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ABSTRACT

Service is the essence of librarianship regardless of the library in which librarians work. The purpose of this study
was to assess the effects of librarians’ emotional intelligence on quality service at the Ultra-Modern and
Information Centre, United States International University and Margaret Thatcher, Moi University libraries. The
study applied correlation research design with a target population of fifty seven thousand three hundred and fifty
three (57,353) respondents from the selected academic libraries. The sample size of the study was 92 calculated
using Efron and Tibshirani resampling method. Questionnaires were used for data collection from different
categories of users in academic libraries. Chi-square test for independence was used to test hypothesis to determine
the relationship between emotional intelligence and quality service. The study key findings showed that librarians’
emotional intelligence affects their quality service. The study concluded that librarians should learn and apply
emotional intelligence competencies in their service delivery. The study recommended that in order to improve the
users’ perceptions of the librarians’ emotional intelligence on quality service, the top management should shift their
focus to the users by moving from standardization to a more service-oriented librarianship because service is at the
core of librarianship.
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INTRODUCTION

Goleman (1995, 2005) asserts that the ways in which people understand and use their emotions in everyday life has
increasingly become important. Collectively, Cartwright & Pappas (2008); MacCann, Matthews, Zeidner and
Roberts (2003); Brunetto, Shacklock and Farr-Wharton (2012) found that discussions and studies on emotional
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intelligence are rife in scholarly circles, which, Cartwright and Pappas (2008) suggest, may be due to a growing
acknowledgment that many work-related experiences involve emotions. Hence emotional intelligence can be
effective in improving employees’ knowledge and skills.

Library users in academic institutions are repeat customers; therefore, are in frequent contact with librarians. Nitecki
and Hernon (2000) argue emotions and behaviours form the basis of these interactions; therefore, librarians that
intelligently manage emotions will have a competitive advantage for developing and sustaining positive user-
librarian relationships. In order to understand the way emotional intelligence affects user-librarian relationships in
academic libraries, it is imperative to determine the relationship between emotional intelligence and quality service
in the selected academic libraries.

METHODOLOGY

Correlation research design was adopted for this study and the researcher used the questionnaire to collect data for
the study and a pilot was conducted for validation so that improvements can be made before the main study was
carried out. Both face and content validity were used in order to standardize the questionnaire and to make it more
adequate for the study. The population for this study was 57,353 respondents from the selected academic libraries.
Simple random sampling technique was applied for this study. The determination of the sample size was based on
Efron and Tibshirani (1993) resampling/bootstrap sample method. This study used questionnaires to collect
quantitative data from the 92 library users’. To achieve validity, the study ensured that the data collection instrument
covered the areas under study. The Cronbach alpha reliability estimate was used to measure the internal consistency
of data collected. Relationship between emotional intelligence and quality service was determined using chi square

test for independence.

DISCUSSION AND FINDINGS

Dependence between Librarians’ Emotions and Reference Service

The findings of the librarians’ emotions and the reference service parameters revealed that a significant relationship
exists between librarians’ being considerate and offering assistance whenever locating information resources and on
internet use. This is as revealed by the p value of 0.045 and 0.006 respectively, which is lower than 0.05 at 95%
confidence level. A significant dependence was found to exist between librarians’ being helpful whenever searching
for information resources and on internet use (o = 0.000). In addition, a significant association was found to exist

between the assistance given in operating tablet gadgets and librarians’ being considerate and understanding.

The findings on determining a significant association between librarians’ emotions and user education service
parameters noted that a significant relationship exists between librarians’ helpfulness and the training on the use of
information resources (a=0.045). Additionally, a significant relationship was found to exist between the librarians’

being understanding and the orientation programmes offered to users (a=0.007).

The researcher sought to test the relationship between the librarians’ emotions and general inquiry service. The
findings showed that in assessing the association between librarians’ emotions and general inquiry service, a
significant association exists only on the librarians’ being helpful in finding research work on a certain topic and

getting an attachment in the library. Their respective p-values were 0.005 and 0.019.
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The researcher sought to test the relationship between the librarians’ emotions and circulation service. The results of
hypothesis indicate that evidence of a relational significance in the librarians being considerate and charging
overdue resources exists. Additionally, a significant association between them being helpful and offering registration
services to users exists. These significant associations were at 0.001 and 0.004 alpha levels of significance. Table 1

illustrates the significance of association between the librarians’ emotions and the quality service parameters.

Table 1: Pearson Chi-square and P-value for Librarians' Emotions and Quality Service

Librarians’ Emotions versus Considerate Helpful Humble Understanding

Quality Service 2 o ¥ 2 x 2 o x2 o

Reference Service

Assistance in searching

information resources

Assistance in locating

information resources

Assistance in using

information resources

Assistance in navigating

online resources

Assistance in evaluating

information resources

Assistance on internet use

Assistance in tablet gadgets

use

User Education Service

Orientation of users

Training on use of

information resources

Training on OPAC use

Training on registration and

use of remote access

Training on effective

information search and use

Induction on Turnitin

software use
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Training on citation and 6.880 .550 7.293 | .505 | 2.250 | .690 | 5.459 .243 | 3.020
referencing tools use

General Inquiry Service

Getting usernames and
passwords to access e-

resources

Accessing of past papers

online

Registration for off-campus

€-resource access

Finding a research work on a

certain topic

Accessing institutions

wireless internet

Registration process to use

library services

Getting an attachment in the

library

Circulation Service

Lending information 7.311

materials

Reserving information 3.963

resources

Charging overdue resources 27.327

Answering user inquiries 10.707

Registering users 6.270

Resolving users complaints 4.830

Clearing users 5.250

Assisting users photocopy 4.855

materials
Source: Research Data (2019)
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Dependence between Librarians’ Attitude when Handling Users’ Problems and Quality Service

The researcher sought to test the relationship between librarians’ emotions and reference service. The findings
revealed that there was evidence of association between librarians becoming inconsiderate while assisting users to
locate information (06=0.022) and being arrogant when assisting users on internet use (0=0.029).

The researcher sought to test the relationship between librarians’ emotions and general inquiry service. The findings
however, indicated that there was no sufficient evidence to link the librarians’ attitude when handling user problems

and user educational services, since their respective p-values are greater than 0.05.

The researcher sought to test the relationship between librarians’ emotions and general inquiry service. The findings
showed that, there was an association between the librarians being proud when helping users get usernames and
passwords to access e-resources (0=0.032), being inconsiderate when helping users find a research work on a certain
topic (0=0.030), being abusive and proud during the registration process to use library services (0=0.045 and

0=0.048 respectively).

Additionally, the researcher sought to test the relationship between librarians’ emotions and circulation service. The
findings showed that librarians tended to be inconsiderate when lending information materials (0=0.005) and proud
while offering reserve information resources (a=0.026). Thus, the findings confirm McPheat (2010) that we must be
effective listeners. Table 2 illustrates the association between the librarians’ attitude and the quality of service

ratings, giving their respective chi-square and p-values.

Table 2: Pearson Chi-square and P-value for Librarians' Attitude and Quality of service

Librarians’ attitude when Impatient Abusive Arrogant Inconsiderate

handling Users’ problems and A2 a A2 a A2 a A2 a

Quiality Service

Reference Service

Assistance in searching

information resources

Assistance in locating

information resources

Assistance in using information

resources

Assistance in navigating online

resources

Assistance in evaluating

information resources

Assistance on internet use

Assistance in tablet gadgets use

User Education Service

Orientation of users

Training on use of information
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resources

Training on OPAC use

Training on registration and use

of remote access

Training on effective

information search and use

Induction on Turnitin software

use

Training on citation and

referencing tools use

General Inquiry Service

Getting usernames and

passwords to access e-resources

Accessing of past papers online

Registration for off-campus e-

resource access

Finding a research work on a

certain topic

Accessing institutions wireless
internet

Registration process to use

library services

Getting an attachment in the

library

Circulation Service

Lending information materials

Reserving information
resources

Charging overdue resources

Answering user inquiries

Registering users

Resolving user complaints

Clearing users

Assisting users photocopy

materials
Source: Research Data (2019)
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Dependence between Librarians’ Social Skills and Quality Service

The researcher sought to test the relationship between librarians’ social skills and reference service. The findings
showed the existence of evidence that the librarians were problem solvers while assisting users in navigating online
resources (0=0.043) and during the training on use of information resources (0=0.025). There was also an
association between the librarians being supportive in assisting users to search information resources (¢=0.021) and
locating that information resource (0=0.014). In terms of them being respectful, a single association was found

relating to the librarians’ assistance to search information (0=0.011).

In addition, the researcher sought to test the relationship between librarians’ social skills and user education service.
The findings showed that there was sufficient evidence of association between the librarians’ portraying cooperation
whenever assisting users search information resources (6=0.007) and training them on use of information resources
(0=0.043). In contrast, the findings showed that no sufficient evidence exists between the librarians’ being critical
thinkers, supportive and respectful while dispensing other user education services offered under their watch, as p-
values are greater than 0.05.

Also, the researcher sought to test the relationship between librarians’ social skills and general inquiry and
circulation service. The findings indicated that no evidence could be linked to whether the librarians’ social skills
influence their general inquiry and circulation services as displayed by Table 3. These findings assert the earlier
studies that customers seek tangible and intangible services from service providers, which impacts customers’
satisfaction and determine whether the customers will return; that is, customer-service provider relationship.
Victoroff and Boyatzis (2012) stressed that predicting, embracing and delivering to the expectations of clients or
customers form service orientation.

Table 3: Pearson Chi-square and P-value for Librarians' Social Skills and Quality Service

Librarians’ Social skills Problem solver | Critical thinker Supportive Respectful Cooperative

versus Quality Service 22 a 22 a 22 a 22 a A2 ol

Reference Service

Assistance in searching

information resources

Assistance in locating

information resources

Assistance in using
information resources

Assistance in navigating online

resources

Assistance in evaluating

information resources

Assistance on internet use

Assistance in tablet gadgets

use

User Education Service
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Orientation of users

4.082

.395

3.893

421

3.826

872

7.558

478

8.989

Training on use of information

resources

11.14
9

.025

5.549

.235

9.403

.309

12.12
4

.146

15.988

Training on OPAC use

315

2.623

.623

8.778

.361

14.08
7

.080

9.655

Training on registration and

use of remote access

.853

4.187

381

9.942

.269

13.84
8

.086

7.522

Training on effective

information search and use

.529

7.122

130

5.892

.659

7.326

.502

10.442

Induction on Turnitin software

use

351

.866

10.142

.255

8.294

405

10.427

Training on citation and

referencing tools use

.569

.866

7.445

490

7.640

469

4.941

General Inquiry Service

Getting usernames and
passwords to access e-

resources

Accessing of past papers

online

Registration for off-campus e-
resource access

Finding a research work on a

certain topic

Accessing institutions wireless

internet

Registration process to use

library services

Getting an attachment in the

library

Circulation Service

Lending information materials

Reserving information

resources

Charging overdue resources

Answering user inquiries

Registering users

Resolving user complaints
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Clearing users 2.058

Assisting users photocopy 9.362
materials
Source: Research Data (2019)

CONCLUSION AND RECOMMENDATIONS

In assessing the relationship between emotional intelligence and quality service, the study concluded that the
librarians’ emotional intelligence affects their quality service. Therefore librarians should learn and apply emotional
intelligence competencies in their service delivery. The study recommended that in order to enhance the influence of
librarians’ emotional intelligence on quality service, the top management should change their focus to the users by
moving from standardization to a more service-oriented librarianship because service is at the core of librarians’

tasks and functions.
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