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EDITORIAL NOTE

F

The vision and mission of the Samaru Journal of Information Studics is 1o serve
as a verilable forum for disseminating scholarly inter-disciplinary 'contributions lo
knowledge particularly in form of original rcscarch findings and creative analysis of
practical cxpericnces and signiftcant issucs arising from work. envirenments, socio-
cconomic, poiitical and  cultural relations:  cducation; muanagement; science and
technology, information and communication:

The journal’s position in this respect is based on the fact that the art of informing
and communicaling as well as information and communicalion systems and scrvices have
no boundaries. .

IUis in the light of the above that this maiden edition has accommodated and
indeed the subsequent editions/issues will also accommodate contributions that cut across
subject disciplines and more cspecially in information and communication technology
applications. Thus, contributions in this like manner arc welcome especially those within
the paradigm of information and communication so that the journal will live up lo
expectation in the knowledpe management dispensations,

Zakari Mghammed, Ph.DD,, MNIM
Editor-in-Chiel
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A STUDY OF REFERENCE AND INFORMATION INQUIRIES AND WAIT-TIME IN NIGERIAN
UNIVERSITY LIBRARIES

UMAR IBRAHIM

Abstraci

The study investigated reference and information
inquirics  made by Students  in the  Nigerian
Universicy Libraries. The time it takes reference
staff to provide answers fo the different categorics
of reference  and information  ingniries  was
measired.

Ouery Analysis Worksheet and Stopwatch were the
instruments ased to collect data from 403 and 289
sampled  Postgraduate, Undergraduate  Students
Srom five selected Nigerian University Libraries.
The data colleeted tested the hypotheses that there is
no significant difference between Undergraduate
aird Poxtgraduate Students in the frequency of use
of the different categories of Reference  and
Information Inyuiries, and there is no significant
deference in the mean wait-time of the responses (o
the different  categories  of  Reference  and
Information Inguiries maide by Students.

The analysis shows that significant differences exist
between Undergraduate and Postgraduate Stadenty
in the frequency of use of the different categories of
Reference and Information Inquiries.
Undergraduate Students tend to ask more of Ready
Reference and Information Inguiries, with a score
of 1368 (417.32%). While Postgraduate Students seek
mare of iformation o Research 202 (49:87%) and
Information on Specific Topics 114 (28:14%)
reference amd information inguiries. Differences
also do exist in the nmean wait-time of the responses
to the different categories of Referenee  and
Informuation Iiquiries made by the Students. DI,
RR, IST and IR reference and information inguiries
recorded mean wait-time of 2, 7, 12 amd 18 ninutes
respectively,

The sowdy  concluded  that  Reference  and
Information  Service  provision  in - Nigerian
University Libraries is still in pussive from, Lack of
Library  Oricntations  amd  Library  Instructions,
gqualifivd Refevence staff, adveguate and  varicd
Refercnce awd  Difornnation Neevices Tave heen
identificd ax auong the factors that are confributing
to the passive nature of Refercnee and Information
Serviee provision in Nigerian University Libraries,

Introduction

The provision of reference and information services
to patron is pgenerally accepled as one of the
fundamental objectives of the library. Librarians
themselves see it as the keystone of professional
practice. They describe it as the raison detre of the
whole of Library work,

Reference and Information service 1s broadly divided
mto three arcas: library instruction, which involves
the teaching of patrons on how 1o use the library and
il's resources. the Bibliographical Services, such as
Indexing, Abstracting, Press culting, etc. ; and
Information Services, which includes Inquiry-nnswer
service, Current  Awareness  Scrvices  (CAS),
Selective Lissemination of Information (SDI), e.l.c.

Powell (1984:24) observes that all the above
reference and information services kicks up with an
incquiry and that inquiry form the vast majority of
reference transactions. Thus Jackaman (1989:63)
opined that the primary concern of Reference and
Information Scrvice is just in answering questions
asked by the Library's Patron. Davidson (1980:6)
concludes that the measure of success of reference
work is the proper answer.

The process of identifying and answering reference
and information inquirics is very complex. This is
why Katz (1980:12) aptly notes that half the battle in
reference and information work is to discover exactly
what a reader really wants. In view of this Kalz
(1974:56) provides a four-category analysis of the
ways in which Reference and Information Inquirics
arc made in libraries. The analysis shows a hicrarchy
of complexily from the very simple and straight
forward Reference and Information Inquirics which
can be dealt with i very linle time, 10 the more
demanding inquirics which in beth require the
Librarian’s expertise and time in dealing with them.

The four cateporics of inquiries provided by Katz and
lus assocttes are (1) Directional Informuion (D1),
(2) Ready Kelerence (RR). (3) Information on
Specific Scarch or Topic (1ST). and (4) Information
on Rescarch (IR). "Directional inquines™ has been
deseribed as those, which the Reference Librarian is
asked sumply for directions, or such inquiries that
require simple “Yes' or “No' answers, The “Ready
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Reference Inquiries™ (or “quick reference’) are those,
which the Reference Librarian may need to consult
only one sonrce to provide the reqnred answer. The
Information on Specific Scarch inquines are thosce,
which a0 clearly understood without 100 much
discussio: and the sources required for the answers,
are obvicus and furly clementany. However the
Libranan may need 1o consnht severnl sonrces
order to snsure complere saushiichion of the User 's
need,

The Information on Research mquiries are those
*requiring extended searches, perlaps over severad
aays. using several sources and possibly mvolving
tmber of library Stt The marshiatling of ficts and
Nigures Lom o wide range of sources put together
possibly ‘0 write quute extensive backpround note:
and explanations on the issue and probably alsa to
borrow atenals from other Librares and/or make i
number of telephone calls or visit 1o seck Tor advice
or assistance from other Libranes, are some of the
features of this type of inguiry,

Attempt 0 lind ount the categorization of Reference
and Information Inquirics made by Users is very
mmportan: 10 the provision of Heference and
Informanion Scrvices. 1 s in this view that Alolab
(1996:25; notes that knowledge of the diflerent types
of Refercnce and Infornuion Inquirics mude by
Users and scarching process 15 of particular interest
to thoss attempling to increase the speed and
clliciency of Reference and Information Service.
Much carlicr. Papazian (1965:7) sugrested that if we
could gan some insight into the mture of Inquirics,
the potential for mmprovement of human scarching
procedur:s would be unlimited

Wait-Time

Time is very signifigant m any retricval system
mchuding Library and Information retrieval systems.
In fact Information retrieval systems e measured by
their speed. accuracy and consistency. " Wail-time” is
mostly associated with classroom activitics. Rowe
(1969) dfines it as the length of pauses between i
teacher’s question and a pupil’s response or between
that resgonse and the rencher’s subsequent reaction,
Sice e concept of Wint-time s relined o
questionizg and guestions form the basis of relerence
tansact:ons This  researcher has borrowed  the
concept sl applicd it te the study of Reference and
Informabon  Services e Nigerisn Umiversiiy
Librane:

From the perspective of Reference and Informanon
Service sherefore, Want-time can be defined as the
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time  between when o Reference Inquirer asks
guestion and when the Reference Libranan provides
the answer, or between when relerence answer 1S
provided to mquirer and the subsequent Refercuce
Librarian’s reactions. In other words, Winl-time can
be seen as the length of times a reference and
mnformation inguirer had to wiait for a reply to hisfher
nquiny.

Many scholars including  Rowe, (1969) (1974),
Morber (1971). ¢ic have strongly agreed thar Wait-
time appears to be a relatively powerful teaching
techniques which could determune the quality and
quantity of a child’s disconrse that occurs in science
lesson. In the same vain Wait-time can be a1 strong
Reference and Information Scrvice technique aimed
at determining the capacity of a Reference Librarian
i sausfying the Information need of the Library
User,

It 15 therclfore i the ight ol the above discussions
that this research work sct out to mvestigate the kinds
of reference and information imquiries that Nigerian
Unmiversity  Students make. The study  will also
measwe the length of ume taken by reference
Libranan 1o provide answers 1o cach category of
reference and nformation wnquirics. This study 1s
necessary because, Alafiatayo (1977:20) has, in his
study postulated that Personnel, Type of reference
and information inquirics and Time among other
identifiable factors influence the 1ype of Reference
and Information Services provisien in Universily
Librarics n Nigeria. He concludes that these migin
have nccounted for the passive nature of Reference
and  Information  Scrvices provision in Nigerian
University Librarics. Similarly, Nwoye and Anafulu
(1973:251) note that effective means of stimulating
the use of Reference and Information Services
provision have not fully developed in Nigerian
University Libraries.

Thertfore, tus study 15 signilicant in the sense that
knowledge on Users’ questien pattern and the speed
at which Reference and Information Ingumirics arc
answered  are very  necessary il the  speed,
cffectivencss  and  cfficiency  of  Relerence  and
Infarmation Services provisian 16 o be improved i
Nigern Universily Libraries.

The study sought 1o pravide answers to the following
questions.
Lo What cateporics ol Reference and Information
“*Inquines do Stedents make at the Reference
Desks?
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g‘l; %2 Whatas the mean vatt-time of answers provided wis Jound to be adequate because apant from
i for e different cuicgonies of Reference and representing 20% of the total population, the sample
_ni‘_; Informanon Inquiries nukle by Sindents af the size will give a rensonably good estimate of the 1rue
[ reference desk” perceningcs iy virous categories of reference desk
v Following the above stated research questions, varables. The sample size 1s also big enough to allow
35 the lypotheses below were formulated and the researcher discuss the fadings and  make
b tested. sencrations.
%
" Thestudy was based on the following hypothesis: Data for this study was collected using Queshonnaire
o L There s no sipmihicanmt  difference  between and OQuery A s Worksheet and Stopwatch when
4 Undorgraduate and Postgndnate Stadents i the the semester was in full session. This 1s becanse as
: frequency of use of the differem citepornies of observed by Vim-House, Wail and  MeChue
P Reference and Infanmation Ingquinices. (1999:9%) the period during which data is collected
w20 There s no sigmiicant dilference in the measn will determine ones sesull. So. the simplest solution
wail-amie of the responses 1o the different they suguest is to pick o reasonable representitive
cicsenies  of  Reftrence and  Infornution time pertod that is, o busy time but not during periods
' Inqueries nuxde by Students, of unusual activities.
_ The methodology adopted Lor this rescarch is sunvey Although the validity and reliability of the Query
method. A nmumber of scademic hibraries 1 Nigenia Anadvsis Worksheets have long been tested and
s owere smovevad o order 1o determune the kind of fonned both vihid and rehiable in i number of studies,

maquines that students sk et the reference deshs and
the length of e iliey would have 1o wait for
answers 10 ach caiczory. The unit off analvsis
(events) mn the survey wias the acuvities of the
Reference Desk. The population of this  study
compriscs of all the twenty-five Fedem!t Umversity
fibrarics. All these Usivarsiies have well-developed
Librarice. All the Undorgraduate and Postiradwe
students usine the resowrces of the Reference
divisions form the subyaets of the sindy

Convennznt samphing  micthod (e, purposive or
judgment sampling) was used 0 diiw a sionple of
five Fedeml University Librarics, representing aboat
20% of ihe population wis selected. The enire five
samples were selected frome the northern staies of
Nigeria, This is because of the fact that the rescarcher
had 10 participate plysically in the observition and
Collection of data. The fact that the reseiircher had (o
spend a: least five dins i each Libzuy collecting
data, demands that sample should be conventenily
sclected! so s 10 allow Bim spand these davs or aven
more commfortably without rish

Stratificd samphing seocedure wis wsed o seled
sample {rom the student, A totad munber of 1597
Postgrcluate and 15, 508 Undergraduate Studeis
have been found to be the Users of these seiected
Referenze Scotiuns o the Five selecied Uneversiy
Librarics  (sahionted  reconds Pos the Unaversiy
Librarics). Out ol :ose numbers 403 and 2897
Postgraduates and  Undergradonie Staudems. weie
randomly selected for the study, Tlhes brings the 1ot
number of Students selected o 329G, Thas mpnber

such a8 Orgren and Olson’s (1976) statewide
Teletvpe Reference ind Information: Service. As o
resuit ol which this. query analysis form 1s inuse ina
number of librarics to collect Reference statistics. No
objeciion has been raised on the form, only that most
rescarchers submit that the iems on the forms are not
unnrtable. 10 any is thappropriate for 2 given Libriry
or study, it can simply be dropped, or repiaced with
soinctiung more suntable,

The Query Analysis Worksheet was used 1o collect
datit on the fype of Reference amd luformation
inguiries, status of nquiress, wint-time, ete. Pan of
this  Scction, such as tvpes of Relerence and
Information loquirics. sources used in answering
mquiry, stalus of Reference siaff providing answers
to the Reference and Information Inquiries. elc was
fitled by Reference stafl and pan, specifically the
recording ol wait-time was done by the rescarcher
and rascarch assistis,

Most of the Kelerence transactions throughout the
peniod of datx Collection were tape recorded. The
essence for this was to further validate  the
ifermation collected through the query Analysis
Worksheet. Nistakes commitied during the physical
recordings on the Query Analysis Worksheel were
crosschecked by rephiving the  tape-recorded
CORVersans

Dain collected froi the rescirch imstrnuments wis
alyzed using some statisucal techinques. Generally,
percentage  distribution,  meking  distribution and

© other descriplive statistics were used 1o analyze some
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of the findings of the study. The chi-square {X:J lest
for independent sample was used (o test the first

Iypothesis while ANOVA was used to test the
second hwpothiesis.

Undergraduate Students in the frequency of use of
the different categorics of Reference and Information
Inquirics they make, To test this hypothesis, the Chi-
square statistical method was cmployed and the result

is shown in Table | below
The pun of the first stated hypothesis is 1o lind out

whether dillerences exist between Postgraduate and

Table 1: Chi-Square Test On The Difference Between Undergradunic And Postgraduate Students In The
Frequency Of Use Of The Different Categories Of Their Inquiries
“Status of Patrons Types Of Relerence And Information Inquirics
R TR OTAL
Undergraduates 1368 492 554 479 2893
42.32 16,9 19.2 16.6 817
90,0 %1.1 v4.35 70.3
41.5 14.9 16.8 14.5
Postgraduates 37 114 30 202 403
14,1 281 79 499 12.3
4.0 18.9 55 29.7
1.7 3.5 [0 6.1
TOTAL 1425 604 586 681 3296
432 -+ 183 17.8 20.7 100.00
X* Calenlated = 331,209, Df = 3, X" Critical = 7.82. . .

RR =Ready Reference, IST = Information an Spectfic topic, DI = Directional Information and IR = Information on

Rescarch

From Table 1 above, the hypothesis that there is no
significani difference between  Undergraduate and
Postgraduate Students e the (requency of use of the
diffesent categones of Reference and Information
Inquiries is rejected since X° Calenlaed s 331.209,
exceeds N° cntical 7.82 at 0.05 level. Hence, it conld
be concluded that significant  diffetences  exist
between Postgraduate and Undergradunte student in
the frequency of nse of the categonzed Reference and
Information Inquirics.

Discussinn

The data presented in table s therefore an attempt to
ain somc insight o the types of Reference and
Information Inguiries most frequently asked by
Undergridintte and  Postgraduate Studems v the
Nigerian  University  Libranes.  Comtrary 10 the
assertion made by Goetsch  (1993:16) that  the
majortty of the guestions asked are of a directional or
known stem nature. This study clearly reveals that
Undergraduate Students tend 1o ask more ol Ready
Reference and Information Inquiries, with i scorc of
1368% (+7.32%) than any other type of Inquirics.
Dircctiomal Ingquuries with 354 (1%, 16"%) scores and
Informanion on Specilic Topic with 490 (16.953%)
scores follow thus. Information on Research type of

e tn ¢ e ————— e e e

mquiry  receives the lowest attention among the
Undergraduate Students with 479 (16.57%) scores.

The reason why Informution on Rescarch type of
Inquiry recorded the lowest among Undergraduate
Students could be duc to the fact that they, especially
the lower levels arc really hardly subjected to
rigorous rescarches. The above figure recorded by
this type of Inquiry could actually be traced to
Undergraduate  Students, especially those at the
higher levels, who are usually involved in writing
term papers and {inal year projects. The Directional
tvpe of Inquiry which takes the sccond position
among Undergraduate Students, could be due to the
fact that 100 level and 200 level Students who arc
newly admitied may not know how 1o usc the Library
and ils resources. They tend 1o always ask “for
directions before they start o master the Library.
Indeed! Data collected shows that  Dircctional
Inquirics arc mostly asked by 100 fevels and 200
level Students.

Intcrestingly, the Postgraduate Stndents seck more
Information on Rescarch and Information on Specific
Topics than Ready Reference and Directional types
ol Reference and Information Inguiries. Information

e e A
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on Research had the nghest score of 202 (49.87%).
followed by Ionformation on Specific Topies 114
(25 4% The two accounts for 34, 1.¢ 316(78:02%)
of all the mquiries * made by the Postgraduate
Studens

The fact thin 78% of the Posteraduaiie Students seck
for Information on Rescarch and Information on
Specific Topie does not seem an unnsual percentage
beeause  they are always  mwvolved in rigorous
researches to wnte seminars, tlorials, assignments or
fimal year Theses and Dissertations. Because 1he
Postgraduate Students mught likely be fmibiar with
the Library or stnlar other Libranes during their
Undergradunte davs made Directional type of Inquiry
msignificant o them with only 7.90%, scores,

Collectively, a look at able 1 above shows that
Ready Reference tvpe of Inquiries records the highest
scores between both Undergraduate and Posigraduate
Students with 1425(43:25%0) scores. This accounts
for almest hall of the inquiries asked by the Users.
Tlus finding is similar 10 Kaiz's (1980:13) when he
discovered that Ready Reference type of Inquiry
constitute 2 large proportion (30 -40%) of all
Reference queries

The above lindings of Ktz 1s not surprising, becanse,
as Whitson (19953:106) argues. Ready Reference or
what he prefer 1o call “laformation look up™ 1s siill
scen by nuny Reference stall as including general

Table 2 (a);

@age 20

iformation, techmeal assistance. and even quick
research consultations and instruction. He further
argued that traditionally, mastery of the Reference
Collection and skl i this kind ol Ready Relerence
look up has been one ol the defining features of the
Reference Libranians. He therefore concluded thaw,
the supportive Stall could answer many of such
Reference and Information Inquiries perfectly well,
especially 1if they are Gamiliar with the appropriate
Reference tools. Indeed, any Library, which wishes
1o handle effectively, the range of such Reference and
Information  Inquirics that typically arise a the
Reference Desk will want to seek for the expertise of
the most experienced Reference Librarians around,

The basic asstumption of the second hypothesis lics in
the fact that it is expected that the time Users spend
winting for the response to their inquiries or for the
provision of Reference and  Information Service
should be minmmal. llence, the need for the
quantification of the amount of time that Reference
Librarian spend with Library Patrons or in finding
solutions 1o the inquirics of their clientele. This is
because, apart from defining” Reference work for
Library Planners, Jestes andd Laird (1968:9) add that it
also brings out in clear terms the types of Reference
and Information Inquirics made by Library Patrons.
Therefore, 1o test the above hypothesis. Onc Way
Analysis of Variance (ANOVA) was cmployed and
the result is shown in lable 2 below,

Comparative Analysis Of Time Taken To Answer Different Type Of

Relerence And Information Inquines

Group

N X SD SE

“Rendy Reference (RR)
Information on Specific Topic (IST)
Dircctional Information (DI)

Informution on Rescarch (IR)

1425 776934 54723 L1450
604 128983  7.9420 3232
586 27567  5.9457 2456

G681 1540010 K.6596 3318

e

1296 99819 R6020 1498

Table 2 (1%) Anova Sumnan Table

i - 1)1 ; '-,\ “

Between Groups within Groups 3

TO61A97 304871566 6387049 260

M T e P Ce P

T oonn

1292 152351 3438 462703

F* Rato = 6387549, DF =3, F" Cnacal = 2.60

P= 005, df1=3, d2=3292
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e avpe Of Inquirics Maxmmum Wait-Time

Minimum Wan-Time  Averape Wail-Time

- Ready Reference (RR) 9 Minutes

'n
4 leformation on specific topic (IT) 16 Minutes
Directional Information (1D1) 5 Minnlcs

2 Minutes 7 Minulcs
3 Minutes 12 Minutes
2 Scconds 2 Muinutes
9 Minutes 15 Minules

- Information on Research (1R) 49 Minutes

Ivpothesis that ™ There is no significant difference in
+the mean wait-time of the responses to the dilferent
¢ qilegorics of Reference and Information Inquirics
F made by Studems™ is rejecied because FUoranio,

~

:E_! From the ANOVA summary above Table 2 (b) the

. Discussion

R,

~ From the ANOVA summary table and analysis done
" from the Query Analysis Worksheets and presented
ia table 3 below, The study discovers that Ready
Reference Inquiry has an average mean wint-time of
7 minutes. a minbmm of 2 minutes and & maximum
< of 9 minuics.

R

As obtammed i similar rescarches of this kind, Andres
{1972), Marcelta (1973), ¢.1.¢., the mean wail-(ime of
Directional Information (DI) type of inquary was
found 1o be 2 minutes. with a minimum of 2 seconds
and 3 maximum of 5 minutes. The Ready Reference
{RR) inquirics recorded a mean wait-time of 7
minutes, with a maximum ol 9 minutes and 2
minimum of 2 munultes.

Information on Specific Topic (IST) has a mean want-
time of 12 munnies, with o nunimm of 3 minutes and
a maximum of 16 nunutes. The Information on
Rescarch (1R) inquiry has a mean wat-time of 18
mmutes, with a minmum ol Y nunuies and o
maxinum of 49 minutes. These results have closely
1allicd with the result ol similar rescarches, such as
Marcella (1975: 274) and Katz (1987:12), Because
even Katz that gave not more than one minules 1o
Ready Reference subinits that, the catch s that while
90% of such inquirics arc simple to answer, another
3-10 % may take even hours of scarching.

Generally. the haph. .2 mioutes, mean  winl-time
recorded by Directional Information i this research
work as against 2 seconds-Lmmute reconded in earlier
mentioned  researches of this  nature could  be
attnibuted to lack of library orientation and Library
instructions, Because students are nol given proper
arientation and instruction on how to use the Library
and i's resources, they tend 1o rely heavily on the
Reference Librarans  for  every Directional

6387849 is quile greater that F* Critical, 2.60 at 0.03
level. Henee, it could be concluded that differences
do exist in the mean wait-time of the responses to the
diffcrent categories of Reference and Information
Inquiries made by the Studemts.

Infermation, Apart from showing them the directions,
very often the reference librarians physically stood up
and take the users to the point of direction,

Similarly, the low, 18 minutes, mean wait-time

“ recorded by Information on Research in this rescarch

as against 1 hour- cven days could be associated with
lack of important Reference and Information Services
tn most of the Nigerian University Libraries studied.
None of the Library surveved is  Indexing,
Abstracting, compiling Bibliography, c.lc done.
There is no doubt 1o the fact that Indexes, Abstracis,
Bibliographies, e.l.c. Constitute the  sccondary
bibliographical tools for research work. The stius
and level of Reference stafl also contributed 1o the
low mean wait-time recorded by Information on
Rescirchi. Most ol the Reference stafT that handies
Reference and  Information Inquirics in Nigerian
University Libraries are Paraprofessional Stall. 1t is
important to note that Information on Research is the
kind of service that require the broad knowledge and
important  judgment  of the skilled Reference
Librarian. This is why Whiteson (1995:107) aptly
remark that, if there is onc service, which clearly
needs professional level stalfing, it is Information on
Research.

Conclusion

The study concludes that {rom the above analysis,
Reference and  Information  Service provision in
Nipgeriom Umversity  Libraries is stll i passive
comma, Lack of libriry onentaions and hibeary
mstrnctions, guahified reference stafl, adeguante sind
varried Reference and Information Services have been
identified as among the fctors that are conlributing
1o the passive nature of Reference and Information
Service provision in Nigerian University Librarics
This study therefore supgest that m order 10 provide
quick, cffective and clliciemt  Reference  and
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saformation Service provision in Nigernm University

Libranies. there 18 the need 1o

i Mount  hbrary  onentanons  and - hibrary

mstruchons wm Nipgenan Umversity hbrenies.

Provude Indexing, Abstracting, and compiling

Biblhiography. c.t.c services,

3 Professional and well expernence
Paraprofessional  Stadl should  manned
Reference Desks

ta

4 The  reference  department  should  be
amtonsted
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