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ABSTRACT

Libraries hold responsibility to provide information to its user, its serve many kind of user and
try to satisfy their users need, thus libraries usually always find a ways to improve their services
to serve patrons better. Reference services via texting in libraries can be useful to improve
libraries reference services. The purpose of this study is to investigating library staff’s responses
towards reference service via texting. The study also to determine user’s knowledge about these
services which may be help the library to increase the user satisfaction of the university library’s
customer services and it is also one of the method to improve the customer service at PTAR.
There are only 26 respondents for this research study. The respondents are librarian and library
assistants from PTAR 1, PTAR 2, PTAR 3, PTAR 4, FSPU library, INTEC library, Puncak
Perdana library and Puncak Alam library.

Keywords: Reference Service via Texting, Text a Librarian, Text Messaging, Mobile Phone



CONTENTS

ACKNOWICAZEIMENLS ........coiiiiiiiiiiiiiie ettt et st st e st enn e i
ADSIFACE. ..ot ettt b e s s i
COMLEIES ...ttt b bbbttt a e eb st et bbb ifi-iv
LISt OF TADIES .....oooenieiee ettt e sr et eb b ene s A
LISt Of FIGUIES.....c.oeeieie ettt e bbb n e n e vi
List 0f ADBIreviations ...........coooviiiiiiciiii et s vii

1.0 CHAPTER 1: INTRODUCTION .
T 1 IITOAUCHION ..ottt e e e e e e e eeeeeeeesessareaseesanseteeseanrnseeesssnessesansnaneassareeneesen 2

1.2 Statement of Problem ............ccocviiiiiiiiie e 3-4
1.3 Objective of Study..........ccoccveveeerenenee, bt et 4
1.4 ReSEarch QUESLIONS ....cueecveiviiie ettt vt tteereesaeera e e e e st e s s e e e sstenbesaeesssanneesaensennrene 5
1.5 SCOPE OF STUAY ...ttt e e s 5
1.6 Significance of StudY .......ccccverinieiiiiniiree e ettt e 5
L7 LAMEATION ...ttt sttt ettt et sttt ea et nemcenes s ansesns 6
1.8 Definition OF TEIMIS ... ..oooiiiiii ettt st s e s ee e ssne s bt s s e e b e eseesateensneaansenas 7-8

2.0 CHAPTER 2: LITERATURE REVIEW

2.0 TIMEOAUCHON ... eesssseesssssssssssssssessssssssssssssssssssssssssssssssomsssssssssssssseses s s 10-12
2.1 Text Reference Services MOTEIS..........oveoirieeceiinincnececiiieee et e 12-13
2.2 SEAFT TTAIMINE ...ttt ettt ne e s betesressceaeseeere st aeneemeeseenesnaeanean 13
2.3 PTOMOIONS ....voueeuiiieieieereieseeieeeseesentestsseseeseesessassesessesesenseseseeseesenrasasnenensenbenessenseresreseenenes 14

2.8 CONCIUSION. ..coeeeeeeeeee et e ettt et e s eeeeesae e te et eteaassssssststssastessssssssesanssssssessssesonsnsnnnn 14



RESEARGHIEROU KGRINITE RS RASSNDIINEO RMNTIONINGLIEN G 1M L604

“INVESTIGATING LIBRARY STAFF’S RESPONSES TOWARDS REFERENCE
SERVICE VIA TEXTING”

CHAPTER 1: INTRODUCTION
1.1 Introduction

Libraries hold responsibility to provide information to its user, its serve many kind of user and
try to satisfy their users need, thus libraries usually always find a ways to improve their
services to serve patrons better. Libraries eager to explore new ways to disseminate
information effectively to is patrons. Reference services via texting in libraries can be useful
to improve libraries reference services. According to Lili Luo (2011), libraries stated to
adopting it to deliver reference service that enables library users to send a reference questions
and receive answers via texting. Reference services via texting is one way to provide
reference services to library patrons by using a mobile phone as medium to enable two ways

communication between librarians and their patrons.

Universiti Teknologi MARA (UiTM) is one of the local universities in Malaysia.
UiTM is Malaysia's largest institution of higher learning in terms of size and population. It
has experienced phenomenal growth since its inception in 1956 and it is still growing. The
university has expanded nationwide with 15 branch campuses, three satellite campuses, 9 city
campuses and 21 affiliated colleges. With this vast network and a workforce of 17,000, the
university offers more than 300 academic programmes in a conducive and vibrant

environment. It is also home to some 172,000 students.

The libraries of Universiti Teknologi MARA remain central to the aspirations of the
university. It is not only a repository learning materials, but is also central to the student
experience, encouraging learning, dialogue, discussion and reflection. Library collection
totals more than 600, 500 volumes comprising books, pamphlet, conference papers,
bibliographies, calendars and other non-print materials in microform format. The library also
holds about 5,000 periodicals titles currently subscribed or received through request or
donations. More than 50 online databases are subscribed from various journals. Other than
Perpustakaan Tun Abdul Razak (PTAR) 1, there are also other component libraries namely
PTAR 2, PTAR 3, PTAR 4, Faculty of Architecture, Planning & Surveying (FSPU) Library,
PTAR, Petaling Jaya, INTEC Section 17 Library, Selayang Hospital Library, Sungai Buloh
Hospital Library and Puncak Perdana Library and Puncak Alam Library.




