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Research support services (RSS) play an essential role in the lives of academics and researchers. The
study focused on availability of RSS and doctoral students’ satisfaction with RSS provided in public
university libraries in Kenya. The success of doctoral students is often determined by the extent of RSS
provided by the university libraries. Every library system's main goal is to satisfy its patrons. Specifically,
the paper was guided by these objectives: to assess the extent of provision of RSS in university libraries
and to determine the level of satisfaction of doctoral students on available RSS. A sample size of 372
doctoral students were selected using stratified sampling and simple random sampling techniques, and
32 librarians were selected purposively from selected public universities in Kenya. This study adopted a
descriptive research design and used an online survey research technique to collect data from doctoral
students and librarians. Microsoft Excel and the Statistical Package for Social Science (SPSS) were
used to analyse the data. Findings indicate that a wide range of RSS were provided in the selected
universities and that while doctoral students are satisfied with the availability of materials, they are not
happy with the currency of the materials in the library. The study concludes that there were significant
differences in the provision of RSS for doctoral students across the selected public university libraries
and that doctoral students have varying levels of satisfaction with the research support services provided
to meet their information needs at selected public universities. The study findings will help university
libraries to improve their services, provide targeted services to doctoral students and develop
frameworks that will guide in resource allocation.
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1 Introduction
Universities have several important responsibilities, including research, teaching, knowledge sharing, and supporting

community development. To support these objectives, university libraries have a critical role to play in providing resources
and services that meet the needs of students, faculty, and researchers (Vyas & Trivedi 2020). Research Support Services
(RSS) are particularly important for doctoral students who rely heavily on these services during their academic and research
journey. In the past, librarians focused mainly on collection development and information discovery (Auckland 2012).
However, recent changes have resulted in a greater involvement of librarians in supporting research activities (Pasipamire
& Hoskins 2019). Universities and research institutions rely heavily on research support services, which serve as the
foundation for research and academic excellence (Pulford, Crossman, Begg, Quach, Abomo, Hajj & Bates 2020). RSS
refer to specific information services provided by libraries to promote the needs of the scholars within a particular institution
(Forsman, Ndinoshiho & Poteri 2012). According to Tise, Raju, and Adam (2015) and Schoombee (2014), RSS refer to
managing and providing specific information services that enhance the research life cycle process in university libraries.
User satisfaction is a crucial factor in determining the performance of academic libraries in delivering quality to their
users (Gyau, Liu & Kwakye 2021). User satisfaction, as defined by Ike, Amadi, Madu-Malachy, lheagwam, lheanacho-
Kelechi and Nwagu (2023) refers to the sense of contentment that users experience when utilising the various information
resources and services provided by the library. User satisfaction also includes the ability to meet informational requirements
for various daily tasks. When users’ expectations are met, users are more satisfied with the services (Udem, lkenwe &
Ugwuamoke 2021). Providing information resources and services is crucial for meeting users' information needs
(Olukayode & Lekan 2019). Users are more likely to use the library's resources when they are satisfied with the services
they receive (Efua & Tamakloe 2023). Therefore, creating an atmosphere in which customers are content with the resources
and services offered can result in higher levels of engagement and utilisation (Efua & Tamakloe 2023). Library staff must
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recognise the diverse needs and expectations of their users to ensure satisfaction. The primary objective of university
libraries and librarians is to fulfil the requirements of their users (Barad 2019). However, even though RSS occupy a central
role in academia, and more so among doctoral students, the extent to which these practices are aligned in university libraries
in Kenya still needs to be explored.

University libraries serve different groups of users, including postgraduate and undergraduate students, academic and
administrative staff, and researchers. Graduate students are the most significant potential beneficiaries of RSS in academic
libraries. Master’s and doctoral students often engage in research as part of their academic training (Rasul & Singh 2017).
The slow progress of RSS has been attributed to low postgraduate completion rates in Africa. According to Raju, Raju, and
Johnson (2016), postgraduate students who receive inadequate support from their academic libraries face research-related
challenges including lack of academic publishing or research data management skills, which consequently slow their
progress and extend their completion time.

This research presents empirical evidence on RSS among doctoral students in the African context, specifically in
Kenya. This study sheds light on the nature and extent of RSS in university libraries in Kenya. Findings from the study
provide insights to policymakers in academic libraries and provide guidance, allowing libraries to have more emphasis and
better-planned strategies to offer RSS in universities. It will inform the development and improvement of RSS in Kenyan
public university libraries, ultimately improving the research outcomes of doctoral students and lastly, it can inform
theoretical models of design and delivery for information service tailored to different user groups within university libraries.

The study sought to assess the availability of RSS and the satisfaction levels of doctoral students with RSS provided
by public university libraries in Kenya. Understanding and addressing these concerns are crucial for ensuring overall
satisfaction with RSS. To assess how effective these services in meeting the diverse needs and expectations of doctoral
students, the study is guided by the following specific objectives:

) To assess the extent of provision of RSS in university libraries.
. To determine the level of satisfaction of doctoral students with available RSS

2 Literature review

University libraries provide a wide range of RSS in supporting the diverse needs of doctoral students. A survey about RSS
among eight universities in New Zealand by Howie and Kara (2020) found significant progress in the libraries they studied,
particularly in areas such as scholarly communication, research data management, and research impact. However, the
authors suggested that there is still room for improvement, such as providing better training and positioning librarians in
more strategic roles. Si, Zeng, Guo and Zhuang (2019) found that 96% of academic libraries offer RSS. The RSS includes
research data services, research data management, open access, scholarly publishing, research impact measurement,
research guides, research consultation, and recommendations for research tools.

2.1 Research support services provided for doctoral students in university libraries

According to Tang and Zhang (2019), university libraries in the United States, Europe and Australia are more mature in
providing RSS than those outside these regions. Such libraries provide services corresponding to different stages of the
research lifecycle including research guides, research support tools, research data management services, publication,
distribution and intellectual property services (Liang, Wang, Xue & Cui 2016). Findings of another study conducted at the
University of Venda in South Africa indicated that the library provided most of the common RSS for postgraduate students
but recommended a need for improvement in library facilities and staff skills (Mahwasane 2019). In Kenya, Wachira and
Onyancha’s (2016) qualitative case study on support services offered to remote users revealed that such services included
requests for print and electronic materials access to journals, among others.

2.2 Doctoral students' satisfaction levels with the services offered for research support
Students’ satisfaction is a focal point for educational institutions (Alsheyadi & Albalushi 2020). The success of a library
depends on user satisfaction, which requires evaluation of services and satisfaction levels (Larson & Owusu-Acheaw 2012).
Meeting users' information needs requires providing the actual information resources and services that will satisfy the
information needs of users (Larson & Owusu-Acheaw 2012). Kekana and Kheswa (2022) examined how postgraduate
students used the library and how satisfied they were with it as a place to read, study, and do research. According to the
study, most students were content with their access to information resources and services. The study concluded that
although users were content with the access to information resources they were dissatisfied with the currency of the
resources.

Although numerous studies have been conducted on RSS offered by academic libraries in developed countries, no
study has been found that covers RSS for academic libraries in Kenya.
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3 Methodology

The research design for this study was a descriptive survey. This study was limited to public university libraries in Kenya.
Currently, there are 28 public universities in Kenya offering doctoral programmes. Eight of the 28 public university libraries
participated in the study. The sampling of the university libraries was done purposively. The selection of eight chartered
public universities out of 28 in Kenya was guided by a strategy to ensure equal distribution across the former eight provinces
of the country. To achieve geographic representation, one university was chosen from each province. The insights gained
from the selected universities can be applied to similar institutions across a wider range of Kenyan universities. The study
population consisted of 5352 registered doctoral students in their second year and above, and 43 librarians who provide
RSS to graduate students. To determine the sample size for doctoral students, the Yamane (1967) statistical method for
determining sample size in relation to the population under investigation was used to estimate the sample size for students.
The sample size was calculated based on the Yamane (1967) formula that was given as:

N

"TIENGED

Where: n = the desired sample size of the target population. N= the target population e = the level of statistical
significance (0.05 based on 95% confidence level)

Thus, based on the above formula, the desired sample size for this study was given as

n= 5352

1+5352(0.05?)
n=372

The sample size for the various universities was then calculated based on the proportional allocation and summarised in
Table 1.

Table 1: Sample Distribution of Doctoral Students per University (n=372

University of Nairobi 1692 32% 117
Jomo Kenyatta 1549 29% 108
Maseno University 638 12% 44
Moi University 579 11% 40
Egerton University 504 9% 35
Masinde Muliro University 238 4% 17
Chuka University 84 2% 6

Pwani Universiti 68 1% 5

Source: Researcher (2024)

A sample of 372 doctoral students was obtained from the eight selected public universities through stratified
sampling and simple random sampling techniques. This target population was based on the stages of writing their proposals
and theses (e.g. second year, third year etc). The respondents were then selected randomly from each sub-group. A sample
of 32 librarians was purposively selected based on their roles and experience in providing research support services to
doctoral students. The study collected data from doctoral students and the librarians using Google Forms. A five-point
Likert scale ranking of their perceptions about user satisfaction on the provision of the various RSS was presented as
follows: 1 = Very Inadequate, 2 = Inadequate, 3 = Neutral, 4 = Adequate, and 5= Very Adequate for doctoral students and,
planning to be offered, Not offered and Offered for the librarians.

The researcher obtained official permission from the university administrations to collect data. The students' and
librarians' emails were obtained from the university registrars, doctoral program coordinators, and the university librarians,
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respectively. The data was collected from July 2022 to February 2023. The data, including email addresses and responses,
were stored securely in a password-protected Google Sheets document accessible only to the researcher. Regular backups
were made to ensure data integrity. Participants were required to sign an informed consent form before proceeding with the
survey. A total of 283(76%) out of 372 questionnaires were received back from the doctoral students. A total of 26(81%)
out of 32 questionnaires were received from the librarians.

The Quantitative data was analysed using SPSS and Excel, and presented as descriptive statistics using charts
and tables. Ethical approval for the study was sought from the authorising bodies and individual consent from respondents
was obtained.

4 Findings

The findings of this study are presented based on the objectives stated earlier. The study assesses the extent to which
public university libraries in Kenya provided RSS to doctoral students and assess the satisfaction levels of the provided
RSS.

4.1 The extent of RSS provision in public university libraries in Kenya

RSS provided in selected public university libraries were broadly categorised as library resources, instructional services,
scholarly communication services, research data services, research data management, and research impact management
services. The services were broken down into instructional services, scholarly communication service, research data
services, research data management services, library resources and services and research impact services.

4.1.1 Instructional services

Figure 1 presents data from the doctoral students on instructional services. On specific instructional services, most offered
services according to doctoral students are advice on plagiarism and copyrights as confirmed by 160(57%) of the doctoral
students from selected university libraries in Kenya. Advice on the literature review 70(25%) and research clinics or
workshops 72(25%) were on the neutral side of the scale. However, 93(33%), 74(26%), 65(23%), 97(34%), and 100 (35%),
97(34%) and 74(26%) of doctoral students felt that the provision of advice on sources of funding opportunities, guidance
on data analysis, citation and referencing, advice on research topics and provision of advice on research proposal writing,
data collection, and database training were very inadequate and inadequate respectively.
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Instructional Services
H Very Adequate Adequate Neutral M Inadequate M Very Inadequate
I 160 (57%)
50 (18%)
Advice on copyright and plagiarism 15 85%

2 7)%
%8 (13%)

I 33 (13%)

20 (7%
Advice on research proposal writing 30 (11%
100 (35%)
95 (34%)

I 27 (10%)

39 (14%
Sources of funding opportunities 52 18‘%3/)
2 25%&
3 (33%)

I 23 (3%)
62 (22%)

Data analysis using computer software 54 (19%)
70 (25%
74 (26%)

I 34 (12%)
33 (12%)

Data collection 42 (15%
97 (34%)
77 (27%)

I 52 (19%)

57 (20%
Citation and referencing 58 $20°o)
il
65 (23%)
65 (23%)
47 (17%)
Research clinics or workshops 72 (25%)

L 49(17%)
AR 50 (18%)

I /6 (16%
_ 56 (20%)
Advice on literature review 70 (25%)
)

B
58 (20%
I 21 (7%)
o 69 (24%)
Database training 72 (25%

ey
47 (17%)

I 22 (8%)
0 (11%)
Advice on research topics 83 (29%)

51 (18%
97 (34%)

Figure 1: Doctoral students’ response on the extent of provision of instructional services (n=283)
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Figure 2 presents Librarians’ views on instructional services in public university libraries. This study further sought the
views of library staff on the kinds of instructional services offered or planned to be offered at respective libraries, as indicated
in Figure 2. Most university library staff, 25(96%) and 22(85%), indicated that their respective university libraries offered
citation and referencing guidance and database training, respectively. Closely following are 20(77%) of the library staff who
asserted that advice on literature review was provided in their university libraries. Again, 16(62%) of the library staff indicated
that research clinics or workshops were provided in their university libraries. Further analysis showed that 15(58%),
18(69%), 19(73%) 12(46%), and 14(54%) of the library staff reported that sources of funding opportunities, advice on
research proposal, advise on research topic, data analysis using computer software and advice on data collection
respectively were not provided in their university libraries.

Instructional Services

Planning to be offered M MNot Offered W Offered

4(15%
Advice on research proposal writing 18(69%)
4 (15%)
4(15%
Sources of funding opportunities 15(58%)
7 (27%)
2 (8%)
Advice on copyright 5(19%
19(73%)
5(19%
Data analysis using computer software 12 (46%)
9 (35%)
1(4%
Data collection 14 (54%)
11(42%)
0 (0%)
Citation and referencing 1 (4%
b 25(96%)
3(12%
Research clinics or workshops 7(27%
16 (62%)
1(4%
Advice on literature review 5(19%
20(77%)
1(4%)
Database training 3(12%
22 (85%)
3(12%
Advice on research topics 19(73%)
4 (15%)

Figure 2: Library staff response on the provision of instructional services (n=26)

4.1.2 Scholarly Communication Service

The study examined the extent to which university libraries offer scholarly communication services. Findings on specific
scholarly communication services are indicated in Figure 3. Doctoral students rated advice on identifying credible journals,
open-access publications, and sources for research collaboration as very adequate and adequate, with cumulative scores
of 93(33%), 108(38%), and 77(27%) respectively. However, profiling of researchers, and social media for dissemination
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was very inadequate and inadequate as per the cumulative score of 74(26%), and 83(29%) respectively. Lastly, advice on
publishing was neutral 79(28%).

Scholarly Communication Services

B Very Adequate Adequate Neutral Inadequate M Very Inadequate

I 47 (17%)
77 (27%)

Sources of research collaboration 62 (22%),
45 (16%)
e 52 (18%)

108 (38%)
58 (20%
67 (

bas
36 (13%)

Open access publications

BN 14 (5%)

I /1 (14%)
7 (17%)
Profiling of researchers 65 (23%)
56 (20%)
74 (26%)

I 05 (9%)
41 (14%)
Social media for research dissemination 81 (29%)

83 (29%)
AN 53 (19%)

93 (33%)

66 (23%%
Identification of credible journals 75 (27%)
27 (10%)
I 22 (8%)

I O (17%)
69 (24%2

Publishing advice 79 (28%)
51 (18%)
P 35 (12%)

Figure 3: Doctoral students’ response about the extent of provision of scholarly communication services (n=283)

From the perspective of the library staff (Figure 4), all 26(100%) interviewed library staff indicated that respective
libraries offer advice on the identification of credible journals and open-access publications. Most of these staff, 20(77%)
and 19(73%), noted that publishing advice and sources of research collaboration were services provided in their university
libraries, respectively. The data also show that most library staff, 18(69%) and 16(62%), asserted that social media for
research dissemination and profiling researchers were part of the scholarly communication services offered in their
university libraries, respectively.
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Scholarly Communication Services

Planning to be offered M Not Offered W Offered

1(4%
Sources of research collaboration 6(23%
19(73%)
0 (0%)
Open access publications = 0 (0%
_ 26 (100%)
3(12%
Profiling of researchers 7(27%
16 (62%)
0 (0%
Social media for research dissemination 8(31%
18 (69%)
0 (0%)
Identification of credible journals = 0 (0%
_ 26 (100%)
1(4%
Publishing advice 5(19%

20(77%)

Figure 4: Library staff responses on provision of scholarly communication services (n=26)

4.1.3 Research data services (RDS)

Research data services encompass a wide range of support and resources provided to researchers. This study
investigated whether the public university libraries provide support for data deposit in institutional repository, handling and
managing unpublished research data, technical aspects of digital curation and development of tools to assist researchers
manage data by seeking the views of doctoral students and librarians. The results presented in Figure 5 revealed the extent
to which various research data services were offered in the selected public university libraries based on the views of the
doctoral students. In the selected universities, research data services RDS) such as support for data deposit in institutional
repositories 142 (48%), guidance on the handling and management of unpublished research data 117(40%), technical
aspects of digital curation 98(35%), and guidance on services for developing tools to assist researchers manage data
142(50%) were rated as very inadequate by the doctoral students.
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Research Data Services

H Very Adequate Adequate Neutral ®Inadequate M Very Inadequate

I 25 (9%)
Development of tools to assist researchers manage 1147((52/0/‘)’)
0
data 85 (30%
142 (50%)
Wl 11 (4%)
29 (10%)
Technical aspects of digital curation 48 (17%
97 (34%)
98 (35%)
I 23 (3%)
18 (6%)
Handle and manage unpublished research data 40 (14%)
117 (40%)
B 3 (3%)
15 (5%)
Support for data deposit in institutional repository 42 (14%

86 (29%
142 (48%)

Figure 5: Doctoral students’ response on the extent of provision of research data services (n=283)

According to Figure 6, the data showed that the majority of the library staff indicated that their respective universities
do not offer guidance on digital curation 25(96%), guidance on the development of tools to assist researchers manage data
21(81%), support for data deposit in institutional repositories 20(77%), and guidance on how to handle and manage
unpublished research data 22(85%).
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Research Data Services
Planning to be offered m Not Offered W Offered
1(4%)
0 (0%)
4 (15%)
Guidance on the development of tools to
i 21(81%)
assist researchers manage data
1(4%)
L 4 (15%)
Support for data deposit in institutional
i 20(77%)
repository
2 (8%)
3 (12%)
Guidance on how to handle and manage
. 22 (85%)
unpublished research data
1(4%)

Figure 6: Library staff responses on provision of research data services (n=26)

4.1.3 Research data management services

The study also explored the provision of research data management services in the public university libraries
considered in this study by seeking the views of doctoral students. The responses of the doctoral students are presented
in Figure 7. The study found that doctoral students in the selected universities indicated that guidance on writing and
developing data management plans were inadequate, according to 89(31%) and 72(25%) of respondents, respectively.
While guidance on how to assign appropriate metadata 82(29%), provision of statistical and other data analysis support
93(33%), and guidance on grants application 75(27%) were very inadequate.
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Research Data Management

W Very Adequate Adequate

Grants application

Developing data management plans

Provision of statistical and other data analysis support

Guidance on how to use appropriate metadata

Guidance on writing a data management plan

Neutral

M Inadequate M Very Inadequate

I (16%2
53 (19%)
59 (21%)

e 57(18%
d 75 (27%)

I 24 (8%)

47 (17%)

. 13 (5%)

69 (24%)

64 (23%)
80 (28%)

1 33(12%
*33%)

N 15 (5%)
49 (17%)
81 (29%)

56 (20%
82 (29%)

Bl 8 (3%)
46 (16%)

54 |19%|
6

31%;
30%

Figure 7: Doctoral students’ response on the extent of provision of research data management (n=283)

The responses of the library staff regarding the provision of research data management in selected public university
libraries are outlined in Figure 8. According to the majority of the staff their respective university libraries, do not offer
guidance on developing data management plans 20(77%), provide statistical and other data analysis support 22(85%),
grants application 20(77%), provide guidance on using appropriate metadata 22(85%), and guidance on writing data

management plans 20(77%).
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Research Data Management Services

Planning to be offered m Not Offered m Offered

5(19%)
Developing data management plans 0(77%)
1(4%)
0,
Provision of statistical and other data analysis 11(4%) 5%
support )
3(12%)
5(19%)
Grants application 0(77%)

|

1 (4%)

Guidance on how to use appropriate 2 (8%)

0,
metadata 5%¢)

|

2 (8%)

4(15%)

Guidance on writing a data management plan 0(77%)

|

2 (8%)

Figure 8: Library staff responses on provision of research data management (n=26)

4.1.4 Library Resources and Services

The extent of provision of library resources and services by the university libraries considered in this study based on the
perspective of the doctoral students was further determined, and the data is presented in Figure 9. In the selected public
university libraries, research commons (study areas), print collection in different areas of study, and e-databases in different
areas of study were very adequate, as affirmed by the values 84(30%), 81(29%) and 97(34%) of doctoral students
respectively. While scholarly updates (latest information accessible for varied research areas) 91(32%) was adequate.
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Library Resources

B Very Adequate Adequate Neutral Inadequate M Very Inadequate

I, 76 (27%)

Provision of updates on the latest 7 2531 (32%)
information accessible for varied research (25%)
20 (7%)
R 24 (8%)
I o7 (34%)
Provision of adequate e-databases in 55 (19% 89 (31%)
different areas of study (19%)
27 (10%)
B 15 (5%)
I 21 (29%)
Provision of adequate print collection in 71772é%/7%)
different areas of study (25%)
32 (11%)
R 22 (8%)
I 2 (30%)
Provision of research commons for PhD 72 (205%)
students 66 (23%)
30 (11%)
R 31 (11%)

0 20 40 60 80 100 120

Figure 9: Doctoral students’ response on the extent of provision of library resources and services (n=283)

The findings presented in Figure 10 showed how the library staff responded to the questions on providing library
resources and services in their respective university libraries. According to the data, 25(96%) of the library staff asserted
that their respective university libraries provided adequate print collections in various areas of the study. The data further
revealed that 24(92%) of the library staff reported that their universities offered research commons for PhD students,
sufficient e-databases covering different areas of study, and regular updates on the latest information accessible for various
research purposes.
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Library Resources and Services
Planning to be offered B Not Offered ® Offered
Provision of updates on the latest information i Ej:f;
accessible for varied research 24 (92%)
Provision of adequate e-databasesin 1 (49%)
different areas of study 1(4%)
24 (92%)
Provision of adequate print collection in 0 (0%)
different areas of study 1(4%)
25 (96%)
Provision of research commons for PhD 1 (4%)
students 1 (4%)
24 (92%)

Figure 10: Library staff responses on provision of library resource and services (n=26)

4.1.5 Research impact services

The study also investigated the extent to which research impact services were offered in the selected university libraries
based on the responses of the doctoral students. Their responses are outlined in Figure 11. H-index calculations, journal
impact factor, altmetrics training, and bibliometric training were very inadequate in the libraries under study, as affirmed by
values of 119(42%), 99(35%), 119(42%) and 104(37%) respectively and citation reports 73(26%) was neutral.
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Research Impact Services

W Very Adequate Adequate Neutral ®Inadequate M VeryInadequate

Bl s (3%)
44 (16%)

H-index calculations 53 (19%)

59 (21%
119 (42%)

I s (12%)

37 (13%)
Journal impact factor 65 (23%)

48 (17%
& 99 (35%)
I /1 (14%)

66 (23%)
Citation reports 73 (26%)
45 (16%)
58 (20%)
B 1 (4%)
42 (15%)
Altmetric training 38 (13%

73 (26%

119 (42%)

N 2 (3%)
47 (17%)
53 (19%)
56 (20%

Bibliometric training

104 (37%)

Figure 11: Doctoral students’ response on the extent of provision of research impact services (n=283)

The study further sought the views of library staff on the provision of research impact services in their respective
university libraries. A list of research impact services was provided to the library staff, and they were asked to select what
their libraries offered, not offered, or were planning to offer. As outlined in Figure 12, the data indicated that 15(58%) of the
library staff affirmed that their respective universities offered citation reports. The study also found that most of the library
staff, 22(85%), indicated that the selected university libraries do not provide altmetrics training. Further analysis revealed
that H-index calculations, Journal Impact Factor, altmetrics training and bibliometric training are not offered in the selected
university libraries, as shown by 17(65%), 15(58%), 22(85%), and 14(54%), respectively.
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Research Impact Management Services

Planning to be offered ® Not Offered W Offered

6 (23%)

H-index calculations 17 (65%)
3 (12%)

1 (4%)

Journal impact factor 15 (58%)
10 (38%)

3 (12%)

Citation reports 8 (31%)
15 (58%)

1 (4%)

Altimetric training (85%)
3 (12%)

3 (12%)

Bibliometric training 14 (54%)
9 (35%)

Figure 12: Library staff responses on the provision of research impact services (n=26)

4.3 Doctoral students' satisfaction levels with the services offered for research support

The study also investigated how satisfied the doctoral students were with the various RSS that met their research
information needs, as presented in Figure 13. Of the students who were strongly dissatisfied with these services, 22(8%)
in number and 50(18%) of doctoral students were strongly dissatisfied and dissatisfied respectively with the services
provided in the selected public universities. On the other hand, 91(32%) of the students were neutral. The study data further
revealed that 105(37%) and 15(5%) doctoral students were satisfied and strongly satisfied with the various research support
services provided in meeting their research information needs, respectively.
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Doctoral Students’ Satisfaction with Research Support Services

Strongly Satisfied - 15 (5%)

Satisfied

105 (37%)

Neutral 91 (32%)

Dissatisfied 50 (18%)

Strongly Dissatisfied 22 (8%)

Figure 13: Doctoral students’ satisfaction with research support services (n=283)

5 Discussions

Findings showed that RSS exists in the eight universities under study. The RSS offered were generally made up of different
activities, services, and products availed towards meeting the students' research needs throughout the entire research cycle
and fulfilling the universities' research goals. Among the services offered are library resources, instructional services,
scholarly communication services, research data services, research data management, and research impact services.
These findings are consistent with the observation by Si et al. (2019) that RSS provided in top-ranking universities included
scholarly communication, research data management, open access, and research consultations, among others. The study
findings showed that the selected public university libraries offered diverse instructional services, scholarly communication
services, research data services, research data management services, library resources, and research impact services,
though to varying extents, and this also significantly differed across the university libraries considered. The findings
supported the observation by Haddow and Mamtora (2017) that in response to libraries invested in diverse RSS to meet
the needs of their clients. The diverse RSS offered in these university libraries could be informed by the different research
needs of doctoral students while undertaking their research projects. While recognising the need for research support for
doctoral students, Cook (2020) pointed out that majority of the postgraduate students seek research consultations and other
relevant research information resources assistance from libraries.

It was found that the selected public university libraries provided some RSS for doctoral students. Most respondents
agreed that the selected public university libraries in Kenya offer research support services to doctoral students; however,
the quality and quantity of these services varied widely among the different libraries. This finding supports the argument by
Tang and Zhang (2019) that university libraries demonstrated maturity in providing research support services at different
stages of research lifecycles.

Parker (2012) recommended that academic libraries design their RSS within the framework of the research life cycle.
The above argument also aligns with the sentiments of Pasipamire (2015) that the research lifecycle assisted libraries in
providing support to researchers when they needed it at the various stages of their research projects. Liu (2017), for
instance, noted that librarians assisted researchers in performing data mining, data analysis, and data integration to meet
their needs in the different areas where decision-making was needed. Das and Banerjee (2021) also highlighted the
increasing role of libraries in providing leadership in research data management, more so in policy development. Ince,
Hoadley and Kirschner (2019) also recognised that academic libraries had become more involved in the conversations
surrounding scholarly communication and publishing. Corrall, Kennan and Afzal (2013) observed that library support for
bibliometrics and research impact analysis was a growing area of library investment and service.

The results further showed that both groups (doctoral students and librarians) believed that services such as copyright
and plagiarism advice were adequately provided. However, there were significant gaps in other services like research

SA Jnl Libs & Info Sci 2024, 90(1)



18 http://sajlis.journals.ac.za doi: 10.7553/90-1-2291

proposal advice, funding opportunities, data analysis, data collection, and research topic advice, which were deemed to be
inadequately provided. Doctoral students, in particular, highlighted that citation and referencing, database training, advice
on literature review, and research clinics or workshops were very inadequate. This disparity could be due to communication
problems. Doctoral students may not be fully aware of all the services provided by the library, or they may not feel
comfortable expressing their specific needs to librarians. Also, librarians may not fully understand the extent of doctoral
students' challenges or may assume that existing resources adequately meet their needs without actively seeking feedback
or engaging with students to understand their perspectives.

According to the perspective of doctoral students, they are not adequately provided with services such as data deposit
in institutional repositories, advice on managing unpublished research data, and technical aspects of digital curation. Library
staff also confirm the unavailability of such services and guidance on digital curation. Grant application assistance, guidance
on developing data management plans, provision of statistical and other data analysis support, guidance on appropriate
metadata usage, and guidance on writing data management plans were identified as inadequately offered services. The
inadequate provision of these services is due to the constantly changing nature of scholarly communication and research
practices. Digital curation, data management, and metadata usage are relatively new areas of focus within academic
libraries, and resources and expertise in these areas may still be developing. Libraries may not have dedicated staff or
established procedures to provide comprehensive support in these emerging areas, which can lead to gaps in service
provision. Providing services such as grant application assistance, data management plan guidance, and statistical analysis
support requires expertise and resources. Libraries may face limitations in staffing, funding, or technology infrastructure,
which can hinder their ability to offer these services at the level desired by doctoral students.

Furthermore, the study revealed that 105(37%) and 15(5%) doctoral students were satisfied and strongly satisfied with the
various RSS provided in meeting their research information needs, respectively. In addition, a substantial number of
students, 91(32%), reported being neutral. Kekana and Kheswa (2022) carried out a study on library use and user
satisfaction. The study found that while users are satisfied with the availability of materials, they are not happy with the
currency of the materials in the library. This does not augur well for research support at these university libraries. Larson
and Owusu-Acheaw (2012) opine that the success of libraries depends on the level of user satisfaction. Therefore, libraries
need to constantly evaluate their services and the satisfaction levels of their users. The quality and availability of RSS
significantly impact doctorate students' academic experience. Lai (2006) suggests that service quality provides a superior
indicator of user satisfaction, and that service quality can influence user satisfaction.

6. Conclusions and recommendations

The study concluded that the selected public university libraries offered a broad range of RSS for doctoral students, from
instructional and scholarly communication services to library resources and research impact services. Nonetheless, there
were considerable differences in the extent to which these libraries offered diverse individual RSS under these main
categories.

The study concluded that, generally, library resources were the most offered RSS for doctoral students, followed by
scholarly communication services and research data services, respectively. Research impact services were the least
offered in these selected university libraries. There are notable gaps in critical areas such as data analysis guidance, funding
sources, and data collection, indicating the need for a more holistic and standardised approach to providing RSS in public
university libraries. The study reveals that doctoral students have varying levels of satisfaction with the research support
services provided to meet their information needs at selected public universities. A significant proportion express
satisfaction, while a notable number report dissatisfaction or neutrality. The presence of both highly dissatisfied and
dissatisfied students highlights potential areas for improvement in the delivery of research support services.

The findings of the study have theoretical and practical implications. These results will assist the university library in
identifying areas requiring improvement to better meet the needs and expectations of doctoral students. It will also enable
the library to provide services that are tailored to the preferences and requirements of doctoral students, thereby, enhancing
their experience with library services and resources. The findings will inform the decision-making process for resource
allocation, ensuring that resources are directed towards services and resources that have an impact on doctoral students.

The study recommends that librarians carry out a regular needs assessment to establish the research needs of doctoral
students that have been met and those not met so that they can adequately design their research support services or
programmes. This can be achieved through user satisfaction surveys and seeking the day-to-day feedback of these
students using various communication and feedback channels such as social media, emails, and face-to-face meetings.

The study also recommended that university library staff vigorously carry out awareness creation and sensitisation
campaigns so that doctoral students are aware of the available research support provided, how to get different services,
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and the importance of such services. This can be undertaken during orientation sessions, trainings, and workshops, direct
communications to students using various channels, and liaising with relevant departments to create awareness.

Through informed budget requests and different proposals, the study recommends that university libraries'
management should seek adequate funding and supporting facilities, infrastructure, and ICT resources from the university
management so that they can adequately and smoothly provide relevant research support services that meet the students’
research needs and also the research goals of the institutions. With adequate budgetary allocations, it will be possible for
the libraries to expand the RSS provided to students.
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