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Abstract: During July/August 2013 the library ran its first user survey. The survey 
examines the extent of the use of library resources at Regent Business School libraries. 
150 questionnaires were randomly distributed to registered students of the institution. 
There were 84 respondents which equates to 56%. The 84 respondents comprised of 69 
rich distance and 15 distance students. The findings revealed that 63.5% use the library 
to complete assignments and prepare for tests and examinations. The findings also 
showed that users require computers, with Internet and printing facility and space for 
doing group work. The Questionnaire is provided as appendix 1, after the study and 
survey results for ease of reference. 
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I. Introduction  
 

The academic library is the nerve centre or the hub around which scholarship revolves. It is an 
indispensable instrument for intellectual development. A well stocked academic library is a 
storehouse of information, or a record of human experience to which users may turn to for data 
or information. 
 
Jubb and Green (2007) observe that academic libraries have for centuries played critically 
important roles in supporting research in all subjects and disciplines within their host universities 
or colleges. The main purpose of an academic library as stated by Aina 2 (2004)  “is to support 
the objectives of an academic environment in the areas of learning, teaching, research, and 
service.”  
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Guskin (1996) notes that “the use of libraries promotes active learning, thus contributing to 
students’ ability to think critically and work well independently or in groups. The effectiveness 
and efficiency of services provided in academic libraries are mainly determined by library users. 
Behling and Cudd (1967) assert that “the library user is regarded as the most logical source to 
determine whether the library is playing its role satisfactorily or not. The management staff of a 
library should be aware of the current needs of their users, which may vary from time to time. 
Therefore, carrying out regular surveys on user needs at regular intervals on various aspects of 
library usage will be an invaluable guide in determining the future directions of library 
developments.  
 
 
2.  Profile of RBS libraries 
 
The RBS libraries comprises of the main library at the Aliwal Street campus, a branch library at 
the Field Street campus, branch libraries in Swaziland and Johannesburg. The main library has a 
collection of approx. 10,000 books, a few journal titles, MBA theses and past examination papers 
and a computer room with 6 computers. 
 
The Field Street library is still in the developmental stage with approx. 1000 books. It has a 
computer room with a seating capacity of 28, and at present there are 10 networked computers. 
The reading area has a seating capacity of 26 persons, but the library is large enough to 
accommodate up to 50 seats. 
 
 
The Swaziland library is in its formative stage of development because, Regent Business School 
has made an entry into this market and country for the first time, having met the requirements of 
the Swaziland government education authority to operate as a distance provider of higher 
education. Its office in Swaziland is barely two years old, and the student population is growing.  
  
Students from the Johannesburg area have access to the library in the Auckland Park Campus of 
the Regent Business School. The library is serviced with computers and has many volumes of 
books, reference material, periodicals, reports and journals. It is regularly used by students and 
staff. It is an expanding campus.  
 
The Regent Business School affords its students and staff access to widely accepted websites and 
pays for the use of recognized data bases that can be accessed with ease, provided students are 
registered with the school. In addition, it has agreements with some universities that provide 
access to registered students to use these libraries. However, it must be noted that these 
university libraries are not included in this survey, because the concentration is upon Regent 
Business School libraries only. These facilities broaden student academic outreach.  
 
 
3.  Objectives of the survey 
 
This survey was carried out to determine the extent of use of library resources by students. 
Specifically, the survey was to:  



Journal of Research and Development        Vol. 1, No.10, 2014 
 

36 
 

a) Determine frequency of use of the library resources by students 
b) Measure the level of user satisfaction of library services and facilities available 
c) Determine the impact of the libraries on the user 
d) Assess ways of improving and enhancing service delivery. 

 
 
4.  Research methodology 
 
The survey method was adopted for the study. Students who visited the library during 
July/August were randomly selected to complete the questionnaire. Four separate close-ended 
and three open-ended questions were used to gather data from students. 
  
In all, 150 copies of questionnaires were distributed to students. 84 (56%) out of the 150 
questionnaires distributed were completed and returned. Data was analyzed using simple 
frequency counts and percentages. 
 
 
5.  Findings and analysis 
 
Table 1 shows the frequency of use of the various library resources. 40.5% of the respondents 
use the library on a daily basis whereas, 28.6% use the libraries on a weekly basis. A small 
minority of 2.4% have never used the library resources. One of reasons for being in the library is 
for using prescribed books. This is shown by the fact that 27.4% use books daily and 36.9% 
weekly. Print journals are not a popular choice with 28.6% using journals occasionally and high 
46.4% not at all. Electronic databases are equally not popular with a high of 56% never using 
this resource. Six % of respondents who use electronic databases daily are distance students. The 
photocopier is used by 9.5% of respondents on a daily basis and 25.0% weekly. A third of the 
respondents do not use this facility at all. Only 15.5% use the computers daily. A third of the 
respondents have never used the computers.  This can be attributed to the fact that the library has 
only a limited number of computers and some students use their own laptops when they use the 
library study spaces. It has also to be recognized that students use other libraries and that some 
students, do not pay any emphasis on using campus facilities.  
 
 
Table 1: Frequency of use of library resources 
Question 1 Daily Weekly Monthly Occasionally Never 

Study spaces 40.5% 28.6% 9.5% 19.0% 2.4% 

Books 27.4% 36.9% 16.7% 17.9% 1.2% 

Print journals 0.0% 11.9% 13.1% 28.6% 46.4% 

Electronic databases 6.0% 14.3% 4.8% 19.0% 56.0% 

Library photocopier 9.5% 25.0% 11.9% 20.2% 33.3% 
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Computers 15.5% 13.1% 10.7% 27.4% 33.3% 

The frequency displayed in respect of the use of library services in table 1 is self explanatory.  
 
Table 2 shows the user satisfaction level of resources and facilities. 32.1% of the respondents 
found the book collection to be excellent and the same number to be good. The range of print 
journals have been classed as good by 35.7% and 28.6% find them satisfactory and an equal 
number indicated that there is a need for improvement. Access to e-books, access to e-databases 
and e-journals and the library website have been indicated as needing improvements by 46.4%, 
48.8%, 42.9% and 50% respectively, of the respondents.  
The library staff has been classed excellent in terms of helpfulness by 45.2% of respondents and 
good by 36.9%. 11.9% of respondents are satisfied whereas 6% have indicated that there is a 
need for improvement. The staff fared well in terms of knowledge and support for finding 
information for students.  
 
In terms of study spaces 25% have rated them as excellent and 44% as good. However 41.7% 
have indicated that there is a lack of group work spaces. The library environment has been 
classed as good by 44% of the respondents. 
 
Two areas of concern are the availability of computers and the lack of printing facilities. 57.1% 
have indicated that there is a need for more computers whereas 59.5% feel the need for printers 
to be made available. 
 
38.1% of students have rated the library opening hours as excellent and the same number has 
classed opening times as good. Longer opening hours have requested by 14.3% of the 
respondents. 
  
 
Table 2: Level of user satisfaction of resources and facilities 

Question 2  Excellent Good Satisfactory 
Needs 
Improvement 

Range of books 32.1% 32.1% 15.5% 20.2% 
Range of print journals 7.1% 35.7% 28.6% 28.6% 
Access to e-books 4.8% 26.2% 22.6% 46.4% 
Access to e-databases 4.8% 19.0% 27.4% 48.8% 
e-journals 7.1% 29.8% 20.2% 42.9% 
Library website 6.0% 21.4% 22.6% 50.0% 
Helpfulness of staff 45.2% 36.9% 11.9% 6.0% 
Knowledge of staff 31.0% 46.4% 14.3% 8.3% 
Staff support for finding 
info 38.1% 39.3% 9.5% 13.1% 
Literature searching 
service 10.7% 26.2% 38.1% 25.0% 
Study spaces 25.0% 44.0% 10.7% 20.2% 
Group work spaces 10.7% 31.0% 16.7% 41.7% 
Library environment 22.6% 44.0% 19.0% 14.3% 
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Library orientation 20.2% 46.4% 20.2% 13.1% 
Comm. With users 10.7% 44.0% 22.6% 22.6% 
Availability of computers 9.5% 15.5% 17.9% 57.1% 
Photocopying 14.3% 35.7% 17.9% 32.1% 
Printing 3.6% 22.6% 14.3% 59.5% 
Library opening hours 38.1% 38.1% 9.5% 14.3% 

 
  

In question 3 students were asked to prioritize a listed number of services and facilities. This 
question has been largely misunderstood by most respondents. Only 28 students answered 
appropriately, some answered very vaguely and some did not respond at all. However, those who 
did respond well, prioritized four areas that needed attention and they are as follows: computers, 
printers, quiet study spaces and electronic resources.  

Table 3 shows the rating of library service overall. In question 4, students were asked to rate the 
overall library service. 14.3% of respondents rated the services as excellent and 52.4% as good. 
One fifth of the respondents felt that library service needs improvement. 

 

Table 3: Rating of library service overall 

Question 4 Excellent Good Satisfactory Needs Improvement 
Rating of library service 14.3% 52.4% 13.1% 20.2% 

 

In question 5, students were asked to respond to the impact that the library had on their work. 
63.5% responded that they use the library to do their assignments, to consult with prescribed 
textbooks and to study for tests and examinations. Some positive comments from respondents 
were: `books are neatly set out and organized in sections for easier research’, `provided with 
necessary information when needed’, `passed all assignments written in the library’, `lots of 
exam papers’,` appreciates Sunday opening – allows for a quieter environment’ and `librarians 
are helpful’. 

However some negative comments were: `not enough computers’, `desks are not big enough for 
studying’ (Field Street), `library very noisy causing disturbance to serious learners’, and `no 
printing facility to print assignments’. 

Question 6 asked for suggestions for improving service delivery. A large number of responses 
were requests for more computers with Internet and printers. The need for group work space 
(seminar room), the installation of wi-fi for users with their own laptops, the reduction in 
photocopying charges, and extension of library opening hours are some other suggestions from 
respondents. One interesting suggestion from a student read, `there needs to be past exam papers 
“answers”, without answers, users not sure if the answers we have are correct’. 

Question 7 requested for general comments about the libraries. In many cases there were repeats 
of answers given in the previous two questions. These included requests for more computers, 
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printers, longer opening hours (one even suggesting opening to 22h00 weekdays, 21h00 on 
Saturdays and 18h00 on Sundays) and more prescribed books. Many respondents praised staff 
for their assistance and helpfulness. And lastly, one cheeky comment by a user read, `a place for 
students to eat if hungry’. 

 

6. Conclusion 

The findings have shown that there are some critical areas that require rectification so that the 
libraries can have facilities that can lead to efficient service delivery. The number of computers 
available to users is inadequate. 57.1% of respondents have indicated that this resource needs 
improvement. Access to the Internet is next area of concern. This may account for the response 
that 56% of users did not access electronic databases. Access to electronic books, electronic 
databases and journals are limited by the availability of computers and the Internet. The library 
website needs enhancements to make it user friendly and easily accessible to distance students. 
Another major resource that needs attention is the provision of printing facilities. In the survey 
59.5% of users have responded that this facility needs improvement. 

Investment in print journals is not justifiable if 46.4% of students have never used them. Students 
should be advised to make use of journals to enhance the quality of their research and 
assignments.  

The lack of seminar rooms for group work and study has been highlighted by 41.7% of users. 
Students at post-graduate level require this facility to allow them to participate in group work 
without causing any inconvenience to other library users.  

Although the survey is based on a small sample of students, it is quite clearly evident that there 
are areas of concern as pointed out above. It would be necessary to take steps to rectify these 
concerns. More in – depth research is required, and if possible to compare the findings with other 
private higher institutions with a similar profile. There is no doubt that in spite of some criticisms 
for improvement of library services at Regent Business School, the School is providing a more 
than acceptable level of service, but there is still much room for improvement. 
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LIBRARY SURVEY REGENT BUSINESS SCHOOL 2013 

 

APPENDIX 1 

     

The library is conducting a survey of staff and students regarding library collections and services. The 
library will use your responses to review and revise current services as well as to plan for future services. 
The survey requires a few minutes to complete. Your responses and input will not only be invaluable and 
highly appreciated, but will also contribute to the improvement of the library services. To preserve the 
integrity of the survey, your responses will be kept confidential. Please do not type or write your name on 
the questionnaire.   

 

Please indicate if you are a member of staff, either for ‘rich distance’ or for ‘distance’ education (X) 

Staff Rich distance Distance 
   

 

1. How often do you use the following library resources? Please indicate your response with a cross 
(X). 

 Daily Weekly Monthly Occasionall
y 

Never 

Study spaces      
Books      
Print journals      
Electronic databases       
Library photocopier      
Computers      
 

2. How satisfied are you with the services currently offered? Please indicate your response with a cross 
(X). 

 Excellen
t 

Good Satisfactory Needs 
improvement 
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Range of books inc. prescribed 
books 

    

Range of print journals     
Access to electronic books     
Access to electronic databases and 
journals 

    

Library website     
Helpfulness of staff     
Knowledge of staff     
Staff support for finding information     
Literature searching service     
Study spaces     
Group work spaces     
Library environment     
Library orientation     
Communication with users (publicity 
materials, signage) 

    

Availability of computers     
Photocopying     
Printing     
Library opening hours     
 

3. Which of the following services/facilities should the library focus on as a priority? Please indicate by 
rating 1-10 your order of preference. 

a) Printed books  
b) Printed journals  
c) Electronic books  
d) Electronic databases and journals  
e) IT equipment  
f) Library opening hours  
g) Literature searching services  
h) Providing a quiet study space  
i) Training sessions (using databases, etc.)  
j) Other (User to suggest own priority area)  
 
 

 

 

4. How do you rate the library service overall? 

Excellent Good Satisfactory Needs improvement 
    
 

5. Please give an example where the library has had an impact on your work. 

__________________________________________________________________________________
__________________________________________________________________________________
__________________________________________________________________________________
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__________________________________________________________________________________ 
 
 
6. Please suggest any services or resources that you think would enhance service delivery at the 
libraries. 

__________________________________________________________________________________
__________________________________________________________________________________
__________________________________________________________________________________
__________________________________________________________________________________ 
 
 
 
 

7. Are there any other comments you would like to make about the libraries? 

__________________________________________________________________________________
__________________________________________________________________________________
__________________________________________________________________________________
__________________________________________________________________________________ 
 
 
 
 

Thank you very much for taking the time to complete this questionnaire.  
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