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ABSTRACT

The paper mainly focused on graduate resear ch students' needs and expectations
in terms of use of facilities and services of a Research Commons (RCs) at the
University of Ghana, Legon. The study used survey research design. Data
collection methods used was a convenient sampling to select a sample size of 200
out of 1,460 registered graduate student patrons of the RCs. Inall, 190 completed
guestionnaires were retrieved, giving a response rate of 95%. The study shows
that, on the whole, the RCs established barely six months ago is a great success
and is putting the library back at the centre of graduate learning and research
at the University of Ghana.
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INTRODUCTION

For someyearsnow, librariansat the University of Ghanacentrd library (BalmeLibrary)
have observed that the expectations of graduate students and faculty about thelibrary's
resources seemed to be one of negative. Thegeneral perception hasbeenthat thelibrary
isstocked with very old books, whilethe journal shelveslook almost empty of new and
current journals. Theresult of thisperceptionisthat few graduate studentsand faculty do
patronizethelibrary. On October 25, 2012 the University of Ghanacentra library (Bame
Library) inaugurated atwo million dollar (US$2m) grant library project, the"Research
Commons" sponsored by the Carnegie Corporation of New York, to enhance academic
output of graduate students and researchersof the University of Ghana.

TheResearch Commons (RCs) islocated onthefirst floor of the east wing within
thecentra library (BameLibrary). The purpose of the Research Commons, among other
services is to provide access to a state of the art technology, access to a number of
software office applicationsand hardwarefacilitiessuch aslaptops, laser printing, digital
projector and screen aswell asscanners. Thefacility also offerscomfortableworkplace
for contemplation, research, preparing and rehearsing presentationsand discussonsand a
relaxed seating area, where aresearcher could have acup of teaor coffee. Thelibrary,in
addition to thegrant, was presented with additional seed money of 1.5mdollarsfromits
benefactorsfor theinitial management of thefacility. The Research Commonstherefore
attemptsto assemblegroupsand expertisenow distributed throughout thevarious campuses
of theuniversity by blending technology with current traditional resourcesto serveasa
centrefor awiderangeof scholarly activities.
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Withtheadvent of new and emerging informeation and communication technol ogies,
andtheevolvingroleof librariesin thescholarly communication process, academiclibraries
havethe opportunity and the obligation to position themsal ves as central to theintellectua
and educationa mission and godsof their universities. Theneedto evauatethefacilities
and services at the Research Commons cannot therefore be overemphasized. According
to Stewart (2012), strategic management requiresinterna assessment, benchmarking, for
connecting outcomes-based evidence of the academic library's contribution to the broader
strategic goalsof the parent institution. Intheview of Modepalli (2010), any library
irrespective of itstype, should be user-oriented since all the services provided by the
library areintended to benefit users.

The importance of periodically evaluating a library service cannot be
overemphasized. Intheview of Sahuet. a (2012), itisimperative onthepart of library
professionalsand Library and Information Science (L IS) researchersto conduct user
assessment onlibrary servicesperiodically to find out theratingsof thelibrary services,
rate of satisfaction among the user groups, and find out solutionsfor upgrading existing
library services. The ultimate objective of any library and information centreisto provide
thebest and highest number of servicesforitsusers. If thelibrary failsto achieveitsusers
satisfaction, it will befaced with the probleminitsown existential philosophy (Opoku,
2012a.). Infact, without eval uation one cannot expressthe certainty or uncertainty of
users satisfactionwiththeservicesprovided by thelibrary. Evaluating theprovided services
exposesthe users views and satisfaction with the status quo and their expectations of
library servicing (Opoku, 2012b.).

Quality assurance demandsthat, librariesfrom time-to-time need to be assessed,
and evauated by itsusers. Theusers satisfactionisconsidered to beareliablebenchmark
for determininglibrary effectiveness. Users information needsaremetinan effectiveway
by providing standard but suitablelibrary servicesthat they need. Users assessment can
provideinvaluableinformationtolibrariesin re-orienting their collections, servicesand
activitiesfor effectively meeting their information needs (Fidzani, 1998). Periodiccollection
assessment isal so necessary to determineto what extent library collectionsarerel evant,
current and adequate in meeting the information needs of users(Osburn, 1992).

Technology isredefiningthelibrary landscape. Asaresult, librariesarere-evauding
their present systemsand collectionsin an effort to seek out opportunitiesto providetheir
patronswith the best possible accessto their collective resources (Hal veson and Platas,
2006). According to Moyo (2004), academic libraries aretheleaders of technological
innovation within academic institutions because they are at the centre of research and
scholarship. Oneof themain challenges of academiclibrariesisthat usersaregetting more
and more salf-sufficient in accessing online resources, whichisalienating them fromthe
library and staff (Breivik and Gordon, 2006). Academic librariesthereforeneed to devise
means of keeping users connected and engaged with thelibrary so that they continueto
learn and apply thefull capabilities of resourcesand servicesoffered, whileat the same
timerecognizethat thereare quality resourcesoffered by thelibrary (Moyo, 2004). Asthe
waysinwhich graduate studies evolve, so their expectation of the servicesprovided by
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libraries and librarians are evolving too. Librariansin academic libraries also have
expectations of their own and face aperpetual challengeto ensurethat the servicesthey
providealign asneatly aspossiblewith the new and diverse needs of graduate students
(Rempleand Davidson, 2008). In recognizing therange of graduate students proficiency
inlibrary research, librariansmust al so addressthefact that theleve of information literacy
expected of graduate studentsis much different from that expected of undergraduates.
Smith (2003) therefore proposesamodel for graduate-leve library research that includes
various search strategiesin order to guide graduate studentsin carrying out exhaustive
literature searches. Research at thegraduatelevel therefore requiresthe sophisticated use
of speciaized information sources, and involvessynthesi sof information fromvariousstages
of the scholarly communication process, that is, primary, secondary, and tertiary sources
(Smith, 2003).

Though academic librarieshave played critically important rolesin supporting
teaching, learning and research, technological developments and the availability of
information resources online have changed how researchisdone, and also the services
that academiclibrariesprovideto their research communities (Jabb and Green, 2007). In
examining library advocacy inthe campusenvironment, Zanoni and Mandermack (2010)
observethat theacademic library'svisionisinformed by theinstitutionit serves. If the
library cannot fulfill itsroleof optimizing accesstoinformationin support of theingtitutiona
mission of fostering research and discovery, teaching and learning, and service and
engagement, or if that informationismorereadily available el sawhere, thelibrary risks
losingitsrelevance,

With the advent and devel opment of Information Technology (I1T), ingtitutions of
higher learning and their libraries are dealing with what Britto (2011) describesasthe
"New Generation of Studentsin Higher Education” whose needs cannot be satisfied with
traditiond library services. Thesestudentsalsoknown as"digita natives', (Prensky, 2001),
the"net generation”, "generation Y or even millennids, have not known aworld without
the Internet, and have an unprecedented fluency and comfort with technology indl aspects
of their lives (Oblinger and Oblinger, 2005). The problem hasbeen further compounded
by the outdated design of thetraditional academiclibrary, which discourages collaborative
group work, accessto food and drink withinthelibrary and flexiblelearning environment
(Prensky, 2006).

Theuseof I'T haseffectively enabled librariesto contribute to education processes
indifferentways(Brazillion, 2001). Thisincludesproviding better accessibility toeectronic
information sources, hel ping academic staff usel T intheir teaching and research activities,
helping university saff increasetheir skillsfor using sophisticated information systems, and
hel ping students search e ectroni ¢ sources and web pages (M ohsevzadeh and | sfandyavi-
Moghaddan, 2009). Notwithstanding theimportanceof I T inlibrariesashighlighted inthe
literature above, the success of any Research Commons(RCs) and itsservicesishowever,
predicted on continually updating and revisingitsfunctionsand servicesintandemwith the
dynamic needsand practicesof itspatrons (Cowagill et al, 2001). Accordingly, formative
evauation must beanintegral component of theimplementation and maintenance planfor
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aResearch Commons (RCs) (Britto, 2011). It isthereforeimperative to conduct user

studiesin order to improvetheexisting library resources and services. The objectives of

thestudy are:

[ To ascertain the graduate students perception and use of the Research Commons.

[ To eva uatethe use of thefacilitiesat the Research Commons.

i Toidentify thelevel of satisfaction of the graduate students with the services
provided at the Research Commons.

Y Toexamineany problemsand challengesfaced by thestudentsin using thefacilities
at the Research Commons.

% To record the suggestions made by the graduate studentsfor further improvement
of thefacilitiesand servicesat the Research Commons.

METHOD

The study used asurvey datacollection method to sel ect sample subjects. The subjectsof
thestudy were 1,460 registered graduate student patronsfrom an averagedaily visit of 65
graduate studentsto the Research Commons. The study was conducted over aperiod of
two weeks (15th - 28th March, 2013). Keeping the objectivesof the study inmind, a
well-structured questionnaire was prepared and copies distributed among the graduate
students respondentsin person, asand whenthey visited and used the Research Commons.
The convenient sampling method was used to select asample size of 200. Inall 190
completed questionnaireswereretrieved, representing aresponserate of 95%. Among
them, 70 students werein the Arts and Humanities programme; 52 were in Business
programmes, 45werein Scienceand Engineering; and 23 wereinAgricultureand Consumer
Sciences. Datawas analysed using simple percentages and frequency counts.

RESULTSAND DISCUSSION

Differing expectations and experiencesplay significant rolesin students formation of
perceptions, and may at time supersede obj ective gppraisals. Nonethel ess, the perceptions
areof great importance, and thelibrariesmust determine how lesseither by addressing the
perceptionitself or the underlying shortcoming. Ontheissue of servicesexcellence, 65%
of Science and Engineering studentsindicated that sometimes searching the databasein
thelibrary e-resourcesdid not providethemwith relevant articlesneeded. Thesituation
wasabit different among theArtsand Humanities students, where only 25.7% indicated
they hardly find rlevant articlesinresponseto their seerch queriesinthelibrary e-resources.

A greater proportion of the Business students (59.6%) however, indicated that
they findrdevant articles. Theoverdl resultsshow thet the respondents (Artsand Humanities,
Business, Science and Engineering, Agricultureand Consumer Science Students) havea
positive perception about theavailability of relevant articlesin thelibrary'se-resources. In
termsof level of satisfaction with specific facilitiesat the Research Commons, table 1
showsthat magjority of respondentsare grestly satisfied withthefacilitiesand servicesat
the Research Commons. On their general impression about thefacilitiesat the Research
Commons, majority of respondents described thefacilitiesand servicesat the Research
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Commonsasexcellent and amazing. The ambient environment, the discussion rooms,
easy accessto printers and photocopiers, accessto varied and relevant databasesfor
research arejust wonderful. Tomost of the graduate students, establishment of theResearch
Commonshasreally enhanced their research work and restored their hopeinthelibrary.

A respondent described thefacilities at the Research Commonsasunimaginable
amazing, and aplusto the parent university within the context of adevel oping nation south
of the Sahara. Threequarter of therespondentshowever, expressed their utter dissatisfaction
over thedownessof thelnternet speed especidly during therush hoursof between 9.00a.m.
and 11.00a.m. Itistherefore suggested that the library should upgradeitsbandwidthto
enhanceitsInternet speed. Thegraduate studentswant thelibrary environment to mirror
thetechnol ogy-driven information environment of aworld classuniversity library. The
study however, revea ed that some of the graduate students 92(48%) lack understanding
and skillsregarding how knowledgeisorganized, locate, retrieve and useneeded information
adequately, asthey were not always up-to-datewith library toolsand new technologies
for research (Opoku, 2013).

Concerning their views on theimpact of the Research Commons, 129(68%) of
respondents said accessto numerousand relevant onlinejournal articledatabases, andthe
conducivediscuss onroomshavegrestly enhanced their researchwork. Overdl, 108(57%)
of respondents said they have beentaught by thelibrary staff how to search onlinearticle
databases. Hithertothey weredeficient inreviewing relevant literaturefor their thesesand
long essays. Somerespondentsindicated that upon using thefacilitiesat the Research
Commonstheir supervisorsare beginning to commend them for submitting many better
theses chapters. Though complaints had traditionaly been regarded asnegative responses
from dissati sfied people and that most management had tried to prevent and reduce them
tothelowest level, studiesin service marketing consider negative responses as useful
feedback and as"indispensableindication of unsatisfactory performance” (Phau and Sari,
2004). Understanding of customer complaining behaviour and handling the complaints
effectively "canincrease customer commitment to thelibrary, build customer loyalty, and
satisfy the customers (Oh, 2003).

Therespondentshowever, identified some chalengesin using thefacilitiesat the
Research Commons. They complained of frequent power outage, asat thetime of the
study thelibrary did not haveastandby generator to restore power whenthenationa grid
goesoff. Respondentsalso complained about clashesin online booking for theuse of a
discussionroom. A prospective user of adiscussion room, or alaptop had to book for the
facility inadvanceonlineat libguides.ug.edu.gh, indicating ad otted timeperiod of use. The
study however reveal ed that, sometimes auser of aparticular discussion roomisnot
willing to give up the seat even when his/her timeisup for thefacility to bereassignedtoa
new user. Thiscould sometimes generate unnecessary argument between the outgoing
user and theincoming user, calling for theintervention of the Electronic ResourceLibrarian.
The computersat the Research Commonsdid not haveingallation of Statistical Softwares
like SPSS and Metlab to be used by student for their research data analysis. The
establishment of the Research Commonsat the University of Ghana, likewhat pertainsin
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well devel oped academic librariesrequires asre-conceptualization of theroles of the
librarians at the University of Ghana, what Bell and Shank (2004) havereferredto as
"blendedlibrarian” - A librarianwhoiswel | versed in both print and onlinetools, and who
has the compliment of thetraditional skill set of librarianship and theinformation and
ingructiond technology knowledgeand skillsto effectively support and enhancetheteaching
and learning process for students and faculty alike. The service model of Research
Commonsrequiresmorelibrary staff-student interaction with acomputer. Consequently
when asked to eval uate the staff at the Research Commons, majority of respondents
121(636%0) described the staff assupportive, dedicated, smart, and highly skilledintheir
duties. Most respondentssaid, initialy their perception got intheway of the staff instructing
them on what they need to know about library toolsand new technologiesfor research
work (Opoku, 2013).

Tablel: Levd of Satisfactionwiththe RC Facility/Servicesobserved inthisstudy

Facility/Service Satisfied % Not Satisfied (%)
Genera Environment 165 86.8 o) 132
E-Resource/Databases 15 65.7 &b 132
Internet Speed S ] ) 142 I6)
Photocopying/Printing 162 & 28 15
Staff Support/Efficiency 143 I6) a7 )
Toiletry 3B7 122 64.3
Discussion Rooms 155 815 K] 185

CONCLUSIONAND RECOMMENDATIONS
The Research Commons (RCs) at the University of Ghana has been agrand success
duringitsfirst sx monthsof operation. Thisisshown by thefrequently high patronageand
vigt tothe Research Commonsby graduate students. Usersof thefacility at the Research
Commonshave described thefacilitiesasexcellent, with highly committed and dedi cated
staff who readily assist studentsin their search and retrieval of information that has been
thehalmark of an academic library (Whitchurch and Belliston, 2006). The establishment
of the Research Commonshas certainly transformed the University of Ghanacentrd library
into avital forceon theuniversity campus by way of providing pathwaysto high-quality
information and information sources. The spacesat the Research Commonsarewidely
popular with studentswho are putting the University of Ghanacentral library back at the
centreof campuslifefor graduate students (Britto, 2011). To safeguard itsrelevanceand
sustainability, thelibrary needsto devel op and strengthen its graduate user-education and
instructionto devel op among the graduate studentsthe ability to access, evaluateand use
information fromavariety of sources. Thelibrary would thereforerequiredynamic, vibrant
and skillful staff asnavigational guides, hel ping users make discerning choicesamong
materialsavailableonthelnternet (Bailey and Tierney, 2008). Thelibrary needstoinves,
plan and continueto offer dedi cated servicesto graduate studentsif the university isto
achieveitsgod of becoming aworld classuniversity. To offer more effectiveand efficient
support and servicesto graduate research studentsin their research process, thelibrary
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needsto encourage aresearch-and-devel opment mindset so that librariansunderstand
that keeping up to datein these skillsisan integral component of their professional
responsibility (Gibbons, 2007). A standby generator should be procured, asamatter of
urgency, andingtalled to restore power when the nationa grid goesoff, to avoid unpleasant
frequent power outageswhich disrupt studentslearning and research. Thereisasothe
need to improve upon the Internet and WIFI link to enhance Internet search.
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