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Abstract

Like every other library, research libraries in Agriculture institutes are service rendering
organizations with the sole aim of satisfying the researchers information need through
quality services. User’s satisfaction is key to the usage of library and it resources. Like
every other service rendering organization, regular evaluation from user’s perspective is
inevitable to avert the dwindling patronage observed. This study aimed at finding out the
quality of service rendered in Agriculture research institute. It’s a descriptive survey
study, which make use of mixed method. The population comprises of 101 librarians and
24 researchers. The instrument for data collection was questionnaire with reliability test
of 0.79, 0.87 and 0.92 Cronbach alpha and a focus group discussion. The empirical data
was analyzed using descriptive statistics, the focus group discussion was analyzed
thematically. The hypotheses were tested using simple linear regression. The study found
a moderately high level service quality(Mean=3.4), ICT skills (Mean=3.3) and CDP
(Mean=3.4), but with discrepancies in both librarians and researchers response as regards
service quality. The test of hypothesis revealed that ICT skills
((Adj.R2=0.205,F(1,79)=20.328, p=000)) and continuous personnel development (Adj.
R2=0.262, F(1,79)= 5.972,p =0.001) have significant influence on service quality. Both,
combining the duo of CDP and ICT, the multiple regression showed that CDP has
significant influence on service quality while ICT did not. The study concludes that CDP
is inevitable for libraries and librarians to meet the demand of the ever changing world.
The study recommends that CDP should be given priority and fund should be provided
for regular in-house and off-shore training covering all aspect with ICT inclusive.

Key words: ICT skills, Digital literacy skills, Service Quality, Library users and
CPD

Word Count: 252



VI

Table of Contents

Content Page

Title page

Certification ii

Dedication iii

Acknowledgement iv

Abstract v

Table of Contents vi

List of Tables vii

List of Figures viii

Chapter One: Introduction

1.1 Background to the study 1

1.2 Statement of the Problem 14

1.3 Aim and Objectives of the Study 15

1.4 Research Questions 16

1.5 Hypotheses 17

1.6 Significance of the Study 17

1.7 Scope of the study 19

1.8 Limitation of the study 20



VII

1.9 Operational Definition of Terms 20

Endnotes 22

Chapter Two: Literature Review

2.1 Conceptual Review 26

2.1.1 Service Quality 26

2.1.2 The Concept of Continuous Professional Development Technique (CPDT) 36

2.1.3 The Concept of Information and Communication Technology (ICT) skills 53

2.2 Theoretical Framework 71

2.2.1. Libqual Model 71

2.2.2. Social Learning Theory 75

2.2.3 European Initiatives Digital Competence Framework 80

2.3 Review of Empirical Studies 82

2.3.1 Continuous Professional Development Techniques and Service Quality 82

2.3.2 Information and Communication Technology Skills and Service Quality 90

2.3.3 CDPT, Information /Communication Technology Skills and Service Quality 91

2.4 Conceptual Framework 93

2.5 Summary of Literature Reviewed 97

Endnotes 100

Chapter Three: Methodology

3.1 Research Design 110

3.2 Population of the Study 110

3.3 Sample Size and Sampling Techniques 111



VIII

3.4 Description of Research Instrument 112

3.5 Validity of Research Instrument 113

3.6 Reliability of the Research Instrument 1113

3.8 Method of Data Collection 113

3.9 Method of Data Analysis 113

Endnotes 115

Chapter Four: Results and Discussion of Findings

4.1 Questionnaire Response Rate 116

4.2 Demographic Data Analysis of Respondents 117

4.3 Presentation of Data Analysis 118

4.4 Presentation of Hypothesis 130

4.5 Discussion of the Findings 139

Endnotes 146

Chapter Five: Conclusion

5.1 Summary of Findings 147

5.2 Conclusion 148

5.3 Recommendations 149

5.4 Contribution to Knowledge 150

5.5 Area of Further Research 150

Bibliography 152

Appendix I Research Instrument (Questionnaire) 163

Appendix II Bio-data 167



IX

The University Compliance Certification 170

List of Tables

Table Title Page

3.1 Population distribution of librarians 111

4.1. Questionnaire administration and response rate 116

4.2 Demographic data analysis of respondents 117

4.3. Level of service quality of librarians in agriculture research
institutes, Ibadan, Oyo State, Nigeria 118

4.4 The dominant continuous professional development technique
of librarians in agriculture research institutes, Ibadan, Oyo State, Nigeria 121

4.5. Information and communication technology skill of librarians in
agriculture research institutes, Ibadan, Oyo State, Nigeria 126

4. 6a-c Influence of continuous professional development techniques on service
quality of librarians in agricultural research institutes. 130

4.7a-c Significant influence of information and communication technology
skills on service quality of librarians in agriculture research institutes. 132

4.8a-c Joint significant influence of continuous professional development
techniques and information and communication technology skills on service
quality of librarians in agricultures research institutes. 134



X

List of Figures

Figure Title Page

2.1. Libqual model of service quality 75

2.2. European Initiatives Digital Competence Framework 81

2.3 Conceptual Framework 93



XI


