Chapter One
Introduction
1.1 Background to the Study

Libraries offer a retreat for intellectual exploration, personal growth, and academic engagement,
all underpinned by a commitment to continuous improvement in service quality which is refers
to vital determinant of customer happiness and sustained relevance of-an institution. High-quality
services ensure users receive timely support, dependable access, intuitive technologies, and a
welcoming atmosphere, regardless of their geographic location, service quality has become a
central concern in the management and evaluation of ' modern libraries'. In today’s knowledge-
driven society, libraries are no longer confined to the.traditional role of information repositories;
they have evolved into dynamic service-oriented institutions that must continuously adapt to the
changing expectations of users.

Service quality, therefore, represents a vital determinant of user satisfaction, loyalty, and the
overall effectiveness of library. operations which service points catering to a diverse audience,
including students, researchers, professionals, and members of the general public, by not only
offering access to information but doing so in a manner that is efficient, responsive, and user-
centered, Service quality encompasses a range of dimensions including responsiveness,
reliability,-assurance, empathy, and tangibility, which collectively influence how users perceive
the value of library services. Service quality in the context of a library can be defined as the
difference between users’ expectations and perceptions of service performance and the reality of

the library service.



The contemporary role of libraries extends beyond access to information, encompassing the
creation of inclusive learning environments that foster knowledge sharing, critical thinking, and
lifelong learning within the broader context of knowledge management, libraries are now
recognized as institutions where librarians thoughtfully and strategically select, acquire process,
organise, store, and preserve information materials and related technologies®, These aectivities are
geared toward ensuring the timely and effective dissemination of knowledge to users.

Library Service quality includes navigating rapid technological advancements, responding to
increased demands for higher education, and meeting rising user expectations. In view of these
developments, library personnel need to make providing high-quality services a top priority,
make sure that strong information resources and facilities are available, and have a thorough

3. Libraries have

awareness of the various requirements and expectations of their patrons
consistently occupied a prestigious position in.society as custodians of knowledge, catalysts for
intellectual exploration, and centres for community engagement and growth. They have
functioned as pillars supporting teaching,.learning, research, and the documentation of human
experience®,

Their existence is firmly anchored in the mission to provide both intellectual and physical access
to recorded knowledge. . Academic libraries are not established in isolation; they are
conceptualized with ‘a clear mandate to support the vision and academic goals of their parent
institutions. The library exists to fulfill the institution's information demands, striving to provide
the highest quality service within the limits of available resources. Hence, the strategic alignment

of the library's goal and objectives with those of the institution it serves is a fundamental aspect

of its purpose and operation®. From their origins in ancient civilizations to their current role as



dynamic centers for learning and cultural enrichment, libraries have continually reinvented

themselves to remain relevant and effective.

In view of their expansive and evolving role, libraries' service quality has become a key metric
for assessing their effectiveness and overall impact. A library’s true value lies not only in the
breadth of its collection but also in the quality of interactions, accessibility of resources, and the
satisfaction of its users. Libraries are vital information repositories; nevertheless, their ability in
addressing diverse and intricate demand of students, scholars, professionals, and the public is
largely contingent upon the quality of services provided®. In the contemporary digital era,
maintaining high service quality is integral to fostering sustained-user engagement, promoting
lifelong learning, and ensuring that libraries remain.indispensable in academic and social
contexts®. Understanding the variables that contribute. to service quality is paramount for
librarians and administrators striving for continuous improvement. These variables shape users'
perceptions and experiences, guiding how libraries design and deliver their services. By
examining these factors critically, library stakeholders can not only enhance service quality but
also ensure that libraries remain.adaptive, user-focused, and aligned with the changing landscape

of information and education’.

The traditional metric has gradually given way to a more nuanced understanding of value, one
that emphasizes the availability and accessibility of appropriate and diverse learning resources,
supported by  robust information and communication technologies®, which as bring about
paradigm shifted from a library-centric to a customer-centric perspective, reflecting broader
changes in the global landscape of information services. This shift recognizes that user
satisfaction, engagement, and academic or professional success are directly influenced by the

quality and responsiveness of library services’. It has been observed that library service quality



has become a primary concern not only for libraries aspiring to remain globally competitive, but
also for patrons across the world, who increasingly expect more personalized, efficient, and

10 In an interconnected world where users can access

technologically integrated services
information from virtually anywhere, libraries must continuously evolve to meet international
standards of excellence, within educational institutions; this concern has grown more
pronounced, as global benchmarking and digital transformation have heightened expectations for

seamless and user-centered library experiences'!.

Researchers and professionals have recognized several core dimensions that are important in
determining user satisfaction and significantly influence the quality of library services 2. These
include the information control, library as place and-affect of service. Each dimension plays a
distinct yet interrelated role in defining users’ overall experience. The affect of service focuses
on relationship between patrons and library employees. It encompasses attributes such as
professionalism, friendliness, communication effectiveness, and the ability to offer reliable and
empathetic assistance. When library-staff exhibits a strong affect of service, they promote
elements that are necessatry for.creating satisfying user experiences and sustained engagement,

such as trust and a sense.of inclusion’.

Complementing this dimension is information control, defined as users’ ability to efficiently
access, retrieve, and utilise the resources they need. This dimension includes the accuracy and
user-friendliness of catalogs, search tools, databases, and digital platforms'>. A library's success
in this area enables users to navigate complex information ecosystems with ease, thereby
enhancing their productivity and supporting their intellectual goals. Equally significant is the
aspect of the library as place, which goes beyond the physical infrastructure to include the

atmosphere, accessibility, and functionality of both physical and virtual spaces.



In today’s knowledge driven society, libraries must serve as more than quiet reading rooms, they
must also act as inclusive, vibrant environments conducive to learning, collaboration, and
creative exploration. A thoughtfully designed library, whether on campus or online, fosters a
sense of belonging and academic identity, Integrating these three dimensions, libraries can
deliver a holistic and responsive service model that reflects the diverse and complex needs of
their user base. More importantly, continual evaluation and improvement of these areas are
essential for maintaining relevance in a rapidly changing information environment.“As libraries
strive to elevate their service delivery, it becomes increasingly apparent that institutional success
is tied not only to what libraries offer, but also to how they organise, lead, and adapt to the
evolving needs of their users, integrate technological innovations, and respond effectively to the

dynamic landscape of information services'.

Libraries, as dynamic and evolving institutions, now face a confluence of challenges, including
rapid technological change, rising user expectations, and the demand for personalised services.
Addressing these complexities requires more than technological upgrades; it necessitates a
nuanced approach to leadership style, the cultivation of emotional intelligence among library
personnel, and a well-aligned organisational structure that can guide teams, nurture innovation,
and ensure that institutional practices support strategic objectives. In particular, leadership style
assumes a central role in shaping efforts, influencing staff motivation, guiding decision-making
processes, and enhancing the library’s capacity to respond proactively to the evolving needs of

users.

Leadership is the means through which individuals influence others to achieve common goals,
especially by coordinating human elements to form cohesive and high-performing teams which

is a strategic force that shapes culture, employee morale, service philosophy, and user



experience, choice and execution of Leadership style are important role in shaping how library
staff approach their work and how users experience and value library services. For libraries to
remain competitive and relevant, the leadership approach must be visionary, participatory, and
aligned with service excellence. A well-suited leadership style promotes innovation, adaptability,
and a customer-centric approach, all essential for providing top-notch libraryservices'.
Leadership styles significantly affect employee trust, satisfaction, and organisational citizenship
behavior, all of which are critical for fostering a collaborative and performance-oriented work
environment'®. In academic libraries, where service quality relieswheavily on interpersonal
interactions and the timely execution of tasks, leadership acts as_a.cornerstone for guiding not

just routine operations but institutional transformation.

Within the Nigerian library landscape, effective leadership must go beyond traditional
administrative oversight because modern “organisations libraries included operate in
environments that demand far more than-routine.supervision. Traditional oversight often focuses
on enforcing rules, allocating tasks; and ensuring procedural compliance. While these functions
are important, they are“no longer  sufficient to meet contemporary challenges such as
technological change, rising user expectations, and the need for innovation. Therefore, effective
leadership requires a 'more proactive and transformative approach. Leaders must engage in
strategic thinking, provide vision, empower staff, foster collaboration, and cultivate an
environment.where employees feel motivated, valued, and supported. It also involves emotional
intelligence, the ability to navigate complex human dynamics, and the capacity to guide teams
through change. In essence, leadership must shift from merely managing processes to actively
shaping organisational culture, driving continuous improvement, and inspiring personnel to

deliver high-quality services.



Leadership is expected to establish and clearly communicate a compelling vision for library
services, particularly in view of changing customer expectations and swift technical progress.
Challenges faced by libraries such as outdated infrastructure, budgetary constraints, and skill
gaps among staff require leadership that is innovative, inclusive, and transformational'’. In this
regard, library leaders must not only adapt to change but actively drive it, fostering an
organisational culture that embraces continuous learning and digital integration to.enhance user

experience and satisfaction.

Leadership is inherently situational, with effective leaders adapting their ‘approach to suit the
specific context, the team’s level of maturity, and the nature of the tasks to be accomplished,
Leadership situational theory offers a flexible meodel ‘through which four distinct styles:
coaching, directing, supporting, and delegating can be employed to address varying work
dynamics'®. A coaching leadership style, for ‘instance,.is effective when team members show
potential but require guidance. It emphasizes mentorship, the development of competencies, and
building confidence. Directing, by. contrast, involves clear instruction and close supervision,
making it suitable for teams that are  inexperienced or facing time-sensitive tasks. Supporting
style thrives on emotional connection, encouraging autonomy while reinforcing morale and
engagement. It is best employed where competence exists but confidence or motivation is
lacking. Delegating is optimal for high-performing, self-reliant teams and allows leaders to focus

on strategic issues while trusting staff to independently execute responsibilities.

Leadership styles shape communication patterns, foster team cohesion, influence decision-
making processes, and ultimately drive service innovation. In library settings, where user
demands are diverse and continually evolving, the capacity to adapt and shift between leadership

styles is not merely advantageous but essential. The modern library leader must be both a



visionary and a facilitator, guiding institutional transformation while nurturing the professional
growth of staff. However, leadership effectiveness is not only about styles and strategies but also
about the leader’s emotional intelligence, adaptability, and capacity to align human relations with
organisational objectives, as increasing attention is being paid to the emotional capacity of
leaders and their teams to manage interpersonal dynamics. This highlights the concept of
Emotional Intelligence (EI), recognised as an essential skill set for leaders in modern

workplaces, including libraries.

In today’s organisational climate, emotional intelligence is considered a vital complement to
cognitive intelligence, especially in service-driven environments like libraries where both user
interactions and internal teamwork are crucial to success. Emotional intelligence is characterised
as a multi-dimensional construct encompassing the capacity to receive, monitor, control, and

effectively utilise emotional information'®

. In'the library context, Emotionally intelligent staff
may be more adept at engaging with users, mitigating tensions, and cultivating inclusive and
courteous service environments, and this capacity is crucial because it enhances interpersonal
effectiveness, fosters a positive,organisational climate, and ensures that interactions with users
are managed with sensitivity and professionalism, ultimately elevating the overall quality of
library services. Its relevance becomes even more apparent when viewed through its four

foundational dimensions: self-awareness, self-management, social awareness, and relationship

management.

Self-awareness enables librarians comprehend in their emotional triggers and the effects of their
actions on colleagues and patrons. It also promotes a grounded sense of self-confidence, which
are key to delivering services calmly and effectively, even under pressure. Self-management,

closely related to self-awareness, involves regulating emotions, maintaining composure, and



demonstrating resilience in challenging situations. For librarians managing service counters,
information literacy training, or user complaints, these qualities are essential for professional
performance. Social awareness extends this emotional sensitivity to others, including the
capacity to interpret non-verbal signals and empathise with individuals from varied backgrounds.
This is especially important in multicultural library settings or where users are unfamiliar with
how to navigate library systems. Finally, relationship management integrates these.competencies
to build positive, trust-based relationships whether with patrons or. colleagues.<It involves
communication, conflict resolution, and collaboration skills that ‘directly enhance internal

productivity and external user satisfaction.

High emotional intelligence among library staff can-strengthen service efficiency, workplace
morale, and institutional trust. It also supports adaptability, enabling staff to respond effectively
to change, embrace new technologies, and meetthe diverse emotional and informational needs of
users. When paired with effective leadership, EI helps shape both the internal functioning of
libraries and their external perception and value within the academic community. Emotional
intelligence (EI) can be“.viewed. as an important competency in contemporary academic
librarianship, especially “in contexts marked by digital transformation, organisational

restructuring, and rising user expectations.

In the contemporary service landscape, librarians are required to oversee information resources
while simultaneously managing the interpersonal interactions that occur with both users and
colleagues, and emotional intelligence enhances this capacity by promoting service orientation,
fostering empathetic communication, and supporting the emotional labor involved in public-
facing roles such as reference services and user engagement. When library professionals are

emotionally intelligent, they tend to perform better in customer service roles, manage stress



efficiently, and contribute positively to the library’s organisational climate'®. These outcomes are
crucial as libraries reposition themselves as learner-centric institutions that thrive on both

technological competence and emotional resilience.

Recent studies also underscore how EI supports adaptive leadership, team collaboration, and job
satisfaction among library staff’’. Library professionals with higher levels -of emotional
intelligence are generally better equipped to manage workplace diversity and'to. adapt to
evolving technologies and shifting user behaviours, In academic environments, emotional
intelligence is instrumental in fostering a positive organisational culture.that.promotes creativity,

collaboration, and mutual respect?’

. Librarians with high emotional intelligence are more likely
to demonstrate ethical judgment and inclusive leadership qualities, which have become
increasingly important given the growing emphasis on. equality and social justice in higher

education institutions>"

These findings point to the relevance of integrating EI not only into
training modules for librarians but also into institutional policies that affect library management

and professional development.

The post-pandemic environment has heightened the influence of emotional intelligence in
academic libraries, particularly in domains such as digital service provision, mental health
assistance, and distant cooperation. Emotionally intelligent staff were better equipped to handle
the disruptions caused by the COVID-19 pandemic, demonstrating resilience, adaptability, and
user-centered thinking amid uncertainty®?. Emotional awareness allows librarians to maintain
professional empathy, offer virtual support to stressed users, and ensure the continuity of
services during periods of institutional change, As digital transformation becomes the norm
rather than the exception, the intersection of EI with digital literacy and technological agility

forms a triadic framework for excellence in library service delivery. Institutions that prioritize EI
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as part of their organisational strategy are more likely to experience improved morale, user

satisfaction, and long-term institutional trust.

The effectiveness of leadership and emotional intelligence in academic libraries is largely
contingent upon their integration within a coherent and well-organized institutional framework,
which is embodied in the organisational structure and the formal system that-defines roles,
responsibilities, relationships, and processes within the library, A clearly articulated. structure
enables libraries to translate leadership strategies and emotional intelligence into concrete actions
and results, Academic libraries have typically operated under hierarchical organisational

structures, with top-down decision-making and clearly defined chains .of command'®.

Libraries operate within organisational frameworks that shape leadership, staff roles, and service
delivery. Organisational theory identifies five key structures simple structure, machine
bureaucracy, professional bureaucracy, divisionalised form, and adhocracy each with distinct
implications for efficiency, flexibility, ‘and innovation'®. Machine bureaucracy is characterised
by formalised operations, centralised decision-making, and highly standardised tasks, offering
predictability and control but often limiting responsiveness and creativity, which are increasingly
vital in the digital era.“In smaller or less formal libraries, the simple structure centralises
authority in.a single leader and maintains a minimal hierarchy, enabling rapid decisions but
presenting-challenges for complex or scaled operations. The professional bureaucracy, common
in“academic and specialised libraries, decentralises authority to expert staff, fostering
professional autonomy and high-quality services, though it requires coordination to maintain
cohesion?. The divisionalised form organises the institution into semi-autonomous units serving
specific user groups or functions, supporting targeted service delivery while demanding effective

leadership for integration. Finally, adhocracy emphasises flexibility, cross-functional
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collaboration, and innovation, particularly suited to digital initiatives or experimental projects,
albeit with potential instability in routine operations. The effectiveness of each structure hinges
on the alignment of leadership style, staff expertise, and organisational design; libraries that
harmonise these elements are better positioned to deliver responsive, sustainable, and high-

quality services.

Robust organisational structure should clearly define tasks (division of labor), establish.reporting
relationships (hierarchy of authority), and enforce consistent rules. and procedures
(formalization). These elements enhance accountability, reduce role ambiguity, and streamline
library operations. For instance, when employees understand their-responsibilities and to whom
they report, they are more likely to act confidently and-efficiently. Similarly, standard operating
procedures ensure that services are consistently delivered, user expectations are met, and

institutional goals are pursued in a coordinated ‘manner.

The best organisational models are those that.align with institutional goals, foster teamwork, and
remain flexible enough to incorporate feedback and innovation. In library settings, especially in
colleges of education within South-west Nigeria, adopting hybrid models which balance formal
authority with participatory decision-making could be instrumental in enhancing service
delivery. These models empower staff, promote ownership, and ensure that strategic initiatives

such as integrating new technology or improving user engagement are effectively implemented.

The.synergy between leadership style, emotional intelligence, and organisational structure is
what determines the quality and sustainability of library services. A visionary leader operating
within a flexible structure, supported by emotionally intelligent staff, can drive meaningful
change, improve user experiences, and strengthen the institutional relevance of the library in a

knowledge-driven society. This synergy creates an environment that supports both individual and
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organisational development, allowing libraries to stay competitive and innovative within an ever-
evolving digital landscape®’. Therefore, by examining these critical components leadership style,
emotional intelligence, and organisational structure, this study seeks to explore their collective
impact on service quality in libraries, with a specific focus on Colleges of Education within

South-west, Nigeria.

1.2 Statement of the problem

Service quality is a core indicator of effectiveness in academic libraries, as it determines the
extent to which library services meet the information needs of users in.educational institutions.
In Colleges of Education, academic libraries support teaching, learning, and research, making
service quality among library personnel critical to the-attainment of institutional goals. Library
personnel are responsible for key functions such «as information organization, reference and
circulation services, user education, records management, and coordination of library operations.
When service quality is high, library resources-are efficiently utilized, users are satisfied, and
academic activities are effectively supported. Preliminary observation and evidence from related
studies indicate a decline.in thequality of services rendered by library personnel in some
Colleges of Education. in South-west, Nigeria. This situation has manifested in user
dissatisfaction, delays..in"service delivery, and inefficiencies in library operations. If not
addressed, declining service quality may negatively affect teaching and learning processes and
weaken the .role of academic libraries in teacher education, with broader implications for
educational development in Nigeria. Leadership style, emotional intelligence, and organisational
structure have been identified as important factors that may influence service quality in academic

libraries.
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In this regard, library personnel in Colleges of Education are often perceived to operate within
leadership environments that may not adequately promote participatory decision-making,
emotional awareness, or supportive supervision. Limited application of emotional intelligence in
leadership practices, combined with rigid or poorly defined organisational structures, may
constrain effective communication, staff motivation and service responsiveness. These
conditions are likely to reduce staff commitment and adversely affect the quality of services
provided to library users. Although previous studies have examined leadership style, emotional
intelligence, organisational structure, and service quality in variou§ organizational and academic
library contexts, few studies have integrated these variables among library personnel in Colleges
of Education, particularly in South-west, Nigeria. This gap in the literature justifies the present
study

1.3 Aim and Objectives of the study

The aim of the study was to investigate the mfluence of leadership style, organisational structure,
and emotional intelligence on library service quality in College of Education Libraries in South-

west Nigeria. The objectives are.to:

1. identify the level of “service quality among librarians in College of Education libraries in
South-west Nigeria.
ii.  assess.the prevailing leadership style by library personnel in College of Education libraries
within South-west Nigeria.
iii.  identify the level of emotional intelligence among library personnel in College of Education
libraries in South-west Nigeria.
iv.  assess the most prevalent organisational structure in College of Education libraries within

South-west Nigeria .
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Vi.

vil.

Viii.

determine the influence of leadership style on service quality in College of Education
libraries within South-west Nigeria.

ascertain the influence of emotional intelligence on service quality within College of
Education libraries in South-west Nigeria

determine the influence of organisational structure on service quality among College of
Education libraries in South-west Nigeria.

determine the combined influence of leadership style, emotional intelligence and
organisational structure on service quality in College of Education libraries within South-
west Nigeria.

Research Questions

This study answers the following research questions:

What is the level of service quality among Librarians in College of Education libraries in
South-west Nigeria?

What is the prevailing leadership style employed by library personnel in College of
Education libraries in South-west Nigeria?

What is the level of emotional intelligence among library personnel in College of Education
libraries within South-west Nigeria?

What is the most prevalent organisational structure in College of Education libraries within

South-west Nigeria?

1.5 Hypotheses

The research hypotheses was tested at 0.05 level of significance

Hol: There will be no significant influence of leadership style on service quality in college of

education libraries in South-west Nigeria.
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Ho2: There will be no significant influence of emotional intelligence on service quality in college

of education libraries in South-west Nigeria

Ho3: There will be no significant influence of organisational structure on service quality in

college of education libraries in South-west Nigeria

Ho4: There will be no significant combined influence of leadership style, emotional intelligence
and organisational structure on service quality in college of education libraries within South-west

Nigeria.

1.6 Significance of the study

The study on leadership style, emotional intelligence, and organisational structure and their
effects on service quality in Colleges of Education libraries in South-west Nigeria will be highly
beneficial to library administrators. The findings will provide a clear benchmark for identifying
the most suitable leadership style for. enhancing staff performance and service delivery.
Administrators will also gain a better, understanding of how leadership decisions influence
organisational structure, operational efficiency, policy direction, and the overall value delivered
to library users. This. will support more effective planning, leadership development, and

managerial decision-making within the academic library environment.

The study will also benefit library personnel by deepening their understanding of how leadership
behaviours affect their motivation, job satisfaction, and capacity to deliver high-quality services.
By examining leadership styles such as coaching, directing, supporting, and delegating, the
research highlights ways in which staff engagement, professional growth, and commitment can

be strengthened. Additionally, the study emphasizes the importance of emotional intelligence in
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staff—user interactions, enabling personnel to better manage conflicts, express empathy, and

provide personalised assistance that enhances user satisfaction.

Library users, including students, lecturers, and researchers, will benefit indirectly from
improvements in leadership practices, emotional competence, and organisational ‘structures
within the library. Better management and enhanced staff performance will lead to.more reliable
access to resources, timely service delivery, and more positive interactions. with. personnel.
Ultimately, this translates into a more supportive academic environment-that strengthens

learning, teaching, and research productivity.

The management boards of Colleges of Education will also find the study valuable as it offers
evidence-based guidance for policy formulation and strategic development. The findings can be
used to improve decision-making on resource allocation, staff development, leadership
appointments, and the design of organisational structures that support effective service delivery.
By understanding how internal structures influence service outcomes, management will be better
positioned to support libraries in achieving institutional goals and maintaining high performance

standards.

Researchers'and scholars in library and information science will benefit from the study through
access tosnew. empirical data and theoretical insights on the interaction among leadership,
emotional intelligence, organisational structure, and service quality in Nigerian academic
libraries. The study contributes meaningfully to the existing body of knowledge and provides a
strong foundation for further studies, comparative research, and the development of new

conceptual or theoretical models.
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Policymakers and government agencies responsible for higher education and library
development will also benefit from the findings. The study offers practical evidence that can
guide the development of national standards, training frameworks, and policies that strengthen
leadership capacity and organisational planning in academic libraries. By showing how structural
and managerial decisions affect service quality, the research supports more informed and
impactful policy formulation aimed at improving library performance across ‘the education

sector.

Research findings on leadership style, emotional intelligence and organisational structure
provide valuable insights for strategic decision-making:~Leaders can use this knowledge to
design effective leadership development programs, restructure organisational hierarchies, and
integrate emotional intelligence assessments into. recruitment and performance appraisal
processes. These strategic efforts allow libraries in Colleges of Education to adjust to evolving

market dynamics, improve operational efficiency, and sustain a competitive advantage.

1.7 Scope of the Study

This study focuses on. investigating the leadership style, emotional intelligence and
organisational structure drive service quality in the libraries of colleges of education within the
South-west region of Nigeria. The research delves into leadership style, emotional intelligence
and organisational structure as key drivers of service quality enhancement. This will be evaluated
using.the LibQUAL model, which encompasses three core dimensions: Affect of Service,
Information Control, and Library as Place to strengthen the validity of the findings on service
quality. The researcher conducted interviews on library users, ensuring that the evaluation of the

dependent variable reflects user perspectives and experiences.
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In relation to the independent variables, the leadership styles examined among library heads in
Colleges of Education comprised directive, coaching, supportive, and delegating approaches.
while the focus under emotional intelligence of library personnel are self-awareness, self-
management , social awareness and relationship management and while the focus under
organisational structure are simple structure, machine bureaucracy, professional bureaucracy,

divisionalized form and adhocracy structure .

The study focuses on the states in South- west geo-political zone of Nigeria. These are Ekiti,
Lagos, Ogun, Ondo, Osun and Oyo state. The research population encompasses all library
personnel and library users in 11 Colleges of Education libraries.across the South-west region of
Nigeria. These libraries are Federal College of Education (Special) Oyo, Federal College of
Education Abeokuta, Federal College of Education‘Technical-Akoka Lagos, Federal College of
Education Iwo, Adeyemi College of Education, Ondo. Federal College Ilawe-Ekiti State. Osun
State College of Education Ila-Orogun. Oyo.State College of Education Lanlate, Sikiru Adetona
College of Education and tech. Omu Ajose. Best Legacy College of Education Ogbomosho. And

Muftau Olanihun College of Education.

1.8 Limitation of the study

A key limitation encountered in this study was the difficulty in obtaining timely responses from
both library. personnel and users. Some staff members were initially reluctant to complete the
questionnaire, requiring repeated persuasion before they participated. Others were preoccupied
with official duties, which compelled the researcher to wait until they were available. Similarly,
library users often had to be approached after completing their use of the library, and in several

cases, the researcher had to arrange follow-up appointments to secure their input. These delays
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not only prolonged the data collection process but may also have limited the depth and
spontaneity of responses.

1.9 Operational Definition of Terms

Service Quality: It refers to the excellent and effective service provided by a library to its users

in college of education libraries within South-west Nigeria.

Affect Service: it refers to the emotional and personal support provided by alibrary toits users,
going beyond just providing information or resources in college of education libraries within

South-west Nigeria

Information Control: it refers to the processes and mechanisms used to manage, regulate and

restrict access to information within college of education libraries within South-west Nigeria.

Library as Place: refers to the physical library space.as a vital part of the community, offering a
welcoming and inclusive environment in college of education libraries within South-west
Nigeria

Leadership Style: It can be referred to the strategies and conduct of a leader in guiding,
inspiring, and overseeing individuals. An individual's leadership style influences their strategic

planning and execution of initiatives in college of education libraries within South-west Nigeria.

Directive Leadership style: it is a the practice or technique of training, guiding, motivating,
counselling, supervising, and leading library personnel in college of education libraries within

South-west Nigeria towards the accomplishment of organisational goals.

Coaching Leadership style: it is a developmental approach wherein an experienced library

leader, referred to as a coach, assists library professionals or users in attaining specified personal
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or professional objectives through training and coaching in college of education libraries within

South-west education Nigeria.

Supportive Leadership style: implies a positive contribution or influence, where one hierarchy
helps to strengthen or enhance service quality in college of education libraries within South-west

Nigeria.

Delegating Leadership style : means assigning or entrusting tasks, responsibilities or authority
to other library personnel, often with a degree of autonomy and decision making power in

college of education libraries within South-west Nigeria.

Emotional Intelligence: This is the capacity of library personnel'in college of education within
South-west Nigeria aims to comprehend, utilise, and regulate personal emotions constructively to
alleviate stress, communicate proficiently, empathise with others, surmount problems, and
mitigate conflicts among library personnel.

Self- Awareness: is the ability to recognize and understand one’s own thoughts, feelings, and
actions, as well as how library personnel perceive one and other in college of education libraries
within South-west Nigeria.

Self~-Management:.is the ability to control oneself or one's affairs, and is important for success in
any field. It involves developing self-control and mastery over one's work, such as managing
time, workflow, and communication within college of education libraries in South-west Nigeria.
Social Awareness: is the ability to understand and empathize with library users, and to recognize
social norms and resources in college of education libraries within South-west Nigeria.
Relationship Management: this involves building and maintaining healthy relationship with
others. Library personnel’s proficiency in relationship management can establish trust, resolve

conflicts and collaborate effectively with colleagues, users, and stakeholders thereby contributing
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to a positive work environment and successful library services in college of education libraries
within South-west Nigeria.

Organisational Structure: It is the way that a library, or organisation is set up. It is also a
system that outlines how certain activities are directed in order to achieve the goals in college of
education libraries within South-west Nigeria.

Simple Structure: It is most commonly found in small businesses or start-up  library or
organisations, where one person often the library head makes most of the decisions-and directly
oversees the work in college of education libraries within South-west Nigeria.

Machine Bureaucracy: it a type of organisational structure where the work is highly organised,
routine, and controlled through formal rules and procedures. It.is typically used in large college
of education libraries within South-west Nigeria that focus on efficiency, consistency, and
stability.

Professional Bureaucracy: it is an organisation; or library where expert’s librarians have the
freedom to make decisions in their.areas.because they are professionally trained. The library
trusts their knowledge, so there. is.less direct control from library head within college of
education libraries within South-west Nigeria.

Divisionalised Form:.it'means the library is split into different sections (divisions), and each
division works like a‘mini-organisation with its own management, but still reports to a central
authority.within college of education libraries within South-west Nigeria.

Adhoeracy Structure: refers to a flexible, adaptive, and decentralized system designed to
promote innovation, collaboration, and rapid response to changing user needs and technological

advancements within college of education libraries within South-west Nigeria.
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Chapter Two
Literature Review
This chapter attempts an in-depth review of literature on the topic under study. Literature

reviewed under the following subheadings.
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2.3.2  Emotional Intelligence and Service Quality
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2.1 Conceptual Review
2.1.1 Service Quality

The concept of service quality has attracted considerable attention in management, marketing,
education, and information science literature due to its central role in shaping user satisfaction,
organizational performance, and long-term sustainability. Service quality is regarded as one of
the key determinants of customer loyalty and organizational success, as it-reflects the extent to
which an institution can deliver services that align with or surpass the expectations of its users.
In competitive environments, quality service has become a strategic differentiator that enables
organizations not only to attract but also to retain their clients. Libraries now provide proactive
services, in contrast to the passive services of previous eras. Itis an organisation committed to
delivering reference and information services to.its patrons, encompassing both the processes

involved and their execution'.

The resources of a library extend beyond its physical operations, Library services can also be
enhanced through the utilisation of'.computers and internet access. A plethora of studies
regarding the service quality, of libraries exists both domestically and internationally. Library
services are conducted. in various sections, including acquisition, technical, and maintenance,
before being delivered to the users®. High quality should be ensured from the acquisition section
and maintained. consistently through to the circulation section. An unpleasant experience in the
library is likely to be shared with many people, whereas a positive experience will be shared with
fewer. Therefore, It is imperative for librarians to comprehensively comprehend users' demands,
including their desires, preferences, and timelines for accessing documents and information. The
principles of service quality library pertain to the degree of perfection and efficacy to services

rendered by a library to its patrons.
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Quality encompasses the entirety of an entity's attributes that influence its capacity to fulfil both
explicit and implicit requirements. Any product or service must possess the qualities that define
its essence. Conversely, it is synthesis of elements and components that renders product and
service exemplary to every aspect. Quality constitutes fundamental idea and prerequisite of
library services, with most of libraries endeavouring in provide utmost standard of service. A
great service is one that completely fulfils the expectations and criteria of the users.” If library
delivers pertinent information for suitable users at the optimal moment.and at necessary format,
which can be contended that it is upholding quality. High-quality library services entail
accurately, comprehensively, and promptly addressing the enquiries-of all users. Quality
management plans must incorporate many methodologies to enhance the quality of information
service. Effectiveness of the information system is largely with respect to service accuracy,
effectiveness of need-based services, and prompts. delivery of services. Outputs of information in
LIS can include information abstracts, bibliographies, indexes, and current awareness bulletins,

among others>.

Quality in academic libraries should be regarded as multifaceted, including: teaching and
academic programs; research and scholarship; staffing; infrastructure; equipment; societal
services; and academic contributions, all of which must adopt an international perspective,
signifying the exchange of knowledge, collaborative networking, and the mobility of faculty and
students within a socio-cultural framework. The quality of education attracts clientele,
measurable through overall engagement and delivery, as well as the fulfilment of primary
informational needs. It is essential to evaluate quality in higher education by considering
infrastructural elements, including equipment, instructional materials, information resources,

physical facilities, and staff quality, among other factors. The fundamental concepts of quality
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management are grounded in the ongoing enhancement of services, a customer-centric approach,

and responsiveness to the requirements and actions of all stakeholders®.

Service is an operation that entails intangible elements that interacts with both consumers and
proprietors, without resulting in a transfer of ownership. The service's status may alter, resulting
in either effective or ineffective connectivity to a physical object’. Service. quality is
characterised by a scholar which fulfilment or exceeding of customer expectations, or as the gap
between clients' perceptions and anticipations of service. It is also the outcome of client's
extensive assessment of the disparity between anticipated and actual service delivery.
“Expectations are characterised as the confidence that an anticipated event may occur or is more
probable to occur,” while “Insight is delineated as the process of selecting, categorising, and

interpreting data to construct a coherent understanding of'reality”®.

Service quality is a distinctive phenomena as'its dimensions and indications may vary among the
individuals engaged in the library service, which reflects degree of excellence in delivering
satisfaction to each consumer. Service quality evaluation is grounded in five dimensions:
reliability, responsiveness, assurance, empathy and tangibles. These traits can be characterised
by their modification based on the type of business under examination and then employed as
evaluation <«criteria for. users regarding the service provider’s performance. = Moreover,
contentment 1s known as the emotional state resulting from everyone assessment of disparity
between the real performance of the product and service of their expectations. Users satisfaction
will be achieved if the library services received are at least comparable to those offered by the
library”.

Quality of library services is important element, as user happiness is contingent upon the service
quality provided by their libraries. Quality of library services is dynamic element for any service-

28



oriented institution. Their survival and reputation as a library are contingent upon quality of
services provided, Library can be regarded as non-profit institutions, characterised by their
operations and service outputs. Users constitute the primary objective of a library; hence, they
are the most effective evaluators of service quality inside libraries®. Companies anticipate profit
from the services or items they provide and largely assess returns based on their investments.
Similarly, libraries generate information for society. The value or return on investment provided
by libraries includes social, educational, and cultural dimensions, which are challenging to
quantify. Although the functions are analogous, their outputs differ. Traditional measures, such
as collection size, used to assess library service quality have become obsolete in addressing the

needs of contemporary society and academic communities.

Service quality in academic libraries can be referring to as the disparity between users'
expectations and their judgements of service delivery. In the domain of library and information
science, service quality denotes the disparity between users' expectation and actual delivery of
services’. Service quality in academie. libraries encompasses three primary aspects: information
resources, the service quality environment, and staff-provided services. Likewise, a scholar
noted that the calibre of an academic library is contingent upon the services it delivers to users
and the space it provides for both users and staff services. When a library can deliver accurate
information promptly and in a preferred format, it is offering great service. High-quality library
services entail promptly and comprehensively fulfilling the requirements of each individual

user'?,

Perceived quality is the customer's evaluation of the product or service's comprehensive
excellence or superiority in comparison to their expectations. Assessing service performance can

be accomplished by juxtaposing service expectations with the actual performance outcomes;
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nevertheless, there is a current inclination to employ subjective measures as indicators of quality.
This measure is termed 'soft' since it emphasises perceptions and attitudes in relation to tangible
elements known as objective criteria. Moreover, it is frequently considered essential to include
soft, subjective metrics (such as personal opinions), while a more definitive objective index is
inapplicable for assessing service quality'!. Customer satisfaction refers to crucial ‘direction of
service quality in the library. The aims of research on visitor happiness in create.a dependable
instrument for assessing user satisfaction in the library. Neglecting the quality of'its services
would adversely affect visitor interest in the library. Given the significant role of the library
director as both a management and librarian in delivering quality library services, each library

must enhance the calibre of its librarian personnel 2.

Quality of Librarian Services and Student Contentment. the library is an essential element of
education, inseparable from its existence as a ‘reflection of the nation's intellectual endeavours.
To support the increasingly vital functien of education in the nation, the establishment of a
superb library is essential. An exemplary library is one that identifies and fulfils the needs of its
users. User pleasure is the paramount objective of all library activities and serves as the ultimate
aim of information services library. Consequently, the library must consistently enhance the
quality of its services, Service quality is characterised by the degree to which consumer
expectations ' are, fulfilled or surpassed, or as disparity between consumer perceptions and
expectations. of service. High-quality service will attract individuals to visit the library and
enhance pupils' willingness to learn. Reading is an activity that can enhance the reader's
understanding. The disinterest of library users may stem from internal problems, like inadequate

focus on purchase and upkeep of library’s collection, subpar service quality and similar issues.
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Which enhance the services quality and facilities; library must offer a diverse array of

information and facilitate connections between users and the provided information'.

Libraries generally offer administrative services, procurement services, and service utilisation
assistance'®. Service quality rendered in libraries is determined by kind of service offered and
the extent of benefits it delivers to patrons. Definition of service quality researcher defines
service as any actions provided by one that have fundamentally intangible and do'not result in
ownership of an object!>. The library services do not focus on tangible outcomes; rather,
librarians must remain innovative in the packaging and presentation of information to users.
This definition concludes that a service is any intangible action or activity provided by one party
to another to deliver benefit or satisfaction. Comprehending the designated service pertains to
either public service or user services within the library. - The ministry possesses a universal
characteristic, signifying its applicability to those who desire it. Consequently, content service

customers are essential for the library's continued existence.

However, the paramount factor in.delivering quality service in academic libraries is the ability to
progress and adjust to the evolving demands and expectations of users and affiliated
organisations. The existence of an organisation is contingent upon this factor, and given that
academic libraries function within a highly dynamic environment, it is essential for librarians to
implement tactics that fulfil the elevated expectations of users. Quality is typically articulated by
several users ‘according to their individual interpretations; thus, the ultimate assessment is made
by the user from a subjective perspective, influenced by their requirements and interests at a

10 Users are requested to examine the desired service quality and their

particular time
impressions on the library effectiveness in meeting their needs. Suggested that the quality of

library services necessitates continuous enhancement to meet user expectations and recognising
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the interconnection of content technology infrastructure and human services, Personnel who
possess content expertise, technological proficiency, and a dedication to acknowledging and

appreciating customer feedback. Comprehending, valuing, and addressing user perceptions.

LibQUAL+ assesses service quality in the context of libraries using three crucial dimensions:
affect of service, information control, and library as a place. Affect of service'means ways
patrons view the responsiveness, compassion, and readiness of library employees to help. This
includes how approachable, courteous, and knowledgeable staff members are in helping users
navigate resources, solve problems, and enhance their overall experience. Positive affect of
service can significantly influence user satisfaction and loyalty; especially in academic settings

where students and researchers often rely on human support for complex information needs.

Information Control emphasises the user's impression of the library's information resources,
including their accessibility and availability. It reflects how effectively the library provides
access to databases, catalogues, digital repositories, and physical collections, as well as how
intuitive and seamless the search.and retrieval systems are. This dimension addresses not just the
volume of available resources; but also the relevance, organisation, discoverability, and
technological interfaces that facilitate access critical aspects for supporting academic research,
learning, and teaching. Lastly, Library as a Place evaluates user’s perceptions towards library’s
physical environment, encompassing comfort, beauty, functionality, and suitability for learning.
This dimension takes into account the availability of quiet study areas, group collaboration
spaces, seating, lighting, infrastructure (such as Wi-Fi and charging stations), and the general
ambiance of the library. A well-designed library space fosters intellectual engagement and can
serve as a welcoming, inclusive environment that meets diverse user needs, from solitude for

deep research to vibrant interaction for group work!¢.
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2.1.2 Leadership Style

Leadership styles encompass the various behavioural approaches employed by leaders to shape,
motivate, and direct their followers. Leadership style can view in the manner which leaders
implement plans and strategies to attain specific objectives, while taking into account
stakeholder expectations as well as the well-being and integrity of their team. The leadership
style of any leader usually combines their personality, life experiences, emotional.intelligence,
family relationships, and ways of thinking!’. Therefore, leaders néed to understand their
leadership style in addition to the previously described qualities and determine how to improve
their efficacy. Effective leadership fundamentally depends on the chosen leadership style.
Consequently, a leader's ability to recognise when a situation demands an executive decision as
opposed to a collaborative approach is crucial. Furthermore, a leader must have the ability to
discern the most suitable leadership style for an organisation or circumstance to attain success.
Understanding one's leadership style allows a leader to take ownership, exercise control, and

acknowledge responsibility for the scope and scale of upcoming duties.

Leadership style serves as a.social influence mechanism through which a leader seeks to obtain
the voluntary participation of subordinates in order to accomplish organisational goals, the
leadership style demonstrated by a librarian is crucial for the efficient operation of the library!'®.
Librarians'leadership styles have a considerable impact on the efficacy and enthusiasm of library
staff in attaining the library's goals and objectives. Perceived leadership style refers to the
approach a leader employs in providing direction, implementing strategies, and motivating
individuals to achieve organisational goals!®. When inappropriate methods employed in
managing academic library programs may result in indiscipline among professional librarians.

Contemporary leadership theories characterise leaders by their attributes or their application of
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authority to attain goals. Leaders can be categorised as autocratic, democratic, bureaucratic, or

charismatic based on trait-based descriptors.

In viewing leadership can be analysed through the lens of outcome attainment and power
exchange, categorising leaders as situational, transactional, or transformational. While other
classifications of leadership styles exist, it was observed that the predominant styles are
transactional and transformational leadership?®. Consequently, it is the librarian's responsibility
to implement effective leadership styles that engage subordinates in attaining the, organisational
objectives. Unfortunately, certain librarians are inadequately equipped for the rigorous role they
fulfil. Some librarians occupy their positions but lack the necessary technical proficiency and
motivation to adapt to the constantly shifting environment of the university libraries they are

responsible for managing.

Leadership styles involve the techniques and approaches used to inspire individuals to achieve
the leader's goals particularly the power of a manager to assign tasks to team members, to attain
the best results from team members, managers should focus on boosting their morale, cultivating
a spirit of engagement, collaboration, and a willingness to contribute. There are three primary
leadership styles:. authoritarian, laissez-faire, and democratic leadership. These relate to
leadership styles associated with McGregor's Theory of Assumptions "X and Y." Modern
leadership-theories categorise five distinct leadership styles: charismatic leadership, transactional
leadership, transformational leadership, visionary leadership, and culture-based leadership. This
is concise assessment of notable leadership styles already analysed, along with their possible

effects on a group and their comparative efficacy.

An effective leadership style is refers to change and fosters transformation. The role of a leader

can be perceived as an influential change agent’’. From an academic standpoint, leadership is
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perceived as a process wherein leaders develop a collective vision and set the tone that directs
and shapes the behaviour of all individuals inside the company towards the attainment of shared
values. The collective vision fosters alignment by establishing a unified mental framework for
employees to adhere to. Leadership attitude influences employee trust, contentment, and
organisational citizenship behaviour?>. Consequently, leadership is crucial in institutions like
libraries.  Leadership in Nigerian libraries should focus on establishing ‘a wvision and

disseminating it to others, as well as on providing and delivering services using innovative

technology to enhance user accessibility to the continuous need forknowledge.

The desire to focus on personal qualities and attributes while also-influencing the company's
aims and objectives is one of the characteristics of a-leadership style, An additional reason is
offered by a scholar who points out that the success or failure of suitable businesses, countries,
and other social entities is largely dependent on'the leadership style. From this perspective,
leadership style can be defined as an effort.to exert influence over the actions of followers by
means of the communication process, with the ultimate purpose of achieving specific
objectives®®. A person's leadership style can be defined as the manner in which they exercise
power to influence or direct other individuals towards the accomplishment of shared objectives.
Some of the numerous.types of leadership styles that academics have identified are democratic,
laissez-faire, autocratic or authoritative, participative, and delegating among hundreds of others.
The leadership style used by a library depends on the activities and functions that the leaders and
followers are doing, no matter what happens or what conditions exist. One of the goals of
leadership styles in an organisation is to provide managers with the ability to motivate their
employees to voluntarily carry out tasks that are required of them, with the end goal being

effective performance.

35



Leadership styles are context-dependent and have improved both individual and organisational
success in various ways. Leaders actively establish the pace and furnish directives for staff to
adhere to. Leadership is a process by which individuals motivate and enable themselves and
others to realise their utmost potential. It involves enabling people to make decisions, therefore
actualising the vision through the proficient implementation of the plan. It is perceived as a
process of motivating individuals to exceed typical expectations; effective leadership necessitates
guiding others to engage in innovative thinking and fostering the exploration of novel solutions
to challenges. This study defines leadership as the capacity to convinece people to participate in
transformational initiatives by aligning individual objectives with those of the leader and,
ultimately, the business, under the premise that leadership involves managing change.
Transformation is perceived as the capacity to execute tasks in a manner distinct from previous
practices. It may also be regarded as the.establishment of a new entity, rather than an

enhancement of an existing one?.

Various literary and philosophical:traditions have made different attempts to define the term
leadership; one way to define leadership is as a technique for influencing or guiding a group of
people to act collectively in a particular way in order to achieve an organization's goals and
objectives. The advantages and disadvantages of every leadership style are different. Any firm
can use any of'the many distinct kinds of leadership styles. These leadership philosophies

include, among others, delegating, coaching, mentoring, and supportive leadership and styles.

Directive leadership exemplifies the provision of employees with a benchmark for making
appropriate judgements and decisions, guided by leaders whose influence aligns with behaviours
that facilitate the attainment of established organisational objectives and goals. As a result of

their analysis, the managers who offer orders to their followers place less importance on their
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participation in day-to-day decision making process. This is done with the intention of reducing
the amount of time that goes into making decisions. As a result, employees of an organisation
rely on the thoughts and opinions of the leader on the most effective means by which the targeted
goals from the beginning can be achieved with a great deal of ease and precision. This has an
effect on the way in which such subordinates are driven to work. In addition to this;.it enables
employees and followers to have a better understanding of the expectations of their supervisors,
which in turn enables them to utilise their maximum potential in the areas of the company that
are prioritised, as these become the standard operating procedures that have been agreed upon.
Therefore, it is anticipated that their levels of performance. will+also be improved as a
consequence of displaying acceptable behaviour within the context of the social situation. No
matter the approach the leader chooses to use, they are responsible for determining the means by

which personnel are to be motivated to produce.

As a result, a leader has the ability to.adjust.their circumstances in order to guarantee job
satisfaction, which is an essential component of employee motivation, which leaders are unable
to operate independently from theemotions of their staff members, and this should be reflected
in their leadership styles®S, The directive leadership style is effective when prompt and decisive
actions are required. In this context, the leader possesses complete power and authority to affect
behaviour of subordinates in workplace. The leader's thoughts and directives are seen as the
definitive operational mandate within the company, indicating that followers are compelled to
adhere to'the established moral and performance standards?’. This is due to the perception that
such leaders are above reproach by their followers, as they assume all administrative duties and
responsibilities within the company, from the inception of ideas to their implementation and

eventual termination.
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The directive leadership style enables supervisors to be regarded seriously while informing
organisational employees of the entity's expectations and prohibitions. Notwithstanding the
aforementioned, the directive leadership style is deemed detrimental to employees.
Consequently, companies that depend on a single individual to make all decisions for others to
adhere to may find themselves in a precarious position, as this individual could misguide their
followers into undertaking behaviours harmful to achieving intended objectives®®.“A'scholar has
noted that authoritarian leadership emphasises control and compulsion, with the leader seldom
making organisational decisions based on common opinions among team members. The
individual control of decisions sometimes fails to benefit the organization's collective interest
and its team members, instead catering to the self-serving goals of the directive leader®. This
leadership style undermines the organization's overall objectives by stifling the perspectives and
insights of followers, who may propose innovative and practical solutions for optimising task

performance and enhancing efficiency. It also diminishes staff psychological commitment and

engagement with the organisation as-a motivational strategy.

Directive leadership style faces the.challenge of delegating all organisational decision-making to
a central authority.. The issue here is that the leader usurps all power and vests it in
himself/herself, leaving the other organisational members dependent on his/her decisions. This
is because such'leaders do not consider the views and opinions of their subordinates, whether
favourable or negative. This may demotivate employees who believe their new ideas are not
acceptable to the so-called one-man decision-making pot. They also point out that, while the
style provides for speedy decision making, it does not allow for employee participation and
input. This is because they sincerely feel that they are better positioned to provide wisdom and

advice, while the rest must accept their opinions as gospel truth without fear or favour, which
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contributes significantly to low employee morale. Although it may produce excellent results in
the short term, its use of excessive power and authority makes it unpopular because it reduces
productivity in the long run, causing sentiments of resentment among employees. As a result, it
cannot be seen as a viable alternative to other leadership styles applicable in democratic

organisational settings2%.

Coaching leadership styles encompass the strategies employed by leaders to enhance .employee
skill development and oversee job performance, thereby promoting effective jgrowth which
reflects a leader's behaviour that strengthens the relationship between leaders and employees by
promoting employee development and overseeing job performance to achieve organisational
goals®®.  Coaching leadership encompasses four~components for employees: direction,
development, accountability, and relationship, as indicated by interviews®!. Conversely, creative
performance is characterised by the difficulties employees encounter in accomplishing
organisational objectives through the generation of viable ideas and the creation of novel

solutions.

Coaching leadership improves communication, facilitating employees' understanding of the
organization's future direction and intrinsic motivation by recognising their positions within the
business. Employing coeaching leadership internal motivation is enhanced, allowing employees
to willingly. share ideas and engage actively in their work, which bringing in a greater variety of
ideas and successfully putting them into practice in the workplace, a coaching leadership style
can foster organisational innovation and produce innovative results. Secondly, coaching
leadership offers both material and mental support, providing the necessary resources to help
employees implement their diverse ideas aimed at fostering organisational change. The coaching

leadership style enhances employees' psychological expectation of receiving the necessary
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resources to accomplish their goals and effectively execute their tasks. Coaching managers
enhances innovation by facilitating the exchange of varied ideas through both tangible and

intellectual assistance?!.

Coaching leader is a novel managerial behaviour that emerged in a dynamic organisational
setting, has a distinct benefit in developing employee mental models and motivating creative
potential. Coaching leadership is a new kind of leadership that has gained popularity. in recent
years, It emphasises how leaders may utilise their coaching talents to-assist.employees identify
underlying needs, develop goals, and enhance their skills and petformance®’. A scholar
developed the coach as a training approach in the field of manager-training, which demonstrated
that management coaching is an effective strategy-to improve organisational performance,

develop managers and leaders.

According to early academics, coaching leadership.is a.management technique that helps staff
members enhance their performance and capacity for learning. As studies develop, coaching
leadership is characterised as a manager serving as a coach to exhibit managerial effectiveness,
which can be demonstrated by. employee performance evaluation, a willingness to accept
uncertainty, a focus on collaboration and learning, and other means. Despite differences in
definition, there is consensus on the following components: coaching leadership will exhibit
open communication with staff members, a focus on teamwork, consideration for the traits of
employees' learning and self-improvement, and an accepting environment. It is crucial to
remember that coaching leadership is different from other effective leadership philosophies like
servant and inclusive leadership.  The interaction approach places a strong emphasis on
motivating and inspiring staff members. = Reach shared growth via candid dialogue and

constructive relationships.
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Coaching leadership's work behaviours has been found to have a good impact on learning
behaviour, performance, organisational dedication and professional commitment, work safety,
and employee self-efficacy, according to research that has already been conducted. An
improvement in mental model, which in turn encourages innovative behaviour, can be achieved
by coaching leadership that places an emphasis on employee motivation and on enabling people
to learn and solve challenges autonomously. In addition, the open and participatory environment
that is created within the company will, with the backing of the leaders, provide further resources
and support to employees to enable the implementation of their innovative ideas, while also

enhancing the promotion of innovative behaviour among staff.

Coaching leadership style (CLS) describes a leadership. approach wherein the leader primarily
employs coaching to attain specified outcomes. « A coach facilitates the transformation of
physical and psychological strengths into performance capabilities, while a leader can guide
employees in fostering self-regulation, self-leadership, and the development of enduring personal
strengths. Nonetheless, clear and universally accepted definitions of coaching are lacking. The
concept of coaching ranges from.a systematic understanding to a complex array of diverse
perspectives. There« isw.an, increasing expectation for leaders to engage in coaching their

employees. Coaching is presented as a significant instrument within the leadership framework.

Coaching -is a strategy for improving self-confidence and supporting activities that lead to
successful outcomes. It involves guiding individuals to unleash their potential, enhance
performance, and achieve stated goals. The emphasis is on assisting those who are learning
rather than giving knowledge directly. Every employee possesses the capacity to realise their
optimal self. Achieving this requires engagement with learning processes. Initially, it is

essential to acquire the ability to utilise mental models for comprehending one's own
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circumstances and the perspectives of others. Secondly, it is essential to acquire the skills
necessary to utilise tools for the implementation of desired behaviours and the achievement of

goals®>.

The supportive leadership style has garnered significant interest in leading and mentorship
studies. This exemplifies a leadership approach that offers followers emotional; informative,
instrumental, and evaluative support. Effective leadership enables goal achievement by directing
team members to perform tasks efficiently and view their jobs as significant and engaging.
Public managers utilising a supportive leadership approach can motivate their employees and
civil servants to synchronise their aspirations and objectives with.those of their organisations.
Supportive leadership is associated with a sincere regard. for the welfare of followers, cultivating
a positive atmosphere through the integration of pragmatic elements that facilitate their tasks and
emotional dimensions that promote open communication among peers, thereby improving
employee satisfaction and efficacy. Supportive leaders cultivate successful communication
methods characterised by openness. and fluidity, which promote creative idea exchange among
work units. Effective leadership fosters the recognition of the significance of transparent and

active communication both,.among individuals and with their leader’*.

Similarly supportive leadership style can encourage teamwork and making decisions together.
Employees-are motivated to engage in collaborative activities due to their goal-oriented mindset
fostered by a supportive workplace and their job satisfaction. Supportive leaders are in charge of
creating performance management systems that make clear what the goals are and what the
rewards are for completing certain tasks®>. In the development of such systems, supportive
leaders establish objectives, aid their subordinates in attaining them, and recognise the value of

their own competencies. Empowering subordinates ultimately establishes a psychological
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contract between them and the organisation, evidenced by heightened employee involvement in
organisational management and decision-making. In summary, effective leaders are essential;

they assist followers in attaining their objectives in alignment with the organization's goals.

Supportive leadership conduct fosters an environment where success is the main goal, which is
advantageous for the organization's and its employees' well-being. It is the duty-of supportive
leadership to assist his subordinates in achieving their goals and objectives by identifying
specific actions, offering assistance, and making sure that the organization's goals have an impact
on how individual and employee goals are reached as well. " Therefore, in this regard, a
supportive leadership style that prioritises addressing the needs and goals of subordinates in
order to promote their overall wellbeing results in a motivated workforce that feels loved by their
leaders, which in turn increases their drive to work. The aforementioned asks for leaders who
understand their everyday responsibilities to_aid others.by providing direction, mentorship, and
counselling as they work towards their goals. Thus, these deeply ingrained leaders support their
followers by fostering positive work environments that encourage cooperation, respect, trust, and
psychological support®®. “As a.result, an environment where supportive leadership styles are
present leads to favourable results where both organisational and personal objectives are met at
the same time. " The absence of a supportive leadership style is one of the primary causes of

workplace stress.

Supportive leadership (individualised consideration) improves job effectiveness. This is due to
the fact that employees believe that the leader's assistance and actions are crucial in helping them
cope with the demanding situations and surroundings they find themselves in. Employees
require assistance not only from their superiors but also from their peers. This is a result of the

amount of time people spend interacting with one another and discussing their problems.
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Consequently, finding coworkers that encourage one another also raises employee morale at
work. According to their study, employees who have social support from their leaders and peers
find it easier to handle any stressful situation or difficulty at work since they discuss their
difficulties on a daily basis and, as the saying goes, "a problem shared is a problem half solved."
These results thus support the idea that workers prefer a supportive workplace where they are
assisted in overcoming various obstacles that arise while carrying out their. daily tasks.
Organisational employees gain advantages from diverse leadership styles, which foster skill
development and necessitate the establishment of a collaborative work environment. This, in
turn, enhances performance and subsequently boosts motivation..to work. Since their
commitment and psychological contract to the company are bolstered by their leaders' actions,
managers and supervisors should adopt a leadership style that demonstrates concern for their

subordinates.

Delegating leadership is a style in which-decision-making is transferred to group members rather
than being solely the responsibility of'leaders. Delegating leadership is characterised by minimal
guidance from leaders, full autonomy for followers in decision-making, leaders supplying
essential tools and. resources, and an expectation for group members to address issues
independently. ‘Delegating leadership is advantageous when group members possess high levels
of talent, motivation, and the ability to operate independently. Due to their expertise and
proficiency, these group members can perform tasks independently with limited oversight. This
independence may empower certain group members and enhance their job satisfaction; however,

erroneous judgements could occur, potentially undermining the contributions of others.

The delegate approach is applicable when followers exhibit intense passion and intrinsic

motivation towards their task. The conventional term for this practice is 'Delegating’, suggesting
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a wholly hands-off attitude; yet, numerous leaders remain accessible to group members for
conversation and feedback. Delegating leadership is suboptimal when group members lack
requisite knowledge or skills to function independently and make sound decisions. Leaders who
delegate are often perceived as uninvolved and disinterested, leading to diminished
communication and collaboration within the group.  Leaders must engage in the.project to
ensure that group members do not lag behind due to unfamiliarity with the tasks or procedures
necessary for completion.  Ultimately, if followers possess the requisite expertise, leaders
contemplate utilising the Delegating approach to enable followers to function autonomously with

greater latitude in decision-making and to operate effectively independently-’.

Every leadership style comes with its own set of advantages and disadvantages that are unique to
it. This perspective emphasises that the employed style must be acceptable to positively
influence staff behaviour, hence enhancing the library's objectives. The application of suitable
leadership styles in library management. may -enhance creativity and innovation.  Research
indicates that leadership style is the predominant factor influencing productivity in 21st-century
workplaces. This is because leaders in any company are responsible for achieving established
objectives through their operational methods, reward systems, communication strategies, and
policy development. The studies utilised secondary data sources and concluded that for a
company to thrive, executives must comprehend the organisational culture to effectively adapt to
it.. A scholar posits that leadership styles fostering team spirit enable individuals to collaborate
synergistically, so ensuring elevated levels of customer satisfaction, which, in the context of the
library, correlates with enhanced job performance. The investigation revealed a negative

correlation between autocratic leadership style and work effectiveness.
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2.1.3 Emotional Intelligence

Emotion is the propensity of a feeling and certain specific thoughts of this feeling, psychological,
bodily states and series of motions. Emotion is a complex psychological state composed of three
distinct components: a subjective experience, a physiological reaction, and a behavioural or
expressive reply 3%, Researchers have attempted to categorise and identify the various sorts of
emotions in addition to attempting to describe what emotions are. All human civilisations have
six basic emotions in common: fear, disgust, anger, surprise, happiness, and sadness. These
descriptions and insights have evolved over time. Utilising an emotion classification framework

n

known as the "wheel of emotions," he broadened the list. to.‘include several additional
fundamental emotions, such as pride, amusement;~embarrassment, enthusiasm, contempt,

humiliation, and satisfaction.

This model illustrates the combination of various.emotions, analogous to an artist blending
primary colours to produce additional hues. The primary emotional dimensions consist of eight
pairs: surprise vs expectation, wrath versus fear, trust versus distaste, and happiness versus
misery. It is possible to combine. emotions to create new ones; for instance, excitement is
produced when happiness.and anticipation are joined. Although emotions are often categorised
broadly as«'"angry," "sad," or "happy," individual experiences of these emotions can be
significantly more complex and subjective. Experts assert that several fundamental universal
emotions are experienced globally, irrespective of cultural background. However, researchers
contend that the experience of emotion is often highly subjective. According to an academic
definition, emotion includes sentiments like joy, love, fear, rage, or hatred that might result from
one's environment or social interactions *°. The concept of emotions implies that when it comes

to the quality of life and the purpose of existence, emotions and the importance they hold are the
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most significant aspects of mental life, and that no other aspect of mental life carries greater

weight*’. They constitute the essence of a meaningful existence, while at the same time making

life both useful and stressful at appropriate times.

The concepts of "intelligence" and "emotion" must be examined in order to fully understand the
idea of emotional intelligence. The idea of intelligence originated during Aristotle's time.
Intelligence encompasses an individual's overall ability to act with intention, engage in rational
thought, and effectively navigate their surroundings*!. Intelligence is defined as the capacity to
think, reason, and comprehend, rather than merely acting on instinet or ‘automatically*. It is also
regarded as the ability to learn, understand, and navigate new or challenging situations, as well as
the capability to apply knowledge effectively to influence one's surroundings. It is explained
that an intelligent individual possesses analytical skills that enable clear and articulate
communication®. They are capable of viewing, all aspects of a problem, serving as a valuable
source of ideas, effectively interacting, with. others, making sound decisions, addressing
challenges, and being sensibly attuned to the needs and desires of others, all while thinking
carefully before speaking ‘and acting.* Intelligence encompasses the cognitive abilities required

to navigate, shape, and-adapt to one's environment**

. This definition indicates that intelligence
encompasses both reactive and proactive elements. Alongside individual adaptation, it is
essential to chooese and shape the environment. Individuals possessing creative and practical

intelligence ‘often have a significant impact on their surroundings, influencing both themselves

and others in meaningful ways.

Emotional Intelligence (EI) is the ability to detect and comprehend one's own emotions and those
of others. Emotional Intelligence does not equate to a lack of strength. Emotional intelligence

involves developing the competencies necessary for effective emotion regulation, the capacity to
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make swift decisions with enhanced self-awareness, empathy, and control leads to encounters
that are more valued, comprehended, and esteemed by others. Substantial divisions can be
resolved and strong connections formed by engaging emotions to promote productive and
responsive decision-making, as opposed to reactive or impulsive remarks and actions. Emotional
intelligence is the ability to understand one's own emotions and those of others;.including
emotional management and the capacity for emotional reasoning®.

Emotional intelligence involves an individual's capacity to manage their own,emotions and
influence the emotional states of others*®. They possess the capacity to.influence the emotional
states of others. The capacity for emotional intelligence is an essential competency in effective
leadership. The five fundamental components -include self-awareness, self-regulation,
motivation, empathy, and social skills*’. The proponent of emotional intelligence identifies three
adaptive competencies: the capacity to evaluate.and express emotions, to regulate emotions, and
to utilise emotions in problem-solving contexts. Emotional intelligence encompasses the capacity
to recognise the importance of emotions and their interrelations, thereby enhancing reasoning
and problem-solving through “effective emotional management. It involves the capacity to

employ emotions adeptly in confronting challenges*.

Emotional intelligence, involves the ability to understand, apply, and manage one's emotions to
reduce stress,. facilitate effective communication with others, cultivate empathy, and address
challenges. If the idea of emotional intelligence seems to go against what you believe, that is
quite reasonable*®. It is common to perceive our emotional experiences and cognitive abilities as
distinct entities. Nevertheless, when combined as emotional intelligence, it is a unique form of
intelligence that is defined as the ability to be cognisant of, regulate, and articulate one's

emotions, as well as to manage interpersonal relationships with empathetic and judiciousness.
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Emotional intelligence (EI) represents a distinct form of cognitive capability. It’s about
possessing emotional intelligence, not merely academic knowledge. The data indicates that
emotional intelligence holds equal, if not greater, significance compared to cognitive ability in
relation to happiness and success in life*”. The development of emotional intelligence fosters the
creation of strong interpersonal relationships, improves professional achievements, and supports
the realisation of personal goals. It includes the ability to identify, make use of, understand, and
control one's emotions in healthy and productive ways. It entails being conscious-of one's own

emotional condition as well as an understanding of the emotional conditions of others.

The distinction between Emotional Intelligence (EQ) and Intellectual Intelligence (IQ) is
grounded in neurological studies, indicating that these.competencies differ from technical and
cognitive capabilities as they activate distinct cerebral regions. The area of the brain in charge of
emotion, motivation, and emotional memory associations is called the limbic system, in contrast
to the neocortex, commonly referred to-as:'the-thinking brain." The amygdala, situated in the
limbic system, consistently assesses sensory experiences and plays a crucial role in memory

processing and emotional responses, especially those related to nervousness and pleasure.

Information is interpreted.milliseconds faster by the emotional brain than by the rational brain,
which frequently. results in an intrinsic physiological response within the body when the
individual-is under stress or when they feel threatened®. When a learnt or perceived threat is
sensed, the same survival instinct that is employed to avoid genuine threats frequently induces
reactions and behaviours that are less desired and damaging. The phenomenon known as
"amygdala hijacking" refers to the condition wherein an individual finds them incapable of
overriding these instinctual protective mechanisms. When the amygdala is in this state, it

immediately takes precedence over the neocortex (since it is processing and determining whether
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or not the instinctive reaction is appropriate). Emotional memory, perceived as a threat and
stored in the limbic system, can only be suppressed and transcended until a rational response is

formulated. This is achievable solely via self-awareness and self-regulation.

The emotional brain analyses information milliseconds prior to the rational brain, frequently
eliciting an instinctive physiological response during stress or perceived threats®’*The survival
instinct that helps evade significant threats frequently elicits undesirable and damaging attitudes
and behaviours in response to learnt or perceived threats. The incapacity. to joverride these
defensive responses has been termed 'amygdala hijacking.' In ‘this condition, the amygdala
promptly supersedes the neocortex, which evaluates the appropriateness of the instinctive
response. Self-awareness and self-regulation are essential for suppressing emotional memory,
which is a perceived threat stored in the limbic system, and for delaying initial reactions until a

logical response is formulated.

A scholar identifies emotional domains in his model of emotional intelligence: Self-awareness,
Self-management, Social Awareness, and Relationship Management®!. The trios that are formed
at first are intra-personal “and . manifest themselves within the individual. The latter two
behaviours revealthemselves in interpersonal contexts among persons and are behaviours that
may be observed. The development of your intra-personal abilities greatly contributes to your

ability to master your inter-personal capabilities.

Self-awareness refers to the capacity to identify and understand one's moods, emotions, and
motivations, maintaining an acute awareness of and presence to what one is experiencing be it
happiness, sadness, excitement, worry, anxiety, frustration, or angersz. Considering your current
emotional condition, it possesses an understanding of what actions or statements may be

appropriate or inappropriate for you to undertake next. Recognising and processing one's
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emotions is crucial for making informed decisions that lead to more favourable outcomes for
both oneself and others. Self-awareness involves a profound comprehension of our strengths and
weaknesses, alongside our responses to various situations and individuals. This knowledge
enables us to establish boundaries and navigate our interactions with others in a manner that
remains true to our authentic selves. Furthermore, possessing a deep understanding of ourselves
enhances our communication skills, as it allows us to more accurately perceive the needs and
expectations of others during discourse. Ultimately, through the cultivation of self-awareness,
we can engage in the pursuit of personal growth and enhancement of our lives in ways that

resonate profoundly with our individual values and aspirations.

Self-management entails the assumption of responsibility for one’s own life and the deliberate
making of choices that influence one’s personal trajectory. It entails adopting a proactive stance
and assuming accountability for one's own' well-being. Self-management entails the
establishment of objectives, the implementation of strategies to accomplish them, and the
assessment of progress as it is made. In addition to this, it requires the capability of modifying
plans as required in order accomplishing one's goals, which demonstrates capacity for adaptation
and flexibility. The-.ability to regulate impulsive emotions and behaviours, manage emotions
healthily, take initiative, fulfil commitments, and adjust to swiftly shifting circumstances is

emotional intelligence>>.

Self-regulation refers to the ability to control or change disruptive impulses and emotions, as
well as to choose preferred activities. Self-regulation refers to the capacity to manage one's
emotional state, closely linked to the concept of self-governance. Ensure that you do not conflate
this with the act of "repressing" or "suppressing" your emotions. Possessing the capacity to

change depleting and negative emotional states into constructive and pleasant ones, as well as the
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ability to delay judgment and reflect before taking action, are all included in this capacity®*. And
Social awareness encompasses the capacity to comprehend the emotions, aspirations, and issues
of others, identify emotional cues, navigate social interactions proficiently, and discern power
dynamics within a group or organisation®. Also Relationship management skills encompass the
capacity to establish and sustain positive relationships, communicate efficiently, persuade and
motivate others, collaborate effectively within groups, and manage conflicts adeptly. The process
of creating and preserving positive relationships with clients, customers, partners, and other
individuals who can assist an organisation in achieving its objectives is known as customer base
management. Increased sales, client loyalty, and customer happiness can-all result from effective

relationship management.

Employees who exhibit emotional intelligence show exeeptional communication skills and are
able to cultivate closer relationships with their fellow .workers. They are skilled at resolving
issues, adapting to new circumstances, and building trust with other parties, including employers,
customers, and coworkers. To attain exceptional performance, one must possess both cognitive
ability and emotional intelligence. It has been determined that emotional intelligence is twice as
significant as the other-two components for employment across all levels®®. The development
and application of Emotional Intelligence skills provide essential capabilities that significantly
enhance the library environment. Individuals with strong EI skills positively influence everyone

they interact with, exemplifying outstanding performance and swiftly fostering relationships.

They effectively navigate anxieties and frustrations, enabling them to resolve issues efficiently
while maintaining a calm and clear mindset, which paves the way for insight, intuition, and

innovative ideas. Leaders possessing strong emotional intelligence skills have demonstrated
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effectiveness as managers, attracting talented individuals who seek to work under their

guidance®’.

Emotional intelligence is the ability to recognise emotions in oneself and others, understand their
effects, and apply that knowledge to guide our ideas and behaviours. Individuals with high
emotional intelligence typically exhibit superior interpersonal skills and greater-empathy and
compassion, which correlate with enhanced success relative to their peers. This renders
emotional intelligence a subject worthy of further exploration. Emotional intelligence comprises
five fundamental talents, each progressively enhancing the previous one: The capacity to swiftly
alleviate stress, identify and regulate one's emotions, engage with people through nonverbal
communication, employ humour and play to confront problems, and handle disagreements
assertively and constructively. Anyone can acquire.the five competencies of emotional
intelligence at any moment. However, a distinetion exists between acquiring knowledge of
emotional intelligence and using that understanding in one's life. Awareness of the necessity to
act does not guarantee action, particularly in times of stress. This is particularly applicable to the

competencies of emotionaliintelligence.
2.1.4 Organisational structure

Structure refers to.the connections between the elements of a systematically arranged entity.
Consequently, ‘the' notion of structure can be universally applied. = A building embodies a
systematic connection between the foundation, framework, ceiling, and walls. The human body
is an intricate structure formed by the interconnections among bones, organs, blood, and
tissues®®. The organisational structure establishes an outline for the interrelations of roles,
systems, operational processes, individuals, and groups collaborating to attain objectives.

Organisational structure serves as a framework that outlines tasks, designates specific
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responsibilities, and facilitates the effective coordination of activities’. This approach
facilitates the division, organisation, and coordination of organisational activities. The
organisations create frameworks to coordinate work activities and govern the actions of their
members>®, The framework of an organisation sets parameters that enhance effective
performance among employees by distinctly outlining responsibilities, resource management,

and other pertinent factors.

The organisational structure is an established framework of relationships among different
components within an enterprise. Furthermore, it was emphasised. that formalisation (the
standardisation of labour procedures) promotes innovation, whereas vertical differentiation and
direct supervision hinder it®. The organisational structure, traits, and dimensions are closely
linked to environmental behaviour. In a stable context, a rigid organisational structure may
exemplify vertical control, efficiency, specialisation, standardisation, and centralisation in
decision-making. The paper contends that in a rapidly evolving environment, a more adaptable
structure characterised by robust herizontal coordination, less standardisation, and a centralised

decision-making process is.essential for success.

In addition, the research.suggested that there is a direct connection between high levels of
formalisation, the centralisation of decisions, and vertical differentiation and the innovation that
occurs within organisations. As a result of their greater importance in strategic decision-making,
the, features of organisations, which include centralisation, formalisation, and complexity of
tasks, have garnered more attention among companies. The term "organisation" refers to any
kind of partnership between two or more individuals who collaborate and are formally bound in
order to accomplish a predefined objective. Within this partnership, there are individuals who are

referred to as "supervisors" and those who are referred to as "subordinates." The structure of the
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division of labour and the structure of the working relationship between groups of position
holders who collaborate in order to accomplish a particular objective is what we mean when we

talk about our organisational structure®!.

The organisation structure is a purposefully established framework of roles, responsibilities,
authority, and communication linkages that are designed to accomplish an_organization's
objectives and fulfil their objective which is referred to as the organisational structure.. Another
name for it is the organisation chart or organogram. Furthermore, they suggested eight criteria or
variables of organisational forms that distinguish these two extreme. types of organisational
structure:  complexity of tasks, definition of tasks, accountability, oversight, expertise,
communication, allegiance, and status. Additionally, it-was indicated that organisational structure
can be utilised to enhance knowledge leverage, thereby. facilitating the flow of organisational

knowledge®?.

Knowledge workers create this organisational knowledge through their education
in innovative or knowledge-based organisations. It is widely acknowledged that innovative or
knowledge management activities are-supported by leadership or managerial style, which leads
to perceived benefits®>. “According to other academics, organisational structure serves as a

control mechanism that-influences members of an organisation to behave in ways that align with

the achievement of the organisation's objectives.

The idea of organisational structure links to the framework of tangible administrative systems,
while social interactions, which possess an intangible quality, facilitate the coordination among
organisational members. The organisational structure embodies a manifestation of methodical
reasoning. Organisation consists of components, the interconnections among these components,
and the overarching framework of these relationships, collectively constituting a cohesive entity.

Structure represents a comprehensive synthesis of the interconnections among organisational
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components that delineate the foundational principles guiding organisational endeavours®. An
analytical examination of organisational structure indicates that it comprises tangible

components on one side and intangible factors on the other.

Organisations encounter conflicting demands from essential personnel: the technostructure
endeavours to standardise procedures, the apex attempts to centralise decision-making, the
middle line promotes enhanced autonomy for divisions, core units aspire to_professionalisation,
and support workers push for collaboration. The interplay among these diverse roles influence
the organisational structure's dynamics, effective organisation tailors ‘its design parameters to
align closely with its objectives. Mintzberg classified organisational structures into five
categories based on their primary coordinating mechanism, the key organisational level, and the
type of decentralisation. These categories include: simple structure, machine bureaucracy,

professional bureaucracy, divisionalized form, and-adhocracy®.

Simple structure constitutes the essential component of the strategic apex, which utilises direct
oversight alongside both vertical ‘and- horizontal centralisation. Instances of fundamental
frameworks include modest enterprises, emerging governmental bodies, mid-sized retail
establishments, and small primary educational institutions. The organisation comprises senior
managementand.a select group of individuals within the operational core. The technology
infrastructure is lacking, and the support crew is tiny; personnel undertake overlapping duties,
For instance, in small library systems such as those in rural communities or small academic
institutions librarians and administrators often take on multiple responsibilities that, in larger
library systems, would typically be handled by specialized technical or support staff. However,

these smaller libraries frequently belong to library consortia or cooperative networks that offer

56



shared services such as access to cataloguing expertise, It support, or user education programs

across several libraries within a region or state.

Machine bureaucracy has the technostructure as its fundamental part, which also makes use of
the standardisation of work processes as its primary method for coordination and employs a
limited degree of horizontal decentralisation. There are many similarities between machine
bureaucracy and Hage's mechanical organization®®. Machine bureaucracy exhibits numerous
characteristics of Weber's ideal bureaucracy, level of formalisation and labour specialisation is
quite high in this organisation. The decision-making process is centralised. from the top to the
lowest levels of management within the organisation, there are many levels in the chain of
command. The managerial span is limited, resulting.in. a tall organisational structure with
numerous layers. A minimal requirement exists for horizontal or lateral integration.

Furthermore, the machine bureaucracy has a sizable support staff and technology infrastructure.

Professional bureaucracy characterises the operating core as its fundamental element, employs
skill standardisation as its principal coordinating mechanism, and enacts both vertical and
horizontal decentralisation. The organisation is relatively formalised yet decentralised to grant
autonomy to specialists. “Highly qualified specialists provide tailored services to clients. The
upper management is constrained in size; there is a restricted number of middle managers; and
the technostructure is largely minimum. Nonetheless, the support team is frequently substantial
to provide clerical and maintenance aid for the professional operational core. The aims of
professional bureaucrats are to innovate and provide exceptional services. They exist in complex
yet stable environments and are often of moderate to large dimensions. Coordination challenges
are widespread. Examples of this organisational structure include universities, hospitals, and

large law firms.
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Some academic libraries exhibit many characteristics of the professional bureaucracy,
particularly in their emphasis on librarian expertise, professional autonomy, and loosely coupled
structures. Libraries are formal institutions that deliver complex information services through
highly trained professionals, often operating within an environment that permits considerable
discretion. Librarians, much like attorneys, physicians, or university faculty, frequently work
independently conducting research support, managing collections, or guiding users in relative
isolation from direct supervision, while maintaining close interaction with patrons:They apply
their professional training to deliver services according to their ‘own judgment and preferred
methods, even as they operate within the framework of institutional pelicies and standards such
as national cataloguing rules or digital resource licensing agreements. Moreover, many
librarians, like academic staff, feel more connected to their job than to the administrative

hierarchy of the library or parent institution.

The divisionalized structure prominently-features the middle line as its central component, relies
on output standardisation as its primary, coordinating mechanism, and incorporates a degree of
vertical decentralisation that is somewhat restricted. The process of decision making is
distributed across the«divisional level. The various divisions exhibit a notable lack of
coordination. Personnel at the corporate level facilitate a degree of coordination. Consequently,
each division 1s inherently centralised and exhibits characteristics akin to a machine bureaucracy.
The technostructure is located at the organisation headquarters, providing services to all
divisions;” while support personnel are strategically placed throughout each division. It is
probable that sizable corporations will embrace a divisionalized structure. It is common for
libraries to deviate from the conventional divisionalized organisational structure. Nonetheless,

one can observe exceptions within extensive library systems, such as those found in national,
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state, or prominent university library networks, which provide a wide array of services through

clearly delineated units.

Example of a large library system might look like resemble the divisionalized form when it
maintains diffent branches or departments dedicated to special user groups or functions: a library
for users with disabilities, a digital innovation hub, a research and archives division;.a children’s
and young adults’ library, and a specialized music or art library. Each of these units.may operate
with its own administrative staff, budget, and operational procedures while still falling under the
oversight of a central library administration or governing board. Similarly, university libraries
that have consolidated under one institution but retain independent-operational units for different
faculties or campuses exemplify the divisionalized form. The key characteristic of such library
systems is their ability to deliver diverse serviceswhile maintaining semi-autonomous

administrative structures tailored to specific usér needs.

The adhocracy relies on support workers as its essential component, employs mutual adjustment
for coordination, and upholds selected ‘decentralisation patterns. The structure is characterised
by minimal formalisation and decentralisation. The technostructure is limited because technical
specialists are integrated. into the organization's operational core. The support team is
substantial to facilitate the complex structure. Adhocracies engage in non-routine activities and
utilise advanced ‘technology. The primary aim is to foster innovation and facilitate rapid
adaptation to" changing circumstances. Adhocracies typically exhibit medium size, require
adaptability, and employ resources efficiently. Examples of adhocracies include the aerospace
and electronics industries, research and development organisations, and innovative educational

districts.  No school districts are completely adhocratic; however, medium-sized districts in
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affluent communities may display specific adhocratic characteristics. The adhocracy bears

resemblance to Hage's organic organisation®.

The organisational structure can be influenced by objectives, strategy, environment, technology,
and organisational scale®’. These factors are essential and content-oriented, reflecting the overall
organisation and its standing relative to other organisations. Organisational theorists primarily
analyse two categories of structures: physical and social structures. Physical structure refers to
the relationships among the tangible elements of organisations, including. buildings and the
geographical sites of economic operations. In organisational theory, social structure refers to the
relationships among social elements, including individuals, roles, and organisational units (e.g.,

departments and sectors).

Simple structure comprises a set of adaptable relationships:characterised by minimal complexity
resulting from their restricted separation. Members of such companies can construct
organisational charts emphasising leaders “without requiring formality. The allocation of
responsibilities or management. hierarchy is established with mutual consent, whereas
coordination and oversight are conducted in a direct and informal manner®®. Basic organisation is
defined by a smalllnumber of departments, a wide range of control, authority that is concentrated
in one individual; and little or no formalisation. The usual characteristics of a simple structure
are a flat organisation with two or three vertical levels, a loosely structured body of employees,
and a single person who has the power to make decisions in a centralised manner. This type of
structure is most commonly found in smaller enterprises that are run by their owners or in
organisations that are owned by families. One of the main benefits of basic structure is that it is

easy to understand. It can be maintained in a short amount of time, it is versatile, and it is cost-
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effective, and accountability is crystal clear. The fact is, however, that it is extremely

challenging to maintain, particularly when businesses expand in size.

Functional structures are organizations where rising complexity is controlled using a simple
framework. The functional structure is commonly utilised to meet the increasing demands for
segregation. This is termed function, in which activities are classified based .on.the logical
similarity of work functions. The functions established on interdependent responsibilities and
collective objectives. In a functional structure, the reworking of activities is minimized, resulting
in enhanced efficiency. The objective of this plan is to optimize the savings from economies of

scale in specialization.

Multidivisional structures emerge in the organizational development process; when a functional
structure is established, it evolves into a multidivisional structure to alleviate decision-making
responsibilities from top management. The multidivisional structure consists of separate
functional divisions that report to a' central authority. Each functional organisation is
responsible for overseeing daily .activities. The central staff is responsible for supervising and

directing the organization's connection with the environment and strategy.

The matrix structure integrates functional and multidivisional frameworks. The aim of a matrix
structure is to combine the efficiency of a functional structure with the adaptability and
responsiveness..of a multidivisional structure, which is organised by product, client, or
geographical region, as well as by functional logic within the multidivisional framework. In a
matrix structure, individuals with specialised functions collaborate within one or multiple project
teams. Task delegation to employees is achieved through negotiations among functional and

project managers, sometimes including team members or potential participants.
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Matrix is an array consisting of horizontal rows and vertical columns. To comprehend the
Matrix Structure, one must first grasp the functional company, a type of departmentalisation
where each member of the company is categorised based on their functional area, such as
marketing or production, and grouped into a single unit. The matrix organisation is characterised
as a sort of structure in which each employee reports to two supervisors, operating under dual
authority. They must report to both the functional and divisional managers, as well as to a
project or group manager. This structural form is predominantly favoured in advertising firms,
hospitals, research & development laboratories, and institutions®. “Despite the fact that the
matrix structure makes it easier to make flexible use of an organization's human resources and
makes it possible to pool and share specialist assets, there is'a substantial problem that arises

regarding task coordination and the stress that is caused by dual supervision.

Hybrid structure comprises one component inténded for.a particular type of structure and another
component for a distinct form of structure. . The development of hybrid structures results from
the amalgamation of the benefits of two different structures, influenced by designers or
organisational modifications. ‘In‘a hybrid structure, transitioning from one segment to another
alters the foundational relationships, resulting in potential ambiguity in hybrid forms.
Conversely, a hybrid structure allows the company to utilise the most effective and adaptable

framework.

The network ‘structure emerges when businesses encounter rapid technological developments,
brief product life cycles, and fragmented, specialised markets. In a network, essential assets are
allocated among several participants, as there is no centralised entity responsible for producing
goods or services; the network functions as a producer or supplier. As a result of the

establishment of a free market economy, partners in a network structure are connected to one
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another through ties with customers and suppliers. The fact that the objects are traded among

network partners in a manner that is analogous to a free market is indicated by this evidence™®.

2.2 Theoretical framework

2.2.1 LibQUAL Model

The LibQual technique is a metric that evaluates the level of satisfaction with. the quality of
library services. It is utilised to collect, analyse, and address consumer comments concerning
service quality. LibQual facilitates a systematic assessment of library service quality through
the analysis of user perceptions. LibQual is a suite of services utilised by libraries to request,
monitor, comprehend, and respond to user evaluations of'service quality, as stated on the website
http://libqual.org/®. The Association of Research“Libraries (ARL) has devised a survey
instrument in partnership with the university dibraries of Texas and Texas A&M. This survey is
web-based and has been subjected to a rigorous.evaluation and is designed to assist libraries in
the assessment and enhancement, of library services, the modification of organisational culture,
and the marketing of libraries:. Over 1,300 libraries, encompassing public libraries, health
science libraries, academic law libraries, community college libraries, and college and university
libraries, have participated in LibQual. Some of these libraries engaged as independent entities,
while others were affiliated with various consortiums. In 2017, 3,085 institutional surveys were
administered . in1,383 institutions across 34 countries, with 19 language translations and
exceeding. 2.8 million respondents. Approximately 37% of survey respondents offered

comprehensive input concerning their use of the Library’°.

The quality of library services involves responding to each patron's questions with precision and

expediency. The standard of library services is vital for students' continuous development, and
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their perspectives are critical for evaluating their happiness with the library's contribution to their
learning process. The library must deliver high-quality services, ample information, and
engaging activities, while concurrently addressing the issues encountered by users. To ensure
that libraries provide a crucial function in facilitating an effective learning environment. If the
difficulties remain unresolved, user satisfaction will diminish, making it difficult for'students to
locate desired resources in the library. Consequently, the library must ascertain the type of
explanation required to address the issues posed by the annual influx of new students with
varying needs and expectations. The library should engage in ongoing.improvement to prioritise

quality services, ensuring seamless operations’".

The quality of library services is considered an unobservable variable, as it cannot be measured
directly. LibQUAL provides a methodology for evaluating this service quality by assessing
library patrons’ perceptions across three levels::minimum, perceived, and desired service. These
perceptions are measured across three dimensions: Affect of Service, Information Control, and
Library as Place. The influence of'service pertains to the human component to service quality,
specifically the capabilities and demeanour of librarians in assisting users. The library as a
physical space encompasses the building's resources and environment conducive to both
individual and group study. It is characterised by tangible facilities, ambiance, and guidance,
alongside the librarian's capacity to provide optimal service tailored to the academic disciplines
and needs of patrons. Information control (information access) assesses the robustness and
accessibility of information and resources provided by the library, focussing on the sufficiency of
library materials and the strength of the collections owned. This draft will facilitate the
investigation of discrepancies between users' expectations, perceptions, and minimum acceptable

service levels.
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LibQUAL is a library quality measurement tool that is derived from SERVQUAL. In this
investigation, LibQUAL+ was implemented due to its validation as the fundamental
measurement instrument for cultivating an environment that facilitates effortless information
evaluation and enhancement within libraries. Furthermore, it facilitates the development of
practical quality-assessment instruments for local planning, including the assessment of a
library's collections-related services from the users' perspective, as well as the ‘definition and
measurement of library service quality across institutions. In 1999, LibQUAL+ was established
in response to the demand for alternative assessment methodologies.among members’?. The
Texas A&M University Libraries were the driving force behind the.project. Since the early
1990s, libraries had been utilising a modified version of the SERVQUAL instrument customer
survey widely employed in the private sector to evaluate the quality of their services.
LibQUAL+™ represents a suite of services and mechanisms that libraries use to solicit, monitor,
understand, and act upon users’ perceptions of service quality. It has become a recognised
standard tool for evaluating library services, evolving as an extension of the SERVQUAL model.
Developed through the collaboration of the Association of Research Libraries (ARL), Texas
A&M University faculty.including Colleen Cook and other partners, LibQUAL+™ enables
libraries to identify both their strengths and areas requiring improvement. By systematically
analysing user. feedback, the model supports evidence-based decision-making aimed at

enhancing service quality and aligning resources with user needs’>.

The LibQUAL+™ tool identifies three distinct dimensions of customer perception: minimum,
desired (or optimal), and perceived current service levels. Service quality is analysed by
comparing the perceived level of service with both the minimum and the desired levels. The

difference, or gap, between these levels highlights areas where service qualitymay fall short or
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exceed expectations. Within this framework, the zone of tolerance refers to the range between a
user’s minimum acceptable level of service and their desired level of service, representing the
threshold within which users remain generally satisfied’*. The zone of tolerance represents the
range between the minimum level of service a customer is willing to accept and the level of
service they ideally desire. The LibQUAL + model assists in pinpointing gaps. between
anticipated service levels and the actual experiences of customers with service providers.
Although the LibQUAL+ model has been criticised for its limited interpretability«in measuring
overall library success, it nonetheless holds potential as a tool for predicting users’ intentions to
engage with library services. The model offers library managers-a valuable means of identifying

and addressing user concerns, thereby supporting continuous service improvement.

Furthermore, the LibQUAL+ framework is widely recognised and frequently applied by libraries
to assess, analyse, and respond to user feedback regarding service quality. It has become a
common methodological approach in library studies for evaluating the effectiveness of service

delivery.

The LibQUAL+ model highlights the importance of understanding users’ perspectives and needs
in order to enhanee library services. It evaluates service quality across three key dimensions:
affect of service, information control, and the library as a physical space. The AS dimension
pertains to.users' perceptions regarding the competency, abilities, and support provided by
library staff. The AS dimension focusses on the treatment of the client or user within the library
environment. Similarly, it is noted that the appearance of physical facilities, equipment,
personnel, and communication materials represents key variables within the LP framework. The
LP considered environments that promote study, tranquilly, solitude, a space for reflection, and

an atmosphere suitable for deep thought. The library’s collection is assessed through the
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framework of IC dimensions to determine the extent to which it effectively addresses the needs
of patrons. The central aim of the library is to provide a comprehensive and diverse range of
resources that users can readily access and utilise. Equally important is the role of library staff in
assisting patrons to locate appropriate resources and in offering instruction on strategies for

effective information retrieval 7>,
2.2.2 Situational Leadership Theory

The Situational Leadership Theory now more commonly referred to as.the Situational
Leadership Model was developed by Dr. Paul Hersey and Dr.. Ken. Blanchard during the
development of their textbook Management of Organisational Behaviour. Initially introduced in
1969 as the Life Cycle Theory of Leadership, the framework was rebranded in the mid-1970s as
Situational Leadership Theory’®. This model belongs to a:wider family of two-factor leadership
theories that emerged between the mid-1940s and.the 1960s, including Blake and Mouton’s
Managerial Grid, William James Reddin’s 3D Theory, and Herzberg’s Two-Factor Theory. In
the late 1970s and early 1980s, Hersey-and Blanchard advanced separate interpretations of the
framework: Hersey’s Situational Leadership Model and Blanchard et al.’s Situational Leadership
I (SLI). Subsequently;. Blanchard’s version was trademarked as SLII, while Hersey’s

interpretation retained the original trademark of Situational Leadership-’’.

The Situational. Leadership Model is founded on the premise that no single leadership style is
universally optimal. Rather, effective leadership is task-relevant, with the most successful leaders
adjusting their style to match the performance readiness of individuals or groups, defined in
terms of both capacity and willingness’®. Leadership effectiveness therefore varies not only
according to the characteristics of the follower but also in relation to the specific task, role, or

function to be accomplished. At its core, situational leadership is people-centred, requiring
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leaders to remain flexible and responsive to the demands of changing circumstances. Within
organisational contexts, this approach emphasises the importance of focusing on followers
particularly employees by aligning leadership behaviours with their developmental needs in
order to enhance engagement, growth, and overall performance. The situational leadership style
is used by assessing its employees' readiness and maturity to carry out the work assigned by the

leader”®.

Leadership is defined as a leadership approach in which leaders adapt their style to align with the
specific circumstances and the readiness level of their followers. However, several studies have
questioned the universal applicability of the theory, noting that not all of its prescriptions are
consistently supported by empirical evidence®®. Hersey-and Blanchard conceptualised leadership
style as the degree of task-oriented and relationship-oriented behaviour demonstrated by leaders
toward their followers. Based on varying combinations of high and low levels of these two

dimensions, they identified four distinct behavioural patterns, categorised as S1 through S4.

Table 2.1. Situational Leadership Theory Follower Maturity and Leadership Styles .

S4 S3 S2 S1

Delegating Participating Selling (Coaching)  Telling (Directing)
(Supporting)

Leaders delegate most “Leaders focus on Leaders provide Leaders tell people

of the responsibility  ‘relationships and direction. But they what to do and how
to the group.. They less on providing attempt to sell their to do it.

monitor progress ‘but direction. They 1ideas to get people

are less involved in work with the team on board.

decision-making. and share decision-

making

responsibilities.
Low task behavior. Low task behavior. High task behavior. High task behavior.
Low relationship High  relationship High  relationship Low  relationship
behavior. behavior. behavior. behavior.
Source: "
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None of these leadership styles is universally ideal for every leader in all circumstances.
According to Situational Leadership theory, effective leaders must be adaptable and adjust their
approach based on the specific demands of each situation. Thus, it can be observed that
leadership styles S1 and S2 are primarily task-oriented, emphasising the completion of assigned
work. In contrast, styles S3 and S4 place greater emphasis on supporting team members in

developing their skills and confidence, thereby enabling them to work more autonomously.

Style 1, which is the directing leadership style, is represented by the symbol S1. In that scenario,
the employees' readiness or maturity is low (M1), indicating that the individual or group lacks
the ability or willingness to perform a specific task or activity. “Consequently, the leadership
style will prioritise the provision of instructions to the-employee or group regarding the location,
time, and method of completing a specific task (high directive behaviour). In addition, the leader
will exhibit low supportive behaviour, as it could be perceived as more permissive or as a reward
for subpar performance. The readiness-is deemed moderate when the individual or group is
willing or confident to effectively ‘complete the task Moderate Maturity (M2) despite having a
low or nonexistent ability.In this'context, it is appropriate to apply a coaching leadership style,
corresponding to Style 2 (S2) in the situational leadership model. This approach combines a high
degree of direction with" substantial supportive behaviour, enabling leaders to guide task
execution while. simultaneously fostering the development of skills and confidence among

followers.

The leader must exhibit high levels of directive and supportive behaviour when the ability is low
but the willingness is high. The employee or group will be consistently directed by the leader
through the adoption of appropriate behaviours, which will reinforce enthusiasm and willingness

through supportive behaviour. The employee or group may possess the necessary skills,
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knowledge, or experience to execute a specific task; however, they may be averse or insecure
Moderate to High Maturity (M3). Consequently, the leadership style that should be implemented
is the supporting leadership style, which is associated with S3. The supporting leadership style is
typically employed for moderate to high readiness, in which the leader maintains a two-way
communication between the two parties and allows the employee to participate in the decision-

making process while concurrently taking charge.

An employee showing moderate to high readiness requires less direction and more support to
foster encouragement and motivation. The delegating leadership style, associated with S4, is
defined by the leader's minimal supportive and directive behaviours. This style is appropriate for
individuals or groups with High Maturity (M4), meaning they possess both the capability and
willingness to execute a specific task or activity independently, without necessitating the leader's

involvement or guidance®!.

Hersey and Blanchard contend that the maturity level of the individual or group being led plays a
decisive role in determining the appropriate leadership approach. They identify four levels of
maturity. Low Maturity (M1) represents the lowest level, where individuals lack the knowledge,
skills, or confidence to. perform tasks independently and therefore require significant
encouragement and direction. Moderate Maturity (M2) characterises followers who demonstrate
enthusiasm.and willingness but do not yet possess the competence necessary to complete tasks
effectively. Moderate to High Maturity (M3) describes individuals who have developed greater
skills and show readiness to contribute, yet continue to lack full confidence in their abilities.
Finally, High Maturity (M4) reflects the highest level of maturity, encompassing followers who
are both highly skilled and self-assured, enabling them to work independently with commitment

and competence.
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SUPPORTIVE BEHAVIOR =i

Low DIRECTIVE BEHAVIOR =9 High
Figure 2.1. The Hersey-Blanchard situational leadership model correlates each leadership

style with corresponding maturity levels, as shown %

To apply this concept, consider the maturity of members on your team. The table above
illustrates which leadership style Hersey and Blanchard believe is most beneficial for people at
that degree. of maturity®>. Blanchard and Hersey defined situational leadership style as the
amount of direction and assistance provided to followers. The situational leadership styles they

outlined fell into four categories:

The directing leader assigns duties and tasks to each follower and then closely supervises them.
All major choices are taken by the leader and communicated to the followers. This indicates that

communication is primarily one-way. These leaders tell others what they should do. The
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situational leadership theory identifies four leadership types, the first of which is directing®’.
The directing style is a highly structured technique in which the leader gives explicit instructions
and closely monitors the follower's performance. This method is suited for followers who lack
the information, abilities, or experience to execute a work on their own and it allows for minimal

creativity or independent decision-making.

The leader assumes full accountability for decision-making and problem-solving, while the
follower functions primarily as a passive executor of assigned tasks. This approach proves to be
most efficacious when individuals exhibit both minimal competence and commitment, a
condition identified as readiness level D1. Readiness level D1 is'characterised by a lack of ability
and a reluctance or uncertainty to engage. Moreover, it is important to elucidate that the
directing style is often referred to as crisis leadership, as it is most effective in guiding
subordinates during situations where the emphasis.is placed on the tasks at hand, rather than on
the continuous support provided by thedeader. -Adherents of this approach exhibit a deficiency

in knowledge, skills, or experience neeessary to execute a task autonomously®.

The coaching leader delineates ‘the responsibilities and duties of each follower while
simultaneously inviting ideas and suggestions from them. Decisions are primarily determined by
the leader, yet the communication approach employed is reciprocal. These leaders excel at
articulating. and promoting their concepts. A leader who engages in participatory practices
delegates daily decisions, including the allocation of tasks, to their team members. The leader
involved will assist in guiding discussions and engage in the decision-making process; however,
the final authority resides with the followers. The coaching leadership style is primarily
employed when employees exhibit low to moderate readiness, necessitating considerable support

and guidance from the leader. Therefore, the coaching leadership style is particularly
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appropriate for employees who may lack the necessary skills to execute specific tasks yet possess
a strong desire to learn. This is also indicative of the elevated levels of both supportive and
directive behaviours exhibited in such a context. For example, the employee may require a
mentor who can offer a well-defined framework and ensure the encouragement and cultivation of
appropriate behaviours to achieve the objectives. Furthermore, the coaching leadership style

may indeed fluctuate based on the characteristics of the individual or the collective group.

For instance, certain individuals or collectives may thrive under a more hierarchical leadership
approach, where authority is clearly defined, while others may perform meore effectively in an
environment characterised by a horizontal structure that prometes flexibility in roles and
responsibilities. The transformational, structural, and-ceaching leadership styles exhibit distinct
characteristics, particularly in their adherence to defined.roles, policies, and regulations. They
exhibit a strong focus on achieving objectives, whether pertaining to personal, collective, or
organisational aspirations, and adeptly-manage their workforce through varying degrees of
oversight, tailored to the specific needs and behavioural characteristics of their employees that
require encouragement. Therefore, given that the previously discussed leadership styles are
interconnected and. exhibit similar traits, they will collectively be designated as the

transformational leadetship style®.

The leader-who delegate’s remains engaged in the decision-making processes of the workgroup
and assists in problem-solving, yet the final authority resides with the followers. Indeed, within
the framework of this situational leadership approach, it is the followers who determine the
appropriate moments to engage the leader's involvement®®. Leaders employing a delegating

approach empower employees or followers by entrusting them with the responsibility to make

decisions and carry out tasks independently. The delegating approach proves to be most
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efficacious when followers exhibit both high competence and high commitment, a condition
identified as readiness level R4 within the framework of situational leadership theory. The
delegating approach involves the leader offering limited direction and oversight, thereby granting
the follower substantial autonomy and liberty in carrying out the task®’. The leader exhibits
confidence in the follower's capacity to make autonomous decisions and fulfil responsibilities,

while also offering assistance and resources when necessary.

Blanchard and Hersey's situational leadership model acknowledges the significance of the
developmental stage of individuals under leadership. Their theory:posits that the leader's
approach must, to some extent, align with the abilities and dedication of the followers®. The
aforementioned two dimensions were subsequently employed to ascertain the following four

developmental tiers of the individuals being guided:

Table 2.2. Blanchard’s Model: Matching Lieadership Styles to Development Levels.

Low Competence High Commitment
Some Competence Some Competence
High Competence, Variable Commitment
High Competence, High Competence,
Source: %

Blanchard's model of leadership delineates a specific leadership style that is optimally suited to
each level of development. A significant portion of that reasoning aligns with the principles
outlined “in’ Goleman's framework. As previously discussed, the application of situational
leadership within an organisation centres on equipping managers with the ability to recognise the
strengths and limitations of different leadership styles and to apply this understanding effectively
within specific organisational contexts. It is crucial for managers to acknowledge their inherent

leadership style, as this will frequently be the approach they revert to during periods of stress®’.
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Effective leaders within organisations demonstrate the capacity to quickly identify the most
suitable leadership style for a given context and to apply it strategically in order to achieve
superior organisational outcomes. Regardless of the theoretical framework or model used to
explain leadership styles, both Goleman and Blanchard emphasise a common conclusion:

adaptability remains the critical determinant of leadership effectiveness and long-term-success.
2.2.3 Goleman’s Model of Emotional Intelligence

Emotional Intelligence (EI), often referred to as Emotional Quotient (EQ), is typically described
in ways that resonate with both personal and professional ‘experiences. In Working with
Emotional Intelligence, it is defined as the capacity to-recognise and understand one’s own
emotions and those of others, to utilise this awareness as'a source of motivation, and to regulate
emotions effectively across diverse personal and interpersonal contexts’. Daniel Goleman, who
earned his doctorate in psychology from (Harvard. University where he also served as an
instructor has been a leading figure in popularising the concept. His influential work, Emotional
Intelligence: Why It Matters More Than 1Q, was followed by Working with Emotional

Intelligence, further elaborating its applications in organisational life.

Goleman has contributed extensively to the New York Times on topics in behavioural science,
He is co-chairman.of the Consortium for Research on Emotional Intelligence in Organizations,
based at Rutgers University, and co-founder of the Collaborative for Academic, Social, and
Emotional Learning (CASEL), initially established at Yale University’s Child Studies Center and
now housed at the University of Illinois at Chicago. In addition, he serves on the board of the
Mind and Life Institute. Goleman’s enduring interest in emotional intelligence stemmed from the
recognition that a high IQ alone does not necessarily ensure life success, whereas emotional

competencies play a decisive role in both personal fulfilment and professional achievement.
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In Emotional Intelligence, he highlights numerous individuals who, despite their academic
brilliance, encountered significant challenges in social interactions or corporate environments.
In contrast, he recognises individuals who may not have been particularly distinguished or well-
qualified in academic contexts, yet nonetheless achieved remarkable success in their personal
and professional endeavours®!. He proceeded to draw a connection between business ‘acumen and
emotional intelligence. In his subsequent exploration of emotional intelligence, Goleman
identified 25 competencies, expressed as observable behaviours, and emphasised-their pivotal
role in determining performance outcomes. He further illustrated how heightened levels of
emotional intelligence can serve as a critical factor in distinguishing success from failure across

personal and professional domains.

In Emotional Intelligence, Goleman explains how human emotions and behavioural responses
are shaped by the evolutionary development of the brain. He outlines that, over millions of years,
the brain has evolved into three principal-tegions: The brainstem, situated at the base of the brain
and continuous with the spinal cord, represents the most primitive structure and governs basic
survival functions. Above'it lies the limbic system, including the hippocampus, which emerged
later in evolution and plays a central role in regulating physiological processes and automatic
survival responses °2. In the 1980s, Joseph LeDoux recognised the significance of the amygdala
region, which 1s.part of it, The brain stores emotional reactions to visual and other stimuli that

are relévant to survival here”>.

In certain situations, the amygdala can effectively “hijack™ the brain, triggering immediate
emotional reactions before individuals have the opportunity to engage in deliberate thought,
thereby prompting impulsive responses to a given scenario. After having their amygdala

destroyed, humans or mammals exhibit absolutely no emotional symptoms. The neocortex, the
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third and most highly developed region of the brain, encompasses the centres responsible for
higher-order processes such as thinking, memory, and reasoning. In contrast, the amygdala is
capable of initiating impulsive reactions that may, at times, override rational thought and the
capacity for measured responses. This evolutionary design has situated the two primary
regulators of human behavior cognitive intelligence and emotional processing in distinct regions
of the brain, reflecting the interplay between reason and emotion in guiding human action.
Additionally, in certain circumstances, our emotional centres can react.very fast and forcefully,

and they get "input" before our reasoning centers®*.

The implications of this for human behaviour can be dire; if*we remain oblivious to the
circumstances and lack the practice in managing our-immediate emotions, we risk permitting
unsuitable emotional reactions to overshadow actions that are grounded in more thoughtful
alternatives. Our emotions possess a unique form of insight that merits greater exploration,
especially regarding the intuitive guidance they provide. However, when individuals initially
encounter stimuli that evoke, for instance, profound fear, anger, or frustration, their immediate
instinct to respond is derived from the amygdala. In the absence of thoughtful oversight, the
brain defaults to a survival mechanism, prompting instinctual responses that, although potentially

appropriate for the circumstances, lack rational deliberation and may lead to significant errors.

In contemporary society, we find ourselves largely devoid of the necessity to engage in combat
or flee from the perils encountered by our prehistoric ancestors. Although certain instinctual
reactions may prove judicious in specific situations, it is imperative to recognise that the primal
response originating from the brain's emotional centre occurs prior to any rational assessment or
reaction. Emotional intelligence fundamentally involves comprehending this concept and

effectively utilising our emotional insights, while also regulating our reactions to accommodate
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it.  Goleman formulated a framework to elucidate emotional intelligence through five
components he identified: self-awareness, self-regulation, motivation, empathy, and social

skills®®. Each of these elements possesses unique attributes, as delineated below:

Self-awareness involves a thorough examination of how your emotions influence your
performance; employing your values as a compass for decision-making; engaging-in self-
assessment to scrutinise your strengths and weaknesses while gleaning insights from your
experiences; and cultivating a sense of self-confidence and certainty regarding your capabilities,
values, and objectives. Self-regulation involves managing one's temper, mitigating stress through
a positive and proactive mindset, maintaining composure and clarity of thought in high-pressure
situations, effectively managing impulses, and fostering-trustworthiness and self-discipline, drive
for engaging challenges and intellectual stimulation; a pursuit of accomplishment; dedication; a
proactive approach; a hopeful outlook; and“a prefetence-driven method in goal selection.
Empathy encompasses the capacity to understand diverse perspectives, engage with transparency
and integrity, resist the inclination to generalise, and maintain an awareness of cultural nuances.
Furthermore the application of social skills encompasses the art of persuasion, effective
communication with, colleagues, active listening, negotiation, collaboration, conflict resolution,
the capacity to ‘inspire and lead, the ability to initiate and manage change, and the skill to

navigate the emotional landscape of others, especially within group dynamics®®.

The scholar ‘contends that individuals who demonstrate these attributes are more likely to
succeed in senior management positions. Drawing upon evidence from multiple studies, he
shows that senior managers with higher levels of emotional intelligence consistently outperform
their counterparts with lower levels. To illustrate the practical impact of emotional intelligence in

organisational settings, he also presents a series of anecdotal case studies. Furthermore, Goleman
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maintains that emotional intelligence is not a fixed trait but a set of competencies that can be
developed over time. In collaboration with the Hay Group, he introduced the Emotional
Competence Inventory (ECI) as a tool for assessing and strengthening emotional intelligence

within the workplace”’.

The Emotional Competence Inventory (ECI) streamlines the five original components of
emotional intelligence into four domains. Self-awareness refers to the capacity to recognise the
significance of one’s emotions while maintaining a realistic appraisal of personal strengths and
limitations, accompanied by confidence in one’s abilities. Self-management encompasses the
regulation of emotions, integrity and trustworthiness, commitment,-and adaptability in the face of
change. Social competence denotes the ability to-empathise with others, appreciate their
perspectives, and remain attuned to group dynamics-<and interrelationships, while also prioritising
the needs of others particularly clients or consumers. Finally, Social skills that assist others in
their personal growth, effective leadership, influencing abilities, exceptional interpersonal
communication skills, change management abilities, the capacity to resolve disputes and
disputes, the capacity to cultivate and establish positive relationships, and teamwork abilities. In
the Harvard Business Review article "Leadership that gets results®®," Goleman also reported that
he was involved in the research of leadership styles in collaboration with Hay/McBer. Emotional
intelligence refers to the capacity to recognise and regulate one’s own emotions while also
perceiving and responding appropriately to the emotions of others. Over time, various scholars
have developed different models of emotional intelligence, each emphasising distinct dimensions
and applications of the construct. There are several structural differences between them, despite
their striking resemblance. For the purposes of these lessons, Daniel Goleman’s model of

emotional intelligence has been adopted. This framework comprises four interrelated domains:
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self-awareness, self-management, social awareness, and relationship management. °°. The model
was originally introduced in 1998 with five domains and subsequently revised in 2002 into four
domains. The specific competencies associated with each domain are outlined within their
respective categories. Background information regarding each domain in the quadrant is briefly

provided in the subsequent pages.

Table. 2.3. Daniel Goleman’s Emotional Intelligence Quadrant.

Self-Awareness Social Awareness
Emotional self-awareness Accurate self- Empathy Organisational Awareness Service
assessment Self-confidence

Self-Management Relationship.Management

Emotional Self-Control Transparency Influence Inspirational Leadership Developing

Adaptability Achievement Initiative Optimism  Others Change catalyst Building bonds
Conflict Management Teamwork &

Collaboration

Source: *°

Self-awareness, as the foundational'domain of emotional intelligence, underpins the development
of other emotional competencies. Individuals with strong self-awareness possess the ability to
understand their own identity, accurately perceive how they are viewed by others, and recognise
the significance of their role within the broader social and organisational context. This capacity
enables them to align their actions with personal values, anticipate the impact of their behaviour
on others, and navigate complex social environments with greater authenticity and effectiveness.
Self-awareness constitutes the initial phase of introspective self-evaluation, involving an
understanding of both our emotional states and our cognitive reflections on those states'®. This
denotes the ability to recognise and understand one’s own emotions while also acknowledging

their potential impact on others. At its core, self-awareness involves an in-depth understanding of
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one’s emotional states and the underlying factors that give rise to them. Increased awareness of
our emotions facilitates their management and influences our responses to others. Emotional
awareness results from this sequence, which includes Perceive the emotion. Acknowledge the
emotion, identify additional facts. Recognise the emotion and analyse the underlying reasons for
its emergence at that particular moment. Identify the additional emotions that are present or that
preceded it. Consider its purpose, the message it conveys, the demonstration it provides, or the
lessons it aims to impart. Articulate one’s thoughts and emotions clearly, and take action when it
is deemed appropriate. Reflect on the practical value of the response and discern the key lesson

to be derived from the experience.

Self-awareness is fundamental for recognising the fluid nature of emotions and for
understanding the necessity of responding to them appropriately. Equally important is the ability
to evaluate how one’s emotional states influence the feelings and moods of others. The concept
of emotional contagion and its impact-on group behaviour demonstrates that emotions, even
when not intentionally expressed, can.be transferred to others and shape the overall climate of
interaction. Within leadershipand organisational settings, this phenomenon is particularly
significant, as the emeotions displayed by leaders often set the tone for group dynamics,
influencing levels of motivation, trust, and collaboration. Consequently, leaders with heightened
self-awareness are better equipped to regulate their own emotions, mitigate the unintentional
spread’ of negativity, and foster a positive emotional environment that enhances team
performance and organisational effectiveness!®!. Humans are prone to mimicking the facial

expressions of others due to an inbuilt process that is expressed through nonverbal behaviours.

Self-management refers to the extent to which individuals can exercise rational control over their

thoughts, directing them in ways that support adaptive decision-making and purposeful action,
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In order to be able to control our emotions, we must first acknowledge that we are experiencing
them. Self-management, often referred to as self-regulation, may be defined as the capacity to
control one’s behaviours, cognitions, and emotions in an adaptive and flexible manner to achieve
desired outcomes'??. Optimal self-regulation is a key determinant of psychological well-being,
fostering a sense of self-efficacy, confidence, and emotional connectedness with others. Within
the domain of interpersonal relationships, the goal of self-regulation is to enable individuals to
utilise their emotional responses as informative cues for guiding action and managing challenges
effectively. Such adaptive functioning requires the capacity to interpret.emotions not as obstacles
but as signals that can shape constructive behaviour. However, the. development of this skill is
contingent upon self-awareness, as individuals must first possess an accurate understanding of
their internal states before they can regulate them in ways that support both personal growth and

relational harmony.

Emotions can flood the brain, produeing heightened frustration and disrupting cognitive
functioning. This reaction is commonly termed an “amygdala hijack,” referring to the process by
which the amygdala overrides rational thought and triggers an immediate emotional response.
The amygdala serves as.the central hub for emotions and emotional behaviour within the brain.
This region of the brain becomes hyperactive, leading to increased focus and obsession regarding
the source of our distress'®. This significantly hinders the ability to consider alternative
thoughts. You are collaborating with your peer leaders to organise an upcoming camp, different
counsellor claims your idea while presenting it to the group. An exclusive focus on perceived
unfairness can obscure consideration of the broader discussions that take place during planning
sessions. The purpose of self-management is to recognise such emotional reactions as instances

of hijacking and to re-establish mental clarity and task-oriented concentration. Developing
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strategies that enable the brain to respond adaptively to negative emotions is therefore essential.
Among these strategies are cultivating social awareness, practising empathy, strengthening
organisational awareness, and fostering a service-oriented mindset®®.

Social awareness constitutes the ability to accurately perceive and interpret the emotions,
attitudes, and intentions of others within a given context. It requires not only recognising
emotional expressions and behavioural cues but also situating these within. the broader
circumstances that shape individual responses. This capacity enables one to adopt the perspective
of others by engaging empathetic abilities, thereby fostering understanding, strengthening
interpersonal relationships, and facilitating more adaptive and constructive interactions. In
professional and organisational settings, social awareness is ‘particularly critical, as it allows
individuals to anticipate concerns, address discontent, and respond in ways that promote
collaboration and mitigate conflict.

Goleman elucidates that our capacity originates from neurones within an extensive circuitry
linked to the amygdala. They interpret another individual's facial expressions, vocal tone, and
other cues to discern emotions and guide our communication with them. Empathy denotes the
cognitive and emotional mechanisms that connect individuals in diverse interactions, facilitating
the sharing of experiences and comprehension of others!®*. The human brain processes the
reactions of others, while the amygdala and related neural circuits sustain an interpersonal cycle
of emotional exchange. Achieving this requires prior recognition of the emotions expressed by
those mearby, as well as the circumstances that shape them. Social awareness, therefore, entails
identifying individuals who may be dissatisfied with a given task and responding in ways that

alleviate the potential escalation of negative emotions.

83



Relationship management is the ability to use awareness of one’s own emotions and those of
others to handle social interactions effectively, build constructive relationships, and inspire
desired responses. It extends beyond the passive recognition of emotions to actively shaping the
quality of social dynamics in ways that foster trust, collaboration, and positive outcomes.
Relationship management is therefore regarded as the outward expression ofemotional
intelligence in action, integrating the competencies of self-awareness, selfmanagement, and
social awareness into effective interpersonal engagement. This domain is particularly significant
for leadership, teamwork, and service-oriented professions, where sustained interactions with
others determine performance outcomes. In library contexts, for.instance, user satisfaction and
perceptions of service quality are heavily influenced by how well personnel manage relationships
with patrons and colleagues. Effective relationship management ensures that library services are

delivered in a manner that is empathetic, respectful, and user-centered'®.

Relationship management, as conceptualized by Goleman, encompasses several interrelated
competencies which are Influence the ability to persuade and shape the perspectives or actions of
others in constructive ways. Library: personnel with strong influence skills can guide users
toward appropriate resources, encourage adoption of new technologies, and promote a positive
perception of library services. Another one is Conflict Management the capacity to resolve
disagreements productively while maintaining cooperative relationships. In libraries, conflict
may arise between users competing for resources or between staff and users regarding policies.
Effective conflict management ensures that such issues are addressed fairly and diplomatically,

preserving the integrity of service quality.

Relationship management brings about Inspirational Leadership the skill of motivating, guiding,

and uniting individuals or groups toward shared goals. Within the library setting, inspirational
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leadership from library heads or senior staff fosters a shared vision of excellence in service
delivery and motivates personnel to perform at their best. Another one is Teamwork and
Collaboration which build trust and foster cooperation among colleagues. Since libraries function
as collaborative environments where staff must work together to meet user needs, strong
teamwork enhances efficiency, reduces service delays, and contributes to oOverall user
satisfaction. And Developing others ability to mentor, coach, and support colleagues to achieve
their potential. In libraries, staff development not only improves internal capaecity but also
translates into improved service outcomes, as well-trained personnel.are.more competent and

responsive to user demands.
2.2.4 Mintzberg’s Theory of Bureaucracy

Mintzberg's theory of organisational structures stands as a significant contribution to the realm of
strategic management; however, it has largely. been overlooked by academic scholars. The
exploration of conventional organisational ‘structures and their corresponding strategic and
organisational processes occupies ‘an -intriguing position within the strategic management
literature. In a domain that claims to be driven by practical significance, it is our perspective that
a theory as impactful as. Mintzberg's warrants serious consideration, both in a constructive
manner and through eritical analysis. Henry Mintzberg identified ten managerial roles,
classifying-them into three broad categories: interpersonal, informational, and decisional, which

collectively encompass the core responsibilities of managers '%°.

The performance of managerial duties and the requirements attached to these roles may shift
over time for an individual, depending on their level and function within the organizational
hierarchy. Although the ten roles are identified distinctly, they collectively form an integrated

whole. Interpersonal roles serve to unify all aspects of managerial work; the three primary
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interpersonal roles focus predominantly on the dynamics of interpersonal relationships and
Symbolic leader the role of the manager encompasses representing the organisation in all formal
matters'®. The senior executive serves as the legal and social representative of the organisation
to external entities. The supervisor serves as the intermediary between the work group and upper
management, facilitating communication and understanding in both directions. The¢ manager in
the Liaison Role engages with colleagues and individuals beyond the organisation. The senior
manager adopts the liaison role to secure resources and strategic insights, while the supervisor
employs it to maintain the smooth flow of work processes; moreover, the leadership role defines

the relational dynamics between the managers and subordinates 17,

Informational roles ensure the delivery of knowledge: The three informational roles concentrate
on the informational aspects of managerial duties; particularly emphasising the Monitor role.
The responsibilities of a manager entail the. systematic collection and integration of data
pertaining to the organization’s operations, while the Disseminator is tasked with the effective
distribution of this information. The manager's role encompasses the distribution of specialised
knowledge throughout the organisation. The senior manager interacts with and communicates a
more substantial amount of information from external sources than the supervisor does. The
responsibilities of the spokesperson manager encompass the dissemination of the organization's
information within its broader context. As a result, the senior manager is viewed as an expert in
the field, while the supervisor is seen as a figure of authority within a particular unit or

department.

Decisional roles extensively utilise information, comprising four distinct categories. Managers
perform a variety of critical roles within organizations. In the entrepreneur role, they initiate

change, identify innovative ideas, and delegate responsibility for their implementation. As
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disturbance handlers, they address organizational threats by resolving conflicts, implementing
corrective measures, and adapting to environmental challenges. In the resource allocator role,
managers determine the allocation of resources, including personnel, budget, and equipment, to
support organizational priorities. As negotiators, they represent the organization in discussions
with external and internal stakeholders to reach agreements that advance its objectives.
Collectively, these roles ensure that managers guide the organization (effectively while
maintaining stability and fostering innovation. The resource allocator function manager
determines the allocation of resources, establishes schedules, sets budgets; prioritises initiatives,
and selects the areas in which the business will focus its efforts.«.Additionally the negotiator job
manager represents the organisation in negotiations. ' The' senior management determines
decisions for the entire organisation, whilst the supervisor takes decisions pertaining to their
specific work unit, Classification of organizations can be based on three primary factors: the
critical organizational component influencing performance, the main method used to coordinate
operations, and the degree of decentralization, which shows how much decision-making power is

exercised by lower-level members'%;
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Figure: 2.2. The key parts of an organisation!%,

The Key Parts of the Organisation are In the context of a library setting, the strategic apex
consists of top management and their immediate support staff typically the University/ College
Librarian or Director of Library Services, along with senior administrators who oversee the
library's strategic direction and policy formulation. The operative core comprises frontline library
staffs such as librarians, information specialists, and library assistants who interact directly with
users and performethe day-to-day tasks of information provision, cataloguing, and user support.
The middle-line refers to mid- and lower-level managers, such as departmental heads or branch
librarians,-who bridge communication and operational execution between top management and
the, operativestaff. The technostructure includes specialists responsible for planning, analysis,
and system design this may involve cataloguers, systems librarians, digital resource managers,
and data analysts who develop and maintain the technological and procedural framework of the

library. Finally, the support staff provides essential indirect services such as facility maintenance,
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IT support, clerical assistance, procurement, security, and other auxiliary functions that enable

the library to operate smoothly and effectively.

The coordinating mechanism is the second fundamental dimension of an organisation and serves
as its primary coordinating apparatus. It denotes the principal method by which tasks are
structured and coordinated to attain organisational objectives. One method is direet'supervision,
wherein a senior librarian or department head monitors the activities of lower personnel, assuring
compliance with established protocols that embody the ideals of unity.of command and
hierarchical organisation. The standardisation of labour processes is. evident in official job
descriptions and operational procedures that delineate the' execution of duties such as

cataloguing, circulation, and reference services.

Standardization of skills occurs through required educational qualifications and professional
certifications for librarians and other information professionals, ensuring staff are trained to
perform specific roles effectively. Standardization of output involves defining expected
outcomes, which may include user satisfaction benchmarks, circulation targets, usage statistics of
digital resources, or compliance, with institutional service standards though, as in education,
quantifying outcomes in user-centered service environments can be challenging. Lastly, mutual
adjustment is achieved through informal communication and collaboration among library staff,
such as team .meetings, shared planning, and cross-functional coordination, aligning with the
concept.of "linking-pin" leadership that fosters cohesion across various levels and departments

within the library.

The extent of decentralisation represents the third fundamental dimension of an organisation,
specifically referring to the type of decentralisation it utilises. This pertains to the distribution of

decision-making authority among various levels and units within the organisation. Vertical
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decentralisation entails the delegation of authority from senior library management, including the
University/College Librarian or Library Director, to subordinate supervisors and frontline staff.
This structure facilitates decision-making nearer to the service quality point. Horizontal
decentralization refers to the involvement of non-administrative staff, such as librarians,
technicians, and support personnel, in decision-making processes, promoting collaboration
between administrative and professional staff. Selective decentralization occurs when specific
library units such as acquisitions, cataloguing, digital services, user services, and’community
outreach are granted decision-making authority relevant to their specialized functions. This
tailored approach allows each department to respond effectively to user needs while aligning

with the library’s overall strategic goals.

According to Mintzberg, the examination of three essential dimensions the primary coordinating
mechanism, the type of decentralisation, and the most important component of the organization
provides insight into the strategic approach that.an organisation takes and the degree to which it
has successfully implemented its. strategy. This analysis results in five distinct structural
configurations: the simple structure, the machine bureaucracy, the professional bureaucracy, the

divisionalized form, and.the adhocracy. '%.
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Table 2.4. Mintzberg’s Five Organizational structural configurations.

Structural Prime Coordinating Key Part of Type of
Configuration Mechanism Organization Decentralization
Simple structure Direct supervision Strategic apex Vertical and
horizontal
Centralization
Machine bureaucracy  Standardization of Technostructure Limited horizontal
work processes decentralization
Professional Standardization of Operating core Vertical and
bureaucracy skills horizontal
decentralization
Divisionalized form Standardization of Middle line Limited vertical
outputs decentralization
Adhocracy structure Mutual adjustment Support staff Selective
decentralization
Source: 1%

The organisational configurations framework proposed ‘by..Mintzberg identifies six distinct
organisational configurations, with the initial model comprising five; the sixth was introduced
subsequently. The simple structure is characterised by a minimal or absent techno-structure, a
limited number of support personnel, an informal allocation of tasks, little distinction among its
units, and a streamlined management structure''°. The conduct in uncomplicated structures lacks
formalisation, with minimal.utilisation of planning, training, and liaison mechanisms within
these frameworks. In.a straightforward organisational framework, oversight is predominantly
exercised through direct supervision. All significant choices are generally centralised under the
authority of the chief executive officer. The strategic apex serves as the central element of the
structure..  The framework often consists of a singular strategic apex and a dynamic operational
core. Numerous organisations navigate the straightforward framework during their
developmental phases. The settings of the basic structures tend to be straightforward yet

dynamic.
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Single individual can comprehend a simple environment, which allows them to regulate their
decision-making. An organic structure is necessary in a dynamic environment, as the
organisation is unable to foresee its future state and cannot achieve coordination through
standardisation. Key features of the basic structure include the strategic apex, direct supervision,
and centralized authority along vertical and horizontal lines. Such as simple structures. include
small community libraries, newly established academic library branches, privately funded
research libraries, and departmental libraries within a university/ College. These libraries
typically have minimal hierarchical levels, centralized decision-making, and a close-knit staff
where the library manager or head librarian directly oversees most operations. The organisation
comprises the senior manager and several employees in the operational core. The organisation
lacks a techno-structure, and the support personnel is minimal; employees engage in overlapping
responsibilities. For example, in small libraries, librarians and managers often take on multiple
responsibilities that, in larger libraries, would typically be handled by specialized technostructure
or support staff such as managing -budgets; maintaining IT systems, developing policies, and

performing administrative.and clerical tasks.

Frequently, however, small libraries often join regional library cooperatives or consortia that
offer shared services such as access to electronic databases, interlibrary loan systems, staff
training, technical support, and cataloguing assistance to multiple small libraries within a specific
geographie area or network. In small library systems, the library director may serve both as the
head of the entire system and as the manager of a single branch. Directors in such settings must
act as entrepreneurs overseeing daily operations while also shaping strategic direction. Because
of the organization's small size, coordination is usually informal and sustained by tight staff

participation and direct supervision. These libraries frequently react to changes in the
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environment more quickly. Although implementing innovation can be difficult in relatively small
or rural libraries due to limited resources and staffing, their goals emphasise long-term

sustainability and innovation.

The design parameters of the machine bureaucracy can be clearly enumerated as follows: Highly
specialised routine operational tasks; formalised procedures within the operational ‘core; an
abundance of rules, regulations, and formal communication throughout the organisation; large
operational units; reliance on a functional basis for task grouping; relatively centralised decision-
making authority; and a complex administrative structure with clear distinctions between line
and staff functions. The machine bureaucracy relies predominantly on the standardisation of its
operational processes for coordination, making the techno-structure a crucial component of the

organisational framework!!!"

Environments that are simple and stable tend to have a machine bureaucratic structure. Because
complex and dynamic situations do not lend themselves to machine bureaucracy, the processes
inherent to these types of settings.are resistant to prediction, repetition, and standardisation, and
the work itself cannot be reduced to simple tasks. Machine bureaucracies are generally present
in mature organisations that possess sufficient operational volume to support repetition and
standardisation, along with the knowledge necessary to establish the standards they aim to

implement.

The leaders at the strategic apex of these organizations concentrate mainly on optimizing their
bureaucratic systems'!?. This type of structure is characterised as a "performance organisation”
rather than a "problem-solving" entity. Machine bureaucracy has the technostructure as its
fundamental component, standardises work processes as its primary coordinating mechanism,

and employs little horizontal decentralisation. Machine bureaucracy has many characteristics of
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Weber's ideal bureaucracy and is closely related to Hage's mechanistic organisation. The
organisation demonstrates a high level of formalisation and task specialisation. Decisions are
taken at the central level. = The span of management is limited, resulting in a towering
organisational structure with several lines of command from top management to lower tiers of
the company. Minimum horizontal or lateral synchronisation is essential. In addition, machine
bureaucracies feature an extensive techno-structure along with a strong support workforce.
Examples of machine bureaucracy in the library context include large national or-state library
systems, major academic libraries within expansive tertiary networks,.and large municipal
library systems in metropolitan areas. These libraries operate in.relatively stable environments
and emphasize internal efficiency through standardized procedures, hierarchical structures, and
clearly defined roles. While many libraries exhibit some characteristics of machine bureaucracy
such as formalized rules and centralized decision-making most do not fit the model entirely.
However, large urban library systems, such as those in New York, Chicago, or Los Angeles,
align more closely with the machine bureaucracy model due to their size, complexity, and
emphasis on efficiency and control.

Coordination in professional bureaucracies is primarily based on skill standardization and related

factors, including role désign, training, and professional indoctrination'!?,

In professional
bureaucracies, the operational core is staffed with well-trained and thoroughly socialized
specialists; granting them considerable autonomy in performing their tasks. Coordination among
these professionals is largely achieved through the standardization of skills and information,

especially concerning their expectations of one another. Unlike machine bureaucracies, which

establish their own internal standards, professional bureaucracies primarily rely on externally
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derived norms. The professional bureaucracy prioritises authority derived from professional

experience! '+

The strategies of the professional bureaucracy are mostly devised by the individual professionals
inside the organisation. Professional bureaucracy emphasises the operating core, employs skill
standardisation as its main coordinating method, and enacts both vertical and horizontal
decentralisation. The organisation is relatively organised while being decentralised. to afford
autonomy to specialists. Highly qualified professionals provide unconventional services to
clients.  The upper management is constrained in size; there is a scant number of middle
managers; and the techno-structure is frequently streamlined. Nonetheless, the support team is
frequently substantial to provide clerical and maintenance assistance for the professional
operational core. The aims of professional bureaucrats are to innovate and provide exceptional
services. They inhabit intricate yet stable environments and are generally of moderate to large

dimensions.

Coordination challenges are common.. Examples of this organizational structure include
universities, hospitals, andlarge law firms. Certain library systems, notably academic and
research libraries have numerous traits of a professional bureaucracy, particularly regarding staff
professionalism, librarian autonomy, and a more adaptable organisational structure. Libraries are
structured.~.organisations with established roles and procedures; however, they depend
significantly on the expertise and discretion of professionally trained librarians, who possess
considerable autonomy in domains such as collection development, research assistance, and

information literacy education.

This combination of formal organisation and professional autonomy embodies the essential

characteristics of a professional bureaucracy that delivers intricate services via highly skilled
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professionals within a context of structural flexibility. These attributes typically expand the
boundaries of self-directed judgment and professional effectiveness. Similar to attorneys,
physicians, and university professors, academic librarians and research libraries frequently
operate autonomously in specialised domains such as reference services, information literacy
instruction, or topic liaison roles. While they remain in close contact with users;.including
students and faculty, they typically perform their duties with a high degree/ of autonomy and
professional discretion. Librarians are highly trained professionals who deliver information and
support services using their own expertise and preferred methods, often adapting their approach

to meet user needs, even within the framework of institutional policies and standards.

Divisionalized organisations comprise semi-autonomous entities referred to as divisions. The
divisionalized structure likely embodies a variant of a Machine Bureaucracy, functioning as an
operational mechanism for the coordination and control of a large conglomerate that provides
horizontally diversified products or services, operates in a stable environment, and does not
necessitate substantial economies of seale''. In the presence of significant economies of scale, a
thorough analysis of the ‘coststand benefits associated with divisionalisation is essential. The
contemporary structure. of major holding companies or conglomerates usually follows this
model. The divisional form, similar to a professional bureaucracy, consists of semi-independent
units coordinated through a central administration rather than functioning as a fully integrated

organization.

On other hand, in the divisionalized form, such within a professional bureaucracy, the middle-
level units are 'loosely coupled,’ whereas the operating core is made up of professional
individuals. The middle units are commonly known as divisions, with the central administration

designated as the headquarters. Among four different structural configurations, the divisionalized
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form is distinguished from the others by a significant difference. This structure does not extend
fully from the strategic apex to the operating core; instead, it is overlaid on existing structures ''°.
To put it another way, every division contains its own structure. It is especially important that the
divisionalized form depends on the market when organizing units at the end of the middle line.
After these divisions have been established, each one of them is assigned responsibility for

managing the operational functions that are required to serve the markets ‘that they are

responsible for. These divisions are established according to the markets that they serve.

The divisionalized form is characterised by the utilisation of the middle. line as its primary
component, the utilisation of output standardisation as its primary-mechanism for coordination,
and the utilisation of minimal vertical control. At the divisional level, decision-making is
organised in a decentralised manner!!” The several divisions do not work together very well in
terms of coordination. There is some coordination provided by personnel at the corporate level.
Because of this, each division is relatively centralised and has a tendency to resemble a machine
bureaucracy. The corporate office‘serves as the location of the technological infrastructure; it is
responsible for the provision of services to all of the divisions. Each division has support
personnel stationed throughout its premises. The divisionalized management structure is likely

to be adopted by large organisations.

Adhocracy-structure is a type of organisational structure that is characterised by the following
features:-a highly organic structure that involves the least possible formalisation of behaviour;
job specialisation that is based on formal training; a tendency to organise specialists into
functional units in order to improve administrative efficiency while deploying them in small
project teams that are orientated towards the market for task execution; and a reliance on liaison

mechanisms to promote mutual adjustment, which is the primary method of coordination, both
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within and between these teams. When it comes to coordination, the creative organisation is
unable to rely on any form of standardisation. Therefore, adhocracy can be seen as the most
suitable organizational structure for innovative companies that hire and empower talented
employees whose knowledge and abilities have been extensively cultivated through training

programs.

Adhocracies feature a wide range of managerial roles functional, integrating,.and project
managers. The prevalence of project managers arises from the necessity of keeping teams small
to ensure smooth mutual adjustment among participants, necessitating designated leader, or
"manager," for each team. Managers are integral members of project teams, tasked with the
specific job of facilitating collaboration among them:.. As reliance on direct supervision and

formal authority decreases, the line-staff distinction becomes less pronounced.

Adhocracy relies on support staff as its fundamental component, employs mutual adjustment for
coordination, and upholds selected decentralisation patterns. The structure is typically
characterised by low levels of formalisation and decentralisation''®. The techno-structure is
limited because technical specialists are integrated into the organization's operational core. The
support team is substantial to enable the complex framework. Adhocracies engage in non-
routine activities and utilise advanced technology. The primary aim is to foster innovation and
facilitate rapid adaptation to changing circumstances. Adhocracies typically exhibit a medium
size, necessitate adaptability, and employ resources efficiently. Examples of adhocracies include
the aerospace and electronics industries, research and development organisations, and innovative
educational districts. No school districts are completely adhocratic; however, medium-sized

districts in affluent communities may display some characteristics of an adhocracy.
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2.3 Review of Empirical studies

2.3.1 Leadership Style and Service Quality

The study, which explored leadership styles and job satisfaction among library personnel in
Ondo State university libraries, showed that the dominant leadership style was autocratic. It was
observed that management often demonstrates a lack of trust in library personnel to perform their

duties without close supervision and monitoring'!"’

. According to the survey, participants agreed
that frequent meetings were regularly held to show support for the library's policy and mission,
and staff work was regularly assessed to track their development. The results indicate that
library employees are fully aware of and comprehend-all library policies and procedures.
Additionally, discussions regarding policy changes typically involved library personnel before

any actions were implemented, ensuring the accuracy and timeliness of information systems,

while also facilitating direct communication of data to staff.

The research indicated that library leadership empowers subordinates with the independence to
manage problems without «direct. supervision. In complex situations, this leadership style
encourages staff to find solutions on their own, while maintaining a focus on quality and
permitting them.to set. their own control standards. Participants were provided with time and
resources to.pursue their individual developmental goals. The findings revealed that the
leadership styles adopted by leaders play a pivotal role in achieving the library’s objectives.
Approach to leadership fosters an environment where individuals are motivated to reach their
fullest potential, contributing effectively to the goals of the organisation. The investigation
further emphasised the difficulties encountered by library staff concerning job satisfaction in

connection with leadership approaches within university libraries in Ondo State.
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Discriminatory practices in the allocation of allowances, wherein library staff are often
overlooked for bonuses awarded to similarly ranked employees, a deficiency in employee
recognition, the marginalisation of librarians by university authorities, inconsistent salary and
wage disbursements, an insufficient work environment, and ambiguous job descriptions were not
recognised as factors affecting employees' job satisfaction. The research sought to-investigate
the noteworthy correlation between various leadership styles and the level of job satisfaction
experienced by university library staff in Ondo State. The examination employing Pearson’s
Product Moment Correlation reveals a significant association between. leadership styles and the

job satisfaction of university library personnel in Ondo State!'”.

Separate investigation examined the leadership approach. and service quality of librarians at
Kaduna State University Library 2*. This section discusses the study’s findings in relation to
previous research. The research question focused on examining the different types of service
quality available at Kaduna State University Library. The study revealed that services are
available and accessible within thelibrary of Kaduna State University. Kaduna State University
Library provides a variety.of services, such as circulation, reference, customer service, current
awareness, selective.dissemination of information, and e-resources/ICT services. The findings
indicated that librarians in university libraries demonstrated commendable levels of service
delivery; however, it was promptly noted that, notwithstanding this high level of service, the
libraries lack sufficient infrastructural resources to effectively provide these services to their
patrons. It could be posited that the limited availability of certain services in the Kaduna State
University Library may stem from an insufficient provision of infrastructural resources necessary

for effective service quality to users'?’. The implications are that the Kaduna State University
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Library may struggle to provide consistent services without the presence of sufficient and

effective mechanisms for service quality to its users.

This study indicates that a particular leadership style is practiced in the library of Kaduna State
University. Currently, the dominant leadership approach employed at Kaduna State University
Library is the transactional style, with the transformational style also being implemented
subsequently. The results of this study align with a scholar's assertion that Nigerian libraries
require a transformational leadership approach. He believed that transformational leadership
would empower the library to address challenges with sound judgement!?!." This will enable the
library to enhance productivity, operate effectively under pressure, and take accountability for
their actions, while also acknowledging any errors-related to Library service delivery. The
findings imply that transformational leadership enhances librarians’ ability to discharge their

responsibilities efficiently.

Furthermore, the study’s results revealed that transactional leadership was predominant within
the library. The results of this study affirm that the transactional leadership style is characterised
by leaders who encourage and motivate their employees®. This leadership approach encourages
organisation for prompt.action in response to changes that will benefit both leaders and
employees, «yielding immediate results. Transformational leaders empower and develop
employees~to. assume responsibility within their respective departments and for any tasks
assigned-to them. Consequently, they enable employees to perform their designated tasks with

autonomy.

The study has effectively examined the impact of leadership style on service quality by librarians
at Kaduna State University Library. The leadership approach adopted significantly impacts how

librarians deliver services at Kaduna State University Library. It is an essential factor that can
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enhance both effective and efficient service quality within the library. In conclusion, to ensure
the continued effectiveness of service quality at Kaduna State University Library can be
sustained by upholding the leadership style currently in place. According to the study’s results,
strengthening adaptability, mission alignment, engagement, and consistency in Kaduna State
University Library can enhance librarians’ service delivery. Consequently, in view of'the current
leadership approach and service provision within the Kaduna State University«Library, it is
crucial for both the federal and state governments to scale up their efforts to ensure'the continued
effectiveness of service quality in this institution®’.

Further analysis was conducted to assess how leadership styles affect the job performance of

library staff in public university libraries in North-Central Nigeria'*?

. A survey research design
was employed, through which information was systematically gathered from the participants.
The study involved 421 participants, including \140 librarians and 281 library officers and
assistants, selected from public universities in the North-Central states of Nigeria. Total
enumeration method was employed to. select these 421 research subjects for the investigation.
Data were gathered utilising a self-created, validated, and pretested instrument, demonstrating
Cronbach’s alpha reliability coefficients of 0.801 and 0.750. The results further showed that the
democratic leadership style was predominantly adopted by librarians and library managers, with
an average score of 3.51. In contrast, the autocratic and laissez-faire leadership styles received
comparatively lower ratings were notably absent, receiving scores of 2.95 and 1.93, respectively,
among librarians and library managers in public university libraries in North-Central Nigeria.
Furthermore, the study revealed that library personnel at the surveyed universities in North-

Central Nigeria performed commendably, attaining an overall score 3.24. The results obtained

from testing the null hypotheses revealed a positive relationship between leadership style and the
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job performance of library personnel (r = 0.542, p < .05). In view of the results, it is
recommended that library leaders adopt a blend of autocratic and democratic leadership
approaches to boost job performance among staff. Furthermore, the findings suggest that a
laissez-faire leadership style should not be implemented, as it is unlikely to foster improved

performance among library staff 1?2,
2.3.2 Emotional Intelligence and Service Quality

The study analyzed how librarians’ emotional intelligence relates to the satisfaction levels of
users at the University of Guilan, Iran '?*. The findings of this, study tevealed that librarians’
emotional intelligence is a significant determinant of user satisfaction in libraries. Competent and
effective personnel are crucial assets for attaining<an organization's objectives. One of the
factors that significantly influence individual organisational behaviour is emotional intelligence.
Effectively managing emotions and feelings can, significantly enhance employees' productivity
within an organisation. The satisfaction of clients stands as a crucial indicator of both the
efficiency and effectiveness of organisations. Furthermore, the current landscape of information
systems in libraries has fostered.a competitive atmosphere. To thrive in a competitive
information landscape, academic libraries seek to improve the standard of their services.
Enhancing user satisfaction at libraries seems achievable by prioritising emotional intelligence as

a crucial factor in the hiring process for librarians.

Nonetheless; emotional intelligence is presently not given significant consideration in the hiring
of librarians. The research outcomes showed that the average ratings for emotional intelligence
and its associated dimensions of self-management, self-awareness, social awareness, and
relationship management exceeded the benchmark, suggesting the emotional intelligence of

librarians at the University of Guilan is at a commendable level. The high emotional intelligence
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of librarians at the University of Guilan seems to stem from their ongoing interactions with
students, professors, and other professionals. This engagement allows them to enhance their
emotional intelligence skills through self-study, ultimately leading to greater effectiveness and

efficiency in their roles.

Moreover, the results demonstrate that, within the factors contributing to user-satisfaction,
“librarian’s trust,” “librarian’s patience,” and “librarian’s guidance” exhibited: the highest

9% ¢

averages. In contrast, the aspects of “sharing personal issues with the librarian,” “expressing
confidential matters to the librarian without fear,” and “the level of librarian’s support” showed
the lowest averages. Patron satisfaction with the librarians within.the University of Guilan can
be attributed due to the majority of librarians employed there hold a degree in librarianship.

Librarians have undergone essential training through undergraduate courses focused on the

fundamentals of reference work, in addition to management courses at the postgraduate level.

Earlier investigations have concentrated on the link between librarians’ emotional intelligence
and their proficiency levels of job. satisfaction and communication abilities.  This study
represents a pioneering effort in'exploring the connection between the emotional intelligence of
librarians and user satisfaction, as emphasized in the literature review. The study’s findings
reveal that user satisfaction is most strongly associated with self-management component among
the librarians.at the University of Guilan. This suggests that individuals with the ability to
regulate their ‘emotions utilize, positive mental states to support themselves and uphold their
position in the face of challenges, and who drive themselves through the attainment of their
goals, will perform effectively in managing the library and addressing the needs of academic

libraries users. This is a key measure of library effectiveness and growth. A prior investigation
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conducted by Mills et al. demonstrated that EI served as a successful approach for fostering

interactions between users and librarians'?>.

Empirical research has been conducted in the field of librarianship concerning the influence of
emotional intelligence on the quality of library services. The review found that emotional
intelligence is a vital determinant affecting the service quality of high school«libraries in
Minahasa Regency, Indonesia'?*. The aim of the study was to demonstrate the impact of
emotional intelligence, creativity, and work ethic on the quality of service delivered by the high
school library in the Minahasa Regency. The sample for the study included 70 librarians, chosen
through a methodical and uncomplicated random sampling approach:. The results and hypothesis
testing indicate a clear and positive relationship between emotional intelligence and the quality
of service provided by high school libraries in the Minahasa Regency. This finding is backed by
a study showing that higher emotional intelligence.among librarians is positively associated with

increased user satisfaction in the libraries-of'the University of Guilan, Iran 3%,

This study examined the impact.of librarians' emotional intelligence on conflict resolution in
private university libraries located in the South-west and South-South regions of Nigeria'*>- The
investigation employed a'survey research design indicated that the conflict management skills of
librarians were imfluenced by their emotional intelligence: According to the report, private
university-libraries should address librarian miscommunications and work to improve their
emotional intelligence. This is supported by a study that also shows a strong positive relationship
between the effective management of university libraries and the emotional intelligence of

librarians .

Furthermore, a study indicated that emotional intelligence significantly enhances work

productivity among librarians in selected academic libraries in Oyo State, Nigeria'?®. The
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ANOVA results revealed that self-awareness, self-management, social awareness, and
relationship management collectively and positively account for 52.1% of the variance in library

t, 17 indicated a noteworthy positive correlation

work productivity, from an alternative viewpoin
between the job performance of staff in academic libraries in Edo State and their emotional

intelligence. Specifically, the job performance of library personnel was found to be.correlated

with an increase in emotional intelligence.

The findings from these studies highlight significance of emotional intelligence in enabling
libraries and their staff to fulfil both individual and collective objectives; ensuring that user needs
are met satisfactorily for everyone involved. Nonetheless, the existing studies do not investigate
the direct influence of emotional intelligence on serviee quality, particularly in relation to the

dimensions outlined in the Libqual model of library serviee quality '%%.

The study indicated that the emotional intelligence of librarians are significantly high, with a
grand mean of 4.10. This study aligns with\!*®." Emotional intelligence plays a crucial role in
librarianship field, given inherent characteristics of the profession. Emotional intelligence
allows librarians to offerempathetic support, manage conflicts, and adjust to changing
circumstances, which in turn boosts their job satisfaction and overall effectiveness. The results
demonstrated a significant degree of emotional intelligence among librarians employed in

academic libraries!?> 1%

2.3.3 Organisational Structure and Library Service Quality

The situational contingencies framework underscores the necessity of examining influence of
conditions on organisational structure and administrative behaviour, while the strategic choice
approach focusses on the decisions taken by organisational leaders concerning products and

markets and their effect on organisational forms. This model incorporates strategy and posits that
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managers' perceptions, preferences, and choices interact with the adaptation process to

environmental demands to attain objectives!>* 13!,

While the contingency framework has
produced numerous empirical studies on various factors influencing organisational structure, this

research predominantly emphasises the individual and isolated effects of these aspects.

This analysis concludes that bureaucratic organisational structures are more suitable for stable
and predictable environments'*, less structured and decentralised structure is advantageous in
unstable and unpredictable environments; additionally, a functional hierarchy is deemed
advantageous when products are technologically related, but as product and market diversity
increases (diversification), divisional structures become more favourable. Ultimately, more
adaptable decentralised and divisional organisational structures are crucial in emerging markets.
However, as the organisation acquires experience and ‘tasks become more predictable, a
transition to a more centralised and functional structure is required'*. This study seeks to
advance the second line of research by analysing the primary elements that influence the
organisational structure of consortium.enterprises located in Catalonia, Spain. This document
presents an initial examination of possible limitations on particular components based on
contingency theory and.the strategic choice approach, concerning a typology of organisational
models. The major objective is to provide a comprehensive study that deepens the understanding
of organisational design, the interaction between business attributes and the environment, and
organisational behaviour. The organisational structure is defined as the systematic division,

categorisation, and coordination of work tasks.

The organisational structure can be viewed as the framework of the organisation, establishing a
basis upon which its operations are conducted. Dalton classified the organisational structure into

traditional hierarchical organisations and high-performance organisations. A traditional
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hierarchical organisation is characterised by an extensive and intricate administrative framework,
marked by job specialisation and a set of complex regulations that adhere to the principle of
hierarchical authority, job specialisation, and formalised rules. An organisation characterised by
high performance is referred to as an organic organisation, meticulously structured to maximise
individual potential and foster an extraordinary ability to achieve outstanding results'**. An
organic organisation is characterised by its dynamic nature and flexible structure, allowing it to

adjust its size and activities in response to evolving external and internal demands.

The organisational structure can be understood as the framework through which authority and
accountability are distributed within the entity, guiding the operational processes undertaken by
its members. An academic referenced eight dimensions of organisational structure:
formalisation, specialisation, standardisation, centralisation, professionalism, complexity,
hierarchy of authority, and personnel ratios'3>. “Previous studies have shown the beneficial
influence of task attributes on employees'.emotional outcomes, including job motivation and job
satisfaction. The conclusions drawn from these studies have faced scrutiny for overlooking the
contextual factors of the.job:environment and their potential influence on the dependent
variables. Such criticisms could be considered valid, as numerous elements beyond task

characteristics influence job performance'’.

The objective .of the investigation was to ascertain the efficacy of administrators in both public
and private universities in Kenya perceived the types of organisational structures that were
present in those institutions. It also looked into how they perceived these structures and how they
affected the management practices that dictated the quality of management in those institutions.
According to the overall index score, 67.8% of private university managers concurred that

bureaucratic characteristics were present in their institutions. Compared to public universities,
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where 61.2% of managers agreed that their organisational structures exhibited bureaucratic
characteristics, this was somewhat higher. The second goal was to find out how managers felt
about the impact of organisational structure on the management quality dimensions in Kenyan

universities.

According to the total percentage results, 65.6% of managers at private universities and 64.2%
of managers at public universities agreed that organisational structures_had an impact on
management quality. The perceptions of university managers on the quality. of management in
terms of prompt decision-making, teamwork, authority delegation, communication channels, and
adaptable organisational structure did not differ statistically significantly. University managers'
perceptions of how organisational structure affects-customer satisfaction varied statistically
significantly'*?. The study examined the impact of labour.division and authority hierarchy on the
effectiveness of principals in public senior secondary schools in Rivers State. A descriptive
design was employed. The population. for this study comprised 275 principals from public
senior secondary schools situated in Rivers State. The sample comprised 153 principals from
public secondary schools situated.in*Rivers State. A self-constructed questionnaire, named
Impact of Division.of.Labour and Hierarchy of Authority on Principals Role Performance
Questionnaire, comprising 13 items, was employed for data collection. The established reliability
coefficients were 0.71 and 0.79, determined using Cronbach alpha. The mean and standard
deviation were used to tackle the research questions, while z-test statistics were applied to assess

the hypotheses.

According to the findings, male and female principals' average scores on how the authority
structure affects their role performance do not differ significantly. Additionally, A significant

disparity was observed in the mean scores of seasoned versus less seasoned principals regarding
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the impact of labour division on their role execution in secondary schools within Rivers State,
Nigeria. Findings indicate that school leaders granted complete autonomy in managing their
institutions; they are more likely to develop improved concepts and innovations that contribute to
effective governance. The recommendation is that the organisational structure of institutions in
Rivers State should be restructured to provide principals with greater opportunities to take

initiative in their roles within secondary schools'3®.

Destination Management Organisations play an extremely important role in making certain that
these initiatives are executed in a coordinated and efficient manner. “This study proposed an
organisational structure for Destination Management Organisations.. The analyses conducted led
to the identification of this structure as the Professional Bureaucracy, in line with Minzberg's
classification. A key characteristic of professional bureaucracies is the acknowledgement of
considerable autonomy, which involves granting authority and responsibility to individuals or
teams operating at the ground level. Ewvery region with tourist attractions should possess the
autonomy to make independent decisions regarding their destinations. The domain that will
guarantee the efficacy of the destinations is the operational field. In the context of professional
bureaucracy, the significance of the support unit, referred to as the staff unit, is heightened within
a local destination. As decisions unfold at the destination, securing support from business
experts is crucial for this structure. These experts may come from the theoretical realm of
academia or.may be professionals actively engaged in practical applications. The component
referred to as techno-structure holds minimal significance within the professional bureaucracy.
Nonetheless, while it may hold less structural significance, the relevance of technical
infrastructure in contemporary conditions is undeniable. The significance of technological

infrastructure is paramount for the effective coordination of destinations. A professional
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bureaucracy can function effectively within both complex and static external environments due
to its structured organisational framework. This investigation should likewise be conducted for

local destinations at the community level, incorporating the insights of experts from each

stakeholder group'!!.
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2.4 Conceptual Model

Independent Variables

Leadership Style Dependent Variable

Directive leadership style

Coaching leadership style
Hol

Supportive leadership style
Ho4

Delegating leadership style

; : Service Quality
Emotional Intelligence

Affect of service

Self-
elf-awareness Ho2

Self-management Information control
Social Awareness

Relationship Management

Library as place

Organisational Structure

Simple structure Ho3

Machine bureaucracy

Professional bureaucracy

Divisionalized form

Adhocracy structure

Fig 2.3: Self Constructed Conceptual Model on Leadership Style, Emotional
Intelligence, Organisational Structure and Service Quality.

Sources: Researcher, 2024
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From construct in the models and theories that underpins this study on Leadership style,
Emotional intelligence, Organisational structure and service quality among library personnel in
colleges of education, South-west, Nigeria Conceptual model made up of the dependent and
independents variables in this study was developed. The conceptual model shows the nexus
between dependent and independent variables of the research. The dependent variable is on
service quality by library personnel in college of education in South-west, Nigeria. Specific
components were used to examine service qualities which are Affect of service; information

control and library as place.

For the independent variables, directive leadership style, coaching leadership style, supportive
leadership style and delegating leadership style formed the specific components of leadership
style in the study while Emotional intelligence components comprise of self-awareness, self-
management, social awareness and relationship. management of library personnel in college of
education in South-west Nigeria, and-simple- structure, machine bureaucracy, professional
bureaucracy, divisionalise form and ‘adhocracy structure were used to examine organizational

structure.
2.5 Summary of the Reviewed Literature

The reviewed literature emphasizes evolving and critical role of libraries, particularly college of
education. Traditionally serving as places for book storage and study, libraries have now
transformed’ into dynamic, multifaceted information service centers. College of education
libraries are expected not only to store and organise information but also address the diverse and
changing information demands of students, faculty, and scholar. Transformation requires

libraries to be proactive, technologically equipped, and user-oriented. Libraries have evolved
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from passive repositories of books into active service providers in learning and research, offering

digital resources, internet access, and tailored services to meet users' specific needs.

Service quality in libraries is defined by how well they meet or exceed user expectations,
encompassing both tangible and intangible elements like reliability, responsiveness, assurance,
empathy, and the physical surrounding, the ultimate goal being user satisfaction through timely,
accurate, and relevant information delivery. Factors influencing service quality include
knowledgeable and responsive staff, adequate technology and infrastructure, an understanding of
user expectations, and effective management strategies that emphasize continuous improvement,
user-centered approaches, and quality assurance. Tools like SERVQUAL and LibQUAL+ are
utilised for evaluation library service quality by collecting users’ feedback on various aspects

like service affect, information control, and library environment.

User satisfaction directly reflects service quality and is influenced by factors such as timely
access to resources, courteous service, and helpful staff, which in turn drive user loyalty and the
library's relevance. Given the fast-paced changes in academic and technological environments,
libraries must continuously innovate, offering personalized services, digital literacy programs,
and collaborative metworking to stay relevant. To meet these demands, libraries must balance
traditional reles with modern expectations, invest in staff training, upgrade infrastructure, and
foster a user-driven service culture while recognizing the subjective nature of service quality and
striving .to meet diverse user needs. In summary, the literature underscores that library service
quality is multidimensional and integral to academic success. Continuous improvement, user
engagement, and strategic planning are pivotal for maintaining high-quality services in academic

libraries.
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The LibQUAL model is to assess how well library services meet users' expectations and identify
gaps in service quality. Originating from the SERVQUAL model used in the private sector, it is
applied for strategic planning, identifying strengths and weaknesses, improving services, and
fostering a culture of continual improvement. The model measures the service quality assessed
by three essential dimensions: The Affect of Service, which evaluates staff attitude, competence,
and willingness to help; Information Control evaluates the accessibility, sufficiency, and
usability of library materials, whereas Library as Place reviews the library's physical
environment, including facilities and ambiance. The measurement framework includes three
levels of user perception minimum acceptable service, perceived service level, and desired
service level and difference between these levels forms'a "zone of tolerance," indicating user

satisfaction and areas where services may fall short or exceed expectations.

The LibQUAL model offers several benefits, ‘including encouraging continuous improvement,
providing user-centered feedback, helping align.services with user expectations, and identifying
gaps for actionable change. However, its limitations include potential issues with interpretability
when assessing overall library suceess and its focus on perception, which may not always align
with actual performance. LibQUAL is a comprehensive, standardized tool that helps libraries
enhance user satisfaction by focusing on measurable service dimensions, user expectations, and

systematic feedback.

Leadership styles encompass the various behavioral methodologies employed by leaders to
influence, motivate, and guide their teams in the pursuit of organisational objectives. The
formation of these styles is influenced by the leader's character, life experiences, emotional
acumen, and cognitive framework. Effective leaders recognise the necessity of modifying their

approach to meet the distinct requirements of a given context, thereby ensuring coherence with
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team objectives and stakeholder anticipations. In library settings, particularly academic libraries,
leadership style is essential for smooth operations and staff productivity, as poor leadership can
lead to inefficiency and low morale. Scholars have identified various leadership styles, including
supportive, coaching, delegating, and directive, all of which significantly impact organisational
culture, employee satisfaction, and performance. Modern leadership emphasizes transformational
qualities, with leaders acting as change agents by inspiring shared visions, promoting innovation,
and empowering others. Effective leadership should foster collaboration, align individual and
organisational goals, and drive change, rather than merely managing routine tasks. Ultimately,
effective leadership is situational and strategic, plays a crucial role in determining the success of
individuals and groups, including libraries by influencing behaviors, enabling innovation, and

ensuring goal achievement through appropriate leadership styles.

Directive leadership involves leaders providing clear instructions and expecting strict adherence
to their directives, with minimal employee involvement in decision-making. This style ensures
quick decision-making, clearly defines.roles, and boosts performance through structure and
discipline, but can demotivate employees, stifle creativity, and create over-reliance on the leader,
especially if personal interests override organisational goals. Coaching leadership focuses on
supporting employee “growth' and self-leadership to enhance performance and innovation,
improving communication, fostering self-confidence, and building strong leader-employee
relationships. However, it can lead to inconsistency and requires long-term commitment and
skilled“leadership. Supportive leadership places a great emphasis on attending to the practical
and emotional needs of staff members, establishing a productive workplace that lowers stress,
boosts job satisfaction, and cultivates close relationships with coworkers. It works well for

enhancing participation but may be less effective in fast-paced, high-autonomy environments.
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Delegating leadership entails leaders supplying resources while granting subordinates complete
authority over decision-making and problem-solving, fostering autonomy, satisfaction, and
innovation in skilled teams. However, it can be risky with inexperienced teams, leading to poor

decisions and weak coordination if leaders appear disengaged.

Emotional intelligence involves the ability to recognise, understand, manage;-and. utilise
emotions skillfully, promoting stress alleviation, efficient communication, and empathy for
others, overcoming obstacles, and conflict resolution. Frequently regarded as more significant
than conventional measures of intelligence, emotional intelligence is, pivotal in determining
individual fulfilment, professional achievement, and the efficacy.of leadership. It is rooted in the
brain's processing of emotions, particularly the limbic_system, where the amygdala triggers
immediate emotional responses to perceived threats, a process known as "amygdala hijacking."
Through self-awareness and self-regulation, “individuals can pause reactions and respond
rationally. The fundamental elements of.emotional intelligence include self-awareness, which
involves understanding one's emotions, and limitations; self-regulation, which entails managing
emotions constructively; motivation, driven by intrinsic goals; empathy, or understanding others'
emotions; and social.skills, which help in managing relationships, inspiring others, and resolving
conflicts. These skills are both intra-personal and inter-personal, and those who master them tend
to excel in their interactions. Individuals with high emotional intelligence in the workplace
demonstrate .superior communication skills, problem-solvers, and team players, with studies
showingit is a key factor in leadership, impacting the ability to motivate, influence, and build
trust. While EI can be learned, consistent practice, especially under stress, leads to stronger

relationships, clearer thinking, and more efficient decision-making.
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Organisational structure encompasses the arrangement of roles, responsibilities, relationships,
and processes within an organisation, all aimed at efficiently achieving specific goals. It defines
how tasks are divided, coordinated, and supervised to ensure effective performance and is often
represented by an organisational chart. The structure provides a framework outlining hierarchy,
authority, communication, and division of labor to align work processes, control behavior, and
facilitate goal achievement. Factors influencing organisational structure include task complexity,
role clarity, responsibility, expertise, and communication patterns. A key distinction in
organisational structure is centralisation vs. decentralisation: ‘centralised organisations
concentrate decision-making at the top, while decentralised organisations distribute authority
across levels, encouraging more participation. Formalisation refers to the degree of documented
regulations and protocols, which provide consistency but can reduce flexibility. Organisational
structure types include simple, functional, .multidivisional, matrix, hybrid, network, and

bureaucratic structures, each serving different organisational needs.

Henry Mintzberg’s theory of organizational structure identifies five distinct configurations that
organizations typically adopt, each suited to different environments and goals. These include the
Simple Structure,»which.is centralized and flexible, often used in small or entrepreneurial
settings; Machine Bureaucracy, marked by formalized procedures and a clear hierarchy, ideal for
stable and routine operations; Professional Bureaucracy, characterised by reliance on the
expertise of trained professionals and decentralised decision-making, is prevalent in institutions
such as universities and hospitals; Divisionalized structure, wherein semi-autonomous units
function under a central headquarters, characteristic of large, varied organisations; and
Adhocracy is a dynamic and innovative framework that prioritises flexibility, innovation, and

collaborative problem-solving, suited for complex and rapidly changing environments.
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Mintzberg’s model links organizational design with strategic function, offering a practical lens

for analyzing how structure impacts performance.

While the reviewed literature provides substantial insight into library service quality, leadership
styles, emotional intelligence, and organisational structure as distinct areas of study, there
remains a notable gap in integrated research that examines how these elements interact
particularly within the specific context of colleges of education. Many current studies, primarily
concentrate on discrete elements, including the assessment and enhancement of library service
quality through instruments like LibQUAL, examining the effect. ofleadership styles on
employees morale or organisational culture within library setting, investigating emotional
intelligence as a determinant of individual or leadership efficacy, and scrutinising the design and
operational roles of organisational frameworks in academie  institutions. However, there is
limited empirical evidence addressing how_.<leadership behaviors, including emotional
intelligence, interact with different organisational structures to influence library service quality in
colleges of education. Specifically, research has yet to explore whether certain leadership styles
such as coaching or supportive aré.more effective within particular structural models, such as

bureaucratic or hybrid systems, in improving service.

Additionally, the. mediating role of emotional intelligence in the relationship between
organisational structure “and customer satisfaction remains underexplored. The unique
characteristics of colleges of education such as specific user expectations, institutional
objectives, and. resource constraints also set them apart from universities and public libraries,
further emphasizing the need for context-specific analysis. Therefore, the critical gap lies in the
lack of integrated research that considers how leadership styles and emotional intelligence,
within the framework of existing organisational structures, collectively influence service quality

in colleges of education.
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Chapter Three
Methodology

This chapter presents the methodology adopted for this study. It provides information on the
research design, population of study, sampling techniques and procedures, the. research
instrument, validity of the research instrument and the method of data analysis adopted for this

study.
3.1 Research Design

The mixed method approach and survey research design which. 1swa combination of descriptive
and qualitative was adopted for this study. This method was adopted due to the flexibility it
provides to obtain relevant data through appropriate. tools such as surveys and interviews,
allowing for the measurement of perceptions and dynamics of the phenomena under study. It
facilitates a precise depiction of the variables being examined and the connections that exist

among them.
3.2 Population of the Study

The population of this study comprised library personnel in 11 College of Education libraries
within South-west, Nigeria. They are 183 library personnel in the College of Education libraries
within South-west Nigeria. Also, 33 library users, with three users selected from each college
library were interviewed. The selection of thirty-three library users three from each of the eleven
Colleges of Education was guided by qualitative sampling principles. This approach ensured
balanced institutional representation, supported maximum variation in user experiences, and fell

within established qualitative sample size norms. The number was also sufficient to achieve data
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saturation while remaining feasible for in-depth interviews. Hence the population for this study is

216. The distribution of the study population is presented in the table 3.1.

Table 3.1: Population Distribution for Library Personnel

S/N College Library Library Library
Personnel Users
1. Federal College of Education (Special), Oyo. 55 3
2. Federal College of Education, Abeokuta, Ogun State. 38 3
3. Federal College of Education Technical-Akoka, Lagos. 19 3
4.  Federal College of Education Iwo, Osun State. 9 3
5. Adeyemi College of Education, Ondo State. 15 3
6.  Federal College of Education Ilawe-Ekiti, State. 9 3
7. Osun State College of Education Ila-Orangun. 14 3
8. Oyo State College of Education, Lanlate. 7 3
9.  Sikiru Adetona College of Education and Tech. Omu Ajose. 9 3
10. Best Legacy College of Education, Ogbomosho. Oyo. 4 3
11. Muftau Olanihun College of Education, Oyo State. 4 3
Total 183 33

Sourcel23456.7,8910.11

3.3 Sample Size and Sampling Technique

The study sample includes all 183 library personnel and 33 library users in the Colleges of
Education within South-west Nigeria. The study employed total enumeration because of the
limited size of the population involved. The selection of 33 library users three from each of the

11 Colleges of Education was guided by qualitative sampling principles. This approach ensured
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balanced institutional representation, supported maximum variation in user experiences, and fell
within established qualitative sample size norms. The number was also sufficient to achieve data

saturation while remaining feasible for in-depth interviews.
3.4 Description of the Research Instrument

The instrument for the dependent variable (Service quality) in this study s a medified
standardised scale based on the LibQUAL model of service quality. The respondents were
interviewed to discuss questions related to the affect of service, the library as a place, and
information control. The following are examples of the «questions: © The library staff
demonstrates a proactive approach to solving information-needs, showing a strong willingness
and readiness to assist users, did they maintain a user-friendly environment, ensuring reliability
in the services and information they provide, while also exhibiting an empathetic nature in their
interactions with patrons. A structured questionnaire was adapted from relevant theories and
established models to guide the development of the study instrument. The questionnaire
employed a Likert scale design, which enabled the researcher to present respondents with a set of
predefined options from which they.could indicate the extent of their agreement or disagreement.
The instrument is made up. of four sections

For staff (Librarians) Section A: contains the demographic information of respondents which are
self-developed. The bio-data of respondents was measured through metrics such as: Name of

Institution/Library, Years of Experience, Educational Qualification, Gender and Age.

Section B: this is library service quality scale; it is designed in line with the libqual model of
library service quality which has three segments namely Affect service, information control and
library as a place and each have four question. Example of the statement is; I do greet users

warmly and make an effort to understand their need. The options provided in this study’s
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questionnaire followed the 4 point likert type’s scale of 4-Very High (VH), 3- High (H), 2-Low

(L) and 1-Very Low (VL).

Section C: it deals with leadership style on library service quality, it contain the four (4) mains
construct of the independent variable namely Directive, coaching, supporting and delegating
leadership style and each have four question. The scale is of four points which are: 4-Strongly
Agree (SA), 3- Agree (A), 2-Disagree (D) and 1-Strongly Disagree. The section contains items
such as our libraries head takes charge of all decision-making processes and:then delegate tasks
to others without much input from your coworkers and Our_libraries head use to motivate

employees and achieve success.

Section D: it contains of twenty items on Emotional dntelligence of librarians in college libraries
within South-west, Nigeria. This was adapted from Daniel.Goleman emotional intelligence scale
and Masrek and Sani Emotional Intelligence seale!?!*, The items were divided into the four
indicators on Emotional intelligence. which are self-awareness, self-management, social
awareness and relationship management. A four 4 point likert types scale 4-Very High (VH), 3-
High (H), 2-Low (L) and I-Very. Low (VL) were used. The section has questions such as I can
voice my feelings.regardless of whether they are unpopular? and I can make compromises as

long as it promotes the overall goals of my library?

Section E: it dealtwith questions on Organisational structure in college libraries within South-
west, Nigeria., Twenty (20) item instrument on Organisational structure. The items are grouped
under the five established dimensions of Organisational structure which are Simple structure,
Machine bureaucracy, Professional bureaucracy, Divionalized form and Adhocracy which are
formatted for a 4-point Likert-type scale 4-Strongly Agree (SA), 3- Agree (A), 2-Disagree (D)

and 1-Strongly Disagree was used. This section has questions such as ‘Communication flows
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directly from the library head to lower level library staff” and “most strategic decisions are made

without consulting lower-level library staff”
3.5 Validity of the Research Instrument

Validity of research instrument focuses on its ability to accurately measure the constructs and
variables inside the study. To ascertain the face and content validity of the research instrument,
the questionnaire was presented to the supervisor and five (5) experts in“the Department of
Library and Information Management, within and outside Lead City University for evaluation.

The amendments and recommendations made contribute to the validity of the instrument.
3.6 Reliability of the Research Instrument

In order to establish the reliability of the instrument,.a pre-test was conducted on thirty (30)
library personnel in the Federal College of Education Okene, Kogi State. This is not included in
the sampled College libraries.The Cronbach’s, Alpha method was used to determine the
reliability coefficients of sections:B, C, D and E of the questionnaire. The reliability of the study
instruments was assessed using Cronbach’s alpha. The results showed that the first scale returned
a reliability coefficient of service quality = 0.72, indicating acceptable internal consistency. The
second scale produced. a leadership style coefficient of = 0.93, demonstrating excellent
reliability. The third scale recorded emotional intelligence = 0.70, meeting the minimum
acceptable threshold for social science research. Finally, the fourth scale yielded organizational
structure =70.73, also reflecting acceptable reliability. Therefore, these results suggest that all

four scales are internally consistent and suitable for use in the study '*!°.
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3.7 Method of Data Collection

Letter of introduction and project attestation was obtained from the Department of Information
Management, Lead City University, which facilitated official permission to conduct the survey
and administer the questionnaire in the Colleges of Education libraries across South-West
Nigeria. In line with established methodological guidance, data were collected using-a structured
questionnaire adapted from relevant theories and models. The instrument employed a Likert
scale format, which enabled the researcher to present respondents with predefined statements and
response options to indicate the extent of their agreement. In addition to.the.questionnaire, semi-
structured interviews were conducted to supplement and validate the quantitative findings. These
interviews were carried out in each college library with.selected users and personnel, following
an interview guide that ensured consistency while allowing participants to express their views
freely. To support the data collection process, four (4) trained research assistants were engaged
to distribute the questionnaire across the.colleges. The assistants completed a two-day training
programme on questionnaire administration, ethical considerations, and communication skills

necessary for effective delivery of the research instruments and efficient data collection.

3.8 Method of Data Analysis

Content analysis was used to interpret the interview with the library users in the institution under
consideration. ‘Descriptive and inferential statistical methods were employed to analyse the
gathered data, ensuring a comprehensive understanding of the research findings. Descriptive
statistics were employed. Specifically, frequency counts, means, and standard deviations was
utilized to analyze demographic characteristics (such as age, gender, education qualification,
year of experience and institutional name) and to respond to the research questions and

inferential statistics was employed to draw conclusions and make generalizations from the
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sample data to the larger population'®. In this regard, multiple regression analysis was used to

test the stated hypotheses.

All analyses were carried out using IBM SPSS Statistics software, version 24, and widely
recognized robust statistical analysis package. SPSS provides a user-friendly interface and a
comprehensive range of statistical functions that facilitate accurate data management, analysis,

and interpretation'’.
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Chapter Four
Results and Discussion of Findings
4.1 Questionnaire Administration & Return

This chapter deals with data presentation, analysis and the interpretation of the results.
The results and discussion of findings are presented based on demographic characteristics of the
respondents, research questions and hypotheses, a total of 183 questionnaires were administered,
of which 151 were returned. Out of these, 147 were duly completed and ‘deemed usable.
Additionally, 33 library users were scheduled to participate in the interviews; however, only 21

were available. The response results are presented in Table 4:1.

Table 4.1: Response Rate

Response Frequency Percent
Returned and used 147 80.33%
Not returned 31 16.94%
Returned but not adequately filled 4 2.19%
Total no of copies of the questionnaire distributed 183 100%

Source: Field Survey, 2025.

4.2 Demographic Data Analysis
The following are the socio-demographic characteristics of the respondents.

Table 4.2: Socio-demographic Characteristics of the Respondents N =147

Variable Category Frequency Percent (%)
Gender Male 81 55.1
Female 66 44.9
Age 20-30 years 14 9.5
31-40 years 49 33.3
41-50 years 33 22.4
51 years and above 51 34.7
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Frequency

Variable Category Percent (%)

Educational Qualification National Certificate of Education ) 14
(NCE) '
Bachelor’s Degree (BSc) 40 27.2
Master’s Degree (MSc) 59 40.1
Master of Philosophy (MPhil.) 35 23.8
Doctor of Philosophy (PhD) 8 54
Others 3 2.0

Years of Experience 1 — 5 years 71 48.3
6 — 10 years 5 3.4
11— 15 years 4 2.7
16 — 20 years 21 14.3
21 years and above 46 31.3

Source: Field Survey, 2025.

Table 4.2. The results showed that the majority of respondents were male. Most of the
participants were aged 51 years and above. In terms of educational qualifications, the highest
proportion of respondents held a master’s degree. Furthermore, the data revealed that most

respondents had more than 20 years of wotking experience.
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4.2.1 Research Question
The following research questions were answered:

Research Question 1: What is the level of service quality among Library personnel in College
of Education libraries in South-west Nigeria?

Table 4.3: Descriptive Analysis of Responses on Level of Service Quality

Statements Very High Low Very  Mean _ Std.
High Low X Dev.
Affect of Service
I do greet users warmly and make an effort to 116 30 1 0 3.78 1 043
understand their need (78.9%)  (20.4%)  (0.7%)  (0.0%)
I have the ability to remain calm and composed 70 71 6 0 344 0.57
when dealing with difficult users (47.6%) (48.3%) (4.1%) < (0.0%)
I remember regular users or tailor services to 68 75 4 0 344  0.55
meet specific needs (46.3%)  (51.0%) _(2.7%). (0.0%)
I quickly and timely respond to user inquiries 79 61 7 0 349  0.59
(either in-person, by phone, or online). (53.7%) (41.5%) (4.8%) (0.0%)
Weighted mean 3.54
Information Control
I have ability to accurately identify and retrieve 91 55 1 0 3.61 0.50
relevant information for users (61.9%) (37.4%) (0.7%) (0.0%)
I ensure that users can easily locate and retrieve 62 67 18 0 330 0.68
needed information. (422%) (45.6%) (12.2%) (0.0%)
Ensuring needed materials are present and.up to 64 83 0 0 3.44 0.50
date (43.5%) (56.5%) (0.0%) (0.0%)
I offer information literacy instruction, helping 71 50 9 17 3.19  0.99
users become independent researchers (48.3%) (34.0%) (6.1%) (11.6%
)

Weighted mean 3.39
Library as a Place
Facilities and «equipment in our library are well 46 89 11 1 322 0.61
maintained and functional (31.3%) (60.5%) (7.5%) (0.7%)
Our library seat and study space is comfortable 80 55 10 12 345  0.68

(54.4%) (37.4%) (6.8%) (1.4%)
I ‘contribute ,to a friendly and inclusive 61 66 19 1 327 071
atmosphere (41.5%) (44.9%) (12.9%) (0.7%)
My attitude and presence help users feel 66 76 4 1 341 0.58
welcome, safe, and respected 44.9%) (51.7%) (2.7%) (0.7%)
Weighted mean 3.34
Grand mean 3.42

Decision Rule: 1.00-1.74=Very low, 1.75-2.49=Low, 2.50-3.24=High, 3.25-4.00=Very high
Source: Field Survey, 2025.
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Table 4.3 revealed that a large majority of respondents rated their affective service delivery very
highly. Most librarians reported that they warmly welcome users and seek to understand their
needs, maintain composure when handling difficult patrons, remember frequent users and
personalize services accordingly, and respond promptly to inquiries across communication
channels. Overall, the section recorded a weighted x of 3.54, indicating a very high level of

affective service performance.

Interview responses strongly support these findings. All wusers interviewed expressed
appreciation for the welcoming attitude of library staff, describing them as polite, respectful,
patient, and approachable. Users noted that staffs were consistently eager and willing to assist,
making it easy to ask for help when needed. Many respondents emphasized that the friendliness
and patience of staff reduced anxiety during information searches and created a supportive
environment. Users further highlighted that library personnel actively engage with them during
information searches by asking clarifying questions, demonstrating how to use reference tools
and electronic databases, and suggesting alternative resources when requested materials are
unavailable. However, a few users.observed that the quality of assistance could vary depending
on staff workload, availability of resources, and prior training. Overall, the interviews confirm
that the affective behaviour of library staff plays a significant role in enhancing user satisfaction

and confidence.

The findings reveal that respondents demonstrated a high level of effectiveness in information
control within the College of Education libraries. The overall mean score for this section was X =
3.39, indicating that library personnel generally possess strong capability in identifying and
retrieving relevant information, ensuring accessibility of needed resources, maintaining up-to-

date collections, and providing information literacy support to users. This mean value shows that
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the respondents’ perception of service quality in information control falls within the high

category.

Interview findings provide further explanation for these results. Users reported using multiple
strategies to locate information, including consulting librarians, accessing electronic databases
and online journals, using reference services, browsing shelves, and attending library-organised
training sessions. Many users acknowledged that librarians play a crucial role in guiding them
through electronic databases and helping them refine search queries, especially, when dealing
with complex information needs. Despite these strengths, several users recounted difficulties
such as inability to locate specific books or journals due to stock limitations, challenges with
database searching skills, technical issues, and being-overwhelmed by excessive search results.
Others pointed to outdated or insufficient resources in certain subject areas. Importantly, users
consistently noted that assistance from library. staff through explanations, alternative resource
suggestions, and demonstrations of search techniques was central to overcoming these
challenges. Overall, the interviews reveal that while information control challenges exist,

proactive staff support significantly mitigates their impact.

With respect to the library as a place, the analysis shows a high level of satisfaction among
respondents: The section recorded a weighted mean score of x = 3.34, indicating that facilities,
equipment;. study. spaces, and the overall atmosphere were generally perceived positively.
Furthermore, the grand mean for service quality among library personnel was x = 3.42, which
falls within the high category based on the decision rule. This implies that the overall level of
service quality delivered by library personnel in Colleges of Education libraries in South-west

Nigeria was consistently high.
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Interview responses further illuminate these findings. Users described memorable library
experiences shaped by both professional staff assistance and the supportive physical
environment. Many recalled receiving personalised guidance from staff during challenging
information searches and gaining long-term research skills through staff-led instruction on
catalogues, databases, and reference tools. However, users also identified areas for improvement
in the physical environment. Common suggestions included the provision of more spacious and
comfortable seating, improved lighting and ventilation, modern furniture, expanded computer
access, reliable internet connectivity, clearer signage, and better organisation of library spaces.
Some users also emphasized the need for improved accessibility.features to accommodate users
with physical challenges. Overall, interviewees agreed that enhancements to the physical

environment would further improve their learning and research experiences.
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Research Question 2: What is the prevailing leadership style employed by library personnel in

College of Education libraries in South-west Nigeria?

Table 4.4: Descriptive Analysis of Responses on Prevailing Leadership Style Employed

Statements Strongly Agree Disagree Strongly Mean Std.
Agree Disagree X Dev.

Directive Leadership Style

Our libraries head takes charge of all 39 73 34 1 3:02.. 0.73
decision-making processes and then delegate  (26.5%)  (49.7%) (23.1%) (0.7%)

tasks to others without much input from your

coworkers

Our libraries head helps to create a stable 40 98 7 2 320  0.58
environment where individuals know what is  (27.2%)  (66.7%) (4.8%) (1.4%)

expected of them and how they should act to

achieve the goals set.

Our libraries head ensure you adhere to strict 66 73 8 0 339  0.59
policies and procedures (44.9%) (49.7%) (5:4%) (0.0%)
Our libraries head provide directions, 56 72 19 0 3.25 0.67

supervise your team and check in frequently  (38.1%)  (49.0%) (12.9%) (0.0%)
to verify overall progress.

Weighted mean 3.22
Coaching Leadership Style

Our libraries head use to motivate employees 41 78 28 0 3.09 0.68
and achieve success. (27.9%) (53.1%) (19.0%) (0.0%)

Our libraries head creates an environment 46 91 10 0 324  0.57
where employees feel valued. (31.3%) (61.9%) (6.8%) (0.0%)

Our libraries head creating an environment 27 91 29 0 2.99 0.62

where conversations flow freely andideas are  (18.4%) (61.9%) (19.7%) (0.0%)
exchanged without hesitation.

Our libraries head always looking for ways to 66 71 10 0 3.38 0.61
help team members learn and'thrive, through:  (44.9%)  (48.3%) (6.8%) (0.0%)

Seminars, Workshops, Courses and training,

and Additional resources.

Weighted mean 3.18
Supportive Leadership Style
Our libraries: head hear out every team 22 94 31 0 2.94 0.60

member;.ask their opinions, inputs, and ideas,  (15.0%)  (63.9%) (21.1%) (0.0%)
and value their contributions.

Our libraries head look at what team 38 93 16 0 3.15 0.59

members need and work with them to finda  (25.9%)  (63.3%) (10.9%) (0.0%)
solution.
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Statements Strongly  Agree  Disagr Strongly Mean Std.
Agree ee Disagree X Dev.

Our libraries head work with the member 13 104 30 0 2.88 0.53
until he or she is empowered and skilled  (8.8%)  (70.7%) (20.4%) (0.0%)

enough to handle tasks with minimal

supervision in the future.

Our libraries help colleagues overcome the 57 81 9 0 333 ©.0.59
challenges they encounter (38.8%)  (55.1%) (6.1%) (0.0%)
Weighted mean 3.08

Delegating Leadership Style Impact

Our libraries head trusted team members are 35 112 0 0 3.24 043

to decide on the best approach and tools to  (23.8%) (76.2%)  (0.0%) (0.0%)
use.

Our libraries head checks in periodically to 34 94 19 0 3.10  0.59

ensure the project is on track but does not  (23.1%) (63.9%) (12.9%) (0:0%)
interfere with the technical decisions made
by the team.

Our libraries head provide the necessary 43 73 14 17 297 092

resources and support but do not closely  (29.3%)  (49.7%). . (9.5%) (11.6%)
oversee the work.

Our libraries head embrace new creativity 42 96 9 0 3.22 0.55
and innovation (28.6%)  (65.3%) (6.1%) (0.0%)

Weighted mean 3.13

Grand mean 3.15

Decision Rule: 1.00-1.74=Very.low, 1.75-2.49=Low, 2.50-3.24=High, 3.25-4.00=Very high
Source: Field Survey, 2025.

Table 4.4 revealed.that, 26.5% of the respondents indicated that their libraries heads take charge
of all decision-making processes and then delegate tasks to others without much input from their
coworkers,. 49.7% stated agree, 23.1% disagreed, while 0.7% mentioned strongly disagree.
Likewise; 27:2% of the respondents indicated that their libraries head help to create a stable
environment where individuals know what is expected of them and how they should act to
achieve the goals set, 66.7% stated agree, 4.8% disagreed, while 1.4% mentioned strongly
disagree. Moreover, 44.9% of the respondents indicated that their libraries heads ensure they

adhere to strict policies and procedures, 49.7% stated agree, while 5.4% mentioned disagree.
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Furthermore, 38.1% of the respondents indicated that their libraries head provide directions,
supervise their team and check in frequently to verify overall progress, 49.0% stated agree, while
12.9% mentioned disagree. It was further revealed that on the average, the respondents’

responses on directive leadership style had a mean of 3.22; indicating that it was high.

Likewise, 27.9% of the respondents indicated that their libraries head use to motivate employees
and achieve success, 53.1% stated agree, while 19.0% mentioned disagree. Moreover,;.31.3% of
the respondents indicated that their libraries head creates an environment where employees feel
valued, 61.9% stated agree, while 6.8% mentioned disagree. Additionally, 18.4% of the
respondents indicated that their libraries head creating an environment where conversations flow
freely and ideas are exchanged without hesitation, 61:9% stated agree, while 19.7% mentioned
disagree. Similarly, 44.9% of the respondents indicated that their libraries heads always looking
for ways to help team members learn and thrive, through seminars, workshops, courses and
training, and additional resources, 48.3%. stated agree, while 6.8% mentioned disagree. In the
results, it was further revealed that.on.the average, that the respondents’ responses on coaching

leadership style had a mean of 3.18; which indicated that it was high.

Table 4.3 revealed.further.that, 15.0% of the respondents indicated that their libraries heads hear
out every team member, ask their opinions, inputs and ideas, and value their contributions,
63.9% stated agree, while 21.1% mentioned disagree. Moreover, 25.9% of the respondents
indicated that their libraries heads look at what team members need and work with them to find a
solution, 63.3% stated agree, while 10.9% mentioned disagree. Besides, 8.8% of the respondents
indicated that their libraries heads work with the members until he or she is empowered and
skilled enough to handle tasks with minimal supervision in the future, 70.7% stated agree, while

20.4% mentioned disagree. In addition, 38.8% of the respondents indicated that their libraries
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help colleagues overcome the challenges they encounter, 55.1% stated agree, while 6.1%
mentioned disagree. It was further revealed that on the average, the respondents’ responses on

supportive leadership style had a mean of 3.08; indicating that it was high.

Also, 23.8% of the respondents indicated that their libraries head trusted team members are to
decide on the best approach and tools to use, while 76.2% mentioned agree. Also;23.1% of the
respondents indicated that their libraries heads check in periodically to ensure the project is on
track but does not interfere with the technical decisions made by the team, 63.9% stated agree,
while 12.9% mentioned disagree. Also, 29.3% of the respondents indicated that their libraries
head provide the necessary resources and support but do not closely oversee the work, 49.7%
stated agree, 9.5% disagreed, while 11.6% mentioned. strongly disagree. Also, 28.6% of the
respondents indicated that their libraries head embrace new creativity and innovation, 65.3%
stated agree, while 6.1% mentioned disagree. It was further revealed that on the average, the
respondents’ responses on delegating leadership-style had X = 3.13; indicating that it was high.
Based on the responses of the respondents Table 4.3, directive leadership style had a x = 3.22
over coaching leadership style (x'=3.18), supportive leadership style (x =3.08) and delegating
leadership style impact(x =3.13). It shows that directive leadership style had the highest mean,
followed by. coaching leadership style and delegating leadership style impact, while supportive
leadership_style ‘was rated fourth. This indicated that directive leadership style was the most
prevailing leadership style employed by library personnel in College of Education libraries in

South-west Nigeria.
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Research Question 3: What is the level of emotional intelligence among library personnel in

College of Education libraries in South-west Nigeria?

Table 4.5: Descriptive Analysis of Responses on Emotional Intelligence

Statements Very High Low Very  Mean  Std.
High Low X Dev.

Self-Awareness

As an information manager, I understand 87 60 0 0 3.59 0.49
clearly where I should be taking the library to  (59.2%)  (40.8%)  (0.0%)  (0.0%)

I can voice my feelings regardless of whether 78 69 0 0 3.53 0.50

they are unpopular (53.1%)  (46.9%) (0.0%) (0.0%)

I often recognize that my feelings and 35 77 35 0 2.76 1.06

emotions affect others at work (23.8%)  (52.4%) (23.8%) . (0.0%)

I perceive myself as a self-confident person 35 95 17 0 3.12 0.58
(23.8%)  (64.6%). (11.6%) (0.0%)

Weighted mean 3.25

Self-Management

I can make compromises as long as it 35 104 8 0 3.18 0.51

promotes the overall goals of my library (23.8%). .(70.7%) (5.4%) (0.0%)

I am always sensitive of the moods and 35 77 35 0 3.00 0.69

feelings of my fellow staff (23.8%)  (52.4%) (23.8%) (0.0%)

I am often willing to tolerate my subordinates 35 112 0 0 3.24 0.43

(whether they bring frustrations,or delays) (23.8%) (76.2%)  (0.0%)  (0.0%)

I have a stable temperament 43 104 0 0 3.29 0.46

(29.3%) (70.7%) (0.0%) (0.0%)
Social Awareness

I always treat'my fellow staff with dignity 87 60 0 0 3.59 0.49
and respect (59.2%) (40.8%) (0.0%) (0.0%)
I often considerthe feelings of my fellow 52 95 0 0 3.35 0.48
staff in thelibrary (35.4%)  (64.6%)  (0.0%)  (0.0%)
I often work hard to meet the needs of the 60 52 35 0 2.93 1.17

library users and as well help to achieve the (40.8%)  (35.4%) (23.8%) (0.0%)
library goals

I can hardly hurt the feelings of my fellow 52 95 0 0 3.35 0.48
staff in the library (35.4%)  (64.6%) (0.0%) (0.0%)
Weighted mean 3.31
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Statements Strongly  Agree  Disagr Strongly Mean Std.
Agree ee Disagree X Dev.

Relationship Management 35 112 0 0 324 043
I rapport with a wide circle of people (23.8%) (76.2%) (0.0%) (0.0%)
including my fellow library staff

I am able to network effectively to support 35 77 35 0 3.00 0.69
the goals of my library (23.8%)  (52.4%) (23.8%) (0.0%)
I can effectively persuade members of library 43 104 0 0 3:29 0.46

staff to work towards a shared vision and (29.3%)  (70.7%)  (0.0%)  (0.0%)
goal

I have strong expertise in building and 35 95 17 0 312 0.58
leading teams outside the library work force (23.8%)  (64.6%) (11.6%) (0.0%)

Weighted mean 3.16

Grand mean 3.21

Decision Rule: 1.00-1.74=Very low, 1.75-2.49=Low, 2.50-3.24=High, 3.25-4.00=Very high
Source: Field Survey, 2025.

In Table 4.5, the level of emotional intelligence among library personnel was examined across
five dimensions. For self-awareness, 59.2% of the respondents indicated very high that they
clearly understand where they should be taking the library to, while 40.8% stated high. Similarly,
53.1% reported very high that they can voice their feelings even if unpopular, and 46.9% stated
high. However, only 23.8% of the respondents indicated very high that they often recognize how
their feelings affect others at work, while 52.4% stated high and 23.8% stated low. Regarding
self-confidence, 23.8% expressed very high, 64.6% rated high, and 11.6% stated low. The

weighted mean for self-awareness was 3.25, indicating a high level.

For self-management, 23.8% rated very high and 70.7% rated high that they can compromise to
promote library goals, while 5.4% stated low. In terms of sensitivity to colleagues’ moods,
23.8% indicated very high, 52.4% high, and 23.8% low. A total of 23.8% reported very high
willingness to tolerate subordinates, while 76.2% rated high. Moreover, 29.3% reported very

high that they maintain a stable temperament, and 70.7% rated high. The weighted mean was
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3.18, also indicating a high level of self-management. For social awareness, 59.2% of the
respondents indicated very high that they always treat fellow staff with dignity and respect, and
40.8% rated high. Considering others’ feelings, 35.4% rated very high, while 64.6% indicated
high. In meeting user needs, 40.8% indicated very high, 35.4% rated high, and 23.8% rated low.
On not hurting colleagues’ feelings, 35.4% reported very high and 64.6% rated high. The
weighted mean was 3.31, showing a high level of social awareness. Finally, for relationship
management, 23.8% rated very high that they maintain rapport with a wide circle of colleagues,
while 76.2% rated high. On networking, 23.8% rated very high, 52.4% rated high, and 23.8%
indicated low. With regard to persuading colleagues to work toward shared goals, 29.3%
reported very high and 70.7% rated high. For team-building expertise, 23.8% rated very high,
64.6% high, and 11.6% low. The weighted X was 3.16, which also falls within the high range.
Table 4.4 reveals that the grand mean for emotional intelligence among library personnel was
3.21, which indicated that high. This implies that the level of emotional intelligence was high

among library personnel in Colleges of Education libraries in South-west Nigeria.
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Research Question 4: What is the most prevalent organisational structure in College of

Education libraries in South-west Nigeria?

Table 4.6: Descriptive Analysis of Responses on Most Prevalent Organizational Structure

Statements Strongly Agree  Disagree Strongly Mean  Std.
Agree Disagree X Dev.

Simple structure

Communication flows directly from the 35 112 0 0 2.52 0.85
library head to lower level library staff. (23.8%) (76.2%) (0.0%) (0.0%)

There is limited formalization (few written 78 69 0 0 2.53 0.50
rules or procedures) in our library. (53.1%) (46.9%) (0.0%) (0.0%)

There are few management layers in my 87 60 0 0 2.59 0.49
library. (59.2%)  (40.8%) (0.0%) (0:0%)

Library staff has direct access to library 35 112 0 0 2.76 0.43
head. (23.8%)  (76.2%) (0:0%) (0.0%)

Weighted mean 2.60
Machine Bureaucracy

Most strategic decisions are made without 0 61 86 0 2.42 0.49
consulting lower-level library staff (0.0%) (415%)  (58.5%) (0.0%)

Work processes are standardized across 8 139 0 0 3.05 0.23
departments in the library (5:4%) (94.6%) (0.0%) (0.0%)

Library personnel have little input in 0 105 42 0 2.71 0.45
library changes (0.0%) (71.4%)  (28.6%) (0.0%)

Job training focuses only on_one area of 35 78 34 0 3.01 0.69
expertise. (23.8%) (53.1%) (23.1%) (0.0%)

Weighted mean 2.80
Professional Bureaucracy

There is a clear distinction between 34 113 0 0 3.23 0.42

technical/administrative roles and (23.1%)  (76.9%) (0.0%) (0.0%)
professional roles.

Library personnel are trusted to manage 34 78 35 0 2.99 0.69
their tasksindependently. (23.1%)  (53.1%)  (23.8%) (0.0%)

Decision-making is largely decentralized to 34 105 8 0 3.18 0.51
professionals. (23.1%) (71.4%) (5.4%) (0.0%)

Administrative staff in library mainly 35 112 0 0 3.24 0.43
provide support services to professionals (23.8%)  (76.2%) (0.0%) (0.0%)

Weighted mean 3.16
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Statements Strongly Agree  Disagree Strongly Mean  Std.
Agree Disagree Dev.

Divisionalised Form

The library is divided into distinct 51 88 8 0 3.29 0.56
departments or branches with specific (34.7%) (59.9%) (5.4%) (0.0%)
functions.

Strategic decisions are made by central 34 113 0 0 3.23 0.42
administration, not branch units. (23.1%) (76.9%) (0.0%) (0.0%)

Departments are held accountable for their 35 112 0 0 3.24 0.43
individual performance. (23.8%) (76.2%) (0.0%) (0.0%)

There is a formal mechanism in place to 34 78 35 0 2.76 1.06
coordinate activities across divisions. (23.1%) (53.1%)  (23.8%) (0.0%)

Weighted mean 3.13
Adhocracy structure

Creativity and risk-taking are rewarded in 8 104 35 0 2.82 0.51
the library’s culture. (5.4%) (70.7%) . (23.8%) (0.0%)

The library adapts quickly to changes in 35 112 0 0 3.24 0.43
technology or user needs (23.8%) (76:2%) (0.0%) (0.0%)

The library encourages innovation and 35 104 8 0 3.18 0.51
experimentation in service delivery. (23.8%) (70.7%) (5.4%) (0.0%)

There is minimal reliance on rigid 104 8 35 0 2.47 0.85
hierarchy or bureaucracy in library. .(70.7%) (5.4%) (23.8%) (0.0%)

operations

Weighted mean 2.93

Grand mean 2.92

Decision Rule: 1.00-1:74=Very low, 1.75-2.49=Low, 2.50-3.24=High, 3.25-4.00=Very high
Source: Field Survey, 2025.

In Table 4.6, 23.8% of the respondents strongly agreed that communication flows directly from
the library head to lower-level staff, while 76.2% agreed; none indicated disagreement or strong
disagreement. Furthermore, 53.1% strongly agreed and 46.9% agreed that there is limited
formalization (few written rules or procedures) in their library. Similarly, 59.2% strongly agreed
and 40.8% agreed that there are few management layers in the library. Also, 23.8% of the

respondents strongly agreed and 76.2% agreed that library staff have direct access to the library
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head. The weighted mean for the simple structure was 2.60, indicating a high level of agreement.
On the machine bureaucracy dimension, 41.5% of the respondents agreed and 58.5% disagreed
that most strategic decisions are made without consulting lower-level staff. In addition, 5.4%
strongly agreed and 94.6% agreed that work processes are standardised across departments.
Also, 71.4% agreed and 28.6% disagreed that library personnel have little input.in library
changes. Regarding job training focusing on one area of expertise, 23.8% strongly agreed, 53.1%
agreed, while 23.1% disagreed. The weighted mean for this structure was 2.80, also indicating

high agreement.

For the professional bureaucracy, 23.1% strongly agreed and 76.9% agreed that there is a clear
distinction between technical/administrative and professional roles. Moreover, 23.1% strongly
agreed, 53.1% agreed, and 23.8% disagreed that library. personnel are trusted to manage their
tasks independently. Also, 23.1% strongly agreed, 71.4% agreed, while 5.4% disagreed that
decision-making is largely decentralized-to.professionals. Furthermore, 23.8% strongly agreed
and 76.2% agreed that administrative staff mainly provide support services to professionals. The

weighted mean for this category.was 3.16, which is high.

On the divisionalised form, 34.7% strongly agreed, 59.9% agreed, while 5.4% disagreed that the
library is divided into distinct departments or branches. Additionally, 23.1% strongly agreed and
76.9% agreed. that strategic decisions are made by central administration, not branch units.
Equally,23.8% strongly agreed and 76.2% agreed that departments are held accountable for
individual performance. Moreover, 23.1% strongly agreed, 53.1% agreed, while 23.8% disagreed
that there is a formal mechanism to coordinate activities across divisions. The weighted mean for

this form was 3.13, which is high.
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Regarding adhocracy, 5.4% strongly agreed, 70.7% agreed, while 23.8% disagreed that creativity
and risk-taking are rewarded in library culture. Furthermore, 23.8% strongly agreed and 76.2%
agreed that the library adapts quickly to changes in technology or user needs. Also, 23.8%
strongly agreed, 70.7% agreed, while 5.4% disagreed that innovation and experimentation in
service quality are encouraged. However, 70.7% strongly agreed, 5.4% agreed, while 23.8%
disagreed that there is minimal reliance on rigid hierarchy or bureaucracy. The weighted mean
for this form was 2.93, which is high. Based on the responses of the respondents-in Table 4.3,
professional bureaucracy had highest mean out of the five indicators for measuring
organisational structure. This means that professional bureaucracy-was the most prevalent

organisational structure in College of Education libraries in South-west Nigeria.
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4.2.2 Hypotheses
The following hypotheses were tested at 0.05 level of significance:

Hol: There will be no significant influence of leadership style on service quality in College of

Education Libraries in South-west Nigeria.

Table 4.7: Summary of Regression Analysis of Influence of Leadership Style on Service
Quality
Table 4.7a Model Summary

Model R R Square Adjusted R Square  Std. Error of the Estimate
1 0.664 0.440 0.437 2.95650
Table 4.7b ANOVA
Model Sum of Squares Df Mean Square F Sig.
Regression 997.404 1 997.404 114.108 0.000
Residual 1267.426 145 8.741
Total 2264.830 146
Table 4.7¢ Coefficients
Standardized
Unstandardized Coefficients  Coefficients
Model B Std. Error Beta T Sig.
(Constant) 12.097 2.720 4.448 0.000
Leadership Styles 0.574 0.054 0.664 10.682  0.000

Source: Field Survey, 2025.

As presented in Table 4.7a, leadership style had a moderate positive and statistically significant
relationship  with" service quality in College of Education Libraries in South-west Nigeria.
(R=0.664;.p<0.05). The coefficient of determination (Adj. R?) of 0.437 shows that leadership
styles predicted 43.7% of the changes in service quality among library personnel in Colleges of
Education, South-west, Nigeria; This implies that the remaining 56.3% of the variation in service

quality among library personnel in the Colleges of Education is accounted for by other external
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factors not examined in this study. Also, the result yielded a coefficient of 0.440 for the R-

square.

Table 4.7b The ANOVA results assessing the overall model significance of the regression
analysis indicated that leadership styles including directive, coaching, supportive, and delegating
approaches exert a significant influence on service quality in College of Education. libraries in
South-West Nigeria. This was established through the F-value (114.108) and low p-value (0.000)
which was statistically significant at 95% confidence interval. Hence, the result revealed that
leadership styles being adopted in South-west, Nigeria significantly influenced service quality of

the library personnel working in such colleges of education in the study area.

In Table 4.7c, the results of regression coefficients revealed that a positive and statistically
significant influence was reported for leadership style (f=0.664, p=0.000) on service quality in
college of education libraries in South-west, Nigeria., Concerning the results of regression
coefficients in Table 4.7c, which position that at 95% confidence level, it was established that a
unit change in leadership style would lead to a 0.664 increase in the service quality in college of
education libraries in South-west, Nigeria. Given that all other factors are held constant. For the
overall result, a total variation was explained by leadership style (predictor) on service quality
among the dibrary personnel through simple linear regression (R’=0.440, F(1,145)=114.108,
p=0.000).-This implied that, there was a significant influence of leadership style on service
quality in college of education libraries in South-west, Nigeria. The null hypothesis (Hol) was

therefore rejected.
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Ho2: There will be no significant influence of emotional intelligence on service quality in college

of education libraries in South-west Nigeria

Table 4.8: Summary of Regression Analysis of Influence of Emotional Intelligence on
Service Quality

Table 4.8a Model Summary
Std. Error of the
Model R R Square Adjusted R Square Estimate
1 0.458 0.209 0.204 3.51427
Table 4.8b ANOVA
Sum of Mean
Model Squares Df Square F Sig.
Regression 474.069 1 474.069 38.386 0.000
Residual 1790.761 145 12.350
Total 2264.830 146
Table 4.8c Coefficients
Unstandardized Standardized
Coefficients Coefficients
Model B Std. Error Beta T Sig.
(Constant) 28.580 2.031 14.072 0.000
Emotional intelligence 0.194 0.031 0.458 6.196 0.000

Source: Field Survey, 2025.

As shown in Table 4.8a, emotional intelligence exhibited a moderate positive and statistically
significant relationship. with. service quality in College of Education libraries in South-West
Nigeria (R =0.458, p <0.05). The coefficient of determination (Adj. R* = 0.204) indicates that
emotional intelligence accounted for approximately 20.4% of the variation in service quality
among library personnel, while the remaining 79.6% was attributable to other factors beyond the
scope of this study. Similarly, the regression analysis examining organisational structure
including simple structure, machine bureaucracy, professional bureaucracy, divisionalized form,
and adhocracy revealed a significant influence on service quality, with an R-squared value of

0.209, suggesting that about 20.9% of the variation in service quality could be explained by
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differences in organisational structure. These findings collectively highlight that both emotional
intelligence and organisational design play substantial roles in shaping service quality in

academic libraries, even as additional external factors contribute to the overall outcomes.

Additionally, Table 4.8b revealed the results of ANOVA (overall model significance) of
regression test revealed that emotional intelligence (self-awareness, self-management, self-
regulation, social awareness and relationship management) had a significant influence on service
quality in college of education libraries in South-west, Nigeria. This was established through the
F-value (38.386) and low p-value (0.000) which was statistically significant at 95% confidence
interval. Therefore, the result revealed that emotional intelligence being displayed in South-west,
Nigeria significantly influenced service quality of the library personnel working in the colleges

of education in the study area.

In Table 4.8c, the results of regression coefficients revealed that a positive and statistically
significant influence was reported for emotional intelligence (B=0.458, p=0.000) on service
quality in college of education libraries in“South-west, Nigeria. Concerning the results of
regression coefficients in Table4.8c, which position that at 95% confidence level, it was
established that a unit change in emotional intelligence would lead to a 0.458 increase in the
service quality in college.of education libraries in South-west Nigeria; given that all other factors
are held constant. For the overall result, Simple linear regression was conducted to examine the
effect of emotional intelligence on the quality of library services. The analysis revealed that
emotional intelligence significantly predicted service quality, explaining 20.9% of the variance
(R2=10.209, F(1, 145) = 38.386, p < 0.001) among library personnel. This implied that, there was
a significant influence of emotional intelligence on service quality in college of education

libraries in South-west, Nigeria. The null hypothesis (Ho2) was therefore, Rejected.

Ho3: There will be no significant influence of organisational structure on service quality in

college of education libraries in South-west, Nigeria
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Table 4.9: Summary of Regression Analysis of Influence of Organisational Structure on
Service Quality

Table 4.9a Model Summary
Std. Error of the
Model R R Square Adjusted R Square Estimate
1 0.509 0.259 0.254 3.40238
Table 4.9b ANOVA
Sum of
Model Squares Df  Mean Square F Sig.
Regression 586.281 1 586.281 50.645 0.000
Residual 1678.549 145 11.576
Total 2264.830 146
Table 4.9c Coefficients
Standardized

Unstandardized Coefficients Coefficients
Model B Std. Error Beta T Sig.
(Constant) 8.443 4.588 1.840 0.068
Organizational Structure 0.557 0.078 0509  7.117 0.000

Source: Field Survey, 2025.

As presented in Table 4.9a, organisational structure had a moderate positive and statistically
significant relationship with. service quality in college of education libraries in South-west
Nigeria (R=0.509, p<0.05). The coefficient of determination (Adj. R?) of 0.254 shows that
organisational structure predicted 25.4% of the changes in service quality among library
personnel in.Colleges of Education, South-west, Nigeria; while the remaining 74.6% changes in
service quality among the library personnel in the Colleges was explained by other external
factors other than those examined in this study. Equally, the result yielded a coefficient of 0.259

for the R-square.

Table 4.9b The ANOVA results assessing the overall model significance of the regression

analysis indicated that organisational structure including simple structure, machine bureaucracy,
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professional bureaucracy, divisionalized form, and adhocracy exerts a significant influence on
service quality in College of Education libraries in South-West Nigeria. This was established
through the F-value (50.645) and low p-value (0.000) which was statistically significant at 95%
confidence interval. Therefore, the result revealed that organisational structure being adopted in
South-west, Nigeria significantly influenced service quality of the library personnel working in

the colleges of education in the study area.

In Table 4.9c, the results of regression coefficients revealed that apositive and statistically
significant influence was reported for organisational structure (=0.509, p=0.000) on service
quality in college of education libraries in South-west Nigeria. Concerning the results of
regression coefficients in table 4.9c, which position.that at 95% confidence level, it was
established that a unit change in organisational structure. would lead to a 0.509 increase in the
service quality in college of education libraries'in South-west Nigeria; given that all other factors
are held constant. For the overall result, a total variation was explained by organisational
structure (predictor) on service quality among the library personnel through simple linear
regression (R’=0.259, F(1,145)=50.645, p=0.000). This implied that, there was a significant
influence of organisational structure on service quality in college of education libraries in South-

west Nigeria. The null hypothesis (Ho3) was therefore rejected.
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Ho4: There will be no significant combined influence of leadership style, emotional intelligence
and organisational structure on service quality in college of education libraries in South-west

Nigeria.

Table 4.10: Summary of Regression Analysis of Combined Influence of Leadership Style,
Emotional Intelligence and Organisational Structure on Service Quality

Table 4.10a Model Summary

Model R R Square Adjusted R Square Std. Error of the Estimate

1 0.691 0.478 0.467 2.87541

Table 4.10b ANOVA

Model Sum of Squares Df Mean Square F Sig.
Regression 1082.508 3 360.836 43.643 0.000
Residual 1182.322 143 8.268
Total 2264.830 146

Table 4.10c¢ Coefficients

Unstandardized Standardized

Coefficients Coefficients
Model B Std. Error Beta T Sig.
(Constant) 4.384 4.068 1.078 283
Leadership Styles 455 .065 525 7.046 .000
Emotional Intelligence .035 .033 .084 1.069 287
Organisational Structure 196 087 179 2253 026

Source: Field Survey, 2025.

As presented in Table 4.10a, combined influence of leadership style, emotional intelligence and
organisational structure had a moderate positive and statistically significant relationship with
service quality in college of education libraries in South-west Nigeria (R=0.691, p<0.05). The
coefficient of determination (Adj. R2) of 0.467 shows that leadership style, emotional
intelligence and organisational structure predicted 46.7% of the changes in service quality among
library personnel in Colleges of Education, South-west, Nigeria; while the remaining 53.3%
changes in service quality among the library personnel in the Colleges was explained by other

163



external factors other than those examined in this study. Equally, the result yielded a coefficient

of 0.478 for the R-square.

Additionally, Table 4.10b revealed the results of ANOVA (overall model significance) of
regression test revealed that leadership style, emotional intelligence and organisational structure
jointly had a significant influence on service quality in college of education libraries in South-
west Nigeria. This was established through the F-value (43.643) and low p-value (0.000) which
was statistically significant at 95% confidence interval. Therefore, the result, revealed that
leadership style, emotional intelligence and organisational structure being adopted in South-west,
Nigeria significantly had combined influence on service quality of the library personnel working

in the colleges of education in the study area.

In Table 4.10c, the results of regression coefficients revealed that a positive and statistically
significant relative influence was reported for “leadership style ($=0.525, p=0.000) and
organisational structure (=0.179, p=0.026) on service quality in college of education libraries in
South-west Nigeria, emotional intelligence (f=0.084, p=0.287) did not. Concerning the results of
regression coefficients in table 4.10c, which position that at 95% confidence level, it was
established that a«nit change in leadership style and organisational structure would lead to a
0.525 and 0.179 increase in the service quality in college of education libraries in South-west
Nigeria respectively; given that all other factors are held constant. For the overall result, Multiple
linear regression analysis was conducted to examine the combined effect of leadership style,
emotional intelligence, and organisational structure on the quality of library services. The results
indicated that the model was statistically significant, F(3, 143) = 43.643, p < 0.001, and
accounted for approximately 47.8% of the variance in service quality (Adjusted R* = 0.478).

These findings suggest that, collectively, these three factors exert a meaningful influence on the
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effectiveness of library service delivery among personnel. This implied that, there was a
significant combined influence of leadership style, emotional intelligence and organisational
structure on service quality in college of education libraries in South-west Nigeria. The null

hypothesis (H04) was therefore rejected.
4.3 Discussion of Findings

The results of this study on socio-demographic characteristics revealed that, most of the
respondents were male; of which majority of them had master’s degree, with over 20 years
working experience. In research question one, it was established:that, the level of service quality
was high among library personnel in Colleges of Education.libraries in South-west Nigeria. This
was established through the grand mean for service quality:among library personnel, which was
rated high based on the decision rule, the findings of this study reveal that the affective
dimension of service delivery among library personnel in Colleges of Education libraries in
South-west Nigeria is very high. Most of the library personnel agree that they consistently greet
users warmly and make deliberate efforts to understand their needs. This suggests that library
personnel disagree on not only aware of the importance of first impressions but also actively
foster a welcoming environment. Scholars argue that positive interpersonal communication, such
as warm greetings, significantly enhances users’ perceptions of service quality and contributes to

overall satisfaction'.

The findings further reveal that library staff remains calm and composed when dealing with
difficult users, which underscores their emotional intelligence and ability to manage challenging
interactions. It was identified that composure and emotional regulation are critical components of
relationship management, while affirmed that maintaining professional demeanor in stressful

service encounters enhances the credibility and reliability of librarians®*. This suggests that

165



emotional control and patience are essential traits that contribute to user trust in library services.
Another major outcome is that library personnel make deliberate efforts to remember regular
users and tailor services to meet specific needs. This reflects a commitment to personalized
service delivery, which is increasingly recognized as a driver of user loyalty and satisfaction in
academic libraries. It was noted that personalized attention helps align services with users’
unique academic and research goals, while argued that tailoring servicesdemonstrates
responsiveness and adaptability key indicators of high service . quality in< knowledge

institutions'*.

The study also highlights that library personnel respond quickly and in a timely manner to user
inquiries across different platforms, including “in-person, phone, and online. Timely
responsiveness is widely acknowledged as a.critical determinant of service effectiveness. It
included responsiveness as one of the fiveidimensions:of the SERVQUAL model, noting its
central role in shaping user perceptions of service quality”. There was a further observation that
in the digital age, timely responses.are crucial as users increasingly compare library services with
those offered by commercial information providers®. Also argued that prompt and effective
communication helps libraries maintain relevance in the face of growing competition from

search engines and social media platforms’.

The findings of this study indicate that the dimension of information control among library
personnel in Colleges of Education libraries in South-west Nigeria is rated high. Respondents
generally acknowledged that they possess the ability to accurately identify and retrieve relevant
information for users. This reflects the professional competence of library staff, as effective

information retrieval remains a core responsibility of academic libraries. The skill of efficiently
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navigating diverse information resources is critical to meeting the academic and research needs
of users in higher education®. The results further demonstrate that library personnel actively
ensure that users can easily locate and retrieve needed information. Accessible information
systems and clearly organized collections enable users to achieve their academic goals more
efficiently. In the Nigerian context, guiding users to effectively access library materials remains
one of the most valued competencies of academic librarians. Updated collections not only
enhance user satisfaction but also ensure that libraries remain credible sources of information in

an era where students often rely on the internet as an alternative.

The results of this study further indicate that the dimension. of the library as a place was rated
high. Respondents generally agreed that facilities” and'equipment in the libraries are well
maintained and functional, suggesting that infrastructure plays a significant role in shaping user
experiences. Well maintained physical facilities. directly influence how students perceive the
library as a conducive environment for learning and research’. Similarly note that functional
facilities and equipment contribute to. student engagement and the effective utilization of library
resources'’. The findings also reveal that respondents consider the seating and study spaces in
the libraries to be comfortable. Comfortable seating and adequate study space are widely
recognized in the literature as essential for supporting different learning styles and fostering an
environment conducive to concentration!!. As libraries transition from being merely repositories
of books to learning commons, the provision of flexible and user-friendly spaces has became a

key indicator of service quality '2.

Another important aspect of this study is the creation of a friendly and inclusive atmosphere in

the libraries. Respondents affirmed that library personnel contribute to making users feel
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welcome, safe, and respected. This finding resonates with the argument maintains that the library
should function not only as a space for information access but also as a welcoming community
hub that encourages inclusivity and collaboration'®. Recent studies highlight that promoting
inclusivity in Nigerian academic libraries fosters a sense of belonging, which is essential for
student retention and academic success'®. The grand mean for service quality among library
personnel falls within the high category. This implies that the overall level of service quality in
Colleges of Education libraries in Southwest Nigeria is commendable. The high service quality
reflects the personnel’s commitment to maintaining facilities, creating.comfortable study spaces,
fostering inclusivity, and ensuring that user’s feel respected and valued. These findings align
with global perspectives on library service quality, as articulated in the SERVQUAL model,

which identifies tangibles, responsiveness, and empathyas central to user satisfaction'>.

The results of this study reveal that library heads in Colleges of Education libraries in Southwest
Nigeria employ a variety of leadership styles, with directive leadership emerging as the most
prevailing. The directive leadership style recorded the highest mean score, indicating that library
heads frequently take charge of decision-making, set clear expectations, enforce policies, and
supervise progress-closely.. This finding aligns with the observation which explains that directive
leadership is._effective in environments where structure, compliance, and accountability are
crucial for-achieving organizational goals's. In academic libraries, directive leadership may
provide stability and ensure that policies and procedures are consistently followed, which is
critical for maintaining order and efficiency. In addition to directive leadership, the findings
show that coaching leadership was also rated highly. This suggests that library heads make
efforts to create an environment where employees feel valued, motivated, and supported in their

professional growth through opportunities such as workshops, seminars, and training, which
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identifies coaching leadership as one of the styles that fosters long-term development by
empowering employees to learn and thrive. Recent studies in African academic libraries also
confirmed that coaching leadership contributes significantly to staff motivation, skill

development, and adaptability in a rapidly changing information landscape'’.

The supportive leadership style was also evident, though rated lower compared to. ditective and
coaching approaches. The findings suggest that library heads listen to team members, provide
encouragement, and help colleagues overcome challenges, thereby fostering collaboration and a
sense of belonging. This supports the argument, which highlights that supportive leadership
enhances job satisfaction and creates a psychologically safe work environment '®. Within the
Nigerian context, emphasize that supportive leadership, is essential for sustaining positive
interpersonal relationships in library settings,.particularly in addressing workplace stress and
enhancing team morale. Delegating leadership ‘also® featured prominently, with library heads
entrusting team members to make 'decisions, encouraging innovation, and checking in
periodically without micromanaging. This resonates with the findings who suggest that
delegating leadership empowers employees, enhances creativity, and fosters responsibility!®. In
the academic library context, delegating leadership is especially relevant in promoting
professionaltautonomy, ‘which is crucial for staffs that are expected to exercise judgment in
information.organization, reference services, and user education %°. The findings show that while
directive  leadership is the dominant style among library heads, coaching, supportive, and
delegating styles are also present at relatively high levels. This pattern reflects a hybrid approach
to leadership, suggesting that library leaders in Colleges of Education adopt context-specific

strategies to balance authority, guidance, and empowerment. Such a mix is consistent with
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situational leadership theory, which argues that effective leaders adjust their style depending on

the needs of the task, the institution, and the competence of their team members?'.

This study revealed that the level of emotional intelligence among library personnel in Colleges
of Education libraries in Southwest Nigeria was generally high across the core dimensions of
self-awareness, self-management, social awareness, and relationship management. This outcome
underscores the significance of emotional competencies in fostering effective library services,
particularly in academic environments where staff user interactions, are central to service
delivery. Recent scholarship confirms that high emotional “intelligence among library
professionals contributes significantly to innovation, adaptability, and service quality 2. The
findings on self-awareness indicate that library personnel.demonstrated a strong capacity to
understand their emotions, values, and strengths..This suggests that they are able to recognize
how their emotions influence their behavior and interactions with others. Self-awareness is
widely regarded as the foundation of emetional intelligence, enabling individuals to act
consistently with their values and make sound decisions. More recently, scholar found that
academic library personnel in Southwest Nigeria who exhibited strong self-awareness were more
effective in managing institutional repositories, highlighting its role in professional decision-

making and‘information services®.

With respect to self-management, the findings suggest that personnel possess the ability to
regulate their emotions, remain composed under pressure, and adapt their behavior to promote
organizational goals. This reflects Goleman’s assertion that self-management involves emotional
regulation, adaptability, and resilience. In library settings, such competence ensures that staffs

remain calm when dealing with challenging users and also notes that employees with strong self-
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management skills demonstrate higher organizational commitment. This is consistent showed
that emotionally intelligent university library managers in Pakistan were better at handling
conflicts, underscoring the importance of emotional regulation in leadership and service

provision®*.

The results also pointed to a high level of social awareness among respondents, implying that
personnel are sensitive to the needs, feelings, and perspectives of both colleagues and users.
Social awareness fosters empathy and strengthens interpersonal relationships, while highlight its
role in creating positive user experiences. That emotional “intelligence, especially social
awareness, was positively associated with job satisfaction ameng librarians in Delta State,
Nigeria. This underscores the fact that sensitivity”to user needs and collegial relationships

enhances both staff well-being and library service delivery**

In addition, relationship management emerged as a significant strength of library personnel,
suggesting their ability to build rapport, maintain professional networks, and foster teamwork.
This has the capacity to. inspire, influence, and resolve conflicts in collaborative settings.
Recently confirm that librarians-with strong relationship management skills demonstrate greater
creativity and problem-solying abilities, thereby contributing to institutional innovation®?. This is
also in line with 2®;"who in their systematic review emphasized that emotional intelligence

strengthens psychological capital, teamwork, and resilience in professional organizations.

Emotional intelligence enables librarians to demonstrate empathy, patience, and effective
communication qualities that are essential for enhancing user satisfaction and maintaining a
collaborative work environment. This finding highlights the role of human relational skills as a

key determinant of service quality in academic libraries and also resonate with the conclusions
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that emotional intelligence enhances adaptability, resilience, and interpersonal effectiveness?’.
The recent body of evidence further strengthens the argument that emotional intelligence is not
only essential for individual performance but also for sustaining organizational excellence in
academic libraries. By demonstrating high emotional intelligence, library personnel in Colleges
of Education libraries in Southwest Nigeria are better positioned to manage relationships,

address user needs, and sustain high-quality service delivery???32423,

The findings of this study revealed that the most prevalent organizational structure in Colleges of
Education libraries in Southwest Nigeria is the professional“bureaucracy, followed by the
divisionalised form, adhocracy, and machine bureaucracy; while the simple structure was least
common. This indicates that these libraries operate primarily within a framework where
professional staff plays a central role in decision-making, supported by administrative personnel
who provide operational assistance. Such a structure'reflects the nature of academic libraries as
professional service organizations that rely heavily on the expertise and autonomy of trained
personnel to deliver specializedservices. The predominance of the professional bureaucracy
aligns with organizational theory; which describes professional bureaucracies as institutions that
depend on the knowledge-and autonomy of professionals to achieve organizational goals. In the
context of libraries, this structure supports decentralized decision-making, allowing librarians to

exercise professional judgment in information management and user support.

The presence of the divisionalised form as the second most common structure further suggests
that many libraries in this study are organized into distinct departments or branches with central
coordination. This reflects a trend toward accountability and performance measurement across

library divisions, which has been noted in recent studies of higher education institutions.
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Emphasize that divisionalisation fosters specialization while maintaining institutional oversight,
which can enhance efficiency in service delivery when managed effectively?’. The identification
of adhocracy as a moderately prevalent structure demonstrates that some libraries are adapting to
the demands of technological change and user-centered service delivery. Adhocracies emphasize
innovation, flexibility, and responsiveness to external shifts. In the library context, this.structural
form supports experimentation with digital tools and user-focused initiatives.“The machine
bureaucracy, while less dominant, was evident in some libraries through the standardization of
processes and adherence to formal rules and procedures. While this structure provides stability, it
may limit flexibility and staff input in decision-making. Lastly, the simple structure was the least
prevalent, suggesting that few libraries rely on centralized authority and direct communication
from the library head to staff. Although this structure. may facilitate clear communication in
smaller organizations, it may not be sustainable in larger academic libraries where professional

expertise and shared decision-making are Critical.

Taken together, the findings suggest that organizational structures in Colleges of Education
libraries in Southwest Nigeria reflect a blend of professionalism, departmental coordination, and
emerging adaptability. The prominence of the professional bureaucracy indicates that library
services in ‘these institutions rely heavily on the expertise of professional staff, while the
presence cof ‘divisionalisation and adhocracy suggests ongoing structural adjustments to
accommodate specialization, accountability, and technological change. These findings echo
global perspectives that academic libraries must balance professionalism with flexibility to

remain effective in the digital age 8.
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The results of this study established a moderate positive and statistically significant relationship
between leadership style and service quality in Colleges of Education libraries in Southwest
Nigeria. Specifically, leadership styles accounted for less than half average mean of the variance
in service quality, while the remaining variation was attributable to external factors not
considered in this study. This finding confirms that leadership practices play a critical role in
shaping the quality of services delivered by library personnel. The significance of'the regression
model indicates that leadership styles particularly directive, coaching, supportive, and delegating
approaches are key predictors of how library personnel perform and.interact with users. This
suggests that effective leadership not only motivates staff but also enhances user satisfaction,
resource utilization, and the overall perception of the library as a service hub. These findings
corroborate the noted that leadership practices in Nigerian academic libraries directly affect staff

morale, innovation, and responsiveness to user needs?’,

The positive regression coefficient further implies that a unit improvement in leadership style
corresponds with an improvement in service quality. However, the fact that leadership styles
accounted for less than half of the wvariance in service quality also indicates that other factors
such as organizational culture, technological infrastructure, funding, and staff training remain
influential. Recent studies emphasize that leadership must operate in tandem with institutional
support and.resource availability to maximize service quality®’. This underscores the complexity
of service delivery in academic libraries, where leadership is necessary but not solely sufficient
to ensure excellence. In summary, the findings affirm that leadership style significantly and
positively influences service quality in Colleges of Education libraries in Southwest Nigeria.
Effective leaders, by adopting participatory and supportive approaches, create enabling

environments that empower staff to deliver high-quality, user-centered services. These results
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highlight the strategic importance of leadership development programs for library managers,
particularly within institutions seeking to enhance service delivery in an increasingly competitive

and technology-driven educational environment.

The study revealed that emotional intelligence had a moderate positive and statistically
significant relationship with service quality in Colleges of Education libraries in Southwest
Nigeria. Emotional intelligence accounted for approximately one-fifth of the variance in service
quality, while the remaining variance was explained by other external factors. This finding
underscores the role of emotional competencies in enhancing ‘library services, particularly in
academic environments where effective interaction between personnel and users is central to
service delivery. The significance of self-awareness, self-management, social awareness, and
relationship management in predicting service quality highlights the relevance of emotional
intelligence as a professional skill for library ‘personnel. That self-awareness and self-
management form the foundation of emotional intelligence, enabling individuals to regulate their

emotions and act in ways that foster positive outcomes>'.

The positive link between emotional intelligence and service quality observed in this study also
supports the argument noted that emotionally intelligent professionals are more likely to build
trust, communicate “effectively, and maintain collaborative relationships®’. In addition,
relationship management emerged as an especially important predictor of service quality in this
study..This reinforces the perspective which highlighted that individuals skilled in relationship
management are better able to inspire, influence, and sustain teamwork®?. In the context of
libraries, this translates into improved collaboration among staff and more positive interactions

with users, which collectively enhance the perception of service quality.
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The ANOVA results of the regression analysis further indicated that emotional intelligence (self-
awareness, self-management, self-regulation, social awareness and relationship management)
had a significant influence on service quality in college of education libraries in South-west
Nigeria. The implication of this result revealed that emotional intelligence being displayed in
South-west, Nigeria significantly influenced service quality of the library personnel working in
the colleges of education in the study area. Concerning the results of regression coefficients, it
was established that a unit change in emotional intelligence would lead to a 0.458 increase in the
service quality in college of education libraries in South-west Nigeria; given that all other factors
are held constant. The finding of this present study regarding influence.of emotional intelligence
on service quality among library personnel in Colleges of Education libraries in South-west
Nigeria was in line with a previous study which revealed that emotional intelligence of librarians

served as a significant predictor of library users' satisfaction®>,

In the present study, it was established. that emotional intelligence of the respondents had
significant impact on their service. quality among library personnel in Colleges of Education
libraries; and the finding of the previous study equally established library impact of it on service
quality of the respondents.at the University of Guilan, Iran. Furthermore, the outcome of this
study was in line with a finding of another previous study in Indonesia. In this previous study, it
was established that emotional intelligence had influence on the service quality of high school
librariés in Minahasa Regency, Indonesia®*. In the same vein, the finding of this present study
had similar results with previous studies. It corroborates the finding of the study carried out in
Iran, which established that emotional intelligence had relationship with user satisfaction in the

libraries of the University of Guilan, Iran*. The present study was also in agreement with the
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finding of a previous study which established that emotional intelligence significantly enhanced

work productivity among librarians in selected academic libraries in Oyo State, Nigeria*®.

The study also revealed that organisational structure had a moderate, positive, and statistically
significant relationship with service quality among library personnel in Colleges of Education in
Southwest Nigeria. This result indicates that the way libraries are structured whether simple,
bureaucratic, professional, or adaptive directly affects the efficiency and quality of"services
provided to users. In particular, a flexible and well-defined structure, enhances coordination,
decision-making, and accountability, which in turn improves usér satisfaction and overall library
performance. This outcome aligns with 37 classical theory. of organisational structure, which
highlights how structural forms such as professional “bureaucracy or adhocracy influence
efficiency and adaptability in knowledge-based institutions. Overall, the results of this study
highlight that the organisational structures adopted in Colleges of Education libraries in
Southwest Nigeria play a critical role'in shaping service quality. By promoting professional
autonomy while ensuring coordination through supportive administrative systems, these libraries
enhance their capacity to deliver reliable, user-centered services. The findings suggest that
maintaining a balance between professional bureaucracy and adaptive elements such as

adhocracy may bevital for sustaining high service quality in the evolving academic landscape.

Analysis. of variance (ANOVA) from the regression test demonstrates that organisational
structure (simple structure, machine bureaucracy, professional bureaucracy, divionalized form
and adhocracy) had a significant influence on service quality in college of education libraries in
South-west Nigeria. This implication of this outcome established that organisational structure

being adopted in South-west, Nigeria significantly influenced service quality of the library
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personnel working in the colleges of education in the study area. Concerning the results of
regression coefficients it was established that a unit change in organisational structure would
lead to an increase in the service quality in college of education libraries in South-west Nigeria;
given that all other factors are held constant. For the overall result, a total variation was
explained by organisational structure (predictor) on service quality among the library-personnel.
The finding of this study regarding influence of organisational structure on service quality
among library personnel in Colleges of Education libraries in South-west Nigeria‘'was in line
with the finding of a previous study which revealed that organisational structure had significant

effect on customers’ satisfaction®®

The findings of this study also revealed that the combined influence of leadership style,
emotional intelligence, and organisational structure had a moderate, positive, and statistically
significant relationship with service quality in Colleges of Education libraries in South-west
Nigeria. The predictors jointly explained nearly half of the variance in service quality, while the
remaining changes were attributed to other external factors not examined in this study. The
regression analysis further indicated that leadership style and organisational structure exerted
significant relative: influence on service quality, while emotional intelligence, though positively

related, did not significantly predict service quality in the studied libraries.

The finding further revealed the results of ANOVA (overall model significance) of regression
test revealed that leadership style, emotional intelligence and organisational structure jointly had
a significant influence on service quality in college of education libraries in South-west Nigeria.
This finding further established that leadership style, emotional intelligence and organisational

structure being adopted in South-west, Nigeria significantly had combined influence on service
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quality of the library personnel working in colleges of education in the study area. The results of
regression coefficients revealed that a positive and statistically significant relative influence was
reported for leadership style and organisational structure on service quality in college of

education libraries in South-west Nigeria, while emotional intelligence did not.

The regression coefficient results showed that a unit change in leadership. style and
organisational structure leads to an improvement in service delivery in college of education
libraries in South-west Nigeria respectively, while that all other factors-are held constant. For the
overall result, a total variation was explained by combination of leadership style, emotional
intelligence and organisational structure (predictors) on service. quality among the library
personnel through multiple linear regressions. The finding of this present study regarding the
combined influence of leadership style, emotionalintelligence and organisational structure on
service quality in college of education libraries'in South-west Nigeria was in line with a previous
study which revealed that combination-of' transactional style and transformational style had
influence on service quality of personnel at Kaduna State University Library*®. The outcome of
this present study specifically of relative contribution of emotional intelligence on service quality
was in line with the finding of a previous study which established that emotional intelligence had

impact on service quality among the respondents *°.
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Chapter Five
Conclusion
5.1 Summary of Findings

This study investigates the influence of leadership style, emotional intelligence, organisational
structure, and service quality on the operations of Colleges of Education libraries in South-west
Nigeria. This study is structured around three independent variables and one dependent variable.
It is guided by eight specific objectives, which were operationalized into.four research questions
and four corresponding hypotheses. These frameworks facilitated.a comprehensive evaluation of
both the individual and combined effects of leadership “style,. emotional intelligence, and
organisational structure on service quality within Colleges, of Education libraries in South-west
Nigeria. The primary research instrument, the questionnaire, was analyzed using descriptive
statistics, including simple percentages, means, and standard deviations, while thematic analysis
was employed for the qualitative data. Additionally, the study hypotheses were tested at a 0.05
level of significance using regression analysis. Data analysis was conducted with the aid of IBM

SPSS software, version 24.

The study confirmed. that the overall level of service quality library personnel in Colleges of
Education libraries in.South-west Nigeria is high. The findings further revealed that the directive

leadership style is the most dominant approach adopted in these libraries.

The study also established that librarians possess a high level of emotional intelligence, which
contributes significantly to fostering positive relationships with both library users and colleagues.
And also the study identified professional bureaucracy as the prevailing organizational structure

in the libraries. This structure, characterized by specialization, formal procedures, and
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standardized processes, ensures accountability and consistency in service delivery. Inferential
analysis confirmed that leadership style, emotional intelligence, and organizational structure each
exert a significant influence on service quality. More importantly, the combined influence of
these three factors was found to strongly shape the quality of library services, suggesting that
they are interdependent and must operate in harmony to achieve sustainable improvements in

service delivery.

5.2 Conclusion

The study highlights that the provision of high-quality library services in colleges of education is
influenced by far more than the mere availability of physical or digital resources. While adequate
collections, technology, and facilities are fundamental, the effectiveness of these resources is
largely contingent upon human and organisational factors. In particular, the practices and
decisions of library leaders, the emotional intelligence and interpersonal skills of library staff,
and the organisational structures that govern operations collectively shape how well libraries can
respond to the diverse needs of.their users. Leadership practices determine strategic direction,
resource allocation, and staff motivation, while emotionally competent personnel are better
equipped to engage wusers, manage conflicts, and create an inclusive and supportive service
environment, Similarly, an optimally designed organisational structure ensures efficient
workflows;.clarity of roles, and coordination across departments. Consequently, the enhancement
of'leadership ‘quality, staff emotional competency, and organisational arrangements is integral to
improving service delivery. Strengthening these dimensions not only elevates the quality of
library services but also maximises the institution’s contribution to teaching, learning, and
scholarly research, thereby reinforcing the library’s role as a central pillar in the academic life of

Colleges of Education.
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5.3 Recommendations

Based on the findings of this study, the following recommendations are proposed to enhance and
sustain service quality in Colleges of Education libraries within South-west Nigeria:
1. The study established that the overall level of service quality among library personnel is
high, reflecting their effectiveness in meeting user needs and upholding professional standards.
To sustain this achievement, library management should provide continuousprofessional
development opportunities, adequate resources, and incentives that keep. library personnel
motivated and equipped to deliver excellent services. Regular assessment and user feedback
mechanisms should also be institutionalized to ensure that high standards are consistently

maintained.

2. Since the directive leadership style was found to be the most prevalent, it is recommended
that library leaders receive training to encourage.a more balanced approach that integrates both
directive and participatory elements. While directive leadership ensures order and compliance,
participatory leadership fosters creativity, innovation, and staff engagement. By combining these
approaches, libraries can maintain efficiency while promoting inclusiveness and adaptability in

decision-making processes.

3. The findings revealed that librarians possess a high level of emotional intelligence, which
significantly. contributes to positive relationships with users and colleagues. To build on this
strength, management should organize regular workshops, mentoring programs, and reflective
practice sessions aimed at enhancing empathy, patience, communication, and conflict resolution
skills. Strengthened emotional intelligence will further increase user satisfaction and improve

workplace harmony.
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4. Professional bureaucracy was identified as the dominant organizational structure in the
libraries, characterized by formal procedures and standardized processes. While this structure
ensures consistency and accountability, excessive rigidity may hinder innovation and
responsiveness. Therefore, libraries should periodically review their organizational structures
and policies to retain their strengths while introducing flexibility. A more adaptive. structure

would enable libraries to respond effectively to emerging user needs and technological changes.

5. Given the significant influence of leadership style on service quality, library administrators
should embrace transformational leadership practices. Such practices .empower staff, promote
teamwork, and enhance decision-making. Transformational leadership also encourages a culture
of trust, innovation, and shared responsibility, which-ultimately translates into higher service

quality.

6. Emotional intelligence plays a central role: in service delivery; librarians should be
encouraged to continually develop self-awareness, interpersonal competence, and problem-
solving abilities. Management should support this by embedding emotional intelligence training
into professional development programs. This will further strengthen librarians’ ability to meet

user needs with empathy and professionalism.

7. Recognizing that organizational structure impacts service delivery, Colleges of Education
libraries should. ensure that their structures support collaboration, effective communication, and
swift decision-making. Over-reliance on rigid hierarchies should be avoided, and a more
decentralized approach should be considered where appropriate to improve efficiency and

responsiveness.

8. The study confirmed that leadership style, emotional intelligence, and organizational

structure jointly exert a strong influence on service quality. Therefore, improvement strategies
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should not focus on any one factor in isolation but rather adopt an integrated approach. By
strengthening leadership practices, enhancing emotional competence among staff, and ensuring
enabling organizational structures, libraries can achieve sustainable service excellence and

maximize their contributions to teaching, learning, and research in Colleges of Education.

5.4 Contribution to Knowledge

This study examines leadership style, emotional intelligence, organisational structure, and
service quality in college of education libraries in South-west Nigeria, contributing significantly

to conceptual, theoretical, and empirical knowledge.

This study makes an important conceptual contribution by integrating leadership style, emotional
intelligence, and organizational structure into a unified framework for understanding library
service quality. Unlike previous research that has typically examined these factors in isolation;
the study demonstrates their interdependence and shows how they collectively shape service
delivery. The framework developed underscores that service quality is not solely a function of
resources or user perceptions, as'emphasized in models such as SERVQUAL and LibQUAL, but

also the product of managerial direction, staff emotional competence, and organizational design.

By embedding human and organizational dynamics into the discourse, this study broadens the
conceptual foundation of service quality research in academic libraries. It provides a more
holistic. model that better reflects institutional realities and offers a transferable framework for
future investigations in other educational and knowledge-based institutions. Ultimately, the study
contributes to theory-building by linking library and information science with leadership and
organizational behavior scholarship, thereby expanding the boundaries of how service quality

can be understood and evaluated.
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This study makes a significant empirical contribution by providing evidence that leadership
style, emotional intelligence, and organizational structure significantly and jointly influence
library service quality in Colleges of Education libraries in South-West Nigeria. While previous
scholarship has examined these factors in isolation, limited research has assessed their combined
effect on service quality within the specific context of academic libraries in Nigeria. By
empirically demonstrating their interconnected influence, this study fills a notable'gap in the
literature. The findings extend existing knowledge by validating that service quality is not only
dependent on resource availability and staff competence but also strongly shaped by managerial
approaches, the emotional intelligence of personnel, and the struetural framework guiding library
operations. Thus, this research offers measurable proof that these organizational and behavioural
variables collectively determine the effectiveness oftlibrary service quality in Colleges of

Education.

This study makes a significant theoretical contribution by applying leadership theories,
emotional intelligence frameworks, and Mintzberg’s model of organizational structure to the
academic library context;, library. service quality have been dominated by resource-based
perspectives, emphasizing. collections, facilities, and technological access. While important,
these factors alone do'not'explain the human and organizational dynamics that shape effective
service delivery. By incorporating managerial style, staff emotional competence, and
organizational design into the discourse, this study broadens the theoretical understanding of
servicewquality and establishes it as a multidimensional construct shaped by both tangible and

intangible elements.

The integration of these perspectives demonstrates that leadership approaches influence staff

motivation and responsiveness, emotional intelligence determines the quality of staff—user
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interactions, and organizational structures provide the framework for consistency and
coordination in service delivery. In combining these dimensions, the study extends existing
service quality models such as SERVQUAL and LibQUAL by embedding managerial,
behavioral, and structural variables into their explanatory scope. Ultimately, this contribution
bridges library and information science with management and organizational theory, illustrating
that concepts traditionally applied in business environments are equally relevant to educational
and library settings. It advances the theoretical foundations of service quality-tresearch by
highlighting the dynamic interaction between human competencies, leadership, and structural
arrangements, and it establishes a platform for future interdisciplinary scholarship in knowledge-

based institutions.

This study makes a valuable practical contribution by identifying directive leadership style, high
emotional intelligence, and professional bureaucracy as the prevailing factors influencing service
quality in Colleges of Education libraries. These findings provide administrators, policymakers,
and library managers with concrete strategies for enhancing service delivery. The prominence of
directive leadership highlights the. importance of clear guidance and structured supervision in
driving staff performance and accountability, particularly in resource-constrained settings. The
recognition of emotional intelligence as a critical determinant of user satisfaction underscores the
need for continuous professional development in interpersonal and communication skills to
foster positive ‘staff—user relationships. Finally, the dominance of professional bureaucracy
emphasizes the value of well-defined procedures, role clarity, and professional specialization in
sustaining service quality. Collectively, these insights offer a roadmap for strengthening library
services not only in Nigeria but also in other developing countries with comparable institutional

and educational challenges.
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In summary, this study has provided empirical, conceptual, theoretical, and practical
contributions that collectively advance the understanding of service quality in academic libraries.
It has shown that leadership style, emotional intelligence, and organizational structure jointly
shape library service delivery, thereby filling a notable gap in existing scholarship. By situating
the research within Colleges of Education in South-West Nigeria, the study enriches‘the limited
body of literature on academic libraries in developing contexts and offers lessons.applicable to
similar institutions globally. Conceptually, it integrates managerial, behavioral, ‘and structural

variables into a unified framework, extending existing service quality models.

Theoretically, it bridges library science with management and erganizational studies, while
practically; it offers actionable insights for administrators and policymakers. Together, these
contributions demonstrate that library service quality is a multidimensional construct shaped by
both resources and human organizational dynamics, and they provide a comprehensive

foundation for future research, policy formulation, and professional practice in the field.
5.5 Suggested Areas for Further Studies

This study has provided valuable insights into the influence of leadership style, emotional
intelligence, and.organizational structure on service quality in Colleges of Education libraries in
South-West Nigeria. » There remain areas that require further exploration. The following

suggestions are.therefore proposed for future research:

1. Futuresstudies should extend beyond South-West Nigeria to include other geopolitical zones.
This would enable comparative analysis across regions and provide a more comprehensive

understanding of how contextual differences affect library service quality.
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Researchers should replicate this study in other higher education institutions such as
universities, and polytechnics, this will help to determine whether the findings are consistent
across different categories of academic libraries.

Other organizational and human factors, such as job satisfaction, motivation, technological
competence, and resource availability, should be investigated to determine their.combined

and individual effects on library service quality.
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Appendix 1

Lead City University, Ibadan
Faculty of Communication and Information Science
Department of Information Management

Dear Respondent,

Questionnaire on Leadership style, Emotional Intelligence, Organisational Structure and
Service Quality in College of Education Libraries in South-west Nigeria.

I am a postgraduate student of the above-named institution and I kindly seek your assistance in
completing this questionnaire to enable me complete my study. The purpose of the questionnaire
is to collect information on Leadership style, Emotional-Intelligence, Organisational Structure
and Service Quality in College of Education Libraries within South-west Nigeria, All responses
would be treated with utmost Confidentiality_and anonymity as the information will be used
purely for academic purposes.

Thank you for your cooperation.

Researcher

Section A
Demographic Data of Respondent

Instruction: Please tick (\/) when necessary and fill in appropriate sections

1) Name of Institution:

2)'Gender: Male [ ], Female [ |

3) Age range (years): (a) 20 — 30 years [ ] (b) 31 — 40 years | ]

(c)41 —50years [ ] (d) 51 and above [ ]

4) Educational qualification: SSCE [ | NCE [ ] B.Sc [ | MSC [ | Mphli [ ] PhD [ ]

Others [ ]
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5) Year of Experience: 1-5years [ ] 6- 10years [ ] 11-15years [ ] 16- 20years [ | 21- above | ]
Section B: Service Quality
Instruction: Please use the key below to answer this section and tick the options that best

describes your librarians.

Research question 1
1. What is the level of service quality among Librarians College of Education libraries in

South-west Nigeria?

Affect of service(s) Very High | High |\Low | Very low

I do greet users warmly and make an effort to

understand their need

I have the ability to remain calm and composed

when dealing with difficult users

I remember regular users or tailor services. to

meet specific needs

I quickly and timely respond .to user inquiries

(either in-person, by phone, or online).

Information control

I have ability to accurately identify and retrieve

relevant information for users

I ensure that users can-easily locate and retrieve

needed information.

Ensuring needed materials are present and up to

date

I offer information literacy instruction, helping

users become independent researchers

Library as a place

Facilities and equipment in our library are well

maintained and functional
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Our library seat and study space is comfortable

I contribute to a friendly and inclusive

atmosphere

My attitude and presence help wusers feel

welcome, safe, and respected

Section C: Leadership Style Employed
2. What is the prevailing leadership style employed by library personnel in_Colleges of

Education libraries in South-west Nigeria?

Directive leadership style Strongly [“Agree |.Disagree | Strongly
Agree Disagree

Our libraries head takes charge of all decision-
making processes and then delegate tasks to

others without much input from your coworkers

Our libraries head helps to create a stable
environment where individuals know what is
expected of them and how they should act to

achieve the goals set.

Our libraries head ensure you adhere to strict

policies and procedures

Our libraries head provide directions, supervise
your team and check in frequently to verify

overall progress.

Coaching leadership style

Our libraries head use to motivate employees

and achieve success.

Our libraries head creates an environment

where employees feel valued.

Our libraries head creating an environment
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where conversations flow freely and ideas are

exchanged without hesitation.

Our libraries head always looking for ways to
help team members learn and thrive, through:
Seminars, Workshops, Courses and training,

and Additional resources.

Supportive leadership style

Our libraries head hear out every team member,
ask their opinions, inputs, and ideas, and value

their contributions.

Our libraries head look at what team members

need and work with them to find a solution.

Our libraries head work with the member until
he or she is empowered and skilled enough to
handle tasks with minimal supervision in_ the

future.

Our libraries help colleagues overcome the

challenges they encounter

Delegating leadership style impact

Our libraries head trusted team:members are to

decide on the best approach and tools to use.

Our libraries head'.checks in periodically to
ensure the ‘project i§ on track but does not
interfere with the technical decisions made by

the team:

Our" libraries head provide the necessary
resources and support but do not closely

oversee the work.

Our libraries head embrace new creativity and

innovation
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Section D: Emotional Intelligence of Librarian
3. What is the level of Emotional intelligence among library personnel in Colleges of

Education libraries in South-west Nigeria?

Self-Awareness Very High | High Low Very Low

As an information manager, [ understand
clearly where I should be taking the
library to

I can voice my feelings regardless of

whether they are unpopular

I often recognize that my feelings and

emotions affect others at work

I perceive myself as a self-confident

person

Self-Management

I can make compromises as long as it

promsotes the overall goals of my library

I am always sensitive of the moods and

feelings of my fellow staff

I am often willing to. tolerate. my
subordinates  (whether . they . bring

frustrations or delays)

I have a stable temperament

Social Awareness

I always. treat. my fellow staff with
dignity and respect

I often consider the feelings of my fellow

staff in the library

I often work hard to meet the needs of

the library users and as well help to

achieve the library goals

211



I can hardly hurt the feelings of my
fellow staff in the library

Relationship Management

I rapport with a wide circle of people

including my fellow library staff

I am able to network effectively to

support the goals of my library

I can effectively persuade members of
library staff to work towards a shared

vision and goal

I have strong expertise in building and
leading teams outside the library work

force

Section E: Organisational Structure

4. What is the most prevalent organisational structure within Colleges of Education libraries?

Simple structure Strongly | Agree | Disagree Strongly
Agree Disagree

Communication flows directly from the

library head to lower level library staff.

There is limited. formalization (few

written rules or procedures) in our library.

There are few management layers in my

library.

Library staff has direct access to library
head:

Machine Bureaucracy

Most strategic decisions are made without

consulting lower-level library staff

Work processes are standardized across
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departments in the library

Library personnel have little input in

library changes

Job training focuses only on one area of

expertise.

Professional Bureaucracy

There is a clear distinction between
technical/administrative roles and

professional roles.

Librarians are trusted to manage their

tasks independently.

Decision-making is largely decentralized

to professionals.

Administrative staff in library mainly

provide support services to professionals

Divisionalised form

The library is divided into distinct
departments or branches with specific

functions.

Strategic decisions are made by".central

administration, not branch units.

Departments are held accountable for their

individual performance.

There is-a. formal mechanism in place to

coordinate activities across divisions.

Adhocracy structure

Creativity and risk-taking are rewarded in

the library’s culture.

The library adapts quickly to changes in

technology or user needs
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The library encourages innovation and

experimentation in service delivery.

There is minimal reliance on rigid
hierarchy or bureaucracy in library

operations
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Appendix II
Leadership Style, Emotional Intelligence, Organisational Structure and
Service Quality among Library Personnel in Colleges of Education, South-
west, Nigeria
Interview with Library Users in College of Education Libraries in South-west, Nigeria.
INTERVIEW GUIDE
Section A:
Interview guide on Affect of Service
1. What do you observe about library personnel on their willingness.and readiness to help in
search for information?
2. Can you describe how library personnel motivate or encourage you in finding or solving
problem?
Interview guide on Library as a place
3. Can you describe a memorable or meaningful experience you had in the library?
4. What changes or improvement would you like to see made to the library physical space?
Interview guide on Information Control
5. How do you currently find and access the information you need through the library?

6. Can youdescribe'a time when you had difficulty finding information you needed?
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	The LibQUAL model is to assess how well library services meet users' expectations and identify gaps in service quality. Originating from the SERVQUAL model used in the private sector, it is applied for strategic planning, identifying strengths and we...
	The LibQUAL model offers several benefits, including encouraging continuous improvement, providing user-centered feedback, helping align services with user expectations, and identifying gaps for actionable change. However, its limitations include pote...
	Leadership styles encompass the various behavioral methodologies employed by leaders to influence, motivate, and guide their teams in the pursuit of organisational objectives.  The formation of these styles is influenced by the leader's character, lif...
	Directive leadership involves leaders providing clear instructions and expecting strict adherence to their directives, with minimal employee involvement in decision-making. This style ensures quick decision-making, clearly defines roles, and boosts pe...
	Emotional intelligence involves the ability to recognise, understand, manage, and utilise emotions skillfully, promoting stress alleviation, efficient communication, and empathy for others, overcoming obstacles, and conflict resolution.  Frequently re...
	Organisational structure encompasses the arrangement of roles, responsibilities, relationships, and processes within an organisation, all aimed at efficiently achieving specific goals. It defines how tasks are divided, coordinated, and supervised to e...
	Henry Mintzberg’s theory of organizational structure identifies five distinct configurations that organizations typically adopt, each suited to different environments and goals. These include the Simple Structure, which is centralized and flexible, of...
	While the reviewed literature provides substantial insight into library service quality, leadership styles, emotional intelligence, and organisational structure as distinct areas of study, there remains a notable gap in integrated research that examin...
	Additionally, the mediating role of emotional intelligence in the relationship between organisational structure and customer satisfaction remains underexplored. The unique characteristics of colleges of education such as specific user expectations, in...
	4.2.1  Research Question
	The following research questions were answered:

