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This study assessed user experiences of a public library in Namibia and non-user attitudes to it. A
convenience sample of 586 was employed. Participants in the study were 207 (35.3%) registered library
members and 379 (64.7%) non-users. Needs assessment questionnaires, suggestion box forms,
interviews and observations were the tools used for the collection of data. The results indicated that the
public library is well known to the local community and is mostly accessed by learners from local schools,
teachers, and distance-learners from various tertiary educational institutions. Users from different
occupations also accessed the library. The library was used for study purposes, research, access to
computers and reprographic services. The results also revealed that, although services, resources and
usage were found to be satisfactory, some users were not satisfied with the services because of
inadequate space, irrelevant resources, attitudes of staff members, untidiness, location, poor internet
connectivity, poor ventilation, and noise. The findings of this study can inform policymakers on how
information access and services need to be improved.
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1 Introduction
The effectiveness of public library services can be measured through statistics collected on information services provided
(Koontz, Jue and Lance 2005: 29), however their value depends on how well they perform their role and meet the needs of
their communities (Aabo 2005: 208). The central concern of library services is still users and their information needs. The
provision of technologies such as computers and the internet in public libraries has had a positive impact on their
communities (Aabo 2005: 208); these days, communities rely on public libraries as their means of accessing free computers
and internet services. Public libraries have therefore incorporated Information and Communications Technology (ICT) into
their services in order to meet the changing needs of users. Some public libraries have websites through which they offer
online services where users access community information, electronic journals and digital collections, among other
information services (Velasquez & Evans 2018). However, public libraries differ worldwide. Public libraries in Africa are in
various stages of development due to social, political, and economic factors – some public libraries are technologically and
physically advanced in terms of physical structure, equipment, technology and human resources, while others are not.
Whatever their stage of development, the role of public libraries in Africa is to empower local communities by providing
them with access to information (Mandl, Lukileni & Niskala 2013: 11). Despite the increase in the use of ICTs, users still
believe that library resources are more trustworthy than information on the World Wide Web (Sadeh 2007: 208) and many
people visit public libraries to study, to gather information on health-related matters and for social gatherings (Hemmeter
2006: 599).

2 Study context
The Namibian town in which this investigation was carried out consisted, at the time of the study, of 24,451 inhabitants
(National Planning Commission 2012). The population was predominantly young, with 61.3% of the population being
between the ages of 15 and 59 years. Library user statistics show that in 2015 alone, there were 9,452 visits to the library
which translated into 38.7% of the local people in the area visiting the public library compared to 61.3% who did not visit in
the same period. Only 444 registered members (1.8% of recorded members) used the library in 2015. In Namibia, most
public libraries were established after the country gained independence from apartheid South Africa in 1990 (Ignatow et al.
2012: 72, Namhila & Niskala 2012: 2) before which public libraries were only accessible to the White population. Now,
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public libraries serve the whole population as centres for community learning, cultural knowledge dissemination, information
discovery and recreational reading, thereby also enabling people to develop a reading habit (Ignatow et al. 2012: 72).
Namibian public libraries offer a variety of free activities such as story hours for children, computer literacy classes, mobile
library services and access to the internet (Mandl, Lukileni & Niskala 2013). Statistics reveal that about 93,000 people have
accessed ICTs through forty-four libraries in Namibia since 2012 (Kauaria 2013: 32). This study specifically addressed the
following research questions:
1.
2.
3.
4.
5.

What are the attitudes of users to the overall usage of the public library?
What are the perceptions of users about the services offered by the public library?
What are the perceptions of the users about the library resources?
Where do users/non-users find information to fulfil their information needs?
What should be done to improve the usage of the public library?

3 Theoretical Framework
The study is guided by Kelman’s social influence theory which recognises that changes in an individual’s thoughts, attitudes,
feelings and behaviour can come about because of interaction with other individuals (Kelman 1958: 51). It recognises that
knowledge and self-identity are constructed through social interaction among individuals and that human beings create or
construct self-knowledge by inquiring, exploring and assessing what they already know (Maree 2016: 361). According to Li
(2011: 563), individual attitudes, beliefs, thoughts and feelings are influenced by the three processes of social influence
theory: compliance, internalisation and identification. Each of the three processes represents a different way of accepting
influence, such as the relative importance of anticipated effect (compliance), the relative power of the influencing agent
(identification), and the prepotency of the induced response (internalisation) (Kelman 1958: 51). Perceptions and attitudes
towards the use and non-use of public libraries were described based on these three processes of social influence. Each
process is distinctive and oriented to a social system (Estrada et al. 2011: 208). The three processes can be distinguished
from one another in terms of the nature of the anticipated effect, the source of influence of the agent’s power and the way
the induced response becomes prepotent (Kelman 1958: 53). Given the proper set of antecedents, influence would take
place in the form of compliance, identification or internalisation.

3.1 Compliance
According to Bagozzi and Kyu-Hyun (2002: 227), compliance is an important form of interpersonal influence and it occurs
when individuals accept influence and adopt a behaviour for reward. Public libraries are used for various reasons, such as
educational, cultural, leisure and personal gain (Aabo 2005, Webb 2010, Iwhiwhu & Okorodudu 2012). However, people
perceive public library services, resources and space differently and these perceptions may shape the interpersonal
influence on an individual. A good library service is rated according to the satisfaction of users’ needs, as users prefer an
information service that is accurate, reliable, authentic and easy to understand (Namagand & Sekikome 2013: 405).

3.2 Internalisation
According to Kelman (1958: 54), internalisation occurs when an individual accepts influence after becoming aware that the
result of a changed behaviour is rewarding. Satisfaction is the result of the new behaviour. According to Estrada et al. (2011:
207), social influence occurs when a person’s behaviour changes due to other people, groups or influencing agents. Kelman
(1958) posited that social influence brings changes in attitude and actions and those changes occur at different levels.
Differences in levels of change are attributed to the differences in the processes through which individuals accept influence.
Since attitude cannot be measured directly because it is a hypothetical construct, methods of measuring attitude assume
that they can be measured by people’s beliefs or opinions (Gross 2004: 351).

3.3 Identification
The model suggests that individuals adopt a new behaviour to create a beneficial relationship with another. The model
influences an individual to support a positive self-defining relationship with others (Bagozzi & Kyu-Hyun 2002: 229).
Behaviour is changed by anything that succeeds in influencing it. Public libraries are regarded as important institutions for
bridging the information gap between the rich and the poor (Glorieux, Kuppens & Vandebroeck, 2007: 189). Regardless of
the purpose of public libraries, users are becoming more diverse, which has resulted in a decrease in library usage for some
libraries. The increased use of the internet has been blamed (Koontz, Dean & Lance, 2005: 31).

4 Literature review
The literature review is premised on thematic areas gleaned from various sources on the subject.
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4.1 Users’ experiences of public library services
User experience is something that is important in all public institutions. Mairaj and Naseer (2013: 319) described user
experience as a measure of end-user interaction with the library product and services. Much research has been conducted
on user experiences of public libraries. Electronic Information for Libraries (EIFL) (TNS RMS East Africa 2014) surveyed
six public libraries in East African countries and found that 74% of users considered libraries a good place to study.
According to Iwhiwhu and Okorodudu (2012: 2), public library services are measured through how experienced users
perceive them. A public library exists to satisfy users whose satisfaction depends on how they judge the services of the
library. Public libraries have been considered tools for excellence in educating the public and bringing printed cultural
resources to the community (Glorieux et al. 2007: 191). Webb (2010: 76) discovered that public libraries were mostly used
by people who lived within the surrounding community. Users were mostly youths who used the library to read newspapers,
find jobs, study, make copies, play and use computers. Hemmeter (2006: 598) mentioned that computer access and internet
connectivity were services that attracted users to public libraries.
Despite the services offered by the public library, Iwhiwhu and Okorodudu (2012: 3) observed that several factors, such
as lack of infrastructure and bad networks, pose challenges for public library users. Most public libraries in Africa are too
small to accommodate both collections and users. Users sometimes have a negative impression of the public library by
having experienced, for example, difficulties with the library space, noise and untidiness (Coker 1993). Glorieux et al. (2007:
191) saw that social differences influence library usage. Nzivo (2012) noted many factors linked to the perception of library
effectiveness and user satisfaction, such as the adequacy of collections, services and facilities, the effectiveness of library
promotion, the involvement of users in the selection of library material, the convenience of the library location, the
participation of users in educational programmes, the availability of assistance for using library resources, the facility, and
the subject background of library professionals.

4.2 Non-users’ attitudes to the services of the public library
There has been limited research on the information-seeking behaviour of non-users of public library services. However,
user experience of the services of the public library may contribute to the non-usage of the public library. Petr and AparacJelusic (2002: 25) noted that some of the public have a negative perception of public libraries. In South Africa, non-use is
related to the historical impact of apartheid. Africans lacked experience of libraries and the services they offered (Ocholla
2009: 22). Some people’s perception of the public library is that of a warehouse of books (Phillips 2012: 1). The economic
status of people varies. According to Hemmeter (2006: 597), economically stable people are less likely to visit the library.
Research has revealed that the widespread availability of ICT and the use of the World Wide Web have contributed to the
non-use of public libraries (Connaway Radford & Dickey 2008, Sin & Kim 2008, Toner 2008) because information is now
widely available on the internet.
Different studies have outlined that lack of awareness of library services, lack of availability of library services, and
irrelevance of resources contribute to non-use of public libraries (Sin & Kim 2008, Toner 2008, Mcharazo & Mshana 2013).
Many public libraries do not market their services; hence, they are unknown to the community. Staff competence, ambience
and quality of services are the other factors influencing the public perception of the public library. More reasons that
contribute to the non-use of libraries are inconvenient opening hours and distance from home or work (Sin & Kim 2008,
Evjen & Audunson 2009, Mutshewa et al. 2010). Hemmeter (2006: 596) argued that the closer the library is to where people
are, the more likely they are to use it. The library collection and facilities also contribute towards non-use, as some public
libraries are stocked with outdated books and old, uncomfortable furniture.

4.3 Public perception of the public library
The issue of attitudes and perceptions of the public and how they contribute to the use and non-use of public libraries have
rarely been examined. Perception is closely related to attitude, as perception is “a process by which organisms interpret
and organise sensations to produce a meaningful experience of the world” (Gross 2004: 209). The perception of the public
towards public libraries has evolved. The public library is no longer seen as just a place for old books, but rather as a space
with electronic equipment and resources that reflect users’ needs (Coker, 1993: 4). According to Lilley and Usherwood
(2000: 15), regular users of library services have the most realistic expectations and perceptions of the library as they
already have some experience of it. A lack of understanding of what customers expect leads to service performance that
falls short of their expectations (Lilley & Usherwood 2000: 16). Suitable library services, information technology and opening
hours lead to a good public perception of the library.

4.4 How to improve the usage of public libraries
Public libraries are widely known for providing vital information to the public through their resources and services. Over the
years, the expectations and behaviours of library users have changed, contributing to the use or non-use of public libraries.
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The information environment has changed, and information is now available through the internet. This requires librarians to
change their services to those that satisfy the information needs of users better. If the resources provided by public libraries
are inappropriate, inadequate and out-of-date, they result in non-use (de Jager 2002: 331). The satisfaction of library users
will result from libraries providing a conducive environment, with quality furniture, suitable seating arrangements and highquality information products (Iwhiwhu & Okorodudu 2012: 1). De Jager (2002: 330) noted that public libraries are failing
because of several factors, ranging from severe deterioration of resources due to lack of funds, lack of definition of the role
of libraries, an excess of centralisation in the management of libraries, and lack of human resources to run the libraries.
The attitudes of library staff are integral to the service experience of library users; as such, librarians need to be reminded
how important they are in providing service to users (Lilley & Usherwood 2000: 17). Vrana and Barbaric (2007: 435) alluded
to the fact that public libraries need to change their marketing strategies about the services available to the community.
Priority should be given to electronic media as the primary source of information.

5 Methodology
For this study, an exploratory case study design was employed. Following Maree's (2016) approaches to case study data
collection methods, data were collected through needs assessment questionnaires, suggestion box forms, interviews and
an observation checklist. The research collected both qualitative and quantitative data. Qualitative data were analysed by
“creating codes and themes qualitatively, then counting the number of times they occur in the text data” (Creswell 2009:
218). Microsoft Excel was used to analyse quantitative data. The study sampled from two populations: registered library
users (444) and those who were not registered (non-users; 24,007). Sample sizes can be seen in Table 1. During data
collection, the needs assessment questionnaire was distributed to people who visited the library booth at the mall; 300 were
returned. To improve on the needs assessment results, a suggestion box was introduced in the library for collecting data
from library users. Interviews were conducted with 12 users and non-users of the library services and observations were
conducted in the library over two weeks (ten working days). In total there were 312 respondents to the study.
Table 1 Sample size for the study
Attributes
Registered library users

Number

Sample size

Percentage of the sample size

444

207

35.3%

Non-users

24,007

379

64.7%

Total

24, 451

586

100%

6 Findings
The purpose of the discussion that follows is to interpret and describe the significance of the findings in relation to what was
previously identified about the problem under investigation, as well as to illuminate a new understanding of the problem.

6.1 Research question one: What are the attitudes of users to the overall usage of the public library?
Respondents were asked if they were aware of the existence of the public library in the local town. Figure 1 shows that 261
(87%) of questionnaire respondents knew that the public library existed in the local town. Of the 261 respondents, 252
(84%) confirmed using the resources of the library, though the suggestion forms showed that thirteen (54%) were not
registered members of the library. Library statistics for January to November 2017 showed that, out of the town’s population
of 24,451, only 563 were registered members of the library, which is still more than the 444 registered members in 2015.
Participants were asked to give reasons why they visited the library. Figure 2 shows the purposes for which users visited
the library. The results show that different users visited the library for various reasons, ranging from studying, conducting
research, using computers and doing internet searches, typing their curriculum vitae (CV), reading newspapers, printing
their documents, and other activities.
Respondents were given options to indicate the resources and facilities they used at the public library. Figure 3 shows
the most-used facilities and services. The respondents were asked how often they visited the library. Figure 4 shows the
frequency of library usage and that, out of 125 (42%) participants who visited the library several times a week, 103 (34%)
visited the library twice a week, twenty-five (8%) visited the library daily, forty (13%) visited the library twice a week, and
seven (2%) never visited the library. However, others specified that they only used the library when a need arose, when
they had assignments, or during examination time.
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No; 39; 13%

Yes; 261; 87%

Figure 1 Awareness of the existence of the local public library (n=300)
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Figure 2: Purpose of library visit (n=300)
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Figure 3: Frequency of resources, services and facilities used (n=300)
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Figure 4: Frequency of library usage (n=300)

6.2 Research question two: What are the perceptions of users about the services offered by the public
library?
Respondents were asked if they were satisfied with the public library services in their town. Figure 5 shows that 189 (63%)
of the questionnaire respondents were satisfied while 111 (37%) were unsatisfied. Satisfied respondents mentioned the
services they enjoyed most, such as internet access, computers, printing documents, and online services. Unsatisfied
respondents explained that the library had no books for them to use for their assignments.

Yes

No

111; 37%
189; 63%

Figure 5: Satisfaction of library services (n=300)

On the twenty-four forms deposited in the suggestion box, seventeen respondents (70%) confirmed that they were
satisfied with the library services . A total of seven (29%) were unsatisfied and corroborated their responses in the needs
assessment questionnaire. Their dissatisfaction centred around the issue of inadequate library space. Respondents to the
interview were also concerned about poor internet connectivity and the bad attitude of some of the staff members. One of
the interviewees said:
I am not satisfied with the services of this library, the staff need customer care training, because when
you enter the library they pretend as if they do not see you. They are always on the computer watching
movies or on Facebook. They will take their time to help you at the circulation desk. They do not even
greet you. I think the government must reshuffle these people.
Respondents were asked if they were aware of the activities offered by the library. Out of 300 questionnaire
respondents, 114 (38%) showed that they were aware of library activities. Surprisingly, 165 (55%) respondents said that
they were not aware of any library activities. Librarians stated that the library had various activities, such as, the annual
readathon, storytelling and basic computer training. Respondents were asked to suggest activities that they would like to
see at the library. Their responses included: art classes, reading competitions, spelling competitions, quizzes, puzzles,
playing Xbox games, music classes and computer training. In total, 189 (63%) of the questionnaire respondents were
satisfied with the library services. Observations, which supplemented the other data collection methods, showed that the
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library staff were not professional in dealing with their users. They were not friendly and were not interested in users and
their needs.

6.3 Research question three: What are the perceptions of users about library resources?
The purpose of determining the usage of the library was to find out the overall usage of the public library and the type of
resources users used at the library. Figure 6 shows that, in the 300 questionnaire responses, 252 (84%) respondents
confirmed using resources of the library. However, respondents rated DVD borrowing services highly, while some rated
reference services received from the librarian highly. Internet access and study rooms/reading areas were rated as very
important. Community meeting rooms and interlibrary loans were considered moderately important. Online services,
websites, catalogues and research databases were rated as very important. Photocopiers, newspapers and magazines
were rated as important. Table 2 shows the level of satisfaction concerning resources. Firstly, library resources were not
current and were difficult to find, and the resource borrowing policy and procedures were not clearly stated. Secondly, library
users found information independently. The library had facilities for new resource recommendations but had no system by
which to book a study room.

Yes

No

48; 16%

252; 84%

Figure 6: Usage of the resources at the local public library (n=300)
Table 2 Level of satisfaction concerning the resources
Attribute

Agree

Neutral

Disagree

Resources are current and relevant

4 (40%)

Resources are easy to find

3 (30%)

1(10%)

6 (60%)

Resource borrowing policies and procedures are clearly stated

2 (20%)

1 (10%)

7 (70%)

Library users find the resources on their own with minimal assistance

6 (60%)

10 (100%)

Resources are readily available when users need them

7 (70%)

3 (30%)

Library has facility for new resource recommendation

7 (70%)

1 (10%)

2 (20%)

Library has documentation for how to book a study room

1 (10%)

1 (10%)

8 (80%)

Respondents were asked if they could find what they were looking for in the Library. Figure 7 shows that, out of 300
questionnaire respondents, 210 (70%) said ‘Yes’, while ninety (30%) said ‘No’. As to whom they asked for help, most
respondents asked the librarian or the library assistant. Respondents, who stated ‘No’, stated that they found what they
were looking for by asking for help from a friend. Some preferred to look for information without asking anyone for help.

6.4 Research question four: Where do users/non-users find information to fulfil their information
needs?
Out of 300 questionnaire respondents, 239 (80%) had access to computers while sixty-one (20%) had none. Out of 239
who have access to computers, 144 (60%) indicated that they access the computers from their homes, 64 (27%) from the
library, and 31 (13%) from the schools. Respondents were further asked if they had access to the internet. Only seven
(2.3%) did not indicate their status while 263 (90%) respondents confirmed having access to the internet, 105 (36%)
confirmed having internet access at their homes, seventy-nine (27%) at the public library, fifty-five (19%) on their
smartphones, forty-four (15%) at their workplace, and nine (3%) at their school.
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Yes

No

90; 30%

210; 70%

Figure 7: Locating library resources (n=300)

Interview respondents indicated a range of places and ways that they access information if they do not use the public
library. Their responses included: using personal computers and smartphones; using Wi-Fi at home, at parents' offices,
school libraries and internet cafés; information was also obtained from television, radio, newspapers, and internet resources
like Google. Observations showed that computers and electronic equipment were accessible in the library and that printing
and photocopying services were sufficient. The results showed that the library’s collection met users’ needs and users were
eager for access to books, DVDs and newspapers. The results showed that the library had inadequate study rooms (even
though they were used frequently), insufficient library space and that opening hours were inconvenient.

6.5 Research question five: What should be done to improve the usage of the public library?
Respondents were asked to state their opinions about how they wanted the library to improve its services in the future.
Through the suggestion box, respondents said that the library should give more information to users regarding the library
services available and how to use them. They also said that the government should employ qualified librarians who can
help learners with homework and other school projects. Another suggestion was that the library furniture should always be
dusted to ensure that it is clean. One respondent suggested that the library circulation/reception desk should be renovated
and kept neat. It was also suggested that there should be lockable cupboards where users can store their handbags for
safety reasons. Furthermore, the library should not close during lunchtime; instead, staff members should work shifts to
accommodate those who want to use the library during lunchtime. It was also suggested that the time limit for using the
internet should be increased. Lastly, it was suggested that librarians should change their attitude towards the users and
should be more willing to help where necessary.
In the questionnaire, respondents were asked if having the public library in the community helped them. Two hundred
and seventy-one (90%) respondents were positive about having the public library in the local town. In an interview, one
respondent explained how the library helps her.
I appreciate having the library in this town. I got my job because of the library. One day when I visited
the library, I was reading the newspaper and I saw the job advert. I typed my CV at the library. I made
copies of my documents at the library. I applied and using the library internet to send my application,
and my application was successful.
This use of the library was confirmed by one assistant librarian who said that, though the library did not subscribe to
any newspapers, they buy newspapers occasionally. Many users only visit the library to read newspapers, especially the
Friday newspaper, and they make copies of job advertisements if there are any. Some users only visit to type their CV and
to check for advertisement on the notice board and on the internet.

6.6 How the library meets the recreational needs of the users
Respondents were further asked if the public library met their recreational needs. One hundred and ninety-five (65%)
respondents to the questionnaire said that the library met their recreational needs, while 105 (35%) respondents said the
library did not.
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7 Discussion
The findings revealed that the public library is a public institution that is commonly known to and accessed by diverse types
of people of different occupations. The services of the public library can only be utilised if the community is aware of its
existence and location. The level of awareness of the existence of the public library was pleasing. This finding is related to
the EIFL study (TNS RMS East Africa 2014) in selected African countries which discovered that awareness of the existence
of public libraries in those countries was high even among non-users. Different users visited the library for different
purposes, such as to study, do research, use computers and the internet, type documents, read newspapers, and use
reprographic services. The current findings were similar to the study conducted in Namibia by Webb (2010: 76) who found
that public library users visited the library for similar reasons. The current results acknowledge that computers and printers
are the most utilised services at the public library. The results relate to the study by Hemmeter (2006: 598) who revealed
that computer access is one of the services that attracts users to public libraries and that access to the internet increases
library use for those without the internet at home.
To provide effective information services, it is important to measure users’ perceptions of library services and to
determine whether the library is meeting the information needs of the user (Khan 2015: 2). Respondents considered the
important services of the public library as: computers and printing, internet facilities, online services, reference services,
and photocopying. Services such as classes, story times, book borrowing, community meeting rooms and interlibrary loans
were rated moderately important. A study conducted in Pakistan by Mairaj and Naseer (2013: 319) indicated that library
users were satisfied with the services of the library. However, Mairaj and Naseer (2013: 319) observed that limited research
was conducted on the perception and satisfaction of library services by LIS practitioners, hence it is vital to evaluate the
services of the library periodically.
The activities of the public library are not well known by the community – most of the respondents confirmed not
knowing about them. In a study by Levine (2006: 45) in the United States of America (USA), it was observed that small
public libraries were innovative and incorporated gaming programmes into their activities, and this drew the attention of new
patrons and boosted programme attendance.
Library user respondents stated that they were satisfied with the library services. Similarly, the results of a study in
Pakistan by Mairaj and Naseer (2013: 324) revealed that users were satisfied with the cooperation and behaviour of library
staff and found librarians friendly and helpful. A similar study by Ardèvol et al. (2018: 665) in Barcelona, Spain, revealed
that users were highly satisfied with the services of the public library. In contrast, observation results from the current study
showed that library staff were unfriendly, uninterested in users and their needs, and ignorant about their duties and roles.
Library resources are the reason users visit the library. The findings in the current study revealed that usage of library
resources was high. Similar to this study, Aabo (2005: 208) in Oslo, Norway, found that technologies such as computers
and the internet in public libraries have a positive impact on usage. These services support the community with provision
of access to a range of activities such as formal studies, job-seeking and building a social network. In this study, satisfaction
with library resources was high and respondents were also satisfied with the location of resources. Respondents retrieved
resources of their choice at the library by asking for help from the librarian, assistant librarian, front-desk officer or
departmental secretary. Respondents confirmed that the library met their recreational needs and that having a library in the
town improved their quality of living, similar to a study conducted in Namibia on library use in the community libraries serving
the urban poor (Webb 2010: 75) . Respondents were requested to state if they had computers and where they accessed
the computer, and if they had internet access and where they accessed the internet. Many respondents had access to
computers from their homes and the library. Related findings by Sin and Kim (2008: 208) in the USA, Toner (2008) in the
United Kingdom, and Connaway, Radford and Dickey (2008) in the USA indicated that the widespread availability of
information technology and the use of the web contributes to the non-use of public libraries. So much information is now
made available on the internet and people prefer their own technological equipment (Sin & Kim 2008: 208).
Libraries are set up to meet the information needs of people; hence, the opinions of users should always be taken into
account when improving library services (Mairaj & Naseer 2013: 324). Improving library services should be the main goal
of any library. To improve the usage of the library, the unsatisfied respondents in the current study requested that the library
obtain a variety of higher education books to help distance learners to access resources to use for their research and
projects. Respondents suggested that the library conduct surveys to discover for which courses library users are registered
so that it can acquire relevant resources. It was suggested that librarians consult with schools to determine the subjects
with which learners struggle, so that they can acquire proper materials and training. Respondents expressed a strong need
for the library to expand and provide enough study rooms to accommodate learners during examination time.
Though some respondents confirmed that they used the library resources, some users only visited the library when
there was a need, during examination time or when an assignment or a project was due. Respondents provided factors that
contributed to them not using the library more often as: distance, location, time, busy schedules, inconvenient opening and
closing times, irrelevant resources, insufficient resources, poor internet connectivity, bad attitudes of staff members,
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overcrowding, tidiness, poor ventilation, and noise. Some reasons for the non-use of public libraries include, according to
Motshewa et al. (2010: 6), distance and lack of time and, according to Mairaj and Naseer (2013: 323), noise, insufficient
resources, an unpleasant library environment, and a lack of key and current materials. Glorieux et al. (2007: 197) found
that convenient opening hours and access to computers attracted more users.
Non-users said that the library had insufficient resources, a bad staff attitude and limited study space. Odu (2017: 35),
in a study in Nigeria, revealed that among the challenges experienced by users were the bad attitude of staff, their lack of
hospitality, their rudeness, and their lazy approach to inquiries. Surprisingly, some respondents who were not members
confirmed using the library resources. Many non-user respondents were not aware of any library activities; nevertheless,
some showed an interest in attending them. Some of the activities that they would like to see at the library were art classes,
reading and spelling competitions, quizzes, puzzles, shared reading, and book clubs. In a study in Spain, Ardèvol et al.
(2018: 660) revealed that common services in public libraries were those for children, such as storytelling.
The current study shows that the public library still has more to offer. Concerning the library meeting the recreational
needs of the users, respondents were not satisfied. Respondents mentioned some activities, resources and facilities that
they would like to see at the library. Some of the activities included: reading classes where users can read aloud, movies,
music and dancing classes and career guidance. Some additional facilities included having a sports field at the library, a
playground for children and chairs outside where users could relax. Additional resources they wanted the library to introduce
were an Xbox for games, more educational games and a DStv subscription. In a study by Levine (2006: 47) in the USA, it
was discovered that small public libraries implemented gaming services and programs and that Xbox 360 boosted the use
of the small public library. Gaming is a form of recreation that libraries should use to their advantage to entice users to visit
(Levine 2006: 47).

8 Recommendations
Respondents wanted the library to expand the computer laboratories, to increase the number of computers, to improve the
speed of the internet, and to introduce the internet in the children’s section. It was also strongly recommended that the
library upgrade to a computerised library system. Furthermore, a need for air conditioning and good ventilation was
recommended. In addition to these suggestions, respondents wanted the library to open on weekends and in the afternoon
to accommodate those who were working. They wanted the librarian to implement library rules to ensure that the library
users were always quiet, except in designated rooms. Some respondents wanted another branch of the library closer to
more remote locations. Some respondents wanted the library to involve parents in storytelling in the children’s section. They
wanted the library to supply more furniture and they saw a need for the library to subscribe to magazines and newspapers
to accommodate those who visit the library for leisure. A positive attitude of staff members and appointing qualified librarians
was needed to ensure a hospitable atmosphere in the library.

9 Conclusion
The study revealed that the public library is a public institution accessed by a range of people with varied occupations who
use the library for various purposes. Most respondents were aware of the existence of the public library in the town and
admitted using the resources of the library, though they thought resources were insufficient and that some were irrelevant.
Some other negative comments included that there were insufficient staff and unqualified staff and that some staff members
had bad attitudes; the opening and closing times were inconvenient; there was inadequate space, poor ventilation, bad
internet connectivity, and untidiness; and the location of the library was unsuitable for some users. A lack of marketing
resources was the reason for non-use of the public library services. It was discovered that, though the majority used library
resources, only a few visited the library daily. It was discovered that most respondents had access to computers from their
homes, workplaces and schools. There is a need for the authorities to expand the building or open another branch in the
nearby location to cater for those who do not use the library because it is too far away.
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