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Abstract

The impact of the pandemic particularly COVID-19 has affected several services in almost all
sectors including the delivery of library services in higher learning institutions. As such, the
integration of social media was considered one of the measures that conld enable academic libraries
to deliver library services to meet the information needs of library users. Specifically, this study
examined the types of social media employed, library services offered through social media, knowledge
of librarians in delivering library services through social media, and the barriers that inbibited the
deployment of social media in the delivery of library services. The study adopted a descriptive research
design and collected quantitative and qualitative data using surveys (questionnaires and interviews).
A total of 153 library staff were selected using census sampling technique while 7 staff members
selected by purposive sampling technique from three academic libraries (Sokoine University of
Agriculture, University of Dar es Salaam and Mubimbili University of Health and Allied
Science). The findings indicate that whereas WhatsApp was the main social media, notification of
new library arrivals, document delivery services (DDS) and current awareness services (CAS) as
well as e-resources access information and details were the major library services delivered via social
media platforms. The study also discloses that library staff had limited knowledge of the utilisation
of social media in the delivery of library services. 1t was further identified that lack of social media
literacy skills, resistance to change, poor funding and poor ICT infrastructure were the major
challenges facing librarians in delivering library services on social media during COVID-19. The
study recommends that training on the usage of social media in the provision of library services is
pivotal in ensuring the effective delivery of library services during crises and emergencies. Also, library
management should allocate an adequate budget for social media-mediated library services such as
ICT devices and Internet connectivity, and develop enabling library policy for the effective utilisation
of social media in library services.
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1 Introduction

The hit of COVID-19 has changed the mode of library service delivery in almost all
libraries. For example, through implementing the COVID-19 health protocols in all
aspects, such as furniture and library programmes (Winata et al., 2021) and social
distancing rules (Chisita & Chizoma, 2021) changed the normal delivery of library
service practices. Some of the significant changes to note include the closure of
educational institutions that shifted library services delivery from print and site
services to online (Gmiterek, 2021; Rafiq et al., 2020; Mehta & Wang, 2020) and
some library functions that could not thrive in online environment were kept on
hold (Chisita & Chizoma, 2021). During the COVID-19 lockdown, libraries
responded quickly to the new circumstances by taking many of their services online
(Koulouris et al., 2020). Specifically, the majority of universities started online classes
and university libraries had to help the students and teachers in this time of crises.
As such, library services of such institutions were not closed as students were doing
their tasks and assignments from home (Winata et al., 2021; Mehta & Wang, 2020;
Rafiq et al., 2020). While students were not going to the classes, instructors and
researchers continued to work. For instance, library resources were accessed
remotely to support academic and research activities (Mnzava & Katabalwa, 2021).

Libraries’ responses to the COVID-19 pandemic have been phenomenal, as
evidenced by their capacity to provide services to users by exploiting the panoply of
digital technologies specific to social media (Yu et al., 2022; Nadi-Ravandi & Batooli,
2023; Bakti et al., 2020; Kouloutis et al., 2020; Chisita & Chizoma, 2021; Martinez-
Cardama & Pacios, 2020). The significance of social media during the COVID-19
pandemic was more than before (Mehta & Wang, 2020); for example, the
exploitation of social media such as Facebook (Gmiterek, 2021), WhatsApp (Rafiq
et al, 2020) and Twitter (Alajmi & Albudaiwi, 2021) as essential tools for
communicating, building relationships, attracting and engaging library patrons (see
Bakti et al., 2020; Martinez-Cardama & Pacios, 2020; Koulouris et al., 2020). The
availability of the content and ease of use (Gmiterek, 2021) were among the reasons
for the popularity and exploitation of social media in libraries during COVID-19.
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Despite the growing literature on the adoption of social media in the delivery of

library services during the COVID-19 pandemic globally, in the context of Tanzania,
studies such as that of Josephat et al. (2023) and Shikali et al. (2023) indicate that
libraries responses to COVID-19 pandemic have also been remarkable such that
the integration of social media was considered one of the measures that could enable
academic libraries to deliver library services to meet the information needs of library
users. However, the existing prior studies on the utilisation of social media in the
delivery of library services in academic libraries in Tanzania (see for example,
Kyumana, 2021; Lwoga, 2014) show that librarians’ knowledge on the usage of social
media during COVID-19 is not known. Along with that, the efforts in place on the
utilisation of social media during the COVID-19 pandemic in supporting the
provision of library services are not clearly stated. Therefore, this study fills the gap
on the utilisation of social media in the delivery of library services during the
COVID-19 pandemic in Tanzania. To address this gap, this study seeks to examine
the types and purposes of social media used by library users, the types of library
services offered through social media, the level of knowledge library patrons have
in utilising social media and the challenges these patrons face in utilising social

media.

2 Objectives of the Study

The main objective of this study was to examine the utilisation of social media in

the delivery of library services during the COVID-19 pandemic in selected academic

libraries in Tanzania. The specific objectives were to:

1. Ascertain the types and purpose of social media used to deliver library services
during the COVID-19 pandemic in selected universities in Tanzania,

2. Identify the types of library services offered through social media during the
COVID-19 pandemic in selected universities in Tanzania,

3. Establish the level of knowledge librarians have in the utilisation of social
media and the challenges encountered in the utilisation of social media during
the COVID-19 pandemic in selected universities.

3 Literature Review
The literature review of this study was carried out by analysing, summarising and
synthesising the prior studies that were related to the topic understudy. Along with

that, they were arranged based on the chronological order of the study objectives.
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3.1 Social Media and their Purpose in Library Services

COVID-19 pandemic altered the need on the usage of social media to meet the swift
and apt library users need. As such, the demand to shift library services to electronic-
based became essential for all academic libraries during the COVID-19 pandemic.
This forced most libraries to become active on social media amid the COVID-19
pandemic (Yu et al., 2022; Banda & Chewe, 2022; Nadi-Ravandi & Batooli, 2023;
Friday et al., 2020; Koulouris et al., 2020). Whereas some social media were found
to be mostly utilised to support library services, others were not. For example, the
study conducted by Nwosu and Asuzu (2021) reported that WhatsApp and
Facebook were mostly utilised in supporting academic library services while
Facebook Messenger, Twitter, Instagram and YouTube were the least utilised during
the COVID-19 lockdown in Nigeria. Along with this, Friday et al. (2020) reported
that Facebook, YouTube, Twitter and WhatsApp were utilised during COVID-19
pandemic to fasten reach library service delivery to users even in remote locations.
In other words, the usage of these platforms makes it faster and easier for librarians
to reach large populations, anytime and anywhere.

Moreover, the purpose of using social media during the COVID-19 lockdown
according to Banda and Chewe (2022) was to market the library’s online services,
events, programs and collection, to reach and interact with a wide range of patrons
including the new audience of potential users, answering reference queries and to
provide reliable, accurate news and updates. Regarding marketing, Facebook is the
platform mostly used by libraries to market their resources and services (Kirita &
Mwantimwa, 2021). Besides, in the study of Agyekum et al. (2010), it was found that
social networking tools are relevant in the dissemination of library news, library
events, group discussions, general library information, sharing e-resources and
offering library resources. Along with that, a study by Bakti et al. (2020) reported
that social media such as Facebook, YouTube and Twitter are the most popular
platforms in library services and are mostly used to build bonding with library users,
encourage more users to utilise library services and participate in various library
events. Specifically, Spanish university libraries mostly use Twitter for its ability to
generate engagement with the community (Martinez-Cardama & Pacios, 2020). Not
only that but also, Facebook was mostly utilised during the COVID-19 lockdown
followed by Instagram and Twitter; and to a small extent library used YouTube for
communication with library users and share with them library resources (Gmiterek,
2021). Most libraries use WhatsApp as a platform for communicating with library
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users (Rafiq et al., 2020). On the whole, geographical location of academic library

determined the type of social media utilisation. For example, most of the academic
libraries in Africa utilised Facebook and WhatsApp (Nwosu & Asuzu, 2021;
Agyekum et al., 2016) whereas Twitter was mostly used in Spain (Martinez-Cardama
& Pacios, 2020). On a different note, while other librarians and library users were
not familiar with social media (Bakti et al., 2020; Agyekum et al., 2016), all (100%0)
respondents among librarians at the University of Zambia were familiar with
WhatsApp (Chewe et al., 2021).

3.2 Types of Library Services Offered through Social Media

The impact of the COVID-19 pandemic on academic libraries has led to an increase
in the utilisation of social media platforms in the delivery of library services around
the world. According to Friday et al. (2020), the adoption of social media such as
Facebook, Twitter, blogs, YouTube, Myspace, Flickr and Delicious has increased
the effectiveness of the delivery of library services to library users during the
COVID-19 pandemic. These services offered through social media during COVID-
19 according to Mehta and Wang (2020) include providing electronic resources (e-
resources), reference services and digital repository. This indicates that the utilisation
of social media remained the only way of marketing and delivering virtual library
services because lockdown and social distancing limited interaction between library
staff and library users. On the other side, Tsekea and Chigwada (2021) and Chisita
etal. (2022) reported that in Zimbabwe, subject librarians created WhatsApp groups,
which were used to facilitate the lending and circulation of information resources to
students and faculty members during the pandemic. Noting examples from
Tanzania, the study by Kyumana (2021) found that Facebook, WhatsApp,
Instagram, YouTube, Twitter and Goodreads were the preferred social media
platforms for providing services such as current awareness services,
announcements, links to scholarly documents, video tutorials, and virtual tours to
the library. Besides, the study further found that reference services, answering
queries using mobile application (WhatsApp) as well as the establishment of the
library book club to boost reading culture amongst students were pivotal through

social media.

Along similar lines, the reviewed literature indicates that WhatsApp, Facebook and

Twitter were the most useful social media tools that facilitated the delivery of virtual
reference services (Abubakar, 2021; Ifijeh & Yusuf, 2020; Mbambo-Thata, 2021).
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For instance, the University of Lesotho Library provides reference services through
chat facilites on social media (Mbambo-Thata, 2021). Besides WhatsApp,
Instagram, Skype, blogging and YouTube, these facilitated remote access to library
information resources, circulation and selective dissemination of information
(Mbambo-Thata, 2021; Magut & Kiplagat, 2022). Social media has also been used
by academic libraries to facilitate the delivery of online user education programmes
and research support services to library users during lockdown (see for example,
Koulouris et al.,, 2020; Chisita & Chizoma, 2020; Chigwada, 2022). Alongside,
interlibrary loans and document delivery were offered through social media
platforms (Ifjjeh & Yusuf, 2020; Banda & Chewe, 2022; Magut & Kiplagat, 2022).
A study by Koulouris et al. (2020) on COVID-19 and library social media use
disclosed that Facebook was the most (96.3%) widely used platform and that other
social media platforms are mainly used for general library operations, information
about libraty events (exhibitions, seminars, conferences, etc.), photographs and/or
videos from library events, and library services. In general, Mehta and Wang (2020)
point out that the application of social media in academic libraries during COVID-
19 helped librarians meet the scholarly information needs of library users from
different backgrounds.

3.3 Librarians’ Knowledge in Delivering Library Services on Social Media
There are mixed findings on the librarians’ knowledge of delivering library services
on social media. Whereas Chiparausha et al. (2022) indicate that librarians are
knowledgeable, other scholars (see for example, Chewe et al., 2021; Friday et al,,
2020; Gupta et al., 2015; Hosseini & Hashempour, 2012) indicate that librarians
were not knowledgeable. Specifically, citing examples from 13 university libraries
that are members of the Zimbabwe University Libraries Consortium (ZULC),
Chiparausha et al. (2022) reveal that 83.7% of the librarians had the knowledge
necessary to use social media for library service delivery. Although social media
is often and very often used in communication and sharing of information (Chewe
et al., 2021), more than half (64.9%) of librarians believe that they lack knowledge
on the usage of social media (Hosseini & Hashempour, 2012). Besides, a study by
Gupta et al. (2015) discloses that knowledge among library staff on social media
applications was very poor.

Along similar lines, Agyekum et al. (2016) disclosed that lack of requisite knowledge
stumbles the application of social media in delivering library services. This poor
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knowledge among library staff informs that the majority of them are not utilising

social media applications in delivering library services. The problem among library
staff is accelerated by the lack of training on these social media (see for example,
Friday et al., 2020; Gupta et al., 2015; Hosseini & Hashempour, 2012). For example,
63.4% of librarians at the University of Zambia were not trained on the utilisation
of social media in supporting library services (Chewe et al., 2021). Inadequate
training opportunities are among the problems that hinder the use of social media
tools in delivering library services (Hosseini & Hashempour, 2012). On this, Friday
et al. (2020) advise library staff to be provided with regular training in the use of new
tools and social media platforms to make them IT compliant, and in turn, they can
utilise these tools for effective library service delivery.

3.4 Challenges Facing Librarians in Delivering Library Services on Social
Media

There are several challenges that librarians face in delivering library services via
social media. While exploring COVID-19 and library social media use, Koulouris et
al. (2020) found that lack of staff and time, lack of social media strategy and lack of
management support were the reasons for librarians not using social media in
delivering library services. Also, the study indicated other reasons such as social
media usage does not support library goals, copyright issues and it is not among the
priorities of the library. Along with that, a study by Mandrekar and Rodrigues, (2020)
disclosed that interrupted internet connectivity, lack of technical skill, lack of
manpower and lack of awareness were among the barriers in marketing library and
information products and services through social media. Moreover, Agyekum et al.
(2016) noted that lack of internet connectivity or network failure, unstable power
supply, abuse of specific networking tool usage and lack of requisite knowledge and
community acceptance as the common challenges facing libraries in delivering
services through social media. In addition, Kyumana (2021) found monetary costs,
dormancy of accounts, trolling and bullying and lack of management support to be
the most challenges facing academic libraries in the implementation of social media
in the delivery of library services.

Understandably, prior studies (i.e., Chiparausha et al., 2022; Chewe et al., 2021;
Friday et al., 2020) disclosed that lack of social media literacy skills, inert fear of
technology, lack of incentives, network problems, poor connection and low
bandwidth are the challenges facing librarians in delivering library services on social
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media. Despite the role played by social media in libraries, challenges related to
infrastructure, awareness, information literacy, shortage of trained staff,
policy/strategies, authentication, security, robustness and ownership of intellectual
property are prevalent (Lwoga, 2014). Besides, too many social media platforms and
their use are time-consuming and are among the challenges facing librarians in
delivering services on social media (Chewe et al., 2020). Whereas poor funding and
poor ICT infrastructure were the biggest obstacles to the adoption and use of social
media in library services during the COVID-19 lockdown, other obstacles were
resistance from some librarians and lack of policy on social media adoption (Banda
& Chewe, 2022). On a different note, library users who are expected to access and
utilise library services delivered via social media are found to have limited skill in the
usage of social media (Friday et al., 2020) which lessens the efforts at hand.

4 Methods and Data

This section describes the methodology used in conducting this study. These include
research design and approaches, study area, study population, sampling techniques,
data collection methods and data presentation and analysis. Specifically, the study
used descriptive research along with cross-sectional design. The study also used both
quantitative and qualitative approaches. Besides, the data were collected from library
staff from three academic libraries (MUHAS, SUA and UDSM). The selected
academic libraries belong to the oldest public funded universities in Tanzania. Along
with that, these academic libraries hold public responsibility in knowledge creation
and dissemination of scholarly information to university community as well as the
general public. Also, these university libraries were selected purposively because they
have well-established ICT infrastructure and hence were in a good position to use
social media to deliver library services during the COVID-19 pandemic era. A
census sampling technique was used to collect data from librarians in the selected
academic libraries. As such, the questionnaires were administered to all library staff
members. On a different note, interviews were used to collect data from 7 library
staff members either from reference librarians or library ICT officers who were also
involved in completing the questionnaire. Whereas the SPSS version 22 was used
for quantitative data to derive both descriptive and inferential statistics that were
presented in Tables and Figures, the thematic analysis was used for qualitative data.
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5 Results
This section presents the results of the present study based on the study objectives.
But before embarking to the study results, the study described on the return rate of
the questionnaires by the respondents and their socio-demographic characteristics.
A total of 164 respondents participated in the present study. However, 153 out of
164 which is equivalent to (93.3%) of the librarians completed well the distributed
questionnaire. Furthermore, the socio-demographic information of librarians in the
selected academic libraries was asked to indicate their gender, age group and work
experience as presented in Table 1.

Table 1: Socio-demographic Characteristics of Respondents

Characteristics (n = 1)3) Frequency Percentage
Institution affiliation

MUHAS 13 8.5
SUA 32 20.9
UDSM 108 70.6
Gender

Male 81 52.9
Female 72 47.1
Age group

20-29 35 22.9
30-39 64 41.8
40-49 37 24.2
50 and above 17 11.1
Work experience

Less than 10 years 49 32
10 to 20 years 76 49.7
21 to 30 years 21 13.7
More than 31 years 7 4.6

Table 1 indicates that the majority (52.9%) of the responding librarians were male.
Regarding the age of librarians in the surveyed area, more than one-fifth (22.9%)
had age ranges from 20 to 29, two-fifths (41.8%) had age ranges from 30 to 39, and
about a quarter (24.2%) had age ranges from 40 to 49. The results further show that
the least (11.1%) had age ranges from 50 years and above. Besides, the findings
indicate that about one-third (32%) of librarians had work experience of less than
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ten years, about a half (49.7%) had work experience of 10 to 20 years, 13.7% had
work experience of 21 to 30 years and the least (4.6%) of the librarians had more

than 31 years of work experience.

5.1 Types of Social Media Used in Library Services
The study sought to determine the types of social media used by librarians in
delivering library services. The details of the types are presented in Figure 1.
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Figure 1: Types of Social Media in Library Services

The results in Figure 1 show that the majority (62.1%) of librarians in the selected
areas used WhatsApp, a moderate percentage used Facebook (56.9%), Instagram
(51.6%) and YouTube (40.5%). Besides, one-third (33.3%) are using Twitter and the
least (<10%) of librarians used Blog, Flickr and LinkedIn. Besides, librarians were
asked about the main purpose of using social media in library services. Likert scale
with 5 points (i.e., Strongly Disagree, Disagree, Neutral, Agree, and Strongly Agree)
were used to rate the purpose of using social media in library services as summarised
in Table 2.
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Table 2: Purpose of Using Social Media in Library Services

Purpose (n=153) Strongly Disagree  Neutral Agree Strongly
Disagree Agree

F % F % F % F % F %

Used to reach large population - - 1 0.7 9 59 76 50.7 67 43.8

quickly

Help to disseminate information 5 33 8 52 23 15 44 288 73 477

Easy to keep up to date with library 2 1.3 7 4.6 9 59 78 51 57 373

clients

The fastest and easiest tool for 4 2.7 14 112 21 137 81 529 33 216

disseminating information

Takes closet to library clients 16 10.5 22 144 11 72 49 32 55 359

Provides notices of upcoming events 10 6.7 27 176 30 196 26 17 60  39.2

Provides reference services quickly 13 8.5 20 131 38 248 53 346 29 19

Save time for library clients 24 15.7 42 275 29 19 22 144 36 235

The results in Table 2 indicate that the majority of librarians agreed that social media
is used in library services because they reach large population quickly (94.5%),
disseminate information (76.5%), easy to keep up to date with library clients (88.3%0)
and fastest and easiest tool for disseminating information (74.5%). Also, the results
show that librarians use social media in library services as they take closer to library
clients (67.9%), provide notices of upcoming events (56.2%), provide reference
services quickly (53.6%) and save time for library clients (37.9%). These findings
inform that there are different reasons for using social media in delivering library
services. Mostly, the reasons include the usage of social media for disseminating
information, keeping libraries closer to their clients, keeping clients up to date and

last but not least provide prompt services.

Along similar lines, during interviews with key respondents, there were several
insights on the usage of social media in delivering library services. For example, one
respondent mentioned social media use and the main reason for using it:

Based on the restrictions such as social distancing and limits on the use of

Physical resonrces that were set during COV'ID-19, it was difficult for clients

to visit the library. To mafke sure what we offer is disseminated to the clients,

we created and used WhatsApp groups to keep informing library users of the

avatlable resources and new arrivals (R1, Male, SUA).

This narration indicates that the health restrictions enabled librarians to transform
from onsite library services to social media. These social media particularly
WhatsApp groups enabled librarians to share the available resources and new
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arrivals. Along with WhatsApp groups, information was uploaded to different social
media platforms as witnessed by one library officer:

We use different platforms such as WhatsApp and Y ouTube to upload library

resources. Through the usage of these media by uploading library resources, we

were able to see the trends in the number of viewers and readers (R3, Female,

MUHALS).

This narration indicates that the library resources uploaded on social media were
effectively used. These were evaluated through the number of viewers and readers.

5.2 Librarians’ Awareness of the Library Services Offered through Social
Media

Librarians were also asked to indicate their awareness of the types of library services
offered through social media. Their responses are summarised in Table 3.

Table 3: Librarians’ Awareness of the Library Services Offered through Social
Media

Library Services (n=153) Frequency Percent
Notification of new library arrivals 123 80.4
Document delivery services 105 08.6
Current Awareness Services (CAS) 98 04.1
E-resources access information and details 95 62.1
Information about subscribed databases 84 54.9
Selective Dissemination of Information (SDI) 72 47.1
Reference Services 67 43.8
Library Orientation/virtual library otientation 59 38.6
Research Support Services 47 30.7
Library news alerts 26 17

The results in Table 3 indicate that the majority of librarians were aware that social
media used to notify users of new library arrivals (80.4%), support document
delivery services (68.6%), create current awareness services (64.1%) and inform E-
resource access information and details (62.1%). Whereas the findings also indicate
that more than half (54.9%) of librarians were aware of the usage of social media in
informing about subscribed databases, about half (47.1%) were aware of the usage
of social media in supporting Selective Dissemination of Information (SDI). The
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study findings also show that moderate of librarians in the surveyed areas were aware
of the usage of social media in supporting reference services (43.8%), library
otientation/virtual library otientation (38.6%), and research support services
(30.7%). The findings further show that at least (17%) of librarians were aware of
the usage of social media in news alerts. Along with that, librarians were asked to
rate their level of knowledge in delivering library services on social media. The
summary of the responses is presented in Figure 2.

5(3.3%) 19(12.4...

m Very knowlegeable

u Fairly knowlegeable

m Moderately knowlegeable
m Slightly knowlegeable

m Not at all knowlegeable

Figure 2: Librarians’ level of knowledge in delivering library services on social
media

The results indicate that a significant percentage (50.2%) of the librarians were
moderately knowledgeable in delivering library services on social media. The results
also indicate that whereas about one-fifth (19%) of the librarians were faitly
knowledgeable, the insignificant percentage (12.4%) were very knowledgeable in
delivering library services on social media. The results further indicate that a small
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proportion of librarians were knowledgeable in delivering library services on social
media. To compare librarians’ level of knowledge and age group, the Pearson Chi-
Square test was used as presented in Table 4.

Table 4: Librarians Level of Knowledge versus Age Group

Level of Knowledge Age group

(n=153) 20-29 30-39  40-49 50 and above  Total  Poalue
Very knowledgeable 10 (28.6%) | 6 (9.4%) | 2(54%) | 1(5.9%) |19 (12.4%) | .000
Fairly knowledgeable 13 (37.1%) | 8 (12.5%) | 5(13.5%) | 3(17.6%) | 29 (19%) | .647
Moderately knowledgeable | 31 (88.6%) |21 (32.8%) | 20 (54.1%) | 14 (82.4%) |86 (56.2%) | 513
Slightly knowledgeable 5143%) | 463%) | 40108%) | 1(5.9%) |14 02%) | 287
Not at all knowledgeable 000%) | 1(16%) | 26G4%) | 2018%) | 5(33%) | 024

Generally, the results suggest that the majority (88.6%) of librarians with age range
from 20 to 29 were moderately knowledgeable. The study findings also show that
whereas a moderate percent of age ranges 20-29 were fairly knowledgeable (37.1%)
and very knowledgeable (28.6%), an insignificant percentage (14.3%) were slightly
knowledgeable. The study further indicates that where there was no a single library
staff aged 20 to 29 who was not knowledgeable, there were 2 (11.8%) librarians from
age 50 and above who were not at all knowledgeable. These findings also indicate
the variation in terms of the knowledge and age group of librarians. For example,
there was a significant difference across the age group and very knowledgeable and
not at all knowledgeable since the pra/ue is <.05. Besides, the results indicate the
insignificant percent of librarians’ age group with moderate, fairly knowledgeable
and slightly knowledgeable. Furthermore, the study gauged librarians’ level of
knowledge in delivering library services on social media against gender using the
Pearson Chi-Square test. The summary of the results is presented in Table 5.

Table 5: Librarians Level of Knowledge against Gender

Level of Knowledge Gender

(n=153) Male Female Total Povalue
Very knowledgeable 11 (13.6%) 8 (11.1%) 19 (12.4%) .588
Fairly knowledgeable 15 (18.5%) 14 (19.4%) 29 (19%) 750
Moderately knowledgeable 45 (55.6%) 41 (56.9%) 86 (56.2%) 376
Slightly knowledgeable 8 (9.9%) 6 (8.3%) 14 (9.2%) 217
Not at all knowledgeable 2 (2.5%) 3 (4.2%) 5 (3.3%) 392
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The results show that more than half (>50%) of the female and male librarians were

moderately knowledgeable in delivering library services on social media. Whereas
about one-fifth (18.5%) of male and (19.4%) of female were fairly knowledgeable,
an insignificant proportion of the female and male librarians were very
knowledgeable, slightly knowledgeable and not at all knowledgeable in delivering
library services on social media. In all, there was a slight difference in librarians’ level
of knowledge in delivering library services on social media between male and female.
On this, the Pearson Chi-Square test shows that there were no statistical differences
between (pralne>.05) the level of knowledge of male and female librarians.

5.3 Challenges Facing Librarians in Delivering Library Services on Social
Media

There are diverse challenges that librarians face in delivering library services on
social media. Based on the findings collected from the surveyed area, these
challenges are categorised on skills, funds, policy and ICT infrastructures as
presented in detail in Figure 3.

Technophobia Z '%4
Poor internet connectivity ﬂa)
Lack of management support A 7 5
Lack of policy on social media.. ﬂgm
Poor ICT infrastructure ‘60'192
Lack of staff and time ‘64'198
Poor funding 0 e | 3
Resistance to change ‘83 127
Lack of social media literacy skills ‘889 136

0 50 100 150

m Percent m Frequency

Figure 3: Challenges facing librarians in offering library services on social media

The results show that the majority (>80%) of librarians indicated that lack of social
media literacy skills and resistance to change are the main challenges facing librarians
in delivering library services on social media. Besides, the findings indicate that a
large percentage (60 to 67%) of librarians cited poor funding, lack of staff and time
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as well as poor ICT infrastructure. Whereas more than half (54.9%) of librarians
indicated the lack of policy on social media adoption, a moderate percentage
reported on the lack of management support (49%) and poor internet connectivity
(39.2%). Furthermore, the findings indicate that the least (22.2%) of librarians
pointed to technophobia as among the challenges facing librarians in offering library
services on social media.

Along similar lines, there were insights from key informants from the surveyed areas
on the challenges librarians face in delivering library services on social media. For
example, one reference librarian witnessed the limited literacy skills among librarians
as she asserts that:

Most of the library staff in our section have limited social media literacy skills. Lack

of these skills lags bebind the initiatives in place of embracing library services online.

Also, other staff fear technology for it may replace their positions (R2, Female,

UDSM,).

This narration indicates that a respective academic institution has initiatives to
ensure that library services are delivered online, particularly on social media. Despite
those initiatives, library staff are not equipped with the necessary social media
literacy skills which limits delivery of library services on social media. Apart from
limited social media literacy skills, the results also indicate that fear of technology is
among the reasons. Librarians are afraid of social media to replace their position of
librarianship. Along with that, another respondent linked the traditional and modern
systems of delivering library services and resistance to change as he points out that:
The traditional system of delivering library services physically has few challenges
compared to modern ones of integrating services on social media. They need fully
versed 1CT infrastructure and Internet connection that is always funded by the
library management and sometimes university management. We are uniucky that
we are not well supported let alone a library policy that motivates librarians to
effectively utilise social media in service delivery (Male, aged 36, Library Offficer,
Master’s degree, MUH.AS).

Along similar lines, another respondent disclosed resistance to change as follows:
Despite the need for libraries to adopt social media in delivering services to their
users, some librarians do not want to cope with the changes in science and technology.

They are resisting the changes of adopting social media in delivering library services
(R2, Female, SUA).
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These narrations indicate that delivering library services on social media has a lot of

challenges compared to physical ones. Delivering the same services on social media
is expensive that not only needs to be funded by the library or university level, but
also a policy should be well articulated to motivate the delivery of services on social
media. The existence of these challenges increases the pressure on librarians to resist
adopting social media in delivering library services.

6 Discussion of the Findings

This section provides the discussion of the findings based on the study objectives.
The study objectives include examining the types of social media and their purposes
in delivering library services, types of library services offered through social media,
librarians’” knowledge in delivering library services on social media and challenges
facing librarians in delivering library services on social media. The study exposes that
WhatsApp was mainly used by librarians in delivering library services during
COVID-19. Prior studies (see for example, Abubakar, 2021; Ifijeh & Yusuf, 2020;
Mbambo-Thata, 2021) disclosed that WhatsApp is more dominant than other
platforms in facilitating the delivery of library services because of being
technologically simple, huge userbase and supports instant communication
interaction. Along with that WhatsApp is user-friendly, convenient and has a wide
coverage (Kirita & Mwantimwa, 2021). This study's findings depart from
voluminous studies (see for example, Gmiterek, 2021; Koulouris et al., 2020;
Martinez-Cardama & Pacios, 2020) that highlighted Facebook, Instagram and
Twitter as the most used social media during COVID-19. However, these studies
were carried out in developed countries (Polish, Greek and Spanish) university
libraries respectively. In developing countries such as Zambia, WhatsApp, YouTube
(Banda & Chewe, 2022) and Facebook (Chewe et al., 2020) were used in delivering
library services during COVID-19. The study also exposes that Facebook,
Instagram, YouTube and Twitter were moderately used in delivering library services
in the surveyed areas. The findings further indicate that other social media such as
Blog, Flickr and LinkedIn were underutilised in delivering library services. In
Tanzanian context, these platforms are underutilised because they are not integrated
in academic settings (Kirita & Mwantimwa, 2021). Regarding LinkedIn, the findings
depart from Agyekum et al. (20106) that LinkedIn is among the three most prominent
and well utilised library resource tools after Facebook and Instagram in Ghana.
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The intentions of using social media in library services are diverse. Noting from the
findings, librarians agreed that most librarians use social media to reach large
populations quickly, easy to keep up to date with library clients, disseminate
information, fastest and easiest tool for disseminating information and take closer
to library clients. The study findings further disclose that social media were used to
provide notices of upcoming events, provide reference services quickly and save
time for library clients. These findings inform that the usage of social media in the
library favours fast communication and dissemination of information to support
library users quickly. On this, Banda and Chewe (2022) disclosed that social media
has rapidly become a crucial communication tool for information generation,
dissemination and consumption for most libraries during the COVID-19 pandemic.
However, these findings depart from Chewe et al. (2020) study that despite the high
use of social media by academic librarians during COVID-19, their application for
work-related purposes was non-existent, as they were mostly used for leisure and

communication.

Apart from types of social media and their purposes in delivering library services,
there were different library services offered through social media. Noting from the
findings, social media platforms are mostly used to notify users of new library
arrivals, support document delivery services, create current awareness services, and
inform e-resource access information and details. Regarding these, Chisita and
Chizoma (2021) reported that academic libraries’ staff in South Africa during the
COVID-19 lockdown period were working from home with the cooperation of
publishers by creating remote access to the databases to which users subscribe. They
also provide the users with current awareness services to help them with their
research activities. This departs from the case of Zimbabwean university libraries as
reported by Tsekea and Chigwada (2022) that during the COVID-19 lockdown
libraries’ digital services included remote access to e-resources, online reference
services and checking for free resources for publishers and sharing with users.
Moreover, the study findings indicate other services such as the usage of social
media in informing about subscribed databases, supporting Selective Dissemination
of Information (SDI), supporting reference services, library orientation/virtual
library orientation, research support services and news alerts.

Despite the role played by social media in supporting the delivery of different
services, the study findings indicate that librarians had limited knowledge of the
utilisation of social media. These findings depart from Chiparausha et al. (2022).
Along with that, the Pearson Chi-Square test was also used to gauge the relationship
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between the level of knowledge and age group and between the level of knowledge

and gender of librarians in the selected area. Whereas the findings indicate that there
was a significant relationship between the very knowledgeable against age group (the
young to older) and not at all knowledgeable (from older to young), there was no
significant association between fairly, moderate and slightly knowledgeable and age
group. Besides, there was the insignificant association between the level of
knowledge and gender. Based on the knowledge level and age, these findings were
contrary to Hosseini and Hashempour (2012) who found that there is no significant
difference from Mann Whitney and Kruskal-Wallis tests (p > .05), but the findings
corroborate on gender.

Along similar lines, limited knowledge of the utilisation of social media is associated
with a lack of training on these social media (see for example, Chewe et al., 2021;
Friday et al., 2020; Gupta et al., 2015; Hosseini & Hashempour, 2012). Like the
present study findings, lack of social media literacy skills is the leading challenge
facing librarians in offering library services on social media. On this, Chewe et al.
(2021) reveal that lack of training related to social media literacy skills hinders
effective library service delivery since librarians are not able to make productive use
of social media technology in any given setting. Noting from the findings, resistance
to change, poor funding, lack of staff and time as well as poor ICT infrastructure
were among the major challenges facing librarians. The study also found that lack
of policy on social media adoption, lack of management support, poor internet
connectivity and technophobia hinder librarians from offering library services on
social media. These challenges corroborate with voluminous prior studies (for
example, Banda & Chewe 2022; Chewe et al,, 2021; Agyekum et al., 2010).
Therefore, libraries are urged to address these challenges if they want the utmost
benefit from social media platforms in the new normal (Banda & Chewe 2022).

7 Study Implications

The findings of this study are expected to expand the theoretical body of knowledge
on the utilisation of social media in delivering library services particularly during
pandemic era. Along with that, this study is expected to expand the theoretical body
of knowledge on the types and purpose of social media used, the types of library
services offered through social media, the level of librarians’ knowledge in the
utilisation of social media and the challenges they encountered in utilisation of social
media in delivering library services during the COVID-19 pandemic. In particular,
the findings will inform stakeholders such as academic staff and researchers,
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university administrators, students and external stakeholders such as donors and
benefactors on the available library services offered through social media and the
challenges librarians encounter in delivering library services through social media.
On the whole, the study contributes to the literature on types and purpose of social
media in delivering library services, types of library services offered through social
media, knowledge of librarians in delivering library services through social media
and challenges librarians face in delivering library services through social media from
a global perspective.

8 Study Limitations

This study mainly deployed census for academic librarians in the selected academic
universities in Tanzania. As such, other stakeholders including library uset’s
involvement in providing their insights on the utilisation of social media in delivering
library services is still needed. Apart from that, a new study on the impact of
technophobia among librarians and resistance to change in hindering the utilisation
of social media in delivering library services is pivotal. Also, further research should
be conducted to assess the impact of policy on social media adoption in library
service provision.

9 Conclusion and Recommendations

Social media particularly WhatsApp and Facebook are mostly used in academic
libraries because they reach large population quickly, keep library clients up to date,
and are fastest and easiest platforms in disseminating information. As such, the
integration of social media platforms enables the academic libraries to make it easier
and faster in the notification of new library arrivals, document delivery services,
current awareness services, and access to e-resources. Despite the importance of
social media in academic libraries, majority of librarians have limited knowledge on
the utilisation of social media in delivering library services. This is accelerated by
lack of social media literacy skills, resistance to change, poor funding and poor ICT
infrastructure. As such, the study recommends that the academic libraries should
ensure that social media are effectively utilised in supporting the delivery of library
services. Besides, academic library staff should be well trained on the usage of social
media in delivering library services. On the whole, library and university
management should allocate an adequate budget for social media-mediated library
services such as ICT devices and Internet connectivity, and develop enabling library
policy for the effective utilisation of social media in the provision of library services.
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