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Abstract

The objectives of this research were to study the use and users’ satisfaction with the services of the
National Library both on-site and on the telephone (ISBN, ISSN and CIP), to compare users’ satisfaction, and to study
problems with these services. (

Samples were the National Library users aged 12 and over; namely 2,106 on-site users and 196 phone-in
inquirers. The research tools were questionnaires and interviews by questionnaires. Quantitative analysis of data was
carried out using frequency distribution, percentages, means, standard deviation, t-test, and ANOVA. Qualitative
analysis was done by content analysis.

The results showed that the majority of on-site service users were female students, aged 18-25, and
bachelor’s degree graduates. Their objective was to study and extend their knowledge using the books and other
resources at the library. The frequency and duration of library use varied. Most users used the library services for 1-2
hours at a time. The method most pcople used to get access to their desired resources was to look for them on the
bookshetves. The users’ overall satisfaction with the services in the library rooms was high. Their satisfaction with each
i’oom was also high, with the exception of the sociology room and the linguistics room. Users were highly satisfied with
the interior layout and environment of the library and the service providers. They were satisfied with the information
resources and other aspects of the services at a medium level. Tests of the research hypotheses showed that there was a
statistically significant difference (.05) in the satisfaction with the services of users of different sexes, ages, educational
levels and professions. It was found that the problems with information resources were due to the facts that the books
and other resources were outdz.ned, damaged or broken so information was missing; there were insufficient service

_providers, seats or chairs; the atmosphere was old-fashioned. Other problems were that people were talking loudly and
using mobile phones in the rooms..

The majority of people who used telephone services were female, aged 26-35, bachelor’s degree
graduates. Most were employees of private companies. Most of them used the CIP and ISBN services once a month or
more but rarely used the ISSN service. The users reported a medium level of satisfaction with overall telcphone services
and all 3 of the telephone services. Test of the hypotheses showed that there was a statistically significant difference
(.05) in the satisfaction with the telephone services of users of different sexes and educational levels but there was no
statistically significant difference in the satisfaction with the telephone services of users of different ages and
professions. The problem with the ISBN service was that ihe lines were often busy, making it difficult to connect. The
p;rob]em with ISSN service was that there were few phone lines so it was difficult to connect. The problem with the CIP

service was that it was slow and took a long time.

Keywords: use of services, satisfaction with services, problems with the services, The National Library
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