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ABSTRACT

This study focused on the perception and expectations of graduate students on
Total Quality Management (TQM) in academic libraries with special reference
to the University of Ghana Central Library (The Balme Library). The main theme
of the study is the analysis of data in relation to service excellence, service
effectiveness, service efficiency and continuousimprovement in the Balme Library.
This study used the quantitative survey method to generate data from 200
respondents out of the 450 total graduate population and the responses were
analyzed using Krukal Wallis One-Way ANOVA (non-parametric) model to test
the differencesin perception and expectations of postgraduate usersof thelibrary.
The study found out that in practical terms TQM is not being applied as a
management technique in the Balme Library. It therefore concludes that the
importance of TQM is not centered around postgraduate students' perception
and expectations only, but also in anticipating and exceeding the demands of a
fast changing environment of service delivery especially the academic libraries.
Keywords: Total Quality Management, academic libraries, perception and
expectations

INTRODUCTION
Totd Qudity Management (TQM) isaphilosophy or management principle, which atempts
to make optimum use of al available resourcesby dedi cation to constant improvement
and the provision of the highest possible standard in all external and internal processes,
whichleadsto customer satisfaction (University of Le cester Learning Resourcematerials,
Module 620, 1999). According to Peters (1989), quaity improvement isanever-ending
journey. Thereisno suchthing asquality product or service. All quality isrelative. Each
day, each product or serviceisgetting relatively better and relatively worse, but it never
sand still. Quality needsto be managed and the management of quality isdependent upon
how well the user or the client obtai ns maximum satisfaction from the product or service
provided him/her (Hermanand Altman, 1998). A mgor preoccupation of moderningitutions
and managersof organi zationsisthe new emphasison Qudity Customer Care. Providing
quality serviceto clients, customersor usersmeansremaining loya to existing customers
and attracting new ones. Customersor Users needs have undergoneradica changesand
the existing costsin responseto this, coupled with the need to maintain standard have
become major issues. Quality servicesin both the provision of information aswell as
infrastructure and training isan uncompromising demand by usersof today. Theprovison
of high quality serviceshasbeentheresponghility of library mangers. Withrgpidly changing
environment, greater competition for resources, the ever-increasing cost of information
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carriers, therising expectationsof finances, and theincreasing complexity of information
provisonfrombig variety of providers, it isevident that management skillsmust match
theseintense demandson Library and Information Services (Vilgoen and Underwood,
1997). Quality of goods or servicesisthe set of features possessed by the goods or
sarvices. Itistheabsenceof deficienciesinthegoodsor services. A common definition of
quality is"fitnessfor use" that is, the goods or serviceshavethe needed featuresand these
featuresarewithout defect. Quality hasalso been seen asmeeting or exceeding customer
expectations, that is, providing the features the customer expects and doing so without
defect (Early, 1994). Total Quality Management (TQM) is a positive attempt by an
organisationtoimprovesructurd, infrastructura,, attitudina, behaviour and methodol ogica
waysof ddiveringtotheend customer (Zairi, 2001). TQM isthe structured management
process ensuring that all types of customersare delighted by all the goodsand services
produced by acompany (Early, 1994). Ascomplement to other Strategies, qudity strategy
providesthe context for other strategic decisions, keeping all other strategies consistent
with delighting customers. Productivity and quality havean important relationship.

Reducing deficienciesmeansthat fewer resourcesareemployed, supervising or
doingwork over gain. If qudity isimproved by reducing deficiencies, fewer resourcesare
consumed for each unit of output, that is, productivity rises! (Early, 1994). Inanacademic
library, if the staff provide higher quality service by promptly and accurately meseting the
user needs, then they haveincreased output aswell. Quality inthelibrary can be managed
through threefundamental processes: Quality Planning; Quality Control; and Quality
Improvement. Quality planning inthelibrary will involvefirst identifying the usersor
stakeholdersof thelibrary. Stakeholdersof the academic library include usersand non-
usersinthe academic community (studentsand faculty), the Library Board and the staff of
thelibrary. Qudity planninginthelibrary dsoinvolvesdetermining users needs. Library
manger should ook not only for the stated needsbut also for the unstated needs. Needsin
thelibrary arereveal ed by actua usage, including misuse of thelibrary resources. These
needs must be properly analyzed and trand ated into thelibrary'sterms so that they can be
measured and satisfied (Early, 1994).

Quality control inthelibrary requiresdevel oping afeedback to know what users
expect, how aredaff ddlivering services, and theability to monitor and regul atethe behaviour
and attitude of staff whiledelivering serviceto users. Quality improvement inthelibrary
involvesidentifying the causes of poor performanceand delivery of service, designing
appropriate training and other remedi es to address these causes, and establishing the
necessary controlsto hold thegain (Early, 1994). Themain reason for an academiclibrary
is to support the teaching, research and other academic programmes of its parent
organisation. Itisimportant to notethat an academic library isaservice organisation,
which deliversproducts personally to the customer. In astudy on Quality Management
initiativesin Bame Library, Dadzie (2003) assessed the extent to which "initiatives”,
"regponseallocation”, communication™ and "recognition/or reward" werehandled. Inher
conclusion, she pointed out that academic librarianswerefound to be committed to their
work, but themgjor obstaclewasthe non-availability of financid resources. Dadzie (3003)
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presents TQM with emphasisontheinternal customer, without making referenceto the
overd| effect ontheusersof library services. Begun and Nissa (2003) make acomparison
of the customer in the manufacturing sector and thelibrary by pointing out that in the
manufacturing sector, the customer is"remote” whereasin service organization likean
academic library, producers and customers meet face-to-face. They admit that the
complexity of managing service organization isusually compounded by the existence of
multipleinterfaces. They point out that customer satisSfaction meansfulfilling expectations.
Itisuptolibrary managersto devotetheir energiesfor finding out what their clients/users
want, and designing ameans of meeting these needsin order to providethem with ultimate
satisfaction. Arys (2000) believesthat it is better to devel op oneor two factorsthat are
important to customers and concentrate onthem. Accordingto him, servicedeliveryis
likeatheoretical performanceandif customersareto gain maximum benefit from service
then they must know how to useit. User education asamust for academiclibrariesand
emphasi zesthat support systems should reflect customer'spriorities, without necessarily
losing the personal touch when it comesto the use of automation (Arys, 2000).

Filling (1997) in her article*” Putting the customer firdt: total quaity customer service
at theBritish Library Documents Supply Centre”, mentionsarecent step which hasbeen
the creation of a new post of ARTTel (Automated Request Transmission by
Telecommunication) customer liaison officer to becomethefoca point for information and
training about al| the available methodswhi ch customers can useto send their requeststo
BLDSC. All registered customersare sent two free quarterly publications. Pilling (1997)
explainsthat thereisalink-up programmewhich providesexisting and potential customers
with the opportunity to learn about BLDSC'srange of products and services, totalk to
expertsand have hand-on experience. Mullins (2001) emphasizeson thefact that because
of new threatsto the hegemony traditionally enjoyed by libraries asthe chief source of
information and literature, library managers now haveto place ahigher premium on
management attitudestowards staff and in turn on attitude or manner of al staff towards
customers. Mullins(2001) believesthat, for librariesto become more customer-focused
than processed focused, they will need to have moreflexible organizationa structureto
alow library sector to bemore self-directed and moreadaptablein respondingtointernal
and externa pressures. Thiswill require more effective communi cation mechanisms, new
collaborationsamong gtaff at dl level sto stimulate crestivity and risk taking which resultin
anincreaseininnovation and initiative. Brophy and Coullings (1996) are of the opinion
that the mediathrough which apotentia customer may hear about aserviceinfluencesthe
imagethat isheld. Whenthe serviceisapproached, itsimmediateimpact enablesthe
customer/client or user toredefinetheimagestill more. Atleast aregular user of aservice
has morerealistic set of expectationsthan newcomers. Brophy and Coullings (1996)
admit that inlibrariesand information services, customer expectationsmay bedifficultto
asses, partly becausethereislittledirect interaction between library staff and customer,
thustraining Saff toimprovether level of understandingisvery important. Inevery service
organi zation such asan academic library, usersare of central importanceand should their
demandsnot met, thereisbound to befailuresin meeting the objectivesof that library.
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METHOD

Themain source of dataused wasasurvey conducted during the beginning of the second
semester of the 2010/2011 academic year. A structured questionnaire was used as an
instrument of datacollectioninthe survey. Out of atotal population of 450 postgraduate
sudents, adtratified random sampling techniquewas adopted in selecting and administering
guestionnaireto 200 postgraduate student who areregular usersof theUniversity of Ghana,
Central Library (BameLibrary). The respondentswere asked towhat degreethe quaity
of services offered by the Central Library corresponded to their expectations. The
questionnairewas pre-tested on students.Finaly, 150 copiesof questionnairewerereturned
for andysis. Among them, 55 studentswerein Artsand Humanitiesprogramme; 46 were
in Businessprogrmmes; 30 werein Science and Engineering programmes, and 20 werein
Agricultureand Consumer Sciences. Thedataobtained were subjected to Satisticd andyzis
using Kruka Wallis One-Way ANOVA (non-parametric) model to test the differencesin
perception and expectationsof postgraduate usersof thelibrary. Theresultswere presented
insmplepercentage.

RESULTSAND DISCUSSION

Ontheissue of servicesexcellence, 75% of Science and Engineering studentsindicated
that someof theinformation they found inthelibrary wereinadequateand unreliable. The
situation wasabit different among the Arts and Humanities students, where only 35%
indicated that they hardly find adequate and reliableinformation in responsetotheir queries
inthereferencecollection. A greater proportion of the Businessstudents, however, indicated
that theinformationthey foundinthelibrary wereadequateand reliable. Theoverdl results
show that the respondents (Artsand Humanities, Business, Science and Engineering,
Agricultureand Consumer Sciencesstudents) haveapositive perception about theavail bility
of adequateand reliableinformation.

To aquestion of whether there have been occasions when they have given up
searchinthelibrary either because of poor or lack of materials, 82% of Science and
Engineering students quite often gave up on searching for information, while 64% of
Agricultureand Consumer Sciencesstudentsal so often gave up on searching for information.
Thesituation was, however, different inthe case of Artsand Humanitieswhere only 30%
often gave up in searches. Among theArtsand Humanities students, most of them (65.5%)
rated therdiability and efficiency of thereader advisory servicesasgood. Thesituation
wasthe same among the Science and Engineering studentswhere most of them (53.8%)
asorated thereliability and efficiency of thereader advisory servicesasgood. Onquality
of noticeson shelvesand thelibrary asawholefor easy guidancefor usersof thelibrary,
most of theArtsand Humanities students (85%) rated it as satisfactory with theremaining
(15%) retingit asexcdlent. Most of the Scienceand Engineering students (70%) expressed
satisfaction on the quality of presentation of noticesand shelves. TheBusinessstudentson
theother hand, had apositive perception about the quality presentation of notice, shelves,
etc. With regard to access to equipment, 72.5% of the Arts and Humanities students
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described accessto equipment inthelibrary as satisfactory. The same observationwas
made in the case of Business students, where 70% of them also described access to
equipment at thelibrary as satisfactory. Most (45.5%) of theAgriculture and Consumer
Science students al so described accessto equipment inthelibrary as satisfactory. This
meansthat the perception of al the categories of respondents about accessto equipment
inthelibrary wasgood. The University of GhanaCentra Library (BaimeL.ibrary) isthe
library with thelongest hoursof operationintheUniversity of Ghanacampus. Thelibrary
operatesfor 106 hoursduring the week.

Theresult of the study was not unexpected since respondents had a positive
perception about the hoursof operation of thelibrary. Thereweresignificant differencesin
the perception of the various categories of studentswith regard to the consistency inthe
supply of periodicasinthelibrary. Whilesmost of the Businessstudents(41.7%) described
the supply of the periodicasintheLibrary asinconsstent, most of theArtsand Humanities
students (62%6), on the other hand were satisfied with the provision of the periodicalsin
thelibrary. Thissuggeststhat patronagesin the useof current periodicalscould beamore
prevaent habit of the Artsand Humanities students as compared with the Businessand
Sciencerelated students.

Onthequestion of steady improvement inlibrary facilities, most of therespondents
(40.5%) stated that improvement and innovation in facilitiesin the library had been
considerably favourable. Theresultsshow significant differencesin the perceptions of
Business, Artsand Humanities, and Science and Engineering students. Most of the Science
and Engineering students (50%) indicated that they werenot really aware of improvement
andinnovationinthelibrary facilitieswhile Business students (46.2%) indicated that they
werenot sureof improvement and innovationsinthelibrary facilities. Most of theArtsand
Humanities students (45.8%), however, indicated that they had seen considerable
improvement and innovationsinfacilitiesinthelibrary. Thismeansthat the Busnessstudent
had anegative perception; the Science and Engineering had asomehow positive perception
and the Arts and Humanities student had a much more positive perception about
improvement andinnovationinthelibrary facilities.

When respondentswere asked whether userswere provided with opportunities
to add their viewsto the steady improvement of thelibrary, most of the Business students
(58.3%), and the Artsand Humanities students (34.4%) indicated that they wererarely
offered opportunitiesto add their viewsto theimprovement inthelibrary. Thefact that
most of the Science and Engineering students had not had the opportunity to add their
viewsto theimprovement may bethat they did not usethelibrary moreregularly. A mean
rank of perception of service excellencewas doneto find out the extent to which the
variouscategoriesof sudentsperceive Service Excellence. Theresult showsthat, Sgnificant
differencesexist inthe perception of thevariousfactors of service excellenceamong the
students. Therespondentsdiffered significantly (P<0.05) ontheir perception of adequate
andreligbleinformation, experienceingiving up searches, reliability and efficiency of reader
advisory services, quality of presentation of notices, presence of library staff, hours of
library operations, availability of up-to-dateinformation, availability of onlineservicesfor
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users. Modern method of quality management of organisationsor ingtitutionsinvolvethe
use of productivity/improvement indicators to determine strengths, weaknesses,
opportunitiesand threats (SWOT) and finding the appropriate measuresif necessary. The
study reveal ed that the management of library did not assess user or customer needsand
expectations, and also staff had only dightly favourable perception about their collective
responsi bility of monitoring user or customer needs.

CONCLUSION

In practical termsTotal Quaity Management (TQM) isnot being applied or practised by
theUniversty of GhanaCentrd Library. Anoverhauling of thelibrary'soperationa system
intermsof management techniques, equi pment, moderni zation of infrastructure and other
facilitiescomparableto international standard, is something that should be given due
attention by thelibrary managersand authorities. Total Quality Management demands
time and persistence and the support of thevery top aswell ascommitment at all levels
(Filling, 1997). Resultsfrom the respondents appear to createan impression of relatively
ideal or anamostidedl situation existing intheUniversity of GhanaCentra Library. This
may beanillusion, which must be carefully examined. An"expectation”, theright of
customersto expect somelevel of service based on expressor implied promiseisquite
different from"wishful thinking" which expresseswhat customerswould want in aperfect
world. Theimportance of TQM isnot only centered around user's demandsand needs
but also in anticipating and exceeding the demands of afast changing environment of
sarviceddivery inlibraries. Training isof paramount importanceto every academiclibrary.

Training must involve both theuser and thelibrary staff. Properly planned user
educationisnecessary for anacademiclibrary. If customersareto gain maximum benefit
fromtheservices, they should be ableto useavailablefacilities properly. Education must
be properly planned and thelong-term results monitored to ascertain itstotal impact on
the operationsof thelibrary. Educationwould also arouse the consciousness of quality
and how it can be managed also brings about the understanding of quality control
management. Thereisalso the urgent need for education on statistical concepts, which
will equipthegtaff withthereguisitetool to beableto scientifically monitor dients perception
and expectationsfrom time-to-time. A well-trained staff according to Begun and Nissa
(2003) area" competitive weapon™ for better quality serviceintheacademiclibraries.
Thegtaff of thelibrary should betrained well enough to beableto undertake orientation of
usersininformationretrieva techniques, deal with queries, manage crises, and managethe
reader interface.
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