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Abstract 

The academic performance played an essential role in producing high-quality graduates 

who are to become high-quality human resource required for national, economic and social 

development. Quality reference service delivery can influence academic performance among 

students. It is on this premise that study investigates the influence of quality reference 

service delivery on academic performance of students in colleges of education in Lagos 

State, Nigeria. The survey design of descriptive type was adopted. Mixed methods of 

systematic and total enumeration sampling technique were used. A total of 309 final year 

students were used for the study. The questionnaire was used for data collection, it was 

validated by the project supervisor, it was pre-tested on students in the Adeyemi College of 

Education, Oyo, Oyo State with overall co-efficient of 0.79. To test for the academic 

performance, students were asked to indicate their CGPA, this was corroborated with the 

CGPA records gotten from the colleges Examination and Records Units. Collected data 

were analysed using percentages, mean and standard deviation and persons’ product 

moment correlation. Female respondents (53.8%) within the age bracket of 22-24 years 

dominated the study. The level of quality of reference services delivered in the libraries were 

moderate (�̅�=61.28) and significant relationship was found to have existed between 

academic performance and quality reference service delivery (r=.451; p<.05. Students’ 

academic performance is predisposed to the provision of effective reference service delivery 

in the college libraries. Now that the world has gone digital, academic libraries need to 

invest more in the training and provision of more e-resources to meet the information of all 

users. They should as a matter of policy enforce library orientation to its users for effective 

utilization of library resources. 

Keywords: Electronic information resources, Quality reference services, Students’ 

academic performance 

Introduction  

Education has been recognised globally as a veritable and strategic venture pivotal to 

economic transformation of any nation (Odeleye, 2012). It is one of the imperative aspects 
that not only inculcates the essential skills, abilities and knowledge among the individuals, 

but leads to overall growth and progress of individuals, community, states and nation as a 

whole. It is the key player in getting a better life. An educated person is not only able to 

accomplish his desired goals and objectives, but he is also able to render an efficient 

contribution towards the well-being of the community. This is the reason Lagos State places 
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much emphasis on the educational development of her citizens. The standard of living of a 

citizen is largely dependent on the level of education the citizens are able to acquire, 

therefore, everyone deserves to be educated. Obi and Obi (2014) are of the opinion that 

education creates improved citizens and helps to upgrade the general standard of living in a 

society. 

All Colleges of Education in the country offer a uniform curriculum for the trainee 

teachers. This therefore ensures uniformity in both standard and quality. The periodic 

curriculum conferences and reviews organised to assess all the courses taught in these 

Colleges, as well as the accreditation exercises by the National Commission for Colleges of 

Education (NCCE) for all the colleges goes an extra mile to give a definite quality and 

standard to the programme of teacher education in the country (Jibril, 2007). This author 

emphasized that one of the basic truths in education is that the quality of education depends 

largely upon the quality of the teacher. He explained further that, regardless of where 

learning is taken place, there is the likelihood that the students will not get quality education 

unless the teacher is qualitative. Therefore, whatever input is made into an educational 

system in respect of management, resources, facilities and array of instructional materials, 

will be of little avail if the teacher is unskilled, poorly trained, or even ignorant. This view is 

also shared by several writers such as; Stinnett (1962) and Nelson, Polansky and Carlson 

(2000). 

However, despite researchers to have linked poor student’s achievement to a lot of 

factors, most of these studies focused on University Education with little attention on 

Colleges of Education despite its importance in training and producing quality teachers 

Olufemi oladebinu, Adediran, and Oyediran (2018). The number of jobs requiring a college 

education is expected to grow more than twice as fast as those not requiring a college 

education over the next ten to twenty years Fleetwood and Shelley (2000). They argued that 

academically successful students will have more employment opportunities than those with 

less education. Therefore, examining those factors that has an influence on the academic 

performance of students in colleges of education needs to be given a priority. 

Ali, Munir, Khan, and Ahmed (2013) posits that academic achievement represents 

performance outcomes that indicate the extent to which a person has accomplished specific 

goals that were the focus of activities in instructional environment, specifically in schools, 

colleges, and universities. In view of the foregoing views, academic performance should be 

considered to be a multi-faceted construct that comprises different domains of learning. 

Because the field of academic achievement is very wide-ranging and covers a broad variety 

of educational outcomes, the definition of academic performance depends on the indicators 

used to measure it. Also, Yousuf, Sarwar and Ranjha (2011) sees academic performance as 

the extent to which a student, teacher, or institution, has achieved their short or long-term 

educational goals. In the author’s further view, academic performance can be commonly 

measured or ascertained through examinations or continuous assessments, hence cumulative 

grade point average (CGPA) and completion of educational degrees such as high school and 

bachelor’s degrees represent academic achievements. The author concludes that there is no 

general agreement on how best to evaluate academic performance or which aspects are more 

important. 

 Among the many criteria that indicate academic performance, there are very general 

indicators which are: procedural knowledge such as skills and declarative knowledge such as 

facts acquired in an educational system, more curricular based criteria such as grades or 

performances on an educational achievement test and cumulative indicators and certificates. 

All that these criteria have in common is that they present intellectual endeavours and thus, 

more or less mirror the intellectual capacity of a person. It is interesting to note that 
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academic performance of students can also be triggered by the combinations of external 

factors or factors within the academic institutions; one of such factors is the quality of the 

reference services rendered by the college library. 

According to Ryerson University Library (RULA) (2014), the general service goal of 

the reference department in academic libraries is to meet the information needs of the library 

community. RULA further identified the specific objectives of reference services, which are 

also applicable to other academic libraries. These are: to consider each information query to 

be of equal merit regardless of age, gender, ethnicity, disability, sexual preference or English 

proficiency of library users; to maintain an up-to-date, relevant and readily accessible 

working collection of reference materials, (electronic paper) relating to the institution’s 

programmes; to give appropriate reference assistance to the library clientele whenever it’s 

needed, regardless of the location of the users. In helping users, reference librarians must 

analyse the need of the users and locate the best reference source to meet the information 

need. Others are to provide instruction in library use by the most effective means with 

necessary cooperation with other library units; to provide access to library material which 

are not available in the library and to create an environment for and a tradition of good 

service within the reference department and to promote the effective utilization of the 

librarian’s reference sources at the library’s disposal. 
 

Literature Review 

Evaluation of library reference services began in earnest in the late 1960s and early 

1970s when budgetary situations required justification of the existence of all services in the 

library (Rehman, Shafique and Mahmood, 2011).The concept of service quality in the 

context of a library is also the users’ expectation and perception of service performance and 

the reality of the service being provided (Sohail and Raza, 2012). According to them, 

various models have been developed and adopted in measuring service quality, such as 

SERVQUAL (Service Quality) or Gaps model, LIBQUAL (Library Quality). The 

SERVQUAL was developed by Parasuraman, Zeithaml and Berry (1985).  

SERVQUAL or the gaps model defines service quality as a function of the gap 

between customers’ expectations of a service and their perceptions of the performance of 

actual service delivery by an organisation. LibQUAL (Library Quality Scale) is used to 

solicit, track, understand, and act upon users' opinions of service quality. Miller (2008) also 

posited that LibQUAL focuses on measuring three dimensions in the library and they are 

service effect (librarian’s competency and helpfulness), information control (library’s 

collection adequacy for self-reliance service), and library as a place (ambiance of the library 

for academic activities).  

Service quality has helped to improve the reference service by establishing a closer 

and better relationship between the reference librarian and the user. The importance of 

service quality in the library as a whole is that it serves as a planning tool and as a means of 

evaluating precise statements on which the library seeks customer inputs. It enables the 

library to develop a partnership with its customers to gain competitive edge, and services 

provided are better improved upon as a result of users’ comments/opinions on the library 

services (Hernon and Nitecki, 2001) and by extension on the reference service. By 

implication quality reference service can be defined as user satisfaction with reference 

service, which is driven by library staff behaviour, communication skills, user friendly 

environment, and suitable levels of staff morale and workload (Suzinor and Kiran, 2009).  

The services being provided by reference librarian can be said to be of quality when 

users’ information needs are met, users are satisfied with their information needs, and when 

reference librarians have the requisite skills and competence. This also includes ability to 
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communicate to users and the convenience of the physical facilities of the reference 

environment. In addition, the measure of the quality of a service is also tied to the mission 

and objectives of the organization (Suzinor and Kiran, 2009).Quality reference service is 

measured based on users’ satisfaction with the services provided, availability of reference 

tools relevant in the user’s field of interest, availability of both traditional and electronic 

services tailored to capture and meet user's need, library environment and by extension 

reference environment. Others are reference queries answered, reference query response 

time, assistance from the librarian, communication skills of the user and the reference 

librarian. 

Another study on service quality determinants in selected university libraries in Sri 

Lanka using focus groups by Jayasundara, Ngulube and Minishi-Majanja (2010), it was 

found that among many other things, the following are the service quality determinants: staff 

approachability, convenient opening hours, complaint responsiveness, good ventilation, 

good functional furniture, and courtesy of the staff. Others are good lighting, personal 

attention to customers, being informed about new services and quietness in the library, 

supportive atmosphere, air-conditioning, and staff knowledge ability. Furthermore, 

promptness of the staff, comfortable and inviting place, high quality information resources 

and good sanitary facilities were also included. 

In Nigeria, Olawunmi, Durodola and Ajayi (2016) examined students’ perceived 

quality of library facilities and services in Nigerian private universities. With a focus on four 

private universities in Ogun State (Covenant, Crescent, Crawford and Bells) using a 

modified SERVPERF questionnaire with a total of 744 undergraduates that were randomly 

selected. The findings revealed that students' general perception of library services in the 

four (4) universities was above average. In a related study of two public libraries in Nigeria, 

Okafor (2012) found out that the quality of service in terms of document delivery services, 

current awareness services, and selective dissemination of information services were rather 

low. 

Empirical studies have been conducted on relationship between library services and 

students’ academic achievement (Gama, 2008; Goodall and Pattern, 2011). Goodall and 

Pattern (2011) conducted studies on the impact of school library use and academic 

performance of students in Hudders field University in United Kingdom. The researchers 

employed quantitative method to carry out the research. A set of questionnaire was used to 

elicit data from the participants. The findings of the study showed a positive relationship 

between the use of library and academic achievement. They found that reasonable provision 

of library services was a predictor of students’ academic achievement. They observed that 

students often made use of the library materials, which enhanced their studies in school. 

They concluded that there were some students who borrowed books and other materials and 

read them in the library while others did not make use of the library at all. Thus, the more 

students made use of the library, the more it improved their academic achievement.  

Lance and Hofschire (2012) investigated the link between institution library and 

academic achievement in Colorado public schools in the United States of America. Their 

study examined the provision of library services to see whether it had an impact on the 

students reading habits. The researchers found that in some schools, where they had 

provided library services, it increased the reading habits of their students, thus making a 

positive effect on students’ academic achievement, in comparison to schools where they had 

no library staffing and where a negative relationship on students’ academic performance was 

seen. They concluded that effective library service was a predictor of students’ academic 

achievement and therefore necessary for the academic advancement of the students.  
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Similarly, Stone and Ramsden (2013) conducted an empirical study on the impact of 

the library data project on students’ academic attainment in the United Kingdom. Eight 

universities in the United Kingdom were selected as sample for the study and students were 

used as the respondents. They found that students who accessed the library data for their 

academic activities had a positive significant relationship with their academic achievement.  

Strong (2013) researched on the significance of school library on students’ academic 

attainment and sustainable education in the United States of America. The study revealed 

that the presence of the school library improved the academic performance of students. Also, 

Stone, Ramsden and Pattern (2011) studied the relationship between library usage and 

academic achievement. Their study found a high correlation between library usage and 

students’ academic achievement in schools. A high correlation was achieved because of the 

students’ access to library materials which aided their learning.  

Furthermore, there are studies on library services which were conducted in Africa, 

which substantiates the findings of the preceding studies. For instance, Suleiman, Hanafi and 

Tanslikan (2018) reported De Jager (1997) where he studied on the link between library use 

and academic performance of students at the University of Cape Town, South Africa. The 

researcher collected the first year results of the sampled students as well as the reports of 

their activity in the school library. The results collected were based on those that had high 

grades and low grades. The data collected were analysed statistically and the findings of the 

study revealed that there was a high positive relationship between library and academic 

achievement. 
 

Objectives of the Study 

The specific objectives of the study are to: 

1. find out the types of reference services rendered to the final year students in 

colleges of education in Lagos state; 

2. determine the level of quality reference services delivered to final year students 

in colleges of education in Lagos state; 

3. determine the level of academic performance of final year students in colleges of 

education in Lagos state; 

4. determine the relationship between quality reference service delivery and 

academic performance of final year students in colleges of education in Lagos 

state; and 
 

Research Questions 

1. What are the types of reference services rendered to the final year students in 

colleges of education in Lagos State 

2. What is the level of quality of reference services delivered to the final year students 

in colleges of education in Lagos State? 

3. What is the level of academic performance of final year students in colleges of 

education in Lagos State? 

4. What is the significant relationship between quality reference service delivery and 

academic performance of final year students in colleges of education in Lagos State 

Methodology  

The Descriptive survey research design was adopted for this study. The population 

comprised the 2,051 final year students in two colleges of education in Lagos State, Nigeria. 

They include: Micheal Otedola College of Primary Education (MOCPED) 115 and Adeniran 

Ogunsanya College of Education (AOCOED) 1,936. A mixed method (total enumeration 

and systematic sampling) sampling technique was used for this study. Total enumeration 
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was adopted for MOCPED because the small population, while systematic sampling 

technique with a sampling fraction of 10% was used to select 194 final year students from 

AOCOED. This was justified by Nwana (1981) who posits that if a population is a few 

thousands, 10% sample size selection is adequate. The total sample size for this study was 

309 (AOCOED and MOCPED population). The questionnaire and students’ academic 

performance transcripts from the Colleges Examination and Record Unit were used for data 

collection. Data was analysed using the frequency counts, tables, percentages, mean and 

standard deviation for research questions. Pearson’s product moment correlation analysis 

was used to test the hypothesis. 
 

Results  

Research Question 1: What are the types of reference services rendered to the final year 

students in colleges of education in Lagos State?  

Table 1: Types of reference services rendered in the Colleges of Education 

S/N Items SA (%) A (%) D (%) SD(%) �̅� SD 

1. Information retrieval services is offered 

in my college library 

38 

(12.5%) 

83 

(27.4%) 

98 

(32.3%) 

84 

(27.7% 

2.25 .997 

2. Reference librarian send me an up-to-

date information material newly acquired 

by the library (current awareness 

services) 

38 

(12.5%) 

97 

(32.0%) 

85 

(28.1%) 

83 

(27.4%) 

2.30 1.005 

3. My college library alerts me when there 

is new availability of resources through 

e-mail, SMS, phone calls among others. 

(Selective Dissemination services) 

52 

(7.2%) 

81 

(26.7%) 

100 

(33.0%) 

70 

(23.1%) 

2.38 1.022 

4. Reference librarian introduced me to 

another library whenever my request is 

not met. (Referral Services) 

27 

(8.9%) 

70 

(23.1%) 

109 

(36.0%) 

97 

(32.0%) 

2.09 .950 

5. My questions are adequately answered 

by the reference librarian. (Answering 

users’ questions) 

29 

(9.6%) 

56 

(18.5%) 

92 

(30.4%) 

126 

(41.6%) 

1.96 .993 

6. Library orientation services is provided 

when I gained admission into the college 

27 

(8.9%) 

66 

(21.8%) 

123 

(40.6%) 

87 

(28.7%) 

2.11 .923 

7. Reference librarians Provide answers to 

my research questions 

23 

(7.6%) 

81 

(26.7%) 

124 

(40.9%) 

75 

(24.8%) 

2.17 .890 

8. Document requested by students is 

delivered as at when available. 

(Document delivery) 

38 

(12.5%) 

90 

(29.7%) 

104 

(34.3%) 

71 

(23.4%) 

2.31 .968 

9. Past works available in the library can be 

consulted for further research 

(Retrospective searching) 

37 

(12.2%) 

40 

(13.2%) 

118 

(38.9%) 

108 

(35.6%) 

2.02 .990 

10. Works of different authors or subjects 

are available for consultation in my 

college library (Bibliographic 

70 

(23.1%) 

88 

(29.0%) 

90 

(29.7%) 

55 

(18.2%) 

2.57 1.036 
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verifications) 

11. My college library loans out Information 

materials to students 

57 

(18.8%) 

86 

(28.4%) 

100 

(33.0%) 

60 

(19.8%) 

2.46 1.012 

12. Database services in my college library 

enhance my searching skills in locating 

journal articles, conference papers, and 

so on. (Database searches) 

62 

(20.5%) 

97 

(32.0%) 

94 

(31.0%) 

50 

(16.5%) 

2.56 .994 

13. Indexing and abstracting services is 

offered in my college library 

33 

(10.9%) 

68 

(22.4%) 

119 

(39.3%) 

83 

(27.4%) 

2.17 .953 

Overall mean = 29.35 

 

Table 1 reveals the types of reference services rendered by the libraries in the 

colleges of education in Lagos State, Nigeria. The respondents indicated that some of the 

potent reference services rendered include: works of different authors or subjects are 

available for consultation in my college library (Bibliographic verifications)(�̅�=2.57; std 

dev. =1.036); database services in the libraries enhance students searching skills in locating 

journal articles, conference papers, and so on(Database searches)(�̅�=2.56; std dev. =.994); 

colleges libraries loans out Information materials to students (�̅�=2.46; std dev. =1.012); the 

college libraries alerts students when there is availability of new resources through e-mail, 

SMS, phone calls among others(Selective Dissemination services) (�̅�=2.38; std dev. 

=1.022); document requested by students is delivered as at when available (Document 

delivery) (�̅�=2.31; std dev. =.968); reference librarian send me an up-to-date information 

material newly acquired by the library (current awareness services) (�̅�=2.30; std dev. 

=1.005); offering of information retrieval services in the libraries (�̅�=2.25; std dev. =.997). It 

was also indicated by the respondents that the least reference services rendered in the 

libraries include: students’ questions are adequately answered by the reference librarian 

(Answering users’ questions) (�̅�=1.96; std dev. =.993); past works available in the library 

can be consulted for further research (Retrospective searching) (�̅�=2.02; std dev. =.990); 

reference librarian introduced students to their libraries whenever their requests are not met 

(Referral Services) (�̅�=2.09; std dev. =.950) and library orientation services is provided 

when new students gained admission into the colleges (�̅�=2.11; std dev. =.923). 

Based on this, it could be inferred that some of the potent reference services rendered 

by the libraries in the colleges of education in Lagos State, Nigeria includes: bibliographic 

verifications services, database searches services, giving out materials services, selective 

dissemination services, document delivery services, current awareness services and 

information retrieval services among others. 

Research Question 2: What is the level of quality of reference services delivered to the 

final year students in colleges of education in Lagos State?  

Table 2: Level of quality of reference services delivered in the Libraries 
S/N Items SA (%) A (%) D (%) SD (%) �̅� SD 

Tangibility 

1. My college library has modern 

equipment that facilitate easy 

73 

(24.1%) 

109 

(36.0%) 

77 

(25.4%) 

44 

(14.5%) 

2.70 .993 
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information retrieval 

2. There are latest electronic information 

resources hardware that help me to 

access my needed information easily 

55 

(18.2%) 

105 

(34.7%) 

65 

(21.5%) 

78 

(25.7%) 

2.45 1.063 

3. Various materials related to the 

services rendered in my school library 

(e.g., pamphlets, flyers, manuals etc) 

are visually attractive and at hand 

80 

(26.4%) 

87 

(28.7%) 

87 

(28.7%) 

49 

(16.2%) 

2.65 1.040 

4. There is a quiet space in my school 

library where I can perform my 

individual activity (reference section) 

33 

(10.9%) 

104 

(34.3%) 

96 

(31.7%) 

70 

(23.1%) 

2.33 .951 

5. The reference section is inviting and 

comfortable 

24 

(7.9%) 

67 

(22.1%) 

86 

(28.4%) 

126 

(41.6%) 

1.96 .978 

6. The reference librarians always look 

neat, thereby inspires my study and 

learning 

35 

(11.6%) 

81 

(26.7%) 

101 

(33.3%) 

86 

(28.4%) 

2.21 .985 

Overall mean = 14.3 

Reliability 

7. Reference librarians are always trusted 

and available at the reference desk 

32 

(10.6%) 

98 

(32.3%) 

89 

(29.4%) 

84 

(27.7%) 

2.26 .980 

8. When users have a problem, the 

librarians show a sincere effort to solve 

it 

47 

(15.5%) 

99 

(32.7%) 

87 

(28.7%) 

70 

(23.1%) 

2.41 1.008 

9. My college library offers adequate 

service from my first encounter and 

further 

52 

(17.2%) 

41 

(13.5%) 

106 

(35.0%) 

104 

(34.3%) 

2.14 1.073 

S/N Items SA  

(%) 

A  

(%) 

D  

(%) 

SD 

(%) 

�̅� Std. 

Dev 
10. Library insists on an immaculate 

(perfect) service 

75 

(24.8%) 

92 

(30.4%) 

81 

(26.7%) 

55 

(18.2%) 

2.62 1.048 

11. Reference librarians always keep to 

their promises in solving users’ 

problems 

86 

(28.4%) 

86 

(28.4%) 

83 

(27.4%) 

48 

(15.8%) 

2.69 1.049 

Overall mean = 12.12 

Responsiveness 

12. Reference librarians attended to my 

requests promptly 

58 

(19.1%) 

101 

(33.3%) 

114 

(37.6%) 

30 

(9.9%) 

2.62 .905 

13. Reference librarians are never too busy 

to meet my request 

47 

(15.5%) 

88 

(29.0%) 

111 

(36.6%) 

57 

(18.8%) 

2.41 .965 

14. Reference librarians in my school 

library notify me when information 

about my request is available through 

e-mail, phone calls, text messages and 

so on 

30 

(9.9%) 

62 

(20.5%) 

140 

(46.2%) 

71 

(23.4%) 

2.17 .900 

15. Reference librarians are always ready 

to respond/help users 

42 

(13.9%) 

94 

(31.0%) 

81 

(26.7%) 

86 

(28.4%) 

2.30 1.029 

16. Relevant information materials 

requested/suggested by students are 

acquired by the library 

68 

(22.4%) 

86 

(28.4%) 

(31.0%) 55 

(18.2%) 

2.55 1.031 

Overall mean = 12.05 

Assurance 
17. I feel safe and secured whenever I used 

my school library 

29 

(9.6%) 

90 

(29.7%) 

111 

(36.6%) 

73 

(24.1%) 

2.25 .929 

18. Reference librarians in my school 

library have the knowledge to answer 

24 

(7.9%) 

61 

(20.1%) 

93 

(30.7%) 

125 

(41.3%) 

1.95 .965 
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my questions 

19. There are relevant information 

materials needed to answer users’ 

questions in the reference collection 

32 

(10.6%) 

67 

(22.1%) 

102 

(33.7%) 

102 

(33.7%) 

2.10 .987 

20. Reference librarians are always sure of 

their explanations whenever the need 

arise 

26 

(8.6%) 

86 

(28.4%) 

109 

(36.0%) 

82 

(27.1%) 

2.18 .931 

21. Reference librarians’ behaviour 

conveys the trust I have in them 

39 

(12.9%) 

93 

(30.7%) 

95 

(31.4%) 

76 

(25.1%) 

2.31 .989 

Overall mean = 10.79 

Empathy 

22. Reference librarians gives users 

individual attention 

40 

(13.2%) 

42 

(13.9%) 

108 

(35.6%) 

113 

(37.3) 

2.03 1.021 

23. Operating hours of the library are 

suitable for users’ needs 

59 

(19.5%) 

98 

(32.3%) 

82 

(27.1%) 

64 

(21.1%) 

2.50 1.032 

24. Reference librarian has the best 

interest of users at heart 

69 

(22.8%) 

93 

(30.7%) 

100 

(33.0%) 

41 

(13.5%) 

2.63 .981 

25. Reference librarians are approachable 

whenever a user has problem (friendly) 

57 

(18.8%) 

103 

(34.0%) 

109 

(36.0%) 

34 

(11.2%) 

2.60 .918 

26. Reference librarian have understanding 

for special needs of their users 

31 

(10.2%) 

79 

(26.1%) 

130 

(42.9%) 

63 

(20.8%) 

2.26 .902 

Overall mean = 12.02 

Total mean = 61.28 

 

Table 2 describes the level of quality of reference services rendered by the libraries 

in the colleges of education in Lagos State, Nigeria. This is sub-divided into five (5) 

different categories comprising: tangibility, reliability, responsiveness, assurance and 

empathy. The result indicated that some of the quality reference services rendered in the  

college libraries include: modern equipment that facilitate easy information retrieval 

(�̅�=2.70; std dev. =1.036); reference librarians always keep to their promises in solving 

users’ problems (�̅�=2. 69; std dev. =1.049); various materials related to the services rendered 

in the schools' libraries (e.g., pamphlets, flyers, manuals etc) are visually attractive and at 

hand (�̅�=2.65; std dev. =1.040); reference librarians have the best interest of users at heart 

(�̅�=2.63; std dev. =.981); reference librarians attended to students requests promptly 

(�̅�=2.62; std dev. =.905); libraries insist on an immaculate (perfect) service (�̅�=2.62; std dev. 

=1.048); reference librarians are approachable whenever a user has problem (friendly) 

(�̅�=2.60; std dev. =.918); relevant information materials requested/suggested by students are 

acquired by the libraries (�̅�=2.55; std dev. =1.031) and that the operating hours of the library 

are suitable for users’ needs (�̅�=2.50; std dev. =1.032). It was also indicated by the 

respondents that the least quality reference services rendered in the libraries include: 

reference librarians in the schools' libraries have the knowledge to answer students’ 

questions (�̅�=1.95; std dev. =.965); the reference section is inviting and comfortable 

(�̅�=1.96; std dev. =.978); the colleges libraries offer adequate service from student's first 

encounter and further (�̅�=2.14; std dev. =1.073) and reference librarians in schools' libraries 

notify students when information about their requests is available through e-mail, phone 

calls, text messages and so on (�̅�=2.17; std dev. =.900). 

Based on this, it could be inferred that some of the powerful quality reference 

services rendered by the libraries in the colleges of education in Lagos State, Nigeria 

includes: the colleges libraries have modern equipment that facilitate easy information 

retrieval, reference librarians always keep to their promises in solving users’ problems, 

various materials related to the services rendered in the schools' libraries (e.g., pamphlets, 
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flyers, manuals etc) are visually attractive and at hand, reference librarians have the best 

interest of users at heart, reference librarians attended to students requests promptly, libraries 

insist on an immaculate (perfect) service, reference librarians are approachable whenever a 

user has problem (friendly), relevant information materials requested/suggested by students 

are acquired by the libraries, the operating hours of the library are suitable for users’ needs 

among others.. 

Analysing the degree at which these quality services are been rendered along the five 

categories that this construct is been construed shows that these services are best rendered 

under the tangibility sub-category (�̅�=14.3; std dev. =6.01); followed by reliability (�̅�=12.12; 

std dev. =5.158); responsiveness (�̅�=12.05; std dev. =4.83); empathy (�̅�=12.02; std dev. 

=4.854) and assurance (�̅�=10.79; std dev. =4.801). 

To be able to determine the level of quality of reference services delivered in the 

colleges’ libraries, a test of norm was conducted. Result shows that scale between 1 – 34.66 

is low, 34.67 – 69.33 is moderate, while 69.34 – 104 is high. The overall mean for level of 

quality of reference services delivered in the colleges’ libraries is “61.28” which falls 

between the scales “34.67 – 69.33”. It can therefore be concluded that the level of quality of 

reference services delivered in the libraries of the colleges of education in Lagos State, 

Nigeria is moderate. 

 

Research Question 3: What is the level of academic performance of final year students in 

colleges of education in Lagos State? 
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Figure 1: Academic performance of final year student of Colleges of Education in Lagos 

State, Nigeria

 

The result presented in Figure 1, shows the academic performance of the final year 

students of the colleges of education in Lagos State, Nigeria. The result shows that none of 

the students’ academic performance grade measured using their CGPA failed (0.00-0.99) nor 

has Low  Pass degree (1.00-1.49) grade, 31(10.20%) have their CGPA within the Pass grade 

(1.50-2.39), 180(59.40%) are into Merit (2.40-3.49) academic grade, 62(20.5%) have Credit 

(3.50-4.49) academic grade while the remaining 30 (9.9%) are into Distinction (3.50-4.49) 

academic grade. Based on this, it can be inferred that the academic performance of the 

students as measured using their Cumulative Grade Points Average (CGPA) is very good. 

Research Question 4: What is the significant relationship between quality reference service 

delivery and academic performance of final year students in colleges of education in Lagos 

State. 

Table 3: Relationship between quality reference service delivery and academic performance 

of final year students 

Variables N Mean SD Df r P Sig 

Academic performance 303 41.39 6.399  

302 

 

.451 

 

.000 

 

S Quality reference service 

delivery 

303 29.06 5.273 

Note: hypothesis is tested at 0.05 significant level 

Table 3 shows the relationship between students’ academic performance and quality 

reference service delivery. The table reveals that quality reference service delivery(r = .451; 

p < 0.05) has significant positive relationship with students’ academic performance. This 

implies that there is positive linear association quality reference service delivery and 

students’ academic performance. Thus, the null hypothesis stating that there is no significant 
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relationship between quality reference service delivery and academic performance of final 

year students in colleges of education in Lagos State, Nigeria is hereby rejected. 

Conclusion  

The study resolved that students’ academic performance is predispose to the 

provision, availability and accessibility of electronic information resources and effective 

reference service delivery in the schools’ libraries. Now that the whole world has gone 

digital, the role and relevance of electronic information resources together with quality 

reference services cannot be over-emphasised if students’ academic performances are to be 

improved upon. 

 

Recommendations 

The following recommendations were made based on the findings of this study; 

1. The school management should endeavour to introduce such services like Selective 

Dissemination of Information (SDI), Current Awareness services (CAS), Indexing 

and abstracting services and inter library loan services as parts of services rendered; 

which are either not available or not adequate in the libraries under study. These 

services, if provided, will go a long way in enhancing users’ academic activities. 

2. There is also need for the management to motivate library users to ensure that the 

bibliographies tools for library search are used to a high extent. In doing this, they 

must also ensure that adequate measures are put in place that will make library 

services and resources accessible to users so as to increase the proportion of users. 

3. To be able to boost students' quest for global and current information that may be 

lacking in printed form, the management must, as a matter of urgency, provide 

internet services to users at affordable cost. More so, the librarians should be 

approachable and willing to go extra mile in solving the problems of the users. 
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