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ABSTRACT  

Summary:  The study looked into the quality of service offered by the UPB Library to its customers along 

the specific services of circulation, reference, and automation.  It also assessed how effective the factors 

of physical facilities, library system, personnel, collection, and security affect the level of satisfaction of 

library users.  The descriptive survey method was used with the questionnaire adopted from SERVQUAL 

as the main instrument in gathering data.  The respondents were composed of the students, teaching, 

and non-teaching personnel of the University.  The statistical tools used were frequency counts, 

weighted mean, and F-test. 

 

Conclusions: Based on the findings of the study, the following conclusions were drawn: a) library 

services are satisfying the needs of the customers; b) the factors of collection, library system, personnel, 

physical facilities, and security system are effective in giving satisfaction to both faculty and 

administrative staff but students yearn for more improvements as evidenced by their rating of 

moderately satisfied in readers’ assistance services and information dissemination services; c) there is a 

strong student need in the reference and automation services. 

 

Recommendations: Based on the results of the study, the subsequent recommendations were made. 

1. Information dissemination and readers’ assistance services should be enhanced and further 

developed.  

2. 2. Additional computers units for OPAC and internet services, including     printing equipment 

should be provided for better library service. 3. 



3.  A reference librarian is needed to man the reference section, to create reference service 

programs such as library instruction, user education, and to develop and implement a dynamic 

library marketing and promotion program.  

4.  Shortage of library personnel should be addressed to minimize the    problems in technical 

backlogs, shelving, and lessen the insufficiency of reader’s assistance services to customers. 

5. There should be a collection development program (CDP) for a balanced library collection. 

6. There should be a regular check up of facilities, equipment and furniture of the library to ensure 

that they are functioning well so as not to disrupt or to delay library services and activities. 

7. More books and journals are needed to better meet the course requirements of library 

customers. 

8. The library staff should be given regular trainings on customer service for them to have the 

common goal of giving equal customer service and satisfaction. 

9. There should be a regular evaluation or assessment of library services and facilities so as to 

ensure that they are meeting customers’ needs. 

10.  Development of library programs should be done only after a customer needs survey has been 

implemented in order to know what customers really needs/desires. 

11.  A follow-up survey of this study is suggested every three years to assess if there were 

improvements in the satisfaction ratings of customers and if there were enhancements in the 

library services or programs.  

12.  An in-depth study should be conducted on what are the expected role of the librarian/staff in 

user training in relation to OPAC, internet searching and other library skills. 

13.  Findings of this study should be provided the administration for proper action. 

 

 

 


