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Abstract

Academic libraries in the modern era must operate like corporate organisations if they are
to compete favourably with emerging sources of information. This means that they must
pay attention to service delivery. In line with this, the work investigated the influence of
knowledge sharing and organisational learning on service delivery in academic libraries
of public universities in Ogun State, Nigeria. The study adopted a survey research design.
The population of the study included 117 librarians from three public-funded universities
in Ogun State. The research instrument was a structured questionnaire adapted from
relevant theories and models. The data collected was analysed using desc '*and
inferential statistics. The results of the data analysis revealed that the le library
service delivery in the university libraries is high (Mean = 3.45). in th Vein, the
study found a moderate level of knowledge sharing (Mean = 3.37) ntgganisational
learning practices (Mean = 3.22). The study also found that knowledge sharing (R? =
0.133; p = 000) and organisational learning (R> = 0.111; p =.000))individually have
significant influence on service delivery. However, while ther%slgniﬁcant combined
influence of knowledge sharing and organisational learn = 0.111; p = 000) on
service delivery, it was found that only knowledge s s a significant combined
effect. The study concluded that knowledge sharing i essential feature of modern
organisations which should be fully embraced by librarians and library management. It
was therefore recommended that academic li should invest in upgrading ICT
services to match the high standards observed j nical and reader services.
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Chapter One
Introduction

1.1 Background to the Study

Service delivery refers to the process of providing goods, services, or su%rt to
customers or clients in an efficient, timely, and satisfactory manner. In t@?@text of

academic libraries, effective service delivery has become non-negot)'\bleb\riew of the

proliferation of other sources of information and changing s and attitude of
information users. Traditionally, libraries are meant to pr@ information resources in
diverse formats to meet the needs of various categorie patrons. With the advent of
information technology and the transformatio%@ it has brought to the generation,
preservation, and dissemination of info@ critical task that faces libraries across

the world is to be able to provide .i@ation resources that meet the needs of various

users. CO\
S

Before the advent an @f Information and Communication Technology (ICT) in
library services, the‘traditional approach to library services involves the acquisition of a
o \'
large collection of*printed resources and provision of services such as reference services,
technic ices and user services. In this era, the rating of a library depends on the size
of h&&ectionl. With the advent of alternative information sources, libraries have had to
reevaluate their approach to service delivery. In view of the need to compete with other
information sources, academic libraries are now adopting tools from the corporate world

for service evaluation. One of these is the interest in measuring service delivery.



Service delivery typically refers to the process of providing services to customers or
clients. In the business world, service delivery focus on various aspects such as speed,
efficiency, quality, and customer satisfaction. In a broader context, service delivery can
refer to how well an organisation is able to meet the needs and expectations of its
stakeholders, whether they are customers, employees, or partners. In measuring service
delivery, the focus has shifted from library collection to library users. Per Q&e of
academic libraries is therefore based on meeting the information needs,of the patrons.
The modern perception of service delivery has shifted the f@:ﬂo the service
consumers who are now seen as formidable partners in t %e provision process.
Service delivery is thus the extent to which library are involved in and their

evaluation of various library services such as teg@ewices, reader services, and ICT

®%

Technical services are traditional rgf@&to as ‘behind-the-scene’ library services which

services.

has no interactions with library sals. However, this approach has given way to a new
paradigm where library ;@ are involved in technical services such as making input
into acquisition of in ation resources, providing feedback on the effectiveness of
: . e \&S : :
Online Pubh@ atalogue (OPACs) and expressing preference for specific data to
be included i descriptive cataloguing of information resources in the library. The most
ef%%service delivery is therefore a system in which the input of library patrons can
be effectively harnessed to create services that meet the expectation of targeted library

patrons. The harnessing of patron’s feedback is even more essential in reader services.

Reader services are the fundamental services and resources that must be provided by

academic libraries in order to be considered as a worthy academic library. These include



access to a wide range of books, journals, digital resources, and a conducive reading
environment. In addition to the collection, academic libraries must also provide services
such as classification, cataloguing, labelling of library materials, and binding, all of
which are considered as technical services. Another set of services in academic libraries
are grouped under user services. User services” refers to all activities directed towards
ensuring that information users obtain the needed information and uses thebQﬁﬁlly.
In line with this, user services include current awareness sew&esj (selective
dissemination of information), electronic document delivery, @ and reference

services, among others. However, the traditional approach tolib services have change

with the emergence of the information society?. What@ 1dered as basic services in

the past is no longer adequate in the current envi:o QP

Over the years, service delivery in uai ’by libraries globally have undergone
O

significant transformations. Reader @:es in academic libraries have thus expanded
beyond acquiring large collectiox\SQ\printed resources and providing reference services.
A typical academic libra% w expected to provide access to the global information
resources and render @ces such as research data management, digital content curation,
and digital péi&ﬁi n among others?. In addition to these, academic libraries should
provide V@l access to the digital resources and help users to navigate and use them
ef%@y. However, basic service needs are no longer adequate in the current

information environment. Service delivery is also measured along the line of performance

needs®.

ICT services are those services take advantage of modern technologies to provide optimal

user experience for library patrons. Academic libraries now have the option to leverage



ICT to enhance services such as circulation, reference services, library marketing and use
social media platforms to address user technological needs®. Experts have identified five
categories of ICT in the library to include information/data capturing technologies,
storage technologies, information processing technologies, communication technologies,
and information dissemination technologies. These technologies are now used to, render
services such as resource sharing, online circulation services, creation and Qge ent
of databases, digital reference services, user education, digital com ten@ training,
scholarly communication, selective dissemination of infomat@ésearch support,

bibliographical control services, and other sundry servicet6 @ the input of library

patrons have become more important than ever, lib drive service delivery in

academic libraries but their ability to do this ma): dp@ on several factors which include,

organisational learning and knowledge Sh{riégb

Knowledge sharing is the practice pg&ﬁging information, skills, or expertise among
members of an organisation. Ae&gﬂ\ing to a scholar, knowledge sharing is the act of
people collaborating to 3&‘(6 new information by exchanging both explicit and
implicit knowledge?@wledge sharing, boosts performance and innovation at both the
individual an(/&ational levels. In a knowledge economy, the practice of sharing

one's e)% ise is crucial. Organisational knowledge sharing happens both at the

ind@zl and group levels.

Knowledge sharing is the process where individuals mutually exchange their knowledge,
ideas and jointly create new knowledge. Furthermore, knowledge sharing incorporates
bringing and getting knowledge from individuals, groups or organizations. Knowledge

sharing among employees enhances the capacity of search for studies-related help from



another person. Knowledge sharing facilitates achieving outcome of collective learning.
The present-day society has expressed enormous delight in the area of knowledge due to

vital importance it creates in the society and organization.

Similarly, organisations such as academic libraries have begun to abandon their more
antiquated practices in favour of ones that are more knowledge-and technology%d as
a result of this. This is because Information Technology (IT) tools play a n@a role in
knowledge management and information sharing activities \@n nd among
organisations. This makes the organization changes itself into_t Qming organization
that can attain higher performance. However, knowledge@ing is not a given in any
organisation. In line with these, experts have examj &owledge sharing in term of

attitude towards knowledge sharing, subjective n%b, and behavioural intention to share

knowledge™>53. ®%

Attitudes towards knowledge sh / ’\ﬁeers to the disposition of individuals such as
academic librarians regarcﬁq&wledge sharing. Attitude toward knowledge sharing is
an important factor th@%\ence behavioural intention to share knowledge and the actual
sharing of know@by academic librarians. As pointed out in a study, attitude towards
knowledg Iga'dg is moulded by various factors’. It was assumed that, due to the fact
that l%%m are knowledge workers who may derive an edge from having more
knkﬁdge than others, and due to certain personality traits, they may have different
perceptions and attitudes toward knowledge-sharing than members in other types of
organizations®. However, it is also pointed out that the subjective norm in an organisation

or a profession may be a factor in knowledge sharing.



Subjective norms refer to the perceived social pressures that influence knowledge-sharing
behaviours among employees in an organisation. This could include expectations from
peers, superiors, and the academic community. According to an expert, one of the most
significant subjective norm in knowledge sharing is organisational culture’. Scholars have
suggested that organisation can create the incentive or pressure to encourage knowledge
sharing among their employees by following certain principles. Literature h@w that

organizational beliefs, values and artefacts can either encourage or discm@gj nowledge

sharing among the employees. é

Subjective norms are frequently formed after considerirganizational values and
norms’. It has been argued that the prevailing subject'&grm in an organizational could
influence what behaviour is considered by emp@ to be appropriate or expected. For
instance, when an organisation promotes@e of free-flowing information, trust, and
fairness, it encourages knowledge’\& ing. Scholars have also reported that the

subjective norms in organisa@& uch as academic libraries is driven by fairness,
[ ]

innovativeness, and s% iliation'?.

Fairness refers t\’ﬂk{nployee’s perception that organizational practices are just and fair.
This buil%&/among employees and can motivate employees to share knowledge.
Innov%’%ess concerns employees’ perceptions that the organization highly regards
crea§€ty and innovation. This builds trust between organizational members and
management and can promote knowledge sharing. Affiliation is the perception of
belonging to an organization. It engenders a sense of belonging that promotes a sense of

duty among employees to share knowledge.



Behavioural intentions to share knowledge refers to plans or intentions employees have to
share knowledge. It is the deliberate and conscious plans or inclinations of individuals to
exchange information, skills, and expertise with others within an organization or
community. According to experts, behavioural intentions to share knowledge are
influenced by various motivational factors, both intrinsic and extrinsic. Intringically,
librarians may be driven by a sense of personal satisfaction, altruism, or a co Q%’\t to
contributing to the collective knowledge base of their institution. Extrinsically;“incentives

such as recognition, rewards, career advancement opport@e y and positive

reinforcement from management can significantly enhanﬁ their willingness to share

knowledge. Q

Librarians weigh the perceived benefits and co%@%haﬂng knowledge. If the benefits,
such as professional development, enha@% performance, and improved problem-
solving capabilities, outweigh the pﬁ\QA‘ed costs, like time investment, fear of losing
intellectual advantage, or lackéct?mt, they are more likely to engage in knowledge
sharing behaviours. E s@%at the benefits are clearly communicated and outweigh
the costs is essentia anouraging knowledge sharing. In addition to the perception of
certain bene@ vailability and usability of knowledge-sharing technologies and
tools 1 ehavioural intentions. Easy-to-use digital platforms, collaborative tools,
an&qg(ient information systems can facilitate the sharing of knowledge and make it

more likely that librarians will have the intention to use them regularly!!.

In addition to information sharing, another aspect that might affect service delivery in
academic libraries is organisational learning. According to researchers, organisational

learning can be characterised in terms of single, double and triple-loop learning. Single

7



loop learning is about making easy adaptations to changes in both internal and external
organisational environment and taking corrective measures or learning by improving. In
the context of academic libraries, single loop learning involves making adjustments and
improvements within the existing framework and policies without questioning or altering
the underlying assumptions'2. This could mean improving on library routines to correct
specific issues without changing the fundamental processes or questionin Q%&rall
goals and strategies of the library. Effective service delivery in the informatidff age often

require more than single loop learning which makes double loop le@essential.

Double loop learning involves changing the way things a@n y altering the rules. It
transforms an organization by collaboratively rethinking” problems and creating new
policies, goals, and approaches. In double loop I%bg, organizations do not simply just
adjust their actions to achieve set goaIS\ ngle loop learning, but also reconsiders
and potentially changes the goals i& elves. This means questioning and possibly

N

altering the fundamental non@{s?ategies, and mental models that shape decision-

N\

making processes. Do b)@pp learning therefore refers to a learning challenging and
N

ssumptions, policies, and objectives of academic libraries in

revising the underlﬁ
Ogun State. I< inﬁge not just fixing problems but rethinking the way things are done.

Triple@’éleaming broaden the depth and breadth of learning on the range of challenges
anMoblems encountered, linking all local learning units in a global learning
infrastructure and developing skills and competences essential to exploit this
infrastructure'®>. Within these framework of learning loops, there are different types of

learning approached that can be explored. These include adaptive learning, prospective



learning, action learning, learning skills, mental models, individual domination, and self-

learning!4.

Adaptive learning uses educational technology such as computers interactive teaching
gadgets. This learning method modifies education according to the learner’s need.
Prospective learning takes place when the organisation learns from the futus%hich
includes establishing the best future opportunities and creating ways to att@QAction
learning is a way for accelerating the learning and effective in deali;&\wgl'/the problem
and effective response to changes which incorporates the tea process. Learning
skills is an effective learning that requires various skills @h means that these skills
improve capacity and potentiality of an individual %16 more efficiently and better.
The most significant of these skills are systemi@%ing and mental models. Systemic
thinking is a model for understanding @d by examining relationships between
various phenomena in order to ha\i@)broader understanding of a complex world.
Mental models, on the other h@c'?a combination of separate beliefs, assumptions and
values which shape ou V@ the world and guides our actions’.

Organisational lea 'ngas been proven to be essential among professionals such as
academic lib@;\s\' ose job description and skill requirement keep evolving in line
with e trends. In the same vein knowledge sharing is highly essential for
ace}&@ librarians as it ensures the diffusion of knowledge in the workplace. Combined
together, both organisational learning and knowledge sharing offer a significant potential
to improve service delivery in academic libraries. However, there are few studies

conducted to examine the role of these two variables in service delivery, particularly in

the context of academic libraries of public universities in Ogun State, Nigeria.



1.2 Statement of the Problem

Service delivery in academic libraries is essential in order for libraries to maintain its
acclaimed status of the hub around which academic activities in universities revolve.
Effective service delivery contribute to quality academic output, helps academic library
stay ahead of competing sources of information, and justifies the investment in the&rary.
In the context of Ogun State, Nigeria, academic libraries are facing onage,
reduced funding and academic library personnel are often seen a; g(entlal staff
which often affect their welfare and career prospects. Scholar Qdentlﬁed effective
service delivery as the panacea to majority of challengeng the library. However,

service delivery itself is a function of various o & , majority of which can be

controlled by the library itself. 66

Among the factors that are rarely considered in the context of academic library service
delivery are knowledge sharing @}‘gamsatlonal learning. While researchers have
examined others factors sup&% facilities, funding, staff development and librarians’
skills among others, QQa dearth of study on the influence of knowledge sharing and
organisational k@? and academic library service delivery in Nigeria. Hence, this

study exa he influence of knowledge sharing and organisational learning and

acade@brary service delivery in academic libraries of public universities in Ogun

Stem igeria.

10



1.3 Aim and Objectives of the Study

The aim of the study was to investigate the influence of knowledge sharing and

organisational learning on service delivery in academic libraries of public universities in

Ogun State, Nigeria. The objectives were to;

i.  identify the level of service delivery in academic libraries of public unives&es in

ii.

iii.

1v.

Vi.

Ogun State, Nigeria, O

identify the level of knowledge sharing among academic a&ra of public
universities in Ogun State, Nigeria; Q

assess the prevalence of organisational learning in emic libraries of public
universities in Ogun State, Nigeria; Q

determine the influence of knowledge sh@on service delivery in academic
libraries of public universities in Ogu igeria;

examine the influence of organkz'(%nal learning on service delivery in academic

N\

libraries of public universitiéﬁ%gun State, Nigeria;

N

ascertain the comb'S@ﬂuence of knowledge sharing and organisational learning on

service delivery&a demic libraries of public universities in Ogun State, Nigeria;

(Y \\'
estions

1.4 Resea%
T

1.

s&as guided by the following research questions;

What is the level of service delivery in academic libraries of public universities in
Ogun State, Nigeria,
What is the level of knowledge sharing among academic libraries of public

universities in Ogun State, Nigeria;

11



3. What is the prevalence of organisational learning in academic libraries of public

universities in Ogun State, Nigeria;

1.5 Hypotheses

The following research hypotheses were tested at 0.05 level of significance;

Hol: There will be no significant influence of knowledge sharing on service Q%sy in
academic libraries of public universities in Ogun State, Nigeri&&l

Ho2: There will be no significant influence of organisatio rning on service

delivery in academic libraries of public universities @gu State, Nigeria;

Ho3: There will be no significant combined in@ng of knowledge sharing and

organisational learning on service de@ in academic libraries of public

universities in Ogun State, Nigeri&\\Q’b
1.6 Significance of the Study &CO\’&

The study has the poten%a&%eneﬁt various stakeholders and significantly improve
academic library se@ in Ogun State in particular and Nigeria in general. The

stakeholders @eneﬁt from the study include: academic librarians, library users,

institution@anagement, policy makers, professional bodies, and researchers.

Thﬁ\ﬁ%{’?gs of the study have the potential to be of benefit to academic librarians. By
exploring best practices for knowledge sharing and organizational learning, librarians can
enhance their professional development and skill sets. Improved service delivery
mechanisms will enable them to better manage information and assist library users.

Furthermore, a more efficient and supportive work environment could lead to increased

12



job satisfaction among librarians. In addition to academic librarians, library users,
including students, staff and lecturers, will also benefit from enhanced library services.
Improved access to academic resources, whether physical or digital, can greatly support
their research and learning activities. Librarians who are well-equipped with current
knowledge and skills can offer better research support, contributing to a richer academic
experience. Overall, the quality of education and research support will imp@ irectly

benefiting the users.

¢\
For academic institutions, the findings of this study could lead (@reased operational
efficiency and better use of resources. High standards o §services enhance the
institution's reputation and contribute to academic excellence. Effective knowledge
sharing and organizational learning practices he&ﬁ@ and retain talented students and
faculty, further elevating the institution’s s@’bLibrary management and administration
will also benefit from the study as t.hg&l use the study's insights for informed decision-
making regarding resource allocaksa\,training programs, and technological investments.

Improved service delivery %d organizational learning practices can lead to better

performance metrics @ervice quality indicators, supporting strategic goals and policy

development(‘ ’\\'

Policy and government agencies can benefit from the study by using its findings
to N&Qate supportive policies for academic libraries. Insights from the research can
inform decisions about resource allocation, ensuring libraries meet user needs effectively.
The development of benchmarks and standards for library services can also be supported
by this study, aiding in the improvement of academic libraries across the board. Most

importantly, the study will also add to existing knowledge thereby enrich current and

13



future researches. Researchers and academics will find new research opportunities and
potential interdisciplinary studies through the gaps and suggestions identified in this
study. Enhanced collaboration, fostered by effective organizational learning and

knowledge sharing, can lead to more robust research outcomes, contributing to the

The study scope covers the subject, population and geographica@& The subjective

broader field of library and information science.

1.7 Scope of the Study

examines the influence of knowledge sharing and organisa@ learning on service
delivery academic libraries of public universities in Og , Nigeria. The independent
variable is service delivery which is measured b}@ics such as basic service needs,
performance needs, and excitement needs t independent variable is knowledge
sharing. This variable is measured by such as attitudes of librarians, subjective
norms, and behavioural intention %&econd independent variable is organizational
learning measured by; singl learmng and double loop learning. The population of
the study include a@ librarians in Ogun State tertiary institutions. Academic
librarians are fo@on because they are responsible for the intellectual activities and
key decis gﬂtﬁlng in the library. In term of geographical scope, the study covers
acade@lbrarles in public-funded universities in Ogun State, Nigeria. These

un%%ities are Federal University of Agriculture, Abeokuta, Tai Solarin University of

Education, Ijagun, and Olabisi Onabanjo University, Ago-Iwoye.

14



1.8 Limitation to the Study

The study faced certain limitation especially in obtaining the data on population of the
study. Although the researcher had access to unofficial channels, getting official
confirmation of figures obtained based on the number of librarians available in each
libraries proved difficult. However, this was eventually resolved through inteﬂ%ions

1.9 Operational Definition of Terms é

from the researchers’ supervisor.

Service Delivery: This refers the provision of library seryieges by academic libraries in
Ogun State such as lending books, providing acce@ digital resources, offering

reference and research assistance, and creatingé t@mive environment for study and

research. @fb

Technical Services refers to the B he-scenes operations carried out by academic

librarians in Ogun State that s@@the acquisition, organization, and maintenance of a

library's collection. T 's®1des tasks such as cataloguing and classifying materials,

processing new acquisifions, managing subscriptions to journals and databases, and
.

maintaining the li’\e;ry’s catalogue.

Read%%vices: These are the direct interactions between academic librarians in Ogun

State and library patrons that focus on meeting the information needs of users and

enhancing their overall experience in the library.

ICT Services: These services rendered by academic librarians in Ogun State involving

the integration of technology to support both the library’s operations and its users,

15



ensuring that digital tools and resources are available and accessible to enhance learning
and research.

Knowledge Sharing: this is the practice of exchanging information, skills, or expertise
among academic librarians in Ogun State. It involves academic librarians in Ogun State

sharing their knowledge with each other and with library users, such as studx and

faculty. Q
Attitudes of Librarians: refers to the disposition of academic librarians @1 State in
favour of, or against knowledge sharing are crucial in creating a @raﬁve and open
environment.
Subjective Norms: refer to the perceived social p@@ that influence academic
librarians in Ogun State knowledge-sharing be V@ This could include expectations
from peers, superiors, and the academic comnﬁbk )
\S)

Behavioural Intentions: refers to t rarians' plans or intentions of academic

aedge-shaﬂng activities.

librarians in Ogun State to engagiﬁ}n
Organizational Learning:\ to the process by which academic libraries in Ogun
State improves their b@o achieve their goals by creating, retaining, and transferring
knowledge. O @onal learning can be in form of single-loop or double-loop learning.
Single Lo@L arning: this involves making adjustments and improvements within the
ex@%amework and policies without questioning or altering the underlying
assumptions. For academic librarians in Ogun State, this could mean improving on

library routines to correct specific issues without changing the fundamental processes or

questioning the overall goals and strategies of the library.
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Double Loop Learning: this refers to a learning challenging and revising the underlying
assumptions, policies, and objectives of academic libraries in Ogun State. It involves not

just fixing problems but rethinking the way things are done.
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Chapter Two
Literature Review

This chapter commences by reviewing recent studies conducted on service delivery,
knowledge sharing, and organizational learning followed by theoretical and irical

review on related literature on both knowledge sharing, organizational lea d their

effects on service delivery. ’\
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2.1. Conceptual Review
2.1.1. Concept of Service Delivery in Academic Library

University libraries render varieties of services to users with attendant effect on teaching,
learning and research output. Libraries are societal institutions that cater to the
informational requirements of people and collectives, contributing to pe@h and
national progress. Libraries are dynamic institutions that evolve alon human
civilization. Libraries have crucial roles in both formal and infon@ucation, research
and innovation, cultural activities, religious affairs, leisure, and%impact extends to all
aspects of society. The imperative for societal, e , academic, and cultural

advancement necessitates the establishment of man)ers of libraries!.

Libraries are typically classified as sp d@aries, public libraries, school libraries,
national libraries, and academic librg@An academic library is a dedicated institution
that serves its parent institut&\cg\.lch as a college, polytechnic, or university, by
providing and preservi@rmation resources and services to support scholarly
activities. Univers@ries play a crucial role in facilitating university study and

research. Th@&h

that inft ion is freely and openly accessible. Internationally, librarians must

aged by dedicated professionals who are committed to ensuring

deh%gfate the value of the library to the parent institution's investment. This can be
demonstrated by the extent of dedication to customer happiness, while the library
resources are anticipated to enhance the calibre of academic study and research, thereby

providing the university with a competitive edge?.
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Moreover, the quality of a university education can be assessed by the standard of its
library collections, which include books, E-resources, academic databases subscriptions,
information technology, and the competence of its personnel. These factors are crucial in
fulfilling the university's vision and goals of providing information to support knowledge
production!. The primary objective of the university is to expand the knowledge, of the
community by efficiently providing information resources and services in t Qa for
research, teaching, and learning. The primary beneficiaries of university\librafy services

are enrolled students, professors, and administrative staff. O

Additionally, stakeholders from diverse sectors within th@al community where the
institution is located can also derive advantages fro e'sérvices provided by university
libraries. University library services prioritises t@ds and expectations of customers?.
A scholar classified university libran\\&:es into three categories: collection
development, technical services, -aﬁ@ier services. Nevertheless, certain librarians
perceive collection developme@g?component of technological services within certain

N

university libraries. (@n development is the process of identifying, selecting, and
erl

acquiring library m , such as books, e-books, and databases.

.
¥
Technicala i \s refer to the activities involved in processing obtained materials to
provi%’éicient organisation, access, and retrieval. This include the processes of
cate}lxising, organising, labelling, and binding library items, among other tasks. "User
services" encompasses the methods and protocols for distributing information to users,
including current awareness services, selective distribution of information, electronic

document delivery, OPAC, and reference services, among others. Over the years, service

delivery in university libraries has experienced numerous transformations and obstacles.
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The key areas of concern include digital preservation, mobile environments, diverse user
demographics, scholarly communication, staffing challenges, user behaviours and
expectations, higher education, research data management tools, role development, and
familiarity with a wide range of digital content. Significantly, the utilisation patterns of
library patrons underwent a substantial transformation. The number of in-person visits to
the library for borrowing books has significantly decreased, while the usa Q%oline
platforms to access the library's digital resources has greatly increase ever, the

current digital revolution has also impacted libraries worldwide@ling prestigious

O

Scholar asserted that organizations that consistently @provide excellence and high-

colleges, leading to many changes and issues>.

quality service must comprehend the employ %ice delivery system. Because the
nature of service delivery is so unique\& organisation, the method of providing
services differs from one business «tc&@yext“. This approach provides a framework for
managing employee service d& in a more effective and efficient manner. Engaged
parties, the service proyi .\and the service recipient are all involved in the delivery of
services. As a resul agationship created to satisfy the requirements or resolve issues

° \
for one or rﬁe}om unities, people, homes, enterprises, or corporations can also be

regarde@sewice. In line with these, university libraries provide users with a variety

of Eb&es, as services are a library system's primary output®.

Like every other service rendering organization, libraries have seen substantial
transformations in recent years. The introduction of information and communication
technology has significantly influenced the way information services are provided. The

user's text is straightforward and precise. Conventional methods of spreading information
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have been replaced by technological forms of communication. The advancements and
utilization of ICT in library operations have enhanced and simplified the distribution of
information and access. Additionally, it has also introduced new responsibilities in the
provision, dissemination, and transfer of information. The librarian has transitioned from
a passive role to an active role®. He has transitioned from being a curator of books to
becoming the gateway to a multitude of knowledge sources. It was believed t Q%ﬁes,
which traditionally focused on supplying books, have adapted to the digital age in order

to cater to the changing demands of their users. O

Nigerian academic libraries are not immune from@ ongoing technological
transformation currently sweeping across the global i &tion landscape. As purveyors
of information, academic libraries in Nigeria facé@bing pressure to deliver current and
relevant information resources to their @%mmunitie& Technology facilitates and
compels changes in which this aim’\& tained. When a library automation project is

undertaken, whether it involve@faucing a new system or migrating to a different one,

librarians, staff, and 1%@%0 make some adaptations.

An important as@ consider in the application of technology to library services is the
correlatior& n individuals and technology. Individuals, in this case, librarians, must
adapt @@‘ behaviour and mindset in order to properly operate within an automated
setti& Academic libraries are required to include digital sources in order to stay at the
forefront of providing and distributing information. In recent times, there has been an
increasing inclination among students and staff towards electronic information resources
as opposed to printed books and other reading material. The proliferation of digital

information has prompted students to seek alternate methods of studying and conducting
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research, utilizing laptops and cell phones as tools. The prevalence and utilization of
libraries in developing nations have been diminished by the advent of digital technologies.
Moreover, the use of personal computers (PCs) including laptops, palmtops, and phones

to access information online is having a negative impact on the number of people

S\

It has been claimed that academic information users no longer views the a @1{ library
slaﬁ

utilizing academic libraries’.

as a crucial component of their studying and research. Instead, they/dre ing to view
the library as one of the relics of academic activities incompath ith contemporary
research activities and scholarship. Libraries must theref(@lake a concerted effort to

correct this misconception and retain their users 2& el in providing information

sources that cater to the needs of contemporanﬁ&)rmation seekers. This requires an

holistic review of service delivery in aca@raries.
°

It is necessary to ensure that the @jﬁc library excels in generating, providing, and

disseminating information. m%rary's efficacy in service delivery relies heavily on the
librarians, who are t% tial human resources. The 21st century is characterized by
the abundance am\\ﬁ'%espread availability of information. It is commonly regarded as the
age of the @gﬁoliferation of information production and the abundance of information
sourc@he term commonly used to refer to this period is the "knowledge age".
Emerging work patterns and evolving business practices have given rise to the need for
new types of labour that demand distinct and varied skill sets. The definition of

knowledge has undergone a transformation in this era.
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Knowledge is no longer confined to the mental capacity of specialists, the contents of
books, or the boundaries of academic disciplines. It is currently perceived as a type of
energy, functioning as a complex network that facilitates actions and events. In the era of
knowledge, change is inevitable rather than stability. In the era of knowledge,
professionals must possess the ability to swiftly seek, evaluate, and convey, novel
information. Knowledge is now measured by the ability to adapt to change %%ity,

and innovation, as well as the ability to comprehend things at a systemic or holiStic level®.

The advent of Information and Communication Technology (I s transformed the
academic library in the 21st century. The role of the librar®nt materials are no longer
adequate for storing information. CD-ROM datab Sectronic document delivery,
automated cataloguing, circulation systems, and@fﬁe information retrieval (OPAC) are
already commonplace. Scholars ackno@ that the emergence of the internet,
digitization, and the capability to r&\'\ly access library and research resources have
brought about significant traiféggons by the close of the 20th century!®.

More so, it was opi@ \advancements such as expert systems, wireless networks,
virtual collectie &geractive Web interfaces, virtual reference services, and personal
Web port% ¢ led to significant transformations since the beginning of the new
mille@ It was argued that the development of information technology, information
sysé(s, and information networks has been occurring. This century has also saw a
significant shift in the information seeking behaviour of users'!. Customers now have
higher expectations for distance service delivery in libraries. They demand a wide range
of automated push and pull services from libraries, even when they are not physically

there!2.
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Nigerian university libraries in the 21st century are adapting to align with the
information-seeking behaviours of their patrons. The situation has led to the creation of
digital libraries as a supplement to traditional ones. This is demonstrated by the effort to
digitize library materials in order to meet the information requirements of modern users,
specifically the 21st century library users who are highly skilled in utilizing new sources
and technology. In the 21st century, librarians, as the traditional guardians of | &aion,
must be cognizant of these notable changes and utilize their technological expertise and
intellectual prowess to maintain the prominent position of @éﬁic libraries in

facilitating education, learning, and research. Therefore, the libtarian of the 21st century

must possess proficient abilities that will improve the d of efficient library services

in order to fulfill the evolving information requirg@f clients.

It is imperative to know that for effective B@ delivery, libraries and librarians must be
able to pre-empt all categories of* &Qgctwe user’s information needs which can be
categorised into; ‘Must-be’ R@g ments, One-Dimensional Requirements, Attractive
Requirements, Indiffer n@qulrements and Reverse Requirements. Understanding all
these needs and thxﬁnds is pivotal to effectiveness to library service delivery'. It
involves ant@ng what library patrons need, meeting those needs, listening to

feedbac the patrons and making necessary adjustment to make the patrons happy.

Q
Th&lst-have necessities are essential characteristics or prerequisites of an item. If these
requirements are not met, the client will be extremely dissatisfied. However, if the client
fails to recognize these requirements, their contentment will not enhance their overall
fulfilment. Fulfilling the necessary requirements will only result in a state of 'not

dissatisfied'. The client perceives the must-have requirements as crucial; yet, they
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underestimate their importance and hence do not explicitly request them. Prerequisites
that must be met are an essential determining factor, and if they are not fulfilled, the

customer will have no interest in the product whatsoever'.

The must haves in the library parlance may include access to books and other relevant
information resources. Users expect the library to have a well-maintained collection of
books, journals, and other resources. If the collection is outdated or es are
unavailable, users will be dissatisfied!®. Library resources are np%n limited to
resources as library shift from custodian of information to access ers. As a result, it
is an unwritten law that the modern academic library m rovide access to relevant
scholarly databases, internet access and information 1'&@ training among others. More
so, libraries are expected to provide quiet areas @’ady and research. Noise and lack of
space would lead to dissatisfaction. Usel\@ librarians to offer basic help in finding

resources and using the library -c&({' ue. Poor service in this area would cause

N\
&

Regarding one-dimengi %equirements, client happiness is directly proportional to the

dissatisfaction.

degree of fulﬁlns\& There is a direct correlation between the level of fulfilment and
customer %sgadion. When the level of fulfilment is higher, customer satisfaction also
incre nd vice versa. Customers typically expressly demand one-dimensional
spe}(cationslé. The more extensive and up-to-date the library's collection, the higher the
user satisfaction. Limited resources lead to dissatisfaction. More so, longer and more
convenient opening hours increase user satisfaction, while limited hours cause

dissatisfaction. Leveraging on the digital era and it demands, providing comprehensive
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online databases and digital access to resources improves satisfaction. Lack of digital

access would result in dissatisfaction.

For attractive requirements, are requirements are the product characteristics that have the

most significant impact on consumer satisfaction with a particular product. The consumer

does not expressly state or anticipate attractive requirements. Meeting these requi%ents
\J

results in satisfaction that exceeds expectations. In the absence of meecting these

conditions, there is a complete absence of dissatisfaction'”. Attractivefcritetia refer to the
characteristics of a product or service that surpass customers' e @tions which to the
library man includes Innovative Programs and Workshop@ offering unexpected and
innovative programs, such as coding workshops oré& meet-and-greet events, can
delight users, Librarians providing personalized@ or research recommendations can
greatly enhance user experience. Creati odern, comfortable environment with

amenities like coffee shops, collaboréQ*paces, and ergonomic seating can significantly

N\
\"J
. $Q

Indifferent requirem Qfer to the product or service features that hold minimal

boost satisfaction.

importance or ava\@gor customers. Regardless of whether these needs or features are
adequate, %&nﬁl not lead to either customer satisfaction or customer discontent. This
indica%%at buyers do not experience any distinct emotions!®. For example in the library
parlance, the design of the library’s logo or branding elements typically does not affect
user satisfaction significantly. The specific colour scheme of the library’s interiors is

generally of little importance to users as long as the environment is clean and functional.
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The term "reverse quality requirements" refers to features that have a linear relationship
between satisfaction and an insufficient level of requirements, as well as between
dissatisfaction and a sufficient level of requirements. There is a strong correlation
between meeting these conditions and feeling dissatisfied. Conversely, not meeting these
requirements leads to satisfaction. Put simply, buyers are content when, these
requirements are lacking, but discontent when they are there!®. This in librari p%)uld
includes Automated Services- Some users might appreciate self-checkqut syStems and
automated book drops for their convenience, while others @t prefer personal
interaction with library staff and find these features impersonal. Makers space, Some
users prefer absolute silence for study, while others Q

lue spaces that encourage

group work and collaboration. Balancing these péeilb%es can be challenging but library
A study aims to identify, categorizdfand rank the retail store attributes, based on their

3

effects on customer satisfacti(Q{A survey focusing on retail store characteristics that

must be up to the task.

impact customer satisf:c fa\was developed and distributed. Over 400 responses were

collected and evalﬁ »using the Kano model. Results showed that visually appealing
facilities and err&e

for gran t their absence plays a significant role in customer dissatisfaction. An easy-

transactions are of prime importance to customers. They are taken

to-?h&te store layout and readily available service increase customer satisfaction, but
their absence doesn’t decrease customer satisfaction. Clean public areas and modern-
looking equipment are important, and improvements to them increase customer
satisfaction at a proportional rate. The findings of this study will assist service providers

in realizing the relative importance of the attributes of retail stores and in evaluating the
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impacts of their current practices on customer satisfaction levels. Such importance will
also help retail sector policy makers in mandating policies focusing on must-have
attributes to preserve customer satisfaction?. Situating this to librarianship, the library

must work on things like the aesthetics looks of both the physical and the online looks.

A study uses Kano's satisfaction model to measure the performance level of somﬁ&lblic
libraries in Italy, and the performance level of each of the dimensions was using
three dimensions of "service impact", "information control" and@g‘f space and
location" as independent variables along with the depend Qriable of "users'
satisfaction with library services" formed the research Ves. The findings showed
that the service impact component is part of the groubgotivational services with high
performance, this shows that the managers of t%’éﬁed public libraries do not need to
improve the performance of this compon@%ead, the performance of this component

should be maintained at the currentd\?%

The information control cqm\%%t is a part of the group of motivational services and has
a low performance, a@ performance is improved, it can cause a significant increase
in satisfaction..'s\&}\tudied public libraries need to improve the performance of this
componen& ibrary location component is part of the functional services group. This
Varia%%formation control) has a low performance score. In the interpretation of
ﬁu&nal service group, it should be said that increasing performance and variable level

increases satisfaction and decreasing its level decreases satisfaction?!.

Conclusively, Service delivery in academic libraries is a dynamic and multifaceted

process that requires ongoing adaptation to meet the evolving needs of users. By focusing
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on user-centered design, embracing innovative services, fostering collaboration, and
investing in professional development, academic libraries can enhance their service
delivery and play a pivotal role in supporting the academic and research endeavours of
their communities. Effective service delivery not only improves user satisfaction but also
reinforces the library's position as a vital resource in the academic ecosystem&:ice
delivery in academic libraries encompasses a wide range of activities aimed on ing
the academic and research needs of students, faculty, and staff. Effective'service delivery
is crucial for enhancing the user experience, promoting the use 0®a resources, and
contributing to the overall educational mission of the insti 610 oreover, researchers

has proven that there are factors that enhances or ham

library staff in academic libraries. &Q

2.1.2. Concept of Knowledge Sharing @

rvice delivery even among

Knowledge sharing is a critical c@%‘h t of knowledge management and innovation,
representing the exchange &formatlon skills, insights, and experiences among
individuals and groug@% an organization or community. This concept has been seen
by different auth&&?% an integral factor to the collective intelligence and competence of
any organ gn/fostermg an environment where continuous improvement and problem-
solvm@ thrive. Knowledge sharing involves the dissemination of explicit and tacit
knowledge from one individual or group to another. Explicit knowledge is codified and
easily transferable, such as manuals, documents, and databases. Tacit knowledge, on the
other hand, is personal and context-specific, often conveyed through direct interaction

and shared experiences.
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Knowledge and its management lack a universally accepted definition. However,
knowledge can be described as comprehension acquired by personal experience,
individual learning, and a familiarity with specific material’?>. Knowledge can be
categorized as either tacit or explicit. Tacit knowledge encompasses heuristic abilities,
intuition, and best practices that are stored in the human mind. On the other hand, explicit

knowledge refers to rule-based knowledge that is employed to complete fo and is

frequently written or codified®. &<
Tacit knowledge is inherent in human abilities and mostly tra ed through social

exchanges and interactions?*. Know-how and know-why,ell as beliefs and values
deeply ingrained in the human mind, are often overlogked\orms of informal and personal
skills, insights, experiences, or crafts. On the @nand, explicit knowledge refers to
knowledge that is clearly expressed, re@ and documented. It takes the form of
various types of information suchﬁ\c\' cuments, policies, databases, rules, formulas,
reports, diagrams, speciﬁcatioQ@nuals, and records®. Explicit knowledge is highly

transferable, which is%@\is said to be porous and mobile. To put it simply, explicit

knowledge refers toacit/information that has been transformed into a formal, structured,

o \
and systematé fo\mat hat can be readily communicated and accessed.

O

Know@’b is the organizational resource that will make the greatest contribution to
increasing the competitive advantage, raising productivity, improving the quality of work
performance and ensuring overall organizational growth in academic libraries in the
knowledge economy?$. If they are to remain at the forefront of providing relevant library
services to users, academic library staff need to acquire and equip themselves with new

knowledge on library practices and policies. The knowledge gained by academic library
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staff through constant interaction with information resources, library users and colleagues
in the course of their work is critical in the creation of new knowledge and the provision
of quality services in the academic library?’. Academic libraries were among the first
organizations to adopt knowledge sharing. Research reveals that knowledge sharing is
infused into areas of academic library services such as reference service, circulation
service, collection development service, research support service and inte er loan
service. Librarians working in these areas share knowledge on user needsj lib use, the
planning and acquisition of library resources, the cataloguing and @caﬁon of library
materials as well as access and information delivery?®. Th @ians also share ideas

and insights relating to the use of technology in the pro@ services.

Scholarly discussions on knowledge sharing in a@%ic libraries primarily center around

knowledge sharing practices and the roleﬁ\@%ology in facilitating knowledge sharing

to enhance service provision®. Hm\& academic libraries have not yet established a

formalized system for shar@calowledge. This includes the development and

implementation of stra eg:@bo encourage employees to share knowledge, with the aim of

improving performancey fostering innovation, and enhancing service provision®.
S

Knowledge e@

of casu and often happening by coincidence?'.

Q

Knowledge sharing is an aspect of knowledge management considered as a process of

t academic libraries is typically disorganized, primarily consisting

transferring knowledge such as skills, experiences and understanding between individuals,
groups and organisations while knowledge sharing practices are diverse personal
interactive processes such as discussions, debates and meetings, where one is influenced

by other’s experiences*. Knowledge sharing practices include; verbal discussion,
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seminars/workshops, mentoring, staff meetings, storytelling, community of practice, and

so on. Knowledge sharing practices are means where people share what they know.

Knowledge sharing is the act of workers inside the same organization exchanging
information with each other through a series of behaviours. When someone shares their
expertise, they provide guidance to another person utilizing their own informhation,

insights, and thoughts in order to enhance the other person's position?. Ai ly, it is

crucial for the individual disseminating their knowledge to have a C‘&l rstanding of
the intended goal and practical application of the shared kno e, as well as the

specific needs and informational deficiencies of the recip This encounter results in

the acquisition of knowledge or skills by the recipientQQ

It was posited that knowledge sharing, whi ’?olves the process of constructing
knowledge, can be accessed by others v?ﬁ\& a framework of unity®*. In line with the
aforementioned description, it waé%k\tf%ontended that knowledge sharing entails both
imparting one's own knav@ to others and acquiring knowledge from others?.
Furthermore, knowle%Q\aring may be described as a cultural practice within an
organisation Wh@ndividuals exchange their knowledge, experience, and abilities
through s%ag*ﬁteractions“. Knowledge sharing encompasses two aspects: (i) the
delibe@%ransfer of one individual's knowledge to another person, and (ii) the act of
gath\eﬁlg knowledge. An instance of knowledge sharing involves individuals who are
willing to disseminate knowledge in order to enhance efficient communication with their

peers, as well as those who adeptly seek advice from their acquaintances to acquire new

knowledge®’.
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Knowledge sharing refers to the transmission of task-related information or feedback
about a technique. It can also involve communication about a specific task and the direct
or indirect exchange of tangible goods. Nevertheless, certain studies have demonstrated
the significance of knowledge sharing as the transfer of thoughts or ideas from one
people who possesses it to another individual who requires it*8. Corroborating this

% the

assertion in their study. The authors argued that knowledge sharing i Qre

collective impact of a group of individuals on the overall knowledge of the orgahisation’”.

In a separate study, some researcher identified two aspects of kn: e sharing: the act
of soliciting information or ideas from colleagues, and thi semination of knowledge
that provides insights and understanding to coworke@@laring knowledge is a crucial
way for staff members to contribute to the @’bation of knowledge. It confers a
competitive edge to any organisation. I@%n they explicitly said that utilising the
knowledge base resources famhtates& aring of knowledge among staff members and

C.)

within teams, hence contrlbut the organization's performance*'. However, it was
acknowledged that many. 1sat10ns recognise the substantial impact of knowledge as
the fundamental b gaining a competitive edge. Essentially, acquiring information

involves acti el articipating in the process that gives it significance*’. Knowledge

sharing @ehberate process in which knowledge is made reusable by transferring it
thrb&ﬁersonal experience to others.

Knowledge sharing is commonly understood as the act of connecting two parties through
the exchange of information. The individual who possesses it and the individual who
acquires it. Several studies have indicated that both extrinsic and intrinsic motivation can

significantly influence the sharing of knowledge®. Nevertheless, a scholar defines
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extrinsic incentive as a temporary strategy that does not ensure long-term commitment to
sharing knowledge. However, several researchers argue that extrinsic motivation is not
appropriate when the knowledge being communicated is limited to practical tacit

knowledge*. Knowledge is not easily disseminated like a commodity, as it is inherently

S\

Therefore, acquiring new knowledge from another person involves effecti tilising

personal and protected by the individual.

their thoughts and subsequently being able to reintegrate it in the f&{e. rrently, the
decision to share or withhold knowledge is influenced Q significance of
acknowledging personal resolve. Nevertheless, workers m oose to either disclose or
withhold their ideas for various reasons. Several res&@onducted by various scholars
have demonstrated that workers are motivated 6%6 their ideas and information as a
part of their duties and to provide guidan@%hers in making correct decisions. They
hold the belief that sharing knowl@s an integral component of job success and
involves the exchange of idea@t‘hc?act of sharing knowledge is crucial as it facilitates
the transfer of know, ei@&om an individual to the organisational level, hence
establishing a relation or link between people and the organisation®. Knowledge
sharing is re@/&' as crucial, particularly in relation to empowering individuals by

endorsir@ssion, vision, and values.

Q
In>€ition to encouraging collaboration for knowledge sharing, the organisation must
maintain a conducive environment, adhere to established standards, foster collective team
responsibility, and demonstrate a strong awareness when making decisions*®. Knowledge
sharing was defined as a method to achieve a desired outcome. Therefore, he categorised

it as the mechanism through which workers and groups transmit their knowledge for
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mutual advantages®’. Reflecting on the historical roots of knowledge sharing, asserted
that it has evolved into a comprehensive and profound area of research focused on the
transfer of technology and innovation. He contended that knowledge exchange had lately

advanced in the realm of strategic management*S,

Research on information sharing has advanced to a level where it focuses& the
perception of professional knowledge. Several scholars have posited that t @%nge of
information occurs between two individuals: the possessor of knowlédge arfid the seeker
of knowledge. A researcher contends that the sharing of info an be seen as the
act of freely granting other individuals, both within and o@e the organisation, access
to one's valuable knowledge and expertise. The resee%he ighlighted the significance of
social presence in knowledge sharing. He argue%{b\when knowledge is based on action
and unspoken elements, the behaviou@ing knowledge is more likely to be
influenced by one's time and skilbs’\& ditional face-to-face communication or other
forms of discussion®. In addi@ was argued that the effectiveness of information

sharing techniques is § when there is clear understanding of the knowledge being
id

exchanged, the indivi

)

s involved in the exchange process, and the most suitable skill

to utilise’”.

In a @ undertaken by some scholars, the process of information exchange was
ex%ﬁed and categorised. They stressed that fostering knowledge sharing involves
building an environment where individuals can acknowledge their knowledge, have a
strong desire to enhance their skills, and, most importantly, collaborate on common tasks.
Researchers have attempted to elucidate the different concepts in knowledge management,

including information sharing, knowledge transfer, and knowledge exchange’'.
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To buttress further, some scholars provide the evidence for this research. Knowledge
sharing is supposed to take place in experimental and practical investigations, when
individuals are provided with specific information. Knowledge transfer is a sort of
knowledge sharing that involves the transmission of information resources and
knowledge from the owner to the receiver. Knowledge exchange involves the
dissemination of ideas to others and the acquisition of knowledge from other Q&udy
focuses on analysing the knowledge practices of library personnel in\gengral, with a
specific emphasis on the library staff at IUM Campus library. Th@hination is based
on the provided dimensions. The subsequent sub-sectioﬁ eates the efficacy and

efficiency of knowledge exchange>2. Q

In order to offer a precise and favourable @nation of effective and efficient

@

knowledge sharing, the researcher refi he definition provided by a scholar.

Knowledge sharing efficiency is de@d as the quantification of the time, effort, and

expenses required to share kno@ﬁ?x. Knowledge sharing efficacy pertains to the use of
shared knowledge>’. h@:eding explanation demonstrates that the efficacy and
d

efficiency of know

N

[ ]
sharing. Nev@ess, certain elements exert influence on the process of knowledge

workers are directly impacted by the practice of information

exchangprearchers classify those elements in various ways.

Q

Some” scholars classified knowledge sharing elements into three sub-groups:
technological factors, individual factors, and organisational aspects. The technical
elements pertain to information technology, encompassing both software and hardware
components. These factors arise from knowledge management systems and are utilised in

the facilitation of sharing activities. Individual factors are derived from an individual's
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personality traits, such as beliefs, attitudes, and emotions, and are referred to as internal

factors*.

Organisational factors pertain to the whole context and dynamics inside an organisation,
including the working environment and the interactions among staff members and
colleagues. These elements are categorised as external factors. However, there G.Nhree

barriers. Furthermore, some other authors classified information arriers into

distinct kinds of hurdles to knowledge-sharing: individual, organisational, Z nology
three distinct components. He argued that numerous variables contributed to the
heightened awareness in knowledge organisation. Thariables encompass the

increasing rate of change, staff turnover, expansion of otganisational reach, adoption of

new structures such as network organisations, ri@'ﬂowledge intensity of products and

services, and the revolution in infomatio@ogy

In order to gain a comprehensn@vﬁﬂ standing of knowledge sharing, It was also
contends that it is necessary @nto the realm of knowledge management research. The
first factor is that k%@ sharing is inherently connected to the field of knowledge
management55 ugh there are multiple definitions of knowledge management,
literature ntly acknowledges that it is a process that leverages past experiences

and es@hes new methods for transferring and generating information.

N

Management researchers have identified various elements in recent research, particularly
in the context of technology transfer, with a focus on the characteristics of knowledge.
The variables, as described have been distributed based on the two types of knowledge

namely tacit and explicit knowledge. A Nigerian Scholar came up with factors that
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influences, facilitates and informs knowledge sharing in Libraries and it includes

environmental factors, teamwork, trust, work culture and technology?°.

Looking at the environmental factors, Empirical research on knowledge management has
discovered several significant elements that impact information sharing behaviours,
including environmental influences. The factors include social interaction, pow%ply,
physical facilities, lighting level, and motivation. Moreover, certain have
validated that the work environment can either impede or enhanc&g{ductivity of
employees whose job roles necessitate a comfortable, conduciv. iendly atmosphere.
Creating an open environment or fostering a strong organal culture can facilitate
the achievement of workers' or teams' primary goals 6&ectives57. Furthermore, it has
been said that effectively overseeing an open@Sphere necessitates a multitude of
responsibilities that will enhance the w \@’gersonnel. These responsibilities, such as
providing access to high-quality tré& and education, will empower employees to

A

effectively share their knowled%ﬁ? assist their colleagues when necessary.

Furthermore, this v@oubtedly facilitate the success of organisations. Indeed,
motivation is ac@ determinant in the functioning of an organisation. Occasionally, it
can serve\as ‘adeterminant that has the potential to influence all other variables.
Furth@, the readiness to advance without the apprehension of incorporating novel
methods in a setting that is typically traditional in its approach is often observed. Authors
argue that the organisation can tackle organisational issues related to information sharing

by promoting an open atmosphere.
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Desouza argues that the key challenge in effective knowledge management is not only
implementing modern information technology solutions, but also fostering a culture of
effective knowledge sharing among workers®®. Therefore, considering the previous facts,
it would be prudent and practical for library staff to view learning goal orientation as a
favourable chance for successful knowledge exchange. In order to establish a suitable
strategy, it is crucial for the organisation to conduct a comprehensive study o Q%‘rent
situation, which will identify the disparity between the available resourCeS and the
necessary ones. Therefore, the organisation will see the need of@t ing challenges

and implementing strategies for knowledge generation and @I’l

In case of teamwork as a factor that promotes v@ge sharing. There are likely
multiple methods for identifying the different faé’bthat drive individuals or workers to
join a group or team, including ﬁnanci social standing, perks, or potential for
advancement within a specific com@. Thus, it is imperative for an organisation to
have a stable and capable wor@@c?that can effectively facilitate the exchange of ideas
and knowledge inside t@ociation”. The researcher characterised the team as a
compact cohort 0f§$duals possessing the ability to maintain equilibrium, who are
dedicated to @\\re'd objective, a defined set of achievement targets, and a method in
which t d themselves mutually responsible. Moreover, an author has also described
a t&@%s an assembly of individuals with intellectual capabilities who possess a shared
objective and engage in joint efforts. Regarding this matter, the success or failure of a

team or group is dependent on the collective efforts of its members, who also bear the

consequences and rewards of such outcomes.

42



Knowledge sharing is more likely to be successful in teams that work well and have
management that actively encourages open communication among employees. During the
discussion on knowledge sharing techniques, two researchers proposed that the
personalities and procedures of a team can influence the individuals who share
knowledge. They proved that as the squad grew longer, the cohesion of the team became
stronger®’. Therefore, in this context, team members are more inclined t Qﬁntly
exchange their information. In addition, it was suggested that library staff utiliSing teams
should take into account the requisite skills for team-based role clude inquiries
about teamwork and soft skills, such as communication and listehing abilities, willingness

to collaborate with others, the capacity and inclinat@ assume responsibility for

decisions, creativity, and adaptability, as part of :?Q«@Vion process.

Martin elaborated on the current obstas@g libraries are encountering, which are
impeding the dissemination of kné% e. He stated that the alteration in budget,

A\

insufficiency of staff, and swégarancement of technology have compelled several
libraries to reconside§ Aner in which they provide services to their clients. In order

to address these issues;=it was noted that many prominent academic research libraries

[ ]
have update(‘ h%\r'o erational structures to incorporate specialised groups or teams

respons@r carrying out the tasks®!.

Arhér spurring factor of knowledge sharing is trust. Trust is a recognised component
that influences the success of knowledge sharing. It refers to an individual's belief in an
actor's abilities and behaviour in connection to risky situations. It is also a significant
determinant. According to research, trust is a crucial element for library personnel and

others in the organisation as it facilitates the sharing and acquisition of knowledge and
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service resources. Other management experts also recognise the concept as highly
significant, as it encompasses the act of imparting information and ideas to employees or
collective entities such as teams or communities of practice, fostering opportunities for
cooperation®?. Thus, trust assumes a crucial role in establishing friendship and
relationships within an organisation. Positive connections founded on trust are widely
recognised as a crucial element for employees or team members, since t %pre a
willingness to openly share knowledge and expertise. Establishi fessional
relationships with colleagues, such as library staff, is crucial in@orkplace. When
employees have mutual trust, they can collaborate effectiv. ﬁexchange knowledge
without hesitation. Effective knowledge exchange ake place and circulate
effortlessly among library personnel when thete % trong emphasis on trust among
colleagues. Several experts argued that trufbl among the four characteristics that
influence an individual's behaviour ir@place.
.
It may be deduced that tm@qﬁes employees to acquire knowledge from their
colleagues and also sh. e&& own knowledge with others. Furthermore, it expressed the
viewpoint that the gzaﬁon of information sharing is contingent upon individuals
.

fostering a t@ atmosphere of trust within the organisation®. Trust may foster
honesty fficiency among workers, facilitating effective communication channels.
Th\%tum, promotes the interactive effect of implementing knowledge management,
allowing for unrestricted information sharing practices among employees. Conversely,
certain researchers analysed three crucial aspects of trust. Firstly, capability: this refers to
the decision or inclination of an individual to share less knowledge with familiar

colleagues who possess advanced skills. Furthermore, integrity refers to the act of sharing
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knowledge when an individual is confident that others possess honesty, rationality, and
the ability to adhere to ideals®*. Lastly, benevolence is a component that may not be
highly significant in the context of information sharing, but it becomes relevant when

evaluating an executor's trustworthiness based on their goodwill.

In the case of work or organizational culture, knowledge building relies on three.ak&ects,
with culture being the initial component that must be taken into account pri %gaging
in knowledge management. In addition, numerous scholars have otgd knowledge
exchange processes®. A study identified multiple characterist case study that
provided evidence of the significance of human, social, an@ural factors in knowledge
sharing management procedures. However, the wor @\re is shaped by the cultural
background of each employee. Therefore, cultu@’bimpacts on three components. The
three components are individuals, proced@ d technological systems. In addition, the
people component is characterised\' cultural variations, while the process and

N\

technology components are affs c?y the acceptance of new systems®®.
gy p Q

Studies have demons@&t\la‘[ knowledge management is heavily influenced by human
factors. In order @owledge management strategy to be effective, it is essential for the
organisatidn to“bliild a knowledge culture that promotes trust and consistently recognises
the i@%&nce and value of knowledge. Furthermore, it is believed that the
orga\ngational working culture should be oriented towards incentivizing innovation,
fostering a learning environment, encouraging experimentation, promoting inquiry, and
facilitating reflection. The organisation must create a clean working environment to

facilitate the processes of knowledge production, transfer, and utilisation®’. Moreover, to

enhance the working culture of an organisation, it was additionally proposed that the
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process of change should commence at the individual level, since each person have the
capacity to exert influence through their own expertise. The confidence of a knowledge
sharing culture originates from the application of self-knowledge. In contemporary times,
numerous institutions, particularly academic ones, actively engage in advanced
performance and exert extensive efforts to transform the organisational norms, values,

S

Scholars propose several strategic approaches to help organi&io employees

attitudes, beliefs, and paradigms associated with knowledge.

understand the importance of these assets. In addition, authent wledge requires a
seamless alignment between organisational culture and agement objectives. Any
changes that do not align with the working c ®may not contribute to the
organization's goal attainment. The researcher a%blhat for an organisational culture to
effectively promote information sharing,@ kforce must be guided towards creating
knowledge with clarity and effe%' ess®. Employees must possess motivation,

intelligence, intellectual curios'@’&g?d a willingness to embrace new ideas. Additionally,

it is important that wc%@ not feel isolated or offended by the organisation they work

for. ) @

In modern\timesy technology is highly regarded as a device or instrument that facilitates
the c@'ion of persons both within and outside an organisation. Technology is
esse\nfﬁl for the processing, storage, and retrieval of information among knowledge
workers during the knowledge sharing process®. Despite its limitations, technology
facilitates convenient and continuous knowledge transfer among employees. Furthermore,
there is a growing body of research that supports the notion that technology is a crucial

catalyst for transformation and is integral to the evolution of information sharing within
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corporate culture. The writers contended that knowledge management primarily revolves
around individuals rather than technology. However, despite this assertion, he maintained
that in our contemporary day, it is impossible for individuals to efficiently communicate
their knowledge within or beyond the organisation without the use of technology. In
addition, the author argued that technology has greatly facilitated knowledge sharing by
overcoming the previous barriers that made it seemingly impossible or ch. Qﬁg for

individuals to share knowledge or collaborate with colleagues across the glob

Examining the current advancements in technology, it has in @ecome a tangible
reality. Consequently, several empirical studies have been @ucted on the evolution of
Information Technology (IT) and its crucial role in @kjting information sharing. IT
has enabled the conversion of implicit knowled@b explicit knowledge and primarily
assists in the management of knowled@%ss many platforms for efficient and
effortless information exchange. S(X{' media platforms such as Facebook, Twitter,
Instagram, weblogs, and wikis écaccessfully support the sharing of knowledge within

N

organisations and have i nected the world into a worldwide network.

\

Libraries havee @singly recognised the potential of these platforms for sharing
knowledg% e now frequently utilised by library staff and patrons. Consequently,
there E@’bgical connection between the use of technology and the sharing of knowledge,
as}(ormation technology enables efficient investigation, access, and retrieval of
information. Information technology (IT) can facilitate communication and foster
collaboration among staff members within the organisation. Furthermore, numerous
scholars have discovered several elements that impact knowledge sharing, including the

form of knowledge, including both tacit and explicit knowledge!.
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Knowledge sharing in academic libraries involves the exchange of knowledge to facilitate
effective work processes and improve decision-making and policy formation. Sharing
knowledge fosters service innovations, offers answers to job-related challenges, and
improves staff performance in academic libraries’?. Sharing knowledge enables staff
members to acquire information and skills that empower them to be innovative in
delivering effective services. Knowledge sharing in academic libraries f Qﬁ the

generation and utilization of knowledge to enhance and update library seryice

Knowledge sharing within the academic library setting may be 1 or informal and
may involve the use of human-based or technology-baseds. uman-based tools are
viable in sharing tacit knowledge and include me&@p, job rotation, storytelling,
seminars, meetings, communities of practice 6’6}, training, and job shadowing’.
Technology-based tools for knowledge sis}\@%clude Information and Communication
Technologies (ICT) and are Viewed@r enablers of knowledge sharing in this digital

era’””. Examples of formal %mc?s are meetings, group discussions, storytelling,

mentorship, seminarss@uces, workshops, job rotation and apprenticeship’®.

Informal knowled\%\taring platforms such as group discussions during tea breaks and in
conferencéyrooms, and face-to-face conversations, are becoming a preferred setting for
know@%haring among academic staff because they constitute free interactive settings
with\(ewer restrictions. Individual, organizational, and technological factors exert the
greatest influence on knowledge sharing among employees within an organization’’.
Individual factors relate to motivations (rewards and incentives), organizational factors

relate to management support, organizational culture and structures, and trust, while

technological factors relate to technology and infrastructure.
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Over the years, knowledge sharing has reported gone and still going through several
challenges which some authors calls barriers and problems. It was put like this Academic
librarians face obstacles that prevent them from engaging in knowledge sharing to
achieve library goals and improve service delivery. These barriers include the absence of
a culture that promotes knowledge sharing, a lack of strategies, limited collaboration, low
motivation, and inadequate technology and organisational structures that a &t to
change. Some scholars identifies several significant barriers to knowl dgarmg in
academic libraries, including a lack of trust among colleagues an@r management,

disparities in qualifications, a mentality that views knowl e s a source of power, a

lack of incentives, and inadequate tools for sharing kno

A scholar observed that library staff members a@%ered in their willingness to engage
in knowledge sharing for the purpose @fgoved library service by the following
barriers: The lack of co-operation bé@f senior and junior library staff members, The
unwillingness of junior libra@s; f members to share their knowledge since they
perceived this as br1ng \beneﬁts in the form of promotion, recognition, appreciation,
or a salary 1ncrea e e unavallablhty of up-to-date or proper maintenance of
technologies @tj upport knowledge sharing, Inadequate communication skills on the
part of J staff, The absence or inadequacy of library staff training, The lack or
inaﬁ&cy of a library budget and The lack of efficient knowledge sharing tools, such as

ICTs”.

Presently, in the library, their strategies employed formally and informally regarding
sharing knowledge. These strategies were grouped into categorized as either

personalization or codification, in line with the two predominantly types of knowledge
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( tacit and explicit knowledge)®’. Personalization strategies deal with sharing tacit
knowledge through direct person-to-person platforms such as mentorship, apprenticeship,
communities of practice, meetings, seminars, job rotation, coaching, storytelling, and job
shadowing. Codification strategies entail facilitating explicit knowledge sharing through

technologies®!. The intranet, telephones, internet, e-mail, WhatsApp, and bloi\ are
m

commonly used technological tools incorporated in the codification strategies tQi late
and support knowledge sharing among employees. &< :
The integration of both personalisation and codification strategie ates the exchange

of knowledge among personnel in academic libraries. @analysis of 32 academic
libraries in India found that both codification and pgrsondlisation tactics were utilised,
with codification strategies being slightly more@%lentgz. Researcher proposes many
techniques to facilitate information sharis@fgs university libraries in KwaZulu-Natal,
South Africa. These strategies'ﬁ\% de obtaining support from management,
implementing reward systemﬁl ementing job rotation, and establishing suitable
knowledge sharing po 'c@ resources. In a comparable investigation, it was shown
that the personalisation method, which focuses on using tacit knowledge, was found to be
.
more domina@n the codification strategy. They claimed that staff development serves
as a me rectify inadequate work performance and instills confidence in employees,

ena\&them to actively participate in knowledge sharing®’.

Furthermore, some authors identified several strategies to promote knowledge sharing in
the academic library. These include fostering knowledge sharing at all levels and units,
assigning weights to employees, incorporating knowledge sharing into performance

appraisals, implementing suitable reward systems, enhancing ICT capacity, and ensuring
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the availability of ICT infrastructure. The academic libraries in Ghana implemented a
combination of personalisation strategies, such as face-to-face interactions, seminars,
workshops, meetings, and training, along with codification strategies, such as WhatsApp,

e-mail, and SMS. However, the personalisation strategies were more prevalent than the

S\

Looking that three delineating measures of knowledge sharing na ttitude,

codification strategies®*.

behavioural intentions and subjective norms. Attitude refers to an mngl/s positive or
negative evaluation of performing a particular behaviour. In the Qt of librarians and
knowledge sharing. A librarian might have a positive attitwards knowledge sharing
because they believe it enhances their professional (L&@Inent and helps in building a
collaborative work environment. For instance,é%arian who enjoys discussing new
research methods with colleagues maowledge sharing as a valuable and
rewarding activity. Conversely, a ’&ian might have a negative attitude towards

knowledge sharing if they beh@{? is time-consuming and detracts from their primary
responsibilities. For e Q@a ibrarian who finds it challenging to meet deadlines might

see knowledge shar &
For instance, ’\a

y" found that unwillingness to share knowledge, a lack of trust,

ssions as an additional burden rather than a beneficial practice.

1nfer10r1p6®1plex and superiority complex where the major barriers to knowledge

sha\w mong librarians.

A study on Knowledge Sharing Attitudes of Library and Information Science
Professionals in Nigeria found that librarians have positive attitudes towards knowledge
sharing and the avenue for knowledge sharing varies significantly from Conferences,

Seminars, Face-to-face with social media platforms. Corroborating another Nigeria study
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that reported a high rate of knowledge sharing among librarians in federal universities in

Nigeria and a positive attitude toward knowledge sharing®?, 8¢,

In terms of subjective norms which refers to the perceived social pressure to perform or
not perform a particular behaviour. It encompasses the influence of colleagues,
supervisors, and the organizational culture on an individual's behaviour. If a%rian
perceives that their peers and supervisors expect them to share knowledge @gce more
likely to engage in such behaviour. For instance, if the library admi@gu{ promotes a

culture of regular knowledge exchange meetings and recogniz @se who contribute
actively, librarians will feel encouraged to share their exp %& prevailing norm in
the library is to work independently and keep inforr%@o oneself, librarians may feel
discouraged from sharing knowledge. For 6 le, if colleagues do not value
collaborative efforts or there is no recogni knowledge sharing, a librarian might be
less inclined to participate in thesve@\es. In a study what really hindered knowledge

sharing includes a lack of ICT@%E?, infrastructure, and ICT know-how and the absence

of a knowledge sharir%@n the library®’.

Behavioural int\ s are the indications of an individual's readiness to perform a
particular %géﬁur. It is influenced by their attitudes and subjective norms. Like other
Varial%%ehavioural intentions could be negative or negative. A librarian who has a
po&(s attitude towards knowledge sharing and perceives strong social support for such
behaviour is likely to have a strong intention to share knowledge® . For instance, if a
librarian believes that sharing cataloguing techniques will improve the team’s efficiency
and feels that their colleagues and supervisors appreciate such contributions, they will

likely intend to share their knowledge actively. Contrarywise, if a librarian has a negative
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attitude towards knowledge sharing and perceives minimal support or even opposition
from their peers and supervisors, they are likely to have weak behavioural intentions
regarding knowledge sharing. For example, if a librarian thinks that sharing information
about digital archiving will not be valued and feels no encouragement from the
organization, they will probably have little intention to engage in knowledge sharing

S

A UK study among academicians demonstrated that academics aw(qe ed to share

activities®’.

different types of knowledge, a range of factors affecting this pro Dere highlighted by
interviewees. Trust was discussed more than other indi | factors and was often
associated with social exchange. Culture was d&@d by most interviewees as
collaborative and leaders were generally consi%{bo have integrity, but often did not
themselves share knowledge. Regular @ace contact was emphasised as being
critical for knowledge sharing®®. Th‘i\& dy demonstrates there is a culture of trust in
most departments and academ@% willing to share knowledge with their colleagues.
They do, however, bel&%at the matrix structure, that is typical of academic

Q in unclear roles and responsibilities, which could hinder the

departments, has re%
design of str@\s' t

organiz@oses a threats to knowledge sharing.

Coh(sively, Knowledge sharing is not only the process of transferring knowledge, but

promote collaboration and sharing®®. In this the culture of the

also the process of helping knowledge recipients to internalize knowledge. Knowledge
internalization is the learning process that knowledge receivers internalize and absorb
knowledge through organizational learning, and then create new productivity. Therefore,

knowledge sharing becomes an important part of organizational learning mechanism.
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Knowledge sharing usually involves as a basic role in organization learning process,
providing the organization with a relaxing learning atmosphere and free movement of

knowledge, thereby enhancing the learning efficiency of internal employees.®

Organisations often encourage their employees to participate in the process of knowledge
sharing and improve their enthusiasm and participation in learning. As %sult,
employees’ skills are continuously upgraded in communications, and 1@3 ly the
organizational learning performance and service delivery levels ca&%ﬁ'ﬂfyroved. The
improvement of the organizational learning level can provide a and free learning
culture for knowledge sharing, and correspondingly facili he sharing of knowledge

within the enterprise. This constitutes the “knowled@ng - organizational learning”

system?®", ’b
O

2.1.3. Concept of Organizational Lear 1\5:

Organizational learning is o@@ the main prerequisites for establishment and

development of the Valu@e modern organizations. The creation, retention and the

The global <ongt}tt

success companies worldwide®®. The availability and the fast spread of information

transfer of knowle@hin the organization is the basis of the organizational learning.

hanging environment undoubtedly creates new conditions for

cr&@éw environment for the companies and organizations. The modern economy has
set new imperatives for success—the flexibility, innovations and good knowledge transfer
within the organizations are very important for development and productivity.

Organizational knowledge and intellectual capital are considered as one of the vital and
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most crucial strategic assets for success and sustainability of organizations in the

competitive business environment”.

Therefore, the knowledge of individuals has inevitably become as important as other
financial and physical assets of the organizations. Effective knowledge management
requires knowledge, contributing for the key processes development and orga%ions
activities, to be available for the right people at immediate practical use i . Thus,
knowledge management represents a systematic approach towards j%c ifig and using
the knowledge on behalf of creating values. In relation to this, i re than clear that

knowledge sharing and organizational learning are two Ve@-nilar concepts that cannot

exist one without other®!" Q
Q

Organizational learning is the process of creati ’gaining, and transferring knowledge
within an organization. There are mult'ﬁ\&scriptions of organizational learning. The
term "organizational learning" ref&%%{(&ﬁe combined knowledge and skills acquired by
small groups or teams, as@ as the overall learning that takes place inside an
organization. This C%Q learning has the potential to significantly influence the
organization'SQ ance”?. Knowledge management is a system-level phenomena that

enhances (&

under@ng. It remains inside the organization even when there are changes in

tional performance and efficiency by promoting shared knowledge and

healthcare teams or team members®°.

Organizational learning refers to the process in which different teams and team members
within an organization adapt and apply information to take action, and then assess the

outcomes of those actions to generate shared knowledge. While individual and team
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learning might enhance organizational learning, they do not directly contribute to it. This
is because such learning generally takes place within specific professional or team
contexts, without adequate information transfer among other groups within the business.
Organizational learning can happen either as a consequence of organizational change or
as a preliminary step to organizational change. It has been elucidated by change Kﬂies

S

Some authors used the term "learning organization" to describe @1 fon in which

or system's theories and knowledge management theories, respectively®.

individuals engage in ongoing collective learning to achieve al results for the
organization. In Senge's systems theory, a successful lea@ organization is one that
possesses the ability to adapt and effectively han%@nge. This is achieved when
members inside the organization embrace syst%’bﬁking, strive for personal mastery,
exchange mental models, work towardss{@ d vision, and engage in team learning.
Nonaka and Takeuchi introducedoai@el of organizational learning that focuses on
knowledge management. Theéfe?cribe the knowledge spiral, which involves the
transformation of an i ™ ual's tacit knowledge into explicit knowledge through

socialization and ex &zaﬁongl. This explicit knowledge is then shared throughout the
o \
organization,<ac‘1§1ati

O

Orga@nal learning is characterized by several descriptions. The term "organizational

g organizational learning.

leeu‘n\ﬂ{g" refers to the combined knowledge and skills acquired by small groups or teams,
as well as the overall learning that takes place inside an organization. This collective
learning has the potential to significantly influence the performance of the organization.
Knowledge management is a system-level phenomena that enhances organizational

performance and efficiency by promoting shared knowledge and understanding. It
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remains inside the organization even when there are changes in healthcare teams or team

members®2.

Organizational learning refers to the process in which many teams and team members
within an organization or institution modify their learning in a specific context. This
modified learning is then used to take action and evaluate the outcomes, with th oal of
creating shared knowledge throughout the company. While individual a arning
contribute to organizational learning, they do not directly result in it. i‘(ecause both
types of learning often take place within specific professional o contexts, without
the sharing of knowledge with other groups within the co @ . Organizational learning

can happen either as a consequence of organization 6 ge or as a first step towards

organizational change. This phenomenon has rbélumdated by change theories and

system theories, as well as knowledge mt theories®?

Another author used the term "le ’\g%rganization" to describe a situation in which
individuals engage in ongo%%llectwe learning to achieve optimal results inside the
organization. In Seng@ms theory, a successful learning organization is one that has
the ability to ada@ effectively handle change. This is achieved when members inside
the organi% mbrace system thinking, strive for personal mastery, exchange mental
model@%rk towards a shared vision, and engage in team learning. Nonaka and
Ta&hi introduced a model of organizational learning that focuses on knowledge
management. They describe a knowledge spiral in which an individual's tacit knowledge
is transformed into explicit knowledge through socialization and externalization. This
explicit knowledge is then shared throughout the organization, facilitating organizational
learning.
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The rise of globalization, facilitated by supranational bodies that go beyond national and
regional boundaries, has resulted in a constantly changing and competitive market
environment. In order to maintain a competitive edge, companies must engage in the
process of unlearning outdated behaviours and acquiring new ones. The contemporary
institution that has such attributes is referred to as the "learning organization". The notion
of the learning organization has become prominent in literature and is receiv'@*cwing
interest in different management domains. Organizational learning fosterQnJ mosphere
that promotes the acquisition of new skills and the sharing of @/ ge at different

levels within a system®. The fundamental principle of a_\]e@ organization is the

establishment, preservation, and dissemination of kno inside the organization to

effectively navigate and adapt to change, heniefﬁ%aining a long-term competitive

®%

Modern corporate leaders are parb& ly eager to adopt the idea of the learning

edge®.

organization and apply its priéfh?s as a means of gaining a competitive edge. The

concept of a learning %&UOH has the potential to motivate humanity to stay focused

and aligned, as histor evidence has shown that any endeavor to control natural
o \

systems base( on\a cértain model has been temporary and unsustainable. While general

paramet; be identified and understood, it is not feasible to fully dismantle the black

bo?si%strip it of its allure of continuous creation"*. Researchers have recognized and

promoted three elements of organizational learning which are individual learning, team

learning, and organizational learning”’.

Individual learning is an essential process inside organizations that involves the

development, acquisition, and sharing of knowledge to adapt to changing business
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situations®®. Organizations can enhance individual learning by intentionally fostering
organizational learning methods that prioritize individual development. However, it was
contended that while individual learning is crucial for the long-term viability of
organizations, it is not enough to facilitate organizational learning®. Another author
agrees with these thoughts, asserting that individual learning does not necessarily result in
team or organizational learning. Individual knowledge needs to be nurture Qéer to

successfully transform into teams that drive organizational development. esting in

individual learning enhances the development of human capital wi@h firm.

Hence, the improvement of people' skills, knowledge, and @ ts has a favorable impact
on the team's efficacy and the overall success of t%@nization. Developing human
capital at the individual level is crucial for prom@rb&rorker creativity and improving the
innovation of products and/or sewices\\'@ an organization'?. Consequently, an
individual employee might enjoy adxi\&{' es such as a more generous wage package and
increased job stability as a res&%(caman capital development. Individual learning is the

driving force behind hﬁrﬁg&pital, resulting in improved efficiency and profitability in
.

man capital is considered highly significant because the skills

service-oriented fi
S
and talents o@&oy es directly impact the performance of a firm'%!,

Aside@%ndividual learning is the cooperate learning or team learning. The learning
orga\néation values and supports individual talent, recognizing that each person's skills
contribute to the overall improvement of the team!??. Teams are now found everywhere in
modern businesses, and the process of team learning has become essential for these teams

to work effectively!®?.
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Collaborative learning within a team promotes innovation and equips firms to adapt
quickly and effectively in a rapidly changing business environment!®. In order for team
learning to be effective, some social circumstances that facilitate the process must be
present. There is a requirement for cultural values that promote the sharing of knowledge
through coaching or mentoring, strong interpersonal relationships for effective
collaboration, and exemplary team leadership behaviour!®'%, In addition, Q&cher
suggest that teams may require a particular level of maturity in order to op€nly share
knowledge, benefit from varied perspectives, and openly address 107. A study was
conducted a study among first-year students pursuing a tetls degree in Educational
Science or Business Administration in Germany!'%. @ ound that positive social-
emotional reactions, such as agreement, help e h%Qbam learning and sharing. Team
leadership behaviours, such as transformation innovative leadership, promote team
learning behaviour and collaboration ins'%orporate organizations'?.
N

The combination of both indiv%dc?nd team learning results in organizational learning.
Organizational learnin @%monly characterized by two primary forms of learning:

adaptive learning and &xperiential learning!'!°

. Both types of learning, both formal and
o 5\'

informal, are <ru§a r fostering a culture of innovation inside a business. One aspect of

organizati learning is the widespread practice of sharing information across the whole

orgXQ%ion. Disseminating knowledge is advantageous for cultivating well-informed

personnel, who play a crucial role in activities aimed at fostering an adaptable

organization'!!. The agility and effectiveness of a company's service supply directly

impact the brand image perceived by consumers.
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A study aimed to find out whether or not academic librarians are applying the concepts
and practices of learning organization at three levels, namely individual level, team level
and the organizational level. This paper focuses on the perceptions of academic librarians
on the practices of team level learning in public and private university libraries. There are
17 variables on team level learning that formed a part of a survey instrument using a
seven-point interval scale. The instrument was distributed to a total popul tQ% 250
librarians of the public and private university libraries in the Klang Valley, of Malaysia. A
total of 191 (76.4%) respondents returned the questionnaire. @mdy found that
academic librarians perceived learning at the team level d. 1s in general, but they
were not overly convinced of the extent to which the 'l es exist. The results of the

perceptions of team level learning practic tween the senior and middle level

Mann-Whitney U test showed that there is ; ra?ﬁal significant difference in the

academic librarians implying that t \enlor level librarians had more positive

perceptions on the practices of t@vel learning in their organizations than the middle

level librarians!!2, @

It was found that t 1zat10na1 structure has a substantial impact on both worker
innovation a@an zational learning. The authors propose that a flat organizational
structur dvantageous because it promotes increased interactions among staff
me}s& by reducing hierarchies. In addition, a decentralized structure fosters increased
independence and collective accountability across many levels of an organization.
However, it was also acknowledge that flat structures might have a detrimental effect on
the desire to learn, as they offer limited chances for advancement within the company.

Therefore, in the absence of a hierarchical structure, managers must guarantee that other
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incentives are given to promote organizational learning. Retaining talented individuals

113 Research indicates

can also contribute to the improvement of organizational learning
that prolonged exposure to a learning company leads to people adopting and internalizing

its knowledge sharing techniques!'“.

A researcher came up with a model PPOL (Processes and Phases of Organ’x&onal
Learning), which sets out the conceptual framework by which the learni @%&ss and
organizational change situation in libraries can be understood. This a@i‘ﬁfz Intuiting,
whereby individuals understand and become aware of _in gtion and change
possibilities which they may share with other people. @ the emphasis is on the
individual reaching conclusions and decisions, ggometimes making unusual
connections. Next is Interpreting, a process w@s more formal because things are
explained to other people. Here the sta@rgber must verbalize the ideas, probably

putting them into writing and commﬂ@ing them to their superiors, and/or among their

N\
\"J
. $Q

Followed by integrat% rther step along the information-sharing path. It is the first

personal networks.

step to develoi@ared understanding between and among people which results in

taking so& rt of generally agreed upon action. There must therefore be
comn*@%tion dialogue as part of this process, and there must be the possibility of
ins%onalizing the decision. Institutionalizing, the process of making sure that the
decisions reached become part of a routine commonly used or considered by the
institution. That is, procedures and tasks are defined and structures generated to make
sure that the organization in fact carries out these decisions. In the final analysis,

institutionalization is the most important because that is what operationalizes ideas'">.
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Organizational learning, as described by Chris Argyris and Donald Schon, can be
categorized into single-loop and double-loop learning. These concepts can be applied to
librarianship to illustrate how libraries adapt and improve their practices based on
feedback and changing environments. Single loop learning involves making adjustments
to strategies and behaviours to correct errors and improve performance without
questioning or altering the underlying policies, objectives, or values. It Qse on
efficiency and effectiveness within the existing framework. Double-loop leathing goes

deeper by questioning and potentially altering the underlying @s, objectives, and
é

values of the organization. It involves a more transfo@ pproach, leading to

fundamental changes in how the organization operates. Q

QS
Framework, such as optimizing processes or@ncing specific services based on
feedback. Double-loop learning, on @er hand, entails a more profound
transformation by reassessing and 9\& g the underlying principles and strategies of
library operations to better meéw ving user needs and environmental changes. Both
types of learning are e e@&)r libraries to remain effective, responsive, and innovative
in a rapidly changin d. It is however evident that the emergence of information and
.
communicati@\’fn logy has brought about the way and mode of library operations.
Some 0@ operation are diffused from the developed countries to the developing
cmﬂkr% of the world. The library does not have option than to objectively evaluate and
review the current situation in the wake of the obstructive nature of technological

inventions like artificial intelligence.

2.2. Theoretical Framework
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This study was hinged on three theories namely: The Unified Services Theory (UST),
was used for the dependent variable i.e; library service delivery. Thee theory of reasoned
action was used for knowledge sharing while the Single-loop and double-loop learning

theory was used to examine organisational learning.

2.2.2 Unified Service Theory (UST) Q\

The Unified Services Theory (UST) developed by Scott Sampson an@ Froehle
provides a framework for understanding the unique nature @&rice operations.
According to UST, services are fundamentally different from r@cturing because they
involve the customer as an active participant in the pro% rocess. This participation
can take many forms, such as providing informati%@ng present during the service, or
making decisions that affect the service outc . The unified service theory explores

various service processes such as %e@ processing, possession processing and
S

°
information processing. The studf;\\cﬁ d on information process as it relates to the
subject of this work. In the @t of library services, the relevant dimension of UST is
the information proc@ewices which can be applied to various aspects, including

technical servi %eader services, and ICT (Information and Communication

Technolog&grdces.

Te n%ﬂ services in a library involve the acquisition, cataloguing, and processing of
library materials. Although these activities are primarily internal and often seen as less
customer-facing, UST emphasizes that library patrons still influence these processes. For
instance, library patrons indirectly influence technical services by making requests for

specific materials, providing feedback on the library's collections, or participating in
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collection development (e.g., suggesting books to be purchased). The level of service
delivery is therefore determined by the extent to which a library respond to this input by
adjusting its acquisitions and cataloguing practices to meet the information demands of

library patrons.

Libraries may need to tailor their technical services to meet specific user needs%h as
providing specialized cataloguing for different types of materials (e. imedia
resources, rare books) or adapting metadata standards to improni{erability in
response to user preferences. Service delivery is also determi he efficiency and
responsiveness of library services. UST highlights the irnp ce of balancing efficiency

in technical services with responsiveness to user nee Qexample, quick processing of

new acquisitions is crucial to ensuring that mate%’s‘be available when users need them.

O

the scene activities, reader services are

While technical services are regarded
directly user-facing and includi& g&xi s such as reference service, circulation, and
reader advisory services. Re@ewices is characterised by continuous interaction with
library patrons. Read@Q\ce librarians have to interact with library patrons in face-to-
face or virtual .r\ ce interactions. According to UST, the real-time nature of these
interaction&gs{s that the service is inseparable from the customer’s experience, making

the qu@@)f interaction crucial to overall satisfaction!!®.

These services are central to the application of UST because they involve significant
interaction between librarians and library patrons. In reader services, users play an active
role in co-producing the service outcome. For example, when a librarian provides

reference service, the quality of the service depends on the user's ability to articulate their
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information needs and the librarian's ability to interpret and respond to those needs

effectively.

Reader services often require a high degree of customization to meet individual user
needs. For instance, reader advisory services might involve recommending books based
on a user's past reading history or preferences. UST emphasizes the importanc% this
customization in creating value for the user. A prime example of customi reader
services is the rendering of selective dissemination of informationgdocument delivery
and subject indexing which targeted specific user groups. Th%@ices are gradually

merging with ICT services. Q

Q

ICT services in libraries include the provision Q%Qsaintenance of digital resources,

online databases, and technology-related se uch as Wi-Fi, computer access, and
digital literacy programs. Modern lib%r}p trons are heavily involved in the service
delivery process, whether they areK @%@%&i g online databases, using library computers, or

attending digital literacy wo s. UST suggests that the effectiveness of these services

is dependent on the @ility to interact with the technology, as well as the library's

ability to suppor\ﬁq%uide users'!”.

ICT se%@in academic libraries must therefore, be adaptable to meet diverse user
neé%%br example, digital platforms should be user-friendly and accessible to people
with varying levels of technological expertise. UST highlights the importance of
designing ICT services that can be customized to individual user requirements, such as
providing assistive technologies for users with disabilities. According to UST, user

feedback is essential for the continuous improvement of ICT services. Libraries should
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actively seek input from users about their experiences with digital resources and

technology services, and use this information to make ongoing enhancements.

The Unified Services Theory provides a valuable framework for understanding and
improving library services. By recognizing the active role that users play in the delivery
of technical services, reader services, and ICT services, libraries can better dm% and
manage these services to meet user needs. UST emphasizes the i @’. ce of
customization, real-time interaction, and responsiveness to user inpﬁ\a f which are

crucial for delivering high-quality library services that create V@JSGTS.
2.2.2. Theory of Reasoned Action (TRA) QQ

The Theory of Reasoned Action (TRA) is a 65@ psychology theory developed by
Martin Fishbein and Icek Ajzen in t 960s. It aims to explain and predict
individuals' behaviours based on yQ\ attitudes, subjective norms, and perceived
behavioural control. While TR%&%een widely applied in various fields such as health
promotion, marketing, an . izational behaviour, its principles can also be relevant in

understanding know, @sharing behaviours among librarians!!®.

.
\
The theo oga})ned action is made of three components which are attitude, subjective
norms®4§havioural intention. According to TRA, an individual's attitude toward a
behaviour significantly influences their likelihood of engaging in that behaviour. In the
context of librarianship, attitudes toward knowledge sharing can be influenced by factors

such as beliefs about the importance of sharing information, perceptions of the benefits

and drawbacks of knowledge sharing, and personal values related to collaboration and
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teamwork. Librarians who perceive knowledge sharing as valuable and beneficial are

more likely to engage in such behaviours.

Subjective norms on the other hands refers to the perceived social pressure or
expectations regarding a particular behaviour. In the context of librarianship, subjective
norms related to knowledge sharing may arise from colleagues, supervisors, pro%onal
networks, or organizational culture. Librarians may feel motivated to share edge if
they perceive that their peers or superiors value and encoura&lgijbehaviours.
Conversely, if there is a prevailing culture of competition @ridualism, it may

discourage knowledge sharing. Q

Q

Perceived behavioural control refers to an indi\?@% perception of their ability to
perform a behaviour successfully. It encompa ctors such as self-efficacy, perceived
resources, and perceived barriers. In the context of librarianship, perceived behavioural
control over knowledge sharin .ﬁ’ﬁnvolve factors such as access to relevant
information and resources, \e@kal skills in information retrieval and communication,

time constraints, an@izational support for collaboration. Librarians who feel

confident in thei\’b%ies and perceive few barriers to knowledge sharing are more likely

to engage E S ehaviours!!.

Sil’s{tl/ the theory to knowledge sharing among librarians, libraries can foster positive
attitudes toward knowledge sharing by highlighting its importance in enhancing the
quality of services, facilitating research and learning, and promoting innovation. Training

programs, workshops, and professional development opportunities can help librarians
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understand the benefits of knowledge sharing and develop a mindset conducive to

collaboration.

Libraries can influence subjective norms regarding knowledge sharing by cultivating a
culture of openness, collaboration, and mutual support. Leadership support, recognition
of knowledge sharing efforts, and opportunities for peer networking and collab&ttion

can help establish social norms that encourage and reinforce knoil haring

behaviours among librarians. Libraries can support librarians' pe;%z ehavioural
control over knowledge sharing by providing access to releya Qources, tools, and
technologies that facilitate information exchange and collaion. Training and support

in information literacy, communication skills, and c@oorative tools can empower

librarians to overcome barriers and feel conﬁ@ their ability to share knowledge

effectively!?’. ®%

Libraries should also identify an{@%ﬂa barriers to knowledge sharing, such as time
constraints, workload presw@oncems about intellectual property rights, and fear of

criticism or competi@ategies such as flexible work arrangements, dedicated time
for knowledie &A&ng activities, clear guidelines on intellectual property and

conﬁdenti&l

createéétvironment conducive to knowledge sharing.

N

d supportive organizational policies can help mitigate these barriers and
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Fig. 2.1. Theory of Reasoned Action'?!.

2.2.3. Single-Loop and Double-Loop Learning Framewerk

Single-loop and double-loop learning are cemeepts introduced by Chris Argyris and
Donald Schon in their 1978 book "Orgafiizational Learning: A Theory of Action
Perspective." These concepts provide,a*framework for understanding how organizations
and individuals learn and, adapf.in response to challenges or feedback. In single-loop
learning, individuals, O% ‘erganizations make adjustments to their actions based on
feedback they regeiwe, but they do not question or change the underlying assumptions or
governingtyariables that guide their actions. Essentially, they focus on fixing problems
withinsthEexisting framework without fundamentally challenging that framework. It's
like mfaking surface-level adjustments without questioning the deeper structures or beliefs
that led to the issue in the first place. Single-loop learning is often characterized by

incremental improvements or "doing things right!22."
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Double-loop learning, on the other hand, involves not only making adjustments in
response to feedback but also questioning and potentially changing the underlying
assumptions, values, or mental models that govern decision-making and behaviour.
Instead of simply addressing symptoms, double-loop learning involves a deeper reflection
on why things are done in a certain way and whether those ways are still appropriate or
effective. It's about challenging the status quo and being willing to {nore
fundamental changes to improve outcomes. Double-loop learning is oftenassg€iated with

"doing the right things" by reevaluating goals, strategies, or the v@ adigms guiding

actions!?3.

O
To illustrate the difference between single-loop an&&e-loop learning, consider an
organization that consistently fails to meet its %’bargets. In single-loop learning, the
organization might respond by increasing\{@’gertising budget or offering discounts to
boost sales without questioning wheﬂ\t{' s products are meeting customer needs or if its
sales strategy is aligned with %dca trends. In double-loop learning, the organization
would not only seek to a@s the immediate sales shortfall but also reflect on its market
positioning, produc qgity, customer service, or overall business model to identify
S

deeper issues‘th&

changes s redefining its target market, innovating new products, or reorganizing its
salé\z%roachm.

In essence, single-loop learning is about making improvements within the existing

be hindering its success. This could lead to more transformative

framework, while double-loop learning involves challenging and potentially reshaping
that framework to achieve more significant and sustainable change. In the context of

service delivery among librarians, single-loop and double-loop learning can be applied in
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various ways to improve the quality of services provided to library patrons. For single
loops, librarians might engage in single-loop learning by continuously refining the
processes and procedures involved in providing library services. For example, if there are
complaints about the efficiency of the book borrowing process, librarians might
streamline the steps involved or introduce new technologies to make it faster and more

éﬁing

convenient. More so, librarians can engage in single-loop learning sz

workshops or training sessions to enhance their skills in areas such{as ififormation
retrieval, customer service, or digital literacy!'?>. This type o@ ing focuses on

improving specific competencies within the existing service ﬁa work.

For Double loops, librarians can practice double-loop a@:g by critically examining the
assumptions and beliefs underlying their sewi@lvery model. They might question
whether their current services truly me olving needs and preferences of library
users. This could lead to a reevalu&\@ef service priorities and the adoption of more
user-centric approaches. Librar%sfaight engage in double-loop learning by reevaluating
their role within the ¢ r@y and exploring new ways to connect with underserved
populations or address emerging societal challenges. This could involve shifting from a
traditional fo@ook lending to offering innovative programs and resources that

address }@er community needs, such as literacy programs, job search assistance, or
dig\(&clusion initiatives'?°.

For instance, librarians can engage in double-loop learning by critically examining the
role of technology in service delivery. Rather than simply adopting new technologies as
they become available, librarians can question how technology is shaping user behaviours

and information needs, and whether it is effectively sustaining the library's mission. This
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could involve rethinking the library's digital infrastructure, online catalog interfaces, or
digital literacy programs to ensure they align with the evolving needs of patrons in the
digital age. By incorporating both loops, single-loop and double-loop learning approaches,
librarians can constantly improve their service delivery by addressing immediate

challenges while also fostering a culture of innovation and adaptation to r&et the

S

Match

changing needs of library users and communities.

Governing : _
| Variables _‘_p Actions | — | Consequences Misrmatch

Single-loop

Double-loop

=

FIQ/% Single-Loop and Double-Loop Learning Framework!?
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2.3. Review of Empirical Studies

The need to measure service delivery and its predictors have been occupying the minds of
librarians for long. This section examine literature that have focuced on the role of

organisational learning and knowledge sharing in boosting service delivery in various

types of libraries. Q\

2.3.1. Knowledge Sharing and Service Delivery < O

By fostering and using employees' knowledge as an asset t enhance service
delivery, knowledge can play a significant part in (@%g an organization's
competitive edge. To find out whether the Thomas Mo&‘ibrary in Lesotho was using
knowledge sharing to enhance the quality 6’@5\@% they provided, researchers
conducted an investigation into the topi\%’éudy employed a case study design that
utilised questionnaires and triangu.laj@gnterviews. Software applications were used to
process the quantitative data. T&(&c&\ls of the study informed the content analysis of the
interview data. The stud : indings confirmed that library workers were aware of the
importance of infox@ sharing. Sharing of information, however, happened on an as-

needed basis@{sm

both un@ised. The study proposes practical knowledge-sharing strategies that could

of information sharing based on humans and technology were

lea\/&oetter service delivery in a library setting as a solution to the observed

inadequacies'?’.

Researchers at Ahmadu Bello University Library in Zaria set out to determine how much
information sharing improves library services. The study employed a survey research

design. Each of the 204 licensed librarians served as a representative sample for the
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research. This research made use of total enumeration. For this study, we utilised a self-
structured questionnaire to gather information. We used descriptive statistics to examine
the data that we gathered. The results showed that most people think librarians utilise
verbal talk to teach patrons how to search databases. The survey also found that
librarians' information sharing techniques were low, with brainstorming sessions and one-
on-one conversations being the most common methods. In addition to the &ther
services offered by libraries, librarians also helped patrons with electronic” reference
needs, database searches, online user education, and electronic assistance. The
library should promote often-used knowledge-sharing a@[ ike mentoring, staff

meetings, community of practices, and storytelling!?%. Q

A study focused in the south-west area of Nig@imed at examining the connection
between library staff members' knowled@fging and the information services they
provide. This study employed a desc)\% e correlational research approach and surveyed
193 library staff members. W oyed a questionnaire to gather data while using the
entire enumeration te h@ We used descriptive statistics, such percentages and
frequencies, to exa che data. While a small percentage of respondents strongly
.
agreed, the VQB}JB ty disagreed that colleagues should be able to share their expertise
in catal and classification. Some have also come clean about how challenging it is
for\ﬂ& to relate to their coworkers' experiences. Most people who took the survey
preferred to share information via email or in-person meetings within their department.

There is a strong beneficial correlation between knowledge sharing and information

service!?.
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Data has been repackaged in various ways, and new demands necessitate re-engineering
service delivery to suit evolving user expectations; this was confirmed in Kenya. Because
of this trend, experts in the field of library and information science need to be able to
exchange information in order to adapt to the ever-shifting landscape of information
management. The research instead made use of a cross-sectional survey design. There are
165 employees in the workforce. The purpose of using this approach i Qex lore
knowledge transfer between the two public universities by collecti a from a
population. Research tools utilised for data collection inc@ interviews and

questionnaires. Sharing library knowledge within working ﬁup%oj ect teams, learning

communities, informal networks, and communities o e (all with a P-value less
than 0.05) was the knowledge sharing strategy ov&%nt that had the most statistically
significant impact on library knowledge g at the 95% confidence interval.

Community of practice (CoP), informa k&work, work groups, project teams, learning

°
community, and informal networ{(xj\e some of the tactics that could have an impact on

the knowledge-sharing mod\d&@

Health care provid%si'gﬁance on informal community networks to deliver adequate
health servicﬁti}é

this stu mes from interviews conducted in Puerto Rico after the crisis. The

ftermath of a disaster is the focus of a new study. The data used in

pah&&lts included representatives from community health centres, emergent health
outreach organisations, private, non-profit, and university-affiliated health organisations.
As businesses strive to navigate the unique intricacies and difficulties of working in the
aftermath of a disaster, this study's findings emphasise the need of informal networks,

community outreach, and relationship development in response activities. The research
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also shows that community members and organisations are the ones who have to shoulder
the load of resilience building due to inadequate government support and systemic

failures!3!.

This article takes a look at the challenges that the DELSU library staff faces when trying

to share information and offers solutions to overcome those challenges so that twrary
may provide better service to its patrons. The study used a case study rese r@%ign and
a mixed-methods strategy. The target population, which included all @éﬂéﬂbers at the
DELSU library, was surveyed using a mix of open-gen nd closed-ended

questionnaires. Seven department heads from different lib@sections were interviewed
for the purpose of data collection. The study's foundation’ was social exchange theory.
The results showed that the library isn't doing @ job of exchanging information in
order to provide services. The library's s)\® ffering suffered as a result of a lack of
knowledge exchange due to factors K& as a lack of infrastructure and instruments for

N\

information and communicati@&ct?chnology, a lack of enthusiasm from staff, and

complexes of superiori&@ferioritym.

A quantitatives @ aiming to investigate the impact of trust and organisational
commitme&) nowledge utilisation and sharing. The impact of information sharing on
know@utilisation is another target of the research. While continuous commitment
andp\c,{rsonal trust had no effect on knowledge sharing or use, affective commitment and
professional trust did. Knowledge utilisation and sharing are both influenced by

organisational culture, according to the authors'*3

. From a practical perspective, that in
order to build a knowledge-sharing culture, management must create conditions that

allow affective commitment, professional trust and business ethics to flourish.
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Applying structural equation modelling (SEM) to data obtained from 339 participants in
75 Vietnamese enterprises, this study examines the impact of EL, components of
leadership trust, and distributive justice on employees' behaviours towards tacit and
explicit knowledge. According to the data, a positive mediator of the connection between
Ethical Learning and Knowledge Sharing behaviours is employees' faith in leadership. To
be more specific, distributive justice amplifies the effects of ethical leader Q&mnoth
overt and covert forms of information sharing. For managers and practitiongfS to foster

knowledge sharing habits, they must first earn and keep their e@s' trust through

O

2.3.2. Organizational Learning and Service Delive@

Ethical Leadership practices'**.

A total of 248 county government workers @r—lboma Bay were the subjects of this
descriptive study. Organisational lea ﬁ\ echnique was positively associated with
service delivery, according to the @E rganisational learning method affects service
delivery, according to the .su@'\S orkers in learning organisations are highly motivated
to further their ski%@knowledge. Organisational learning strategies could be
considered as m ent practices that help people learn to achieve desirable outcomes
including ggﬁﬁty, efficiency, adaption to new environments, and competitive

adva fb&ccording to the study '%.

N

In a study that sought to analyse how commercial banks in Jordan's computerised HRM
practices affected their organisational learning capacities. Using 400 randomly selected
bank employees as the study's population. We analysed the collected data using SPSS.

The findings demonstrated that commercial banks operating in Jordan experience a
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statistically significant influence from electronic human resource management techniques
on organisational learning capacities. We strongly advise that any Jordanian industry put
these electronic human resource management strategies into action, as they will improve

organisational learning capacities!*.

The impact of organisational learning on the productivity of Machakos&unty
Government employees was the subject of a recent research. It was based l@dea that
devolved governments would benefit more from organisational lgdrning”in terms of
boosting staff productivity. Using a structured questionnair ,® research used a
descriptive survey design. The study set out to accompl ree main goals: first, to
identify the extent to which management develop@@nd training affect employee
performance in Machakos County Govemment@%d, to identify the extent to which
organisational development and trainin@@ employee performance in Machakos
County Government. By rejecting N&ee null hypotheses and drawing conclusions
about their impact on employ@e ormance, we were able to achieve all three of our

N

objectives. Conseque% study's results demonstrated a strong and favourable

correlation between grganisational learning and worker productivity!*’.

.
¥
Researchets, | \ed at how organisational learning affects employees' propensity to be
creati@%the job, and they even suggested that employees' level of involvement with
their ‘work mediates this link. Based on the findings, executives who invest in
organisational learning have the potential to boost employee job engagement, which in
turn influences workers' innovation activity. This suggests that work engagement fully

mediates the relationship between organisational learning and employees' innovative

behaviour. Additionally, we discovered that job engagement fully mediates the
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relationship between organisational learning and the creation, promotion, and execution
of innovative ideas by employees. In order to increase employee engagement at work and
subsequent innovation, this article recommends that managers either adopt a

transformational leadership style themselves or seek out and emulate managers who

S\

This study aimed to determine the moderating effects of organisational jusfi trust in

already possess it!8,

managers on the relationship between organisational learning procﬂ(is d perceived
organisational performance. Based on the research, learning s nd organisational
performance are highly mediated by feedback learning fl Results also showed that
confidence in management mitigates the impact oggwng stocks on organisational
performance via feedback learning flows anch’@nisational fairness moderates the
impact of learning stocks on organisati()@@ormance through feed-forward learning
flows. In terms of the library's oo@ the results show that bottom-up knowledge
transfer improves when orgapigational fairness increases'’’. Fairness in method and
dissemination is crucia \@braries seek to investigate new knowledge. Additionally,
the efficiency of information flow from upper management to staff improves when
S)

patrons have Qit;}\\\'

and spr knowledge are two of the most important roles of library administration.

Q

Organisational learning is a notion that improves various organisational advantages,

the library's leadership. So, convincing librarians or library workers

effectiveness, and competences. This is because people resources are essential to overall
organisational success, as mentioned before. The goal of this research is to find out how
information sharing and collaborative cultures affect organisational learning. Using a

basic random sampling technique, this research surveyed 288 employees of non-profit
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state-owned organisations. We used the partial least square method to test our hypothesis.
Knowledge sharing and collaborative cultures inside an organisation can assist true
organisational learning, according to the well constructed theoretical inference. One of
the factors that determines whether organisational learning takes place is the prevalence
of a culture that values and encourages knowledge sharing and collaboration.
Organisational learning can flourish in an environment that supports it!4?, T Q&fore

means that the right culture can promote organizational learning which {in tith result in

quality service delivery. Q

Using 354 samples drawn from various IT companies @dia, this study draws on
primary and secondary sources of information. We u & SPSS 23 statistical program
and moment structure analysis to look for patt@ the data. We have examined the
independent and mediated impacts on tb@’gldent factor through path analysis. The
results back up the theoretical mode@rding to the research. The three most important

factors influencing worker m@’{i?dre company culture, organisational learning and

N

information exchange,ﬁ@ganisational intelligence (OI). Organisational learning is the
e

main factor that detefmines the employee's performance. The main elements that
o \
establish a s@\co ducive to organisational learning are OI, knowledge sharing, and

compan re'#l,

Q
Fu& on the topic of what makes an organisation a learning organisation, a Korean
manufacturing firm used structural equation modelling to analyse data from 209
employees. The study's title, "Fostering organisational learning through leadership and
information sharing," provides relevant context. The study's results showed that

transformational leadership has a direct impact on an organization's learning climate, trust
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amongst coworkers, and the frequency and quality of knowledge sharing. Through
changes in knowledge climate and conduct as well as improvements in interpersonal trust,
transformational leadership has an indirect impact on organisational learning. Also, trust
between individuals and the frequency with which they share information had direct
effects on a knowledge sharing climate, whereas these same factors had an indirect effect
on organisational learning. Knowledge sharing behaviour was both directly a (Q irectly
impacted by interpersonal trust, which in turn impacted organisational a@g. Lastly,
there was a favourable correlation between information @n conduct and
Q
O
2.3.3. Knowledge Sharing, Organizational Learni%ﬁservice Delivery

O

Studies that examine the combined influenc nowledge sharing and organisational

organisational learning'+?.

learning on service delivery in the context'ef academic libraries are scarce. The purpose
of this study was to examine the r\él%&f%sdp between SD and four variables: knowledge
sharing, organisational EQ%” leadership styles, and personnel competence in
university libraries i@@estem Nigeria. We used a correlational survey design and
built our frame 'k%ound the theories of personnel competency and the resource-based
view. We&g@zlre to include all of the universities in the southwestern states: Ekiti,
Lagos@o, Ogun, Oyo, and Osun, and we also picked out the most effective university
libraries in each of those states. Six hundred thirty-five (339 librarians and 296 library
officers) from thirty-five (21 public, 6 federal, and 7 state) operational university libraries
made up the study's population. There were strong positive correlations between service

delivery and knowledge sharing, organisational learning, leadership styles, and individual

competency. Partially explaining the variation in service delivery in university libraries
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was knowledge sharing, organisational learning, leadership styles, and personnel
competence. The study also discovered that personal competence, leadership style, and

knowledge sharing all played a role in how well university libraries provided services.!*.

Looking at the influence of knowledge sharing on organizational learning, scholars as
posited that the influence process of information sharing on organizational J¢arning
consists of two distinct phases namely, the knowledge sharing p l@ d the
organizational learning period'**. During the knowledge sharin%%lg,/ employees'
willingness to share is typically influenced by their personal cha stics. Factors such
as educational background, professional experience, pional relationships, and
personal finances can all have a substantial impact&g individual's willingness and
motivation to share knowledge!®. Liu focused %(& sharing intention of employees at

selected international hotels in Taichung g@wan. The study revealed that employees

with less work experience tend to hmi\\' ronger inclination to share.

&

The findings indicated tha@uewly hired employees have a tendency to develop

relationships with tha@lgues, thereby creating a channel for sharing knowledge. By

using this appso newcomers can develop the necessary skills and proficiency in

problem-sg

incen@r sharing knowledge, research has shown that individuals with greater levels

at they wish to obtain during their initial stages of work. Regarding the

of vocational expertise are primarily driven by this factor if they have a better income '#°,
On the other hand, non-management groups are more motivated to share knowledge due
to the camaraderie they have with their colleagues. Furthermore, trust is a crucial element

that impacts the sharing of personal knowledge.

83



2.4. Conceptual Model

Independent Variables
Dependent Variable
Knowledge Sharing Service Delivery
Attitudes of Librarians Technical Services
Hol
Subjective Norms "l Reader Services
Behavioural Intentions ICT Services
Ho3
Organizational Learning
Ho2
Single Loop Organizational
Learning
Double Loop Organizational
Learning

Fig 2.3. Conceptual framework of knowledge sharing, organisational learning, and

service delivery. (Source: Researcher, 2024)
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Service Delivery in Librarianship being the dependent variable of this study is measured
by the three constructs of Unified Service Theory. Service delivery in a library context
can be evaluated using the following categories based on the Unified Service Theory!'?!.
Technical services, reader services, and ICT services. Technical services are the
fundamental requirements that patrons expect from the library, such as access to books,

quiet study spaces, and helpful staff. Meeting these needs does not 1;i®1igh
r

satisfaction but failing to meet them can cause dissatisfaction. Rea ices are

services directly tied to the quality and efficiency of the libra®es, such as the
speed of book retrieval, the breadth of the library's collectiontyand the availability of
computers. Satisfaction increases proportionally with Q of performance in these
areas. Additional services are features that deligh ns but are not expected, such as
innovative programs, cutting-edge technolg%,’b nique events. Meeting these needs can
significantly enhance patron satisfactio%ﬁ' services are aspects of service that involves
.
the use of technology. In the 1&@}&1 academic library, ICT services include digital
reference services, digital‘& training, information literacy training, Online Public

Access Catalogue (O@lstitutional Repositories and scholarly databases

.
Knowledge s@librarianship involves the exchange of information, expertise, and
best pr among librarians and between librarians and library users. Knowledge
sha\s&%s this study is measured the three constructs of theory of reasoned action namely,
attitude, subjective norms and behavioural intentions!??. In librarianship, attitude refers to
the librarians' positive or negative feelings about sharing their knowledge. A librarian
with a positive attitude towards knowledge sharing might actively engage in discussions,

workshops, and collaborations to share their expertise on cataloguing, reference services,
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or digital literacy. Subjective Norms is the concept involves the perceived social pressure
to engage or not engage in knowledge sharing. For librarians, subjective norms might be
influenced by the expectations of their peers, supervisors, or the professional community.
If a library culture emphasizes collaboration and knowledge sharing, librarians are more

likely to share their knowledge. While Behavioural Intention refers to the inte&’ion to
perform a behaviour, in this case, knowledge sharing. Behavioural intention Que ced
e :

by attitude and subjective norms. A librarian's intention to share knowledge €dn be seen

in their willingness to participate in knowledge-sharing activities@xhaS presenting at

O

Organizational learning in a library setting involves @es through which the library

conferences, publishing articles, or mentoring colleagues.

as an organization improves its practices bas%é experience and knowledge. It is
measured in this study by single and@g loop learning theory!'?®. Single Loop
Learning is the type of learning that’l\&Vé\ves making adjustments to existing practices in

response to feedback or issu@@r example, if a library notices that patrons are

frequently asking for :ewt finding resources, it might improve signage or update

training for referenc staff to address this issue. Double Loop Learning. This deeper
level of le@ involves questioning and potentially changing the underlying
assumpti nd policies. For example, if a library consistently finds that its digital

resb\rgg are underused, it might re-evaluate its acquisition policies, marketing strategies,

and user training programs to better align with patrons' needs and behaviours.

In librarianship, knowledge sharing and organizational learning directly impact service
delivery as proven by literatures. Effective knowledge sharing among librarians ensures

that best practices and valuable information are disseminated throughout the organization,
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leading to improved services. For instance, a librarian who learns about a new digital tool
at a conference can share this knowledge with colleagues, who can then use it to enhance
patron services, thereby meeting both basic and performance needs more effectively.
Single loop learning helps libraries make incremental improvements in their services,
ensuring that basic and performance needs are consistently met. Double loop learning
enables libraries to innovate and adapt to changing patron needs, potentiall Q)d cing
attractive requirements that significantly boost patron satisfaction. When %Qs foster a
culture of knowledge sharing and embrace both single and double arning, they are
better equipped to meet and exceed patron expectations. T 's%tic approach ensures

that libraries not only address basic and performance n@ t also introduce innovative

services that delight patrons, while avoiding chag@ might lead to dissatisfaction.

2.5. Summary of Gap in Literature Rev@

The literature review has emphasii%?\%[e crucial significance of knowledge sharing and
organization learning in aca@ libraries for delivering efficient services to users and
maintaining relevan@@%\e contemporary digital environment. Knowledge sharing
promotes the ra\@s)f knowledge, which is advantageous for delivering improved
academic rgy services that are in line with the current changes brought about by
techn«@@ improvements. Organizational learning ensures that their flow of
orga\néations-based knowledge withing the organization. The literature identifies
knowledge sharing and organizational learning tools, factors, and barriers within and
beyond the academic library. These are categorised based on human, technological, and
organisational features and criteria. The effectiveness of information sharing in academic

libraries relies on the implementation of two main methods: personalisation and
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codification. These strategies are widely recognised as essential for facilitating
knowledge sharing. Implementing strategies to enhance knowledge sharing in academic
libraries include bolstering knowledge sharing technologies, fostering conducive
conditions for knowledge sharing, and mitigating obstacles to knowledge sharing. These
efforts aim to improve service provision inside the library. Nevertheless, academic
libraries have not yet extensively participated in the development and Q%’n of
knowledge-sharing programmes. The careful development and execution of Knowledge

sharing strategies in academic libraries are just as crucial @talising on the

N

However, the following gaps were found in the cours@erature review. There may be

advantages of providing services.

gaps in the detailed evaluation of how librarB{éeet basic, performance, attractive,
indifferent, and reverse requirements. could involve more comprehensive
patron surveys and analysis to idert@net needs and areas for improvement. While it
is understood that knowledge @&El?g enhances service delivery, there may be limited
empirical evidence d ta@%is relationship in libraries. Studies could investigate
specific cases wher ﬁwledge sharing led to improved service outcomes, and what
mechanisms @nv lved. More so, the impact of emerging technologies on knowledge
sharing,f&gizational learning, and service delivery in libraries may not be fully
ex;\a&r%’. Research could focus on how digital tools and platforms facilitate these

processes and the challenges associated with their implementation.

Furthermore, while attitude towards knowledge sharing is recognized as important, there
may be limited empirical research on how exactly librarians' attitudes are formed and

how they impact actual knowledge sharing behaviours. More studies could explore the
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factors influencing librarians' attitudes and the outcomes of positive versus negative. The
role of subjective norms in knowledge sharing among librarians might be underexplored.
Research could examine how different cultural, organizational, and social influences
shape librarians' perceptions of knowledge sharing and how these norms vary across
different types of libraries (e.g., academic, public, special). More so, There may be a gap
in understanding the translation of behavioural intention to actual knowl &ring
practices. Studies could investigate the barriers and facilitators that influe whether

librarians' intentions to share knowledge result in concrete actions.

The distinction between single loop and double loop leararies is not be well-
explored. Research could focus on how libraries identify and implement single loop
learning versus double loop learning and th%b%ct of these processes on library
innovation and adaptability. There may b@fg studies on the practical implementation
of organizational learning principieﬁ\% ibrary settings. Research could explore case
studies or develop frameworksé\cafectively embedding organizational learning within

library operations. %@more research is needed on how different types of

organizational learning“(Single and double loop) specifically affect library performance

[ ]
and service d{li\%ﬂ\'y. uantitative studies could measure the direct and indirect effects of

organiz@ learning on various service outcomes.

\*
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Chapter Three

Methodology

This chapter presents details of the systematic steps involved in conducting the research
on the influence of knowledge sharing and organisational learning on service deli{ery in
Ogun state public universities. It outlines the methodology with explanatio various
aspects such as the research design, study population, sampling t c@e, research

instrument, administration of the instrument, validity and reliagi@as well as method

adopted for data analysis Q

3.1  Research Design Q
™

The study adopted a survey research design. ThiSus'a quantitative approach which allows
for the collection of data from a largex‘@tion. The survey research was considered

eed to empirically measure the variables and

appropriate for this study becausi.c%\%h'e

show the relationship betwe@m. It is also considered relevant due to the large and

dispersed nature of tl@respondents.
3.2 Popu@i@he Study

The po@n for this study consists of one hundred and seventeen (117) academic
libﬁq'% who are professionals working in three public funded universities across Ogun
State. The academic librarians are from three universities, namely, Federal University of
Agriculture, Abeokuta, Tai Solarin University of Education, Ijagun, and Olabisi

Onabanjo University, Ago-Iwoye..
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Table 3.1 Population of the Study

S/N  Universities No of Academic Librarian

1 Federal University of Agriculture, 40
Abeokuta Q\

2 Tai  Solarin  University  of 43 < Q
Education, Ijagun, and 0&

3 Olabisi Onabanjo University, Ago- 3e %

Iwoye Q
Total >\be 117

Source: 123

3.3  Sample and Sampling Techh\@s
The sample size for the @vas one hundred and seventeen (117) professional

academic librarians. @umeration was used for tis research. This was considered

appropriate due tg{%relative low number of librarians in the universities.
°

34 De@ptlon of the Research Instrument

Thi irgﬂr?nent used in this research is a structured questionnaire adapted from relevant
theories and models. The instrument is made up of four sections. Section A contains the
demographic information of respondents which is self- developed. The bio-data of
respondents was measured through metrics such as: Institution, Years of Experience,

Gender and Age.
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Section B: this is the service delivery scale. This section is organised under three
subheadings; basic services, performance level, and additional services. All the items
were adapted from the Unified Service Theory!. Each item is measured with 4-point
Likert type scale of: 4= Very High level, 3= High level, 2= Low Level, and I= Very Low

Level. Examples of statements. Examples of statements are, “The library has %)bile

app that allows access to library services”; The library staff is availa@ing all

advertised hours. etc. &Q/

Section C: The knowledge sharing scale. This section measu knowledge sharing
among the respondents. The section is divided int e, subjective norm, and
intention to share. It is adapted from previous rela tudies®. Each statement is rated

Likert type, 4-points scales ranging from: 42@)/5 Freq., 3= Often, Freq., 2= Rarely,
Freq. and I= Never Freq. Examples o N ents include: My colleagues share their

working experience and knowled&i*&tn library; knowledge sharing keeps staff up to

date with current trends @

N\
Section D: Organis &QLearning Scale. The items in this section are adapted from a
related study‘é%}}'it m is measured on a 4-point Likert scales: The options provided in
this stud)g estionnaire followed the type scale of 4= Strongly Agreed, 3= Agree, 2=
Di§q€/g’and 1= Strongly Disagree. Examples are: Library personnel participate in any

kinds of learning at least 2 times a year.
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3.5  Validity of Research Instrument

The validity of research instrument focus on its ability to properly measure the constructs
and variables in the study. To ensure the face and content validity of the research
instrument the questionnaire was submitted to the supervisor other experts in the field of
Library and Information Science for appraisal. The corrections and suggestior%nade

were incorporated into the final instrument administered to the respondenti: Q

3.6  Reliability of the Research Instrument 0&

Reliability means the ability of a research instrument to r@ﬁlsistent in measuring
variables across location and time. The reliability of th@trument was tested through a
pilot study using twenty (20) librarians from La J@ University Ojo, Lagos state who
are not part of the study. The result wa%%sed and it was found that the research

instrument has a Cronbach alpha V&Q*&&). 82
3.7  Method of Data Coll&(ﬁgﬁ
A letter of introducti@;roj ect attestation obtained from the Department of Library
and Information @gement, Lead City University which was used to gain permission
to conduc(éhgﬂ#vey and administer the questionnaire on the respondents. The research
instru %was administered physically with the aid of two (2) research assistant who
web(ained for two days by the researcher. The whole data collection exercise lasted for

a period three weeks.
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3.8  Methods of Data Analysis

The data collected from the respondents through the questionnaires was coded and
analyzed using the IBM SPSS Statistics Software. The research questions were analyzed
with descriptive statistic (simple frequencies and percentages) while inferential statistics

such as regression analysis was used to test for the hypothesis. Each hypothc*was

tested at 0.05 significance level : 0
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Chapter Four
Data Analysis and Discussion of Findings

This chapter presents the analysis and discussion of data collected in the course of this
study. The aim of the study was to investigate the influence of knowledge sharing and
organisational learning on library services delivery among academic libr %gun
State, Nigeria. The research instrument was administered on one hundred, and seventeen

(117) librarians from three public funded universities in Og;r@te. However, one

hundred and five (105) copiesof the questionnaires were d and included in the
analysis. This represents a return rate of 90% w}@ is considered adequate for
generalization. The researcher has set the fol decision rule for the descriptive
analysis: 0.0.-1.99 = very low, 2.00-2. 4 ]§50 -2.99 = Moderate; 3.00-3.5 High,

3.51-4.00 = Very high. Hypothes1s Wi %test at 0.05 level of significance.

Table 4.1: Demographic Cl@vrlstlcs of the Respondents

Demographics \\g}l Frequency  Percentage
Name of Instltt@ Federal University of 37 35.2
Agriculture, Abeokuta
6 Tai  Solarin  University of 36 343
fb Education, Ijagun, and
\/QJ Olabisi Onabanjo University, 32 30.5
Ago-Iwoye
Total 105 100.0
Gender Male 67 63.8
Female 38 36.2
Total 105 100.0
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Age 20 —25yrs 18 17.1

26 — 30yrs 4 3.8
31 —35yrs 24 22.9
41-45yrs 33 314
46 and above 26 24.8
Total 105 100.0
Educational ND/HND 16 15.2
Qualification Q
BSc/BLIS 36 Q 343
MSc/MLIS 39 Q/ 37.1
M.Phil, 6 & 5.7
PhD. Q 7.6
Total % 100.0
Years of Experience 0 — Syrs O 1.9
6 — 10yrs Q 5 4.8
11— 15yrs 32 30.5
16 — 20yrs be 10 9.5
21-25yrs 6 43 41.0
26 and above \Q’b 13 12.4
Total \\ 105 100.0

Source: Fieldwork, 2024 &E—;\\.\

Table 4.1 presents the de B%%hic characteristics of respondents. The results show that
majority of respond@ are from the Federal University of Agriculture, Abeokuta
(35.2%)), follq./%d ely by Tai Solarin University of Education, Ijagun (34.3%) and
Olabisi O@anjo University, Ago-Iwoye (30.5%). This fairly even distribution of
pa&'{/&lts from different institutions enhances the representativeness of the sample. In

terms of Gender Distribution, the table shows that majority of respondents are male

(63.8%), while females account for 36.2%.

113



Furthermore, the analysis of the age distribution shows that the largest age group is 41-45
years, representing 31.4% of respondents, followed by those aged 46 and above (24.8%).
This indicates that most respondents are in their mid-to-late career stages, which could
influence their perspectives on the study's subject. The age group 20-25 years is less
represented (17.1%), possibly indicating fewer early-career professionals in the &nple.
In addition, most respondents have either an MSc¢/MLIS (37.1%) or a BSC/@4.3%).

Only 7.6% of respondents hold a PhD, reflecting a smaller represen@gd the highest

academic qualifications. The high proportion of respondents dvanced degrees
suggests that the sample is composed of highly educ@i dividuals, which may

influence their engagement with the topic. Q

QO

In the same vein, the responses to Years of &ience shows that the majority of
respondents have significant professiona@rlence with 41.0% having 21-25 years of
experience and 30.5% with 11- 15‘@ This indicates a highly experienced sample,
which could affect the respo@? viewpoints, especially regarding institutional or
policy-related matters % of respondents have less than 5 years of experience,
further h1gh11ght1n Qedommance of seasoned professionals. From the foregoing, the
demographw@cterlstws of the respondents show a balanced representation across
instituti concentration of mid-career professionals, and a high level of educational

att?m@ent and professional experience. These factors are likely to shape the perspectives

and responses gathered in the study.
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4.2 Research Questions

Research Question One: What is the level of service delivery in academic libraries of

public universities in Ogun State, Nigeria;

Table 4.2 Level of Service Delivery in Academic Libraries of Public Universities in

Ogun State, Nigeria Q
QO
Technical Services Strongly  Agree  Disagree Strongly Mean
Agree ,& Disagree
The library consistently provides access to 62 43 Q -- 3.59
the materials I need. (59.0 %) (@0 0
The library's cataloguing system makes it 53 -- -- 3.50

easy to find the materials I am looking for  (50.5% (49.5%)

Library materials (books, journals, etc.) 7 23 2(1.9%) 3(2.9%) 3.66
are made easy to locate through prop 3%) (21.9%)
shelfing.

New materials are processed z@ 50 51 4 (3.8%) -- 3.44

available in a timely manner @ (47.6%) (48.6%)
The library takes my ions for new 48 53 4 (3.8%) -- 3.38
materials seriously ar@ on them when (45.7%) (50.5%)

possible. . %
Average Me(:\\' 3.51

Reader’S@ces

Th g?ary staff responds to patrons’ 51 50 4(3.8%) -- 3.45
inquiries in a timely manner. (48.6%) (47.6%)
The library staff provides helpful and 72 30 -- -- 3.66
accurate reference assistance. (68.6%) (28.6%)
The library staff offers detailed and 53 52 -- -- 3.50
helpful answers to patrons’ questions. (50.5%) (49.5%)
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The library staff makes an effort to
understand my and provide
personalized service.

needs

The process of checking out and returning
materials is quick and efficient.

Average Mean
ICT Services

The library provides adequate access to
online databases and digital resources

The library offers valuable workshops and
resources to help me improve my digital
literacy skills

The library staff provides effective suppo, 52
for technical issues I encounter. 8.1%) (49.5%)

The library has a mobile app that_%@

access to library services.

The library’s digital @ S (Web51te
online catalog, databases),are user-friendly

and easy to naV1%z$
Average lXé @

50 48 3(2.9%) 4 (3.8%)
(47.6%)  (45.7%)

48 55 2(1.9%) -
(45.7%)  (52.4%)

3
S

y ’\%>
(56.2%)  (39. @&

53 Q 4 (3.8%)
(50.5%)~. (45.7%)
>

7(6.7%) 6 (5.7%)
45 10 4 (3.8%)

(43 8%)  (42.9%) (9.5%)

48 49 8(7.6%) -

(457%)  (46.7%)

3.37

3.44

3.48

3.51

3.47

3.20

3.27

3.38

3.37

3.45

Aggre
\}gleldwork 2024

Decision Rule: 0.0.-1.99 = very low, 2.00-2.49 —

High, 3.51-4.00 = Very high.

Table 4.2 presents a descriptive analysis of service delivery in the academic libraries of

public universities in Ogun State, Nigeria. Library service delivery is evaluated through
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three key dimensions: technical services, reader services, and ICT services. The
aggregate mean score across all services is 3.45, indicating high level of service delivery
in the academic libraries, with technical services and reader services performing better
than ICT services. However, areas like the processing of new materials, personalized
service, and technical support need attention to improve the overall user experienﬁ

In the dimension of Technical Services, majority of respondents (59.0%) st@?g agreed
that the library consistently provides access to the materials they needlqigfﬂe remaining
41.0% agreeing, resulting in a mean score of 3.59, indicating a s verall satisfaction
with the availability of resources. Similarly, 50.5% of ree s strongly agreed, and
49.5% agreed that the library's cataloguing system is @friendly (mean of 3.50). The
highest satisfaction was recorded in the easeb@%ating materials through proper
shelving, where 73.3% strongly agreed, \Qﬁ%% agreed, resulting in a high mean of
3.66. The processing and availa,bﬁ%\of new materials showed a slightly lower
satisfaction level (mean of 3.@‘91\& 47.6% strongly agreeing and 48.6% agreeing.
Lastly, on the library’s re. iveness to suggestions for new materials, 45.7% strongly
agreed, and 50.5% \rg, with a mean of 3.38. The average mean for technical services
is 3.51, suggﬁ.iig&%

the timeliécessing of new materials and responsiveness to user suggestions.

verall high level of satisfaction but with room for improvement in

Inﬁke/%ader services dimension, 48.6% of the respondents strongly agree and 47.6%
agree resulting in a mean score of 3.45. Reference assistance received even stronger
approval, with 68.6% strongly agreeing and 28.6% agreeing (mean of 3.66). Respondents
were similarly satisfied with the helpfulness of library staff in answering questions (mean

of 3.50). The personalized service provided by staff received slightly lower ratings, with
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47.6% strongly agreeing and 45.7% agreeing, but 6.7% disagreed (mean of 3.37). The
efficiency of checking out and returning materials was rated positively by 45.7% strongly
agreeing and 52.4% agreeing (mean of 3.44). The average mean for reader services is
3.48, reflecting a generally positive user experience, although more personalized service
could enhance satisfaction further. \
ICT services showed relatively lower satisfaction compared to other ar@equate
access to online databases and digital resources was rated positively, {h % strongly
agreeing and 39.0% agreeing (mean of 3.51). Workshops and es for improving
digital literacy also received high ratings, with 50.5% @g agreeing and 45.7%
agreeing (mean of 3.47). However, support for techn@ssues received lower scores,
with only 38.1% strongly agreeing and 49.5% aégb% while 6.7% disagreed and 5.7%
strongly disagreed (mean of 3.20), indi af@’bneed for better technical support. The
availability of a mobile app to acces ices had mixed responses, with 43.8% strongly
agreeing, 42.9% agreeing, and @é@\er level of disagreement (9.5%) compared to other
metrics (mean of 3.27). @r-friendliness of digital platforms was rated positively by
45.7% strongly agr mgnd 46.7% agreeing, although 7.6% disagreed (mean of 3.38).
The averageéb:é? r ICT services is 3.37, reflecting moderate satisfaction, with
technical %ort and mobile access being areas for improvement.

Re&@[ Question Two: What is the level of knowledge sharing among academic

libraries of public universities in Ogun State, Nigeria,
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Table 4.3 Level of Knowledge Sharing Among Academic Libraries of Public

Universities in Ogun State, Nigeria

Attitude Strongly Agree  Disagree Strongly Means
Agree Disagree

I can gain new ideas through 57 48 -- 3.54

interaction with colleagues (54.3%)  (45.7%) \

Knowledge sharing keeps 79 23 3(2.9%) - O 72

librarians up to date with current (75.2%)  (21.9%)

trends &

I believe knowledge sharing is 74 26 5(4.8 - 3.66
beneficial to both academic (70.5%)  (24.8%)

libraries and librarians Q

I have no fear of sharing any new 49 40 (7.6%) 8(7.6%) 3.24
knowledge I come across (46.7%)  (38.

I will share knowledge even if 4(3.8%) 3.21

45 15
others would not share with me (42 -%\6&39-0%) (14.3%)

Average Mean . ’& 3.47
Subjective Norms &(—J\

Seminars, workshops and® q&g{g 55 46 4(3.8%) -- 3.77
0

sessions are held perio y to (52.4%)  (43.8%)
promote knowledge s‘@

There are po -Q}Qkf:‘ encourage 23 75 329%) 4(3.8%) 3.1
knowledge sHarin® in my library (21.9%)  (71.4%)

My coll share their working 22 62 14 7(6.7%)  2.94
know which makes me feel (21.0%)  (59.0%) (13.3%)

ob to share

Librarianship as a profession 67 36 2(1.9%) - 3.62
promotes knowledge sharing (63.8%)  (34.3%)

My boss would want me to engage 42 55 8(7.6%) - 3.32
in knowledge sharing (40.0%)  (52.4%)

Average Mean 3.35
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Behavioural Intention

I am willing to share knowledge 44 61 - - 3.42
with my colleagues (41.9%)  (58.1%)
I prefer using social networks such 38 60 7(6.7%) - 3.30

as Facebook, Twitter, wikis and (36.2%)  (57.1%)
blogs to share knowledge

with my colleagues in teams or (32.4%)  (55.2%)
group

I communicate/share knowledge 34 58 9 (8.6%) 4(3.8‘fo®
I wuse intranet and knowledge 36 57 10(9.5‘@\1.9%) 3.21

repositories to share knowledge (34.3%)  (54.3%) %

with my co-workers
Q 3.28

Average Mean Q

Aggregate Mean {\ 3.37
O

Source: Fieldwork, 2024

Decision Rule: 0.0.-1.99 = very low, 2.OQ6%L low, 2.50 -2.99 = Moderate; 3.00-3.5

High, 3.51-4.00 = Very high. \

Q)

Table 4.3 presents an analysisQ%e level of knowledge sharing among academic
libraries of public universft@l Ogun State, Nigeria. Knowledge sharing was examined
under three key dime@s namely: attitude, subjective norms, and behavioural intention.
In general, t&%@’ ate mean across all dimension of knowledge sharing is 3.37,
indicatingégenerally high level of knowledge sharing among academic libraries.
At‘@’gward knowledge sharing were the most favourable, particularly in recognizing
its benefits and value. However, subjective norms and behavioural intentions were
somewhat lower, suggesting that while librarians recognize the importance of knowledge
sharing, external support such as policies and peer behaviour could be strengthened to
encourage more consistent sharing behaviour. Areas such as reciprocal knowledge
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sharing and effective use of digital platforms for sharing knowledge could benefit from

further development.

The breakdown of the results shows that, tn terms of attitude toward knowledge sharing,
majority of respondents (54.3%) strongly agreed, and 45.7% agreed that they can gain

new ideas through interaction with colleagues, resulting in a high mean score 0%4. A

significant proportion (75.2%) strongly agreed, and 21.9% agreed that kng
helps keep librarians up to date with current trends, giving this ittee highest mean
score of 3.72 in this category. Similarly, 70.5% strongly agre 924.8% agreed that
knowledge sharing is beneficial for both academic librand librarians, yielding a
mean score of 3.66. Q

However, when it comes to fear of sharing knov@, the responses show that 46.7% of
the respondents strongly agree, 38.1% a@and 15.2% either disagreeing or strongly
disagreeing leading to a mean sﬁ% 3.24. furthermore 42.9% of the respondents
strongly agree and 39.0% agre@;?hey believe in sharing knowledge despite others not
reciprocating but a not b@‘ﬁ.% disagreed resulting in a had mean of 3.21. overall, the
average mean for&Qde is 3.47, reflecting a generally positive outlook toward
knowledge ar?\,' though some hesitations persist about sharing unreciprocated
knowled%b

The\@ponses under the dimension of subjective norms regarding knowledge sharing
show that 52.4% of the respondents strongly agree, and 43.8% agree seminars,
workshops, and training sessions were highly rated, with a mean of 3.77, the highest

score in this section. Policies encouraging knowledge sharing had a slightly lower mean

of 3.11, with only 21.9% strongly agreeing, though 71.4% agreed. The sense of
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obligation to share knowledge because colleagues do the same showed some variation in
responses, with 21.0% strongly agreeing, 59.0% agreeing, and a combined 20.0%
disagreeing (mean of 2.94), which was the lowest score in this table. Librarianship as a
profession promoting knowledge sharing had a high mean score of 3.62, with 63.8%
strongly agreeing and 34.3% agreeing. Lastly, 40.0% strongly agreed that tl%boss
would want them to engage in knowledge sharing, while 52.4% agreed (n@Q,f 3.32).
The average mean for subjective norms is 3.35, indicating modqﬁ(ﬁhence from

organizational and peer norms on knowledge sharing. O

The third dimension of knowledge sharing considerec@behavioural intention of
librarians to share knowledge. The results show that {{j@y of the respondents (41.9%)
strongly agreed, and 58.1% agreed that they, ’bwilling to share knowledge with
colleagues leading to a mean score of 3.4@5 mean score reflects strong willingness to
engage in knowledge sharing. Soci’d@‘orks as a medium for knowledge sharing were
also popular among the responés(s, with 36.2% strongly agreeing and 57.1% agreeing
that they would use so ia@ﬁda platforms for knowledge sharing. Thus, the item has a
mean of 3.30. In t§$e vein, 32.4% strongly agree and 55.2% agree that they would
share knoleg;\\tF\rough communication in teams or groups while 12.4% either
disagre trongly disagreed. The item has a mean of 3.16. The responses regarding
the\ay of intranet and knowledge repositories for sharing knowledge show 34.3%
strongly agreeing and 54.3% agreeing, while a small proportion (11.4%) disagreed. This
item also has a mean score of 3.21. Overall, the average mean for behavioural intention is

3.28, indicating a generally positive intention to share knowledge.
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Research Question Three: What is the level of organisational learning available in
academic libraries of public universities in Ogun State, Nigeria;

Table 4.4 Level of Organisational Learning Available in Academic Libraries of

Public Universities in Ogun State, Nigeria \

Single Loop Learning Strongly Agree Disagree Stror Mean
Agree Digag %

My library ensures that employees 42 57 6(5.7%) -\ 334

understand and adhere to an (40.0%)  (54.3%) &

established operating procedure

My library encourages only skills 24 59 9(@ 2.90

that can help in the current way of (22.9%)  (56.2%) (12.4%)

operation

Any error observed are corrected 26 Q(&S%) 5(4.8%) 3.11
without any major change to the (24.8%) (66@

way we normally operate

We focus on improving efficiency 2(1.9%) - 3.43
within existing processes. (44 % 53.3%)

Employees are encouraged to 7(6.7%) -- 3.36
follow established procedures when ,&0 (50.5%)

addressing issues

Average Mean &c)\ 3.23
Double Loop Learning

My library encourages q ing 26 52 18 9(8.6%) 2.90
of the underlying ptions (24.8%)  (49.5%) (17.1%)

behind our actions.

Library  mana t regularly 36 51 18 - 3.17
revisit and re@}' rary goals and (34.3%)  (48.6%) (17.1%)

policies.

When sol@ problems, my library 15 45 25 20 2.52
consi anging the rules or (14.3%) (42.9%) (23.8%)  (19.0%)

frampeworks that guide our actions.

Theré’'is a strong emphasis on 27 52 15 11 2.90
understanding and addressing the (25.7%)  (49.5%) (14.3%)  (10.5%)

root causes of issues in my library

Librarians in my library are 38 50 12 5(4.8%) 3.15
encouraged to challenge existing (36.2%)  (47.6%) (11.4%)

norms and suggest innovative

solutions.

Average Mean 2.93
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Triple Loop Learning

My library is open to redefine its 26 73 2(1.9%) 4@3.8%) 3.15
fundamental purpose and identity. ~ (24.8%)  (69.5%)
Library management regularly 36 62 36 7(6.7%) 3.28

reflect on and evaluate the values (34.3%)  (59.0 %) (34.3%)
and beliefs that guide library

operations.

Learning and adaptation are viewed 35 57 13 - 3.21
as ongoing, integral parts of the (33.3%)  (54.3%) (12.4%) \
organisational culture in my library.

Librarians are encouraged to 37 58 5(4.8%) 5 (4.3.21
engage in strategic thinking to (35.2%)  (55.2%) Q}
predict and adapt to long-term

changes and challenges. &

Librarians are encouraged to 33 68 4 (3.8% - 3.24
engage in deep reflection about (31.4%)  (64.8%)

their roles and the organization’s O

broader mission. Q
Average Mean Q 3.22

Aggregate Mean 3.12

N
Source: Fieldwork, 2024 \ rb

Decision Rule: 0.0.-1.99 = very low, 2,00%2.49 — low, 2.50 -2.99 = Moderate; 3.00-3.5
High, 3.51-4.00 = Very high. °

N
N
&
Table 4.4 presents an %@@%of the level of organizational learning available in
academic libraries ot%ic universities in Ogun State, Nigeria. Organisational learning
is categorizeﬁt;lt:\\hr types of learning: single-loop learning, double-loop learning, and
triple-loo rning. The responses to the items under the dimension of single-loop
lea%gﬁ ow that 40.0% of respondents strongly agreed, and 54.3% agreed that their
library ensures employees understand and adhere to established operating procedures,
yielding a mean score of 3.34. The focus on improving efficiency within existing

processes also scored well, with 44.8% strongly agreeing and 53.3% agreeing that the

libraries focus on improving efficiency within existing processes leading to a mean of
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3.43. However, 22.9% of the respondents strongly agreed and 56.2% agreed that their
libraries encourage only skills applicable to current operations while 21.0% either
disagreed leading to a low mean score of 2.90. Also, 24.8% of the respondents strongly
agreed, 66.7% agreed, while 3.8% disagreed and 4.8% strongly disagreed that any error
observed are corrected without any major change to the way they normally operﬁ this
item had a mean score of 3.11, The overall average mean for single-loop le@is 3.23,

reflecting a solid focus on process adherence and efficiency within exj@ meworks.

The second dimension of organisational learning examined is op learning which
involves questioning and revising the underlying assumpti@ehind actions. The results
show that 24.8% of respondents strongly agreed that Qei rary encourages questioning
of underlying assumptions, with 49.5% agreed@ever, 17.1% disagreed while 8.6%
strongly disagreed leading to a mean scohi@. 0. A similar pattern is seen in responses
about library management revisitiﬂg@‘evising library goals and policies. The results
showed that 34.3% strongly a @&and 48.6% agreed while 17.1% diagreed, resulting in a
mean score of 3.17. T ent regarding solving problems by considering changes to
rules or framework had“the lowest score, with a mean of 2.52, as only 14.3% strongly
agreed and 4®agreed while a combined 42.8% disagreed or strongly disagreed. The
overall e mean for double-loop learning is 2.93, indicating that while there is some

ope\&@ss to questioning established norms, it is not a dominant practice in these libraries.

Next is triple-loop learning, which involves redefining the organization's fundamental
purpose and identity. The results showed that a significant 24.8% of respondents strongly

agreed, and 69.5% agreed that their library is open to redefining its purpose, resulting in a
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mean score of 3.15. The results also show that the responses to the item library
management regularly reflects on the values and beliefs guiding operations, where 34.3%
strongly agreed and 59.0% agreed, resulting in a mean of 3.28. Additionally, 31.4%
strongly agreed and 64.8% agreed that librarians are encouraged to engage in deep
reflection about their roles and the broader mission, giving this statement a mean sgore of
3.24. furthermore, 35.2% of the respondents strongly agreed and 55.2% ed that
Librarians are encouraged to engage in strategic thinking to predic&&dﬁpt to long-
term changes and challenges. However, 4.8% disagreed and th fraction strongly
disagreed (4.8%) leading to a mean score of 3.21. Fina@}%% of the respondents
strongly agreed and 64.8% agreed that librarians ar@ouraged to engage in deep
reflection about their roles and the organizat%%roader mission while only 3.8%
disagreed leading to a mean score of 3.2. (boverall average mean for triple-loop
learning is 3.22, reflecting a qug& level of deep organizational reflection and
adaptation within these librariechJ\

The aggregate mean f@ three dimensions of organizational learning is 3.12,
suggesting that ac }gc libraries in Ogun State exhibit a moderate level of
organisationaQ/é%m%

process nce and efficiency, scored the highest (3.23), indicating that these libraries

across different dimensions. Single-loop learning, focusing on

pl Q&trong emphasis on maintaining established processes. Double-loop learning,
which involves questioning fundamental assumptions, had the lowest score (2.93),
suggesting that there is less emphasis on challenging the status quo and changing
organizational frameworks. Triple-loop learning (3.22) shows a moderate commitment to

deeper organizational reflection and adaptation. Overall, the data suggest that while there
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is a solid foundation for organizational learning in these libraries, there is room for
improvement in encouraging more critical reflection and innovation, particularly in

double-loop learning practices.

4.3 Presentation of Hypotheses \

Hol: There is no Significant Influence of Knowledge Sharing on SDelivery

in Academic Libraries of Public Universities in Ogun State, Niﬁ\

Model Summary %

Table 4.5: Influence of Knowledge Sharing on Delivery in Academic

Libraries of Public Universities in Ogun State, N{l?@

Model R Adj\ﬁﬁb Std. Error of the

Square R Sﬁ( Estimate

1 365° 133 %.‘125 32643

a. Predictors: (Constant) ]@L::ﬁ?edge Sharing

ANOVA® Q’Q

Model : 3\7\ Sum of df Mean F Sig.

[a—

Squares Square
%@ssmn 1.689 1.689  15.854 .000°
\/QRemdual 10.975 103 107

Total 12.665 104

a. Dependent Variable: Service Delivery
b. Predictors: (Constant), Knowledge Sharing
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Coefficients?

Model Unstandardized Standardized t Sig.
Coefficients Coefficients
B Std. Beta
Error
1 (Constant) 2.700 .192 14.044 .000
.000

Knowledge Sharing 217 .055 365 %2
a. Dependent Variable: Service Delivery ( QQ
Table 45 presents the results of the regression analysis on the i ’S&e of knowledge
sharing on service delivery in academic libraries of public u ities in Ogun State,
Nigeria. The model summary reveals that knowledgé& has a moderate positive
relationship with service delivery, as indicated b tp@nelaﬁon coefficient (R) of 0.365.

The R Square value of 0.133 indicates that 1333%’ of the variance in service delivery in

academic libraries of public universities '@m State is explained by knowledge sharing.

Although this is a modest propo(}%‘x'i suggests that knowledge sharing contributes
meaningfully to Variations.i%gﬂce delivery in academic libraries of public universities

in Ogun State, with an ai Qed R Square of 0.125 confirming the model’s fit.
The ANOVAC}@yWS that the regression model is statistically significant, with an F-
statistic 065 .85

si 1f®y affects service delivery in academic libraries of public universities in Ogun

4 and a p-value of 0.000. This indicates that knowledge sharing

State. The total explained variance (sum of squares) attributed to knowledge sharing is

1.689, while the residual variance (unexplained) is 10.975.
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The coefficients table further illustrates the relationship between knowledge sharing and
service delivery. The unstandardized coefficient for knowledge sharing is 0.217, meaning
that for every unit increase in knowledge sharing, service delivery improves by 0.217
units. With a t-value of 3.982 and a p-value of 0.000, this relationship is statistically
significant, affirming the importance of knowledge sharing in enhancing service delivery
in academic libraries. In line with these results, the null hypothesis stating ere will
be no significant influence of knowledge sharing on service deliverxquiic libraries

of public universities in Ogun State, Nigeria is hereby rejected. 0

O

Ho2: There is no significant influence of organis@n; learning on service delivery
academic libraries of public universities i@n State, Nigeria;
Table 4.6 Influence of Organisational e\r;ing on Service Delivery Academic
Libraries of Public Universities {@1 State, Nigeria
N

Model Summary Q\
TR

Model . ’& Adjusted Std. Error of the
C \ Square R Square Estimate
1 E\\.&Ma A11 .103 33056
’ -
a. dictors: (Constant), Organisational Learning

N
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ANOVA

Model Sum of df Mean F Sig.
Squares Square
1 Regression 1.410 1 1.410 12.906 .001°
Residual 11.255 103 109
Total 12.665 104

a. Dependent Variable: Service Delivery

b. Predictors: (Constant), Organisational Learning

Coefficients®
Model Unstandardized Sta ized t Sig.
Coefficients ~ Ceg¢fficients
B Std. ‘Beta
Errox, \
1 (Constant) 2.615 @N 11.079 .000
Organisational &b
269 fb .075 334 3.592 .001
Learning
N
a. Dependent Variable: Service D@
Table 4.6 present the f f simple regression analysis on the influence of

organisational leami?géleervice delivery academic libraries of public universities in
Ogun State, 'g®ccording to the model summary, the correlation coefficient (R) is
0.334, ind@ing a moderate positive influence of organisational learning on library
se%&very in public universities in Ogun State, Nigeria. The R Square value of
0.111 implies that organisational learning explains 11.1% of the variance in service
delivery in public universities in Ogun State, Nigeria., while the adjusted R Square value

of 0.103 suggests that after accounting for the number of predictors, the model still fits

moderately well.
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The ANOVA table reveals that the overall model is statistically significant, with an F-
statistic of 12.906 and a p-value of 0.001. This means that organisational learning has a
significant impact on service delivery in academic libraries. The regression sum of
squares (1.410) indicates the variance explained by organisational learning, while the

residual sum of squares (11.255) represents the unexplained variance.

A
In the coefficients table, the unstandardized coefficient (B) for organisati r@g’ning is
0.269, which suggests that for each unit increase in organisatio lecaélng, library
service delivery improves by 0.269 units. The constant (2.615 the baseline level
of service delivery when organisational learning is absen@ standardized coefficient
(Beta) of 0.334 further confirms that organisat%alQeaming has a positive and
statistically significant influence on service de%’g with a t-value of 3.592 and a p-
value of 0.001In view of these results, ﬂ}\& hypothesis stating that there will be no
significant influence of organisatim@éfning on service delivery academic libraries of

public universities in Ogun Sta@%igeria, is hereby rejected.
&
G
\87’
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Ho3: There is no significant combined influence of knowledge sharing and organisational

learning on service delivery academic libraries of public universities in Ogun State,

Nigeria

Table 4.7: Combined Influence of Knowledge Sharing and Organisational Learning
on Service Delivery Academic Libraries of Public Universities in Ogun State,

Nigeria

Model R R Adjusted Std. Error of the ( QQ
’)

Square R Square Estimate

1 4052 164 148 &Ql‘r’

\ ¥/
a. Predictors: (Constant), Knowledge Sharing, Organisatio@arning

QQ

ANQOVA* N ,\Q
Model Sum of df GoMean F Sig.
Squares . ’b Square
1 2.078 2 @9 10.010 .000° 2.078

10.587 @ 104 10.587

12.665 \04 12.665
&

a. Dependent Variable: ice Delivery
b. Predictors: (Cg\' nt), Knowledge Sharing, Organisational Learning
Coefﬁcients“( \

Model 6\/ Unstandardized Standardized t Sig.
fb Coefficients Coefficients
Q B std. Beta
\/ Error
(Constant) 2.399 245 9.784 .000
Organisational Learning .163 .084 202 1.935 .056
Knowledge Sharing 157 .062 265 2.537 .013

a. Dependent Variable: Service Delivery
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Table 4.7 presents the multiple regression analysis on the hypothesis which states that
there will be no significant combined influence of knowledge sharing and organisational
learning on service delivery in academic libraries of public universities in Ogun State,
Nigeria. The model summary shows an R value of 0.405, indicating a moderate positive
relationship between knowledge sharing, organisational learning, and servi Qﬁery.
The R Square value of 0.164 implies that 16.4% of the variance in se@:} elivery is
explained by the combined influence of knowledge sharing and tional learning.
The adjusted R Square value of 0.148, after accountir@fo the predictors, further
supports the moderate explanatory power of the model. Q

The ANOVA table also indicates that the mo el{b tistically significant, with an F-
statistic of 10.010 and a p-value of 0.000, me hat the combined effect of knowledge
sharing and organisational learning signi %tly influences service delivery.

Furthermore, the coefficients tab \iws further insight into the specific contribution
of each variable. The unsta@gﬁed coefficient for organisational learning is 0.163, with
a t-value of 1.935 a@alue of 0.056, suggesting that while organisational learning
has a positive %s is not statistically significant at the 0.05 level. On the other hand,
the unstan@hzed coefficient for knowledge sharing is 0.157, with a t-value of 2.537 and

a —V@f 0.013, indicating a statistically significant and positive influence on service

delivery.
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Overall, while both variables positively affect service delivery, knowledge sharing has a
more significant influence than organisational learning. The results mean that the null

hypothesis is rejected

4.4 Discussion of Findings

The study examined the influence of knowledge sharing and organisational lQﬁﬁg on
library service delivery in academic libraries of public universities in @tate. The

descriptive and inferential analysis revealed pertinent findings tha@bred the research

questions and proved the hypotheses. %

The first research question focused on the level of serv'

very in academic libraries
of public universities in Ogun State. The study m@evealed a high level of service
delivery in the academic libraries, with techni: rvices and reader services performing
better than ICT services. However, zks like the processing of new materials,
personalized service, and techni{:é\\\p'p rt need attention to improve the overall user

experience. . @

The study found a gs@high level of knowledge sharing among academic librarians
on Ogun state @niversities. The breakdown of the finding shows a highly positive
attitudes t@gﬂaowledge. However, subjective norms and behavioural intentions were
some‘@ower, suggesting that while librarians recognize the importance of knowledge
sharing, external support such as policies and peer behaviour could be strengthened to
encourage more consistent sharing behaviour. This finding is supported by some

previous studies, while it also contradicts other studies.
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A previous study conducted in Kenya supported this finding as it also found that,
although library staff had positive attitude to share knowledge. However, knowledge
sharing occurred on an ad hoc basis based on low influence of subjective norms. The
study found a limited use of technology-based and human-based mechanisms of sharing
knowledge. To solve the perceived deficiencies, the study suggests practical knoviledge-
sharing practices that may contribute to improved service delivery @library
setup!. Another study investigated the extent to which sharing o&dge helps in
improving library services in Ahmadu Bello University Library, @ Findings revealed
that the respondents strongly agreed that librarians use @en and verbal discussion
while sharing knowledge on database search. In additio@ study showed that librarians
mostly use brainstorming and verbal discussio@’br knowledge sharing among other
knowledge sharing practices, which i "bthat knowledge sharing practices of
librarians were low. It was recomg&b%ed that knowledge sharing practices such as
mentoring, community of pra%‘&taff meetings and storytelling that were scarcely

used to share knowledge @be encouraged in the library?.

A regional basgc%@ir with the main objective of investigating the relationship between
knowledg slgq'yg and information service delivery by library personnel in South West,
Nigeriél%o found low level of knowledge sharing among the respondents. Some of the
resp\oﬂents also admitted that they find it difficult to share their experience with
colleagues. Knowledge sharing methods by majority of the respondents were face to face
interaction, during departmental meeting and e-mail. Knowledge sharing has significant

positive relationship with information service’.
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In contrast to the current findings, a study conducted in Nigeria revealed a lack of
effective knowledge sharing for service provision in the library. The absence of a
knowledge sharing culture; the absence of information and communication technology
tools and infrastructure; a lack of motivation; and inferiority and superiority complexes

among staff hindered knowledge sharing, with concomitant repercussions for $ervice

provision in the library*. QQ

The third research question explored the level of organisational 1 &g in the libraries
studies. The findings show that academic libraries in Ogun Sta' Qt a moderate level
of organisational learning across different dimensions. S oop learning, focusing on
process adherence and efficiency. Double-loop learhing, which involves questioning
fundamental assumptions, had the lowest sco%&sting that there is less emphasis on
challenging the status quo and changing &@zational frameworks. Triple-loop learning
shows a moderate commitment to &%ﬂr organizational reflection and adaptation. Still
on the factors that fosters org @Sional learning, a study titled Fostering organizational

learning through le%@ and knowledge sharing make use of data from 209

participants frqq&nanufacturing company in Korea using the structural equation
modeling ?ethdt

The\f/@jngs of the study indicated that transformational leadership directly affected the
knowledge sharing climate and behaviour, interpersonal trust and organizational learning
of an organization. Transformational leadership also indirectly affected organizational
learning through knowledge climate and behaviour, and interpersonal trust. In addition, a
knowledge sharing climate directly affected interpersonal trust and knowledge sharing
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behaviour and indirectly affected organizational learning through interpersonal trust and
knowledge behaviour. Interpersonal trust directly affected knowledge sharing behaviour

and indirectly affected organizational learning through knowledge sharing behaviour’.

The findings of this study also corroborate with a similar study regarding the significance
of organisational learning in an information society, where advancements in iQA@tion
technology and telecommunication networks are accompanied by a corr@ng surge
in knowledge and a rapidly increasing flow of information. T '«Qvel information
landscape necessitates the acquisition of new competencies in ing, processing, and
utilising information®. The foundation for an individ Qacity to comprehend and
utilise knowledge is a qualitative, continuous learninQ(ocess. The study's findings align
with that of another scholar who conducted re demonstrating a correlation between
organisational learning and non-ﬁnancia\\gtcess. University libraries are non-profit
entities, demonstrating the effect&xﬂs of organisational learning’. Indeed, experts
asserts that organisational Je@ is essential for the current frameworks to enable new

library personnel to a%\%ln\e requisite abilities over time?®,

The test of tk(ﬁ}&}%pothesis revealed that knowledge sharing has a moderate positive
influence %iervice delivery. This finding while indicating that other factors may also be
res%@’g for effective service, show that knowledge sharing is still important in
modern library service delivery. This is supported by a study conducted in Kenya where
researchers found that knowledge sharing strategies had a statistically significant
influence on library service delivery. Specifically, the study identified library knowledge
sharing among working groups, library knowledge sharing among project teams, library
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knowledge sharing among learning community, library knowledge sharing among
informal network and library knowledge sharing among community of practice as

influence library service delivery®.

Similarly, a study conducted to explores the ways in which health care workers relied on
their relationships with informal community networks to navigate the p@g@ster
landscape and provide adequate health services highlight the critical Q@xowledge

sharing through informal networks, community outreach, and rel '&ip building y in

response work as organisations attempt to overcome the ific complexities and
challenges of operating in the post-disaster context! her study conducted by
Nigerian scholars also supported this finding. The s investigated the extent to which

sharing knowledge helps in improving libr@’gices in Ahmadu Bello University
Library, Zaria. Findings revealed that the\Q)ndents strongly agreed that librarians use
verbal discussion while sharing ké@ e on database search. In addition, the study
showed that librarians mqs%@brainstorming and verbal discussions for knowledge
sharing among other k @ge sharing practices, which implied that knowledge sharing
practices of libr@ss were low. Also, the services provided by librarians were e-
reference §r@ database search, online user education and e-reader services among

other @

such ‘s mentoring, community of practices, staff meetings and storytelling that were

e library services. It was recommended that knowledge sharing practices

scarcely used to share knowledge should be encouraged in the library!!.

The test of the second hypothesis revealed a moderate positive influence of organisational
learning on library service delivery in public universities in Ogun State, Nigeria. This
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finding is supported by previous studies. A related study conducted by scholars from
Ghana concluded that organizational learning strategy has an impact on service delivery.
The study recommends continuous implementation of organizational learning strategy as
the techniques should be viewed as management tactics that enable individuals to learn to

accomplish beneficial outcomes including innovation, efficiency, environmental adaption,

and competitive advantage'?. QQ

In another study which investigated the influence of organizationa ’a‘ﬁing on employee
performance in Machakos County Government The finding of %Vestigation therefore,
showed a very positive and significant relationship bet ganizational learning and
employee performance!®. In relation to library se@@s, it means that organisational
learning can also make librarians more effecti ’bding to effective service delivery in
the library. Similarly, a study examine}\\g influence of organizational learning on
employee’s innovative behaviour,é—a;\%» rther proposed the mediation effect of work
engagement between the &@&whip of organizational learning and employee’s
innovative behaviourﬂ@c\sults indicated that work engagement fully mediated the
relationship beg@rganizational learning and employee’s innovative behaviour, that is,
executive v&h}organizational learning can strengthen the work engagement of
emplo s%ereby affecting employee’s innovation behaviour. Besides, we further
foundvthat work engagement also plays a full mediating role among organizational
learning and employee’s innovative ideas generation, advocacy, and implementation

respectively. This paper suggests managers should take advantage of transformational

leadership behaviour or select and train managers with transformational leadership style
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to enhance work engagement of employees, and then improve to generate innovative

behaviour of employees'?.

A research also identified how organizational learning processes influence perceived
organizational performance and examine the moderating roles of organizational justice
and trust in managers therein. study found that feedback learning flows a ngly
mediated between learning stocks and organizational performance. It @und that
organizational justice moderates the effect of learning stoc & organizational
performance through feed-forward learning flows, while tmst%nager moderates the
effect of learning stocks on organizational performance feedback learning flows.
Situating the findings to library, first, it finds that t@higher organizational justice, the

better the transfer of knowledge from the bott @

\S)

From the foregoing, it glaring that ’(&ﬂzaﬁonal learning is a concept that enhances
several organizational advantage@ctiveness and competences owing to the fact that
the human resources are iﬁeQ& to organizational overall performance. A study with a
purpose to investiga@ effects of collaborative cultures and knowledge sharing on
organization axb%The study provides additional evidence that knowledge sharing
and collaOsative cultures within an organization can provide support for the real
org@lonal learning to take place. Knowledge sharing and collaborative cultures prove

to be among the determinants for the occurrence of organizational learning. The right

culture can promote good organizational learning'®.

A related study also confirms the conceptual model with the data. The key contributors to

employee performance are organizational intelligence (OI), organizational learning and
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knowledge sharing and organizational culture. The performance of the employee is
primarily based on organizational learning. OI, knowledge sharing and organizational

culture are the major factors that create an environment for organizational learning!”.

The test of the third hypothesis revealed that, while both variables positively affect
service delivery, knowledge sharing has a more significant influence than or &onal
learning. This finding is supported by a few studies that examined theation of
knowledge sharing and organisational learning. In one of suc ’S)Qies, researchers
investigate knowledge sharing, organisational learning, leaders%gyes, and personnel
competence as correlates of service delivery in univer%@ries in the Southwestern,
Nigeria. The findings revealed that knowledg aring; organisational learning;
leadership styles, and personal competence P&é&%ﬁﬁcant positive relationships with
service delivery. Knowledge sharing, &S&saﬁonal learning, leadership styles and
personnel competence jointly pré%’éed service delivery in the university libraries,

accounting for a third of i@nce. The study also found that knowledge sharing,

leadership style, and %@ competence had relative contributions to service delivery in

university libragigkg%

In additioécholars posited that the process of information sharing on organizational
lea%@onsists of two distinct phases namely, the knowledge sharing period and the
organizational learning period!®. During the knowledge sharing stage, employees'
willingness to share is typically influenced by their personal characteristics. Factors such

as educational background, professional experience, professional relationships, and
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personal finances can all have a substantial impact on an individual's willingness and

motivation to share knowledge?.

The findings of a related study conducted in Korea indicated that the newly hired
employees have a tendency to develop relationships with their colleagues, thereby
creating a channel for sharing knowledge. By using this approach, newc Q\can
develop the necessary skills and proficiency in problem-solving that the@to obtain
during their initial stages of work. Regarding the incentive f(@{ing knowledge,

research has shown that individuals with greater levels o 1onal expertise are

primarily driven by this factor if they have a better inco%Q
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Chapter Five

Conclusion

This chapter provides the concluding part of the study. It presents the summary of
findings, conclusion and recommendations as appropriate. The chapter also (@G the
contribution of this research to knowledge and makes useful suggestions‘ a@the areas

that can be explored by future researchers. 0&

Q

5.1 Summary of Findings Q

The findings of this study can be summarised as follctg;Q
1. The study findings revealed a high le@’g service delivery in the academic
libraries, with technical services @ader services performing better than ICT
services. However, areas i processing of new materials, personalized
service, and technicalépport need attention to improve the overall user
experience. Q\
2. The stud&&ound a generally high level of knowledge sharing among
.
academic Jibraries in public universities Ogun State. However, subjective norms
avioural intentions were somewhat lower, suggesting that while librarians
\/recognize the importance of knowledge sharing, external support such as policies
and peer behaviour could be strengthened to encourage more consistent sharing
behaviour.
3. In addition the study found a moderate level of organisational learning across

different dimensions among academic libraries in public universities Ogun State
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however, double-loop learning had the lowest score suggesting that there is less
emphasis on challenging the status quo and changing organizational frameworks.

4. The test of the first hypothesis revealed that knowledge sharing has a moderate
positive relationship with service delivery.

5. The test of the second hypothesis revealed that a moderate positive inﬂwe of

organisational learning on library service delivery in public univerﬁ&n Ogun

State, Nigeria. &Q/

6. The test of the third hypothesis revealed that, while @riables positively
signi

affect service delivery, knowledge sharing has a n@

organisational learning. Q

™

5.2 Conclusion 6
R

The study has shown that academic libﬁks n public universities in Ogun State deliver

ficant influence than

high-quality services, particulaﬂ&&ﬁ cal and reader services, although ICT services
require improvement. The ﬁ@gs also indicate that knowledge sharing is prevalent
among librarians, bu\@%ive norms and behavioral intentions related to sharing need
to be bolstere{e:\Q h policies and peer influence. Furthermore, the moderate level of

organizati®

doubl@ learning, which encourages questioning underlying assumptions and revising

rning observed in these libraries reveals a need for increased focus on

operational frameworks. The study’s hypothesis testing confirmed that both knowledge

sharing and organizational learning positively affect service delivery, with knowledge

sharing having a more significant influence.
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5.3

Recommendations

The following recommendations are considered relevant to this study;

1.

University library management should develop targeted training programs for
library staff in ICT services and technical support, and implement streamlined
workflows for the processing of new materials to enhance efficiency %user
satisfaction. QQ

It is important for university management to introduce instit)Qg.bpolicies and
peer-support programs that incentivize and normali owledge-sharing
activities, such as collaborative workshops, me@ng sessions, and formal
recognition for contributors. Q

In view of the moderate level of organiz%(f@l%aming with weakness in double-
loop learning, library manageme® d foster a culture of critical reflection
and innovation by organizig ership retreats and staff development programs
focused on challengin@%}}ing frameworks and embracing change through
double-loop learni . roaches.

Similarly, t eging show moderate positive relationship between knowledge

shari@s rvice delivery calls for the creation of enhanced collaborative

;@ns and tools for knowledge sharing, such as centralized digital repositories

\/Qild regular team knowledge exchange meetings, to further improve service

5.

delivery outcomes.
Library management should also strengthen organizational learning by creating
opportunities for cross-functional team projects and feedback loops that enable

librarians to continuously improve service strategies and practices.
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6. Library management should prioritize the integration of knowledge-sharing
practices into daily operations, while also addressing gaps in organizational
learning to create a balanced approach that maximizes the impact on service

delivery.

5.4 Contribution to Knowledge Q\
The study has made significant contributions to knowledge which canQe}Qplored in
terms of conceptual, theoretical and empirical contributions. Con(@kwise, this study

enhances the conceptual understanding of service delivez%ademic libraries by

integrating the constructs of knowledge sharing and or@ onal learning. It highlights
how these factors interact to influence service @nes, thus providing a nuanced
perspective on the dynamics within llbrary es. By delineating the roles of both
knowledge sharing and organizational 1 ing, the research offers a framework for
assessing library effectiveness a{®§atlsfactlon in a rapidly evolving information

landscape.

In terms of theoretic@nutions the study contributes to existing theories of service

delivery and o @ ional learning by demonstrating their applicability in the context of
I

academic t validates the theoretical framework that links knowledge sharing
and 0@’@atlonal learning to service delivery outcomes, supporting the notion that a
collaborative and adaptive organizational culture is essential for enhancing service
quality.

Through a comprehensive analysis of service delivery, knowledge sharing, and

organizational learning within academic libraries in Ogun State, Nigeria, this study
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provides robust empirical data that enriches the understanding of these constructs in
practice. By employing a quantitative approach and utilizing statistical methods to test the
relationships between variables, the research offers actionable insights that library
administrators can leverage to improve service delivery. Furthermore, it fills a gap in the
literature by focusing on the unique challenges and opportunities faced by %mic
libraries in a developing country context, thus contributing valuable kno@ to the

field of library and information science. Q/

5.5 Suggested Topics for Further Studies %

Future researchers can examine the following topics;

1. Impact of ICT Service Improvement on (i efﬁ}sfactlon in Academic Libraries:

2. The Role of Peer Influence and Pol n Promoting Knowledge Sharing in
Academic Libraries:
3. Assessing the Influenc (%{%wble -Loop Learning on Innovation and

Organizational Gr(ﬁwzm@\cademlc Libraries.
¢

O
&
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Appendix

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

Dear Respondent, OQ
I am a postgraduate student of the above-named institution. I am cu&ntgdonducting a
research work on “Subjective Career Success, Job Charact s*and Employee
Engagement of Librarians in Edo State”. I therefore solicit y pport in completing
this instrument. Please note that any information suppl:'i@you in this questionnaire

shall be treated with utmost confidentiality and will be u or academic research only.

Thank you for your anticipated cooperation. &b

Researcher. \Q

Section A: Demographic Informﬁ}’}%
)

Name of Institution/Librar¥. s& ...........................................................

Gender: Male [QFemale [ ]

Age: 20—@], 26 —30yrs [ ]; 31 —=35yrs[ ]; 36 —40yrs [ ]; 41-45yrs [ |;
46andab@ 1;

Etfs{gdnal Qualification: ND/HND [ ]; BS¢/BLIS [ ]; MSc/MLIS [ ]; M.Phil, [ ];
PhD.[ ];

Years of Experience: 0—Syrs[ ]; 6—=10yrs[ ]; 11 —=15yrs[ ]; 16 —20yrs

[ ;1 21-25yrs[ ]; 26 and above [ ];

Section B: Library Services Delivery
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Instructions: Please indicate the extent to which you agree or disagree with the following
statements by selecting any of the following options; SD = Strongly Disagree, D=
Disagree, A= Agree, and SA = Strongly Agree

S/N | Technical Services SA A D
1.| The library consistently provides access to the materials I
need. )
2.| The library's cataloguing system makes it easy to find the *
materials I am looking for 0
3.| Library materials (books, journals, etc.) are made easy to A\
locate through proper shelfing. N
4.| New materials are processed and made available in a &\’
timely manner (\
5.| The library takes my suggestions for new matew N
seriously and acts on them when possible. Py
Reader Services \ \
6.| The library staff responds to patrons inquiries in@]‘ery
manner. A\
7.| The library staff provides helpful and ac rf@e erence
assistance.
8.| The library staff offers detailed an answers to
patrons’ questions. \

9.| The library staff makes an effo understand my needs
and provide personalized ser

10 The process of checking 0&5@% reiuming materials is
quick and efficient. (2,

ICT Services ‘N

11| The library provi equate access to online databases
and digital res S

12 The libra ers valuable workshops and resources to
help me \&m e my digital literacy skills

13| The libeary staff provides effective support for technical
iss@es,] encounter.

14 _Thelibrary has a mobile app that allows access to library
N ices.

15/'The library’s digital platforms (website, online catalog,
databases) are user-friendly and easy to navigate.

ection C: Knowledge Sharing
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Instructions: Please indicate the extent to which you agree or disagree with the following
statements by selecting any of the following options; SD = Strongly Disagree, D=
Disagree, A= Agree, and SA = Strongly Agree

S/N | Attitude SA A D SD
1 I can gain new ideas through interaction with
colleagues
2 Knowledge sharing keeps librarians up to date
with current trends -\
3 I believe knowledge sharing is beneficial to N\
both academic libraries and librarians Q
4 I have no fear of sharing any new knowledge Q/
I come across ‘\
5 I will share knowledge even if others would \
not share with me N\
Subjective Norms §§
6 Seminars, workshops and training sessions O
are held periodically to promote knowledge 4
sharing . Q
7 There are policies that encourage knowleﬁ§\
sharing in my library
8 My colleagues share their working k gc
which makes me feel obligated te, Sha
9 Librarianship as a profession™\ promotes
knowledge sharing R
10 My boss would want @‘fo’ engage in
knowledge sharing o
Behavioural Inten‘ti,gkv
11 I am willing t@re knowledge with my
colleagues \\
12 I prefer using” social networks such as
Face %itter, wikis and blogs to share
knowled
13 I jeomimunicate/share knowledge with my
gues in teams or group

14 se intranet and knowledge repositories to
share knowledge with my co-workers

Section D: Organisational Learning

Instructions: Please indicate the extent to which you agree or disagree with the following
statements by selecting any of the following options; SD = Strongly Disagree, D=
Disagree, A= Agree, and SA = Strongly Agree

| S/N | Single Loop Learning | SA | A | D | SD
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My library ensures that employees understand
and adhere to an established operating
procedure

My library encourages only skills that can
help in the current way of operation

Any error observed are corrected without any
major change to the way we normally operate

We focus on improving efficiency within
existing processes.

Employees are encouraged to follow
established procedures when addressing
issues.

Double Loop Learning

My library encourages questioning of the
underlying assumptions behind our actions.

Library management regularly revisit and
revise library goals and policies.

/‘/O/%

When solving problems, my library consider 4
changing the rules or frameworks that guid
our actions. . A

<

There is a strong emphasis on underst
and addressing the root causes of iss my

library \

10

Librarians in my library are &f\\};aged to

challenge existing nomﬁ\\' d suggest
innovative solutions. L

Triple Loop Learning)\ ’

11

My library is open e@éﬁne its fundamental
purpose and idengity,

12

Library managemént regularly reflect on and
evaluate th&v ues and beliefs that guide

library%ﬂﬁ@ ions.

13

L ar&{lg\ana adaptation are viewed as
@ng, integral parts of the organisational

¢ in my library.

14

4

rarians are encouraged to engage in
strategic thinking to predict and adapt to long-
term changes and challenges.

15

Librarians are encouraged to engage in deep
reflection about their roles and the

organization’s broader mission.
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