamental challenge to use of library resouareksservices, these remarks are a pointer
to the grave disparity obtaining between the opanat schedule of the libraries and the time
available for them (students) to benefit from ciation services provided by the libraries.
This remark was succinctly expressed by a partiautalergraduate student at University of
Nairobi in his statement that, “Most of the reconmahed books are taken by regular students
during the day. The reserve books are given ouhéevenings only when students are
retiring for the night. When can they read the ®#kin instances where nontraditional
students manage to secure time and borrow bookstfie libraries, they are still confronted
with such unintended consequences such as incuentrg expenses in terms of overdue

fines over materials returned late to the library.

Finally, the study sought to enlist suggestionsth& nontraditional students on possible
actions for harmonizing library services and resesrwith their information needs. The
most pertinent suggestions were stocking the kbnaith adequate and current books
(67.21%), ensuring that library reading materiadsrespond to rising number of students
(41.53%), making online materials accessible tcsitlents (24.04%), change of operation
schedules to include weekends, late night and putdlidays (74.32%), setting up special

collection points for part-time students (16.39%)aking all service points operational

83



whenever the library is open (16.39%), integratadreffective user information literacy
skills, capacity building programmes especially use electronic databases (21.31%),
improvement of public relations and adoption of renfriendly attitudes towards students
and greater dedication to services delivery onpé of staff (22.95%), creation of more
space for users (21.86%) and increasing the nuoflstaff (21.86%).
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CHAPTER FIVE
SUMMARY OF THE MAIN FINDINGS, CONCLUSION AND
RECOMMENDATIONS

5.0 Introduction

This chapter presents a summary of the main firmlofghe study discussed in chapter four,
the conclusion drawn and recommendations made iaactidns for policy development and
actions toward improving the effectiveness of puhlniversity libraries in satisfying the

information needs of nontraditional students.

5.1  Summary of the Main Findings

This study has examined the challenges encounbgredntraditional students in satisfaction
of their information needs with reference to unsigr of Nairobi and Kenyatta University.
The information needed for the analysis was obthinem the nontraditional students and
staff stationed at various library service pointsh® main libraries of the two universities
with the aid of semi-structured questionnairesdépth interviews were also conducted with
the respective university librarians. The studycdpmlly examined the dimensions of
information needs of nontraditional students inhbainiversities libraries; assessed the
strength of the information resources and servioésthe libraries for meeting the
nontraditional students’ information needs; and l@ated effectiveness of the policy
environment for the library systems of the two @msities toward enabling nontraditional

students satisfy their information needs.

Integration of nontraditional modes of learningte degree programmes of the universities
has inflicted diverse constraints on the physicatl &@auman resource bases of public
university libraries; this has adversely affectbdirt capacity to effectively and efficiently

deliver services to satisfy the information neefisxentraditional students. These include
insufficient staff relative to increasing populatief nontraditional students, inadequate
financial resources to undertake comprehensive unesidike staff motivation, installation of

adequate equipment like computers, non commenshoates of operation and slow pace of

divergence from the service delivery approachdsrtal to the needs of regular students
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needs. The noted mismatch between information neédsontraditional students and
academic libraries corroborate the conclusion nigdBunge (1984:129) that “our expanded
range of information sources, which should addupability to respond to the needs of our
clients and hence to our joy as reference librariall too often, therefore, becomes a source
of frustration, feelings of inadequacy, or lackocoimpetence, and a sense of loss of control

over our practice.”

The major challenge facing nontraditional studéotgard satisfying their information needs
borne out of this analysis is inadequate time tkenase of the resources and services
provided by the libraries. Other pertinent challehgre ineffective information literacy
skills, especially with regard to access to onlimrmation resources and databases; and
their large population size which imposes fundameotnstraints on the university library
systems to provide commensurate number of physicancial and human resources to
enable the students to satisfy their informatioredse Concerning low use of online
catalogues (OPAC), the finding of this study ishewrmony with the conclusion arrived at
based on the results of a survey of use of onlaldhses by Bellardo and Stephenson
(1986:155) that, “there is enormous untapped markpbtential users who remain unaware

of these information products.”

The noted low information literacy among nontramhtil students confirms the assumption
made in chapter one that lack of adequate usds skiluld be a possible explanation for the
failure of nontraditional students to meet theiformation needs. The two universities
libraries studied usually conduct user educationthe initial weeks of the students

admissions as part of the wider process of oriemtab university functioning. However,

this study has found out that a substantially mgimber of nontraditional students had had
library user education but they still displayed damental difficulties in uptake of library

services. This irony provokes the supposition thattiming of the education, duration taken
and content scope are not in tandem with the se@imomic circumstances and information
needs of nontraditional students. The current pradf library orientations put the schedule

at specifically defined points in time at initisiages yet, for majority of students, library
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resources are critical at later stages of learmvhgn they are needed to accomplish term

papers and assignments, develop research prooshitissertations.

The library systems of the two universities hav@omded to these challenges by extending
hours of operation to late evenings and weekendserOmeasures include expansion of
students’ access to information and subscriptioaléatronic reading materials. In addition,
libraries have automated their services, engagedajzed subject librarians (as in the case
of Kenyatta University), temporary employees andt-pme volunteers. Further, they

conduct annual surveys with a view to map out tatef information service delivery.

While these multiple measures are commendable, stikyall short of effectively enabling
nontraditional students satisfy their informatioeeds. This disparity is attributed to
numerous reasons. First, the initiatives are n@psted by strong and explicit policy
atmosphere that are tailored to the unique circantgts of these students. Operations of
academic libraries, to a large extent, are stilhemed on the traditions of service provision
to the hitherto regular students. Second, a grealtaf effort is noticeable in the direction of
expanding the supply side of information needsaftraditional students through online and
internet avenues. However, these are not accongadoye commensurate information
literacy, library equipments, and sufficient anc@ulately motivated staff establishments to
comply with the burgeoning size of nontraditionaidents in the universities.

The library systems have taken steps towards makigiithe opportunities for students to
use the services and resources they offer by exignitheir hours of operation. These
measures still fall short of satisfying informatioeeds of nontraditional students because
essential service points like special library adilens, e-journal section, reference desks and
loaning time schedules are largely parallel to shkedules of the nontraditional students.
The extension of the opening hours have not sicamtily translated into the opportunities for
students to benefit from the borrowing facilitie®yded by the libraries for satisfaction of

their information needs.
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Concerning the specialized library staff at theerefice desk initiative at KU, the thesis
posited by Bunge (1984) that specialization of isew is another way in which reference
librarians may change their jobs in the face ofitlih time and resources is herein very
instructive. The finding on this attribute endorddsnge’s (1984) remark that needs for
special services present themselves at the referéesk at unpredictable times, making a
match between client needs and the skills of speeth staff available very difficult to

achieve.

5.2  Conclusion

The overall picture that emerges from the findio§this study is that nontraditional students
in the public universities have diverse informatioeeds, and in their bid to satisfy these
needs they are faced by myriad challenges. Thesléenges are dichotomous; slow pace at
which the university libraries are realigning theperations in the light of information needs
of nontraditional students; and circumstances exoge to the academic systems of the
universities. This scenario is made even more cexfy the fact that the policy
environment of the respective library systems faldrassing information needs of
nontraditional students is both peripheral and imgeehensive. The current practice in which
the needs of nontraditional students are only ieapln the strategic plans of the libraries is
likely to relegate the unique information needsohtraditional students outside the bounds
of mainstream library decision making processesamtions.

5.3 Recommendations

5.3.1 Policy and Programmes Development

The study has revealed that there is a weak pelmyronment under which the university
libraries operate to satisfy the information needshontraditional students. Useful steps
towards reversing this state would entail expli@tognition of the challenges facing
nontraditional students and their peculiar learnoiggumstances in the regulative and
strategic management frameworks of libraries. Télimuld go alongside creating an
atmosphere for continuous dialogue between notitvadi students and respective library

administrations. In this way, the dynamics of thi@imation needs of nontraditional students
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are mapped out over time and appropriate actiomtuding those relating to staff

development, are set in motion at the right time.

Currently, libraries’ linkages with academic fagedt are limited to lecturers providing
directions for resource acquisitions. In additidghe working relations between library
management and university administrations are ratheonsistent with the needs and
circumstances of nontraditional students. Effoiteudd be put in place for more intensive
interactions among faculties, library managemerd aniversity administrations towards
addressing the dynamics of nontraditional studemfgrmation needs. Programmes that
would be found useful are those that promote usfermation literacy skills and encourage
mutual staff-student interactions.

Finally, library management in conjunction with theiversity administrations should find a
forum for engagement with the government to enshee these directions for policy action
and programmes development are fostered in the aermpublic services delivery and

governance.

5.3.2Recommendations to Nontraditional Students an8taff

The library staff are constantly in contact witbhdgnts compared to other equally important
decision makers like the university librarians ahe teaching staff. Thus, they should
inculcate a favourable working atmosphere for sxtgons with nontraditional students in

the libraries.

It is also imperative that nontraditional studeat®perate with the library in the way of
availing the information on appropriate actionsythink would improve the level of
satisfaction they derive from the library serviceoysion. This would mean active
participation and disclosure of vital informatioarohg the annual needs assessments carried
out by the libraries. Students are also under aahwbligation to create time to attend the

library orientation sessions.

The results further evoke the need for librarieextend hours of operation and integrate

programmes that promote effective user informatiteracy and narrow the gaps in the
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attention accorded to nontraditional and traditistadents. In terms of hours of operation,
libraries should remain open to very late hoursniable the nontraditional students who are
usually in their work places during the day to haxpanded opportunities to make use of the
library services. For the same reason, librariesilshbe open till late hours during weekends

and public holidays ensuring that all service poneimain accessible by students throughout.

Library instructions for nontraditional studentsedeo be designed so as to be responsive to
their detachment from the academic routines, irtgbib have full time commitment to
academics and inadequate experience of interawtitig library staff and library research
tools. These measures would enable nontraditidndesats to satisfy their information needs
against the odds visited upon them by the dynarofctheir work environment and the
rigidity of university academic schedules.

5.3.3 Recommendations for Further Studies

This study was done with reference to only two pubhiversities of Kenya and drew the
needed data from nontraditional students, stafflandersity librarians. While the choice of
these two universities as reference points of madron service provision to nontraditional
students in public universities was deemed appatgriby virtue of their historical
prominence in university level education in Kengfas study should be replicated in other

public universities in future.

Research should also be carried out to gather vadwsaditional students for comparative
analyses. This would be useful to establish theedetp which the findings of this study are
particular to the challenges encountered by noittoadl students or reflect the totality of
functioning of the library systems. From a contantd methodological perspective, future
studies should include the interactions of nontradal students, libraries and affiliate
faculties toward satisfaction of information need$ nontraditional students. This
understanding portends great potential to bearlwary service delivery to nontraditional
students. Similarly, future studies that adopt magerous qualitative techniques like focus

group discussions with nontraditional students ldédry staff would be found very useful in
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unravelling, from a naturalistic perspective, susBues as low staff motivation and

unfriendly student-staff interactions in the libearthat traversed the responses.
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Appendix I: Letter of Introduction

Kenyatta University

Department of Library and Information Science
P.O Box 43844

Nairobi

5th April 2012

Dear Respondent,

RE: CHALLENGES ENCOUNTERED BY NONTRADITIONAL STUDEN TS IN
SATISFACTION OF INFORMATION NEEDS: WITH REFERENCE T O
UNIVERSITY OF NAIROBI AND KENYATTA UNIVERSITY LIBRA RIES.

| am a graduate student in the school of educatiepartment of Library and Information
Science at Kenyatta University. As part of the regyuents for my masters’ degree, | am
conducting a study ofChallenges encountered by nontraditional studentsn satisfaction
of information needs with reference to university & Nairobi and Kenyatta University
libraries” . From the findings, | hope to draw conclusionsasao recommend what should

be done to satisfy the information needs of noiiathl students.

The purpose of this letter is to kindly request yowwomplete the attached survey instrument
exhaustively to facilitate the generation of datanform the objectives of the study.

Confidentiality and anonymity are guaranteed as gownot need to sign your name to this

guestionnaire; only the investigator has accessiteey data.

Thank you very much for your cooperation.

For further information please contact me as foiow

Florence Odenyo.

C/o University of Nairobi

P O Box 30197 Nairobi

Cell-phone 0733741254 e-mail adsl@denyol@yahoo.co.uk
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Appendix II: Questionnaire for Nontraditional Students.

Instructions

Please indicate correct option as accurately amedity as possible by putting a ti¢k)
against options provided in the boxes for each tijp@gem. For questions which require
your suggestions/comments, use the space provamedspond to each question. Kindly

respond to all questionnaire items.

Section 1: Background information

1.Which University do you study at? (Tick as appiaie)

i. University of Nairobi ( ) ii. Kenyatta University ( )

2. Gender:

I. Male () ii. Female ) (
3. Age:

. 20-30 () i. 31-35 ()

ii. 36-40 () iv. 41-45 () v. 46+ ()
4. Year of study: i. Yearl () i. Yearll ()

ii. Year lll () iv. Year IV ()

5. Kindly state your programme of the study (e. &M --------------------

6. What does your programme of study entail?

Study programme entails: Yes No

Course work only

Course work and special research project

Course work and dissertation

Dissertation only

Other-specify
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7. Other than being a student, do you have amgraitcupation?

. Yes () i No()

8. If answer to (7) is yes, state the occupatiotidkyng:

i.  Self employed ()
ii.  Businessman ()
iii. Employed in formal sector ()
iv. Housewife ()
V.  Other (State) --------m-m-mmm oo e

Section 2: Information needs of nontraditional stueénts

9. When do you attend your classes/tutorials? ageleick)

i. Evenings () ii. Weekends () iii. During school holidays ()

iv. Others (SPeCify)--------m-mmmme oo

10. How frequently do you visit your library?

i. Daily ()
ii. Twice a week ()
iii. Weekly ()
iv. Monthly ()
v. Not at all ()

Vi OhEr SPECITY ... et e e e e e e e e

11. Give reasons for your response to the above.(10

12. Which among the information needs listed bel®ad you into information seeking

activities? (Give priority ranking).

Issues Very Important | Less Not
important | (2) important important
1) 3) (4)

(i) Coursework and preparations for

exams

(i) Extra reading to enhance lecture

notes

(iiif) Class-group discussions

(iv) Tutorial presentations

105




(v) Research for thesis & proposal
writing
(vi) To be current and up to date

(vii) Any other (SPECIfy) =----m-m=mnm mmmm e

13. Rank the importance of the following informaticesources in satisfying your
information needs.

Sources Very Important(2)| Less Not
important(1) important(3)| important(4)

() Print journals’ articles
(i) Recommended textbooks
(i) Lectures notes and
handouts

(iv)Tutorial presentations

(v) Past Masters/PhD thesg
and projects

(vi) Websites/web pages
(vii) Online databases and
electronic sources

(viii) Search
engines(yahoo/Google)

S

14. Which of the following sources of information giou frequently use to locate relevant
reading materials for your studies? (Please rardtder of priority)

i. Library card catalogue ()
il. Online public Access catalogue (OPAC) ()

iii. Reference librarian ()
iv. Lecturers ()

v. Abstracts and indexes in electronic databases ()
vi. Abstracts and indexes in print ()

15. How do you rate the library collection in terof your area of interest?

I. Adequately stocked () ii. Moderately stocked ()
iii. Inadequately stocked () iv. Not sure ()
V. Other SPECITY. ... et e e e e e e
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16. Do you always access reading materials recoretehy your lecturers?
I. Yes () i. No ()
17. If the answer to the above (16) is (No), geasons

I. Library not adequately stocked ()
il. Library collection outdated and irrelevant ()
iii. Lack of user skills ()
iv. Inconvenient operational schedule ()

V. ANY OtNEE (SPECITY) .ttt ettt e e e e e e e e e
18. Have you been offered library orientation s@ssiduring your academic life?
I. Yes () ii. No ()

19. If your answer is (No) to the above (18), dtzek of orientation affect your optimum
usage of information resources (print and electioavailable in your library?

i.Yes () iNo () iii. Not sure( )

20. If you cannot find what you need in your lirawhat other options do you resort to?
(Please list in order of priority)

I Go to other libraries ()

il. Seek help from library support staff ()

ii. Purchase personal textbooks ) (

iv. Go to the cybercafe ()

V. Internet ()

Vi. Others (please SPecify) ------=-mmmmm s

21. Which of the following factors do you considaost in referring to your university
library? (Number them in order of importance)

I. Library operating hours are convenient to my stsclyedule ()
il It is easy to find and retrieve the books | require ()

iii. Library collection is current and reliable ()
V. Library staffs are supportive and friendly @)
V. Books’ shelves organization is easy to follow ()
Vi. Others SPECITY ... e
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Section 3: Library resources and library Services

22. Which library services do you utilize mostjuently? (Please list in order of priority)

I. Reference and information services ()

ii. Access electronic and online databases ()

ii. Access special collection i.e. (Africana, Rese®re&isn) ()

V. Loaning and borrowing books ()

V. Inter-library loan ()

Vi. Any other, please SPeCify---------mmmmm oo

23. How do you rate your ability to use the follogiinformation sources? (Please tick)

Information sources Very good| Good | Fair Poor

(1) (@) 3) (4)

(Library card
catalogues

(i)Online catalogues
(OPAC)

(ii)Bibliographies

(iv)Abstracts ang
Indexes

24. How do you rate library guides / directiongrs in your library? (Please tick).

i. Very useful () iiUseful () iii. Satisfactory )
iv. Poor () v. Very poor ()

25. How do you rate users’ support and help sysexisting in your library? (For example,
user instructions, online user help-desk, refereseceices)

i. Excellent () ii. Go ii. Fair )

()
iv. Poor () v.ely poor ()
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26. Please rank your response to the followingstants by ticking.

Strongly agree(1) Agree(2) | Disagree(3) Strongly
disagree(4)

(i) Books loaning period i
adequate

U

(i) Catalogues are perfect
guide to books’ arrangements
on the shelves

(i) Materials are easily
located and retrieved in the
open shelves.

(iv) Library opening hours ar
adequate and convenient

(42

(v) Special collections set-up
for part-time students

(vi) All library service points
be accessible throughout
(evenings and weekends

included).

(vii) Reference an(
information help-desk
services be available
throughout

(viii) Internet and

be used to assist part-time
students

telecommunication syste$s

27. Suggest what actions should be taken in arbasewyou disagree or strongly disagree
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Challenges encountered by nontraditional students

28. Indicate by ticking the challenges/ barriersoradversely affect your efforts to satisfy
your information needs.

Challenges Yes No
() Library opening hours

(i) Outdated books

(i) Inadequate resources

(iv) Lack of adequate assistance by the
library staff

(v) Inadequate computers
(vi) Lack of user education
(vii) Limited access to essentials

service points
e.g.(Africana/Periodical/E-journals)
(viii) Others-
INdicate........covvviiiciiiii s

29. From your own experience, does your libraryercgor information needs of
nontraditional students?

i. Yes () i. No ()

30. If your answer is (NO) above, how does thigation affect your efforts to identify and
locate information resources in your library? @2le explain)

31. Please suggest areas for improvement in yorari

Thank you.
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Appendix Il : Questionnaire for the Library Staff

Instructions

Please indicate correct option as correctly andirately as possible by putting a tick ()
against options provided in the boxes for each tqu@gem. For questions which your
suggestions/comments are required, use the spasedgd to respond to each question.
Kindly respond to all questionnaire items.

Section 1: General information.

1. Which university library do you work in?

i. University of Nairobi () il. Kenyatta University ( )
2. Which section of the library are you statione@?------------=-===-=-m-mmmommem oo
3. What is your position in the library? ------——--=-m-mmm oo
4. For how long have you worked in this libraryPe@e tick as appropriate)
i. Less than 5 years ()
il 5years but less than 15 years ( )
iii. I5 years but less than25years ( )
()

iv. Over 25years

Section 2: Policy framework on information needs

5. Does your library have a policy on servicesdo-traditional students?

i.Yes () i No() iii ldontknow ()
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6. If ‘yes’, please indicate the extent to whicle folicy has been sufficient in provision of
services to non-traditional students in your ligrafWhere 1-Non, 2- Small extent, 3-
Moderate extent, 4- Large extent, 5- Very largeijt

5 4 3 2 1
i User education 1T [1 T[] [ 1 [1
i. Reference and Information services [ ] ][ [ ] [ ] [ 1]
i Circulation services 10 [T I[1 [ ] (]
iv. Hours of operations [T [ ] T[] [ ] I

7. The performance of the library can be measurectimg of the quality and speed of
service. (i) Please indicate to what extent eactheflisted elements influences performance
in your library (Where 1- Non, 2- Small extent 3-Moderate exént,arge extent, 5- Very
large extent)

5 43 2 1

i. Effective, efficient and convenientservicedelwdr 1 [ 1 [ 1 [ ] [ 1]

ii.User survey and feedback programmes [T [T 1111 I[1
(Complaints and complain)

iii. Service innovation (10101 [111

8. The performance of staff can be measured inderfithe satisfaction of users.

Please indicate to what extent each of the listethents influences the performance of
library staff in provision of services to non-tradnal students in your libraryW(here I-Non,
2-Small extent, 3-Moderate extent, 4-Large exteiMery Large extent)

5 4 3 2 1
i. Recruitment of skilled staff LTI 1T 1 I[1
ii. Training of staff (g1l 1 071 [1
jii. Motivation [T1 01 [1 T[]
iv. Compensation [T [ [
v. Satisfaction of staff [((11c1 11 11
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Section 3: Information needs of non-traditional stalents in academic libraries

9. What are the main functions of your library?e@3e tick as appropriate).

i. Bibliographic ()
ii. Reference ()
iii. Reader services ()
iv. Circulation ()
v. Information ()

10. Please indicate to what extent each of thetexlielements influences the performance of
the library as regards non-traditional studentgoiar institution.
(Wherel-Non, 2- Small extent, 3- Moderate extent, 4-geagxtent, 5- Very Large extent)

i. Users Information needs ()
il. Provision of adequate resources in terms of finastedf, and equipments ()
iii. Identification of information needs ()
iv. Provision of policy guidelines ()

Section 4: Information resources and services

11. Please rate the importance of the followingdmfation sources to cater for the needs of
non-traditional students in your librarfVhere |I-Non, 2-Small extent, 3-Moderate extent, 4-
Large extent, 5-Very Large extent)

5 43 2 1

i. Accessibility of user services MHrI1ri1r1ir1

ii. Accessibility of e-journals facilites [ J[ 1[ 1 [ 111

iii. Accessibility of e- Mail services LTI 101 11
iv. Provision of books [T [ I10101 11
v. Communication strategy [ TICI0] 1]
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12. Does your library conduct information literaskills (ILS) sessions to the non-traditional
students?(Tick where appropriate)
. Yes () ii. No () lii. Don’t know ()

13. How do you rate the following information s&es in relation to meeting information
needs of nontraditional students in your libra(y?here 1-Non, 2-Small extent, 3-Moderate

extent, 4-Large extent, 5-Very Large extent)

i.Information literacy skills(ILS) [T 1T 01T [T 1
ii.Reference services [T 01T (1 1]
iii.User instructional services [T L1 1 [101
iv.Current Awareness services [ A O I O O
v.Interlibrary loans (ILL) [T LT LY [1[]1
vi.Document delivery services A I O O
vii.Books reservation service [T T 01T 0111
viii.Photocopying services 1 T A I O

14. How do you rate the library staff in relatianthe following aspects@Vhere 1-Non, 2-

Small extent, 3-Moderate extent, 4-Large exteMeBy Large extent)

i.Level of training [T 01T 01T I1 I[1
ii.Customer and public relations (01T [T (1 I
iii.On-job competency Tr1 01071 [1
iv.Query/services Response rate ({11 11 [1 [1
v.Level of motivation I I T[T 071 [1
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Section 5: Challenges/barriers met by nontraditionbstudents

15. Please indicate the effectiveness of eacheofisted elements in provision of services to
non- traditional students in your libraryWhere I-not effective, 2-effective, 3-very effegtiv
32 1
i. User orientation program in the library [T [1 1
[ ]

[ ]

iii. Points open on weekdays, weekends and publicdydid ] [ ] [ ]

ii. Staff numbers in the library [ ]

iv. Size of library collection [ 11111
v. Flexibility of Operational hours of your library L1071 11
vi. Other
5] 0 L5031 1Y

16. Please indicate to what extent each of thediglements pose as a challenge in the
provision of servicegwhere 1-Non, 2-Small extent, 3-Moderate exteritarfye extent, 5-

Very Large extent)

5 4 3 2 1
i. Inadequate computers 1010 10T [
i Inadequate reading space COor11 11
i Demoralized staff MWCI0 101 [
iv.  Automation [T 010 10111
V. Inadequate furniture 1M1 1071 [1
Vi. Inadequate working tools ML 107111
vii.  Online/Internet services I IC 1071 11
vii.  Understaffing [IC 10T 01 [1]
iX. Overwhelming number Of users L101071 [1
X. Inadequate information resources CI0T1 0] I[1
Xi. Errors in online catalogue records LI 10 ] [1
xii. ~ Relevance of information sources LI 10T [1

Xiii. O N Bttt et ———————
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17. What kind of complaints do you receive from tien-traditional students?( Please list

18. What suggestions can you make on the improveroérservice delivery to non-
traditional students? (Please list them)

Thank you.
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Appendix 1V: Interview Schedule for University Libr arians

Policy framework

3. Is there any statement of purpose, a written pfadevelopment for the services to non-
traditional students in your library? ---------——--mmmmmmm o

8. How is the policy used to establish user nesgectations?

Information needs

9. How many members of staff do you have in theahy? -- R

10. How many do you have at each of the following {5) service point?

a. East Africana ------------ b. Reserve— c. Issue desk-------- ~--mnmm--
d. Periodicals -------------- e. Reference---

11. Are the staff at the service points competemtugh to handle the non-traditional
students’ information NEEAS? --------=--mmmm e
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12. What kind of complaints does your office reeeregarding services to non-traditional
students?( Please eXPlain ) ... . it s e e e e e e ———

14. How comprehensive is your library collectionirfs and electronic)?
i.Books-(prints and electronic) ()
ii.Journals (prints and electronics) ()
iii.Digital repository X
iv.Thesis and dissertations ()

v.Un publications ()

15. How do you ensure your library collection isevant and up-to-date with the users’
IO @SS 2 m e m o m oo oo e

16. Are the non-traditional students given thelskd exploit the collection?

i. Yes () i. No ()
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Information resources and services

20. Comment on the adequacy of the following lipmasources.

(Where I-Non, 2-Less adequate, 3-Adequate, 4-\iizywzate)

4 32 1
i. Finance [T 0101 [1]
ii. Staff [ T I A I
iii. Equipments T A A I

iv. Books and Journals (prints and electronic) ] [[ 1 [ ] []
v. Library seating space [T TTTI0] [1

vi. Computers (hardware and software materials )[] [ ] [ ]

21. The non-traditional students population hasmnbg@ing up steadily in the universities,

23. How is the University encouraging staff to wgmgr their professional qualifications to
meet the challenges of service provision? (Pleap&ai@)------------------=====-mmmmenun

24. Does the management have a program for spogsstaff to various courses for capacity
building? ------m e
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25 .Which of the following information services areailable to the non-traditional students
in your library? (Please tick)

i.Loaning/lending ()
ii.Document delivery ()
iii.Databases/e-journal ()
iv.Reference services ()
v.Current Awareness Services (CAS) ()
vi.Information Literacy Skills (ILS) ()
vii.Book Reservations ()
viii.Photocopy ()

Challenges/barriers encountered by non-traditionaktudents

26. What efforts has the university management nia@ssure library rules and regulations
especially conditions of library use are user fiigrto non-traditional students? ---------------

27. What challenges the UoN and KU library managemeacountering in the effort to meet
nontraditional students’ information Nneeds? -------------=-m oo s

28. What kind of complaints do you receive from thaontraditional
L0 6= ] K53 P PP PPPPPPPPPPPP

29. What suggestions would you make on how youatipservices can be improved to meet
information needs of nontraditional studentS? ——-------------m-m s

Thank you
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