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THE LIBRARY SERVICES SURVEY DURING COVID-19 LOCKDOWN 
This survey was carried out by the Library RS team immediately after the Covid-19 lockdown period; 
Monday March 30- Sunday April 19 in Fiji. 
 
Objectives 
The objectives of this survey were: 

(i) To measure levels of user satisfaction of library services 
(ii) To measure levels of user awareness of library services 
(iii) To measure how successful the Library has been meeting users’ needs 
(iv) To identify areas of improvement should it re-occur 

 
Questionnaire 
The survey comprising 13 questions were categorized as follows: 
Q1-Q2 Category of user and faculty affiliation 
Q3 Online Renewals Service Awareness 
Q4 Library Update News Awareness 
Q5 AskALibrarian Service Usage 
Q6 Library Resources Online Search tool Access and Use 
Q7 Databases or Library web pages Access and Use 
Q8 Online resources problems or technical issues 
Q9 Frequency of library services and resources usage 
Q10 Other Comments 
 
Administration 
The Survey was administered online via Google Forms and accessed through the library webpage and 
social media platforms. After Covid-19 lockdown and return to work, RS staff collated all responses using 
Google Forms so that a statistical analysis of all replies is done. 
 
Findings and Analysis Presentation 
The findings are presented as a percentage based on the number of respondents to each question. 
Actions or possible solutions are provided for consideration and implementation by the Library to 
address the areas of concerns identified from the survey. 
 
A total of 82 library users participated and where the number of respondents are low, users were: (i) not 
expected to respond or (ii) did not attempt to provide a response. 
 
Categories of respondents were as follows: 
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The majority of respondents were under-graduate students with 69.5% (57) with the remaining 30% (25) 
distributed by the following respondents: PG 17.1% (14), Staff 7.3% (6), Student 2.4% (2), Further 
Education, Continuing student and Staff as well as PG student with 1.2% (1) each. According to Faculty 
the following is shown: 
 

 
81 respondents were received with FBE numbering the highest at 39.5%(32) followed by FALE 24.7% 
(20), FSTE 19.8% (16) and PacTAFE 16% (13).  
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FINDINGS AND ANALYSIS OF THE USER SURVEY 

 
82 users responded. Student mail 78% (64) was the most popular medium used by library users about 
library closure during the covid-19 lockdown in Suva. The rest accessed the message through: social 
media 7.3% (6), word-of-mouth 6.1% (5), library homepage 2.4% (2) and 1.2% (1) each through email, 
Google, Staff email, from Librarian and Noticeboard. 
 
1.1 Recommendation 
To maintain and affirm sending communication to library users through ‘Tukutuku’  which remains the 
best medium to use even though the library has a very engaging social media page. 
 

 
With 82 responses received; 68.3% (56) users were not aware that 2hr loan items could be borrowed 
during the covid-19 period. The remaining 31.7% (26) were aware of this service being offered. 
 
2.1 Recommendation 
To ensure that any message for users to benefit library services must be communicated quickly to them 
with planned timelines for borrowing and schedules for return.  
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With 79 responses received, the majority 67.1% (56) were not aware while 32.9% (26) were; 3 refrained 
from making a comment. 
 
3.1 Recommendation 
To consider that the ‘new norm’ is in place and students are encouraged to learn online through the 
Liaison Librarians work who should announce this at the BOS, Faculty or School meetings they 
participate. This message should also be announced at all levels of IRS. 
 
 
 

 
Users who consulted the Corvid-19 library updates numbered 53.7% (44) while 46.3% (38) did not know. 
 
4.1 Recommendation 
To ensure that all students are informed at the Information Desk and the IRS session the importance of 
referring to the library webpage for updated information when such situations for closure of the Library 
occurs. 
 



5 
 

 

 
From the 36 responses received, users relied on email 27.80% (10) for both staff or student. The rest 
asked for help online. 
 
 

 
For the 66 responses received, those who used the service 3 times 39.4% (26) rated it very useful 
followed by 5 times 34.8% (23), 2 and 4 times at 10.6% (7) and once 4.5% (3). 
 
5.1 Recommendation 
To strengthen publicity of the service at the IRS sessions, Information desk through LL work and by 
word-of-mouth to users, library colleagues who champion the library and its services. 
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Of the 82 respondents; Yes to being used all the time was highest with 45.1% (37), No being the first 
time they’ve seen it with 29.3% (24), Yes but first time using it during lockdown 22% (24) and with 
lowest No, it wasn’t working at 3.7% (3). 
 
6.1 Recommendation 
To enhance the teaching of online tools through LL work with faculty, FYE Coordinators, student 
association groups through the Students Association and during faculty orientation by referral to the 
online brochure. 
 
 

 
 
From the 48 respondents; 16% (8) did not use the databases and were not able to tell us if they were 
working. A total of 83.33% (40) used the databases and were able to confirm that the databases 
including ProQuest, JSTOR, Science Direct, e-Books, Exam Papers were working as usual. 
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7.1 Recommendation 
To hold more specific database searching classes to target the 16% who do not use/are not aware of the 
databases that exist to support their learning. 
 

 
Of the 82 respondents, 80.5% (66) replied with ‘No’ which meant that they did not have any technical 
issues with the library online resources. 19.51% (16) is the total of those who had technical issues with 
the library online resources. The problems related to pages not working, connectivity and login 
problems, loading of article took too long, lack of knowledge to search resources, did not use the online 
resources and faced difficulty to get the resources. 
 
8.1 Recommendation 
To include a visible help contact, email, phone number on the library homepage if technical issues are 
being experienced with online resources. 
 

 
82 responded with the highest at weekly use 35.4% (29), less than daily but more than weekly usage at 
30.5% (25), an equal amount of use rate for daily and didn’t use the service to take the break at 17.1% 
(14) each. 
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9.1 Recommendation 
To engage more outreach to faculty through LL work so that the library increases its visibility through 
social media to assist students on a daily to weekly basis. 
 
 
10. Finally... please add any other comments you might have. 
 
43 responded positively to the help online that the Library provided during the lock down period of 
Covid-19 with recommendations to be noted. 
 
10.1 Recommendation 
To encourage students to give feedback through multiple short surveys, suggestion box, ‘chalk your 
thoughts board’ so that we can better gauge the access and use of services we provide to our users. 
 
 
 
SUMMARY OF RECOMMENDATIONS 
 
1.1 Recommendation on Awareness of Library Closure 
To maintain and affirm sending communication to library users through ‘Tukutuku’ which remains the 
best medium to use even though the library has a very engaging social media page. 
 
2.1 Recommendation on Awareness of 2h Reserve Items Loan Period 
To ensure that any message for users to benefit library services must be communicated quickly to them 
with planned timelines for borrowing and schedules for return. 
 
3.1 Recommendation on Awareness of the Online Renewal Service 
To consider that the ‘new norm’ is in place and students are encouraged to learn online through the 
Liaison Librarians work who should announce this at the BOS, Faculty or School meetings they 
participate. This message should also be announced at all levels of IRS. 
 
4.1 Recommendation on Awareness of Library Homepage Slider Updates 
To ensure that all students are informed at the Information Desk and the IRS session the importance of 
referring to the library webpage for updated information when such situations for closure of the Library 
occurs. 
 
5.1 Recommendation on Usage of the Ask-A-Librarian Service 
To strengthen publicity of the service at the IRS sessions, Information desk through LL work and by 
word-of-mouth to users, library colleagues who champion the library and its services. 
 
6.1 Recommendation on Access and Usage of Online Tools 
To enhance the teaching of online tools through LL work with faculty, FYE Coordinators, student 
association groups through the Students Association and during faculty orientation by referral to the 
online brochure. 
 
7.1 Recommendation on Use of Library Databases and webpages 
To hold more specific database searching classes to target the 16% who do not use/are not aware of the 
databases that exist to support their learning. 
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8.1 Recommendation on Technical Issues with Online Resources 
To include a visible help contact, email, phone number on the library homepage if technical issues are 
being experienced with online resources. 
 
9.1 Recommendation on Usage Frequency of Library Services and Resources 
To engage more outreach to faculty through LL work so that the library increases its visibility through 
social media to assist students on a daily to weekly basis. 
 
10.1 Recommendation on User Feedback Means Available 
To encourage students to give feedback through multiple short surveys, suggestion box, ‘chalk your 
thoughts board’ so that we can better gauge the access and use of services we provide to our users. 
 
 
 
 
RS Survey Team 
21 July 2020 

 


