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ABSTRACT

Globally, libraries have begun to change how they provide services. Technology, in
particular mobile technology, is one factor that is enormously contributing to how libraries
are changing their ways of providing services. In higher education institutions such as
academic libraries, employees are now expected to offer support and services in ways

that resonate with the current generation.

This study investigates the perceptions of academic librarians on the use of mobile
technology to provide library services at the UOTs in the KwaZulu-Natal province. The
objectives of the study were to determine the social influences contributing to the adoption
of mobile technology; the perceptions of academic librarians on the usefulness of mobile
technology; the efforts required to successfully adopt mobile technology and the
facilitating conditions that may be contributing to the behavioural intention to adopt mobile
technology. The study objectives were aligned with the UTAUT theoretical framework and
its constructs of social influence, effort expectancy, performance expectancy, and
facilitating conditions. Furthermore, the study also aimed to determine if academic
librarians are endorsing the adoption of mobile technology and to explore the usefulness
and challenges experienced by academic librarians in the process of adopting mobile
technology. The target population for this study were academic librarians employed to
deliver professional services. Semi-structured interviews were used to gather data from

participants.

The results point out that academic librarians are endorsing the adoption of mobile
technology as a delivery model for library services. Library managers and users are
encouraging librarians to adopt mobile technology. Factors such as global library trends,
internal university support, and the COVID-19 pandemic have encouraged the adoption
of mobile technology. Further, the study also reveals that some effort is required to
successfully adopt mobile technology for library services. However, due to the challenges
mentioned in the study, the majority still believe that their libraries are not ready to fully
adopt mobile technology. Recommendations are made on several challenges affecting
academic libraries with possible solutions to the current challenges.
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1. CHAPTER ONE: INTRODUCTION AND OVERVIEW OF
THE STUDY

1.1.  INTRODUCTION

Libraries have begun changing the way they provide services to their users.
Mobile technology is one factor that is enormously contributing to how sectors
such as academic libraries are changing ways of offering services in today's
world (Kumar 2017: 103). Academic libraries are those that provide services to
university and college students, faculty members and staff members, as well as

their affiliated organizations.

Currently, academic libraries are now becoming digital and virtual libraries use
technology to advance their services. Literature across the world is also
suggesting that academic librarians need to adopt mobile technology as one of
the moves towards digital platforms to remain relevant to today’s users (Cao,
Liang and Li 2018: 812; Gul and Bano 2019: 766). This study examined the
perceptions of academic librarians on the use of mobile technology to provide
library services. The researcher focused on investigating the perceptions of the
academic librarian at the Universities of Technology (also known as UOTSs) in

the KwaZulu-Natal region.

Studies have also been conducted to establish perceptions of students in
institutions of higher education on the use of mobile technology to access library
services. According to the existing literature, students in universities have
started requesting for libraries to provide services that can be accessed via
mobile technologies such as smartphones and tablets (Xu and Du 2019: 2; Kim,
Yi and Hong 2020: 2). However, very little research has been done to collect
the perceptions of academic librarians, especially in the southern region of
Africa, on the use of mobile technology to provide library services. The study
was conducted with the hope that the various factors contributing to the
adoption of mobile technology by academic librarians, as well as the different
types of services offered by academic librarians accessible via mobile
technologies, will be identified, together with the challenges faced by academic
librarians in adopting and providing services via mobile technology at the UOTs

in KwaZulu-Natal. Furthermore, the study was also conducted to determine how
1



academic librarians at these UOTs in KwaZulu-Natal feel about the role they
are supposedly expected to play in providing library services via mobile

technologies.

1.2. PRELIMINARY REVIEW OF RELATED LITERATURE

This section briefly discusses the adoption of mobile technology and their
usefulness in delivering library services at the universities of technology in
South Africa.

1.2.1. Adoption of mobile technologies in academic libraries

According to Acheampong and Agyemang (2021: 2), many academic libraries
around the world are using mobile technologies to offer users new services and

unlimited access to electronic resources.

Acheampong and Dei (2020: 2) assert that mobile technology is the most
effective and fastest growing technology used by libraries around the world to
deliver library mobile services. Maral and Telke (2021: 90) suggest librarians
as information service ambassadors should take advantage of mobile
technology in order to deliver library services. Librarians should start making
their libraries mobile friendly and utilizing innovative technologies in the field of

library services to avoid footfalls.

Rafique et al. (2020: 1) argues that researchers are becoming increasingly
interested in mobile applications due to their proliferation and widespread use,
especially in digital libraries of educational institutions. However, there is a lack
of acceptance and use for mobile library applications, which leads to a need for

in-depth exploration to address the reasons behind the low acceptance.

Maideen (2017: 124) echoes that, libraries today are more than just physical
spaces, but spaces where people can access information resources and
interact with library staff from anywhere via handheld devices. As most library
users own a mobile phone, and increasing numbers of these being smart
phones, it is time for libraries to take advantage of modern technology. Libraries
must integrate themselves into the mobile world and keep pace with this trend

if they want to provide enhanced user services to their patrons.



Blummer and Kenton (2019: 60) believes that mobile devices such as
smartphones and tablets offer librarians new ways to deliver services like
reference, instruction, and resources to users. As a result of the popularity of
these devices on campus, academic libraries have developed mobile

initiatives.
1.3. CONTEXT OF RESEARCH

The context of this research concerns issues of academic libraries using
technology and in particular, mobile technology to provide services. However,
the focus of the study was on the perceptions and views of academic librarians
employed at the UOTs in KwaZulu-Natal of the use of mobile technology to
provide library services. The researcher focused on mobile technology as it has
been identified as one technology that is contributing to the change of library
service delivery worldwide, including in spaces such as academic libraries
(Acheampong 2019: 4; Mansouri and Asl 2019: 49). In Africa, university
libraries are also starting to channel services such as OPAC/Catalogue
searches, SMS alerts, PDA, information consultations, reference queries, e-
Books and journal access to the digital platforms accessible via mobile devices
(Mbambo-Thata 2010: 467; Ahenkorah-Marfo and Akussah 2016: 551; Ocran
2017: 15). With the fourth industrial revolution contributing to these
technological changes, academic libraries are not exempted from these
changes and as a result, those who are employed in academic libraries are
expected to play a supporting role to effect these changes (Lippincott 2010:
206; Acheampong 2019: 3).

Finding out how academic librarians from the UOTs feel about the use of mobile
technology is significant, as Aharony (2013: 365) confirms that the views can
assist in identifying the current issues librarians are facing concerning providing
library services via mobile technologies. Lever and Katz (2006: 1133) also
indicate that collecting views of librarians might help to identify the impact of

mobile technology on the professional practices of librarianship at large.
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1.4

BACKGROUND OF THE STUDY

.1. Durban University of Technology (DUT)

Durban University of Technology (DUT) was formed by the merger of Technikon
Natal and M.L. Sultan Technikon in 2002 and was first known as the Durban
Institute of Technology (DIT). Later, in 2004, the institution was converted into
a University of Technology (UOT) and is now DUT (DUT 2020). This UOT

enrols more than 22 000 students and employs more than 1 400 staff.

DUT has a total of 7 campuses based in the Durban and Pietermaritzburg cities,
However, only 6 of the 7 campuses have libraries. The two campuses based in
the Midlands in Pietermaritzburg are Riverside and Indumiso. Four other
campuses based in Durban are the Steve Biko campus, M.L Sultan campus,
City campus and the Brickfield campus. The DUT libraries combined have

about 74 library staff members.

From the 6 libraries, only 5 libraries have employed librarians who provide
professional information services. The AP library at the Steve Biko campus, BM
Patel at the M.L Sultan campus, City campus library, Riverside and the
Indumiso library have staff members who provide professional information
services. In the South African UOTs, librarians who provide professional
information services normally hold the positions of subject or faculty librarians,
postgraduate or research librarians, reference librarians, and information
librarians (Raju 2008: 132). These professionals are also responsible for
marketing and promoting library services, providing information literacy and
user education training, maintaining and developing the library collection,
developing library services to fit with new and current trends, updating users with
current awareness and liaising with academic departments as well as providing
online reference support (Raju 2008: 124; Neerputh 2014: 95).

At DUT, the librarians who provide professional information services fall under
a service unit called the Information Service team known as the IS. The IS
consists of 12 subject librarians, 3 postgraduate librarians and 1 training
librarian. This team is supported by 3 library site managers and 1 academic

manager information services. Some of the information professional services



provided by the IS team include information literacy training, collection
development, information dissemination and online information support,
marketing, and training of library services and facilities, as well as online
reference support. The main area of responsibility of the Information Service
team is to implement policies, procedures and systems for providing and

managing library information resources

The IS members provide services and support to their designated faculties,
hence they also attend and report to various university faculty board meetings.
DUT has a total of

6 faculties, namely, Arts and Design, Accounting and Informatics, Management
Sciences, Applied Sciences, Engineering & the Built Environment, and the

Health Sciences.

1.4.2. Mangosuthu University of Technology (MUT)

Mangosuthu University of Technology (MUT) was established in 1979 by Dr
Mangosuthu Buthelezi and was formerly known as Mangosuthu Technikon. The
former Technikon was then converted to a University of Technology in 2007
and was named the Mangosuthu University of Technology. This UOT has more

than 10 000 students and employs more than 500 staff.

MUT has 2 campuses based at the Umlazi township just 15km away from
Durban city. The 2 campuses are close to each other, separated by the Umlazi
Mangosuthu Highway. Both campuses, the main campus, and the Natural
Sciences (known previously as UniZulu) campus, have libraries and also
employ academic librarians who provide professional information services. The
library employs about 37 library staff (MUT 2020).

The librarians who provide professional information services at MUT fall under
a service unit called User Services. The User Services consists of 3 subject
librarians, 1 reference/evening librarian, 1 project librarian and the circulation
coordinator. The User Services unitis supported by 1 library manager, who acts
as a line manager and reports directly to the library deputy director. Some of
the information professional services provided by the User Services Unit

include information literacy training, collection development, information
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dissemination, marketing and promoting the library to the university community,

carrying out community outreach programs and online reference support.

MUT has a total of 3 faculties and these faculties are supported by the user
service team. The faculties at MUT are Natural Sciences, Management,
Sciences and Engineering. 6 members of the user service team are based at the
main campus library and 1 user service member is based at the Natural Science

campus library across the Mangosuthu Highway.

RESEARCH PROBLEM

Academic libraries exist to serve different users such as university staff
(academics and admin staff), students, researchers, and external stakeholders.
One of the major tasks that academic librarians are facing in today’s world is
coming up with services that will resonate with the different generations that
universities are serving in their libraries. These generations do not have the
same information-seeking behaviour, hence the library services have to
resonate with each generation (Howlader and Islam 2019: 140). As confirmed by
Little (2011: 267); Ocran (2017: 15); Hamidi and Chavoshi (2018: 1054)
currently, academic libraries around the world are serving more young users
known as Millennials, who daily execute more social and professional activities

using their smartphones and other mobile devices.

Despite the mass evolving and endorsement of mobile devices and mobile
technologies around the world by students, the academics including librarians
have not been progressing as rapidly (Yang and Li 2015: 14; Taylor 2016: 31).
According to Akeriwa, Penzhorn and Holmner (2015: 1), the implementation of
mobile technology as a delivery mode of library information services is not yet
a priority in most African academic libraries and it is therefore important to
determine from librarians the reasons thereof. Taylor (2016: 31) also suggests
that librarians as service providers should keep up with new technologies and
also provide services that will resonate with their users by applying new
technologies such as mobile technology, to allow users to access library

services via these technologies.



1.6.

1.7.

The existing literature is indeed suggesting that academic librarians should be
adopting mobile technology to provide and enhance their library services.
Cilliers, Viljoen and Chinyamurindi (2018: 64) maintain that mobile phones, if
used appropriately, can be used to address a variety of problems and
challenges related to access to services due to the high usage of mobile phones
and technology in South African universities. A fair amount of research across
the world has been done to determine the students’ perceptions on the adoption
of mobile technology in providing library services in special, public and
academic libraries. However, little research exists that talks to the perceptions
and responses of academic librarians to the use of mobile technology to provide

services in the South African UOTs.

AIM OF THE STUDY

The main aim of this research is to investigate the perceptions of academic
librarians in the Universities of technology (UOTs) in KwaZulu-Natal on the use

of mobile technology in providing library services.

OBJECTIVES OF THE STUDY
The objectives of the study were as follows:

e To determine the social influence aspects such as peer effect and users’
influence on the behavioural intention to adopt mobile technology as a
delivery model for library services by academic librarians in the UOTs in

KwaZulu-Natal.

e To determine the perceptions of the academic librarians at the UOTs in
KwaZulu-Natal on the usefulness of mobile technology as a delivery

model for library services.

e To determine the perceptions of academic librarians at the UOTs in
KwaZulu-Natal on the efforts required to successfully adopt mobile
technology as a delivery model for library services.



1.8.

1.9.

e To determine the facilitating conditions that might be contributing to
behavioural intensions for academic librarians at the UOTs in KwaZulu-

Natal to adopt mobile technology to provide library services.

CRITICAL QUESTIONS
The study seeks to provide answers to the following questions:

1) Are there social influences contributing to the behavioural intentions to
adopt mobile technology by academic librarians at the UOTs in KwaZulu-

Natal?

2) What are the perceptions of academic librarians at the UOTs in
KwaZulu-Natal on the usefulness of mobile technology as a delivery

model for library services?

3) What are the perceptions of academic librarians at the UOTs in
KwaZulu-Natal on the efforts required to successfully adopt and use

mobile technology as a delivery model for library services?

4) Are there any facilitating conditions contributing to the adoption of mobile

technology by academic librarians at the UOTs in KwaZulu-Natal?

RATIONALE AND SIGNIFICANCE OF THE STUDY

Studies such as that of Corrall (2015: 227); Lucas (2020: 8); Nakitare et al.
(2020: 340) suggest that academic librarians in today’s world need to possess
extra skills that will allow them to work in a digital world and to be able to use
new technologies to provide services. Hence, it was vital for this research to be
conducted to determine the various factors contributing to the adoption of
mobile technology, and to understand how academic librarians in the UOTs feel
about the adoption of mobile technology as a delivery model for library services.
It is hoped that the findings of this research will help to make academic
librarians identify their weaknesses, challenges, and their strengths regarding
the use of mobile technologies to provide library services in their respective
libraries. The different perspectives held by academic librarians at UOTs in KZN
might help other academic librarians to identify personal gaps such as the need

for new skills and knowledge, training needs and other areas of improvement



1.10.

1.11.

1.12.

in their field. The knowledge collected from this research might assist not only
academic librarians, but also other institutions of higher learning, in identifying
various ways of embracing and adopting mobile technologies to serve todays’

users.

RESEARCH DESIGN AND METHODOLOGY

A qualitative approach was used to collect and analyse qualitative data from
the participants in order to generalise findings. In the process, a purposive
sampling approach was adopted to ensure relevant and reliable data from
participants who were responsible for providing information services to their
respective library users at the OUTs in KwaZulu-Natal. The interview schedule
was pre-tested to determine its reliability and validity. The 11 participants were
interviewed via the MS Teams platform using a semi-structured interview
schedule. In this study, data were then analysed using NVIVO software to

generate themes as thematic analysis was also utilised.

SCOPE AND LIMITATIONS OF THE STUDY

This research focused on the academic librarians directly involved in marketing,

promoting, and training library resources, services, and facilities at the UOTs in

KwaZulu-Natal. The researcher focussed on UOTs, as currently, UOTs are
using their technological strength as one of the main strategic points to market
themselves as institutions which use technology to enhance research, teaching

and learning to potential students and staff (Rambe 2016: 86).

DEFINITION OF KEY TERMS

1.12.1. Academic Library

A Library that is attached to an institution of higher education such as a college
or a university and exists to serve the university or college stakeholders’ such
as students and staff (ALA 2021: para.1 line 1).



1.12.2. Academic Librarians

Academic librarians are library staff members employed at university or college
libraries who are accountable for obtaining, systematising, managing, and
disseminating library resources and also ensuring that library services meet the

needs of its users (Mabweazara 2018: 73).

1.12.3. Fourth Industrial Revolution (4IR)

The Introduction of massive automation and artificial intelligence and the
decline of industrial jobs (Peters 2017: 3).

1.12.4. Information Literacy

American Libraries Association (ALA) 2016 as cited in Mann (2019: 83). defines
information literacy as the ability to identify when there is a need for information,
understand where and how to find such information, and be able to evaluate

and use the information effectively and ethically.

1.12.5 Library Services

This refers to the services such as library catalogue/OPAC, access to e-books,
e- journals, e-newspapers, book loans and renewals, information service
consultations or subject librarians’ consultations, past exam papers access,
mobile printing and scanning, study group rooms, research guides, awareness
services, SMS communication, access to information literacy training, guides,
videos, presentations and tutorials (Matthews 2017: 116; Cristobal 2018: 1).

1.12.6 Mobile Technology

Mobile devices are cell phones, laptops, notebooks, netbook computers, audio
mp3, cameras, iPads, and other devices that can be used to access the internet,
messages, and email as well as offer other tools to create digital content and
other technological activities (Lippincott 2010: 210).

1.12.7 University of Technology

“A University of Technology offers technological career directed educational

programmes, focuses on innovative problem-solving research, and engages
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with government/business/industry communities as end-users” (CET 2020:

para.5 line 1).

1.12.8 Virtual/digital Libraries

1.13.

This is a library with no physical wall or building exists to serve users via an
electronic platform. These types of libraries are also known as digital libraries
(Li et al. 2019: 22; Ubogu 2021: 134).

STRUCTURE OF THE DISSERTATION
Chapter 1: Introduction and Background of the study

Chapter one of this dissertation provides a detailed introduction, context of the
research, background of the study, research problem, purpose of the study,
objectives of the study, critical questions, rationale for the study and the
significance of the study, the scope and limitations of the study, definition of key

terms, and the structure of the dissertation.
Chapter 2: Literature Review and Theoretical Framework

This chapter starts with a detailed discussion on the chosen theoretical
framework, UTAUT. The UTAUT constructs are also highlighted with
discussions on how each construct align with the objectives of the study.
Following the theoretical framework are discussions of literature related to the
study as follows: history of mobile technology in libraries; academic librarians
and mobile technology; the impact of mobile technology in academic libraries;
mobile technology challenges; and mobile devices usage at universities and

the changing role of academic librarians.
Chapter 3: Research Design and Methodology

This chapter provides a description of the research design, population, ethical
considerations, confidentiality and anonymity, data collection, validity and

reliability, delimitation, limitations of the study, and data analysis technique.

Chapter 4: Data Presentation and Analysis

11



This chapter discusses in detail the data analysis, presentation of the interview
data, achievement of the study objectives, and how the critical questions were

answered by the study.
Chapter 5:Key Findings

This chapter summarises the study’s main findings based on the purpose, aim

and objectives of the study.
Chapter 6: Conclusions, Recommendation and Contributions of the Study

The chapter begins by restating the problem and drawing conclusions based
on the study's objectives. An overview conclusion is presented. This chapter

concludes with recommendations and explains the study's relevance.

1.14. CHAPTER SUMMARY

The introductory chapter aimed to provide a general overview of the study. This
emphasised both the importance and the relevance of the study. It was critical to
indicate how the study would contribute to the body of knowledge by filling the
gaps identified in the literature. An analysis of the research problem was given in
Chapter One, along with the objectives of the study. The study explained key
concepts related to the phenomenon based on their importance. The chapter also
provided the background of the institution’s studies, critical questions and the
definitions of key terms in the study. The next chapter will provide details of the
theoretical framework used to guide the study as well as the various literature

related to the undertaken study.
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2.1.

2. CHAPTER TWO: LITERATURE RIVIEW AND
THEORETICAL FRAMEWORK

INTRODUCTION

A literature review provides an opportunity for the researcher to highlight the
link or the relations between various sources of information related to the
undertaken research. It is a process that allows the researcher to display the
identified theories and previous research, which played a role in influencing the
researcher to choose and adopt a particular research methodology (Palmatier,
Houston and Hulland 2018: 4; Fink 2020: 6). The literature review process
assists in identifying new ideas that require development. It also helps
researchers to understand further the field of research and identify authoritative
sources specialising in the field of the researcher’s choice (Machi and McEvoy
2016: 3).

A literature review is a process that helps researchers to connect their research
ideas with existing literature as well as identify research gaps. One of the
reasons why the researcher embarked on this research was the existing
literature suggesting that academic librarians should be using mobile
technology to provide services in their libraries. All research needs to be
informed by existing knowledge in the field of study; hence, the researcher also
consulted relevant literature to assist in developing this research. A literature
review can also assist researchers to build ideas that could be of benefit to the
field (Hart 2018: 3).

The literature consulted by the researcher encompasses aspects such as
mobile technology in academic libraries, academic librarians and mobile
technology, the history of mobile technology, mobile technology challenges,
mobile device usage at universities, and the changing role of academic
librarians. This chapter provides detailed information about existing literature
related to these aspects, as well as a discussion on how the theoretical

framework chosen for the study was used to guide the researcher.
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2.2.

THEORETICAL FRAMEWORK

Many frameworks can be associated with this research. Various theoretical
models such as the Social Cognitive Theory (SCT), the Technology-
Organization- Environment framework (TOE), the Motivational and Self-
Determination Theory (MSDT), the Technology Acceptance Model (TAM) and
the Unified Theory of Acceptance and Use of Technology (UTAUT), have been
used to analyse the adoption of mobile application and other Information
Communication Technologies (ICTs). However, the UTAUT has been identified
and considered as the best model with much better analytical capacity than the
other models (Palau-Saumell et al. 2019: 2). The Unified Theory of Acceptance
and Use of Technology (UTAUT) was applied to underpin this research. Oye,
lahad and Rahim (2014: 107); Williams, Rana and Dwivedi (2015: 444) define
the UTAUT as a framework that can be used to guide those who are researching
the behavioural intention, adoption, acceptance and usage of ICT and
technology in general for teaching, research and learning. Mukred et al. (2019:
35693) concur that the UTAUT framework is more relevant and reliable to
researchers who wish to examine behavioural intentions, acceptance and use

of a new system or technology.

2.2.1. UTAUT constructs

According to Wong (2015: 2), the UTAUT is considered the best model to
analyse the adoption of mobile application and Information Communication

Technology (ICT), as it also comprises elements from the following theories:
e Social Cognitive Theory (SCT)
e Innovation Diffusion Theory
e Blended Theory of Planned Behaviour
e The Theory of Reasoned Action (TRA)
e The Model of PC Utilization
e The Technology Acceptance Model (TAM)

e The Motivational Model (MM)
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e Theory of Planned Behaviour (TPB)

The concepts investigated by the current research are covered by most of the
eight listed models; hence, it is practical to adopt the UTAUT model because it
includes all the mentioned aspects. “UTAUT is based on the information that
people would have a more positive attitude while using a system which satisfies
their performance expectancy as well as their expectancies about their efforts
and facilitates their work conditions with social support” (Donmez-Turan 2019:
1383). This statement supports the idea of using the UTAUT model in research
that looks at the attitude of people toward the introduced technology within an
organisation; this contributed to the researcher choosing this model as an

appropriate one for the current research.

Hsu (2012: 45) confirms that the UTAUT model holds four key constructs: the
social influence, effort expectancy, performance expectancy and the facilitating
conditions. Performance expectancy, social influence and effort expectancy are
the three constructs suggested by the UTAUT theory as being the direct
determinant of a user’s intention to adopt technology and the user’s behaviour

towards the adoption of technology (Ahmed et al. 2017).

2.2.1.1. Social influence

Nysveen et al. (2016: 295) indicate that social influence can be defined as the
degree to which the studied population is convinced or encouraged by others
to use technology. In this case, one of the objectives of the study was to
determine how other colleagues and the library users such as students and
staff, contributed to making academic librarians consider adopting mobile
technology as a delivery model for library services. Rempel and Mellinger
(2015: 45) also suggested that the UTAUT model is very useful for research
that includes an investigation into how people influence the adoption of
technology by others. The current study also investigated the possibility of the
library user’s influence that could have contributed to the academic librarians’

adoption of mobile technology in providing library services.
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2.2.1.2. Effort expectancy

Dwivedi et al. (2019: 723) suggest that effort expectancy deals with the degree
of ease concerning the use of technology by the studied population. This
reflects on the importance of the user-friendliness of the technology, which
would then play a role in determining the intention to use the technology.
Morales and Trinidad (2019: 4) indicate that effort expectancy also deals with
analysing the number of efforts required to use or adopt a technology. One of
the study's objectives was to examine how academic librarians perceive the
efforts needed to adopt mobile technology. Specific questions were designed
to collect data in this regard. Some of the questions focussed whether librarians
were finding it easy to understand, use, and market mobile-based services, as
well as how much knowledge librarians had regarding what mobile technologies

can do for libraries.

2.2.1.3. Performance expectancy

According to Bhatiasevi (2016: 801), performance expectancy is regarded as
the strongest construct that can assist in identifying and analysing the attitude
toward the use and behavioural intention of the targeted population to use
technology. This construct deals with determining the perceived benefits if the
technology is adopted (Jacob and Pattusamy 2020: 37). The study's second
objective was to determine the perceptions of academic librarians about the
usefulness of mobile technology for delivering library services. In the interview
schedule, librarians were asked whether mobile technology makes their jobs
easier and if users are using mobile technology to access library resources
efficiently. The study's objective and questions aligned with this construct, as

described above.

2.2.1.4. Facilitating conditions

Facilitating conditions can be defined as the user’s views on the availability of
resources for assistance and organisational assistance and interventions
aimed at assisting the user. The facilitating conditions such as the availability of
user guides, IT support and organisational culture support, are believed to have

a direct and positive influence on the use of technology (Khechine, Raymond
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2.3.

and Augier 2020: 2). In a study by Chang (2013: 479), it is suggested that the
facilitation condition, which is one of the UTAUT constructs, plays a significant

role in influencing how information technology is used and adopted.

Alajmi and Alotaibi (2020: 157) also concur that as a construct, facilitating
conditions refers to the extent to which a person perceives that there is an
organizational and technical infrastructure that supports the use of the system.
The last objective of this study was to determine the enabling conditions that
might be contributing to academic librarians at UOTs in KwaZulu- Natal
adopting mobile technology in their library services. As part of achieving this
objective, questions were formulated to assess if there are reasons or activities
that encourage librarians and their libraries to adopt mobile technology for
services. Furthermore, participants were asked to describe what kinds of
support their library or institution provides to promote the adoption of mobile
technology and if there are any barriers to mobile technology adoption in their

respective institutions.

LITERATURE REVIEW

2.3.1. History of mobile technology in libraries

The development and growth of Information Communication Technology over
the past20 years have hugely impacted academic libraries on how they offer
services (Upadhyay 2015: 75). The history of mobile technology in libraries is
very vague, as various sources point to different years for different milestones.
Dresselhaus and Shrode (2012: 83), argue that libraries started moving toward
mobile technology around the 1990s, when libraries in America used mobile
technology for their users to search and read electronic text on what use to be
called PDAs (Personal Digital Assistance). Bolton-Palumbo (2014: 183) argues
that most of the libraries worldwide started using mobile technology effectively
in the mid-2000. Library users were able to use mobile phones to download
audiobooks, search the library catalogue and receiving text notifications about

the library’s operation times and book loan notifications.

Academic libraries in African universities started moving towards adopting

mobile devices in the mid-2000. As early as 2006, students in some academic
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libraries in Nigeria and Tanzania were already using mobile devices to access
and search the library catalogue, receiving IN FULL (SMS) from libraries about

book loans, sharing tutorial dates and venue details (Ocran 2017: 11).

A study conducted by Mpofu (2016: 928) indicates that previously, libraries
depended largely on big buildings for space, and that due to the lack of
resources and funding in higher education, librarians are forced to move
towards mobile technology. Today, gadgets such as e-book readers,
smartphones, tablets, and other mobile devices have become essential tools of
libraries, as they are part of the future of information retrieval used by many
students in universities. The need for academic libraries to move towards using
modern technology to provide services was also part of the libraries’
conversation in early 2000. Hisle (2002: para. 7 line 2) hinted in the early 2000s
that the future of academic libraries should also focus on investing in services
that fit well with modern users and that such services should be accessed from
anywhere. However, in 2015, Akeriwa, Penzhorn and Holmner (2015: 285)
stated that “there is an undisputed need for libraries in developing countries to
be on the same level with technological advances as the rest of the library
world. However, the implementation of social media and the use of mobile
communication for service delivery are trends that are yet to be fully embraced
by academic libraries in sub-Saharan Africa and other places in the developing
world”. The author used this statement to argue that the conversation about
using mobile devices to access library services has been there. However,
academic libraries, especially in African universities, have not yet reached the

stage where mobile technology is used effectively to enhance library services.

After the year 2010, libraries in China, including academic libraries, started
using a mobile App called WeChat to disseminate and engage with students.
WeChat was used to share new services, videos and tutorials, live chat with
librarians, video calls, and many other services. Users could follow the library
account to access and enjoy the benefits and this was most appreciated by
students (Xu et al. 2015: 22).

Between 2013 and 2015, IT organisations and libraries in the UK started putting
together a working group to discuss more collaborative approaches to service
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delivery in the new century. A working group called “libraries of the future” was
established to investigate the ways of providing smart and quick services using
new technology. Mobile technology was one of the major technologies
described as the disruptive innovation technology that librarians should

embrace and use to benefit users (Tait, Martzoukou and Reid 2016: 2).

2.3.2. Academic librarians and mobile technology

In the 90s, Rice-Lively and Racine (1997: 31) hinted that the function of the
librarian seemed to be evolving from the keeper of the books to that of Network
Navigator. Maideen (2017: 124) and Hamad, Farajat and Hamarsha (2018:
438) confirm that in today's world, mobile technology is seen as providing an
opportunity for academic librarians to distribute their services to the university
community without getting everyone to physically visit the libraries. Saragossi,
Costello and Kasten (2018: 200) state that traditional libraries are changing to
become digital and virtual libraries and that librarians have to adjust to these
technologies as they have to provide services using new formulas and methods

required by today’s generation.

The results of a study by Wang et al. (2016: 666) shows that students in
academic institutions have the highest level of mobile technology adoption and
are very eager to use their smartphones and devices for academic work and
research. Johnson (2019: 39) suggests that academic librarians need to start
using mobile technology to enhance and provide quick and easily accessible
services to today’s users. Abdekhoda, Gholami and Zarea (2018: 275) also
stress that librarians should take time to learn and understand the different

types of technologies and services that are accessible via mobile technology.

New technologies are constantly evolving, and librarians must ensure they are
prepared to develop, implement, and evaluate rapid changes that could lead to
better services for users. In addition to this, librarians must be able to assess
technology trends and directions holistically and concomitantly respond to
evolving user needs. Using a model like UTAUT can assist librarians in
determining how mobile devices are adopted in their libraries (Andrews, Ward
and Yoon 2021: 2).
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Research conducted at the academic libraries in Malawi suggests that
university students in African universities are very positive and looking forward
to library services accessible via mobile technology. However, there is a need
for studies to be conducted to find out from librarians if they are in favour of using
mobile technology to provide library services (Chaputula and Mutula 2018:
282). Research conducted by King (2018: 9) suggests that academic librarians
in African universities and colleges should learn more and stay alert about these
new technologies. It is alleged that library users stand to gain more when
librarians are well aware of the new trends and technologies such as mobile
technology. Mobile technologies can assist academic libraries in improving and
fast-tracking access to information and resources from any smart device
anywhere, hence academic librarians are expected to provide services using
mobile technologies in today's world. The use of advanced mobile technology in
libraries can improve communication between librarians and their users;
however, institutions have to manage and regulate how mobile technology can

be used within their institutions.

Academic librarians should not only look at using mobile technology for the
sake of using new technology, but rather to provide solutions to challenges
faced by users while accessing library services. The use of mobile technology
should go beyond just providing trending technology but using technology that
provides solutions to today's problems for today's users (Enakrire and Ocholla
2017: 1; Kraft 2018: 4). According to Ihejrika, Goulding and Calvert (2021: 64),
university libraries in Europe and America have adopted mobile technology to
advance their services, maximise their exposure, improve and modernise the
image and online reputation, promote specific library content to reach a wider
University community, as well as to stimulate discussions and online
collaborations. The current study explored the understanding of mobile
technology by academic librarians, and how academic librarians are using
mobile technology, as well the reasons and purposes for mobile adoptions in
the UOTs in KZN.
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2.3.3. The impact of mobile technology in academic libraries

Libraries have changed from using their traditional ways to deliver services and
are now making use of digital spaces as part of library service delivery. The
move has been seen as a way to fit in with the digital times (Bansode and
Shinde 2019: 279). “Mobile devices lead to new forms of engagement with
student learning; so academic libraries are expected to be strong partners in
the teaching and learning processes of their institution” (Kubat 2017: 120). This
statement can be used as confirmation that academic librarians are expected to
provide library services using mobile technologies to reach the wider university
community, as well as to remain relevant. Yoon (2016: 687) confirms that
academic libraries have started using mobile applications to allow users to
access essential services such as searching the library catalogue, viewing
library events, receiving messages and notifications. Some of the services
accessible via mobile technology offered by libraries to strengthen relationships
include the OPAC searches, access to electronic resources, library chat
facilities, and library online surveys and polls that are accessible from anywhere
via mobile devices (Abata-Ebire et al. 2019: 7).

As much as studies such as those of Canuel and Crichton (2017: 5); Chaputula
and Mutula (2018: 277) suggest that students are capable of accessing library
services via mobile technology, Dold (2016: 680) argues that academic libraries
will need to make instructions on how students can use mobile technology for
academic learning. A study conducted by Dold (2016: 681) found that students
were using their mobile devices and smartphones to access academic work.
However, students were battling to use their mobile devices to access and
conduct library research work. Students are now recognising mobile technology
as a medium that can assist libraries to strengthen relationships with users,
especially those accessing the library remotely. According to Elahi, Islam and
Begum (2018: 38), as the world is becoming a global village, the use of mobile
devices to communicate and access information has become an essential part
of any organization’s success. People are now willing to use advanced
technology such as mobile technology in their daily lives; thus, it has become
vital for institutions such as libraries to adopt mobile technology in providing
services.
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According to Liu and Briggs (2015: 134), common mobile services offered by
most academic libraries are mobile-friendly access to the library’s catalogue,
information literacy services, e-books and e-journal user-friendly access, and
library surveys using QR codes on mobile devices. Some academic libraries are
now using mobile devices to promote library services via social media services.
This has been done to promote real-time and live communications with users
on and off campuses, without physically communicating with users. It is also
confirmed that academic libraries are using mobile devices to promote their
digital resources which are now used more than before (Xu et al. 2015: 22).
Margam and Dar (2017: 110); Mansouri and Asl (2019: 50) indicate that
academic libraries are also providing services such as ask- a-librarian, current
awareness, renewal requests, due day reminders, and overdue notification
services. These services are provided to keep up with the current trends and to

stay relevant to the current user.

Academic libraries are confronted with new challenges such as the change of
delivering higher education instructions, the new type of students in higher
education systems, and the increase in the use of open access and educational
platforms that currently exist. Mobile technology has been seen as a solution to
the mentioned challenges and academic libraries should be taking these as
opportunities rather than challenges (Saunders 2015: 286). Ball (2019: 4)
argues that due to the increasing growth and usage of mobile technology,
academic libraries will no longer be focusing on open source soon but rather
on open data, if not open science. In addition, academic libraries are now
required to demonstrate their value within their institutions and mobile
technology provides that opportunity to display the value through mobile
technology. This shows the significance of mobile technology has for academic
libraries and their future in the dissemination and delivery of services. Through
determining the various social aspects, facilitating condition, performance
expectancy, and effort expectancy, the current study explored how mobile
technology is influencing the change in service delivery by academic libraries in
the UOTs in KZN.

22



2.3.4. Mobile technology challenges

Guiding students to use these mobile technologies is one of the main challenges
faced by teaching and learning departments, including libraries that are
embarking on using mobile technologies. Furthermore, the lack of training and
proper awareness activities on the use of mobile devices continues to create
barriers in using mobile technologies in many libraries (Al-Daihani et al. 2018:
332). The small and inadequate budget has also been identified as a potential
barrier for academic libraries to adopt new information communication
technology such as mobile technology, in some institutions (Tait, Martzoukou
and Reid 2016: 3).

Mobile technology has provided more benefits than disadvantages. However,
Ngesi et al. (2018: 2) argue that mobile technology has been seen as a disruptive
technology in both the basic and higher education sectors. In some institutions,
students have been disrupting classes by using cell phones to chat and send
messages during classes and these have disrupted many institutions. As a
result, some institutions have banned the use of cell phones in class due to
radical disruptions experienced by teachers and lecturers. Ngesi et al. (2018:
2); Ruxwana and Msibi (2018: 2) confirm that the South African youth in
universities have access to smartphones and tablets and this allows for
universities to introduce the concept Bring Your Own Device (BYOD). However,
concepts such as BYOD may be disadvantaging students who come from
disadvantaged backgrounds and the main benefactor could be those who are
better off. This, in return, may contribute to inequality in education. Dania et
al. (2016: 32) confirm that since the acceptance of mobile devices and the
inception of BYOD to be used as part of learning, most students are still using
their mobile devices for social activities even during learning time. Students are
now spending more time on social activities than on their academic work. In
some cases, students stopped using the library and started using sources such

as Wikipedia as a main source to complete academic research and projects.

A study conducted by Abbas, MacFarlane and Robinson (2017: 184) revealed
that when students did use their mobile devices to access legal information via
library platforms, poor usability and limited functionality were some of the
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concerns raised by students. Law librarians who were also interviewed indicated
that mobile devices were best suited for short readings. The study also reveals
that students requested that librarians should provide faster library smartphone
apps with fewer distractions and no pop-ups as they contribute to more
distractions. Owusu-Acheaw and Larson (2015: 94) recommend that academics
should collaborate with librarians to work toward encouraging students to limit
the time spent on social media sites. Librarians can assist in encouraging
students to spend less time on social sites per day and to spend more time on
their devices accessing reliable and relevant academic resources and reading
novels. This shows that academics need librarians in the fight against the use

of irrelevant and unreliable sources.

The study also shows that the use of social sites had affected the academic
work of students in a negative way, hence the librarians were needed to help
change the situation at some universities in Ghana. Hanbidge et al. (2015: 110)
indicate that because of students not utilising academic resources using their
mobile devices, academics found it necessary to collaborate with librarians at
some of the university campuses in Canada. A Mobile information literacy (MIL)
program was designed to encourage students to use their mobile devices for
academic purposes. Renison University College embarked on the MIL program
to contribute to the positive practices that universities can use while adopting
mobile technology for research and learning. The findings by Hanbidge et al.
(2015: 113) suggested that mobile information literacy programs should be
ongoing and incorporated into the students’ academic curriculum to avoid

students disregarding the program, if not part of the curriculum.

Mobile technology is now considered essential in distributing and sharing
information. However, Kim (2017: 72) argues that mobile technology also
contributes to the ever- increasing sharing and distribution of fake news.
Students at universities are now sharing more information without taking the
time to verify if the information is true or not. Due to the overwhelming use of
mobile technology used for various purposes in academic institutions back in
2013, Dewa and Mutula (2013: 154) suggest that institutions should consider
developing policies that would serve as a guideline on the usage of mobile
technology in academic libraries. A study at the University of Zimbabwe found
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that there was considerable inappropriate use of mobile technology by students
during classes. The misuse of mobile devices included students trying to
access explicit websites, staying on chat sites, and having cell phone rings
during learning time. The university did not have any guidelines or policy on
how, what, where, and when these mobile devices should be used, so there
were many disruptions and misuse of the devices even during academic
sessions. The study suggested that libraries and institutions, in general, should
develop mobile phone policies and guidelines to help manage and regulate the

usage of mobile devices at the institutions.

“The classroom student’s learning is highly affected by the use of personal
devices by other students causing disruptions during class time with cell phones
ringing, text messaging, receiving and sending e-mails, as well as using social
media sites such as Twitter, Face book, and LinkedIn” (Kim 2017: 74). Due to
these kinds of disruptions, academics are forced to make decisions on whether
to allow students to use mobile devices in class even though the world has
moved towards using mobile technology for learning. It is becoming vital and
empirical that institutions of higher learning should create policies and
guidelines that may be used to regulate and provide guidance on the use of
mobile technology for learning (Mirembe, Lubega and Kibukamusoke 2019: 73).
The current study also aimed at exploring various challenges faced by
academic librarians in providing library services that are accessible via mobile

technologies.

2.3.5. Mobile device usage at universities

Bagui and Mwapwele (2019: 83) hint that due to the usage of mobile devices to
access learning materials and accessing online learning classes, there is a
possibility of face-to-face classes fading sooner. The emergence of Massive
Open Online Courses (MOOCs) and the freely accessible Open Educational
Resources (OERSs) are also contributing to the high usage of mobile devices by

students at universities worldwide.

In South African and Australian universities and colleges, students have
adopted mobile technology. Students are now using their smartphones and

tablets to apply for jobs using online platforms as well as to communicate daily.
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Over 80% of students in Australia bring laptops and smartphones to class for
learning purposes (Roberts and Rees 2014: 415; Shava and Chinyamurindi
2018: 2). According to Saavedra (2018: 73) students in the New Zealand
universities uses mobile devices to access learning material, maintain social
connections and manage workflows. Some of the social factors contributing to
such usage include lecturer's influence, task completion, pedagogical
approaches and social influences. Saavedra also reiterates: “The increase in
mobile devices can be seen to have facilitated the increase in a more flexible
approach to teaching and learning”. Mobile technology is in many ways
contributing to the change of academic learning delivery in institutions of higher

learning.

De Kock and Futcher (2016: 27) argue that universities in South Africa are
warming to the concept of Bring Your Own Device (BYOD) and are encouraging
students and staff to use mobile technology as part of students teaching,
learning and research. However, challenges such as cybersecurity and
cyberbullying are also starting to develop more amongst students in
universities, due to the high usage of mobile technology by students. Some
universities are using mobile learning applications as a way to measure their
students’ readiness towards mobile technology. As a result, mobile devices are
used as blended learning tools to complete formal and informal assessments.
Mobile learning provides students with instant access to earning resources from
anywhere. Students can complete assessments and submit assignments and
projects without face-to-face sessions with instructors (Delcker, Ifenthaler and
Honal 2016: 60). The current updated national policy for libraries in South Africa
is also advocating for libraries to move towards designing information literacy
programs such as digital literacy, web literacy, traditional information literacy
that can be offered via mobile technologies and not only in physical spaces
(NLSA 2018: 36).

Almaiah, Alamri and Al-Rahmi (2019: 174674 ) argue that it is vital for
institutions to conduct surveys to find out from students about the acceptance of
the mobile learning application. Failure to use or acceptance by students to
utilise these new developments will lead to either success or failure of mobile
technology effectiveness towards learning. Therefore, institutions are
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encouraged to conduct surveys to determine the students’ acceptance of these
mobile learning applications. The current study looks at finding out the type of
users who are requesting services that are accessible via mobile technology as
well as the type of services that academic librarians are proving via mobile
devices. Furthermore, the current study also aims at finding out from academic
librarians if their libraries have conducted surveys to find out if users (specifically
students), have access to devices with the capability to access library services

provided by the library.

2.3.6. The changing role of academic librarians

Pospelova, Tsurtsumia and Tsibulnikova (2018: 654) confirm that the role of an
academic librarian is changing, as in the past, librarians mainly focussed on the
products of scholarship. Today, their focus is on understanding and examining
the process of scholarship. Librarians in academic institutions are now valued
and seen as strategic partners whose new roles are linked to the institution’s
mission. They are now recognised as staff who contribute to strengthening the
university’s ability to influence research and to the institution’s global repute
(Nitecki and Davis 2017: 9). Some of the new roles today include academic
librarians as the liaison for faculties and departments within the institution as
well as playing a role as embedded librarians The benefits of being
knowledgeable, self-confident, hands-on, and technologically savvy enable
academic librarians to be successful in these new roles. Pospelova, Tsurtsumia
and Tsibulnikova (2018: 653) concur with Chanetsa and Ngulube (2016:152)
that academic librarians no longer just provide support for faculties and
departments, but rather act more like partners and leaders, helping faculty and
students navigate a rapidly changing landscape that requires continuous

support.

Academic librarians play specific roles to library users and with technology
changing how business and information services are rendered, academic
librarians’ roles are also changing. At first, technology was seen as a disruption
of the traditional ways of providing services in libraries including academic
librarianship. Today, librarians, including academic librarians, are seeing
technology as a positive game-changer in the librarianships field (Tait,
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Martzoukou and Reid 2016: 3). Librarians' evolving roles, as mentioned above,
can be regarded as facilitating conditions that contribute to the adoption of

mobile technologies in academic libraries around the world.

Shonhe and Jain (2017: 2); Acheampong (2019: 21) concur that, aspects such
as mobile technology are contributing to how the role of academic librarians is
changing in today’s world. Librarians are now channelling their services via
mobile technology, which is a role that did not exist in the past. Mobile
technology is affecting how academic librarians conduct information
dissemination. Academic librarians as advocates and leaders in the information
world also purchase mobile applications to use as agents of information to
support today’s users. Morgan, Gipson and Robinson (2019: 79) argue that as
a way of reducing costs in academic libraries, librarians are now expected to
consider building mobile applications from scratch with the assistance of IT
consultants. The current study also looked at how mobile technology is
contributing to the changing role of academic librarians in the UOTs in KwaZulu-
Natal, South Africa.

CHAPTER SUMMARY

This chapter discussed various local African and global literature that talks
about the use of mobile technology by academic librarians. With libraries moving
towards digital and virtual libraries, literature on the challenges and issues
affecting academic libraries and librarians in using mobile technology was
discussed to highlight how these pieces of literature support the study
embarked by the researcher. This chapter also provided a brief history of how,
when and why libraries started using mobile technology globally and in African
universities. The literature explored in this chapter also assisted in confirming
that mobile technology is indeed an appropriate tool that can play a role in
providing library services for the current library user. The UTAUT theoretical
framework was discussed as the framework associated with the study.
Furthermore, the four UTAUT constructs were also discussed in detail, with
indications of how each concept fits with the objectives of the student. The used
framework supports and guides the research conducted to investigate the
behavioural intentions, adoption, and acceptance of Information
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Communication Technology (ICT) such as mobile technology. This chapter

also discussed the literature showing examples of

how other academic libraries and librarians are using mobile technology to

enhance their services to benefit users.
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3.1.

3.2.

3. CHAPTER THREE: RESEARCH DESIGN AND
METHODOLOGY

INTRODUCTION

In this chapter, the researcher elaborates on the methodology used in the study.
The chapter discusses the research design, population and sampling, ethical
considerations, study limitations and delimitations, data collection and data
analyses used. The researcher highlights the justification of the design,
methodology and other choices undertaken in the study to satisfy the
requirements of the research objectives and to address the research problem.
The researcher chose the method, design, and tools that were deemed
appropriate to ensure that the research questions of the study were answered.
The four research questions of the study, as indicated in Chapter One, were as

follows:

Are there social influences contributing to the behavioural intentions to adopt

mobile technology by academic librarians at the UOTs in KwaZulu- Natal?

What are the perceptions of academic librarians at the UOTs in KwaZulu- Natal

on the usefulness of mobile technology as a delivery model for library services?

What are the perceptions of academic librarians at the UOTs in KwaZulu- Natal
on the efforts required to successfully adopt and use mobile technology as a

delivery model for library services?

Are there any facilitating conditions contributing to the adoption of mobile

technology by academic librarians at the UOTs in KwaZulu-Natal?

Details are also provided in this chapter on how themes were identified using
the NVIVO application, to make sense of the qualitative data collected.
RESEARCH DESIGN

Gill (2020: 4) and Anderson (2017: 1) identified several varieties within
qualitative research: biographical, phenomenology, grounded theory,
ethnography, case studies, and narrated participant action. Authors (Al-
Ababneh 2020: 77; Alharahsheh and Pius 2020b: 42) confirm that the
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qualitative approach is linked to a type of phenomenology or paradigm referred
to as interpretivism. Interpretivism allows for research areas such as cross-
cultural differences, issues of ethics as well as individual views and opinions to
be collected (Dudovskiy 2019: 1). This study followed a qualitative approach.
The study collected the academic librarians’ perspectives about the use of
mobile technology in providing library services; hence, interpretivist
phenomenology was followed. According to Makombe (2017: 3370), qualitative
research is interpretive and phenomenology allows interpretivism research data
collection and analysis to occur at the same time. Furthermore, Interpretivism
aims to include the richness of the insights gathered by researchers and for the
researcher to explore deeply these insights from research participants
(Alharahsheh and Pius 2020a: 41).

Table 3.1: Summary of the research method, design and tools used in the study.

Research design Interpretivism

Research method Qualitative

Nature of knowledge Subjective

Data collection tools Interview (semi-structured)

Data analysis Thematic descriptive codes and actual responses

Table 3.1 provides a summary of the research paradigm, nature of knowledge,

method design tools, and the approach to data analysis.

RESEARCH METHOD

Roller (2019: 1) and Jamali (2018: 201) confirm that researchers use a
qualitative or quantitative approach, or even both, known as a mixed methods
approach, when investigating or conducting research. This study employed a
qualitative approach. Rallis and Rossman (2017: 4) suggest that qualitative
research is a method whereby the researcher investigates and systematically

gathers information about a certain phenomenon to get the personal views of
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those involved in the process. This methodology was found to be more
appropriate for the study because it allowed the researcher to collect the views
of individuals about a particular issue. The researchers employed interpretative
investigation to understand the matter being studied in the process also
creating knowledge and understanding of how best to meet the research goals
and objectives and practical considerations, such as scheduling appointments
with the targeted academic professional librarians experiencing the situation. In
this case, the study concentrated on finding out the perceptions of librarians on
the use of mobile technology to deliver library services. Semi-structured
questions were used as a data collection tool for this study. Interviews with
semi-structured questions are effective for researchers who need to collect
qualitative, open-ended data, to dig deeper into a topic's scope, thoughts,
feelings, and beliefs (Dedonckheere and Vaughn 2019: 4; Mahat-Shamir,
Neimeyer and Pitcho-Prelorentzos 2021: 83).

POPULATION

The population refers to the total number of humans or objects available to be
included in a study or enquiry (Dorling 2020: 65). This study was conducted at
two UOTs in KwaZulu-Natal, the DUT and MUT. DUT employs just over 3000
staff including contract personnel across the 7 campuses in the Durban and
Pietermaritzburg cities. MUT employs more than 500 permanent and contract
staff members. The researcher consulted with HR officials from both institutions
for confirmation of the number of staff employed. Sampling was used to save
time as studying the total population would have required an extensive amount
of time. In line with the objectives and the purpose of the study, only library staff

members were sampled for this study.

Academic libraries in the UOTs employ library staff to perform different duties
due to their experiences and qualifications. Academic libraries in UOTs
commonly employ library staff in positions such as library directors, deputy
directors, library managers, faculty/subject librarians, Research
support/postgraduate librarians, library assistants, and stack attendance as

well as student library assistants (ALA 2016: 1; Raju2017: 132). A special group
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of library staff that the researcher finds to be relevant to the study were sampled

for this study.

3.4.1. Target population

The target population refers to a group of people or units from which a
researcher wishes to observe, and these becomes the focus of the study
(Barnsbee et al. 2018: 751). The target population for this study was the
academic librarians in the UOTs in KwaZulu-Natal. Librarians that serve
academic institutions are referred to as academic librarians (ALA 2021: Para 1,
line 2). Academic libraries employ librarians to take over various responsibilities
and to perform various roles and duties. The common practice in the South
African UOTs is that librarians who are employed to provide professional
information services, often have different classifications or titles. Common titles
include  Subject/Faculty Librarians, Information Librarians, Post-
graduate/Research Librarians, Training Librarians, Evening/After-hour Service
Librarians, E-Resource Librarians, and Reference Librarians (Mthembu 2018a:
2). This category of librarians who perform professional services is believed to
be providing services that are directly supporting the teaching and learning and

the curricula of university students and academics (Raju 2017: 255).

To align with the objectives and purpose, as well as to answer the research
questions posed by the study as presented in Chapter One, the sampled
population was limited to library staff members who are employed to provide
professional information services such as marketing and the promotion of
library information resources, information literacy training, user education,
researchsupport, collection development and faculty liaison. DUT has 15 staff
members who provide professional service to the DUT community, while MUT
has 6 staff members who are employed to provide professional services to the
MUT community. The total number of academic library staff members from the
two UOTs in KwaZulu-Natal who met or qualify in the category targeted by the
study, is 21.
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SAMPLING METHOD AND SAMPLE SIZE

3.5.1. Sampling method

The study identified participants who were believed to be key informants to the
enquiry and were available to respond. The researcher purposively selected
academic librarians who are employed to provide professional information
services. The study applied a nonprobability sampling method known as
purposive or judgement sampling for this study. As outlined by Campbell et al.
(2020: 653), purposive sampling allows the researcher to sample participants
strategically, and the sampled participants are capable of responding to the
research questions relevant to the study. This method allows for depth of
understanding rather than breadth of understanding. According to Ames et al.
(2019: 6), purposive sampling involves two types, judgement sampling and
quota sampling. Sekaran and Bougie (2016: 248) confirm that purpose
sampling is a viable sampling method based on the judgment of the researcher
and that the respondents meet a specific criterion to be included as part of the
sample of the study. The sampled librarians were perfect for the study as they

met the requirements stipulated by the researcher.

Vasileiou et al. (2018) state that “qualitative research experts argue that there
is no straightforward answer to the question of how many and that the sample
size is contingent on several factors relating to epistemological, methodological
and practical issues”. Determining the sample size was not an easy task for the
researcher, as the numbers of the target population and sampled population
were very different and there was a substantial gap between the numbers from

the two institutions.

The table below shows the total of the targeted population, a sampled population

and the total number of research participants:

Table 3.2: Summary of target population sampled and research participants

Institution [Target population Sampled population Research

participants
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DUT 74 15 6

MUT 37 6 5

Total 111 21 11

The researcher needed to collect responses from academic librarians who were
responsible for providing library professional information services. Owusu (2018.
: 25) suggests that academic librarians who provide professional services are
normally involved in services such as collection development, information
dissemination, training, and marketing of the library services, resources, and
facilities to the university community. Items such as the university registry
containing a list of students or staff, staff email list, class roster, and telephone
directory may be used as sample frames from which the element of the
population is drawn (Sekaran and Bougie 2016: 240). The lists of academic
library staff members employed at the two UOTs were requested and received
from the respective libraries via email. The lists were used as sample frames.
The researcher also received lists of library staff members who met the criteria
mentioned in the letter of information from the management of both university

libraries, which made it easy to contact the participants relevant to the enquiry.

3.5.2. Sample size

As stated in Section 3.3.2, the study was conducted in two universities of
technology in the KwaZulu-Natal province. The two institutions were selected
as these are the only UOTs in the province. Currently, UOTs are using their
technological strength as one of the main strategic points to market themselves
as the best institutions using technology to enhance teaching and learning to
potential students and staff (Rambe 2016: 86). Universities of technology are
now seen as great ambassadors of technology. The researcher found the UOTs

to be relevant to this study.

It is important to note again that the population was sampled to obtain
participants relevant to the study. The study applied purposive sampling to
ensure that all participants can answer the prepared semi-structured questions.

Determining the sample size for this study was indeed a challenging process
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as the researcher aimed to explain how the sampled size was decided. Boddy
(2016: 427) argues that there is confusion and a gap between theoretical
expectations concerning determining proper sample size. Vasileiou et al. (2018:
2) indicate that experts in qualitative research argue that there is no
straightforward answer to the question of how many participants should be
included in the sample size and that such a decision should depend on the

practical issues and epistemology of the study.

DUT has 15 academic librarians who provide professional services, while at
MUT 6 academic librarians provides professional services to the university
community. The researcher sampled a maximum of 11 participants from a total
number of 21. This study relied on the following recommendations in deciding on

the number of a sampled size:

Bernard and Bernard (2013: 175) recommend that for studies that involve
interviewing knowledgeable or experts in a particular field, the study should
include between 10 to 20 participants. The said number is believed to allow the
researcher to uncover and understand the important categories, if the sampled

category is also well defined in the study.

Shetty (2021: Para 1, line 2) states that some studies have noted that having a
sample size as small as 10 can be extremely fruitful and still yield applicable
results, as long as a clear recruiting process is put in place to ensure validation

and quality of data collected.

Smith and Shinebourne (2012: 53) suggest that researchers that are engaged
in interpretivism studies may sample between 3 and 10 participants for
interviews. However, issues specific to the study should also be considered as

part of the explanation of the actual number chosen as the sample size.

DATA COLLECTION

The researcher prepared semi-structured interview questions that were used to
collect data via interviews with the participants. Some of the benefits of using
semi- structured interviews in qualitative inquiry includes allowing participants
the space to express their views in their terms, as well as providing trustworthy

and comparable quality data (Evans and Lewis 2018: 2). Due to the current
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COVID-19 pandemic, the researcher conducted online interviews using

Microsoft Teams to avoid any physical contact with the participants.

MS Teams is an online tool that allows for audio and video callings that can be
recorded. In the higher education system, Teams, as it's commonly called, is
used among the teaching and learning tools as part of the Microsoft Office 365
suite (Hai-Jew 2020: 7).

Meetings were set up with MS Teams after receiving confirmation from
participants who volunteered to take part in the study. Participants were invited
individually to join MS Teams meetings, which were scheduled at times and
dates that were convenient for each participant. MS Teams was used to
conduct and record the interviews with participants. “If the researcher is audio-
or video-recording data collection, then the recordings must be transcribed
verbatim before data analysis can begin” (Sutton and Austin 2015: 227). MS
Teams is one of the newest tools used in recording interviews, educational
classes, webinars and workshops, training and meetings. It has been identified
as a system that encourages collaboration and enhances communication in
todays’ world (Winqvist 2021: Para 1, line 1). This new tool allowed the
researchers to activate and set up transcriptions for the recordings at the

beginning of each interview with the participants.

The initial time allocated during each interview was one (1) hour. However, all
the interviews took less than the allocated time. The researcher allocated 1 hour
for each interview to ensure that all the follow-up questions could be included in
each interview in cases where participants did not understand the question or
did not answer all aspects of the questions. All the interviews were conducted
in English, as all participants were perceived to be competent in the English
language. The initial plan was to conduct and complete interviews by the end of
December 2020. However, with ethical clearance and the gatekeepers’ letter
process taking longer than expected, interviews were conducted from 17
November 2020 to 30 March 2021.
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3.6.1. Data collection instrument

An interview schedule was used as a data collection instrument (refer to
Annexure F) Interviews have been recommended as one of the most effective
tools for collecting qualitative data in social sciences (McGrath, Palmgren and
Liljiedahl 2019: 1002; Kvalsvik and @gaard 2021: 2).

3.6.1.1 Interviews

The researcher used interviews as a data collection method. This approach
allows the researcher to pose direct questions, and this technique is deemed
as an operational and reliable way of collecting reliable data from research
participants. This method is also appropriate and suitable, as it allows the
researcher to explore in an in-depth way, issues that are unique to the
experiences of the research participants (McGrath, Palmgren and Liljedahl
2019: 1002). In today's world, because of technological advances, qualitative
researchers can use the internet for online interviews to save time (Gray et al.
2020: 1293). The researcher used online interviews to save travelling costs and
time. “Currently, video conferencing is typically used to save costs” (Gray et al.
2020: 1293).

Each participant was provided with an interview schedule to prepare for the
interview. The interview schedules were provided to the participants a few days
before the actual interview. This process was followed to allow participants to
verify and confirm their voluntary participation as this process gives them a
clear insight into the interview questions before the actual interview. A total of
21 semi-structured questions were prepared for the study. The interview
schedule used for participants was centred on finding out the perceptions of

academic librarians on:

e social influences contributing to the behavioural intension to adopt mobile
technology as a delivery model for library services,

e the usefulness of mobile technology as a delivery model for library

services,

e the effort required to adopt mobile technology as a delivery model for
library services, and
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o the facilitating conditions contributing to the adoption of mobile

technology as a delivery model for library services.

The researcher used email communication to transmit the interview schedule
to participants. The purpose of sharing the interview schedule was to allow
the respondents to prepare their responses and to respond adequately as
suggested by Heath et al. (2018: 32). The interview schedule was also
displayed on the screen during the interview to allow the researcher to read
the question, in cases where network problems persisted.

3.6.1.1.1 Profiles of interviewees

Table 3.4 is a breakdown of the 11 interviewed participants from the two
UOTs. The sample size was made up of six (6) professional librarians from
DUT, and five (5) professional librarians from MUT. The professional
librarians consisted of participants employed as a subject or faculty librarians
and research support or postgraduate librarians. The participants are
represented in special codes designed by the researcher to protect the
identity of the participants. Twenty-one questions were included in the

interview schedule.

Table 3.4: Details of interviews and participants’ codes

Date Duration

17/11/2020 48 min 13 sec

20/11/2020 43 min 58 sec

11/12/2020 32 min 28 sec

15/12/2020 44 min 45 sec

15/12/2020 53 min 03 sec

17/12/2020 42 min 18 sec

16/03/2021 23 min 22 sec
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19/03/2021 56 min 24 sec

23/03/2021 22 min 11 sec

29/03/2021 32 min 15 sec

30/03/2021 28 min 23 sec

All interviews took less time than the 60 minutes allocated, with an
average of 22 minutes per interview. The shortest interview took just
under 23 minutes, while the longest interview took 56 minutes and 24
seconds. As confirmed by Maguire and Delahunt (2017: 3355),
researchers may develop special codes to protect the study participants’
details. There are different ways of coding that can assist in protecting the
participants’ identities in a study. The researcher allocated codes for
each interview. Each code was allocated a numerical number. The
special codes are arranged in sequential order in the table. The codes

used are defined as follows:
PLDUT= Professional Librarian Durban University of Technology

PLMUT- Professional Librarian Mangosuthu University of Technology

3.6.2 Pilot testing of the instrument

Hilton (2017: 25) confirms that pretesting is regarded as a highly effective
technique that can be used to improve validity in qualitative data collection
procedures, as well as the interpretation of findings. Researchers use a
pretesting method to confirm or check if the questions are understood and being
interpreted as intended (Hilton 2017: 22). The researcher used a pretesting process
to validate if the questions prepared for the interviews were of good quality and
relevant to the objectives of the study. There are various types of pretesting methods
available for researchers (Lenzner, Neuert and Otto 2016: 1). The researcher
applied a type of pretesting method known as a cognitive interview.
Cognitive is much more relevant and suitable for qualitative interviews as it increased

the validity and reliability of the data collected in a qualitative study (Peterson,
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Peterson and Powell 2017: 3). This method allows the researchers to practise with
their planned questions to actively probe the way participants answer questions
(Lenzner, Neuert, and Otto 2016: 2).

Academic librarians who were not part of the main interviews, were
interviewed as part of pretesting to validate the data collection material.
Interviews were conducted online via MS Teams. Conducting interviews via
the MS team was also in line with complying with the current COVID-19
protocols, as recommended by the South African Government (South
Africa 2021: para.11, line 12) Emails were sent to chosen participants
requesting them to indicate their interest to voluntary participation in the
process. Participants were provided with the interview schedule two (2)
days before the actual interviews to allow them time to confirm if they wish
to continue or retract from the process. The researcher conducted three
interviews with academic librarians who were not part of the main
interviews. This process was followed to identify potential errors, identify
changes to be implemented before the study is carried out, and look at the
warnings regarding the failures and practical problems related to data

collection instruments.

Howard (2018: 8) argues that researchers who use pretesting for a
qualitative study should determine their specific concerns. The researcher
identified both wording issues and face validity as the main concerns of the
study to explore the depth of the responses from participants. During the
pretesting, one of the participants requested that two of the questions be
rephrased. Table 3.5 shows the original questions and the rephrased

questions.

Table 3.5: Original and rephrased questions during pretesting

ORIGINAL REPHRASED
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Do you feel that you have enough
knowledge regarding the use of mobile
technology to deliver library services? If

yes, please elaborate on the

knowledge you have and if no, please
elaborate on the knowledge you feel you

need to learn more about.

How well do you know about providing
library services via mobile devices such

as smartphones, laptops and

tablets? Please share your

knowledge in this regard.

In your view, do you feel the library is
doing enough to make its library services

accessible via mobile devices?

In your view, is your library doing justice
in making services accessible via
mobile devices? If yes, please provide
examples and if no, please elaborate on
what the library should be doing to

make services accessible via

mobile devices.

The researcher prepared two rephrased questions as reflected in the table

above, for cases where participants may not understand the question as it

was experienced during pretesting. However, none of the participants

during the main interviews requested that any of the questions be

rephrased.

3.6.2.1  Data collection challenges

The researcher had to reschedule some of the interviews due to various

reasons. Some of the factors that contributed to the extension of the data

collection period are alluded to below:

e Network and data

some of the participants had network problems while being

interviewed from their homes. The researcher also experienced a

network problem where some of the calls were cut off in the middle

and were rescheduled to a later date. Another challenge in this regard
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3.8

was data, as two of the interviews were also rescheduled when data

was finished in the middle of the interview.
e Load-shedding

This is a common situation in South African, where electricity is cut off
in certain areas for certain periods. The time and dates at which the
electricity is to be cut off are normally announced via social
networks, municipal websites, and other media platforms such as TV,
Radio, and newspapers. Load-shedding affected some of the

scheduled meetings.

DATA ANALYSIS TECHNIQUE

The study applied a type of data analysis technique called text analysis, also
known in the research field as thematic analysis. As confirmed by Kuckartz
(2019: 181) this approach is highly recommended for qualitative studies. The
researcher utilised the NVIVO software to analyse data. This process was
followed to allow a thematic analysis to take place as the study planned to use
thematic analysis. A study by Sivakumar (2020: 57) states that the concept of
thematic analysis is among the most popular approaches to qualitative analysis
since it identifies, analyses, and reports patterns within data concerning social
phenomena. Full details on the process followed in analysing the collected

qualitative data is provided in chapter four of this study.

ETHICAL CONSIDERATION

It is essential to consider and apply ethical principles when conducting research
(Arigo et al. 2018: 12). When research ethics are not considered and applied in
a study, the validity and reliability of the study may be affected (Woodrow 2014:
26; Kim and Loewenstein 2021: 320). The researcher respected and followed

the following ethical principles to ensure ethical consideration:

e Participants were informed fully about the purpose, intentions, and

method to be used in the study.

e To conduct this study, the researcher sought permission from all relevant

gatekeepers.
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e Participants were provided with a letter of information and were also
requested to sign the informed consent form, before participating in this

study.

e The researcher informed the participants that their participation was
voluntary and should they wish to withdraw from the study at any given

time, they could do so.

e In addition, data collected was treated with confidentiality and
participants were informed that their names would not be used in the

study.

The Faculty of Accounting and Informatics Ethics Committee, also known as
the FREC, approved the chosen methodology and the data collection
instrument of this study under ethical approval level 2. This process was
followed to ensure the privacy and protection of all participants before the
commencement of data collection. The process of seeking permission and
ethical clearance was not an easy one. The researcher started the process of
seeking ethical clearance and permission from the DUT and MUT gatekeepers
from June 2020 until February 2021. The country’s lockdown due to the current
COVID-19 pandemic contributed to people and departments making delayed
responses, as many of the university’s staff were either not working at all or
working from home. One of the other reasons that further delayed the process
was that the ethics committee meetings where decisions are taken regarding
ethical clearance, were not taking place due to the current pandemic. Between
September 2020 and February 2021, the researcher applied and received the

following gatekeeper and ethical clearance letters:

Table 3.3: Dates of Ethical clearance and gatekeepers’ letters

Date Gatekeeper/Ethics Committee

04 Sept 2020 DUT Faculty of Accounting and Informatics Research
Committee (FREC)

Ethics

15 Sept 2020 DUT IRIC (Institutional Research and Innovation Committee)
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3.9

interviews

16 Sept 2020 DUT Library Directorate gatekeepers’ permission letter to conduct

08 Feb 2021 MUT Research Ethics Committee (REC)

interviews

24 Feb 2021 MUT Library Directorate gatekeepers’ permission to conduct

After receiving the official ethical clearance letters, the researcher further
requested and received gatekeepers’ letters from the Library Management of
the two institutions. At the DUT Library, approval to proceed with contacting
library staff was obtained from the Library Director and one of the Library
Managers. At MUT, approval was granted by the Senior Library Director and
the Deputy Director. Approval letters were received via email. Letters are

attached as annexures A, B, C, D, and E.

CONFIDENTIALITY AND ANONYMITY

Researchers are required to maintain confidentiality once they have information
in their possession, and especially when it comes to the extent of the
information they disclose. The concept of anonymity, however, is about the

attribution of information:
e can individuals be identified?

e |Is it possible for them to be identified by the data that they provide or by
other information about them? (Sim and Waterfield 2019:3008).

It has been regarded as a good practice and part of the ethical guideline to
protect the participants’ identity in research (Brittain et al. 2020: 926). Arifin
(2018: 30) argues that protection of study participants through the application of
correct ethical practices such as ensuring confidentiality and anonymity is
essential in qualitative studies. However, Kaiser (2009: 1632); Roth and von
Unger (2018: Para 15, line 11) argue that qualitative studies often require the
researcher to give a detailed description of their participants, and even when

participants’ names are not mentioned, sometimes such details could be
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traceable to the description such as responsibilities, age, or years of service,

which in turn might compromise the participants’ identities.

The researcher did not include or use the participants’ names in the study to
protect their identities. Data was reported without revealing the participants'
details. Special codes were introduced to represent the participants without
mentioning their names or position, as indicated in Table 3.2. under sample

size.

The collected data is kept safe using a secured online cloud record-keeping
tool. Data collected will be deleted after five years of the study. As part of
embracing the ethical research principles, researchers should refrain from
providing participants’ details in the study. All participants were informed that
their participation was voluntary and consent forms were also signed by
participants who agreed to take part in the study. The researcher also provided
all the participants with the letter of information. The letter of information
provided details of the study such as the purpose, title, outline of the procedure,
contact details, as well as general information about the study. The participants
were also made aware that they were under no obligation to participate and
they were also allowed to withdraw their participation at any time during the
interview. The anonymity and confidentiality of the participants were protected,
as the researcher did not use the names and titles of the participants in the

analysis of the data collected.

3.10 VALIDITY AND RELIABILITY

Research validity and reliability are essential elements to demonstrate the
quality of research in the field of organizational behaviour. Qualitative research
studies are better at demonstrating validity. However, qualitative research
methods and techniques differ widely, so there is no universally accepted
method to assess validity (Hayashi Jr, Abib and Hoppen 2019: 98). Cypress
(2017: 254) argues that reliability and validity are 2 key aspects of all research.

Researchers are encouraged to guarantee that the chosen research
methodology and data collection tools used are both valid and reliable, as this

helps to showcase that the research conducted is of quality (Hayashi Jr, Abib
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and Hoppen 2019: 98). The validity and reliability of the instrument were tested
through pretesting.

Some guidelines are recommended for validating research in a qualitative study.
This guideline falls into two groups, intrinsic and extrinsic. This study followed
the intrinsic group. Intrinsic is the preferred method group for validating
qualitative research (Sousa 2014: 213). This method allowed the researcher to
ensure the trustworthiness of the study by ensuring aspects such as the
adequacy, credibility and reliability of the research questions. Intrinsic
guidelines also allow the researcher to apply peer debriefing which requires one
to engage with either peers or specialists in the field of data validation. To
validate these, the researcher sampled academic librarians who specifically
provide professional services to the university community. In addition, both the
research questions and the interview schedule were given to a qualitative
research expert to provide further assistance in validating both the research
questions and the semi-structured questions. The expert went through the
research questions and the interview schedule carefully to ascertain the
appropriateness and adequacy of the instrument. At first, the researcher had
prepared over 26 questions to be included in the interview schedule. The expert
provided recommendations on how some of the questions should be
restructured. After consultation with the expert, the interview questions were
reduced to 21. These recommendations also assisted in ensuring the
interviews would take no longer than one hour. The recommendations were

modified, and corrections were made.

Before using questionnaires on a particular subject, pretesting is necessary to
make sure they are appropriate for the target groups for the study (Wesselink
2019: 42). Having validated the interview schedule, a pretesting process was
carried out totest the questions with three academic librarians from the Durban
University of Technology. The decision to pre-test the interview schedule using
participants from the DUT was because the ethical clearance was received from
DUT before gatekeepers’ letter was sent to the other participating institution,
MUT. The academic librarians used in the pilot pretesting were not part of the
main interviews. Participants were consulted via email. Their participation was
voluntary. The pretesting was used to check the following:
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¢ Whether the questions were clear enough and easily understood.
e Whether there was a need to include more items in certain areas

¢ Whether there were some items to which they would not like to respond.

DELIMITATIONS

According to Theofanidis and Fountouki (2019: 157), delimitation allows the
researcher to set limitations to limit their work to allow the study’s aims and
objectives to become possible to realise. The study was limited to UOTs in the
KZN province instead of all universities in South Africa. UOTs are currently using
their technological strength as one of the main strategic points to market
themselves as a type of institution using technology to enhance research,
teaching, and learning to potential students and staff. (Rambe 2016: 86;
Masinde and Roux 2020: 35). Around the world, they are also commended by
government higher education ministers and research institutes for proving
technological solutions to social problems (Du Pre 2009: 1). The researcher was
based in the KZN Province, and this assisted him in the decision not to include
all UOTs in South African, but to focus on the UOTs in the KZN area.

3.12 LIMITATIONS OF THE STUDY

Limitations in a study can assist the researcher in setting up a set of guidelines
and can also help in ensuring the effectiveness of the study (Queirds, Faria and
Almeida 2017: 372). The researcher limited this study to academic librarians
because of their roles and responsibilities, which allow them to have a much
better understanding of the adoption of mobile technology as a delivery model
for library services in academic libraries. The researcher limited the study to
focus on academic library staff members employed as Subject/Faculty
Librarians, Reference Librarians, After-hours/Evening Librarians and
Postgraduate Librarians. These library staff members are responsible for
marketing, promoting, and training library services and facilities, faculty liaison,
and collection development. Limiting this study to the mentioned population
assisted in focusing on the staff members who were deemed relevant to answer
the questions aimed at achieving both the objectives and the critical questions

of the study. Using purposive sampling, only participants who were providing
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the services listed, were included. As confirmed by Bedi and Walde (2017: 321);
Johnson (2019: 92); Li and Li (2021: 474), the academic librarians who were
chosen for this study are normally given the responsibility to manage collection
development, provide library instruction and information literacy in classrooms,
promote library resources using various methods, as well as take responsibility
in building a bridge between library resources, service, and library users. The
mentioned groups were targeted as the researcher believes they can attend to
the research queries used in the interview schedule. The study was also limited

to the UOTs in KZN as studying all South African universities was not feasible.

3.13 CHAPTER SUMMARY

Chapter Four depicted the investigation style that the researcher used in the
study, as outlined in Table 3.1. It is vital in research to provide details of how a
researcher decides to choose a population, sample size and target population.
As a result, the researcher in this chapter provided extensive detail on the
research design, target population, and the data collection tools used, with
further justification for how the tool was tested for its reliability, validity and
relevancy. The researcher also outlined details of how the size of the sample

was decided. This was backed up by relevant literature

in the field. The chapter provided details on how the participants were profiled
to protect their identity by using special codes when transcribing video interviews
to word transcriptions. The researcher also provided information on how the
methodology was justified and validated, the scope of the study and the

limitations of the study.

Another important aspect of the study described here is the ethical
consideration. The study discussed the significance of the research ethics
considered and prioritised by the researcher. Furthermore, the chapter also
discusses how data was analysed with details of how the tool NVIVO was used
to develop codes and themes after the transcribing of data from video
interviews to word transcripts. The chapter concludes with a discussion of some
of the challenges experienced during the data collection process. The next
chapter will provide a presentation of data and interpretation of data, as well as
an analysis of data collected.
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4.1

4.2

4 CHAPTER FOUR: DATA PRESENTATION AND

ANALYSIS

INTRODUCTION

The previous chapter discussed the methodology and data collection methods
used in this study. In this chapter, the researcher analyses and interprets the
qualitative data obtained from the interviews with participants. This chapter
starts by presenting and analysing biographical data to demonstrate the
different ages, races, gender, qualifications, and experiences of the academic
librarians employed to provide professional library services to the UOTS’
community. However, the main focus of this chapter is to discuss in detail, the
data collected from academic librarians on the social influences, performance
expectancy, effort expectancy, and facilitating conditions that may be
contributing to the adoption of mobile technology as a delivery model in
academic libraries. In addition, the chapter also provide details on how the

study objectives were achieved.

DATA ANALYSIS

The researcher started with the data analysis process after the data collection
was completed. The data analysis process allows the researcher to generalise
findings from the population surveyed as well as to reduce data by identifying
specific themes and coding data (Elliott 2018: 2854). As confirmed by Lester,
Cho and Lochmiller (2020: 96), data analysis is an important process of
organising information into meaningful data. Though there is no formal data
analysis step, using this method allows the researcher to confront
generalizations with a formalized body of knowledge in the form of constructs or
theories. In addition to identifying comparable phrases and themes in the data,
researchers also gain an understanding of the consistency apparent in the data
through the process of elaborating small sets of generalisations. (Lester, Cho

and Lochmiller 2020: 96). The researcher transcribed the obtained information
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4.3.

from interview sessions with the academic librarians from the UOTs in KwaZulu-
Natal. Video interviews were transcribed into word documents to allow the
process of identifying themes in the study using NVIVO. A total of 11 documents
were created, as there were 11 video interviews conducted with the participants.
Thematic analysis was used to analyse the data collected. To enable this process
of analysis, the researcher used the interpretative phenomenology approach as
suggested by (Cuthbertson, Robb and Blair 2020: 94). Interpretive
phenomenology allows for practical knowledge to be visible, to offer a powerful
way to increase perceptual insight; this can be made possible by using a well-
suited method such as thematic analysis (Qutoshi 2018: 218). The study used
thematic analysis as an appropriate foundational method of analysis for seeking
to understand experiences, thoughts, or behaviours across a data set as

confirmed by Kiger and Varpio (2020: 1).

In the process of transcribing videos into word documents, the following steps

took place to validate the data collected:

e Translating mistyped words from the script. Some of the words were not

picked by the system in the process of transcribing.
e Removing duplicated words and sentences.

e The researcher translated recorded video information, rearranged it and
moved the data into a hard copy setup, in which the evidence was
previously coded, by using the study objectives to classify it into a

particular order.

PRESENTATION OF INTERVIEW DATA

As outlined by Ingole (2020: 10538), professional librarians are skilled and
experienced staff employed to provide more advanced services. “Library
services are those activities or functions that are offered in the Library to assist
users with their information needs”. Some of the professional services include
collection development, training and marketing services via digital spaces,
lisison and communication with stakeholders, design of the digital library,

preservation, organisation and management of digital collection, planning,
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support, and implementation of digital services such as information literacy and
research support services and consultations (Panahi, Roostaei and Nemati-
Anaraki 2021: 8). The interviews were conducted with professional librarians
who are employed as Faculty/Subject librarians, Training Librarians, Research
support/Postgraduate librarians, and Evening/Reference librarians. In the
previous chapter, it was mentioned that the interviews took place from 17
November 2020 to 30 March 2021.

While generating themes, the participants’ general statements were used to
support each theme generated. The researcher followed a hermeneutic style of
interpretation that is also supported by word-for-word statements from
respondents as recommended by Dabengwa, Raju and Matingwina (2019: 4).
The interview schedule was divided into two sections, with Section A collecting
biographical details and Section B collecting views and perceptions of
respondents centred around the four objectives of the study. A total of 7
questions were used to confirm biographical data, while 21 questions were used
to collect qualitative data from participants. However, both the biographical and

qualitative data are presented under one section in the study.

4.3.1 Gender

Gender

63.6% (7)
100%

36.4% (4)
ARy V4

50%

Female Male

Figure 4.1: Gender profile

Figure 4.1 reveals the gender profile of the academic librarians who participated
in the study from both the DUT and MUT universities. An overwhelming maijority
of 63% (n=7) academic librarians were male, with the remaining 36.4% (n=4)
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being female. Lombard (2018: 226) argues that although globally academic
libraries are female- dominated, many of the leadership and middle
management positions in academic libraries are still male-dominated. Mbambo-
Thata et al. (2019: 1) also argues that traditionally women have been in the
majority in the academic library workforce while men held leadership positions.
The targeted group by the study is also known to form part of the middle

management group at the academic libraries in the UOTs.
4.3.2 Race

Race

9% (1)

82% (9)

W African H Indian White

Figure 4.2: Race profile

Figure 4.2 reflects the number of academic librarians that participated in the
study according to race profiles. This section comprises three (3) racial
groups, namely, African, White, and Indian. An overwhelming majority of
respondents were Africans with 82% (n=9) compared to the 9% of Indian
(n=1) and 9% of white (n=1) respondents. According to Neely, Peterson
and Todaro (2007: 5), in the US, many libraries, including university
libraries, reported a low number of black employees. The research
conducted by Semenza, Koury and Shropshire (2017: 89) suggest that
race and ethnicity are among the challenges libraries face when dealing
with diversity. Race is an area that need to be continuously examined and
assessed to ensure equality and complete diversity in the workplace
(Ocholla 2002: 63).

53



4.3.3 Age groups of Academic Librarians

A study conducted by Van der Walt and Du Plessis (2010: 7) argues that
only a few academic libraries are recognising the need to consider with
urgency the need to employ new librarians with new skills needed to serve
today's users. Semenza, Koury and Shropshire (2017: 91) argues that
South African academic libraries are confirmed to form part of the cohort
that has the most ageing library staff, especially when it comes to technical
and skilled academic librarians. The study also suggests that academic
libraries need to start recruiting new and young skilled librarians who can
assist in serving today’s users, using today’s technology. It was important
for the researcher to collect staff age profiles since this data can help
determine whether employees in KwaZulu-Natal were also experiencing
the same situation in terms of upskilling and acquiring new skills in their

professional careers. The participants’ age profile is shown in Figure 4.3.

About 36.3% (n=4) participants from the studied institutions were between
the ages of 36 and 45. Despite being experienced librarians, this age group
indicated a need to get more training and update skills regarding the use
of mobile technology to provide services. Three (3) participants (27.2%)
were between the ages of 25 and 35. Another 3 participants (27.2%) were
between the ages of 36 and 45, while there was only one participant (9%)

who was between the ages of 46 and 55.
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36.3% (4)

27.2% (3)

27.2% (3)

9% (1)

AGE PROFILE

Figure 4.3: Age group profile

4.3.4 Various positions of Academic Librarians
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Figure 4.4: Position profile
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Figure 4.4 shows the different positions occupied by academic librarians
employed to provide professional services to their respective university
communities. Mugwisi (2015: 33); VanScoy (2019: 428) indicate that many
academic librarians employed to provide professional services are employed in
the positions of faculty librarian, training librarian, and e-resources librarian. The
researcher concurs with the mentioned literature, as this study also shows that
the majority of respondents 72.7% (n=8) were employed as faculty/subject
librarians. The remainder of the three (3) participants were employed in the
positions of Training Librarian, Postgraduate librarians, and Evening/After-

Hours Librarian.

Primary tasks and responsibilities

The following were listed as primary tasks and responsibilities by the

respondents:

Table 4.1: Primary tasks and responsibilities

e Information services

e Teaching and training of Information literacy, databases, and

electronic resources
 Collection development
e Research support
o Databases and electronic resources

e Provide training and development support to academic and library
staff

e Marketing and communication of library services and resources

It was essential to find out from academic librarians in the UOTs, their current

primary tasks and responsibilities as literature suggest that current knowledge
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of the emerging ICT with regard to the use of educational platforms via social
media and mobile technology is essential for academic libraries. Ciccone and
Hounslow (2019: 18) indicate that academic libraries are now requiring
librarians with ICT skills and knowledge on the use of social media and mobile

technology to deliver library services.

Academic librarians provide professional services such as teaching and training
of library resources support, collection development and management, research
support, and many other professional services. However, librarians are also
starting to recognise the need to upskill and learn more about mobile technology
as a technology that students are already using to access other university and

schools’ services (Julien, Gross and Latham 2018: 185).

4.3.6 Years of experience of respondents

Number of years

9% (1)

27% (3)

W 1-5 years

M 6-10 years

- _ . 11-15 years
45% (5)
16-20
- 18% (2)

Figure 4.5: Years of experience profile

A maijority of the participants, about 45% (5 out of 11) had at least 11 to 15
years of experience. Two (2) of the respondents had between 6 and 10 years
of experience in their current positions. About 27% (3 out of 11) of the
respondents had between 1 and 5 years of experiencein the academic library
space. Only 9% (1 out of 11) of the respondents had between 16 and 20 years of
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4.3.7

experience. This information assisted the researcher in understanding the
experience levels of respondents. Figure 4.5 shows the years of experience

profile as discussed above.

Most of the respondents that had about 11 to 15 years and 16 to 20 years of
experience were identified by the researcher under section 4.2.3 as librarians

under the age category 36-45 as well as category 45-55.

Highest qualification in LIS (Academic Librarians)

All the participants had library qualifications. As indicated by Mthembu (2018b:
2), those employed to execute professional information services in South
African academic libraries need to have an LIS qualification from either a
traditional or a modern university. A study by Okeji, Tralagba and Obi (2019:
319) also shows that the majority of professional librarians employed at the

academic libraries in Nigeria hold either a master’s degree or Bachelor degree

while serving as professional librarians. To provide efficient services in the 21 st
century libraries, librarians need to have a formal qualification, especially in the
academic sector, where libraries play a vital role supporting academic and
students (Tzanova, Bossu and Heck 2020: 283).Table 4.2 shows that, of the
eleven librarians who participated in the study, 1 obtained a PhD, 5 of them
obtained a Master’'s degree, 2 of them obtained a Bachelor of Technology
(BTech) degree, and the other 3 obtained an Honours degree in the Library and

Information Studies field.

Table 4.2: Highest qualifications

WHAT IS YOUR HIGHEST QUALIFICATION?
QUALIFICATION PARTICIPANTS
PHD 9% (1)
MASTER’S DEGREE 45% (5)
HONOURS DEGREE 27% (3)
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BTECH DEGREE 18% (2)

4.3.8 Is library management encouraging librarians to adopt mobile technology?

Participants were asked to indicate if their library managers were encouraging
the use of mobile technology to access and provide library services. The
majority of participants, 63.6% (7 out of 11), indicated that library management
did encourage the use of mobile devices to provide and access library services.
Participants mentioned that they were provided with laptops by library
management and no longer using desktops computers. Two of the participants
also indicated that they were encouraged to attend training on how to use

mobile devices for library services.

About 36.3% (4 out of 11) was split between those feeling that management
was not encouraging staff to use mobile technology (2 out 11), and those feeling
that although they were given laptops, management could do more to
encourage the adoption of mobile technology in their libraries (2 out of 11). One
of those participants who felt that management could do more, also suggested
that library managers and directors should prioritise arranging more workshops
and further sessions on how librarians can use mobile devices to provide library
services. Benchmarking with other institutions was also mentioned by one
participant as another option to be considered by library management. In
addition, 5 participants from the total also indicated that librarians also
encourage each other to adopt mobile technology as they often help each other

with peer-to-peer sessions.
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4.3.9 Users enquiring about mobile technology services

9% (1)

™ Undergraduates

91% (10) ™ Postgraduates

Figure 4.6: Users enquiring about services accessible via MT

Participants were asked to indicate whether users are seeking out mobile-friendly
services and what type of users are inquiring about these services. The maijority,
91% (10 out of 11), of the participants indicated that it is mainly the undergraduate
students who inquired about the services that can be accessed via mobile
devices. Only 9% (1 out of 11) participant indicated that in their faculty, mainly the
postgraduate students enquired about services accessible via mobile devices as
they do not attend classes and they find it challenging for them to come to the
campus; however, they can access some of the services remotely using their
mobile devices. These responses confirm that social influences are influencing
the adoption of mobile technology to provide library services. This is also
supported by Morgan, Gipson and Robinson (2019: 79) who argue that mobile
technology has impacted how users engage with information and, as a result,
librarians have to change from their traditional ways and adopt the modern ways
of providing services using mobile technology. Most of the users who are
encouraging this behaviour are undergraduate students, who are enquiring about
the services that can be accessed via mobile technology and are making librarians

want to learn more about providing services accessible via mobile technology.

“Personally, | am very encouraged by our undergraduate students who keeps on

enquiring about accessing some of the library services via mobile devices. It
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shows that our students are indeed ready for these services and it is time for

libraries to introduce more mobile services” said PLDUT3

The social factors mentioned above, according to some of the participants,
influenced their intentions to use mobile technology. Bozan, Parker, and Devey
(2016: 3107) confirm that behavioural intentions and use behaviours are directly

linked to the social construct of the UTAUT model.

4.3.10 Main influences of librarians moving towards mobile technology

The researcher used this section to solicit the perceptions of participants on the
main influences of people wanting to move to mobile technology regarding library

services.

About 45% (5 out of 11) of the participants mentioned that the current trends such
as following best practices in providing services to today’s users, new information-
seeking behaviour by users, the Fourth Industrial Revolution (4IR), continuous
growth of ICT, and the current COVID-19 pandemic were identified as some of
the influencers for academic libraries wanting to move towards adopting mobile
technology as a delivery model for library services. However, all 11 participants
mentioned COVID-19 as one of the main influences of people wanting to move
towards adopting mobile technology. Okike (2020: 2) also indicates that libraries
should be moving towards mobile technology to address the current information
needs to assist with the COVID pandemic information needs in a much flexible
way. Studies by Anyim (2020: 27); Guo et al. (2020: 535); Rafiq et al. (2021: 9)
also confirm that the COVID-19 pandemic and the current library trends have
accelerated and increased the use of mobile technology in delivering services and

communication amongst libraries and other information service providers.

A study conducted by [fijeh and Yusuf (2020: 1) also indicates that in response to
the COVID-19 pandemic, some academic libraries in Nigeria are resorting to virtual
information services to support the academic program while users are not having
face-to-face classes and interactions. As a result of the increasing usage of
mobile devices by university students, library services have also been impacted.
Many Chinese university libraries are now integrating their services via mobile

technology to remain relevant to their users (Xu and Du 2018: 64).
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4.3.11 Services accessible via mobile technology offered by librarians

Table 4.3 displays the services and resources that students are most interested

to access via mobile devices when contacting academic librarians.

Table 4.3: Services accessed via mobile technology

SERVICES AND RESOURCES MENTIONED |NO. OF PARTICIPANTS
Library catalogue 100% (11 out of 11)
Access to e-Books and eJournals 90.9% (10 out of 11)
Referencing guide 90.9 (10 out of 11)
e-Newspapers 72.7 (8 out of 11)
Library information literacy presentations 54.5% (6 out of 11)
Past exam papers 54.5% (6 out of 11)
Videos and tutorials 27.2% (3 out of 11)
Bookmyne mobile application 27.2% (3 out of 11)

4.3.12 Services and resources promoted by academic librarians

Participants were asked to indicate the type of services and resources they
encouraged users to access via mobile devices. Table 4.4 shows the various
types of services and resources that librarians were encouraging users to access

via mobile devices.

Table 4.4: Resources and services promoted by academic librarians

SERVICES AND RESOURCES NO. OF PARTICIPANTS
e-Books, edJournals, Catalogue/OPAC, Electronic 100% (All participants)
resources/databases,
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Library discovery tools (Summon and Ebsco 90.9% (10 out of 11)
Discovery)

Library tutorials/guide & Subject/Research guides 81.8% (9 out of 11)
e-Newspapers 63.6% (7 out of 11)
Bookmyne application 54.5% (6 out of 11)
Past Exam papers and Library website 36.3% (4 out of 11)
Endnote 27.2% (3 out of 11)

As per the data on the table, the majority of academic librarians were encouraging
users to access e-Books, eJournals, library discovery tools, library catalogue or

OPAC, and library databases via their mobile devices.

4.3.13 Mobile usage Policy/guideline

Participants were asked to confirm if librarians or institutions have any guidelines
or policy document that was used to guide users on the use of mobile technology.
All eleven (11) participants indicated that they were not aware of any guidelines or
policy that governs or guides the use of mobile technology at their institutions.
Kaliisa and Michelle (2019: 3) confirm that a number of studies have previously
discussed the need for academic institutions to engage in developing policy

guideline for mobile usage and learning.

4.3.14 Mobile technology making life easier

A question was asked for participants to indicate if mobile technology was making
their life easier at work. The majority of participants, 90.9% (10 out of 11), agreed
that mobile technology made it easier for them to deliver library services to their
university communities. Table 4.5 indicates some of the ways mobile technology
is enabling academic librarians to manage library services more easily as

described by participants:
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Table 4.5: Examples of how MT is making librarians’ life easier

Being able to access resources remotely

100% (All
participants)

Being able to conduct library training from anywhere

72.7% (8 out of 11)

Allowance to connect with users via tools such as LibChat and

WhatsApp while away from the office

72.7% (8 out of 11)

Students can attend library training using Microsoft (MS) Teams on

their cell phones

63.3% (7 out of 11)

No need to print attendance registers as these can be

downloaded from the online platforms

36.3% (4 out of 11)

Mobile technology helps to reduce the fear of contacting

COVID-19

18.1% (2 out of 11)

Two (2) participants (18.1%) indicated that they could not

confirm if mobile

technology was making their life easier yet. One participant (9%)mention that a lack

of advanced knowledge on how to effectively use mobile technology to deliver

library services effectively is one reason.

4.3.15 Users enjoying services via mobile devices

Participants were asked to indicate if users are enjoying accessing services via

mobile devices. About 90.9% (10 out of 11) of the participants confirmed that

those who were using the services were enjoying accessing services via their

mobile devices. However, participants also indicated that such data was

confirmed during informal chats with students and not via formal surveys. One of

the constructs of the UTAUT theoretical framework used in

the study is effort
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expectancy. The researcher also used the participants’ responses to further
validate the relevancy of the effort expectancy. As indicated in chapter 2 of the
study, effort expectancy refers to the degree to which the system perceived by

the user is easy to use.

4.3.16 Fully adopting mobile technology as a delivery model for library services

Participants were also asked to indicate if they feel that all academic libraries
should fully adopt the MT and why so. An outright majority, 100% (11 out of 11)
felt that all academic libraries should be adopting mobile technology as a delivery
model for library services to serve todays’ users. Some of the reasons mentioned

by the participants were as follows:

“Todays’ users are techno-savvy and dependable on their mobile phones.

Libraries should now go where users are”, said PLDUT1

“Mobile technology provides seamless access to academic resources and it only
make sense for libraries to provide services that can be accessed via mobile
devices”, said PLMUT5

These days, mobile technologies allow engagements with librarians for reference
queries. So, we have something called the LibChat that allows users to engage
with librarians remotely using mobile devices and users can ask questions without
coming to the library while accessing online resources such as books, journals

and newspapers from their homes”, said PLDUT3

“To remain relevant to today’s users, we should be moving our services to be
accessible via mobile technologies and our libraries should be taking this trend
serious”, said PLMUT2

“Mobile technologies make it easier for students and our lecturers to engage with
us as librarians. It is effective and convenience for both the users and librarians
and we should be considering these practices to serve todays’ users”, said
PLDUT6

4.3.17 Mobile technology affecting/improving librarians services

Participants were asked to share their opinions if providing services that are

accessible via mobile technology had improved or affected the way they executed
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their daily duties. Judging from the participants’ responses, mobile technology
was found to be useful, and it has been seen as a positive change to the academic
libraries. As the According to participants, mobile technology had improved their

services and in addition reduced workloads in the following ways:

‘I am now experiencing a low number of walk-ins to my office as students can
now access some of our services via mobile devices. As a result, We are no
longer dealing with congested offices due to assignments and project-related
support’, said PLDUT2

“Mobile technology is contributing to minimal face-to-face information literacy
sessions and group consultations for assignments and research support. These

consultations are now taking place online via MS Teams”. said PLMUT3.

As librarians we are becoming more techno-savvy and starting to use the

technology ourselves”, said PLDUT3
“It is allowing flexibility for librarians to multitask”, said PLMUTS

“More students are now using the library LibChat service to communicate since it
is mobile friendly”, said PLDUT4

‘my library is affected in a positive way. Users can now read newspapers and
magazines from their personal smartphones without coming to read the print

newspapers”, said PLMUT3

4.3.18 Services no longer provided due to the adoption of mobile technology

The researcher asked participants to indicate if there are services that were no
longer performed by librarians due to the introduction of mobile services. About
54.5% (6 out of 11) of participants indicated that mobile technology has not
completely replaced the traditional services, but rather enhanced and provided
online options to most of the services. From the responses of the six participants,
mobile technology is found to be useful in enabling library mobile services such
as using the library catalogue, booking online information literacy sessions,
checking borrowed items' status, and renewing them by using a mobile application

(Bookmyne), and downloading eBooks and journal articles on mobile devices, as
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well as gaining access to past exam papers, magazines, and newspapers. This

is directly linked to the UTAUT’s construct, Performance expectancy.

Four (36.3%) of the participants indicated that some of the services were no

longer offered face-to-face as they could be accessed via mobile technology:

“I don’t have to struggle with making booking for bigger training rooms and
computer laboratories, as students are now attending information sessions via
their mobile devices. Venues use to be a challenge when you have bigger IL
classes”, said PLDUTS

“We no longer have to printing library research guides for users, instead, we direct
them to access the guide on the webpage using their mobile smart devices”, said
PLDUT2

“In my library students I’'m no longer printing out booking timetables on notice

boards. Online booking links are used for IL sessions”, said PLDUT3

“I'm no longer providing majority of my consultations in the offices because
students can now contact me using library online chat service from anywhere
using their Cellphones”, said PLDUT®6.

COVID-19 was identified as another social factor that encouraged academic
librarians to provide more mobile services and virtual support to their library
patrons. The following were mentioned as some of the changes brought about by

the use of mobile technology as a result of the current COVID-19 pandemic:

e Delivery of library information literacy training

The majority of the academic librarians, 72.7% (8 out of 11), confirmed that
training is no longer 100% face-to-face. Librarians are now providing training
online via MS Teams and Moodle. Training registers are now done online and
no longer manually. Students can access training via mobile devices remotely.
Librarians are now making recordings of their training sessions available to

students.

e Collection development
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Change in the online system to order books using online systems that allow
access via mobile devices such as laptops, smartphones and tablets. The

focus is now on electronic books and journals.
e Cost-saving

Students do not have to travel to campus to access library resources. They
can use the university Wi-Fi and data provided to access information from their

mobile devices.

4.3.19 How easy is it for librarians to adopt and use MT for library services?

(Required efforts)

The researcher asked participants to indicate how easy it is to use, market and
communicate services accessible via mobile technology. This question was also
asked to determine if there were any efforts required from the participants in the
process of adopting and using mobile technology for library services. About 90.9%
(10 out of 11) of the participants indicated that they found it easy to market and

communicate services accessible via mobile technology with users.

In this study, only 9% (1 out of 11) of participants reported that they found it difficult at
first. Some of the issues were lack of knowledge and the need to consult other librarians
to learn more about how to provide services using mobile devices. According to the
participant, they are still finding it difficult to promote mobile services that are accessible
via mobile devices and have requested help from a line manager on the marketing

strategies to be used.

Table 4.6 lists some of the reasons provided by participants showing that some
academic librarians required very little help on using mobile technology, as users
were already accessing some of the library mobile services using their mobile
devices. Some academic librarians indicated that some efforts were required for
them to engage on mobile services at their libraries as they relied on fellow
colleagues for support on how to use mobile technology to promote and adopt
mobile technology as a delivery model for library services. Some participants also
mentioned that for them to encourage students to use the online LibChat and Ask

A Librarian service, they needed to conduct more sessions and also include such
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details in their formal and informal information literacy sessions held with students

in their faculties.

Table 4.6: Responses from participants about using mobile technology to market

and promote library services

“I'find it easy to market and communicate these services; students were already asking
about accessing resources such as past exam papers, e-Books, and library OPAC via

cell phones. However, the library should put together a marketing strategic plan in this
Regard”, said PLMUT2
“It's easy to use and promote but one needed to understand the students’ needs and|
to

also consider the different types of users served by the library”, said PLMUT4

“It was not easy in the beginning because | needed help from colleagues. Now it’s
much

easier because | am techno-savvy”, said PLDUT4

“Collaborating with lectures in my faculty assisted a lot as students were now using

their mobile devices to access faculty content and library resources via the library)
research guide links”, said PLMUT5

‘I found it very easy for me but had to take into consideration the challenges
experienced by users, especially students from disadvantaged backgrounds. The

digital

divide is still a challenge”, said PLDUT1

‘Easy, | used social media, email, library research guides and my WhatsApp to
communicate services accessible via mobile phones and tablets. Many students and
lecturers are using their phones to access emails”, Said PLDUT5

“It was not easy at first because of the digital divide. Some users needed extra help.
The
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library should also organise a marketing plan for mobile services”, said PLMUT1

“Easy for me as students are familiar with mobile services. Most of our students loved|

the new mobile application, Bookmyne. It was easy to even promote the electronic

newspapers at the faculty board meetings with academics”, said PLDUT6

4.3.20 Knowledge about mobile technology

This section focuses on finding out if participants have efficient knowledge
regarding the use of mobile technology to deliver library services. Participants were
classified into three levels of understandings: high, medium, and low level of
understanding. Participants were placed into a particular category based on
several examples provided when indicating the knowledge and skills activities they
have engaged in encouraging the use of mobile technology to access library
services. The details of the levels of understanding and knowledge are discussed

next.
e High level of understanding

As suggested by Adams et al. (2018: 756), a person with a high level of
understanding has a deep understanding and good knowledge of the subject
matter or concept. A majority of participants, 54.5% (6 out of 11) indicated a high
level of understanding of how to market, promote, and deliver library services
accessible via mobile technologies. Some of the examples mentioned by
participants included showing students how to access the library live chat feature
via cell phones to enquire with library staff; directing users to access the online
catalogue from mobile smartphones; reminding students to access email
communication via mobile devices; directing users to the mobile application
Bookmyne; use of Mobile application Mobizen to deliver IL sessions from a cell
phone; directing users to eBook platforms accessible via mobile devices; showing
users how to create login details to download eBooks into laptops and tablets; using
of Ms teams to conduct IL sessions; sharing links of electronic resources via
students and lectures WhatsApp groups; showing students how to complete library

IL assessments using cell phones; directing users to compete for short library
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surveys via cell phones and other gadgets, and directing students to access library

service videos via mobile devices.

This section confirms that behavioural intentions were significantly and positively
influenced by understanding and knowing how to use mobile devices to provide
library services. Again, this is in line with the applied theoretical framework,
UTAUT, in determining the behavioural intentions to adopt mobile technology as a

delivery model for library services.
e Medium level of understanding

Adams et al. (2018: 758) suggest that a person with a medium or middle level of
understanding is someone who has general knowledge about the subject matter
or concept. This person normally lacks the expertise knowledge. About 27.2% (3
out of 11) of the participants indicated that they had some understanding and
knowledge. However, participants also wished to learn more from management
and colleagues. When prompted to explain further, some of the participants
mentioned that their knowledge was limited to showing students how to access the
library web page using mobile devices, using the mobile application Bookmyne,
and accessing the library catalogue. Again, this group was also regarded as having
a medium level of understanding purely based on several examples provided. One
of these participants also indicated that further training was required to gain more
knowledge about the use of mobile technologies to provide library services. When
asked if they received any training aimed at helping them to better understand the
use of mobile technology to provide and support library services, the participants

who were categorised under this level indicated the following:

“As | have indicated that | have basic knowledge and understanding of how to use
these mobile technologies for library services, but | think since | have started in this

new portfolio, | need intense training”, said PLDUT2.

‘I have received some support especially my line manager who likes to see the
library users using the library mobile application, Bookmyne. But regarding the
training now there hasn't been any formal training that I've received, that's why |
think we need to up ourselves a bit as librarians so that we are on par with our
users”, said PLMUT1.
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“Yes, the institution does provide training through the skills and working with our
suppliers they always try and upskill us in terms of the technology and the latest
technology and how we can use mobile devices um but also there's also room
for improvement. | think management can also offer us better training, for
instance, maybe once a month, we can learn about a new app that we can use

to interact with our students” said PLDUT3.
e Low level of understanding

About 18.1% (2 out of 11)) participants were categorised as having a low level of
understanding based on the number of examples provided as well as further
reasons provided by them when asked about their knowledge in this regard. This
group mentioned that they required further training and support from both library
management and the institution. Two examples were mentioned as providing
access to the catalogue and contacting library staff via the library webpage. One
participant, PLMU T 2 said, “When we were given the task to create some pieces
of training that can be accessed via mobile devices, | couldn’t do it easily and it took
some help from colleagues for me to complete the exercise. | then realised that there are
many of the things which | need to get more information about regarding mobile
technology” . When asked if they received any training aimed at helping them to
better understand the use of mobile technology to provide and support library
services, the participants who were categorised under this level indicated the

following:
“No training support received from management as yet”, said PLDUT4
“l only had a few sessions with colleagues when needing help with making short
videos for students. However, | still need to learn a lot”, said PLMUT1
4.3.21 Availability of support and training to help better the understanding of mobile
technology

Participants were asked to indicate if they received any support or training aimed
at helping them to better understand the use of mobile technology to provide
library services. Eight (8) participants (72.7%) indicated that they received formal

and informal support and training from colleagues.
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“I have personally received support from my line manager in this regard. | asked
to attend a social media workshop and | was granted permission to attend and
also asked to write a report about the workshop on how it will benefit the library”,
said PLDUT2.

"Yes, we have received the support. The support was from my colleagues and
staff from the IT section when | need help with using short survey for students to

access on their mobile devices”, said PLDUT3

Also, 18.1% (2 out of 11) of the participants indicated that they received informal
support from their line managers. Only 1 person indicated that they had never
received any kind of support and the knowledge acquired was based on self-
learning and following the global trends. “I have never received any sort of
training, and hopefully our line manager will consider that. | have been learning
from fellow colleagues and not necessarily from a formal organised session or

training from our line manager”, said PLMUT4

4.3.22 Are libraries doing enough to move towards mobile technology?

The purpose of this section was to determine whether or not libraries are doing
enough to make services mobile-friendly. According to the majority of the
participants, 81.8% (9 out of 11), libraries are providing enough mobile-friendly
services. Participants cited examples of services such as OPAC searches,
Bookmyne applications, Live Chat, e- Books, newspapers and Journal articles
downloadable from mobile devices as examples of libraries' efforts to embrace
mobile technology. Only 2 (18.1%) of participants felt that their libraries are not
doing enough and that aggressive or rather strategic marketing plans should be
developed to increase communication and promotion of these services with library

users.

4.3.23 Readiness of libraries to adopt mobile technology

The researcher also used this section to find out the opinions of all participants
regarding their libraries’ readiness to fully adopt mobile technology as a delivery
model. From the responses of the research participants, it seems that academic
librarians felt that their libraries were not ready to fully adopt mobile technology

as a delivery model. The researcher used these responses to confirm that some
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efforts are indeed required for libraries to fully adopt mobile technology as a
delivery model for library services. The term “fully adopt” was described as a
library that is ready to have a majority of its services accessible via mobile devices.
A majority of participants, 72.2% (8 out of 11) argued that their libraries were not

ready to fully adopt mobile technology as a delivery model.

Some of the reasons provided by participants include lack of proper infrastructure,
lack of full support from library management, lack of policy guidelines to guide
both users and librarians on the use of mobile devices to access library resources,
poor network support and bandwidth, as well as poor marketing strategies

regarding services accessible via mobile technologies.

“We have not yet reached a stage where we can say we are fully ready to offer a

majority of our services via mobile technologies”, said PLMUT3

Only 3 (27.2%) of the participants felt that their libraries were ready to fully adopt
mobile technology as a delivery model for library services. Some of the comments

provided by participants are indicated below:

“Although the library is ready, not sure if all users are ready to access everything

from their mobile devices”, said PLDUT1

“Yes, we are ready but the marketing strategy needs to be developed to make

sure all users understand how these services can be accessed”, said PLMUT5

“The library is ready but not to deliver all of these services online as there is a fair
number of services that cannot be accessed via mobile phones and other
gadgets”, said PLDUTG6

4.3.24 Survey feedback about the technology from users

Under this section, participants were asked to indicate if their libraries had
conducted surveys to determine if users (especially students) had devices
capable of accessing library services online. About 90.9% (10 out of 11) of the
participants indicated that they were not aware of any survey done in their libraries
to determine if users had mobile devices capable of accessing library services
online. One participant mentioned that one survey was done by the institution a
while back. However, the participant was not sure if the results were shared with
the rest of the university community.
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4.3.25 Factors pushing librarians to move towards Mobile technology

This sub section was used to determine the facilitating conditions that may be
contributing to the adoption of mobile technology. As stated by Khlaif (2018: 52),
“Facilitating conditions can be thought of as the degree to which an individual
believes there is sufficient organizational infrastructure, resources, technical

infrastructure, and technical support to support the use of mobile technology”.

Participants were asked to share if there were conditions or factors pushing the
library toward adopting mobile technology to deliver library services. All
participants (11) indicated that the current COVID-19 pandemic has increased the
usage and reliability of mobile devices by both academic librarians and students.
As a result, there was a level of change in the way they performed their daily duties
and not necessarily that there are services that were no longer provided due to the
availability and usage of mobile technology to provide library services. “COVID-
19 is a disease caused by a new coronavirus, which has not been previously
identified in humans. In most cases, COVID-19 causes mild symptoms including
dry cough, tiredness and fever, although fever may not be a symptom for some
older people” (WHO 2021: Para 1, Line 2). Clearly, this disease has affected many
businesses and institutions including libraries. Many libraries are either closed or
operating for limited hours with limited staff offering limited services, while users
were encouraged to access services remotely (Shirley, Mawire and Baloyi-
Sekese 2020: 207; Rafiq et al. 2021: 2). About 10 (90.9%) of the participants
mentioned the fact that globally, mobile technology is making quick and easy
access to information and services, and libraries are also taking advantage of

these developments.

One participant also mentioned examples of activities such as online shopping and
online banking as some of the services students engage daily using mobile
technology, hence librarians felt it was important to make some of the library

services accessible via mobile devices.

Four (4) of the participants (36.3%) also mentioned that the current 4IR and further
development of Information Communication Technology (ICT) is also contributing

to the trend of adopting mobile technology for various services globally.
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4.3.26 Barrier affecting the adoption of MT

Table 4.7: Barriers hindering the adoption of mobile technology

Barriers

Number of participants

Network infrastructures, and small library budget

90.9% (10 out of 11)

Lack of proper marketing strategies

72% (8 out of 11)

Lack of data

63% (7 out of 11)

Users are not embracing the use of mobile devices to

access library services

45.4% (5 out of 11)

Technophobia and digital divide/computer illiterate

45.4% (5 out of 11)

Small budget and low bandwidth

27.2% (3 out of 11)

Lack of knowledge on the use of mobile technology

18.1% (2 out of 11)

Lack of tablets and smartphones/devices

18.1% (2 out of 11)

Difficulty to access digital resources on mobile phones

9% (1 out of 11)

This section was used to solicit data on the possible barriers that could be

affecting or hindering the adoption of mobile technology at the UOTs in KwaZulu-

Natal. The majority, 90.9% (10 out of 11) of participants mentioned poor network

structures and lack of data as the biggest challenges contributing to the low

adoption of mobile technology by students. Table 4.7 shows the different barriers

and the number of participants who mention such barriers. The barriers are

arranged from highest to lowest.

A free online tool called Wordsift was also used to create a Wordcloud from the

data collected. Figure 4.7 shows the common themes identified as barriers

contributing towards the hindering of mobile technology in academic libraries.

76




Techno-Savuy
No-Tablets

lL.ach-of-smart-phones

Data-Issue N e
LOCH-OFSmOPtDGUiSEG%OP ‘ ‘GPHOtlng

No-Data orcampus

lach-of-L.aptops
L.ow-Bandwidth
Difficulty-accessing-E-Resources

Technophaobia
Digital-Divide

Computer-lliterate

Figure 4.7: Common themes (barriers contributing towards hindering the adoption

of mobile technology)

4.3.27 Recommendations and solutions towards addressing the barriers

About 54.5% (6 out of 11) of the participants indicated that some of those
challenges affecting libraries in adopting mobile technology were not necessarily
library issues but institutional ones. Examples mentioned by the participants
include lack of data for some users, lack of Wi-Fi in university residential areas,
and poor connectivity to network in many of the community areas. The above-
mentioned issues were identified under section 4.3.26. Some of the solutions

provided by some of the participants were as follows:
e Data

“The government and universities to provide more data to students for study
purposes”, said PLMUT2.

“Provide an intranet service point that can be accessed using less or no dataat all’,
said PLMUT4
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e Marketing

“Libraries should invest and develop marketing strategies for such services”, said
PLDUTA4.

“Provide an intranet service point to allow users to check FAQs related to resetting
university email and login passwords, reduce the number of options to click before

accessing what you need’, said PLDUT1.

“Introduce more training sessions for library users to use cell phones to access

mobile services. Libraries should benchmark with other institutions”, said PLMUT3.
e Network

“Library managers need to work with the IT departments to sort out network

bandwidth and connectivity problems”, said PLDUTS5.
e Digital divide and demographics of library users

“Introduce learning centres to assist first-year students coming from disadvantaged
backgrounds. Introduce learning lessons for new technology to both academic

librarians, students and other university communities”, said PLMUTS.

“Introduce more training sessions for students to use cell phones and other smart

devices to access mobile library services”, said PLMUT2.

“Government has to intervene with proper network structures in rural areas”, said
PLDUT®.

e Lack of smartphones and mobile devices capable of accessing library

services

“Universities should continue providing needy students with mobile devices, these
has been helpful for students coming from previously disadvantaged
backgrounds”, said PLMUT1

“Government should continue to assist universities in providing gadgets to needy
students at universities”, said PLDUT2.
4.3.28 Support provided within the institution

Under this section, the researcher analysed data about the availability of support
from within the university. Participants were asked to indicate the various support
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provided by their libraries or within their institution. Table 4.8 shows various

support and services provided by various sections that participants felt encouraged

the adoption of mobile technology within the institutions.

Table 4.8: Support and services encouraging mobile technology adoption

Department/Section

Support/Service provided

Subject Librarians

Librarians created support materials in the form of
library guides (known as Libguides). This includes
videos, presentations, and tutorials. Links are
shared with users to access via mobile devices.
Showcases students and staff how to access
electronic resources such as e-Books and e-
Journals via mobile devices.

45.4% (5 out of 11) Librarians indicated their library

purchased a mobile application called Bookmyne.

IT department

Provide technical support such as Wi-Fi
connectivity, connecting to mobile printing, and

resetting email and portal login details.

Roaming IT support

for students

Provide mobile Wi-Fi connectivity, mobile printing,
resetting email passwords on mobile devices

(mainly smartphones and laptop) for students.

Centre for Excellence
in Learning and
Teaching (CELT at
DUT) and ICT
section and the
Language Centre at
MUT

Provide university staff and students with
technology for learning support such as access to
multi-modal learning tools via mobile devices. Tools
and applications such as MS Teams, Zoom and
Moodle.

After-hours service

Provide professional services in the evening and
during the weekends. Showcase students and staff
how to access electronic resources such as e-

Books and e-Journals via mobile devices and
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downloading a library mobile application called

Bookmyne to students and staff.

e Some managers are encouraging subject librarians
Library Managers to use mobile teaching applications such as

Mobizen.

e Encourages the use of mobile devices to book
appointments for consultations. Booking links are

Writing Centres
now made available via the writing centre online

page.

4.4 ACHIEVEMENT OF THE STUDY OBJECTIVES

As planned, the researcher linked the study objectives with the critical questions
of the study as laid out in Chapter Two, intending to achieve the study purpose.
The achievement of the objectives below also confirmed the achievement of
critical questions as the critical questions were directly linked to the objectives of

the study.

4.41 Objective 1: To determine the social influences contributing to the behavioural

intentions to adopt mobile technology

This objective was achieved as participants indicated that library managers are
encouraging the adoption of mobile technology. Participants indicated that library
managers and directors facilitate the provision of laptops for staff and encourage
staff to use mobile applications such as Mobizen and Bookmyne. As indicated in
Section 4.3.8, the majority of participants, 63.6% (7 out of 11) responded that
library managers encouraged them by providing laptops and mobile applications.
Under Section 4.3.9, participants also indicated that users were also playing a
role in encouraging academic librarians to adopt mobile technology by enquiring
about services accessible via mobile devices. As confirmed by Kim, Yi and Hong
(2020: 10); Williams, Saunderson and Dhoest (2021a: 81), students are
responding positively to the adoption of mobile technology to access library
services. Singh and Nikandia (2017: 165) also hinted that since many people are
now highly dependent on their mobile phones, there might be an increase in
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students to expect libraries to deliver more services via mobile technology. The
comments by participants as added in Table 4.2 under Section 4.3.8 also show that
academic librarians are encouraging each other to adopt MT to deliver library
services. Other social factors mentioned under section 4.3.10 were the
continuous growth of ICT and 4IR, COVID-19 pandemic, and the need to keep up
with the current trends in libraries and these examples were very crucial in helping

to answer a critical question related to this objective.

4.4.2 Objective 2: To determine the perceptions of academic librarians on the

usefulness of mobile technology in delivering library services

This objective was achieved under Section 4.3.14 as participants confirmed the
usefulness of mobile technology as they found it easy to use. Furthermore, the
technology has made some positive changes, as shown in Sections 4.3.14
and section 4.3.17, librarians are able to deliver services such as information
literacy, collection development, access to e-Books, e-Journals, newspapers, past

exam papers, and many more services accessible via mobile devices.

The questions used to determine the usefulness of mobile technology were of
personal interest to the researcher as some of the existing literature argues that
only a few academic libraries are taking advantage of mobile technology to deliver
library services (Saravani and Haddow 2017: 132; Panahi, Roostaei and Nemati-
Anaraki 2021: 15). All participants (100%) as indicated in Section 4.3.15
confirmed that mobile technology was highly useful in delivering library services,
and also agreed that academic libraries should be adopting or moving towards
providing a majority of the services accessible via mobile devices wherever
possible. The questions used in this section were also directly linked to the
UTAUT construct, known as Performance Expectancy, that deals with the
usefulness of technologies Some of the reasons provided by participants are

listed below:
e For convenience and effectiveness (PLDUT4)
e Allows for remote access for both users and librarians (PLDUT6)

e Assist in reducing considerable numbers inside the library as services can
be accessed via mobile devices outside the library (PLMUT3)
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e Academic libraries should not only adopt mobile technology as a delivery
model but also provide training on how to access and use it effectively
(PLMUT1)

e Because it provides seamless access to library academic resources
(PLMUTY)

e [t allows engagements with librarians for reference queries using new

online tools such as live chat via the library page (PLDUT1)

e It's where our users are, if you want to remain relevant to today’s users,
we need to occupy that space we need to go where the user is and that's
through mobile technology(PLDUT2)

These reasons shared by the participants were backed up by the current
literature. Mobile technologies are now considered a necessity and vital aspect of
today’s learning and access to information and services (Rafique et al. 2020: 1).
Elahi, Islam and Begum (2018: 38) suggest that the use of mobile devices has
become an important part of success not only in education but providing easy and

quick access to information from anywhere.

4.4.3 Objective 3: To determine the efforts required to successfully adopt mobile

technology as a delivery model for library services

This objective aimed to determine if there are efforts required to successfully
adopt mobile technology in academic libraries. was achieved. The majority of the
participants, 72.7% (8 out of 11), under section 4.3.19 indicated that they found it
easy to use, market and promote services that are accessible via mobile
technologies. Participants who found it easy to use, market and promote mobile
services, were able to provide services such as access to eBooks, eNewspapers,
eJournals and access to the library catalogue known as the Online Public Access
Catalogue (OPAC) via mobile devices. However, a few participants, 27.2% (3 out
of 11) indicated that they battled at first to adopt to the methods used to provide,
market and promote mobile services. Digital divide was mentioned under this
section as one of the factors contributing to increasing the efforts required to
successfully adopt mobile technology as a delivery model for library mobile

services.
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Some participants also indicated that they dedicated time to engage on
collaboration with faculties to encourage users to use their mobile devices to
access faculty content and library resources. The WhatsApp application has been
used to communicate with users, and students are now using phones to consult
librarians. However, some of the librarians indicated that for them to successfully
adopt mobile technology, efforts to understand user needs, understanding user
dynamics such as capabilities and support (especially users from disadvantaged
backgrounds), needed to be taken into considerations when engaging in the
process. Additionally, two participants mentioned that in order for users to engage
with librarians using the online LibChat and Ask a Librarian services, librarians
needed to include this information in their information literacy sessions to

encourage users to use the online LibChat service via mobile devices.

As indicated in Section 4.3.20, some of the participants also confirmed that as
much as they were knowledgeable about the use of mobile technology for library
services, they felt that some efforts were required to adopt mobile technology fully
or successfully. Some of the participants felt that for one to successfully adopt
mobile technology in their libraries, some efforts were required to provide
continuous learning, special training, consultations with fellow librarians and

support from library managers.

Under Section 4.3.22, the majority of the participants indicated that their libraries
were doing enough as they were offering mobile-friendly services. Under this
section, a small percentage of participants indicated that librarians were not doing
enough. Poor marketing was mentioned as a key issue to be addressed. A study
by Mawere and Sai (2018: 6) also argues that awareness and lack of aggressive
marketing by librarians have been seen as some of the challenges contributing to
the low usage of some of the mobile services offered by university or academic

libraries.

Some participants also indicated that library strategic plans and marketing plans
are required to successfully manage and promote the use of mobile technology
for library services. Waral (2020: 2) argues that mobile technology provides an
opportunity for academic libraries to provide access to information services in a
much effective and quicker way to the user. The new technology requires
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academic librarians to move towards adopting new online marketing strategies for
library services and resources (AlAwadhi and Al-Daihani 2019: 228). Therefore,
academic libraries have to move with the current time and invest in innovative
marketing strategies suited to their environment and users to make a positive

impact with services accessible via mobile devices.

The current literature suggests that students in academic institutions have access
to smartphones and other mobile devices (Wai et al. 2018: 1; Polakova and
Klimova 2019: 1; Baldwin and Ching 2020: 413; Ocran, Underwood and Arthur
2020: 2). As suggested by Lau et al. (2020: 2), academic librarians in universities
should be conducting formal surveys to find out about students’ use of mobile

devices. Section

4.3.24 confirms that academic librarians in the UOTs in KwaZulu-Natal have not
conducted such surveys to determine if students have these mobile devices and if
they are indeed using these mobile devices to access library services. Under
Section 4.3.21, participants also confirms that they have used some support in
their departments while engaging the process of adopting mobile technologies to
deliver library services. Some participants also mentioned that support was
received from fellow colleagues as well as from other departments withing their

institutions.

4.4.4 Objective 4: To determine the facilitating conditions towards the adoption of

mobile technology

Under this objective, the purpose was to determine the various facilitating
conditions that may be contributing to the adoption of mobile technology by
academic libraries in the UOTs in KwaZulu-Natal. Participants were asked if there
were factors that may be pushing them to adopt or move towards using mobile
services . This section comprises four main questions carefully designed to collect

data from participants to achieve this objective.

This objective was achieved as stipulated in Section 4.3.25 where factors pushing
libraries to adopt mobile technology for library services were discussed. The

current COVID-19 pandemic, the global library trends, and the 4IR evolution were
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mentioned by participants as some of the facilitating conditions that accelerated

their libraries to adopt services accessible via mobile devices.

In addition, Section 4.3.28 detailed the services and support provided by various
sections within institutions. Participants provided these examples as some of the
services that are encouraging the behavioural intention to adopt mobile technology

by both users and academic librarians.

AlAwadhi and Al-Daihani (2019: 229) argue that collaborating with other university
student support stakeholders can assist libraries in their quest to encourage
students to use mobile devices for learning. As confirmed by Aithal and Aithal
(2020: 9); Wei et al. (2021: 623), these mobile technologies are favourable to the
generation currently served by universities that have the habit of using mobile
devices to access information, communicating, playing online games, conducting

online shopping and banking daily.

4.5 CHAPTER SUMMARY

In this chapter, the researcher begins by presenting the biographical details of
the participants, followed by an analysis of the qualitative data collected. The
purpose of this chapter was to assess the social influences, the usefulness of
mobile technology, the efforts necessary to adopt mobile technology, and the
facilitating conditions encouraging the behavioural intentions to adopt mobile

technology in academic libraries.

By determining the social influences, the researcher established that library
managers and users were encouraging the adoption of mobile technology in
libraries. Most participants reported that their library managers provided library
staff with laptops and encouraged them to use mobile devices to access and
provide some library services. In addition, library users were playing a part in
fostering mobile device adoption. This chapter further discusses the type of

users who are enquiring about services accessible via mobile devices.

The study also analysed the usefulness of mobile technologies, as it determined
that a majority of participants felt that these technologies were useful: they were
making their lives easier. The researcher also discussed the effort necessary to

adopt mobile technology, with the majority of participants confirming that there
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was not much effort required to provide library services with the mentioned
technologies.

The chapter also discussed the COVID-19 pandemic, library trends, and the
constant development and demand for ICT skills by academic libraries in
KwaZulu-Natal as some of the facilitating conditions that contribute to the
behavioural intention to adopt mobile technology to provide library services. The
critical questions and objectives were answered in this section. The next chapter
will discuss the key findings of the study in relation to the study’s objectives,

purpose and aim
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5.1.

5.2.

5 CHAPTER FIVE: SUMMARY OF KEY FINDINGS

INTRODUCTION

The study key findings are discussed in this chapter. These findings are also
aligned to the obijectives, critical questions and the theoretical framework
applied in the study. This section provided the summary of the key findings
in the study as the finer details of the findings are presented in chapter 4,

under the presentation of interpretive data.

KEY FINDINGS

The researcher aimed to explore the various social influences on the
behavioural intention to adopt mobile technology as a delivery model for
library service. This is in line with the UTAUT theoretical framework. As
confirmed by Tak and Panwar (2017: 249) UTAUT supports research that
deals with exploring the behavioural intention to adopt or use technology,

as discussed in Chapter Two of the study.

From section 4.3.8 up to section 4.3.10, the study found that internal
factors such as libraries managers’ encouragement, and adherence to best
practices for providing services to today's users were other social influences
that encouraged some of the academic librarians to adopt mobile
technology. Furthermore, the study also found that library users are
influencing librarians to change their traditional ways of providing services
to shift towards delivering mobile services. As a consequence of the Fourth
Industrial Revolution (4IR), the rapid growth of ICT, and the current
pandemic of COVID-19, academic librarians are increasingly interested in
using mobile technology as a delivery model for library services. According
to most participants, the COVID-19 pandemic is currently the biggest reason
libraries and librarians are adopting more mobile services for users to

access library services remotely from mobile devices.

The study under Section 4.3.13 also found that librarians in the UOTs have
no guidelines or policies in place that regulate or guide how mobile

technology should be used to access resources. According to Huffman,

87



Shaw and Lovless (2019: 91), many colleges and universities in Europe and
America have adopted mobile technology policies such as Bring-Your- Own-
Device policy (BYOD) and Institutionally Provided Device policy (IPD) to
address ethical and equity concerns. Such policies can be used to educate

and protect users from deceptive content and fake news content.

The study revealed that academic librarians find mobile technologies very
useful in providing access to Open Public Access catalogue, electronic
books and journals, and online newspapers. Additionally, the study found
that mobile technology allowed academic librarians to provide services and

training remotely, thus making their lives easier.

The use of mobile devices for the library information literacy sessions has
substantially reduced the students' fear of contacting COVID-19, allowing
easier access to online consultation through tools such as LibChat,
WhatsApp, and Ask A Librarian. Under section 4.3.17, the study finds that
academic librarians are now arranging for Information literacy sessions to
take place via MS Teams, Blackboard and Moodle. Mobile services have also
brought some positive changes in the collection development process.
Participants indicated academics can now place book orders online using
mobile devices as an alternative option. The study also found that libraries
have introduced a mobile application called Bookmyne to allow users to
view their borrowed items status, and to access the library catalogue using

their mobile devices without physically visiting the library.

According to responses discussed in section 4.3.19, academic librarians
believe that in order for their libraries to fully adopt mobile technology as a
delivery model, they will need to change and improve their marketing
strategies, which is currently a huge issue. Moreover, the study by Harlow
and Hill (2020: 200) confirms that marketing and outreach about services
accessible through mobile devices is especially critical for online users, who
may lack access to library materials and rely on online resources for
research and assignments. For librarians adopting mobile technology,
Vongjaturapat (2018: 41) suggests developing a marketing plan to promote
and publicize the services accessible through mobile devices.

88



The study found under section 4.3.20 that majority of academic librarians in
the UOTs in KZN were knowledgeable about the use of mobile technologies.
However, they also felt that some efforts were required to adopt mobile
technology fully or successfully. Some of the participants felt that for one to
successfully adopt mobile technology in their libraries, some efforts were
required to provide continuous learning, special training, consultations with

fellow librarians and support from library managers

The study found in section 4.3.21 that some academic librarians have
received some support from their managers and colleagues. Nevertheless,
most participants reported that their colleagues encouraged their adoption

of mobile technology by expressing their support.

In Section 4.3.23, the study found that many academic librarians are ready
to provide services accessible via mobile devices. Nevertheless, they also
felt their libraries weren't ready to fully adopt mobile technology as a delivery
model for library services. Majority of librarians agree that moving a majority
of their library services to mobile applications is not feasible. Several
academic librarians mentioned in this section that the library has different
types of users to consider when making such decisions. The library should
consider all types of users it serves before moving 100% to mobile
services. Lack of appropriate infrastructure, lack of full support by some
library managers, lack of policy guidelines to guide both users and librarians
in the use of mobile devices to access library resources, poor network
support and bandwidth, as well as poor marketing strategies regarding
services accessible via mobile technology are some other reasons
mentioned. Moorthy et al. (2019: 131) argue in a similar way that poor infrastructure, a
lack of budget, and managers' inadequate understanding and support of mobile and

digital libraries make mobile services difficult to adopt.

Under section 4.3.24, the study found that librarians in the UOTs in
KwaZulu-Natal

have not conducted formal surveys to determine if students have mobile de
vices to

access library services if they were using them to access library services.
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5.3.

Section 4.2.25 found that the global trend of using mobile technology as a
result of the current Fourth Industrial Revolution (4IR), the current COVID-19
pandemic and the institutional pressure to move toward mobile services
have also encouraged and pushed academic librarians towards adopting
mobile technology in their libraries. Librarians indicated that they used
WhatsApp communication with students and academics and this was not
the case before the pandemic. The researcher noted that the above-
mentioned examples were mentioned as both social and facilitating

conditions by the participants.

Under section 4.3.26, the study found that librarians believed that some of
the factors or challenges affecting the adoption of mobile technology were
not specific to libraries but common to academic institutions in the region.
Challenges such as lack of data for students and network connections were
raised as high factors that may be hindering the adoption of mobile

technology as a delivery model forlibraries.

Finally, under section 4.3.28, the study found that academic librarians feel
that the other support services departments such as the Information
Technology (IT), the Writing Centre, and the Centre for Excellent Learning
and Teaching are encouraging the behavioural intention of both students and
staff within the university to adopt mobile technology. Examples of how
these departments are encouraging the behavioural intention to adopt and
use mobile devices are listed in Table 4.8. As confirmed by Okai-Ugbaje,
Ardzejewska and Imran (2020: 3), departments such as IT and other student
support service sections have been encouraging the use of mobile

technology for learning in the higher institutions of learning.

CHAPTER SUMMARY

The chapter provided an overview of the study's key findings. The findings
were aligned with the study’s objectives, critical questions and the
theoretical framework applied in the study. These key findings come
primarily from the sections that identify the social factors that influence the
adoption of mobile technology in academic libraries as well as the
perceptions of academic librarians regarding the usefulness of mobile
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technology to deliver mobile services, the perceptions of academic librarians
regarding the effort required to adopt mobile technology, and finally, the
perceptions of academic librarians regarding the facilitating conditions that
contribute to the adoption of mobile technology. There were several factors
and facilitating conditions that academic librarians believe were driving the
adoption of mobile technology in academic libraries, including the support
of library managers and users, the current COVID-19 pandemic, as well as

current library trends.
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6. CHAPTER SIX: CONCLUSIONS, RECOMMENDATIONS

6.1.

6.2.

AND CONTRIBUTIONS OF THE STUDY

INTRODUCTION

The conclusion provides a concise summary that leaves the reader with a clear
understanding of the main purpose of the study and the main discovery and
arguments of the study (McCombes 2021). The researcher uses this chapter to
connect the problem statement, the objectives of the study, and the key findings
of the study. The recommendations based on the data analysed in the previous
chapter are also presented and summarised. The researcher uses this chapter,
finally, to discuss the contributions of the study to the Library and Information
Studies (LIS) field.

RESTATED PROBLEM AND OBJECTIVES OF THE STUDY

This study sought to investigate the perceptions of academic librarians at
KwaZulu- Natal's Universities of technology (UOTSs) regarding the use of mobile
technology in providing library services. This study was influenced by the
literature that states academic librarians should be excelling in using mobile
technologies for library service (Maideen 2017: 125; Baidyussenova and
Manabat 2020: 42; Atkinson 2021: 11).

There are currently many studies exploring the views and perceptions of
students at universities regarding the adoption of mobile technology, especially
in Africa. This study will be one of the few studies focussing on exploring the
views and perceptions of academic librarians in the universities of technology in
the KwaZulu-Natal province. The UOTs were chosen for this study as literature
suggest that they have a bigger role to play in addressing societal challenges
using modern technology in theirinstitutions (Miller 2019: 1682; Taebi, van den
Hoven and Bird 2019: 1626).

The study followed the four research objectives that are presented in Chapter
One. These objectives were crucial since they provided a focus for the entire
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6.3.

6.3.1.

study. The study objectives were achieved as stipulated in Chapter Four of this

study. The study objectives were as follows:

To determine the social influence aspects such as peer effect and user's
influence on the behavioural intention to adopt mobile technology as a delivery

model for library services by academic librarians in the UOTs in KwaZulu-Natal.

to determine the perceptions of academic librarians at the UOTs in KwaZulu-
Natal on the usefulness of mobile technology as a delivery model for library

services.

To determine the perceptions of academic librarians at the UOTs in KwaZulu-
Natal on the efforts required to successfully adopt mobile technology as a

delivery model for library services.

to determine the facilitating conditions that might be contributing to behavioural
intentions for academic librarians at the UOTs in KwaZulu- Natal to adopt

mobile technology to provide library services.

CONCLUSIONS

Social influences contributing to the behavioural intentions to adopt mobile

technology

Chapter Four, section 4.3.8 up to section 4.3.10 discusses various social influences such as
the need to adhere to global best practices, the encouragement and support by library
managers, the ICT growth, the massive expansion of the ICT and the 4IR, in the library
profession, student requests and inquiries about mobile services, as well as the peer support
from fellow librarians as some of the factors encouraging the adoption of mobile technology by
academic librarians. Generally, students are mostly interested in mobile services.
Additionally, the literature reviewed in Chapter Two, Section 2.4, indicates how
users, library managers, and fellow professional librarians are encouraging

mobile technology adoption in academic libraries.
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6.3.2.

6.3.3.

6.3.4.

Perceptions of academic librarians on the usefulness of mobile technology as a

delivery model for library services

It is demonstrated in Section 4.3.2 of Chapter Four, that academic librarians
consider mobile technology to be very useful for delivering and enhancing
library services. In Section 4.3.2, the study lists various advantages and
benefits of using mobile technology. Furthermore, Chapter Two, Section 2.5
refers to literature studies which confirm that mobile technologies have helped
academic librarians to offer successful mobile services and to remain relevant

to today's information users.

Perceptions of academic librarians on the efforts required to adopt mobile

technology

Chapter Four, Section 4.3.3 revealed a mixed response to this aspect, as some
participants felt that no effort was necessary in order to adopt and integrate
mobile technology in their libraries, while others felt there was minimal effort.
Plans and strategies regarding marketing mobile technology to users were
identified as some of the activities the librarians need to prepare in Section
4.3.3.

What are the facilitating conditions contributing to the behavioural intention to

adopt mobile technology?

According to the study, under Chapter Four, Sections 4.3.4 and 4.3.25, there
were several facilitating conditions for the adoption of mobile technology by
academic librarians. Libraries were moving towards mobile services due to
conditions such as current global trends, COVID-19, and training support.
However, libraries are still prioritizing traditional services even as they move to
provide services through mobile devices. The literature in Section 4.2.10
confirms that the current COVID-19 crisis and trends in the field of libraries,
force them to adopt new technologies to provide seamless client services to

today's users.
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6.4.

RECOMMENDATIONS

Based on the findings of this study and the conclusions drawn, the researcher
suggests that academic libraries should consider the following

recommendations:

e Information sharing and peer-to--to-peer sessions should be
encouraged or formalised where possible, to allow more learning and

skills sharing amongst librarians.

e Libraries should consider conducting more formal surveys to determine
from users which services are most and least enjoyed to further develop

or attend to challenges, if any.

e Librarians should create more marketing strategies and plans for each

library on how this service will be supported and marketed.

e Road shows should be organised to educate both academic staff and

students on the use of mobile devices to access library services.

e |t is incumbent upon librarians to provide spaces and resources that

support digitally disadvantaged patrons.

e There should be further collaboration with other support departments

that provide virtual student support.

e Libraries need to invest in new technology resources that make it easier
to access library services, resources, and other university services via

mobile devices.

e To address the issues of bandwidth and network connectivity, the library
should engage relevant university stakeholders for the benefit of
students. Bandwidth and network connectivity were some of the issues
confirmed by academic librarians as some of the challenges that may be
hindering library users from using their mobile devices for library

services.

e As technology keeps on changing, future studies should also consider
covering exploring the perceptions of academic librarians in other UOTs,

traditional universities, and colleges in RSA. Such research may also
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6.5.

6.6.

assist in evaluating the technological changes and the continuous impact

of mobile technology on the provision of library services.

e Future studies should also consider conducting comparative studies
amongst the UOTs in South Africa to help identify gaps and common

practices.

e Academic Librarians should lead the quest for the formulation of
guidelines related to the use of mobile technology to access their
institutional resources. Sharma and Madhusudhan (2017: 293) also
suggest that management of universities and libraries should develop
guidelines and policies towards the use of mobile technology, and these
guidelines should be complemented by the development of more library

mobile applications for delivering library mobile services.

CONTRIBUTIONS OF THE STUDY

This study adds to the current body of literature that exists regarding the
perceptions of academic librarians on the use of mobile technology. This was
an issue that forms part of the study’s problem statement. Many researchers
have sought to determine how students use mobile devices to access university
and library services, yet very few studies have been conducted to ascertain how
academic librarians, particularly university libraries in the UOTs, are managing
this new trend in providing services to users today. The study also aims to close
this gap between students’ perceptions and professional librarians’ perceptions
on the use of mobile technology to provide library services, specifically in the
UOTs in KwaZulu-Natal, SA.

This study has implications for the LIS field, since librarians can apply some of
the lessons, challenges, and positives gleaned from academic libraries

regarding their migration to using mobile technology to offer library services.

CONCLUSION

The development of information and communication technology is affecting the
way libraries operate and provide services. As technology changes, library

services, including those provided by academic librarians, are changing from
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traditional services to mobile and virtual ones. Literature suggests that
academic librarians must deploy these technologies to meet today's user needs
and to remain relevant. Currently, most of the literature focuses on students'
perceptions of the use of mobile technology for library services (Biswas, Roy
and Roy 2020: 2; Yip et al. 2020: 389; Williams, Saunderson and Dhoest 2021b:
76; Zhang et al. 2021: 116).

This study was undertaken as an exploration of academic librarians'
perceptions of the use of mobile technology to provide library services.
Purposive sampling was performed to concentrate the study on the academic
librarians employed to administer professional information services in two UOTs
in KwaZulu-Natal. In the study, the objectives served as the main focus for the
research, as critical questions were based on them. Both the objectives and
critical questions were achieved, as presented in Chapter 4 of this study. This
was made possible by how the questions were prepared to collect relevant and

appropriate data from the participants, and how the research was conducted.

This study demonstrates the importance of librarians adopting mobile
technology as a method for delivering library services. Nonetheless, it raises
the issue of considering all types of users and their learning strategies and
needs, infrastructure, and librarians' capabilities when moving towards mobile
technology as a delivery model for library services. Library managers were
viewed as encouraging the use of mobile technology to deliver library services.
According to the study, academic librarians find mobile technology very useful
since they can now provide resources and deliver services using mobile

devices.

The study also identified several external factors such as COVID-19 and global
ICT trends in libraries to have contributed to the behavioural intention of
academic librarians in the UOTs to adopt mobile technology, as also suggested
by Okike (2020: 2). In addition, some of the challenges including network
connectivity, digital divide, lack of infrastructure, lack of data, as well as the lack
of knowledge and skill of academic librarians, were identified as possible
barriers hindering the adoption of mobile technology for library services. The
study finally provides possible solutions to the challenges suggested by the
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participants. To conclude, the study offered several recommendations for

libraries in the adoption of mobile technologies, and for future research.
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Interview schedule for semi-structured interviews with the academic librarians

The purpose of the study is to investigate the perceptions of the academic librarians on the
use of mobile technology to provide library services at the Universities of Technology
(UoTs) in KwaZulu Natal. In this study, the terms ‘Mobile Technology’ and ‘Library Services’

are used concurrently. These terms are defined below for your consideration:

Mobile technology refers to the mobile devices such as cell phones, smart phones, laptops,
notebook, net book computers, audio mp3, cameras, iPad, and other devices that can be

used to access the internet, messaging, email and other technological activities.

Library services refers to the services such as library catalogue/OPAC, access to e- books,
e-journals, e-newspapers, book loans and renewals, information service consultations or
subject librarians’ consultations, past exam papers access, mobile printing and scanning,
study group rooms, research guides, awareness services, SMS communication, access to

information literacy training, guides, videos, presentations and tutorials.

Semi-structured Interview questions SECTION A

Gender

Race

Age

What is your current position/role in the organisation?
What are your primary task and responsibilities?
How long have you been in this position?

What is your highest qualification?




SECTION B

Social Influences (Sl)

Social influences contributing to the behavioural intentions to adopt mobile technology.

Do the library management encourage library staff to use mobile devices to access library

services? If so, please explain how?

Do users enquire about accessing library resources and services such as eBooks, e-journals,
e- newspapers, library catalogue and library guides using mobile devices? if so, which users

are more enquiring to such technology between staff or students?

What do you think are the main influences of people wanting to move to mobile technology

when

it comes to library services?

Are there any services accessible on mobile devices that your library is now providing? If yes,
which services are those, and for how long has the library been offering services accessible

via mobile devices to users?
\Which services or resources do you normally encourage users to access via mobile devices?

Is there a library policy that is used to guide or promote the use of mobile technology to

access library services at your library?

Performance Expectancy (PE)

The usefulness of mobile technology in delivering library services.

In your view, is mobile technology making your life easier in providing library services? If yes,
please share how mobile technology is making your life easier and if no, please share how you

wish mobile technology could make your life easier.

From your experience in dealing with users, do users currently enjoy/can enjoy accessing

some of these services via mobile devices and why?

Based on your experience in using mobile technology, do you feel that all the academic

libraries should adopt mobile technology as a delivery model for library services and why?

Has providing services accessible via mobile devices affected/improved the way you execute

your daily duties? If so, explain?




Are there services or duties that you no longer have to execute due to the availability of

services accessible via mobile technologies at your library? If yes, explain how.

Efforts Expectancy (EE)

Efforts required to successfully adopting and using mobile technology as a delivery model for

library services?

Do you find it easy to use, market and communicate services accessible via mobile

technology?

Do you feel that you have enough knowledge regarding the use mobile technology to delivery
library services? If yes, please elaborate on the knowledge you have and if no, please

elaborate on the knowledge you feel you need to learn more about

Have you received any support or training aimed at helping you to better understand/use
mobile technology? If yes, what type of support have you received, if no, what type of support

or training would you like to receive?

In your view, do you feel the library is doing enough to make their library services accessible

via mobile devices?

In your opinion, is your library ready to fully adopt mobile technology as a delivery model for

library services?

Has your library done any survey to find out if users (especially students) have devices

capable of accessing library services?

Facilitating Condition (FC)

Facilitating conditions contributing to the adoption of mobile technology

What are the main factors that may be pushing the library toward mobile technology (e.g.

Institutional pressure, Covid-19, new trends etc.)?

Based on your experience, what are some of the barriers within your library or institution that

might hinder the adoption of mobile technology for users?

If there are barriers, what can you recommend as solution that may overcome these

challenges?

What type of support is given by your Library/institution that encourages the adoption of

mobile technology?
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Information) regarding the study.

| am aware that the results of the study, including personal details regarding my sex, age, date of
birth, initials and diagnosis will be anonymously processed into a study report.

In view of the requirements of research, | agree that the data collected during this study can be
processed in a computerised system by the researcher.

I may, at any stage, without prejudice, withdraw my consent and participation in the study.

| have had sufficient opportunity to ask questions and (of my own freewill) declare myself prepared
to participate in the study.

| understand that significant new findings developed during the course of this research, which
may relate to my participation will be made available to me.

Full Name of Participant Date Time Signature/RightThumbprint

l, (name. of researcher) herewith confirm that the above participant has been fully

Informed about the nature, conduct and risks of the above study.

Full Name of Researcher Date Signature
Full Name of Witness (If applicable) Date Signature
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LETTER OF INFORMATION

Dear Participant

Thank you for participating in this study.
Title of the Research Study:

Perceptions of the academic librarians on the use of mobile technology to provide library

services in the UoTs in KwaZulu Natal.

Principal Investigator/s/researcher:

Muvhulawa Romeo Matumba, BTech Degree in Library and Information Studies.
Co-Investigator/s/supervisor/s:

Dr Mogiveny Rajkoomar, PHD in LIS

Purpose of the Study:

The main aim of this research is to investigate the perceptions of the academic librarians in
the UoTs in KwaZulu Natal on the use of mobile technology in providing library services. The
study intends to identify and explore the various factors contributing to the adoption of mobile
technology by academic librarians. Furthermore, it is hoped that this study might also assist
in identifying various library services that academic librarians are providing via mobile
technology, understand various challenges faced by academic librarians in using mobile
technologies to provide services, as well as to collect the views of academic librarians

concerning their role in providing services accessible via mobile technologies.
Outline of the Procedures:

The researcher will conduct interviews with participants at the Durban University of
Technology and the Mangosuthu University of Technology. This study will apply a qualitative

method. Semi-structured questions will be used to interview participants.

Due to the current pandemic, the researcher will conduct online interviews to avoid any

physical contact with the participants. Microsoft Teams (MS Teams) will be used to conduct



the interviews with participants. Individual interviews will be scheduled at a time that is
convenient to the participant. Participants will be asked permission to record the interviews.
Interviews will be recorded using the MS Teams recording feature. Interviews are planned to
take place between 9 September 2020 and 9 October 2020. The researcher intends to spend
a maximum of 1 hour with each interview. The meeting will be scheduled at a time that is
convenient for the participant. Participation in this study is voluntary and no one will be obliged
to participate. The researcher undertakes to adhere to all the ethical principles of the research.
The participants will be asked to sign the information consent, before participating in this

study.

Risks, discomforts to participants:

There will be minimal risks to the participants. Participants will be interviewed online.
Benefits:

This study will benefit the participants and other academic libraries in the UoTs in South Africa,
in identifying benefits of using mobile technology as well as challenges faced by academic
librarians while providing library services in today's’ world using today's technologies. The
study will also encourage academic librarians in the UoTs to understand their strengths,
weaknesses and gaps to be filled within their library profession, to improve services. The
benefit to the researcher will be the publication, conference presentations and completion of

a master’s degree in Library and Information Sciences.
Reason/s why the Participant May Be Withdrawn from the Study:

Participation in this study is voluntarily and the participants may withdraw from this study at

any stage. No reasons will be required from participants who wish to withdraw.
Remuneration:

Participants will not receive any rewards for their participation. Participation will be

completely voluntarily.

Costs of the Study:

There are no costs to the research participants.

Confidentiality: the researcher ensures participants of the following guarantees:
To maintain confidentiality and security of all responses provided during interviews

To protect their rights and welfare i.e. to ensure there is no harm or victimization because of

their participation in this research.

To make the findings of this research to be available on request.



All records of interviews will be stored securely and deleted after 5 years
Research-related Injury:

The researcher assures participants that there will be no injuries.
Persons to Contact in the Event of Any Problems or Queries:

Please contact the researcher Mr M.R. Matumba on : 073 9887356/ 031 373 5247 email:
muvhulawam@dut.ac.za, my supervisor Dr M. Rajkoomar on: 031 373 6776 email:

mogier@dut.ac.za the Institutional Research Ethics administrator on 031 373 2900.

Complaints can be reported to the DVC: Research, Innovation and Engagement Prof S Moyo
on 0313732577 or moyos@dut.ac.za

General:

Participation in this research is completely voluntarily. This research will be conducted in
English. The participants from the targeted population are familiar with the English language

and no translation will be required.
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