EVALUATION OF THE LEVEL OF USER EDUCATION SERVICES
PROVIDED BY PUBLIC LIBRARIES: A CASE STUDY OF KENYA
NATIONAL LIBRARY SERVICES, ELDORET BRANCH.

BY
RUGUT VIOLA JEPKOECH

1S/1052/06

t submitted to the schoo! of information Sciences Moi University, in
partal fulfillment of the requirements for the degree of Bachelor of Science in

ation sciences.

—

DEPARTMENT OF RECORDS,LIBRARY MANAGEMENT AND
INFORMATION STUDIES.
SCHOOL OF INFORMATION SCIENCES.

MOI UNIVERSITY

| grant Moi University the non-exclusive right to use this work for the

aniversity s own purpose and to make single copies of the work available to
the public on a non-profit basis if copies are not available otherwise.




ABSTRACT

This study attempts to examine the importance of user education in pubiic libraries. The
research was carried out in KNLS Eldoret branch with the aim of investigating the extent to
which it offers user education services to its users, and to determine whether user education
service has an impact on the access of information materials by users. The purpose for using this

case study is to enable the researcher use the findings to represent other Kenyan public libraries

in general.

User education services are important to the public libraries in that it assists the users to be able
to access information materials. The users will also be able to access the information materials

on their own and within the shortest time possible.

A survey research method was employed in carrying out this study. The population of study
comprised of children and the adults. The researcher used random sampling method and a

sample chosen consisted of 10 members of staff and 30 users.

The study revealed that user education was not offered by KNLS Eldoret therefore making the
users to be unable to find information materials. Users were also not satisfied with the user
education training which was offered five years ago, it does not have user education services
policy to guide the staff on how user education should be offered should be addressed and that

few staff were trained on how to provide user education services.

The study concludes that the best user education service should be provided in public libraries.
The recommendations made include formulation and implementation of user education policy

and the training of staff.

Vi



TABLE OF CONTENTS

DECLARATION L.ttt e e e e e i
DEDICATION . ...ttt e i
ACKNOWLEDGEMENT................... e S e i
LIST OF FIGURES AND TABLES ...\ttt e iv
LIST OF ABBREVIATIONS . ..ottt st eaes v
AB ST RA CT et e e e vi
CHAPTER ONE
1.1 INtrOAUCTION. .ot e e 1
1.2 Background information .............oouiiiiiriie i 1
1.3 Statement of the problem. ... ..ot 3
1.4 Aim and objectives of the study..........coooiiii i, 5
LA AT 5
1.4.2 Objectives of the Study......ooviiiviii 5
1.5 RESEArCh QUESTIONS. ... .u ittt 6
1.6 Significance of the study ... 6
1.7 Scope and JImitations. ..........oeo i e 7
170 S0P e e 7
1.7.2 LIMITAtIONS . ..ottt 7
CHAPTER TWO
LITERATURE REVIEW ... e, .8
2.0 INErOAUCTION . ..t ettt e e e e 8
2.1 USEI €AUCALION. .. ..ottt e e 9
2.1.1  Aims of user education SETVICES. .. ..ouiiutiieiitit it eei e, 17
2. 1.2 Methods of providing user education SEIVICeS............vivvirenreniireninnnn.s 18
2.1.3 Objectives of library user €ducation ...........oceeeeinierciiniiieneeeecevee e 20
2.2 User education in public IDraries.........cooveiviriieiieciiiiiciee e 21
2.3 Importance of user education in public Ibraries..........cccocevveriiiienrievienenicnesieieenenn, 28
24  Teaching methods and media.......ccoceoveiriioniiniencniinicnes ST — 31
25 User education program for public IIDraries.........cvcuririincrveniininesesciee s £
2.6 Constraints of providing user education in public libraries.......ccccocevevinerineinnnene. 38
2.7 ORISR0 crorsamvsu o mmmmmmmnssmunsn i s A S A S A A B ER B 44
vii

LIIII'I'I'II'I'IIIIIII'I—I—I—'I—I



CHAPTER THREE

RESEARCH METHODOLOGY
3.0 INErOAUCTION. cc.eiiiiiice s e bbb 45
3.1 Study pOPUIAION.. ..ottt s S e A 46
3.12 Sample POPUIAtION.....cerieiiciieii ittt 46
3.13 Sampling Method........ooviiiii i 47
3.2 Sampling ProCeAUIE......c.ooiviriiriririere sttt s 47
3.3 Data collection Methods.......ociiveiceiiiiiiiiici s 48
3.31 QUESTIOMNAIIES. ...eeveevverieeseeieetieeieesete st ertesie e aressstsabessaeesaesaeserneeneeeresesaeennerneeseeans 48
3.32 INtEIVIEWS..oveeeiiiiiiieene OO PP PE RO PP OPSRPRTORRPROON 50
3.4 Data collection ProCedUres..........oviiiiiiiiiiiiic i 51
3.5 DAt ANALYSIS. it e 52
3.6 CONCIUSION .ttt ettt bbbttt e e 2t s e 52
CHAPTER FOUR
PRESENTATION OF THE STUDY FINDINGS, ANALYSIS AND INTERPRETATION
4.0 TOEFOAUCTION ..ot e a e b 53
4.1 RESPONSE FALE......oooiiiiii i e e 53
A 1T LIDIaIY USEIS. ..ottt ettt ettt e ae e et et e ebe b et ense e e ees 54
412 LAbrary Staff.....oci et 54
4.2 Library rating of provision of user education ServiCes.........ccoceevernrirereerinrireeireeenns 55
4.3 Usefulness of user education SErviCes t0 USEIS.....ccuruiriariererueierenessecreeereesieneaeeeneas 56
4.4 Getting INformation reQUIrEd........ccuerivviiieiis et e 37
4.5 Frequency of use of the lIbrary......ccooeeiceiieceioicece e 58
4.6  Staff qualifications and level of eXPerience........ocoveiveeicinenneieie e 59
4.7 IMportance of HEEr CUUCAtION . musmssmomssssarsss sy immss S 60
4.8 Challenges of providing user cdueatlon SEIVIEER. «oummmn s 61
4.9  Awvailability of user-education policy and methods. ..emmesmsssmummensssssmssssass s 63
5 T T (v 3 e e e TN B
410 CONCIUSION. ..ottt ettt e ettt e ees 68
viil



CHAPTER FIVE

SUMMARY OF THE FINDINGS, CONCLUSION AND RECOMMENDATIONS

50  IEOUUEHON. .o mssmesssremm o mmsensnsmsnss s s RS AR SO AT AR 66
5.1 Major findings.....................iion, .00
5.1.1 Importance of user education SEIVICES........covirviiriiiiirriiinieieiee e e 66
5.1.2 Library rating of provision of user education Services..........ccccoeeevieriirrnennn. 66
5.1.3 Lack of fINance.....c..ooviiiiiii e 67
5.1.4 User education not taken as @ priority.......cecceeveviirieiriireeisiice e 67
5.1.5 Lack of policy......... B S — 67
5.1.6 Lack of support from management...........co..ooooiviiiiiiinoioieeee. 67
5.1.7 Lack of cooperation of both staff and users......................coooiiiii 67
5.1.8 Getting information required...........ccccooiiuiiiiioieiiee e 68
5.1.9 Frequency of use of the Hbrary..........oocooooiiiii e 68
5.1.10 Lack of trained staff............ooiiiii e, 68
5.2 CONCIUSION. 1.ttt 68
53 Recommendations..........co.ooiiiiiiiii e 69

ix

' B BB BEEEREEEEEEEERERES®E® W

|



