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The study evaluated the influence of organizational culture on service delivery of librarians in National
library of Nigeria. The study adopted a survey design with a study population of 289 librarians in Na-
tional library of Nigeria, total enumeration was used because the population was very few. A structured
and validated questionnaire was used for data collection. Data was analyzed using the SPSS software,
frequency distribution and percentages. The findings revealed that there was high level of service de-
livery by librarians at the National Library of Nigeria (x=2.92). Further details from the analysis depict
that all the indicators show high level of service delivery. The study concludes that the level of service
delivery in the National library is high and that organizational culture had a positive significant influ-
ence on service delivery of librarians in the National Library of Nigeria. However, the study recom-
mended that organizational culture is important elements that help to drive effective and efficient ser-

vice delivery in the National Library of Nigeria.
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INTRODUCTION

Libraries are committed to providing information for all,
and in different formats. They play a major part in ensur-
ing and encouraging literacy by offering important and
relevant reading materials for people at all levels of life.
Libraries are dedicated to being socially responsible by
contributing services that reach people in all works of life
regardless of their social status. Libraries provide infor-
mation, thereby bridging the information gaps through
service delivery to people in the society. Libraries as the
‘heartbeat’ of organizational learning environments, pro-
vide a place for users to advance their knowledge with

relevant information resources that can meet their needs
as individuals or groups for education, information, recre-
ation and personal development. Services provided by
librarians are important for the development of the infor-
mation society where every user can have access to a
wide range of new ideas, knowledge and innovation. Li-
brarians worldwide seek to proffer solutions and ensure
distribution of information to remote areas and globally
through efficient and effective service delivery (Farah,
2013).

Adomi (2014), library service delivery is procedure, ac-
tivity and programme of libraries, which is organized with
the aim of ensuring that the needs of users are met. All



library services are delivered and geared towards meet-
ing the different information needs of patrons, which will
in turn ensure that the learning and research goals of the
users are met. Dollah (2016) defined service delivery as
a process of assisting users in their search for infor-
mation in the library. Hence, service delivery in libraries
include all activities that librarians engage with in provid-
ing information resources that are available to the ques-
tions and queries of the users and to meet their infor-
mation needs. Aboyade (2013) also noted that service
delivery in the libraries is a sum total of all library activi-
ties aimed at facilitating the use of the library and its re-
sources. Service delivery by libraries as organizations are
hinged on the mission, objectives, policies, needs of us-
ers, availability of resources, infrastructural facilities plus
the professional skills of the librarians. Thus, service de-
livery in libraries is meant to satisfy the needs of users
(Kumar, 2012; Hammed, 2014). Library service delivery
is divided into two major aspects: the technical, which
are services behind the scene and customer services,
which are meant to meet the needs of users directly.

Organizational culture is the way things are done in a
specific library domain. These library cultures usually de-
pend upon the operational approaches on how the library
delivers its services on day-to-day routine activities. The
fact remains that, the organizational culture of the NLN
has ever been stationary as the culture of the old tradi-
tional methods of executing its service delivery to users
are still being done manually in most cases, in spite of
that the world is fast transforming into digital age. In the
National Library of Nigeria, the normal old traditional cul-
tural methods of using analogue cards catalogue forms,
usually arranged in alphabetical order in the cabinet with
indication of authors, titles and subjects are still in vogue
as an on-going service delivery in every state branch of
the library. Besides, there is no single state branch of the
library that is fully computerized since the establishment
of the organization in 1964. In relation to this, the availa-
bility of Website-opac, resource facilities and other library
infrastructural facilities are insufficient to meet the users’
expectation. Furthermore, there is an inadequate skillful
of human resources, particularly, professional librarians
that are needed to enhance effective service delivery to
meet users’ satisfaction as expected. However, service
delivery in the National Library of Nigeria has been based
on the culture of analogue (manual) methods or systems
to deliver its services over the years without much posi-
tive change for technological innovations.

STATEMENT OF THE PROBLEM

The National Library of Nigeria (NLN) is expected to
provide services to meet the information needs of the
society. These expected services include reference ser-
vices, customers’ services, inter-library lending (ILL) ser
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vices, technical services, selective dissemination of in-
formation (SDI), current awareness services (CAS) and
users’ education programme services. Despite the im-
portance of these expected services from the Library,
The National Library of Nigeria (NLN) seems not to be
providing adequate and effective service delivery to meet
the expectations of the users. Authors like Seema (2013)
and Aboyade (2017) reported that the National Library of
Nigeria is also not effectively being utilized by the public
as expected owing to the fact that most of the library re-
sources are outdated. Likewise, Mohmmed (2015) as-
serted that there is no directory service delivery available
in the National library to locate library web sites and no
scholarly literature has been written on the topic on be-
half of the institute. Consequently, service delivery in the
library by the Librarians is declining and unacceptable.
Factors such as unavailability of information resources,
problem of accessibility to information resources by us-
ers, technological adaptation and inadequate infrastruc-
tural facilities have been found to be influencing service
delivery in the library.

Organizational culture can however post as threat on
service delivery in an Organization. This implies that or-
ganizations with the cultural traits such as involvement of
employees, consistency, mission and adaptability can
inflict negatively for effective service delivery in the librar-
ies. It is in view of these that this work investigates the
influence of organizational culture on service delivery of
librarians in the National Library of Nigeria.

OBJECTIVE OF THE STUDY

The main objective of the study was to investigate the
influence of organizational culture on service delivery by
librarians in National Library of Nigeria.

Specific objectives are to:

1. find out the types of service delivery available in Na-
tional Library of Nigeria

2. examine the level of service delivery of librarians in
National Library of Nigeria

3. find out the dimensional level of the organizational cul-
ture in National Library of Nigeria

4. find out the influence of organizational culture on ser-
vice delivery by librarians in National Library of Nigeria

HYPOTHESES

The following null hypothesis was tested at 0.05 signifi-
cance level.

Ho: Organizational culture will not have any significant
influence on service delivery of librarians in the National
Library and Nigeria.
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METHODOLOGY

The study adopted the survey research design. Popula-
tion was 289, total enumeration was used, the total librar-
ians working in the National Library of Nigeria constituted
the population of study. The research instrument used for

this study was a self-constructed questionnaire. The col-
lected data from the field was analyzed using statistical
techniques like frequencies, mean, standard deviation,
simple linear regression and multiple regression analysis
model at 5% (P<0.05) level of significance. Statistical
Package for the Social Service (SPSS 12.0 version)
where used for data analysis.

RESULTS

Types of service delivery available in the National Library of Nigeria

Table 1. Services Delivered by the National Library of Nigeria

Always Available Rarely Not Avail- Mean Standard
Available Freq. Available able (x) Deviation

Freq. (%) Freq. Freq. (SD)
(%) (%) (%)

Circulation services 63 169 3 7 3.19 0.59
(26) (69.8) (1.2) (2.9)

References services 61 158 21 2 3.15 0.59
(25.2) (65.3) (8.7) (0.8)

Customer’s services 24 144 69 5 2.77 0.65
(9.9) (59.5) (28.5) (2.1)

Current awareness services 30 126 82 4 2.75 0.69
(12.4) (52.1) (33.9) (1.7)

Collection development services 29 127 80 6 2.74 0.70
(12) (52.5) (33.1) (2.5)

Technical services 26 129 84 3 2.74 0.66
(10.7) (53.3) (34.7) (1.2)

User’s education services 36 112 87 7 2.73 0.74
(14.9) (46.3) (36) (2.9)

Inter library lending services 30 112 97 3 2.70 0.70
(12.4) (46.2) (40.1) (1.2)

Selective dissemination of information 18 112 109 3 2.60 0.64
(7.4) (46.3) (45) (1.2)

E-resources/ICT’s services 19 99 121 3 2.55 0.66
(7.9) (40.9) (50) (1.2)

Average Overall Mean 2.79 0.66

Source: Field Survey 2020

KEY: ***Decision Rule if mean is less or equal to 1.49=Not Available; 1.5 to 2.49 = Rarely Available; 2.5 to 3.49

=Available; 3.5 to 4= Always Available

Table1 reveals generally that services were available at the National Library of Nigeria (x=2.79). Some of the services
indicated to be available at the National Library of Nigeria were; circulation services (x=3.19), reference services (x=
3.15), customer's services (X=2.77), current awareness services (Xx=2.75), selective dissemination of information
(x=2.60) and E-resources/ICT services (x=2.55). However, it should be noted that none of the services were always
available at the national library of Nigeria. This implies that none of the services were always available at the National
library of Nigeria. Furthermore, the result indicated that electronic resources and ICT sevices seems to be the lowest
services that are availabe which by implication, suggest that at the National Libarary of Nigeria there seems to be a
week provision of electronic resources services for users to utilize.
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Level of service delivery by librarians in National Library of Nigeria

Table 2. Level of Service Delivery by Librarians at the National Library of Nigeria

Variables VH H L VL Mean Standard

Freq. Freq. Freq. Freq. X Deviation
(%) (%) (%) (%) (SD)

Empathy (Mean = 3.10, SD = 0.46)

To what extent do librarians understand the specif- 43 189 10 - 3.14 0.45

ic needs of users before attending to them in the (17.8) (78.1) (4.1)

National Library of Nigeria?

Please, evaluate the general behaviour of the li- 40 188 14 - 3.11 0.46

brarians working in the National Library of Nigeria (16.5) (77.7) (5.8)

To what extent does the librarians show individual- 34 197 11 - 3.10 0.42

ized attention to users in the National Library of (14) (81.4) (4.5)

Nigeria?

Does the library place users' best interest at heart 37 191 14 - 3.10 0.45

in the National Library of Nigeria? At what rate? (15.3) (78.9) (5.8)

Are Librarians approachable by users in the Na- 35 194 13 - 3.09 0.44

tional Library of Nigeria? (14.5) (80.2) (5.4)

What is the level at which users are helped by li- 38 186 17 1 3.08 0.49

brarians to achieve success in the National Library  (15.7) (76.9) (7.0) (0.4)
of Nigeria

Kindly rate the level of care provided by librarians 40 181 20 1 3.07 0.51
to users in the National Library of Nigeria. (16.5) (74.8) (8.3) (0.4)

Accessibility (Mean = 2.93, SD = 0.62)

To what level is reference services accessible to 45 173 21 3 3.07 0.56
users in the National Library of Nigeria? (18.6) (71.5) (8.7) (1.2)

Circulation services is open and accessible to eve- 32 177 32 1 2.99 0.53

ry user at ....... level in the National Library of Nige- (13.2) (73.1) (13.2) (0.4)
ria

The accessibility of selective dissemination of in- 34 160 46 2 2.93 0.60
formation service delivery by librarians to users is (14) (66.1) (19) (0.8)

rated ....... in the National Library of Nigeria

Technical services are made accessible to users at 43 139 59 1 2.93 0.66
the rate of ........ level in the National Library of Ni- (17.8) (57.4) (24.4) (0.4)

geria

To what level is the accessibility of inter- library 45 117 78 2 2.85 0.72
lending services in the National Library of Nigeria (18.6) (48.3) (32.2) (0.8)

Selective dissemination of information services in 32 130 80 - 2.80 0.65

the National Library of Nigeria are made accessible  (13.2) (53.7) (33.1)
to users at what level?

Reliability (Mean = 2.92, SD = 0.60)

Please, measure the level of reliability of librarians 33 174 35 - 2.99 0.53
in the provision of references services in the Na-  (13.6) (71.9) (14.5)
tional Library of Nigeria

Are librarians in the National Library of Nigeria reli- 39 162 41 - 2.99 0.58
able in the provision of technical services to users?  (16.1) (66.9) (16.9)
Kindly rate the level of reliability of Librarians as it 46 140 56 - 2.96 0.65

relates to service provision in the National Library (19) (57.9) (23.1)
of Nigeria.
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Table 2. continuation

How will you rate the reliability of librarians in the 34 158 50 - 2.93 0.59
provision of current awareness services in the Na- (14) (65.3) (20.7)

tional Library of Nigeria?

To what level are the librarians reliability in the pro- 37 151 54 - 2.93 0.61
vision of collection development services in the (15.3) (62.4) (22.3)

National Library of Nigeria?

Services provided in the circulation department in 32 161 47 2 2.92 0.60
the National Library of Nigeria are reliably ...... (13.2) (66.5) (19.4) (0.8)

Librarians in the National Library of Nigeria are re- 27 113 101 1 2.69 0.67
liably open to provide ICT related services at (11.2) (46.7) (41.7) (0.4)

therate of ......... level

Tangibility (Mean =2.91, SD = 0.60)

To what level is the dressing 39 164 38 1 3.00 0.58
appearance of the librarians in (16.1) (67.8) (15.7) (0.4)

the National Library of Nigeria

?

The available physical facili- 24 184 34 - 2.96 0.49
ties that enhances service (9.9) (76) (14)

delivery in the National Library

of Nigeria is well maintained

at what level?

Rate the level of condition of 36 152 54 - 2.93 0.61
the library resource software (14.9) (62.8) (22.3)

facilities available in the Na-

tional Library of Nigeria

To what level are librarians 41 140 61 - 2.92 0.65
physically present in the pro- (16.9) (57.9) (25.2)

vision of library services in the

National Library of Nigeria

Kindly rate the aesthetic ap- 33 156 52 1 2.91 0.60
pearance of the National Li- (13.6) (64.5) (21.5) (0.4)

brary of Nigeria to the teaming

users

Does the National Library of 35 149 58 - 2.91 0.61
Nigeria have an up-to-date (14.5) (61.6) (24)

equipment to provide comput-

er software facilities for effi-

cient services delivery to us-

ers?

Please, rate the atmospheric 26 133 81 2 2.76 0.65
conditions of the National Li- (10.7) (55) (33.5) (0.8)

brary of Nigeria for effective

service delivery

Responsiveness (Mean = 2.88, SD = 0.65)

How will you rate the time 44 167 31 - 3.05 0.56

taken to respond to users (18.2) (69) (12.8)

need at the circulation
service desk by librarians
in the National Library of
Nigeria
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Table 2. continuation
At what level does Librari- 40 156 41 5 2.95 0.65
ans in the National Library (16.5) (64.5) (16.9) (2.1)
of Nigeria response to
users request in providing
current awareness ser-
vices?
Please, measure the Li- 38 143 61 - 2.91 0.63
brarian's responsiveness (15.7) (59.1) (25.2)
in delivering services to
users from the circulation
department in the National
Library of Nigeria
Kindly rate the level of the 31 150 61 - 2.88 0.61
librarian’s responsiveness (12.8) (62) (25.2)
in the provision of SDI
Services to users in the
National Library of Nigeria
Rate the responsiveness 37 128 77 - 2.83 0.67
of librarians in the provi- (15.3) (52.9) (31.8)
sion of technical services
to users in the National
Library of Nigeria
Responses by librarians in 34 118 90 - 2.77 0.68
attending to users in the (14) (48.8) (37.2)
ICT department in the Na-
tional Library of Nigeria is
always
The responsiveness to 42 99 101 - 2.76 0.73
library rules for 'OPAC' (17.4) (40.9) (41.7)
usage in the library by
users, helps librarians in
delivering their services to
level in the National Li-
brary of Nigeria
Availability (Mean = 2.80, SD = 0.63)
To what level is the availability of circulation ser- 26 209 5 2 3.07 0.40
vices in the National Library of Nigeria to users by (10.7) (86.4) (2.1) (0.8)
the librarians
Rate the level of availability of reference services in 31 166 41 4 2.93 0.60
the National Library of Nigeria (12.8) (68.6) (16.9) (1.7)
Collection development services are carried out in 27 137 76 2 2.78 0.64
the National Library of Nigeria at the extent rate of (11.2) (56.6) (31.4) (0.8)
...... level
Kindly rate the availability of Selective dissemina- 31 121 87 3 2.74 0.69
tion of information services in the National Library (12.8) (50) (36) (1.2)
of Nigeria
What level are the technical services available in 25 131 82 4 2.73 0.66
the National Library of Nigeria (10.3) (54.1) (33.9) (1.7)
Inter library loan services are readily available to 30 106 102 4 2.67 0.71
users at the rate of ......... in the National Library of (12.4) (43.8) (42.1) (1.7)
Nigeria
The availability of ICT services in the National Li- 29 102 108 3 2.65 0.70
brary of Nigeria is at what level (12) (42.1) (44.6) (1.2)
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Table 2. continuation

Average Overall Mean 2.92 0.59

Source: Field Survey 2020
KEY: VH=Very High, High=High, L=Low, VL=Very Low ***Decision Rule if mean is less or equal to 1.49 = Very Low; 1.5
t0 2.49 = Low; 2.5 to 3.49 =High; 3.5 to 4= Very High

Table 2 shows generally that there was high level of service delivery by librarians at the National Library of Nigeria
(x=2.92). Further details from the analysis depict that all the indicators show high level of service delivery. However, em-
pathy (x=3.10) had the highest rating on the services that are provided in the National Library. Details indicated that the
librarians understand the specific needs of users before attending to them in the National Library of Nigeria (x=3.14), this
is followed by a positive evaluation of the general behaviour of the librarians working in the National Library of Nigeria
within the context of showing empathy to use which was positive (X=3.11). Accessibility (x=2.93) was also rated to be
highly provided. A statistical look at the result revealed that under accessibility, the librarians indicated that reference
services was the most accessible services to users (X=3.07) in the National Library of Nigeria. This is followed by Circu-
lation services (X= 2.99). However, under the accessibility of library services, inter- library lending (x=2.85) and Selective
dissemination of information (x=2.80) was rated lowest as the services that are accessible to users in the National Li-
brary of Nigeria.

In continuation, the other services that were rated high in terms of reliability (x=2.92) are reference services (X= 2.99)
and technical services (X= 2.99) but ICT related service was not reliably provided by the National library (X= 2.69). Like-
wise in terms of tangibility (x=2.91); the dressing appearance of the librarians in the National Library seems to be good
with the high mean of (x=3.00) while the atmospheric conditions of the National Library of Nigeria for effective service
delivery was rated lowest. This implies that the physical environment of the national library may not be conducive for
work (X=2.76). These were followed by responsiveness (x=2.88) and availability (x=2.80). For responsiveness, the re-
ported indicate that the time taken to responds to users is high with mean score of (x=3.05) but the rate of assistance on
the use of OPAC was rated lowest in terms of responsiveness (X=2.76). Finally, under the indicator of availability, circu-
lation services was rated to be highly available (x=3.07) followed by reference services while ICT services was rated
lowest (X= 2.65). The implication of this analysis is that librarians at the National library had slightly higher level of ser-
vice delivery in terms of empathy, accessibility, reliability and tangibility than responsiveness and availability.

Dimension of organizational culture in the National Library of Nigeria

Table 3. Organizational Culture in the National Library

Variables SA A D SD Mean Standard
Freq. Freq. Freq. Freq. X Deviation
(%) (%) (%) (%) (SD)
Adaptability(Mean = 3.02, SD = 0.58)
| can study both the external and internal environ- 69 166 6 1 3.25 0.51

ments in order to act to trends for changes within (28.5) (68.6) (2.5) (0.4)
my library

| constantly look for new improved ways to perform 34 187 19 2 3.05 0.50
my duty in my library (14) (77.3) (7.9) (0.8)

I am committed to responding to users’ need at all 37 167 36 2 2.99 0.58
times in my library (15.3) (69) (14.9) (0.8)

The priority of my library is focused on everyday 34 170 36 2 2.98 0.57
individual learning (14) (70.2) (14.9) (0.8)

| understand the needs of library users where | 39 163 33 7 2.97 0.64
work (16.1) (67.4) (13.6) (2.9)

| am involved in creating an enabling environment 40 153 47 2 2.95 0.63
where reasonable risks are taken for innovationsto  (16.5) (63.2) (19.4) (0.8)

occur in my library

Users’ satisfaction is the primary focus of my li- 33 167 33 9 2.93 0.65
brary (13.6) (69) (13.6) (3.7)

Involvement (Mean = 2.98, SD = 0.65)
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Table 3. continuation
| value progress in partnerships for collaboration 48 168 24 2 3.08 0.57
and mutual relationship to achieve the common (19.8) (69.4) (9.9) (0.8)
goals of the library
| am always involved in all major activities of my 46 163 28 5 3.03 0.62
library (19) (67.4) (11.6) (2.1)
Knowledge sharing among the Librarians in my 47 152 42 1 3.01 0.62
library is highly maintained (19.4) (62.8) (17.4) (0.4)
My input at work in the library is always seen as 46 155 36 5 3.00 0.65
been courageous (19) (64) (14.9) (2.1)
| always display my skill and experience in my job 38 159 40 5 2.95 0.64
at the library (15.7) (65.7) (16.5) (2.1)
My library highly recognizes teamwork among col- 43 149 38 12 2.92 0.73
leagues (17.8) (61.6) (15.7) (5.0)
| am involved in knowledge sharing in the library 40 147 41 14 2.88 0.74
(16.5) (60.7) (16.9) (5.8)
Consistency(Mean = 2.98, SD = 0.57)
My library accord mutual relationships among the 45 172 24 1 3.08 0.54
librarians for knowledge acquiring consistently (18.6) (71.1) (9.9) (0.4)
| always share a set of value that create a strong 43 171 26 2 3.05 0.56
sense of identity with other members of library (17.8) (70.7) (10.7) (0.8)
staff.
My library has the tendency of growing content 22 199 18 3 2.99 0.46
resources consistently (9.1) (82.2) (7.4) (1.2)
My leader is very consistently transparent in taking 38 163 37 4 2.97 0.61
in decision-making (15.7) (67.4) (15.3) (1.7)
| am able to reach agreement always on critical 30 175 36 1 2.97 0.54
issues in my library (12.4) (72.3) (14.9) (0.4)
| always reconcile differences with other employ- 30 164 46 2 2.92 0.58
ees and customers in a constructive manner when (12.4) (67.8) (19) (0.8)
necessary.
| ensure that critical issues are always put under 36 154 46 6 2.91 0.66
control in the library (14.9) (63.6) (19) (2.5)
Involvement (Mean = 2.98, SD = 0.65)
| value progress in partnerships for collaboration 48 168 24 2 3.08 0.57
and mutual relationship to achieve the common (19.8) (69.4) (9.9) (0.8)
goals of the library
| am always involved in all major activities of my 46 163 28 5 3.03 0.62
library (19) (67.4) (11.6) (2.1)
Knowledge sharing among the Librarians in my 47 152 42 1 3.01 0.62
library is highly maintained (19.4) (62.8) (17.4) (0.4)
My input at work in the library is always seen as 46 155 36 5 3.00 0.65
been courageous (19) (64) (14.9) (2.1)
| always display my skill and experience in my job 38 159 40 5 2.95 0.64
at the library (15.7) (65.7) (16.5) (2.1)
My library highly recognizes teamwork among col- 43 149 38 12 2.92 0.73
leagues (17.8) (61.6) (15.7) (5.0)
| am involved in knowledge sharing in the library 40 147 41 14 2.88 0.74
(16.5) (60.7) (16.9) (5.8)
Mission(Mean = 2.95, SD = 0.65)
I know my work plan schedule with my duty post in 48 163 25 6 3.05 0.63
my library (19.8) (67.4) (10.3) (2.5)
| know the goals with objectives of my library 36 172 28 6 2.98 0.60
(14.9) (71.1) (11.6) (2.5)
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Table 3. continuation

| know the major target priorities of my library in 39 158 42 3 2.96 0.62

terms of achievement (16.1) (65.3) (17.4) (1.2)

| am aware of the strategic plans of my library 44 148 42 8 2.94 0.70
(18.2) (61.2) (17.4) (3.3)

| can interpret the long-term and short-plan mission 37 158 39 8 2.93 0.67

of my library (15.3) (65.3) (16.1) (3.3)

My library clearly communicates her vision with all 34 166 31 11 2.92 0.67

staff members (14) (68.6) (12.8) (4.5)

My performance is always linked to the library fu- 39 144 55 4 2.90 0.67

ture intentions (16.1) (59.5) (22.7) (1.7)

Average Overall Mean 2.98 0.61

Source: Field Survey 2020
KEY: SA=Strongly Agree, A=Agree, D=Disagree, SD=Strongly Disagree***Decision Rule if mean is less or equal to
1.49=Strongly Disagree; 1.5 to 2.49 = Disagree; 2.5 to 3.49 =Agree; 3.5 to 4= Strongly Agree

Table 3 indicates that participants agreed there was organizational culture at the National Library of Nigeria (x=2.98).
Librarians specifically agreed that the dimensions of organizational culture in the National Library of Nigeria were as fol-
lows: adaptability (x=3.02), involvement (x=2.98), consistency (x=2.98) and mission (X=2.95). However, the organization
culture indicator that was rated to be prominent in the National Library of Nigeria is the culture of adaptability (x=3.02).
Under adaptability the respondents indicated that they study both the external and internal environments in order to act
to trends for changes within the library (X=3.25). This is followed by a response that they constantly look for new im-
proved ways to perform their duty in my library (x=3.05) but Users’ satisfaction was the lowest rating under adaptability
culure with a mean score of (x=2.93).

Furthermore, following the culture of adaptability is involvement (X=2.98). In the involvement culture, librarians re-
sounded by rating that they value progress in partnerships for collaboration and mutual relationship to achieve the com-
mon goals in the library (x=3.08). They also noted that they are involved in all major activities in the National library
(x=3.03). However, involvement in knowledge sharing in the library was rated lowest under the culture of involvement
(x=2.88). Following involvement is the consistency (X=2.98) in which librarians noted that they accord mutual relation-
ships among the librarians for knowledge acquiring (x=3.08) and they share a set of values that create a strong sense of
identity with other members of library staff (x=3.05). The culture that is ranked lowest is the mission culture (X=2.95) re-
spondents agree that they know their work schedule in the library as well as understanding the goals and objectives of
the library. The implications of this result is that in the National library of Nigeria, there seems to be a strong culture
based on the prevailing indicators of adaptability, involvement, consistency and mission.

Hypotheses

Ho: Organizational culture will not have any significant influence on service delivery of librarians in the National Library of
Nigeria.

Table 4. Influence of Organizational Culture on Service Delivery

Variables B Std. Error Beta (B) t p R’
(Constant) 33.863 5.435 6.231 0.000 0.513
Organizational Culture 1.028 0.065 0.716 15.906 0.000

Source: Field Survey 2020
Note: B= Standardized Coefficient, significant at 0.05

Table 4 shows that organizational culture has a significant influence on service delivery of librarians in the National Li-
brary of Nigeria (R?= 0.513, B= 0.716, t = 15.906, p<0.05). The model shows that organizational culture explains 51.3%
variation in (RP= 0.513) service delivery of librarians in the National Library. This implies that organizational culture pre-
dicts the service delivery of librarians in the National Library. Hence, the null hypothesis which states that organizational
culture will not have any significant influence on service delivery of librarians in the National Library of Nigeria was re-
jected. Organizational culture positively significantly influenced service delivery of librarians in the National Library. This
suggests that improved organizational culture of the National library leads to the improvement in service delivery.
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Table 5. Influence of Organizational Culture on Service Delivery

Variables B Std. Error Beta (B) t P AdjR° F Df P
(Constant) 33.581 5.598 5.998 0.000 0.506 62.64 4 0.000
Adaptability 0.973 0.300 0.197 3.241 0.001

Mission 0.908 0.281 0.201 3.226  0.001

Involvement 1.077 0.318 0.235 3.388 0.001

Consistency 1.167 0.316 0.226 3.691 0.000

Dependent Variable: Service Delivery

Source: Field Survey 2020

Note: B= Standardized Coefficient, significant at 0.05

Table 5 depicts that organizational culture has a signifi-
cant influence on service delivery of librarians in the Na-
tional Library of Nigeria (Adj. R’= 0.506, F(4, 237) =
62.64, p< 0.05). The model shows that organizational
culture explains 50.6% variation in (Adj. R°=0.506) ser-
vice delivery of librarians in the National Library. This im-
plies that linear combination of the dimensions of organi-
zational culture predicts the service delivery of librarians
in the National Library. Hence, the null hypothesis which
states that organizational culture will not have any signifi-
cant influence on service delivery of librarians in the Na-
tional Library of Nigeria was rejected.

From the relative perspective, adaptability (6= 0.197, ¢
=3.241, p<0.05), mission (B= 0.201, t =3.226, p<0.05),
involvement (8= 0.235, t =3.388, p<0.05) and consistency
(B= 0.226, t =3.691, p<0.05) positively significantly influ-
enced service delivery of librarians in the National Li-
brary. This suggests that increased adaptability, mission,
involvement and consistency in the National library of
Nigeria will result in improved service delivery of librari-
ans. In addition, this analysis shows that a standard devi-
ation unit increase in adaptability, mission, involvement
and consistency will result in 19.7%, 20.1%, 23.5% and
22.6% improvement in the service delivery of librarians at
the National Library of Nigeria. This suggests that im-
provement of the organizational culture of the National
library of Nigerian terms of adaptability, mission, involve-
ment and consistency will result in better service delivery
among librarians in the National Library.

DISCUSSION OF FINDINGS

The finding of the study revealed that there was a high
level of service delivery by librarians at the National Li-
brary of Nigeria. The implication of this analysis is that
librarians at the National library of Nigeria had slightly
higher level of service delivery in terms of availability,
accessibility, reliability, tangibility and empathy than re-
sponsiveness, although, other studies rated service de-
livery in the National library of Nigeria to be low Adebayo
(2015). This may be as a result of responsiveness of
some librarians at the infrastructural and ICTs sections

that lacked facilities ought to improve service delivery in
term of the provision of physical library equipment facili-
ties to aid networking services of the organization. This
finding also negates llo, Idiegbeyan-ose and Adebayo
(2015) who reported in their study that the provision of
some reference services such as thesis and intellectual
project works is low in the National library of Nigeria.

Furthermore, this study did not totally agree with schol-
ars such as Fashola (2015) who reported in his study that
service delivery at the National library of Nigeria is low
and also stated that some of the factors causing the low
level of service delivery are the poor state of the libraries
and the obsolete nature of library resources. However,
Seema (2013) who reported that the National Library of
Nigeria (NLN) is not effectively utilized by the public as
expected owing to the fact that most of the library re-
sources are outdated. This study did not empirically in-
vestigate or examine the quality or outdated of resources
in the National library as well as the current resources
available on its website prompting low service provision
and delivery as reported also by Mohammed (2015), it
therefore negates the report that service delivery in the
library is low. The finding of this study however, corrobo-
rates with Awodoyin and Aina (2018) who reported that
library service such as reference service delivery in librar-
ies is high.

Dimension of the organizational culture in National Li-
brary of Nigeria: The finding of the study revealed that
there is an organizational culture at the National Library
of Nigeria. The findings of the study specifically revealed
that the dimensions of organizational culture in the Na-
tional Library of Nigeria are in accordance of this preva-
lence: adaptability, involvement, consistency and mis-
sion. The findings of this study echos the view of Aina
(2015) who defined organizational culture as a way of
doing things which consists of patterns of behaviour, ac-
quired and the distinctive achievement of human groups,
including their embodiments, artifacts; values, actions
and traditional ideas, rituals, norms, morals and beliefs.
The National library of Nigeria therefore, seems to have a
strong culture that consists of patterns of behavior. These
ways of life are reflecting on the ability of adaptation to
changes in the library environment. Ability to get library
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ans involved in decision-making in other to move the li-
brary forward. Ability to be consistent in charging and
discharging of services delivery as mandated by the gov-
ernment.

Idowu (2017) is of the view that the culture of a particu-
lar organization could determine the image of that organi-
zation as a social institution. Hence, the noble image of
the National library of Nigeria as the apex library in the
country, serves as the National repository of knowledge
for the country. This can be attributed to the strong cul-
tural dimisions prevalent of the library. However, this
study is in agreemet with scholars such as Pawlus (2014),
Kaarst-Brown, Nicholson, Von and Stanton (2014) who
reported that organizational culture could influence the
performance of an organizations. They went further to
establish that organizational culture could affect the span
and scope of services rendered by libraries. Therefore,
with the high level of each dimensions of organizational
culture as seen in the findings of this study, it can be said
that the organizational culture of the National library of
Nigeria is still within the context of the span and scope of
its services rendered. This further highlighting the signifi-
cance of organizational culture as aligns with, Kokina and
Osovska (2013) who reported that organizational culture
is unique because, it structures how the people organ-
ize, interacts, works, behave and live together.

CONCLUSION

The study has succeeded in investigating the influence
of organizational culture on service delivery by librarians
in National Library of Nigeria. The study concludes that
the level of service delivery in the National library is high
and that organizational culture had a positive significant
influence on service delivery of librarians in the National
Library of Nigeria. Therefore, organizational culture is
important elements that can drive effective and efficient
service delivery in the National Library of Nigeria. Con-
clusively, for the sustenance of services delivery in the
National library of Nigeria, the present leadership style in
the National library of Nigerian needs to be maintained.

RECOMMENDATIONS

Based on the findings of this study, the following recom-
mendations are made:

1. Even though the study revealed that the level of
service delivery by librarians in the National Library of
Nigeria is high, there is need to sustain the service deliv-
ery as well as to add more services that was not within
the scope of this study. This is important because it will
help with the ongoing effort of reposition ion the National
library of Nigeria.

2. There is need to sustain the current organiza-
tional culture in which adaptability seems to be prevailing.
This will enable the library to study both the external and
internal environments in order to understand and apply
new trends in the library environment as well as integrate
innovations of providing more effective and efficient ser-
vice delivery in the National library of Nigeria.

3. This recommends that as a matter of policy, the
National library of Nigeria should look into the consistent
provision of services in the library. Hence, the study rec-
ommends that the federal ministry of education should
look more into help the National library achieve its man-
date by providing the needed resources for the library to
sustain the provision of its services to the society at large.
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