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ABSTRACT 

SANDRA AUSTIN 

COMMUNICATION OF COMMUNITY COLLEGE LIBRARY PROMOTION TO 
DISTANCE LEARNERS: LIBRARIANS' PRACTICES AND PERCEPTIONS AS 

DETERMINED VIA E-SURVEYS AND TELEPHONE INTERVIEWS 

DECEMBER 2008 

Distance learners' lack of knowledge about available library resources and 

• . 

services is the research problem addressed in this study. It is significant to Library and 

Information Studies because library professionals are called upon to consider and 

examine their methods and practices of how they create a presence among their distance 

learners. This signals librarians to make adjustments to bridge the gap between what is 

available and students' actual use of the library. This research sought to find out how 

community college libraries might establish a presence among new distance education 

students that would result in their greater use of library resources and services. How 

librarians feel they achieve library promotion to distance education students and the 

extent to which promotion is carried out for the purpose of reaching those students are the 

focus of this study. Information is provided concerning how community college libraries 

can promote themselves among new distance learners via means that may positively 

impact use of library resources and services. 
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The Association of College and Research Libraries' (ACRL) 2005 Academic 

Library Trends & Statistics (Associate's Colleges) was used to acquire the population of 

academic institutions used in this study. A pretest of the research instrument, a 

questionnaire, concerning the promotion practices of community college libraries in 

regard to distance learners, was conducted. Every fifth institution listed among those in 

the population was selected for participation in the pretest, with a total of fifty-four being 

selected. As a result of the pretest findings, the questionnaire was revised for the actual 

research study. The research sample of 204 libraries was sent an initial email message, 

which was the cover letter, and an attachment to the cover letter that contained the 

questionnaire. A follow-up message was sent to libraries that did not respond initially. 

Overall, thirty percent of the sample responded to the electronic questionnaire. The data 

were tabulated. Once tabulated, the data were placed onto charts that describe the 

activity of the libraries' promotion activities, as related to distance learners. These 

statistics were examined to show the relationships among library promotions, distance 

learners, and the promoted benefits of the library services and materials. Pearson 

Correlation two-tailed tests were used to show relationships among particular variables 

and the overall growth of distance education library usage resulting from promotion 

efforts. 

Telephone interviews with librarians of the community colleges followed 

administration of the questionnaire. Of the fifty-nine questionnaire respondents, a sample 

of twenty librarians was interviewed concerning their library promotion practices. This 
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sample was selected based upon the systematic sampling method. Sixteen of the twenty 

librarians were successfully contacted and interviewed. The data from the telephone 

interviews were tabulated and analyzed to show the commonality among responses and to 

show the differences that illuminate what some of the forces are behind library promotion 

to distance learners: what is practiced, what is not practiced and why not, and how 

promotion is accomplished. 

As a result of the findings, it may be concluded that the majority of libraries in the 

study use more than one means of creating initial communications between the library 

, • 

and distance learners and that growth has also occurred in the use of library resources and 

services among distance education students. Data indicate that promoted benefits that 

correspond with the promoted product also positively impact consumption of the product, 

in that the benefit is of a utilitarian or a hedonic nature in regard to consumer needs. 

Those libraries that used only one means of promotion or none at all, experienced usage 

losses, no growth, or very little growth. The telephone interviews revealed that while 

libraries are incorporating innovatively proactive means of reaching and serving distance 

learners, more planning, initiatives, and library awareness assessments are needed for 

furthering the presence of the library among distance learners. Such efforts could prove 

to increase library usage and student productivity. 
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CHAPTER! 

INTRODUCTION 

In recent years, community colleges have experienced a surge in enrollment (Cox 

2007). Students are choosing to attend community colleges over four-year institutions 

for reasons such as the economical advantages, the variety of courses offered, the 

convenience of scheduling around work, and the opportunity for remediation in some 

cases (American Association of Community Colleges 2008). Co~unity colleges are 

experiencing "a new enrollment phenomenon," a trend involving an increase in the 

number of students who have degrees, but who are returning to college to pursue training 

in technology, other academic courses in order to stay abreast of changes in the work 

environment, and attendance for personal satisfaction (American Association of 

Community Colleges 2008). As the general U.S. population continues to increase, it is 

expected that community college enrollment will rise (Cox 2007). Statistics provided by 

the American Association of Community Colleges (2008) show that as of January 2008, 

46% of all undergraduates in the United States were enrolled in community colleges and 

that according to the National Profile of Community Colleges: Trends and Statistics, 3rd 

Edition (2003), the number of associates degrees conferred was expected to have 

increased by 11 % by the year 2007-2008. 

1 



Community College Enrollment: California and Texas 

An example of the expansiveness of community college attendance is in the state· 

of California. The California Community College System constitutes "the largest system 

of higher education in the world," (California Community Colleges, Chancellor's Office 

2006). Over a five-year period, fall enrollment at California community colleges 

increased from 1,546,960 enrollees in 2003 to 1,583,271 in 2007, a growth of 36,311 

enrollees (California Postsecondary Education Commission 2008). 

In Texas, sixty-seven percent of the state's preliminary enrollment growth for fall 

2005 occurred in lower-division, two-year colleges (Texas Higher Education 

Coordinating Board 2006). The Texas Higher Education Coordinating Board adopted the 

Texas Higher Education Plan in the year 2000 which called for an increase of 500,000 

students at higher education institutions, including community colleges, by the year 2015. 

Since the adoption of the Plan, nearly 200,000 students have been added to Texas higher 

education institutions. Community colleges are where the growth has been most 

extensive (Texas Senate News 2007). In the fall of 2006, those institutions enrolled 

forty-eight percent of students in Texas, whereas the public universities in the state 

enrolled forty percent (Zimar 2006). Texas community college enrollment grew 

threefold during that period of time, compared to enrollment at public universities in the 

state (Zimar 2006). 
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Distance Education Growth at Community Colleges 

Coinciding with the magnitude of community college attendance and its 

convenience to the students' personal responsibilities is distance education (United States 

Department of Education 2005). According to the National Center for Education 

Statistics (2003), two-year public institutions accounted for ninety percent of offerings in 

distance education courses in 2000-2001 and approximately eighty-eight percent in 2004-

2005 (Schullo, et al. 2007). Distance education course offerings continue to thrive 

(Schullo, et al. 2007), especially in community colleges. Widespread access to 

computers, technological innovations, and increases in curricula choices and class 

scheduling are contributing factors to the growth of distance learning in community 

colleges (United States Department of Education 2005). Since current technology allows 

"techn~logically-savvy traditional students" to transcend time and location, there is a rise 

in the number of students enrolling in online courses (Stumpf, McCrimon, and Davis 

2005). 

Impact of Distance Learning upon Community College Libraries 

Whereas new students enrolled at traditional educational institutions can easily 

walk into the library facility and ask for assistance, students enrolled in distance 

education programs are limited by geographic boundaries (Gandhi 2003). Academic 

libraries must make accommodations for remote learners' information needs and undergo 

the concerns and experiences associated with adapting traditional library services in the 

necessary ways in order to provide for distance learners (Summey 2004 ). Distance 
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education students should have a "duplicate," or mirrored access to library resources and 

services as that of on-campus students in order to ensure distance learners will obtain 

equitable means of acquiring resources and services (American Association of 

Community Colleges 2004). Equal access to materials online renders support for the 

curriculum and for accreditation standards, as well as for the fulfillment of program 

guidelines (American Association of Community Colleges 2004). Electronic resources 

and services such as tutorials, information literacy instruction, online journals, 

newspapers, and e-books are available to distance leapiers through varied technologies 

.. ~ 

that come from modern community college libraries and connect the students to those 

libraries (American Association of Community Colleges 2004). 

Research Problem 

In spite of the availability of access to library resources and services, library 

awareness is an issue (Summey 2004). For example, in the academic year 2004-2005 

Jennifer Branch, coordinator of the Teacher-Librarianship by Distance Leaming (TL-DL) 

program conducted research at the University of Alberta, Canada after discovering that 

students in the program "were not taking full advantage of the distance library 

services ... " (De Jong and Branch 2005). Data from the study showed a trend among 

distance education students: they experienced a lack of awareness of library services the 

library could offer them (De Jong and Branch 2005). Students might not visit the library 

Web site to see what is offered in support of their educational needs unless "some outside 

impetus" is involved (Jones 2004). Academic libraries have made efforts to meet 
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challenges of providing resources and services to remote users through new and varied 

means, but distance education students' unawareness of what is available to them persists 

(Nicholas and Tomeo 2005). 

Through avenues that move beyond the Web page, promoting the services and 

resources to the targeted users yields a more visible library presence from which distance 

learners may benefit academically (Riedel 2004). In regard to users, promoted consumer 

benefits that extend beyond the product alone have a propensity to positively impact 

consumer selection and use of the product (Jha-Dang and Banerjee 2005). A theoretical 

construct that may impact a promotion's influence upon a student's (consumer's) use of a 

product or service is the benefit congruency framework (Chandon, Wansink, and Laurent 

2000). Within the paradigm, products promoted with benefits that are congruent to the 

products and that appeal to the consumer's utilitarian (practical) or hedonic (recreational) 

needs can have a bearing on how effective a promotion is (Chandon, Wansink, and 

Laurent 2000). Service providers have a primary concern regarding whether or not the 

promotion corresponds with the product (Chandon, Wansink, and Laurent 2000). A 

range of promotion types can sway a client's preferences: how a product is publicized 

affects the consumer's decision whether or not to use a certain product or service 

(Chandon, Wansink, and Laurent 2000). 

Traditional ways in which libraries have promoted to consumers are stymied in 

transactional intricacies: the number of materials circulated and the number of documents 

acquired (Besant and Sharp 2000). Librarians need to emphasize relationship building 
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between the company (library) and the consumer (Besant and Sharp 2000), and it is 

necessary for the librarians to become proactive in its approach to publicizing resources 

and services, in order to retain current users and to gather new ones (Summey 2004). 

Research Questions 

This research concerns distance education students, their awareness of library 

resources and services, and promotion to distance education students. The following 

research questions ascertain community colleges' library promotion practices that are 

currently in use for distance education students: 

Central Question 

The central question expresses the overarching inquiry of this study. 

• What impact do community college librarians' promotion efforts and use 

of multiple methods of library promotion to new distance education 

students have upon the students' use of the library resources and services? 

The following subquestions serve to enrich the research data and find out the 

effects of benefit promotions in relation to what is promoted. The survey queries 

librarians regarding what products and benefits they promote and what the impact of 

benefit promotions has been. Appeal of promotions are observed in the tabulation of 

data, and librarians' textual data are analyzed to show the effects of the correspondence 

between promoted products and benefits, showing the applicability of the Benefit 

Congruency Framework. 
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Subquestions 

The subquestions support the central research question. 

• What are common ways in which community college librarians initiate 

and maintain contact with and inform new distance education enrollees 

about available resources and how to use them? 

• What promotional efforts beyond those most frequently employed are 

designed to create awareness among new distance education enrollees? 

• Has library use of supportive services for distance learners increased, 

decreased, or remained the same? 

• By what percent has use of supportive library services increased following 

implementation of promotions directed towards new distance education 

students? 

• What are the promoted products and user benefits that affect the appeal of 

the resources and services offered to new distance learners? 

• How have the consumer benefit promotions to new distance learners 

impacted use of resources? 

• What do community college librarians consider to be the major obstacles 

in promoting to and retaining the interest of new distance education 

students? 
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Purpose of the Study 

The purpose of the study is twofold: 

• To show librarians' perception of how they achieve library promotion to 

distance education students and the extent to which promotion is carried 

out for the purpose of reaching those students. 

• To provide information regarding how community college libraries can 

promote themselves among new distance learners via means that may 

positively impact use of library resources and services. 

Definitions 

The following definitions explain the terminology as used in this study. 

• Benefit Congruency Framework is a theoretical concept which asserts that 

the hedonic or utilitarian nature of the benefits of a promotion and their 

congruency with the promoted product determine the "effectiveness of a 

sales promotion" (Chandon, Wansik, and Laurent 2000). In the case of 

this study, the concept refers to library services and resources (products) 

and the products and benefits promotion. 

• Distance education (DE) is "the process of extending learning, or 

delivering instructional resource-sharing opportunities, to locations away 

from a classroom, building or site to another classroom, building or site by 

using video, audio, computer, multimedia communications, or some 
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combination of these with other traditional delivery methods" 

(Instructional Technology Council 2008). 

• A distance learner (DL) is an adult student taking courses away from the 

traditional academic facility of a main campus or whose ability to pursue 

coursework at such a facility is limited by geographic distance 

(Association of College and Research Libraries 2005). For the purposes 

of this research, a new distance education student is a distance learner who 

has been enrolled in a distance education program for no more than one 

year. 

• Distance learning is "the acquisition of knowledge and skills through 

mediated information and instruction, encompassing all technologies and 

other forms of learning at a distance" (United States Distance Learning 

Association 2008). 

• Distance learning library services (DLLS) are those services generated 

from the main campus library that provides supportive library resources 

and services for distance learners (Association of College and Research 

Libraries 2005). 

• Hedonic benefits are comforts or services that are used for entertainment, 

for exploration, and for the articulation of values; utilitarian benefits are 

practical or functional aids or services (Chandon, Wansik, and Laurent 

2000). 
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• Library promotion to distance learners, in regard to this research, is 

activity that displays library resources and services to the intended 

audience. Its purpose is to keep these products in the students' minds in 

order to prompt user demand. 

• Online learning is a component of distance education. It is education 

delivered and supported through computer networks such as the Internet 

(Johnson, Trableski, and Tin 2004). 

• Promotion is an activity that "keeps the product in the minds of the 

customer and helps stimulate demand for the product" (McNamara 1999). 

Delimitations 

Community college libraries were chosen as the population for this research 

because of the increases in enrollment they are experiencing and the expectation that they 

will continue to flourish (Schullo et al. 2007). Only those institutions contained in the 

Association of College and Research Libraries' (ACRL) 2005 Academic Library Trends 

and Statistics were selected for the study because of ACRL's history in providing data on 

library management (Association of College & Research Libraries 2006). 

Communication with the libraries was by email and telephone only. Email was 

used to deliver the cover letter and the research instrument, a questionnaire. The follow

up messages, which also contained the questionnaire, were sent by email. Interviews 

were conducted by telephone. 
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The benefit congruency framework, the theoretical concept used in this study, 

functions as a basis of illustrating the significance of promotional methods that appeal to 

user needs (Chandon, Wansink, and Laurent 2000). With the expansion of distance 

education at the community college level (United States Department of Education 2005), 

it is important for librarians to exercise promotional efforts in ways that retain current 

clients and obtain new users (Summey 2004). The study encompasses community 

college libraries, distance learners, and the promotional methods used to serve that 

particular education group. 

Limitations 

Limitations of the study included unusable email addresses, communication 

barriers, and non-response to particular questions of the e-survey. Some emails were 

returned as non-deliverable, some schools had Web sites not in English, and some 

schools did not respond. Occurrences of non-response consisted of institutions' not 

distinguishing distance learners' usage data from the data of any other students enrolled 

at an institution. 

Assumptions 

Distance education programs frequently lack the same support systems that are 

readily on hand for on-campus students (LaPadula 2003) and growth in online learning 

has presented challenges for the library (Johnson, Trebleski, and Tin 2004). The library 

is a support service to which distance learners need access (La Padula 2003 ). 
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Distance education students lack an awareness of what the library can provide for 

them (Summey 2004), and their learning experience is influenced by the quality of 

educational support services (LaPadula 2003). Inadequate support services could cause 

discouragement and failure (LaPadula 2003). Promotion of library resources and services 

to distance learners is crucial to a successful distance education program (Summey 2004). 

Significance of the Research to Library and Information Studies 

The research is significant because it shows trends in community college 

librarians' perceptions and practices in library promotion to distance education students. 

' · 

Most community librarians use at least two, or multiple, methods of library promotion to 

distance learners. Data show that most community college librarians rely heavily on the 

library's Web site for promoting the library to distance learners and for maintaining 

contact with the students. Most librarians' involvement with students beyond the Web 

page is minimal. Assessment of distance education students' library awareness is 

nonexistent among most of the community colleges. 

Community college librarians perceive that obstacles to promotion include the 

librarians' lack of awareness of new distance education courses, the librarians' inability 

to access online classes, inadequate administrative support, and the lack of instructors' 

requests of students to use library resources. Librarians perceive that distance education 

faculty members are essential to library promotion because they have more contact with 

the students and can connect student assignments to the need to use the library. 
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The study shows that many community college librarians do not track distance 

education students' library usage statistics and are not able to provide information about 

library use among distance learners. Analyses of the data show that librarians' use of 

multiple promotion methods to introduce distance learners to the library has no effect 

upon usage growth. Multiple promotion methods employed beyond introducing the 

library to distance learners have a positive, but slight association with library use. 

Multiple promotions are more effective for libraries that have a librarian's presence with 

the distance education students. 

A correlation analysis between the use of promoted benefits that are congruent 

with the promoted library products show the effect of the Benefit Congruency 

Framework. Librarians perceive that the products for which they highly promote 

congruent benefits have high appeal among distance education students. The degree to 

which product and service benefits are promoted has a positive, but not a significant 

association with usage growth. 
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CHAPTER II 

LITERATURE REVIEW 

The following literature review pertains to distance education, distance education 

students, library services, resources, and promotion only. Pertinent to the literature, the 

following promotion related elements are discussed: branding, marketing, Relationship 

Marketing, Total Quality Management, and the Benefit Congruency Framework. 

Syntheses of the literatures show a vital relationship among distance ,education, distance 

learning library services, students, resources, and promotion. 

Distance Education 

Distance learning involves gaining knowledge through mediated instruction and 

all technologies conducive to learning at a distance (United States Distance Learning 

Association 2008). This education phenomenon takes place when instructors and 

students are separated by time and place; but through the use of technology, they are 

brought together for instruction and learning (Burich 2004). Distance learning programs, 

in comparison to on-campus programs, "tend to attract a different student population with 

different needs," impacting greatly academic libraries that serve institutions which 

provide distance education (De Jong and Branch 2005). Institutions' distance education 

programs, faculty, and student populations are experiencing exponential growth and 

creating learning communities, catapulting libraries into new areas of prospective 

services and challenges (Fisk and Summey 2004 ). Education in the digital world is ever-
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changing and the services that support students in the online environment experience 

change, which includes a transformation of library services to the distance learner 

(Burich 2004). 

Distance education in the community college has become a way for adult students 

who desire to earn a degree or continue their education to secure educational 

opportunities, although limited by geography, work-related responsibilities, and familial 

obligations (Bower and Hardy 2004). Due to educational costs and the changing 

demographics of student populations, distance education at all levels of higher education 

has expanded (Bower and Hardy 2004 ). Community colleges have led educational 

institutions in taking responsibility toward initiating ways to facilitate their students' 

educational efforts. Community colleges are committed to providing a full range of 

educational access and opportunity for the new demography of students and have become 

emergent leaders among distance education providers (Bower and Hardy 2004). 

Distance Education Students 

Distance learners are often older than the general population of higher education 

students; they work, perhaps support a family, and cannot leave employment for full-time 

college attendance (Bower and Hardy 2004). Institutions have made adjustments 

through the expansion of distance education to accommodate the growing and diverse 

student populations (Bower and Hardy 2004). Today's distance learners are "no longer 

distinctly different from their on-campus counterparts," meaning many on-campus 

students also take courses that require distance-based learning modes and technologies 
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(Burich 2004). One difference is distance learners' experience of physical detachment 

from teachers and a separation from them by technology, which is a tool that allows the 

student freedom from the need to travel to a designated location, at a set time, to meet a 

specified person for instruction (Keegan 1995). Distance learners are self-directed and 

often experience a sense of isolation from fellow students (Sacchanand 2002). 

Distance Education Library Services 

In conventional library services, the on-campus students have the librarian as a 

direct link between the student and entities that provide information resources. Those 

libraries connect to on-campus students not only through the selection and cataloging of 

materials, but also through the personal (in-person) assistance they receive regarding how 

to use resources (Johnson, Trabelsi, and Tin 2004). 

According to Johnson, Trabelsi, and Tin (2004) libraries are challenged to provide 

and deliver resources and services for distance learners that are comparable to those 

provided for on-campus learners. The online environment and·distance learners are 

placing demands upon libraries that are causing them to make the transition from the one

to-one mode of information service of the traditional library to a mode of service in 

which the librarian is a facilitator (Johnson, Trabelsi, and Tin 2004). The librarian offers 

"ongoing support enabling learners to interact and exchange knowledge with others," and 

to take part in a wide community of learners (Johnson, Trabelsi, and Tin 2004). 

Librarians have to consider multiple age groups and technological skills when planning 

services for the distance education user group (Burich 2004). Library service providers 
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should have knowledge of who the distance education students are, what their needs are, 

areas of study, the instructional format of the class, and the geographic location of the 

student population (Auth 2002). 

The simple provision of access to "scholarly resources" does not guarantee and 

does not necessarily indicate use of library materials (De Jong and Branch 2005). 

Library support is essential for the success of distance education students (Sacchanand 

2002). The tangibility of the library's presence that is so characteristic of the physical 

campus may not be as easily realized for students pursuing education at distance from the 

campus (Fisk and Summey 2004). 

Library Awareness among Distance Education Students 

In the words of Thomas Augst (Augst 2001 ), "What a library is depends on what 

it does: it is a social enterprise ... " During the early 1990s, students received distance 

education through a wide range of technologies. The Internet was slow and had little 

substance (Burich 2004 ). Higher education institutions now work to draw in new 

students through the implementation of new programs and innovations in technology 

(Burich 2004). As technological changes are fast and steady, librarians' capabilities and 

the distance learning library users are also changing. (Burich 2004). While the number of 

distance learning courses for undergraduates multiplies, librarians cannot assume a 

student has prior knowledge of any particular subject matter and cannot make any 

assumption about the student's knowledge of library resources (Burich 2004 ). 
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Support services, including the library, are important to a "well-rounded" 

educational program, but failure can occur in cases in which insufficient support services 

exist (LaPadula 2003). On-campus students have the necessary support units readily 

available on site; distance education programs often lack these support mechanisms 

(LaPadula 2003). Research findings show that distance learners are often unaware of the 

library's resources and services that support them educationally (Summey 2004) and 

even well-designed W eh pages might not be enough to produce sufficient awareness of 

helpful library services among distance learners (Riedel 2004). 

Library Promotion 

Traditionally, librarians have been uncertain about the benefits of marketing and 

hesitant to promote the library because they do not want to appear to have engaged in 

some unsubstantiated activity (Vilelle 2006). Making a product available is only one 

facet of providing a service (Jha-Dang and Banerjee 2005). Successful promotion 

requires the effective presentation of product and service benefits to prospective patrons 

(Nicholas 1998). Newsletters, e-mail, the Internet, and even establishing a personal 

relationship with library users have importance. The message, which is what the librarian 

conveys to the user and how, is also of high importance (Nicholas 1998). A variety of 

promotions can influence a user's range of preferences, which means that the methods of 

publicity bear upon consumer choices of whether or not to use a product or service ( Jha

Dang and Banerjee 2005). A variety of ways of publicizing the library has served to 

increase distance learners' awareness of library resources: library websites, student 
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listservs, chat, and email are methods used for electronic promotion and reference 

services, as well as technical support, which may be offered electronically (Auth 2002). 

Supportive resources for students, coordinated with course design, may be matched to 

and offered to distance education students in a variety of formats, including academic 

Web sites, video or audio mediums, and Web casts, among others (Cahoy and Moyo 

2005). 

Identifying new library users is important to being able to contact them. 

Contacting the users opens a way for promotion and improved library awareness to occur. 

For example, the Library Notification Module used at Regis University, Denver, 

Colorado identified new students and produced an email welcome message from the 

library. The Notification Module prompted students to apply for an account that gave 

them access to remote library databases, encouraged students to explore the library's 

Web site, and provided reference desk and Distance Learning Librarian contact 

information (Riedel 2004 ). Students' awareness of library resources increased: log 

analysis of the library Web pages during the first year of notification showed that hits to 

the resource lists were from approximately 19% of the students who received the e-mail 

messages about the library. Results of an email survey of students that had received the 

notification message showed that 76% of respondents receiving the e-survey had not 

visited the library's Web site prior to the implementation of the Library Notification 

Module, and 36% of the respondents were accessing the library's Web site for the first 

time. 
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Librarians' collaboration with distance education faculty enhances library 

promotion to distance education students. Through faculty members, information about 

library resources and services is passed on to distance learners (Markgraf 2002). Sending 

email notices to faculty (Markgraf2002) and joining with them to create library threads 

into course discussion forums connects students to the library (Johnson, Trabelsi, Tin 

2004). 

At the University of Wisconsin-Eau Claire librarians "lurked" in distance 

education classrooms through course threads, took the opportunity to introduce 

themselves to students, broadcasted messages, provided point-of need instruction and a 

means for students to benefit from others' questions about the library's services and 

resources, and collaborated with faculty, which allowed the librarian to demonstrate and 

use library professional expertise where it was needed. To determine whether there was a 

correlation between the students' use of the library and student performance, the librarian 

checked a sample of fifteen graded final course research projects of students who were 

seeking an MBA degree. Findings showed that five of the highest seven grades were 

earned by students who interacted with the course librarian and that an average of 66 

percent library resources, as opposed to 33 percent "free" Internet resources were used by 

the same students (Markgraf2004). Collaboration with faculty helped librarians at UW

Eau Claire to assess student outcomes and to know which students communicated with 

the library to obtain assistance (Markgraf 2004)~ 

20 



A final example of library promotion is illustrated through Tunxis Community 

College Library. The library offered benefits beyond just the product. Tunxis used 

thematic and didactic parties to create library awareness and build institutional support 

and client loyalty (Lavoie and Markiewicz 2005). Using a core theme "we are here to 

make your life easier," the library created socials to include its guests: faculty, staff, 

administrators, and students (Lavoie and Markiewicz 2005). A social gathering provided 

faculty with survival kits that included various information support items, including "a 

description of great information literacy-based assignments" and "a faux treasure map" 

for locating the library's most recently acquired databases (Lavoie and Markiewicz 

2005). Results of these projects included positive feedback from students, increased 

circulation of materials, and renewed interest in collections and services among library 

users (Lavoie and Markiewicz 2005). The Tunxis librarians implemented the business 

principle of showing client appreciation, a premise that suggests that demonstrating 

gratitude for the client can augment retention of customers, constancy, and sales (Lavoie 

and Markiewicz 2005). Tunxis library experienced "better 'sales' in terms of exposure" 

to their resources and services, as well as obtained esteem among its clients (Lavoie and 

Markiewicz 2005). 

How a consumer responds to promotions depends upon the type of promotion 

presented (Jha-Dang and Banerjee 2005). Brand identity is a facet of promotion that has 

earned a place of focus in recent library literature. An explanation of "brand" follows. 

21 



Brand Identity and Promotion 

Summey (2004) characterizes "brand identity" as the symbolism inherent in a 

product or service that consumers think about when exposed to that symbol. The brand 

identity embodies "the look and feel of the library, its slogan, and logo" (Summey 2004). 

Layne (2007) expresses that brand is more than the logo, the slogan, and the general 

appearance of a product or service, and these characteristics represent only the brand's 

"physical presence". Illuminating this idea, Stimson (2007) by way of Dempsey (2004) 

offered the following explanation of a library brand: 

'''all the things that come to mind, all the expectations they have, when they hear 

the word library, and how you wish people to perceive your library. The former 

is referred to as brand identity and the latter is brand aspiration.''' Having a 

brand creates a choice in the mind of the user, allowing people to distinguish 

between your library and the competition, so that hopefully they choose your 

library. 

Librarians are helped by their efforts to establish library value for users when the 

users' expectations are determined and librarians find out what the library patrons want 

(Layne 2007). Identifying and producing a library brand requires librarians to be 

proactive in the process of creating a brand which plays a key role in attracting users and 

retaining them (Stimson 2007). Effective promotion is necessary to reach the distance 

learning user population because distance learners typically do not go to the physical 

library (Edwards et al. 2008). 
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Concerning distance learning library services, brand identity has been 

"underutilized" (Edwards et al. 2008). As an example of such proactive work, librarians 

of the University of Florida Health Science Center Libraries sought to create a brand 

identity to bring together "all of the Health Science Center's Libraries' Distance 

Learning materials, build a unique identity for a new service, and promote customized 

services to faculty and students" (Edwards et al. 2008). The librarians worked through the 

logo's design and selection processes, desiring to convey the global nature of distance 

learning and the growing international aspect of the Center's programs (Edwards et al. 

2008). Once approved, the logo appeared on the distance learning portal page, on power 

point presentations, bookmarks and brochures, and on displays (Edwards, et al. 2008). 

This element of promotion illustrated how an institution created an. identity for the 

services and endeavored to successfully increase students' use of distance learning library 

services (Edwards et al. 2008). 

Promotion/Marketing Theories 

Further incorporating ideas pertaining to promotion, librarians have embraced 

management principles from the discipline of Business (Kum bar 2004 ). Examples 

include Relationship Marketing (RM) and Total Quality Management (TQM). The 

business concept Benefit Congruency Framework (BCF) is the theoretical foundation of 

this research. Discussions of RM and TQM in literature are common, but literature 

concerning the Benefit Congruency Framework is less abundant. Central to all three 

concepts is the need for service providers to attract consumers and retain them 
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Relationship Marketing 

Over the past ten years, Relationship Marketing has grown in use as a business 

management philosophy (Sfiliksjarvi, et al. 2007), and it comprises a mutual interest 

between the company, every employee representing the company, and the customer 

(Besant and Sharp 2000). The concept entails a company's giving high consideration for 

its consumers and potential clients, which is displayed in the products and services that 

the company sells (Besant and Sharp 2000). 

Lillard (2006) illustrates relationship marketing in a discussion of embedded 

libraries and librarians in online courses as creating a presence with which faculty can 

collaborate to make instruction and library services more efficient for students' success. 

Lillard (2006) cites models recommended by Shank and Dewald (2003) that involved 

integrating virtual reference desk services into online courseware. 

Lillard (2006) also described the relationship and collaboration between Central 

Missouri State University's nursing librarian and the distance learning librarian to design 

a Web page specifically for distance learners that would inform them how to access 

services such as online databases and the library catalogs. The librarian embedded as a 

part of the instructional team communicated with students about course assignments and 

information needs (Lillard 2006). Direct access to the librarian provided students with a 

type of "one-stop shopping" and "point-of-need" assistance (Lillard 2006). Through a 

network that included "resources, facilities, services, services providers," joined by "the 
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library and information professionals," a research relationship was offered for online 

students (Lillard 2006). 

Customer relationship management (CRM) may be incorporated into relationship 

marketing. CRM has enabled businesses to gain clients and retain them, and distance 

education programs are establishing student relationship management (SRM) systems, 

"systemized plans of contact with students at key points throughout their academic career 

to maximize success and retention" (Distance Education Report 2008), arising from the 

fact that "many schools still do not track and keep data relating to student progress and 

success." This lack of data tracking that occurs in traditional higher education is 

intensified in the realm of distance learning (Distance Education Report 2008). In 

student relationship management, technology is used to track any interaction between 

student and institution, using the interaction data to strengthen the institution's 

relationship with distance learners who are physically separated from the campus and 

their instructors (Distance Education Report 2008). Bulletins that are sent to distance 

education students and concern institutional events should be tracked in order to help 

prevent losing the students. Bulletins include communications from the library (Distance 

Education Report 2008). According to Karen Vignare, Director of Customer Experience 

at Michigan State University Global: "If we can know what's going on through student 

communication throughout the university, we have a better way of predicting if we can 

help and when we can and should intervene ... " (Distance Education Report 2008). Since 

various institutional departments have their own ways of contacting students, the library 
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and other departmental offices should come together into one system of recording and 

gathering data on student/institution interaction in order to build relationships and student 

retention (Distance Education Report 2008), Vignare suggests. 

Total Quality Management 

The Total Quality Management (TQM) premise calls upon the business to 

establish and implement a method of continuously enhancing its performance throughout 

its system, while meeting the desires of the consumer (Kumbar 2004 ). Customer 

satisfaction through a product or a service establishes quality (Begum 2003 ). The 

academic library meets user expectations and causes consumer satisfaction. Consumer 

feedback is an indicator of service quality (Begum 2003). 

The following are examples of TQM principles for libraries: 

• To fulfill the customers' needs 

• To conduct assessments · 

• To improve the organization on a continuous basis 

• To collaborate as a team 

• To lead with enthusiasm (Kumbar 2004) 

In Total Quality Management, customer satisfaction must be delivered most 

efficiently and as cost-effectively as possible, and teamwork is crucial (Kumbar 2004). 

"Service quality directly affects user satisfaction, and in turn, loyalty or willingness to 

continue to use the firm's services" (Iverson 2008). Like businesses, libraries must take 
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care of their customers, especially in light of libraries' competition with the Internet and 

other information sources (Saunders 2007). 

Academic librarians use surveys to incorporate TQM and to assess the library's 

status in customer satisfaction. Academic libraries have widely used the LibQUAL 

survey+ to obtain feedback from library stakeholders, including students, regarding 

library service quality (Iverson 2008). The survey, developed by the Association of 

Research Libraries, along with faculty members from Texas A & M University, assesses 

the library's strengths and deficiencies based upon a series of core questions (Saunders 

2007). 

Another example of.TQM use is in the research librarians may conduct to 

ascertain how they can remain effective and retain purpose. Debate continues concerning 

whether current research is relevant to what library and information professionals do, but 

new research needs to be accomplished and applied to the service operation of the library 

(Wallace 2007). The National Center for Education Statistics (2003) collected data that 

showed that between 1992 and 2004 decreases in circulation, reference transactions, and 

gate counts were 14 percent, 84 percent, and 71 percent respectively, whereas group 

presentations (likely library and information literacy instruction sessions) increased by 63 

percent and attendance at those presentations increased by 55 percent. Interlibrary loans 

increased by 161 percent (Wallace 2007). The reduction of the traditional indicators of 

library quality and performance may suggest that there is a decline in the library's 

relevance (Wallace 2007). It is imperative that librarians "actively and aggressively 
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engage in research" and develop innovative methods for determining the effectiveness 

and competence of information dissemination tools, so as to regain control of the tools 

for the library and information science profession (Wallace 2007). Wallace (2007) 

suggested three research targets for the twenty-first century academic library: 

• "Making sense of statistics" 

• "Assessing the success of library instruction and information literacy 

programs" 

• "Reclaiming tools" 

Total Quality Management concerns the connection and congruency among the 

products and services and customers' needs (Kumbar 2004 ). The Benefit Congruency 

Framework is about promotions being categorized as compatible with a product that is 

being evaluated for consumption (Chandon, Wansink, and Laurent 2000). The 

promotions presented are congruent to or match the product (Chandon, Wansink, and 

Laurent 2000). 

Benefit Congruency Framework 

The Benefit Congruency Framework, a theoretical concept from the field of 

business, is applied to this research. Relationship Marketing and Total Quality 

Management are sound theories that can be applied to library marketing, but the benefit 

congruency framework is better suited for this study because it concerns the effect of 

promoted benefits upon promotions, which in tum affect consumer's choice of a product 

(Chandon, Wansink, and Laurent 2000). The Benefit Congruency Framework was 
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selected as the theoretical construct for this study because the user perceives relevance 

between the product itself and the product's value, as it is promoted (Chandon, Wansink, 

and Laurent 2000). Chandon, W ansink, and Laurent ( 1999) studied hedonic and 

utilitarian consumer benefits of sales promotions and found that monetary savings are not 

the sole evaluative element consumers consider when choosing a product. Promoted 

benefits in the Benefit Congruency Framework are congruent to or match the product. 

Chandon, W ansink, and Laurent ( 1999) found that promotions that are not associated 

with monetary savings are "more effective for hedonic products than for utilitarian 

products." Promotions associated with monetary savings are more effective for utilitarian 

products (Chandon, Wansink, and Laurent 1999). The utilitarian or the hedonic nature 

of benefits of a promotion that are congruent with the promoted product or service 

determine the promotion's effectiveness (Chandon, Wansink, and Laurent 2000). 

Benefits or services of a hedonic nature are those that meet recreational needs, 

exploratory interests, and values representations of the user (Chandon, Wansink, and 

Laurent 2000). Benefits of a utilitarian nature are those services and products that meet 

the user's convenience and practical needs (Chandon, Wansink, and Laurent 2000). As 

an example, an automobile's fuel economy and safety are utilitarian benefits, but a 

sunroof and luxurious interior are hedonic benefits (Chitturi, Raghunathan, and Mahajan 

2008). 

In the virtual library world, a hedonic benefit is what Tenopir (2007) cited as the 

social networking that occurs through sites such as Facebook and MySpace, linking 
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librarians and patrons. Letha (2006) refers to a utilitarian benefit: a virtual library portal 

is "highly beneficial" for organizing, storing, and accessing information. Other studies 

have dealt with the subject of benefits in relation to hedonic and utilitarian attributes, as 

well. Dhar and Wertenbroch (2000) posited that consumers' consideration for what is 

utilitarian or hedonic guides the choices that consumers make. Dhar and W ertenbroch 

(2000) conducted an experiment of consumer choice between two goods ( one preferable 

on a hedonic level and the other preferable on a utilitarian level) in which they compared 

consumer preferences for the goods. The test placed consumers in a situation of 

acquiring the two goods and then subsequently in a situation of choosing which of the 

same two items to relinquish (Dhar and Wertenbroch 2000). Participants in the 

experiment demonstrated a somewhat stronger preference for the hedonic item in the case 

of having to forfeit one of the goods. If the participants were engaged in providing 

reasons for owning both items, the significance between the hedonic or the utilitarian 

nature of the item was smaller (Dhar and Wertenbroch 2000). As a means of sustaining 

benefits on a regular basis, a utilitarian item would bear more weight as a choice, 

compared to a hedonic item (an instrument of enrichment) when there is uncertainty 

regarding the quality of the product (Dhar and Wertenbroch 2000). 

Chitturi, Raghunathan, and Mahajan (2008) studied the relationship between 

product design benefits and consumer's sense of "delight and satisfaction" following 

product consumption. Their research showed that customer satisfaction builds when a 

product fulfills or exceeds a consumer's utilitarian needs and meets prevention goals-
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goals that prevent unwanted circumstances (Chitturi, Raghunathan, and Mahajan 2008). 

The study confirmed that delight in the consumer is increased when a product fulfills or 

surpasses a consumer's hedonic desires and meets pleasure goals. According to Chitturi, 

Raghunathan, and Mahajan (2008), confidence and security (utilitarian benefits) are 

prevention emotions that precede satisfaction. Prevention emotions pertain to the 

confidence that results from the fulfillment of prevention goals (Chitturi, Raghunathan, 

and Mahajan 2008). The hedonic benefits, on the other hand, provide the promotion 

emotions of cheerfulness and excitement that precede delight, which was the agent for 

improving customer loyalty (Chitturi, Raghunathan, and Mahajan 2008). 

The positive consumption of a hedonic benefit causes greater customer 

excitement than the positive consumption of a utilitarian benefit (Chitturi, Raghunathan, 

and Mahajan 2008). · A study by Chitturi, Raghunathan, and Mahajan (2008) tested 

participants' responses to two types of cell phones: a cell phone with "superior utilitarian 

benefits" and another with "superior hedonic benefits." Results of a two-sample t-test 

indicated that in a "positive consumption experience," consumers felt a higher level of 

excitement and cheerfulness with a cell phone having hedonic features than with a 

utilitarian cell phone (Chitturi, Ragahunathan, and Mahajen 2008). On the other hand, 

when a negative experience occurs with consumption of a utilitarian benefit, the intensity 

of negative emotion is greater than that for a hedonic benefit consumed under the same 

circumstance because the prevention emotion has been negatively affected. The cell 
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phone scenario is used in a second instance, but with the participant engaging in a 

negative consumption experience (Chitturi, Ragahunathan, and Mahajen 2008). 

Chitturi, Ragahunathan, and Mahajen (2008), cite their previous study (2007) to 

express that their findings are consistent with the principle of precedence: fulfillment of 

prevention goals by utilitarian benefits is more important than fulfillment of promotion 

goals by hedonic benefits. For entities that promote their products, attention must be 

given to product design that will have the probability of meeting both the customer's 

goals of enjoyment and the prevention of undesired .circumstances (Chitturi, 

Ragahunathan, and Mahajen 2008). Libraries embody "balancing access to 'useful 

knowledge' and self-improvement with the social pleasures of leisure and consumption" 

(Augst 2001). The result of the balance is the development of communities (Augst 

2001). The hedonic "social networks ... help involve users with library services" (Tenopir 

2008). Library users want to participate in providing "comments and book reviews in the 

library catalog," generating their own content that may be shared and "coexist with 

authoritative content," utilitarian products (Tenopir 2008). 

Within the benefit congruency framework, a promotion is highly effective if its 

benefits are congruent with the benefits the consumer wants for a specific purpose 

(Chandon, Wansink, and Laurent 2000). Benefit Congruency Framework incorporates 

six consumer benefits of sales promotion which Chandon, W ansink, and Laurent (2000) 

call a multibenefit framework that divides the benefits into two main types, utilitarian and 

hedonic. The utilitarian consumer benefits consist of savings, quality, and convenience. 
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The hedonic consumer benefits consist of value expression, exploration, and 

entertainment. Chernev (2004) asserts that the concept of congruency is applicable to the 

relationship between consumers' goals and the composition of the attributes that express 

the choice alternatives. Individuals who have primarily advancement, achievement, and 

aspiration needs direct their attention towards items or situations that lead to the 

fulfillment of goals that reflect such attributes (Chernev 2004). Individuals who have 

needs pertaining to mainly safety, security, and responsibility are likely to choose items 

or circumstances that will fulfill their goals of achieving safety, security, and 

responsibility (Chernev 2004). 

According to Chandon Wansink, and Laurent (2000), "the utilitarian benefits of a 

specific choice alternative are given more weight when consumers make a utilitarian 

purchase decision and ... hedonic benefits are given more weight when consumers make 

a hedonic purchase decision." The benefit congruency framework theorizes that a sales 

promotion is most effective if it reflects or presents the benefits that carry the most 

weight in choice selection (Chandon, Wansink, and Laurent 2000). 

The similarities in benefits offered through the promotions and the products cause 

promotions to have more an impact on the conclusive value of the product (Chandon, 

Wansink, and Laurent 2000). This is the case more so than for promotions that offer 

benefits failing to match, or are not congruent with the product ( Chandon, W ansink, and 

Laurent 2000). In relation to the theory of Chandon, Wansink, and Laurent (2000), when 

a promotion for a utilitarian item, such as a reference book, is being evaluated, the 
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utilitarian benefits of the promotion for that item weigh more positively than hedonic 

benefits that might be associated with it. When a promotion for a hedonic item such as a 

photography collection is evaluated, the hedonic benefits for the item carry more weight 

or value. 

Relative to congruency and what the library offers, when students perceive "direct 

value of the library to their academic success," the students have more a tendency to take 

advantage of the library (Auth 2002). Libraries whose services are promoted receive 

benefits (Nicholas 1998). The gains include a more valued library, greater usage of 

resources and services, users that have received education about the library, and a 

difference in how the library is perceived (Nicholas 1998). Essentially, there is an 

exchange. Exchange is central to marketing (Mittermeyer 2007), of which promotion is a 

part. The exchange involves a minimum of two participants who make offerings that are 

perceived by the other as a benefit, and it encompasses each party's ability to 

communicate with the other, deliver what is presented, and make a decision to receive or 

to decline what is offered (Mittermeyer 2007). 

For libraries, at least three parties are integral to the exchange cycle in which each 

participant in the exchange expects certain benefits: the professional who delivers 

services, the consumer to whom services are provided, and the parent institution's 

administrators who oversee the distribution of finances (Mittermeyer 2007). Mittermeyer 

(2007) calls this relationship the Third Party Theory: 

• The librarian perceives advantages in the greater use of services. 
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• The user perceives the benefit of being more informed so as to make more 

effective decisions as a student or other user and to achieve academic 

success or other accomplishments such as receipt of a grant proposal by an 

instructor. 

• Decision makers and finance managers (administrators) benefit from the 

success of all others, such as through greater publicity or financial support. 

Mittermeyer (2007) situates the library as an entity that serves the needs of both 

users and decision makers and provides discussion regarding how to pursue a level of 

service that satisfies both. Needs assessment is not excluded from the essential facets of 

library promotion. 

Needs Assessment 

In relation to the Benefit Congruency Framework, a promotion based on benefits 

(hedonic or utilitarian) must involve the provider institution's knowing what benefits will 

cause the users to respond to the promotion. Customers' receptiveness to a promotion 

determines its effectiveness, and entities that promote must determine who will receive 

the message, what the message will contain, how to deliver it in the most effective 

manner, and when the message should be delivered (Kalyanam and Zweben 2005). The 

incorporation of computer-based technology that employs several modes of 

communication and tracks consumer/provider interaction helps to determine when a 

promotional message should be presented (Kalyanam and Zweben 2005). Client 

retention results from frequent and varied communication, which builds relationships and 

35 



on-going interaction that helps the promoting entities to provide consumers "just what 

they need to know, just when they need to know it" (Kalyanam and Zweben 2005). 

A library's evaluation of distance learners' information awareness is central to 

finding out users' prior knowledge about existing resources and services. Innovative 

communication technologies used to deliver library products requires information 

professionals to reexamine and to amend the development and administration of the 

library's resources and services (Johnson, Trabelsi, and Tin 2004). Evaluation is vital to 

materials selection, to acquisitions, as well as ongoing and future utilization of resources 

and services. (Morrison and Washburn 2004). 

The Utah Academic Library Consortium used a distance education committee to 

survey libraries, conduct in-person visits, and organize focus groups at the distance 

education sites. Findings revealed that distance education faculty members were not 

aware of all the library services available to distance learners. As electronic resources 

evolved, keeping abreast of what was available was problematic (Morrison and 

Washburn 2004). Employing telephone and email communications (Riedel 2004), as 

well as web-based surveys, are means of appraising needs and awareness (Stockham and 

Turtle 2004). Assessment may involve surveying distance learners directly in order to 

gain information that will help library personnel to develop and implement appropriate 

resources that may be promoted directly to distance education students and faculty (Auth 

2002). 
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Results of a survey conducted at Slippery Rock University of Pennsylvania 

showed that students perceived remote library services were lacking, contrary to the fact 

that many services and resources are provided for distance learners (Nicholas and Tomeo 

2005), and researchers sought to determine how institutions' commitment to distance 

learning and related initiatives are articulated to the users. According to findings of the 

Slippery Rock University survey, access alone is inadequate support for distance 

education programs, and promoting supportive library services and resources has 

significance for the communication of the products and benefits to distance education 

students (Nicholas and Tomeo 2005). 

Promotion Plans 

The process of assessing user needs, planning, and informing a consumer about 

the library has assumed the label of various words that indicate promotion (Vilelle 2006). 

"Advertising" and "publicity" are examples of expressions that have been employed to 

describe promotion efforts, but the word marketing was established in the 1980s (Vilelle 

2006). Promotion is a facet of marketing, which involves consumers and necessitates a 

planned and comprehensive method of managing public relations, publicity, and 

advertising (Vilelle 2006). 

At Creighton University campus in Omaha, Nebraska, Reinert/Alumni Memorial 

Library personnel developed a plan to increase library awareness and resources usage. 

The old mission statement was revised to reflect changes that had occurred in library 

resources, services, and instruction. Then, strategic goals based upon the new mission 
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and Association of College and Research Libraries standards were established, as well as 

methods for assessing attainment of the goals. Last, the librarians formed an action plan 

that would aid in determining the needs of users and to "market services and resources" 

(Campbell and Gibson 2005). The plan contained a liaison program with faculty, a 

research assistance program in which students scheduled appointments, and the students' 

satisfaction survey, which would allow library staff to know what students needed and 

wanted from the library (Campbell and Gibson 2005). 

Librarians at Virginia Tech University created a marketing plan for their campus 

by first performing an "environmental analysis," beginning with the library's mission 

statement. The librarians identified the user population and conducted an analysis of the 

library's strengths, weaknesses, opportunities for branding, and any threats to service 

(SWOT) (Vilelle 2006). The process enabled them to explore and establish marketing 

objectives: (1) to increase library awareness for advancing the usage of resources and 

services, and (2) to create positive attitudes about the library among users, both in the 

physical library and in the "electronic library setting" (Vilelle 2006). 

The assessment of needs and the promotion of library services are crucial and go 

hand in hand as Read (2005) suggested: ascertain the needs of the users, which facilitates 

planning and the provision of services, and promote and create awareness of a new 

library service to users are crucial. Essentially, a plan for promoting services to distance 

learners is fundamental to creating an awareness of the library and its services among this 

educational group (Summey 2004). 
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For librarians who plan distance learning library services, there is a unique 

challenge in meeting the information needs of users who are geographically distanced 

from the home institution and who are demographically diverse (Dermody 2005). The 

use of modem technology and traditional ways of promoting the library to distance 

education students is advantageous for distance learners--communicating with the 

student through regular mail or e-mail, for example (Dermody 2005). Dermody (2005) 

proposes that librarians' marketing strategies for distance learning library services take a 

"multifaceted approach" so that as many students as possible can be reached in as many 

ways as possible-"It may be that the things that we would never think about promoting 

to on-campus students are the very things that make all the difference to remote 

students." A challenge for librarians is to find a variety of means to successfully promote 

library resources and services to distance education students (Dermody 2005). 

Community college librarians have a responsibility to serve all their clients, a 

large portion of which are distance learners. The literature review discussed the role 

librarians must fill to provide for the distance education demography and to promote 

themselves to distance education students, as initiated by the results of needs 

assessments. Assessments play an important part in promotion, making information 

providers attuned to what needs to be done and how, for the purpose of providing 

efficient and effective resources, services, and benefits to distance education students. 

The Benefit Congruency Framework is a possible asset to the results of needs 

assessment. The theoretical framework may be more closely reviewed as a means to 
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prompt students to make better use of services and resources the library has available for 

them. The literature informs community college library professionals of the urgency to 

extend their presence beyond only the provision of services and resources, and as well, 

beyond the Web page. 
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CHAPTER III 

METHODOLOGY 

Because enrollment and online courses of community colleges have grown, 

librarians of those institutions face the challenge of reaching a larger population of 

students and reaching them virtually. This research will focus on community college 

librarians' perception of how they accomplish promoting the library to distance education 

students and the extent to which promotion is carried out for the purpose of reaching 

them. 

The hypothesis of this research is that there is a positive correlation between using 

multiple means of promoting community college library services and resources to new 

distance education students and greater distance learner use of resources and services 

designated to support their educational efforts. The hypothesis is tested through the 

methodology. 

To ascertain whether there was a link between use of multiple channels of 

promotion and growth in use of services and resources, the Pearson correlation 

coefficient was used. Named for the statistician Karl Pearson, "the correlation coefficient 

is a measure of association between two continuous variables that estimate the direction 

and strength of linear relationship" (Knoke, Bohrnstedt, and Mee 2002). "The correlation 

coefficient's usefulness lies in showing the direction of the relationship between X and 

Y" (Knoke, Bohrnstedt, and Mee 2002). The two~tailed Pearson test examined the 
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relationship between the average number of library promotions used for each promoted 

item, the independent variable, listed in the e-survey and the overall usage growth 

attributed to the distance education students, the dependent variable. To determine 

librarians' perception of how they achieve promotion and how their promotion efforts 

affect library use by distance education students, respondents were able to provide 

additional explanatory information on the e-survey regarding their responses or any other 

situations pertaining to their promotion efforts that they wanted to provide. Textual 

responses were checked for similarities in content, grouped by type of response, 

analyzed, and written into the findings. Because telephone interview data were verbal, 

responses to the interview questions were coded into types or categories of experiences 

that were similar in content, recorded in the figures and tables, and interpreted for 

presentation in the findings. 

Initial Sample 

The Association of College and Research Libraries' (ACRL) 2005 Academic 

Library Trends & Statistics (Associate' s Colleges) was used to acquire the population of 

academic institutions in this study. The ACRL document listed two hundred seventy-two 

Associates degree-granting institutions, designated as such according to Carnegie 

Classification. 

The ACRL document was used for obtaining the population and the sample of 

librarians for this research because its list of institutions is reliable as a definitive source 

of information on academic libraries. ACRL' s "ultimate goal is to represent all higher 
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education institutions of the United States and in Canada" (Association of College and 

Research Libraries 2006). The 2005 Academic Library Trends & Statistics fits most 

appropriately for acquiring participants for this research. Because the ACRL document 

did not indicate which institutions offered distance education opportunities, and there 

were 272 total Associates Degree granting institutions listed in the document, the Web 

sites of those institutions were examined for any indication that distance learning was an 

education option. 

The Pretest -

Every fifth institution listed among those in the population was selected for 

participation in the pretest, with a total of fifty-four being selected. The pretest was 

conducted to determine whether or not the type of data sought could be determined from 

the research instrument, a questionnaire on the promotion practices of community college 

librarians in regard to distance learners. Participants in the pretest were sent an email 

cover letter that explained the purpose of the pretest. The preliminary questionnaire was 

attached to the message, and participants were asked to complete it, as well as provide 

comments or questions that would assist in refining the questionnaire for the actual 

research to be conducted after the pretest. A follow-up message was sent to participants 

who had not responded. A total of nineteen librarians responded to the questionnaire of 

the pretest, a 35% response rate. The response rate for the pretest of this study is 

comparable to other studies for which e-surveys were used to collect data. There is an 

association between electronic surveys and lower response rates (Reynolds, Woods, and 
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Baker 2007). Schonlau, Fricker, and Elliot (2002) cited a study of university health field 

staff conducted by Jones and Pitt (1999) that used a sample number of 200 individuals. 

The response rate for the Jones and Pitt study of the university staff, which employed an 

email survey, was 34% (Schonlau, Fricker, and Elliot 2002). Schonlau, Fricker, and 

Elliot (2002) also reported that the response rate for e-surveys varied for an array of 

samples, many being relatively small in size, but improved response rates may be 

attributed to a sample's "increased overall propensity" to respond due to differences 

among either survey methodologies or the populations studied. 

Questionnaires returned from the pretest were checked for any difficulties 

respondents might have experienced in answering the questions as they were written. 

Institutions whose Web sites were written in a foreign language would not be included in 

the actual research study. The questionnaire was also checked for comments respondents 

provided in regard to information they felt was needed to improve the questionnaire. 

Each pretest instrument was read for the discovery of similarities in problem areas or in 

recommendations for the improvement of the research instrument. As a result of the 

pretest findings, some questions for the revised research instrument were changed in 

format or content to facilitate the acquisition of information needed for the research, and 

other questions were added to acquire additional and helpful information. 

Research Sample 

The original sample of 272 libraries now consisted of the remaining 218 higher 

education institutions left after the pretest was completed. Those institutions' Web sites 
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were examined in an attempt to determine whether they indeed offered distance learning 

opportunities. Websites of some of the remaining institutions were not explicit in 

showing that they offered distance learning, but others were quite clear about their 

offerings. In the case of those W eh sites that were ambiguous about distance education, 

further searches of the Internet were performed to assist in this determination. In some 

cases, a determination about distance learning was not attainable, and those institutions 

remained in the sample in order to avoid unnecessarily excluding any institution that 

might offer distance education opportunities. 

Of the two hundred eighteen schools, five were found at the outset not to offer 

any type of distance education, and six schools whose W eh sites were written in a foreign 

language were not mailed questionnaires. One community college in the original sample 

has merged with another institution, and no longer exists as an individual entity. Also, 

two other institutions were eliminated from the original sample because they offered 

four-year degrees and above. Thus, the actual sample included 204 Associates degree

granting institutions and these institutions received the emailed questionnaire, or research 

instrument, for the study. 

Questionnaires and Responses Received 

The prospective participants of the 204 institutions received an initial email cover 

letter. An attachment to the cover letter contained the questionnaire (See Appendix A), 

which also offered space and the opportunity for library personnel to provide contact 

information where results of the study may be sent, if the institution had indicated interest 
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in receiving the results. Of all the responses received, 51 % of the librarians indicated 

they wanted to receive the results of the study. Because confidentiality was vital, each 

institution was sent an electronic message and attachment individually. Thirty responses 

were received after the cover letters and questionnaires were first sent. One month 

elapsed before the remainder of the sample received a follow-up message. 

F ollo~-up letters were emailed to the librarians that did not respond to the first 

messages. Only one follow-up message was sent and it yielded twenty-nine additional 

questionnaires. A total of 59 of the 204 institutions, or 30%, participated in the 

questionnaire. Literature that discussed the current normative response rates for e

surveys was sparse. There have been mixed outcomes regarding what the standard for 

response rates toe-surveys should be (Truell and Goss 2002). Truell and Goss (2002), in 

comparing e-surveys to print surveys, found a response rate of 46% e-surveys to 57% of 

print surveys. Akl, et al. (2005) also tested e-surveys to print and found that the print 

survey had a better response rate, much like Truell and Goss (2002). 

Electronic surveys are useful for obtaining information about "the effectiveness, 

efficiency, and impacts of academic networks," McClure (2007) reported that a response 

rate between 50 to 70% is good to very good. In relation to the research of Schonlau, 

Fricker, and Elliot (2002) and Jones and Pitt (1999), the response rate of 30% for this 

research study may be within the range of what is expected for e-survey response rates. 

Concerning the non-response of the majority of the sample used in this research study, 

information collected from the questionnaires indicated that some community colleges do 
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not track distance education students' library usage, as specific to that user group; and as 

a result, there was no data to provide for thee-survey. Also, communication with 

respondents via e-surveys and telephone interviews revealed that some community 

college librarians had not begun promoting the library to distance education students, but 

that they were planning to begin promotions. 

Factors affecting the non-response rate for this study included: no distance 

education offered, no distance education students, or no distance education per survey 

terminology, and response silence. While Web sites ~ere previously checked, an exact 

determination of distance education offerings could not be made for a few institutions. 

Consequently those institutions received the mailings. The purpose for their inclusion 

was to avoid eliminating any libraries from the study whose institutions did indeed offer 

distance education. 

Questionnaires were numbered as they were received. Responses to each 

question were tabulated according to the designated categories associated with each 

individual question. Once tabulated, the data were placed onto charts that describe the 

activity of the librarians' promotion activities, as related to distance learners. These 

statistics were examined to show the relationships among library promotions, distance 

learners, and the promoted benefits of the library services and materials. 

Pearson Correlation Coefficient analysis evaluated the statistical link between the 

number of library introduction methods and overall growth in services, the link between 

the communication channels and total growth in services, and the connection between 
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specific promoted benefits and overall growth. The data for overall growth was taken 

from Question 12 of the e-survey which queries participants about usage growth that 

followed the library's overall implementation of promotion efforts. Employing the 

Pearson Correlation Coefficient method of analysis served to show the direction, 

association, and relationship between the dependent (overall usage growth) and 

independent variables (promotion elements). 

Telephone Interviews 

After the administration of the e-survey, sample librarians voluntarily participated 

in telephone interviews. Participants were able to provide further data and express 

themselves beyond responses given in the questionnaire. Interviewees volunteered to 

participate and calls lasted an approximate average often minutes. Through the ten

question interview based upon a review of the research questions designated for the 

study, relationships between current promotion efforts and the potential for distance 

learners' future library resource use were assessed (Actual telephone script may be found 

in Appendix B). 

Questions or theories that were not addressed in the questionnaire were presented 

in the interviews. This served the purpose of obtaining anecdotal data that might enhance 

the understanding of the findings from the questionnaires. As a result, questions were 

asked that pertained to key elements of the Benefit Congruency Framework. The effects 

of the Benefit Congruency Framework for this study are determined in relation to the 

responses received that describe user response resulting from the promotion of the 
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benefits. The user perceives relevance between the product itself and the product's value, 

as it is promoted (Chandon, Wansink, and Laurent 2000). The analysis of data involved 

tabulating the levels of appeal of products and evaluating the textual data on the effects of 

benefits promotion, as the librarians perceived. 

Other questions concerned library awareness assessments, the timing of library 

promotion, the maintenance of the library's contact with distance learners, obstacles to 

promoting to and retaining the interest of distance students, and what the librarian's plans 

were for overcoming the obstacles. These types of questions were also asked to gain a 

perspective concerning the library's present relationship with distance education students 

and to find out what has been effective in drawing them to take advantage of the library, 

as well as how the library planned to approach impacting distance learner's library 

awareness and use in the future. After the questions for the interviews had been 

established, an interview sample was obtained. 

Systematic sampling was used to acquire the participants for the telephone 

interview. This sample was selected from among the fifty-nine participants that 

responded to the emailed questionnaires. The researcher chose to use systematic 

sampling because it allowed for selecting every kth respondent for an interview. Two 

hundred four questionnaires were sent by email to potential participants of the study and 

59 responses were received from that group. The returned questionnaires were numbered 

1 through 59. With the formula for systematic sampling, the number 204 was used as the 

total population number to be divided by 59, the group or population from which the 
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sample for telephone interviews would be derived. Accordingly, N=204 and n=59. To 

find k, as k=N/n, the systematic sampling formula was used. Hence, k=204/59=3.45. 

The resulting k was rounded down, as a result of following the "Rules for Recoding and 

Rounding" illustrated in Statistics for Social Data Analysis, Fourth Edition (Knoke, 

Bohrnstedt, and Mee 2002). Thus, k=3. That means that every 3rd respondent to the 

questionnaire would be selected for an interview. The sample for the telephone interview 

consisted of 20 library contacts since every third contact of 59 was chosen for the 

interview. Dividing 59 by 3 yields an interview sample of 19.66, which was rounded up 

to 20, in observance of the "Rules for Recoding and Rounding" in Statistics for Social 

Data Analysis. Each number J, 2, and 3 was written separately on one side of three 

separate 3" x 5" index cards. Then, the cards were folded twice in the same pattern, so as 

to crease the card into four squares. Each number was on the inside of its respective card. 

The cards were placed into a manila envelope which was shaken to mix the cards. The 

card that carried the number 1 was drawn randomly. This caused the selection of 

interviewees to begin at a random point, and in this case, the selection began with the 

respondent's questionnaire numbered 1. Babbie (1990) says that such a sample and such 

a beginning point are referred to as a "systematic sample with a random start." 

According to Survey Research Methods, Second Edition by Earl Babbie (1990), 

researchers use the systematic sampling method more in practice, rather than the simple 

random sampling. The methods are very similar. For this reason, the systematic 

sampling method was used in this study. 
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The telephone numbers of the library contacts selected to participate in the 

telephone interviews were obtained from the library's Web site and from the emailed 

messages from the questionnaires of the respondents. For those that did not hav~ 

telephone numbers in their emailed responses, those numbers were located through 

Internet links to the institution's library information. Calls to the library contacts began 

in December 2007. 

Each prospective interviewee was called and asked for permission to conduct the 

interview. Participants agreed to take part in this facet of the research study after the 

interviewer had read the parameters of participation to them. The parameters included a 

statement concerning the purpose of the interview, its connection to the questionnaire that 

had been completed and submitted previously, the fact that participation was voluntary, 

and the assurance of confidentiality. In an effort not to make the interview process tiring 

and too time consuming for the interviewees, the telephone interviews were kept brief

about 5 to 15 minutes in length, depending upon the amount of information the 

interviewee desired to share in response to any particular question. 

Although the majority of the librarians in the telephone interview sample 

participated, a small number of them were not a part of that aspect of the research. 

Reasons for non-participation included library administrative transitions at the institution, 

non-desire to participate, and the inability to reach some library contacts. As a result, 

sixteen of the twenty prospective interviewees participated initially. Four additional 

institutions were selected through simple random sampling from the received 

51 



questionnaires, which were stacked in no particular order. Librarians of those institutions 

were successfully interviewed. 

The responses to each question of the telephone interview were recorded in a 

notebook. The researcher evaluated the response patterns by hand and not electronically 

because the data were obtained from a sample of only twenty participants, demanding 

little time and allowing presentation of the vividness of the data. The data were 

tabulated and analyzed to show the commonality among responses and to show the 

differences that illuminate what some of the forces are behind library promotion to 

distance learners: what is practiced, what is not practiced and why it is not, and how 

promotion is accomplished. 
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CHAPTERIV 

ANALYSIS AND FINDINGS 

Analysis of data on the relationship between community college library 

promotion and use of library services and resources by distance education students is 

based upon both the central and subsequent research questions developed for this study. 

The central question concerns finding out how community college librarians' promotion 

to new distance education students and how use of multiple promotion methods impact 

the students' use of the library resources and services. 

The subsequent questions also involve ascertaining what promotional efforts, 

beyond those most frequently employed, are designed to create awareness among new 

distance education enrollees. The questions inquire concerning what products and 

consumer benefits are promoted that affect the appeal of the resources and services 

offered to new distance learners. Included is query concerning how the consumer benefit 

promotions to new distance learners have impacted use of resources. The questions seek 

to determine whether library use of supportive services for distance learners has 

increased, decreased, or remained the same and to determine what percentage of increase 

or decline in use of services occurred following the promotions. The subsequent 

questions concern what community college librarians consider to be the major obstacles 

to promoting to new distance education students and retaining the interest of the distance 

learners. 
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Research Components 

Electronic questionnaires, or e-surveys, and telephone interviews were the two-part 

components of the research from which data was acquired. The complete cover letter 

with the e-survey and the script for the telephone interview are shown in Appendices A 

and B respectively. Thee-surveys were essential to obtaining quantitative data on the 

amount of use and the progression of usage of library resources by distance education 

students in relation to promotions. Telephone interviews provided qualitative data that 

revealed a more inside view on community college library promotion, distance education 

library services, and distance education students' response to the promotions, as 

perceived by responding librarians. 

Data analysis was structured in the order of the questionnaire. Data from the 

telephone interviews and a comprehensive analysis of all data gathered followed. Pearson 

Correlation analyses were used to show relationships among particular variables and the 

overall growth of distance education library usage resulting from promotion efforts. To 

facilitate analyses, e-survey questions were classified into five groups: (1) Introduction of 

library services to distance education students, (2) Promotion of library resources/ 

services to distance education students, (3) Promotion of benefits of library services and 

resources offered to distance education students, (4) Types service and materials delivery 

provided, and (5) Overall impact of community college library promotions upon library 

distance education usage. 
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Part I, A: Analysis ofE-Survey Data 

Calculating the percentage of responses to various categories was achieved by 

dividing the total number of responses to questions (N) into the number of actual 

responses to a particular item (n). After analysis of data for individual questions was 

completed, the Pearson correlation coefficient was used to show the relationships among 

variables which include the multiplicity of library promotions used ( the independent 

variable) and the overall amount of distance education student library usage growth, as 

reported by the responding librarians, resulting from-the application of the number of 

promotion methods employed (the dependent variable). The discussion presents data 

analyses and the findings. 

E-Survey Questions 1-3: Introduction of Library Services to Distance Education Students 

QI: Library Promotes Itself to New Distance Education Students 

The librarians responded by selecting an answer of either yes or no to the 

question and explained if no were the answer. Of the 59 e-survey participants, a total of 

49 librarians answered yes to this question, while 10 indicated no as a response. Most 

respondents (83 % ) indicated that they promoted their librarians to new distance education 

students. On the other hand, 16.9% of respondents indicated that they did not promote 

the library to distance learners. Reasons the ten respondents gave for not promoting the 

community college library to new distance education students are as follows: 

• Distance education program is in early growth and exploring changes to 

promote the library 
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• Distance Learning Department promotes library services for the library 

and distance education faculty members who receive outreach and training 

provide links to resources and services within online courses 

• Library does not actively promote to new distance education students 

because the distance education population is small and many students take 

on-campus classes also. Library outreach involves Web page resources 

and links from electronic courseware. 

• Promotion has not been a previous priority, but more focus is being geared 

towards promotion as more online courses develop. 

• The library is in the process of establishing a Web site-just getting into 

distance education. 

• Updating the homepage is in progress. A link will be added for distance 

education students. 

• Library personnel are in the process of figuring out how to do promotion, 

possibly instituting a classroom for the library. Library staff members 

were invited to do library orientations and plan to increase this activity. 

• Librarian recently became a part of distance education planning and plans 

to conduct library promotion in the very near future. 

• Distance education program not yet established and the library has not 

made its presence known through the college's current online classes. 
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• The library instruction program reaches out to the faculty members and 

through them, the students become aware of library resources that pertain 

to course assignments. 

Although some librarians indicating that they did not promote the library to 

distance learners were in the early stages of providing distance education, it is possible 

that students would still benefit from the advantage of the library's presence and 

communication with them. Web sites are a common means of providing information 

about and access to the library, but promotion may be accomplished through brochures 

(mailed or electronic), email, through instructors or other departments such as the 

registrar's office, and others. 

Collaboration with other departments was how one of the librarians provided 

promotion, and it was through those departments that students obtained an awareness of 

what the library had to offer. Size of the distance education program was why promotion 

had not occurred in at least one case. In another case promotion simply was not viewed a 

priority. Distance education programs that were in a developmental stage were not 

strongly active in library promotion. 

Q2: Library Home Page Hot Link to Library Services for Distance Education Students 

Twenty-six librarians answered yes to this question, while the remaining thirty

three responded that they did not have a hot link on the library's home page that was 

designated as library services for distance education students. Forty-four percent of the 

participants indicated that they have such a link on their library's homepage, whereas 
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55.9% of the respondents indicated that their libraries did not have a link named for 

distance learners. Although fewer than half the libraries had no home page link 

designated specifically for this student group, the presence of a link designated for 

distance education students suggests to these users that the library has an interest in 

serving them. The link, as an item of identification and ownership for distance education 

students, might be an element that would attract distance education students to the library 

because of the essence of brand as Summey (2004) describes. A link designated for 

distance education students is comparable to the symbolism in brand identity: what users 

think about when exposed to the symbol (Summey 2004 ). 

Q3: Introduction of Library Distance Education Services 

How the library and services were introduced to distance learners consisted of 

four main response categories: Information Literacy Tutorial, Librarian's Classroom 

Visit, Library Orientation, and Library Brochure. This question, also asked as a pretest 

item, yielded a count of the total number of librarians that employed multiple means ( at 

least two different methods) of introducing the library to distance learners. 

Q3: Part I, Information literacy tutorial. Forty-two college librarians used an 

information literacy tutorial as a main method of introducing library services to distance 

learners. Subcategories for this communication mode included: 

• Web 

• CD ( compact disc) 

• Other 
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While 42 of 59 participants (71.2%) used the Information Literacy Tutorial to 

introduce the library to distance education students, some libraries used more than just 

one subcategory type for introduction purposes. Tabulations of subcategory responses 

revealed that 25 of the colleges (59.5%) used the Web only; 5 used the Web and other 

means (11.9%), with Other meaning face-to-face orientations for new distance learners 

for two of these libraries, announcements and links in the course management system, a 

tab on the eLearning interface of the course management system, and tutorials provided 

during the course registration period. Compact disc was used by 1 library (2.4%) and 11 

used other means only, providing 26.2% of library introduction. Other means only 

included: 

• Library instruction program providing outreach to faculty who, in turn, make 

students aware of library resources pertinent to their assignments 

• Use of an electronic course management system (2 libraries) 

• Faculty referral 

• Library distance education services presented during orientation before classes 

begin 

• Information literacy tutorial embedded in the online course 

• Classes coming to campus for instruction in addition to providing faculty 

inservice training 

• Handouts, course orientations, and workshops 

• Postal mail and email 
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• During presentation of library distance education services during orientation 

before classes begin 

• Face-to-face orientations 

An institution was able to report using more than one means of delivering the 

information literacy tutorial. See Table 1. 

Table 1 

Information Literacy Tutorial and Subcategories Use by Community College Libraries 

Information Number of Community -Percentage of 
Literacy Tutorial College Libraries Community College Libraries 

of 59 Total 

42 71.2% 

Subcategories Libraries of 42 Using Percentage of 42 Libraries 
Information Literacy Using Specific Subcategories 
Tutorial 

Web Only 25 59.5% 

Web and Other 5 11.9% 

Compact Disc 1 2.4% 

Other Means Only 11 26.2% 

* Total Responses 42 
*Includes use of more than one subcategory type by a library 

QJ; Part JI, Librarian's classroom visit. Librarian's Classroom Visit was another 

response choice for the participants that introduced the library to distance education 
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students. This mode of introducing the library involved in-person visits for students that 

travel a distance for library orientation, as well as virtual visits which allowed students to 

receive this type of service where they were located geographically. Thirty-five of the 59 

respondents selected this category, yielding 59% of the participating community college 

librarians as utilizing the librarian's classroom visit as a method for introducing library 

services to distance learners. Subcategories included the following: 

• Library Instruction Module in the Distance Education Course 

• Webcast 

• Interactive Television (ITV) 

• Other 

Fifteen of the 35 respondents (42.8%) selected the subcategory Library Instruction 

Module in the distance education course alone as the means for conducting the librarians' 

classroom visit. Three respondents (8.6%) selected the Webcast as the sole medium and 

two (5.7%) chose Interactive Television (ITV) only. Use of both ITV and the library 

instruction module was employed by 2 of the librarians (5.7%). Three participants 

(8.6%) used both ITV and another means of conducting the librarian's classroom visit, 

with Other means being visits to outreach centers, librarians enrolled as guest instructors 

in distance education courses, and face-to-face orientations. Ten of the respondents 

(28.6%) selected only the subcategory Other, since e-survey choices did not include all 

methods used by the librarians. 
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Responses for Other only included: 

• Library orientations provided to students who have online components to their 

classes 

• Online tutorial with PowerPoint 

• Virtual library tour and research skills lessons in course management system 

• Embedded librarian in distance education course (two libraries) 

• Librarian/faculty contact 

• In-person when students come to campus and/or visitation by Instruction 

Librarian to other campuses 

• Instruction module on the Web page 

• Requests through course instructors 

• Class visits in person 

Table 2 illustrates the distribution of the means through which librarians' classroom 

visits were achieved. 
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Table 2 

Librarian's Classroom Visit and Subcategory Modes Used by Community College 

Libraries 

Librarian's Classroom Visit Number of Community Percentage of 
College Libraries Community College 
of59 Total Libraries 

35 59% 

Subcategories Libraries of 35 Using Percentage of 35 
Librarian's Classroom Libraries Using 
Visit Specific Subcategories 

' · 

Library Instruction Module in 
DE Course Only 15 42.8% 

Webcast Only 3 8.6% 

Interactive TV Only 2 5.7% 

Interactive TV and Module 2 5.7% 

Interactive TV and Other 3 8.6% 
Means 

Other Means Only 10 28.6% 

* Total Responses 35 
*Includes use of more than one subcategory type by a library 

Q3: Part III, Library orientation. Library Orientation was a communication 

method used by 41 of the 59 respondents. The majority of the community college 

librarians ( 69 .5%) that promoted to distance education students took advantage of 

offering library orientation to distance learners either on-site, through a virtual (web-
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based) tour, or by other means. Library on-site orientation alone was used by 12 of the 

41 libraries (29.3%) whereas 14 librarians (34.1 %) used only virtual (web-based) library 

tours. Eight libraries implemented both on-site and virtual library orientation tours, 

comprising 19.5% of the libraries that employed this method. Four libraries, 9.8%, 

utilized library on-site orientation along with other means of providing orientation to 

distance education students. For those four libraries, the other means included class 

visits, a library module with assignments in the online class, promotion of library services 

to instructors teaching online, and orientation per instructor's request. Two libraries 

( 4. 9%) used other means of library orientation alone which consisted of the following: 

• Conference calls 

• Student attendance at information literacy workshops for introduction to virtual 

services 

Although one library indicated use of library orientation, the type of orientation was 

not specified. See Table 3. 
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Table 3 

Library Orientation Use by Community College Libraries 

Library Number of Community Percentage of 
Orientation College Libraries Community College Libraries 

of 59 Total 
69.5% 

41 

Subcategories Libraries of 39 Using Percentage of 39 Libraries 
Library Orientation Using Specific Subcategories 

On-site Only 12 29.3% 

Virtual Only 14 34.1% 

Both 8 19.5% 

Other Means Only 2 4.9% 

On-site and Other 4 9.8% 

Orientation Type 1 2.4% 
not Specified 
* Total Responses 41 

*Includes use of more than one subcategory type by a library 

Q3: Part IV, Library brochure. As a main mode of communication for 

introducing the library to distance education students Library Brochure was chosen by 22 

of the 59 (37.2%) e-survey respondents. For 6 community college libraries (27.3%) of 

brochure users, email was the sole medium for delivering the brochure, while postal mail 

alone was used by 7 (31.8%) of the libraries to send brochures to distance education 

students. Three libraries (13.6%) sent brochures to distance education students through 

both postal mail and email. Though a choice of Other was not offered for the brochure 
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category, 3 libraries (13.6%) indicated that they used other means of delivering their 

brochures: one with distribution at orientation at an off-campus facility and two through 

the library's Web site. One library (4.5%) used both postal mail and Other (the Web 

site) to provide brochures to distance education students. Two libraries (9 .1 % ) did not 

indicate the type of delivery offered, but they did indicate that they used a brochure. (See 

Table 4). 

Table 4 

Library Brochure Use by Community College Libraries 

Library Number of Community Percentage of 
Brochure College Libraries Community College Libraries 

of 59 Total 

22 37.2% 

Subcategories Libraries of 22 Using Percentage of 22 Libraries 
Library Brochure Using a Specific Subcategory 

Postal Mail Only 31.8% 
7 

Email Only 27.3% 
6 

Both 13.6% 
3 

Other Means 13.6% 
3 

Postal and Other 4.5% 
1 

Means not 9.1% 
Specified 2 
* Total Responses 22 

*Includes use of more than one subcategory type by a library 
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Summary of Introduction of Library Services to Distance Education Students 

Summative results of the data show that forty-four of the 59 e-survey participants 

used more than one means to introduce distance learners to the library's services and 

resources. Most respondents (74.5%) used multiple channels of communication, 

signifying that the majority of the community college libraries employed at least two 

different main conveyance categories to begin familiarizing the distance education 

students with the library. Eleven promoting libraries (18.6%) used only one main means 

of introducing the library to distance learners, while 4 of thee-surveys (6.8%) of 

libraries, actually showed that they did not exercise any form introductory contact with 

distance education students (See Table 5). 

Table 5 

Community College Library Introduction to Distance Education (DE) Students 

Total E-Survey Libraries Using at Libraries Using No Introductory 
Respondents Least Two Mains Only One Means of Library Contact 

Means of Introducing with DE Students 
Introducing Library to DE 
Library to DE Students 
Students 

N=59 44 11 4 

Total 99.9% 74.5% 18.6% 6.8% 

The following chart below further illustrates the promotion activity involved in 

introducing the library to distance learners (See Figure 1 ). 
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Figure 1 

Library introduction activity 

Figure 1 illustrates, as aforementioned, that forty-four of the responding librarians 

used more than one mode of introduction: 12 used all four methods, 18 used three 

methods alone, 14 used two introduction methods, and 11 used only one method. Four 

libraries provided no library introduction to distance education students. 

Correlation of Number of Promotions and Overall Growth 

Finally, as an aspect of promotion, introducing the library to distance education 

students is a means of informing students about the library's existence and available 

services. The e-survey provided data that showed that the majority of librarians 

employed a method of introducing the library to new distance education students, and 

most used more than one method. In this research involving the examination of the 
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effects of the number of promotions on distance education students' library usage 

statistics, the hypothesis is tested in relation to number of library introduction methods 

and distance education students' use of the community college library on the whole. To 

show the strength of the relationship between the two variables number of introduction 

methods employed and the overall percentage growth of library use among distance 

learners, with the growth percentage acquired from data obtained from e-survey question 

number 12, the two-tailed Pearson Correlation Coefficient analysis was used. Simply, the 

analysis was used to determine the effect, or whether there was an effect of the number of 

promotion methods employed upon the use of library resources and services. Table 6 

illustrates the number of cases for which data was received for each of the two variables: 

overall growth and number of introduction methods used. As shown in Table 7 the mean 

for overall library usage growth was 13.95, approximately 14%, with a standard deviation 

of 8.395. Among the cases analyzed the mean number of introduction methods used was 

2.66 methods, with a standard deviation of 1.122 methods. 
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Table 6 

Cases for Overall Growth and Number oflntroduction Methods Used 

Cases 
Included Excluded Total 

N Percent N Percent N Percent 
OVERALL 
GROWTH 38 100.0% 0 .0% 38 100.0% 

NUMBER OF 
INTRODUCTION 38 100.0% 0 .0% 38 100.0% 
METHODS USED 

Table 7 

Overall Growth and Number of Introduction Methods Used: Descriptive Statistics 

Mean Std. Deviation N 
OVERALL GROWTH 13.95 8.395 38 

NUMBER OF 
2.66 1.122 38 

INTRODUCTION 
METHODS USED 

Table 7 serves to show that overall growth among promoting libraries was 

respectable, in general, though the increase was not a large amount. The extent of growth 

was not negligible and most librarians participating in the study employed multiple 

methods to introduce the library to new distance education students, thereby promoting 

the library to that user group. Of the 59 participants, analysis was for 38 cases, the 

number of institutions that provided data for paired variables, as pertaining to this 

particular correlation. Table 8, which follows, yields the results of the Pearson 

Correlation Coefficient analysis. 
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Table 8 

Overall Growth and Number of Introduction Methods: Pearson Correlation 

INTRODUC-
OVERALL TION 
GROWTH METHODS 

OVERALL GROWTH Pearson Correlation 1 -.125 
Sig. (2-tailed) .453 
N 38 38 

NUMBER OF Pearson Correlation 
-.125 1 

INTRODUCTION Sig. (2-tailed) .453 
METHODS USED N 38 38 

*Correlation is significant at the 0.05 level (2-tailed). · 

The two-tailed test of the hypothesis in relation to introductory methods and 

library usage was used because although the hypothesis (H1) states that there is a positive 

correlation between use of multiple methods of library promotion to new distance 

education students and the students' greater use of the services and resources, the 

hypothesis may be rejected by a larger or smaller sample mean (Knoke, Bohrnstedt, and 

Mee 2002). The significance level for the test was .05. After a test of the hypothesis was 

performed using the Pearson Correlation and the promotion variable Number of 

Introduction Methods Used paired with Overall Growth, findings indicate that there is 

not a significant relationship between the two variables. The probability value p is 

greater than .05. That is, p>.05; p=.453, greater than the level of significance. In 

addition, the direction of association between the variables is negative (r = -.125), 

meaning that as the value of one variable increases (the number of introduction methods 

used, for example), the value of the other decreases (the overall usage growth, for 
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example). The correlation is not a strong one, since a correlation value r=-1 would 

indicate a perfect negative correlation and r=O would indicate no correlation, while a 

correlation r= 1 would be a perfect positive correlation. There is not a positive correlation; 

hence the Ho is not rejected: 

Ho: There is not a positive correlation between using multiple means of 

promoting community college library services and resources to new distance 

education students and greater distance learner use of resources and services 

designated to support their educational efforts. 

While the majority of librarians used multiple means of introducing the library to 

new distance education students, the number of methods which community college 

librarians used to introduce the library the students had no positive effect upon the overall 

growth of library usage among distance education to students. This evidence is based 

upon the results found in the Pearson Correlation analysis. Even as the number of 

methods used increases, there is less an effect of the number of promotions upon overall 

usage growth. The relationship between the two variables is not near any value 

approximating r=l that is needed to indicate that there is a positive link between the 

overall growth and the number of promotional introductory methods used by the 

librarians. 

The number of introductory methods for library awareness does not make new 

distance education students more inclined to use the library resources and services. As 

shown in the preceding charts and tables, many of the librarians used at least two modes 
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of library introduction activity and a varied combination of these modes is presented to 

distance education students. Analysis of the relationship between the variables number of 

introduction methods used by a library and overall growth after library promotion ( data 

obtained from Question 12) suggests that other factors may account for the increases in 

usage statistics. The number of times a promotion is presented, the presence of a 

librarian either virtually or in-person, or even the emphasis online course instructors 

place upon the significance of the library and its services to student academic success 

( value and quality) could be factors external to the number of promotions that 

additionally affect library usage statistics pertaining to distance education students. 

E-Survey Questions 4-6: Promotion of Library Resources/Services to Distance Education 

Students 

Questions Four through Six focused on librarians' promotion oflibrary resources and 

services to distance learners. 

Q4: Mode of Communication Used to Promote Library 

Question Four provided data concerning communication modes used for library 

promotion. Data are shown in text and in Figure 2. 

Q4: Part A, Communication modes. Question Four of thee-survey consisted of 

two parts, A and B. For Part A, participants selected responses from the following ten 

channels of communication to indicate what communication modes they used to promote 

the library's services and resources to new distance education students: (1) Library's 

Web page, (2) Institution's Web page, (3) Distance Learning Web page, (4) Student 
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listserv, ( 5) Email, ( 6) Tutorials on compact disc, (7) Virtual/W eh-based library 

orientation tour, (8) Librarian/faculty collaboration, ( 9) Links to the library's Web site 

from the online course site, and (10) Other. 

Forty-eight librarians (81 %) promoted library services and resources to new 

distance learners through the library's Web page. Sixteen librarians (27%) conducted 

promotion the new distance education students through the institution's Web page. 

Twenty-five librarians (42%) promoted through the Distance Learning Web page. The 

student listserv provided promotion to distance education students for two colleges (3% ). 

Eighteen college librarians (31 % ) used email to promote themselves to new distance 

learners. No libraries used tutorials on CD to promote the library to new distance 

learners (0%). Twenty librarians (34%) used the Virtual/Web-based library orientation 

tour. Librarian/faculty collaboration was used by 41 (69%) of respondents, and 38 (64%) 

employed links to the library's Web site from the online course as a communication 

mode. Other modes of communication comprised responses to this question for 11 

( 19%) community college librarians. See Figure 2. 

74 



Distribution of Communication Modes Used in Promoting 
Community College Library Services and 

Resources to New DE Students 

Library's Webpage 
-

Institution's Web page G2 
7 

Distance Learning Web page 
'"-----, 

Students' Listserve ~ 

Email 

Tutorials on CD 

Virtual/Web-based Tour 
-l ;...------~ 

Librarian/Faculty ... ■' -----•---
Links to Online Course Site 

- l ! 

Other F2 l 
·• 

0 50 

Figure 2 

Distribution of communication modes 
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The category Other showed that communication modes were quite varied among the 

community college libraries. The librarians specified Other as follows: 

• Library's page available through the course management system; students are 

encouraged to send or call in by telephone their questions to be answered during 

business hours 

• Virtual library that meets needs of distance learners in community and junior 

colleges 

• Library brochures in orientation packets 

• Cable television and press releases to local media 
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• Brochures 

• List State Board of Regents Web site 

• Faculty orientations and training 

• Virtual reference service by academic consortium 

• Embedded librarian inside distance education course management system 

• Library classroom appearing in course management system when students log in 

• Orientation to College course 

Three of the librarians using the category Other employed the course management 

system to promote the library to distance education students, which allowed the library to 

directly insert itself into the academic setting of the course, thereby creating the 

possibility of the library's having a presence among the distance education students. Two 

of the librarians that used other modes for promoting the libraries resources and services 

specified orientation as a time when their promotion occurred: (1) brochures in the 

orientation packets and (2) during a course that covers orientation to college. Promotion 

during orientation creates a "first" awareness of the library at a time when most 

significant matters concerning college attendance and academics are presented to 

students, rather than at a later time of introduction when students have already begun 

their coursework. To further point out diversity in promotions, one of the librarians 

called upon a nontraditional community resource to assist with promotion: cable 

television and local media. Such a resource enables publicity and awareness of the 

library for distance education students, education administrators, and supporters, as well. 
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Figure 2 also shows that the library's Web page is the most widely used medium 

for promoting the library to distance learning students. This indicates that the Web page 

is heavily relied upon to deliver and create library awareness, although it is not given that 

students will go to the library's Web site to look for assistance unless they are prompted 

to do so by a motivator exterior to the Web site (Jones 2004). The motivator may be an 

instructor, direct communication with a librarian, a course assignment requiring library 

resources or services, or another specific need. As similarly indicated in the literature, an 

outside motivator was instituted through the Library Notification Module by Riedel 

(2004) who also asserted that well-designed Web pages may be insufficient for creating 

library awareness among distance education students. 

Second to the use of the library's Web page for promotion, librarian/faculty 

collaboration has a significant role in making students aware of the library. Librarians 

perceive that the instructor has more contact and greater direct influence upon distance 

education students in regard to whether they will take advantage of what the library has 

to offer by linking course work with resources available through the library. As 

librarians and faculty members partner together, faculty may become more aware of 

resources and services that will benefit and enhance students' productivity in coursework 

and librarians may be situated to find out more about the informational needs of distance 

education students, to acquire materials pertinent to their needs, and to provide services 

that will allow students to achieve their academic goals. As indicated in the review of 

literature, Markgraf (2002; 2004) discussed how insertion of the librarian into the course 
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discussion forums and the lurking of librarians into distance education classrooms 

positively influenced students to interact and take advantage of library resources and 

services. 

Library links to online course sites were third among communication modes in 

quantity of use for promoting the library to distance education students. The links 

provide library visibility and easy access directly to students taking specific courses. The 

links are more utilitarian than the prospect of expecting students to independently initiate 

accessing the library's Web site. A library link to the online course is convenient. The 

convenience is a benefit congruent to the promoted utilitarian products ( electronic 

databases, digital collections, tutorials), creating the circumstance under which the 

products are more likely to be chosen (Chandon, Wansink, and Laurent 2000). 

While there was a variety of communication modes used for promoting the library 

to distance learners, the student listserv is shown in Figure 2 to be used very little. 

Q4: Part B, How libraries employ the communication modes. While Part A 

yielded the percentage of community college librarians that employed a specific 

communication mode to promote the library to new distance education students, Part B, 

to which librarians were to respond by filling in the blank, extended to explanations of 

how the librarians employed these modes in promoting the library to the students. In all, 

25 librarians of the 59 respondents provided information for Part B. Since respondents 

were asked to complete Part B, if possible, many opted not to answer this section of the 

question. 
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Among those who did respond to Part B, some community college librarians 

explained that they used course management systems such as WebCT and Blackboard 

through the library's Web site to promote the library, and it was reported that the Web 

site served as the "gateway'' to services for all students. Some distance education courses 

had library modules embedded in them and included information literacy tutorials on 

library services and resources. 

How the librarian implemented the promotion modes involved, to a large extent, 

librarian/faculty collaboration for extending library awareness to distance education 

students. For example, a "marketing" email was sent to instructors to be forwarded to the 

students, and the online Web page for students contained request forms for reference 

service and library materials such as books and audiovisual items. In one case, only the 

brochure sent to all distance education faculty at the beginning of each year, was used as 

a tool for introducing and promoting the library to distance education students, and 

librarians relied on individual instructors' contact with the library to initiate working 

together on "something more in depth." In addition to this, the librarian might have 

instructed the instructor who passed information on to the students. Employment of 

communication modes among community college libraries involved the distribution of 

handouts, newsletters, and fact sheets about the library to instructors and included 

collaboration between librarians and instructors to conduct library instruction either on 

campus or virtually. 

79 



Some faculty members were asked by librarians to include library information in 

their online syllabus. Outreach to faculty who, in turn, promoted library awareness 

among students, as the information pertained to their course assignment, was a way to 

utilize communication of library services and resources. Outreach further included the 

training of new and part-time faculty, the selection of pertinent course materials, and the 

offering of a "reserves" process. Communication modes were employed through campus 

department chairs' meetings (library/faculty collaboration). 

Promotion occurred through a brief introduction to new services and resources, 

along with online access instructions; library links were offered, as well as authenticated 

access to services. In one case, the respondent reported that online services were 

delivered through library flash-based videos with "voice-over" on the Web site for the 

online public access catalog (OP AC), and an information literacy tutorial with a 

corresponding assessment were offered online. Another library utilized a portal that 

channeled all requests involving information needs to a computer staffed by a librarian. 

Finally, three librarians provided detailed descriptions of how the communication modes 

were employed through their libraries: 

• A library tutorial was used with other eLearning tutorials and orientations. A 

tab on Blackboard was used and librarians taught eLeaming orientation 

classes and promoted the library as an online resource, as well as worked with 

instructional development on best practices for interface standard design, 

structure, and content. 
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• Librarian/instructor collaboration involved the creation of a "Library 

Resources and Links" section on the "Course Information" side of the online 

[ course management system]. A Word document containing information 

about library resources and services was inserted into that section, and it 

included a link to a research guide developed for the specific subject area of 

the course. There would also be a course specific "Web links" page "tailored 

to the needs of the course, based on the course syllabus and assignments ... " 

• In general, the instruction librarian contacted each of three outreach centers by 

email, inviting faculty members to set up an instruction session for students. 

The librarian also traveled to the outreach centers to teach staff members the 

basics of the Library Web site and make them aware of online resources 

which were available to students and faculty. 

One participant stated: "Students need a reason for using library services and 

resources. Faculty [provide] that reason through assignments and learning outcomes. 

Our dist[ ance] ed[ ucation] librarian works closely with faculty to create course research 

guides online and to schedule live virtual instruction ... " In relation to instances of 

recognizing students' needing a reason for using the library, librarian/faculty 

collaboration might serve as an opportune situation for librarians to acquire knowledge 

from faculty of what benefits the library might provide for and promote to distance 

education students. To establish a congruency of the benefits with promoted materials 

and services would possibly aid in attracting distance learners to the library and in 
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encouraging them to take advantage of the materials and services promoted, thus 

integrating the theoretical concept of the Benefit Congruency Framework (Chandon, 

Wansink, and Laurent 2000). 

In sync with participants' responses to Part A and as shown in Figure 2, 

respondents' descriptive responses provided in Part B highlight the involvement and/or 

dependence upon faculty to reinforce promotion and encourage distance education 

students' use of the library. Also, data provide evidence that the use of the library's Web 

site is heavily relied upon as a medium through which library awareness of products and 

services should occur. Although the library's Web page is used to a large extent, 55.9% 

did not have a hot link on the library's home page that was designated, or called, library 

services for distance education students, meaning that distance education services were 

available, but the services were not named per se on the library's Web site. 

Q5: Products and Services the Library Promotes to New Distance Education Students 

A tabulation of data concerning the products and services librarians promoted to 

new distance learners revealed how college librarians responded to Question Five (See 

Figure 3). Participants chose all applicable responses from the following nine items: 

Electronic databases, Electronic reserves, Digital collections, Tutorials, Online chat with 

a librarian, Email communication with a librarian, Around-the-clock service from a 

librarian, Assistance by telephone, and Other. The following responses from the Other 

category pertain to what products and services librarians promoted to new distance 

education students: 

82 



• W ebform for students in public places when students are not able to connect to 

email on their own computers 

• Instant messaging to the reference desk or to the distance education librarian 

• Persistent links to journal articles in the course management system 

• Online application for a library card 

• Course assignment guides 

• One-on-one research assistance via email or in person when student comes to 

campus 

• Subject specific tip sheets 

• Library blog 

• Books by mail 

• Library chatting-live online communication with a librarian to ask reference and 

research questions 

• Virtual library 

Chat, biogs, one-on-one library assistance, and instant messaging are among the 

other products and services community college librarians offer that involve a direct form 

of instant communication between the librarian and new distance learners. Use of these 

services indicates that as much as possible the librarian's "human presence" is still 

significant to service to users and in meeting clients' information needs. The various 

promoted products and services are forces of branding-brand is more than a logo or 

slogan (Layne 2007). It consists of the expectations users have when hearing the word 
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library (Dempsey 2004; Stimson 2007) and offers users choices (Stimson 2007). Figure 

3 illustrates the levels at which community college librarians promote the various 

products and services to new distance education students. 
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Data in Figure 3 reveal that electronic databases are the product most promoted to 

new distance learners. Telephone assistance is a service given almost equal attention in 

promotion as that for electronic databases. Aside from the particular items designated as 

other, around-the-clock access and electronic reserves were the least promoted services. 
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Q6: Products and Services Use 

Librarians responded on a scale of percentages, indicating the best reflection of 

the library's usage activity of the same nine types of products and services specified in 

Question 5. They responded as to whether there had been a rise, fall, or no change in 

distance learners' usage statistics. The products and services given in the scales were 

these: electronic databases, electronic reserves, digital collections, tutorials, online chat 

with a librarian, email communication with a librarian, around-the-clock (2 4/7) 

assistance, assistance by telephone, and other. Other pertained to the libraries' services 

and resources not listed in the question. 

Resulting from data provided, 39 libraries were counted for having tracked usage 

statistics related to distance learners. In the figures that follow, participants for which 

growth is not shown provided no data. Ten of the participating librarians specifically 

stated that they did not differentiate between statistics formed by distance learners and 

those created by on-campus students, or they stated that they did not track distance 

education students' usage statistics. Ten more librarians provided no responses to the 

question of how much usage had occurred as attributed to promotion to distance 

education students. Some libraries did not keep track of distance education user 

statistics. Several participants (33.8%) showed no tracking oflibrary usage statistics 

produced by distance learners in particular. Librarians that had pertinent data did provide 

answers to the question. 
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Electronic databases. The respondents that tracked distance education students' 

library usage data indicated on a scale of percentages what their levels of growth were in 

use of electronic databases. The percentages were charted to show these responses and 

how the reporting libraries compared with one another in terms of the growth in usage of 

electronic databases (Figure 4), as a result of the library's having promoted that particular 

product to distance learners. 
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Figure 4 

Electronic database use resulting from library promotion 

The average of the numerical responses was calculated to find the arithmetic 

mean for the percentage of growth in electronic database usage. It was determined that 

the statistical average growth in electronic database usage was 14 %. Figure 4 also shows 
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that two of the reporting libraries experienced a decline in the use of electronic databases, 

losses of 25% and 10% respectively. Of the two institutions that experienced a decline in 

growth, one of them employed only one form of communication (information literacy 

tutorial) and the other implemented none from among the following to introduce the 

library to new distance learners: Information Literacy Tutorial, Librarian's Classroom 

Visit, Library Orientation, and Library Brochure. The same two institutions used only 

the library's Web page and links to the library's Web site from the online course site to 

promote library services and resources to distance education students, with the exception 

that the library that experienced the lesser decline also promoted through the Distance 

Education Web site. 

In regard to promotion methods, libraries that showed the most gains in usage 

were the libraries that used four or more communication modes in addition to methods of 

introducing the library. Three librarians reported increases by as much as 40% in 

electronic database use following library promotion to distance learners. Two of the 

three librarians introduced the library by all four different methods that could be selected, 

while one of them used two means: librarian's classroom visit through interactive TV and 

library orientation through both on-site and virtual methods. In the cases of all three of 

these institutions, the librarian's classroom visit was a common factor in communicating 

with distance learners. This common thread among those that had significant increases 

lends to the observation the possibility that the librarian's presence in communication and 

promotional efforts has a positive impact upon usage of library resources and services in 
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addition to multiple communication methods. Overall, data appear to suggest that use of 

only one communication channel to promote the library is not sufficient. Beyond the 

introduction of the library to distance learners, use of multiple promotion communication 

methods appears to be positively associated with usage growth. This postulate is 

contained in the following hypothesis: 

Hi: There is a positive correlation between using multiple means of promoting 

community college library services and resources to new distance 

education students and greater distance learner use of resources and 

services designated to support their educational efforts. 

It appears from the data that the greatest increases in library usage occurred for 

the institutions that promoted the library through multiple communication channels, at 

least four. Though the relationship between the multiple forms of communication and 

library usage growth may appear positive, there is not a significant association (Table 10, 

page 95), according to the Pearson test. For the institutions that experienced larger usage 

growth, the librarian's classroom visit was a facet of distance education student/library 

contact common among them. Multiple promotions may be enhanced and made even 

more effective with the librarians' presence and involvement with the distance education 

students (Markgraf2004). 

Electronic reserves. Use of electronic reserves service was low, in general, 

among libraries (Figure 5). A 5% increase was the mode for usage in this category of 
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library service to distance learners and the median was 5%, while 7% was the mean 

(average) increase among the reporting libraries. 
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Figure 5 

Electronic reserves use resulting from library promotions 

Digital collections. Growth in the use of digital collections (Figure 6) after 

promotions is shown to have a mode of a 10% increase among libraries reporting data for 

this group. The median percentage increase was 10% and the mean was 13%. A very 

large percentage increase belongs to the library that reported having a 40% growth in 

usage for digital collections. It appears that this outlier position could be a result of the 

institution's promotion of library services and resources to distance learners. The data for 
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this category suggest that promotions had quite a positive effect on the use of digital 

collections. 
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Figure 6 

Digital collections use resulting from library promotions 

Tutorials. Figure 7 indicates that the mode for tutorials usage after promotions is 

20% among libraries reporting data for this category. The median is 12.5%, as the 

median is derived from the average of 10% and 15% in that the number of integers is 

even. The mean is 13.5%. The outlier reporting an increase of 30% stands out above the 

growth experienced by the majority of the other institutions. While 20% is the most 

frequently reported level of growth for tutorial use, it is also the highest level of growth 

for this category, with the exception of the 30% growth by one institution. This data 
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suggest that tutorial use is rather strong and has a steady growth as a result of library 

promotion to distance learners. 
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Figure 7 

Tutorials use resulting from library promotions 

Online chat with a librarian. In regard to online chat with a librarian, the growth 

mean was 10.3%, with 20 libraries reporting data for this category. With a mode of only 

5%, the data reveal that growth in online chat experienced only a small increase among 

the majority of libraries that reported data for this item. One respondent experienced a 

10% reduction in the use of online chat with a librarian after the implementation of 

library promotions to distance learners (Figure 8). This same institution that experienced 

the 10% decline in online chat with a librarian did experience, conversely, an increase in 

use of such items as electronic reserves, digital collections, and tutorials. The amount of 
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growth in those areas was 5%, 15%, and 20% respectively (Figures 5, 6, and 7). The 

very same institution is also shown to have a decrease in the use of email with a librarian 

(Figure 9). The use of tutorials for that institution saw a considerable increase. 
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Figure 8 

Online chat use resulting from library promotions 

Email use. Email usage is shown in Figure 9. Both the mode of increase and the 

median are 5%. The mean is 10%. Forty of the 59 participants in the study reported 

usage statistics for email between distance learners and a librarian pursuant to promotion 

of the library to that user group. Two librarians reported having losses of 5% each in the 

growth of email usage following library promotions to distance learners. The highest 
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percentage of email growth was 40% at a library that also communicated to distance 

learners through the librarian's classroom visit, as well as through library orientation. 

Four specific institutions in the email analysis, one of which reported growth decline, 

employed none of the four communication methods for introducing the library to distance · 

education students and none experienced positive growth in the use of email among 

distance learners. Although they employed only one mode of introducing the library to 

distance education students, five institutions obtained gains in the use of email. No 

common factors were found that specifically accounted for these increases where only 

one means of introductory communication was presented. On the other hand, all other 

librarians that reported data for email usage employed more than one method of 

communication to distance learners. These data suggest that contact with a librarian, as 

well as the employment of at least more than one channel of communication with 

distance learners, is inextricable from the increase in use of a library service-email in 

this instance. 
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Level of Email Use with Librarian Resulting from Library Promotion 
to Distance Learners 
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Figure 9 

Email use with librarian resulting from library promotions 

Around-the-clock (24/7) service. As indicated in Figure 10, few librarians 

reported data for twenty-four-seven (24/7) service, but this service was shown to have a 

mode of 5% and a mean of 10.9% in terms of the growth in use. Increases and usage 

overall for 24/7 service appeared to be slight, but two libraries were outliers since they 

showed increases of 25% for this category of service promoted to distance learners. 
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Figure 10 

Around the clock (24/7) service use resulting from library promotions 

Telephone assistance. Data for the growth in telephone assistance (Figure 11) 

was more widely reported than for some other categories. Of thirty-four librarians 

(57.6%) reporting data for this category, two of them reported no change in growth 

subsequent to library promotion to distance learners. Sixteen of the librarians reported a 

5% increase, which is the mode for growth in this service. The growth for this category 

is small for most of the libraries. Whereas the average growth among all libraries was 

9 .1 %, two librarians reported obtaining as much as a 25% increase in the use telephone 

service. The median was 5%. Since the mode of the increase was small, it appears that 

95 



most of the libraries experienced some growth in this category after promotions, but that 

growth is very close to none. 
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Figure 11 

Telephone assistance use resulting from library promotions 

Other. Three librarians indicated that they had growth in other areas, in addition 

to those they had already reported, as a result of library promotions to distance learners. 

Other included a consortium-based group of electronic resources. The second library did 

not indicate what Other signified in terms of its library services. For the library that 

indicated a 10% increase in the area of Other, the growth was in the use of the library's 

blog. 
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Correlation of Number of Communication Promotion Modes and Overall Growth 

In conclusion, growth in the use of all the aforementioned library products and 

services promoted to new distance learners is a part of the overall usage growth data for 

each library participant. A Pearson Correlation analysis examined the relationship 

between the variables general growth percentages of library usage by distance education 

students and number of communication modes that librarians used to promote the library 

services and resources to new distance education students. 

H1: There is a positive correlation between using multiple means of 

promoting community college library services and resources to new 

distance education students and greater distance learner use of resources 

and services designated to support their educational efforts. 

Table 9 illustrates the means and standard deviations of the variables, while Table 

10 shows the relationship between the numbers of communication modes used to 

promote the library to distance education students and the overall percentage growth in 

library usage. The mean of overall growth was 13.95, nearly 14%, with a standard 

deviation of 8.395. Also, the mean of the number of communication methods used to 

promote the library to new distance education students was 3.84 methods, with a standard 

deviation of 1.882. Paired data were available for thirty-eight libraries, those that 

provided data for both variables. 
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Table 9 

Overall Growth and Number of Communication Methods Used: Descriptive Statistics 

Mean Std. Deviation N 
OVERALL GROWTH 13.95 8.395 38 

NUMBER OF 
3.84 1.882 38 

COMMUNICATION 
METHODS USED 

Table 10 illustrates the relationship between the two variables. The hypotheses 

are as follows: 

Hi: There is a positive correlation between using multiple means of promoting 

community college library services and resources to new distance 

education students and greater distance learner use of resources and 

services designated to support their educational efforts. 

Ho: There is not a positive correlation between using multiple means of 

promoting community college library services and resources to new 

distance education students and greater distance learner use of resources 

and services designated to support their educational efforts. 
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Table 10 

Overall Growth and Number of Communication Methods: Pearson Correlation 

NUMBER OF 
COMMUNICA 

TION 
OVERALL METHODS 
GROWTH USED 

OVERALL GROWTH Pearson Correlation 1 .203 
Sig. (2-tailed) .222 
N 38 38 

NUMBER OF Pearson Correlation .203 1 
COMMUNICATION Sig. (2-tailed) .222 
METHODS USED N 38 38 

*Correlation is significant at the 0.05 level (2-tailed). 

According to results of the test, the direction of association between the number 

of communication modes used to promote the library and the overall growth in distance 

education students' library use is positive, but the relationship between them is not strong 

enough to refute the null hypothesis, as r=~203 and p=.222, or (p>.05). It may be 

deduced that beyond the use of introductory methods, the use of promotion through a 

multiplicity of communication methods has a positive association with distance education 

students' library use. The association is very limited. The direction of the relationship 

indicates that as the numerical value of one variable increases (number of communication 

methods, for example) the value of the other variable also increases (the usage growth, 

for example). The relationship is not significant at the .05 significance level. Other 

factors such as scheduling, frequency, more librarian (human) relationship with distance 
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learners, and relevance or importance of a promotion to specific student information 

needs may play a greater role in student awareness of the library and use of the library's 

resources and services, as pertaining to values students place upon these factors in 

relation to the Benefit Congruency Framework (Chandon, Wansink, and Laurent 2000). 

The difference may not be necessarily a matter of quantity versus quality, but perhaps 

more a circumstance of the need for quantity with more quality, or value. 

E-Survey Questions 7 and 8: Promotion of Benefits of Library Services and Resources 

Offered to Distance Education Students 

Q7: Benefits Librarians Promoted to New Distance Learners 

It is possible that factors beyond the number of ways of promoting the library 

have an impact upon usage by the distance education students, as the preceding data 

analysis shows. Quantity of promotions combined with elements that enhance the 

quality of promotions may well account for positive growth in distance learners' use of 

the library. As discussed in the literature review of Chapter Two, promoted benefits are 

another dynamic which sets forth incentives for library users to seek and take advantage 

of specific services and resources. The Benefit Congruency Framework purports that 

promoted benefits having congruency with a promoted product that appeals to the 

consumer's utilitarian or hedonic needs may impact the promotion's effectiveness 

(Chandon, Wansink, and Laurent 2000). In regard to that theoretical framework, an 

examination of the promotion of product benefits by community college libraries is the 

focal point of Question 7. 
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To indicate the benefits their libraries promoted to new distance learners, research 

participants ranked the following eleven benefits on a scale of least promoted to most 

promoted by using the numbers 1 to 11 only once, with "1" indicating the most promoted 

benefit. The benefits from which respondents made choices were as follows: (1) Access 

to reputable and scholarly resources, (2) Library instruction/information literacy, (3) 

Online assistance, (4) Prompt delivery of information, (5) Potential for improved 

students' grades, ( 6) Economy of research time, (7) Economy of travel time to a library 

for accessing information, (8) Online access to materials on reserve, (9) Financial cost 

effectiveness in acquiring information, (10) 24/7 access to electronic library resources, 

and 11) Other, which the respondent was expected to name. The Figures 12 through 21 

illustrate the distribution of the types of benefits promoted by the librarians and the extent 

to which the benefits are promoted. 

Figure 12 shows that fourteen librarians ranked access to reputable and scholarly 

resources as the most promoted benefit to distance learners. Six librarians ranked this 

benefit second and six ranked it third as the most promoted benefit, while one participant 

ranked it fifth. In all, twenty-seven librarians provided data for this item. The mode is 1 

and the average rank as a promoted benefit is 1.8. 
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Access to Reputable and Scholarly Resources Benefit 
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Figure 12 

Promotion rankings for access to reputable and scholarly resources benefit 

Data in Figure 12 show the importance and value that librarians place on 

reputable and scholarly resources. The data show what librarians perceive to be a crucial 

academic support item (benefit) for distance learners. 
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Library Instruction/Information Literacy Benefit 
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Figure 13 

Promotion rankings for library instruction/information literacy benefit 

Figure 13 shows that slightly fewer librarians than those shown in Figure 12 

ranked the library instruction/information literacy benefit as the one most promoted, as 

opposed to the benefit of reputable and scholarly resources. Several librarians 

demonstrated a tendency to rank the library instruction/information literacy benefit more 

in the center of the scale. Data show that 20 librarians ranked this benefit between the 

fourth and seventh positions. Thirty-seven librarians in all ranked this benefit whose 

ranking mode was 1 and whose average ranking was 3.6. 
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Online Assistance Benefit 
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Figure 14 

Promotion rankings for online assistance benefit 

The rankings for the online assistance benefit are more evenly distributed among 

the libraries (Figure 14 ). Thirty-seven librarians ranked this benefit, with a resulting 

average of 5 .1 and a mode of 3. Nine of the librarians ranked online assistance as the 

third most promoted benefit, indicating that its significance is not as crucial in the 

promotion arena as that of reputable/scholarly resources and online databases. 
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Figure 15 

Promotion rankings for prompt delivery of information benefit 

Figure 15 shows that none of the librarians ranked the benefit of prompt delivery 

of information as the most promoted benefit. Thirty-eight librarians reported for this 

item. There is much variation in the treatment of promotion of this benefit among the 

libraries. The rankings fall almost equally near the beginning of the scale as they do at 

the end of the scale, with the majority of the librarians assigning a mid-grade ranking to 

this benefit. The modes were 4 and 6, meaning that seven librarians ranked the prompt 

delivery of information benefit fourth and seven librarians ranked it sixth. The average 

ranking for this benefit was 5.6. 
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Figure 16 

Promotion rankings for potential to improve students' grades benefit 

Thirty-five librarians ranked the potential to improve students 'grades benefit 

(Figure 16), yielding a mode of 5 and an average of 5.8. Ranking it primarily between 

the third and ninth positions, the majority of the librarians placed this benefit centrally in 

the scale. 
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Economy of Research Time Benefit 
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Figure 17 

Promotion rankings for economy of research time benefit 

Economy of research time is another benefit for distance learners that librarians, 

on the average, ranked essentially in the middle of the scale (Figure 17). With a ranking 

mode of 4, economy of research time has an average rank of 4.7 among the forty 

librarians that provided a response to this item. This finding appears somewhat 

contradictory to the place given to the benefit Prompt Delivery of Information (Figure 

15), which received an average ranking of 5.6 since librarians make strong efforts to save 

time for the patron. The need to deliver information promptly-information such as 

interlibrary loan items, or other non-virtual items-might not be as urgent since a large 

portion of academic material may be obtained electronically (Egan 2005). Egan's (2005) 
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study of the impact electronic full-text resources had on interlibrary loans shows that 

because electronic resources are so varied, use of electronic full-text resources is rising as 

a way to meet students' information needs, and students are substituting content with 

convenience. In this regard the Benefit Congruency Framework is in effect, matching the 

product with the benefit of convenience ( Chandon, W ansink, Laurent 2000). 
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Figure 18 

Promotion rankings for economy of travel time benefit 

The rank for economy of travel time is shown to have a mode of 8 (Figure 18). 

Ten librarians of thirty-four ranked economy of travel time as 8th in terms of being the 

most promoted library benefit for distance learners, and the average ranking 6, which 

placed this benefit as more promoted on the average thanfinancial cost effectiveness 

(Figure 20). In relation to the literature review, community college distance education 
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students enjoy the benefit of not having to travel to an educational institution (Keegan 

1995). Financial cost effectiveness is a key reason why students choose community 

colleges and distance education (Bower and Hardy 2004), but respondents positioned 

financial cost effectiveness quite low on the scale of promoted benefits. 
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Figure 19 

Promotion rankings for online access to materials on reserve benefit 

The mode for the benefit online access to materials on reserve is 10 (Figure 19). 

Twelve librarians of twenty-three assigned rankings to this benefit in terms of the extent 

to which it was promoted, and the average of the rankings for this benefit was 5.2. These 

data show that promoting the availability of reserved online materials ranks very low in 

relation to other benefits promoted to distance learners. It is not known whether the 

109 



libraries are ill-equipped with software to handle such a service or whether this benefit is 

essentially not demanded by most community college faculty members for classroom 

support. 
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Figure 20 

Promotion rankings for financial cost effectiveness benefit 

In Figure 20 the benefit financial cost effectiveness for students has a ranking 

mode of 9, an average of 6.9, and falls low on the scale oflibrary benefits most promoted 

to distance education students, as thirty-three librarians ranked this item. While, the 

literature review revealed that many students attended community colleges to limit their 

co~ts of higher education (Bower and Hardy 2004 ), data in Figure 20 denotes that cost is 
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a less important issue for distance education students that attend the community colleges. 

Students pay no extra costs for the use of databases, regardless of how frequently or how 

little these electronic resources are used since institutions acquire a license agreement for 

databases. 
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Figure 21 

Promotion rankings for 24/7 access benefit 

The benefit of 24/7 access (Figure 21) ranked very high among the thirty-four 

libraries as a promotional item with a mode of2 and an average of 3.5. Twenty

four/seven access falls only third in succession regarding its position as the most 
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promoted benefit, following reputable and scholarly resources and 

instruction/information literacy. 

Only three librarians ranked any benefits in the Other category. In this instance, 

telephone queries ranked 7th
, consortium-based electronic resources ranked 9th

, and 

Interlibrary Loan (ILL) service ranked 11th
• The following Figure 22 illustrates a 

summarization of the overall rankings of each of the benefits as to what degree they are 

most promoted by community college librarians to distance education students. 
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Figure 22 

Benefits ranked most promoted: Overall averages 
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Correlation of Most Promoted Benefits and Overall Growth 

In sum, the eleven benefit areas that have been presented are elements that could 

affect whether distance education students are more inclined to use the library's resources 

and services. Regarding average rankings of benefits according to the level at which they 

are most promoted, librarians promoted reputable and scholarly resources as a benefit 

more than any other. On the other hand, concerning librarians' perceived appeal of the 

benefits to distance education students, reputable and scholarly resources did not have the 

highest ranking, but they were above average in appeal (3.9). The benefit that librarians 

ranked highest in interest to distance education students was around-the-clock (24/7) 

service at an average level of 3.5, which is indicative that convenience of information 

access is a key element for distance education students, incorporating their need for 

anytime/anywhere service as a result of the characteristics inherent to distance learning 

students. The weight of the highly publicized reputable and scholarly resources appears 

to bear upon appeal to students. 

A Pearson Correlation analysis tested the correlation between the level of rank at 

which benefits were promoted and the overall growth of use of library resources and 

services by distance education students. Thirty-nine librarians indicated data for overall 

growth. Librarians ranked the level of promotion of benefits only in relation to the 

benefits that were actually promoted. According to the results of the analysis, the 

relationship between the level of rank of promotion and usage growth is not significant at 

the .05 level of significance (See Table 11). As Table 11 indicates Pearson's r is not 
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great enough in terms of any of the correlated variables to indicate any significant 

relationship between the correlated variables. In every case the p value is greater than the 

.05 level of significance. Data indicate that association between the level of promotion of 

the majority of promoted benefits and overall growth is positive: 

H1: There is a positive correlation between using multiple means of promoting 

community college library services and resources to new distance 

education students and greater distance learner use of resources and 

services designated to support their educational efforts. 

In relation to the hypothesis, not only are products promoted to distance education 

students, but benefits are promoted, as well. The degree, or level, at which benefits are 

promoted for the library services and products, in general~ has a positive association with 

overall growth. In all cases except two (r= -.021 regarding prompt delivery of 

information and r= -.271 regarding the library's potential to improve students' grades), 

the correlation was positive. This means that as a benefit promotion increases, the overall 

growth is positively impacted, indicating the relevance of a benefit congruency 

framework (Chandon, Wansink, and Laurent 2000). On the other hand, in regard to the 

two negative correlations, greater promotion of prompt delivery of materials or library's 

resources and services' potential to improve students' grades results less in library usage 
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growth (See Table 11). Pertaining to the two negatively correlated variables, Ho is not 

rejected: 

Ho: There is not a positive correlation between using multiple means of 

promoting community college library services and resources to new 

distance education students and greater distance learner use of resources 

and services designated to support their educational efforts. 

Table 11 

Pearson Correlation between Level of Rank for Promoted Benefits and Overall Usage for 
Library Resources and Services 

ACCESS TO LIBRARY ONLINE 
REPUTABLE INSTRUCTION ASSISTANCE 
AND /INFORMATION 

GROWTH SCHOLARLY LITERACY 
OVERALL RESOURCES 

OVERALL Pearson 1 .191 .008 .009 
GROWTH Correlation 

Sig, (2-tailed) ,302 .968 .965 

N 39 31 29 27 

PROMPT POTENTIAL TO ECONOMY OF 
PROMPT POTENTIAL TO RESEARCH TIME 
DELIVERY OF IMPROVE 

GROWTH INFORMATION STUDENTS' 
OVERALL GRADES 

OVERALL Pearson 1 -.021 -.271 .176 
GROWTH Correlation 

Sig, (2-tailed) .914 .156 .360 

N 39 28 29 25 

*Correlation is significant at the 0.05 level (2-tailed). 
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Table 11 ( continued) 

Pearson Correlation between Level of Rank for Promoted Benefits and Overall Usage for 
Library Resources and Services 

ECONOMY OF ONLINE ACCESS FINANCIAL COST 
TRAVEL TIME TO TO MATERIALS EFFECTIVENESS 
LIBRARY ON RESERVE IN ACQUIRING 

GROWTH INFORMATION 
OVERALL 

OVERALL Pearson 1 .186 .285 .040 
GROWTH Correlation 

Sig, (2-tailed) ,372 .301 .854 

N 39 25 18 24 

24/7 ACCESS TO OTHER 
ELECTRONIC 
LIBRARY 

GROWTH RESOURCES 
OVERALL 

OVERALL Pearson 1 .124 .506 
GROWTH Correlation 

Sig, (2-tailed) .564 .164 

N 39 24 9 

*Correlation is significant at the 0.05 level (2-tailed). 

The number of promotions and types of benefits promoted influence total growth, 

but their influence is not significant to usage increases. It is possible that other factors 

such as instructor influence through course assignments that require use of the library's 

resources and services and a more constant library presence (including an in-person 

presence) in the classroom setting may augment distance education students' use of the 

library for academic purposes (Jones 2004). 

Q8: Promoted Benefits' Level of Appeal to Distance Education Students 

In an effort to ascertain what librarians assigned as the level of interest the 

benefits had for distance education students, participants were asked to respond to 
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Question 8 by ranking the benefits using the numbers 1 to 11, once each per ranking, with 

"l" indicating the apparently highest level of appeal. The benefits ranked in terms of 

appeal to distance education students according to librarians' perceptions were as 

follows: 1) Access to reputable and scholarly resources, 2) Library 

· instruction/information literacy, 3) Online assistance, 4) Prompt delivery of information, 

5) Potential for improved students' grades, 6) Economy of research time, 7) Economy of 

travel time to a library for accessing information, 8) Online access to materials on 

reserve, 9) Financial cost effectiveness in acquiring information, 10) 24/7 access to 

electronic library resources, and 11) Other, which the respondent was expected to name. 

Figures 23 through 32 illustrate participants' responses to this question. 
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Figure 23 

Appeal rankings for reputable and scholarly resources benefit 

Appeal of reputable and scholarly resources was high, as indicated by the mode 

of I (Figure 23). Ten of forty-three librarians (23%) ranked this benefit highest in appeal 

among distance learners. Eight more librarians (18.6%) ranked it second, which signifies 

that this benefit is of high importance among distance education consumers. The average 

ranking for appeal of this item was 3.9. In contrast, as a promoted benefit the average 

rank for reputable and scholarly resources was 1.8. Comparing the benefit's appeal to its 

promotion, the former had a somewhat moderate standing with distance education 

students, whereas librarians assigned more importance to the promotion of reputable and 
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scholarly resources, perhaps with a greater awareness of the significance of the resources 

to academic work. 
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Figure 24 

Appeal rankings for library instruction/information literacy benefit 

For library instruction/information literacy the benefit appeal ranking is more 

mid-range (Figure 24 ). Thirty-seven librarians provided data for this item. The modes of 

ranking for this item were 4, 8, and 9, with six librarians reporting for each of those levels 

of rank, while the average rank was 5.8. The appeal for this benefit falls at least two 

points short from that given to the benefit as a most promoted item where its average rank 

was 3 .6. The difference could be a result of instructional method that impacts the level of 

student interest in this benefit, as Tenopir (2003) suggests, "The most effective way for 
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students to learn about important resources in academic libraries seems to be for 

librarians to work directly with faculty to bring relevant electronic resources into the 

classroom." 
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Figure 25 

Appeal rankings for online assistance benefit 

With thirty librarians providing data for online assistance item, the mode for this 

benefit was 9 (Figure 23). Seven of the thirty librarians (23%) that assigned a ranking to 

this benefit graded it 9th in terms of appeal to distance learners. The average ranking for 

this category was 6.5. The appeal of online assistance was not among the higher rankings 

for appeal. 
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Figure 26 

Appeal rankings for prompt delivery of information benefit 

The appeal of the benefit prompt delivery of information (Figure 25) was stronger 

than the appeal of the benefit online assistance (Figure 24 ). As time is a factor that is 

characteristic of distance learners' decision to pursue programs of study through distance 

education, it is reasonable that the benefit of prompt delivery of information would rank 

high in appeal. There are four modes for prompt delivery of information: l, 2, 3, and 5 

which place this benefit into the higher levels of appeal to distance education students in 

many cases. Thirty-nine librarians provided data for this item. More librarians provided 

data for this category than for the benefit of online assistance, as well, which possibly 
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indicates that some librarians provide little or no online assistance. The average appeal 

ranking for this benefit was 4 .3. 
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Figure 27 

Appeal rankings for potential to improve students' grades benefit 

In Figure 27, data show that no librarians assigned the highest ranking to the 

benefit potential to improve students' grades. Thirty-three librarians provided data for 

this item, the mode for the ranking was 4, and the average was 5.8. The ranking is 

average, and the benefit does not appear to occupy a position of high interest. 
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Figure 28 

Appeal rankings for economy of research time benefit 

Economy of research time has a mode of 4 in terms of appeal (Figure 28). Thirty

eight librarians provided responses to this category. The ranking average was 4.1. Most 

librarians ranked the level of appeal for this benefit relatively high on the scale, above 

average. This data reflects what library literature reveals about the need for community 

college/distance education students to save time while pursuing higher education (Bower 

and Hardy 2004). 
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Figure 29 

Appeal rankings for economy of travel time benefit 

While some librarians designated economy of travel time (Figure 29) as having 

the highest appeal to distance learners, data show that the ranking of 5 was the mode for 

appeal to distance education students in regard to this benefit. Thirty-six librarians 

provided a ranking for this benefit of which the average level was 4.5, which falls lower 

in appeal than scholarly and reputable resources benefit and indicates that the quality of 

information takes precedence over the amount of time it might take to travel to obtain 

such resources. The data suggest that what is accessible to distance education students 

(scholarly and reputable resources) is more crucial than how expeditious the access might 

be. 
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Figure 30 

Appeal rankings for online access to materials on reserve benefit 

In terms of the extent to which the benefit online access to materials on reserve 

was promoted, this item ranks very low in appeal, as well. Previously discussed data 

showed that the extent to which this benefit was promoted had a mode of 10. In Figure 

30 the appeal of this benefit is shown to have a mode of 10 and the average ranking in 

this case is 8. 
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Figure 31 

Appeal rankings for financial cost effectiveness benefit 

The benefit financial cost effectiveness has an average appeal ranking of 7 and a 

mode of 8 (Figure 31 ). Twenty-seven librarians supplied data for this item. Data 

indicated that the expense-sparing aspect of library services provided for distance 

education students is not least in appeal, but that it is not one of the stronger attractions 

among distance education students. While as already discussed, distance learners often 

take distance education courses through community colleges due to the rising cost of 

education, this data show that in spite of the economical aspect of distance education, 

distance learners are less concerned with the cost of acquiring library services and 
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resources as they are about the quality of information they receive (Figure 23) or the 

academic benefits that library resources and services can offer them (Figure 27). 
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Figure 32 

Appeal rankings for 24/7 access benefit 

Though growth and the use of 24/7 service appeared to be small overall, possibly 

resulting from a lack of adequate staffing, the benefit of 24/7 service ranked very high in 

appeal to distance learners according to the reporting librarians (Figure 32). The mode is 

1, the highest ranking that could be assigned in regard to the appeal of a benefit for 

distance education students. This ranking corresponds with the needs distance learners 

have for anytime, anywhere service and access to library service and resources due to 

external factors such as work and family obligations that affect the times when the 
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student is able to seek library information (Bower and Hardy 2004). Thirty-three 

librarians ranked this item. The average ranking was 3.5 for the benefit 24/7 service. 

Only three librarians ranked any benefits in the Other category. In this instance, 

telephone queries ranked 7th
, consortium-based electronic resources ranked 10th, and six 

librarians ranked Other 11th in terms of appeal. 

Comparing data for Q7 and Q8, it appears that librarians place more effort into 

promoting the benefits reputable .and scholarly resources and library 

instructiowinformation literacy than the benefit is perceived to appeal to the students, as 

demonstrated by the librarians' responses on the average. The appeal is affected by 

Internet access to varied resources (Summey 2003), while library information 

professionals realize the importance of reputable and scholarly resources to academics 

and the need for students to know how to obtain valuable information from those 

resources. The appeal of online library assistance was perceived by librarians to rank low 

( a mode of 9, with a ranking of 11 being the lowest possible) among distance education 

students and its average ranking was 6.5. As a promoted benefit, online assistance had a 

mode of 3 and an average ranking level of 5.1. Prompt delivery of information ranked 

higher in appeal than online assistance, 4.3 to 6.5 respectively. This reflects that distance 

education students want information, but they want it fast and the information seeker may 

not be as interested in how the information is obtained (for example, through online 

assistance), more interested in how soon it may be acquired. For the distance learner, 

time is often crucial to academic success. 
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In reference to the Benefit Congruency Framework, the benefit prompt delivery of 

information is congruent with what is promoted: the prompt delivery of information. 

The promotion appears effective, as both the promoted utilitarian product and benefit 

appeal to the students' need to receive information quickly. In terms of a most promoted 

benefit, librarians assigned prompt delivery of information an average rank of 5.6. 

The prompt delivery of information appeared to be essential for distance 

education students. Economy of research time and economy of travel time had slightly 

above average rankings in terms of appeal, and ranked closer to average in regard to the 

extent to which librarians promoted these two benefits. As well, the above average 

appeal indicates that distance learners are concerned with time as it relates to getting 

information and pursuing their education. 

The benefit potential to improve student's grades was an area of library service in 

which both the level of promotion and the perceived appeal to students had an average 

ranking of 5.8. This benefit may be an area where librarians need to create more 

emphasis as it relates to helping students to ascertain what resources are most helpful to 

their academic achievement. Librarians will need to show students that their academic 

achievement is indeed helped by using the library's resources. 

Online access to materials on reserve did not factor into the use of the library very 

well, as the responses by librarians suggested. Perhaps the technology for providing the 

service was lacking for a number of libraries, as an interview participant indicated about 

the library not having what it needed for going online all the way. Twenty-four-seven 
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(24/7) access to materials online appeared to rank highly both as a promoted item and in 

terms of appeal, as perceived by the librarians. Around-the-clock access meets the 

utilitarian need of distance education students who require a flexible schedule for 

accessing information. The benefit congruency framework connects the benefit with the 

value users find in the service (Chandon, Wansink, and Laurent 2000). Librarians 

perceived that benefits that saved the users' time or helped the users to manage time 

better were most appealing, but perceived materials of a: high academic quality to have 

importance. 

E-Survey Questions 9-10: Types of Services and Materials Delivery Provided 

Q9: Reference Services Available to Distance Learners 

Reference services provide ways that distance learners may acquire information 

and experience the benefits of the libraries' products and services. Figure 32 presents a 

distribution of the types of reference services librarians indicated were offered by their 

institutions. 
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The distribution of the types of reference services the community colleges offered 

to distance education students was as follows: email ( 54 libraries), instant messaging, or 

IM, (8 libraries), web chat (20 libraries), telephone reference service (53 libraries), 

interactive webpage (10 libraries), and means other than those listed (7 libraries). To 

complete the Other category, librarians indicated that they provided reference services to 

distance learners through the following: 1) Embedded librarian inside the distance 

education student's course, 2) consortium-based electronic resources, 3) a state library 

service that allows users to obtain instant assistance service from a librarian, 4) Ask-A

Librarian state-wide reference help, 5) WebCT discussion board, 6) a 24/7 statewide 
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virtual reference project, and 7) Elluminate virtual classroom. Of the 59 librarians that 

participated in the study, the data show that the majority of them use both email and 

telephone assistance for delivering reference service. Instant messaging and the 

interactive Web page are provided minimally. 

QI 0: Methods of Materials Delivery to Distance Education Students 

Reference service discussed above frequently involves the delivery of materials. 

Librarians in the study indicated methods they used to deliver library materials to 

distance education students. Figure 34 illustrates the distribution of responses to the 

query concerning delivery methods. 
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The majority of librarians, or 50 of 59 (85%) that participated in the study, use 

email to deliver material to distance learners. Interactive webpage, fax, face-to-face 

methods, postal and other means of materials delivery followed. Fourteen of the 

librarians reported using the following Other means of materials delivery: 1) Electronic 

databases, 2) Telephone, 3) Del connection that allows students to consult with a librarian 

via their computers, with all requests arriving at a single computer at the reference desk, 

4) Delivery via campus mail to one of the college's centers located elsewhere in the 

county, 5) Document push over instant messaging, 6) OhioLINK Anywhere Service, 7) 

Courier to off-campus sites, 8) Electronic books online, 9) Delivery to remote campuses, 

10) E-Reserves, 11) Courier service on media and rush-book loans, and 12) 

Faculty/student collaboration. 

According to the data, it is apparent that email is a particularly popular and likely 

quite a convenient means of delivering materials, not only for distance education 

students, but perhaps for library staff, as well. Scholarly and reputable resources are 

delivered through means such as electronic databases and services that deliver, or push, 

information to the client by means such as instant messaging and email, sometimes based 

upon the information holder's prior knowledge of the users' information interests. 

Scholarly and reputable resources are delivered through courier services, as well. The 

enumeration of these varied methods of reference service delivery may coincide with the 

degree to which librarians do value and emphasize the merit of the library's resources to 

distance education students-the value that is inherent to the academic library as a 
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support system. Insufficient support services could dissuade students and impede success 

(LaPadula 2003 ). 

E-Survey Questions 11-13: Overall Impact of Community College Library Promotion 

upon Distance Education Usage 

Q 11: Distance Education Library Services Growth 

Thirty-eight participants indicated percentages that reflected the library's growth 

experienced in the following categories as a result of efforts to promote the library: ( 1) 

Material circulation counts, (2) Interlibrary loans, (3) Document delivery requests, ( 4) 

Virtual reference exchanges, (5) Use of online library catalog, (6) Virtual library tours, 

(7) Number of materials requested in electronic databases, and (8) Other. Figure 35 

illustrates the data associated with these areas of growth. 
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For the materials circulation count, the total amount of average growth was 7 .2%. 

This increase appears quite a positive result since many resources are acquired online. 

Among librarians reporting, 9 experienced no changes in the number of circulations 

conducted. Although librarians indicated their responses about growth in their circulation 

counts on a scale and were not required to explain their responses if they experienced no 

growth, some librarians that did not provide a response for circulation counts voluntarily 

expressed that they did not distinguish between the distance learners and on-campus 

students. Three librarians reported having losses in the number of interlibrary loan 

transactions: two with a loss of 10% and one with a loss of 20%, while the average level 

of growth for interlibrary loans among the institutions was 7 .1 %. Such a decline was 

obviously not indicative of the experience of all the librarians, but it possibly could 

signify that online availability of resources has perhaps adversely impacted the need for 

interlibrary loans for those institutions that experienced losses in that category. 

As for document delivery requests, the average a growth was 5.3% and only one 

library reported having a loss (10%) in the number of requests pursuant to promotions to 

distance education students. A large number of librarians reported having no change in 

growth for this category: 16 of the 3 8 librarians that provided data for the category 

indicated that there was no increase, nor was there any loss experienced for document 

delivery following promotions to distance education students. It appears that movement 

within this category is fairly steady. 
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Virtual reference exchanges had an average growth of 6. 7% and most of the 

libraries experienced a 5% growth in this area, a slight increase. There was a single 

occurrence of a percentage loss ( 5% ). All other libraries experienced either no changes 

or higher growth in the category of virtual reference exchanges. 

In regard to online library catalog usage resulting from library promotion to 

distance learners, three modes: 5%, 10%, and 20% were present, with eight librarians in 

each level reporting an increase in online library catalog use. While the majority of the 

respondents had increases in online catalog activity, one participant had a decline of 15% 

in such activity following library promotion to distance education students. The average 

growth for online library catalog usage was 11.3%, which offers the possibility that 

promotions created a greater student interest in knowledge of the availability of the 

library's resources (Egan 2005). 

No loss of activity occurred for virtual library tours; the mode for this category 

was 0%, indicating that most of the libraries (23 of 38) experienced no changes in the 

quantity of virtual library tours among the libraries that served distance learners. The 

highest level of growth was 30%. The average growth for virtual library tours was 4. 7%. 

The number of materials requested in electronic databases was fairly evenly 

distributed among the libraries, but one institution experienced a loss of 15% in this 

category, an outlier in this case. Five librarians reported increases of 40% or more. The 

mode for the category was 10% and the average increase was 15. I%, with 3 3 librarians 
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presenting data for this category. This is an indication that use of electronic databases is 

strong. 

Other was the final category for which participants were asked to provide data 

regarding growth. Other services consisted of (1) telephone assistance, (2) subscriptions 

such as journals, magazines, newspapers, etc., and (3) students' learning about 

advantages of having a barcode to access electronic resources, with these students 

checking out books from other community colleges, as well. The Other component 

(Figure 34) had an average increase of 7 .5% for those librarians that reported growth in 

areas not listed in the questionnaire. Eight librarians indicated data for Other and the 

mode was 0%. Three of eight librarians experienced no changes in the growth of services 

other than those already listed. 

Finally, only a few institutions reported losses in usage in specific areas. Those 

losses or areas in which no growth occurred could be a result of one delivery or 

communication method providing a greater level of convenience or efficiency over 

another for a particular distance education patron. Overall, it does appear that the 

librarians' promotion activity has had a positive influence on the upward trend in usage 

growth among new distance education students. 

Q12: Overall Implementation of Efforts to Promote Library Services 

Research participants were asked to indicate their libraries' overall growth 

experience as a result of implementing their complete array of promotion techniques. 

Two modes for total increases in the use of library services occurred 5% and 10%, with 
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ten librarians reporting for each mode. One library (2.6%) received no increases. For six 

libraries, the increase was 15%, and another six of the libraries experienced an increase of 

20%. Four libraries had a general increase of25%, another had an increase of 30%, and 

last, one library experienced a 40% overall increase in usage by distance education 

students, following promotions to distance learners. In all, 39 librarians provided data for 

the overall growth affected by overall promotion efforts. The remaining 20 librarians 

provided no data for the final question regarding total growth mainly due to a lack of 

tracking of distance education students' usage statistics. See Figure 36. 
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The data indicate that the majority of the libraries had small to moderate 

increases, but two outliers did evolve. Increases for those libraries were 30% and 40%. 

Both institutions practiced multiple means of promotion and both involved the librarian 

either through the offering of on-site orientation, librarian's classroom visits (interactive 

television or distance education course instruction module), and both practiced 

librarian/instructor collaboration. Essentially, the librarians of the outlier institutions 

created a personal presence in a variety of ways to make students aware of library 

resources and services. 

Qi 3: Library's Effective Efforts to Promote Library to Distance Learners 

Research participants had the opportunity to relay their effective efforts to 

promote the community college library to distance learners-information not required by 

thee-survey inquiry. The following responses reveal what librarians considered to be 

constructive promotion practices: 

• We have also made it possible for students to obtain and update library cards for 

remote authentication using forms on our website, saving them a trip to campus. 

• Overall use of all of our services is on the increase with the introduction of our 
' 

new Web page and interactive functionality. 

• We participate in the [virtual reference initiative] ... We staff this service along 

with librarians from 20+ post-secondary institutions ... The hours of service extend 
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beyond our Library's hours ( e.g. evenings and weekends), so it is great to be able 

to offer [the service] to our students. 

• ... our distant students get better library service than our on-campus students. Our 

distant learning center students and many of our on-line students are located close 

to four-year institutions whose libraries are better staffed, better funded and better 

resourced than our on-campus library. Those four-year institutions grant library 

privileges to our students. 

• I visit ... students in our district [ who are also enrolled in college courses]. Give 

them face to face orientation, and bring them library barcodes so they can access 

the electronic resources, be familiar with our state-wide virtual reference service, 

and know how to contact me. 

• Provide workshops to faculty to encourage use of digital resources. Encourage 

faculty to include librarians as partners in their distance ed course as embedded 

librarians. 

• We provide the staff for computer help within the library and by phone and email 

to students. Because of our strong service orientation, students have come to rely 

on our assistance for issues related to course management software, connection 

issues, and for help with common applications. 

• Have links to the library resources loaded on WEB CT. 
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• Our biggest growth in distance delivery has been dual enrollment with our 

regional high schools ... 

An item not addressed in this research is the specific distance education library 

service to high school students, although these students are becoming distance learning 

clients of community college libraries. As the preceding statements from librarians 

indicate, key points of successful library promotion vary from institution to institution, 

often involve a form of direct contact by the librarian with distance education patrons, 

and consist of a commitment to service and librarian involvement that transcends making 

resources alone available. 

Part I, B: Questionnaire Findings and Conclusion 

In the final summation of e-survey results, fifty-nine of the two hundred four 

institutions responded to the questionnaire. Data reveal that 83% of the librarians queried 

did promote themselves to new distance education students; whereas, 16.9% of the total 

of 59 librarians indicated that they did not promote themselves to distance learners. This 

finding shows that the majority of the librarians do exercise some method of 

communicating, or promoting, their services and resources to new distance learners, but 

there are those who have not yet begun to do so. Reasons library contacts gave for not 

promoting the library to distance education students were as follows: 

• The librarian is new on the Distance Education Committee and library promotion 

is expected for the near future. 
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• The institution's distance education program is experiencing an expansion, and 

changes are being explored in order to promote the library to distance learners. 

• The institution's library program does outreach to faculty and through them the 

students gain an awareness of the library's resources, as they relate to their 

coursework. 

• Many of the students that are a part of the school's small distance education 

population also take classes on campus, as webpage resources and links with the 

course management system comprise library outreach. 

• The distance learning office promotes the library's services for the library and 

does link to it from the distance learning website. Outreach and training are 

provided for faculty members. Then, from the online courses, faculty members 

make available links to resources and services for the students. 

• The library's involvement with distance education is in its early stages and 

establishment of the website has just begun. 

• Presently, the college does not have an "established distance education program" 

and the library has not begun creating an awareness of its presence through the 

college's online classes. 
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• Formerly, library promotion to distance learners has not appeared to have been a 

priority, but more interest is being given to promotion, especially as a result of the 

growth of online classes. 

• How to do promotion to distance learners is in the brainstorming stage. One 

possibility is for the library to set up its own classroom. Library staff members 

have been invited to provide library orientation in a few classes, and there are 

plans to do more. 

Reasons why librarians did not promote their services and resources to distance 

learners center around five points: (1) Much of the promotion occurs through the faculty 

members' acquainting their students with the resources and services that might enhance 

classroom productivity; (2) Links to the library are provided in the courseware; (3) The 

idea of library promotion to distance learners is in an infancy stage; ( 4) Distance learning 

opportunities have been small in number; ( 5) Library promotion to distance learners has 

not been a priority, but change is anticipated. Outreach to distance learners directly from 

the library in these cases has been limited and growth of promotion methods has 

somewhat been dependent upon distance education growth. 

Another significant finding was that 20 (34%) of the participating librarians 

apparently did not track distance education students' library usage statistics and/or did 

not provide responses concerning usage. In one instance, a respondent expressed that the 

library's outreach was not specific to the distance education population, except through 

the opening page of the course management system of each class. Another expressed that 
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same services were provided to regular and to distance education students and that 

largely, there was no emphasis of separate services to the distance learners. An example 

of one particular circumstance was stated as follows: 

The [ course management software system that is in place] is available for all 

instruction at the college. Some faculty chose not to use it, but as increased 

pressure is received from students, some have started using limited features. 

Many of our distance learning students are also taking face-to-face classes. We 

do not capture information on distance education students any differently than we 

do other students. 

Other respondents stated that they do not keep separate statistics for distance 

learners; they do not measure distance learners' use of databases separately from all use 

of databases; and the amount of growth was unknown. If this knowledge were available 

to librarians, it could possibly improve awareness of what services to provide to distance 

education students and how to approach fulfilling the information and service needs of 

that user population. As discussed in this study's literature review, assessment of 

services is important to the provision of appropriate services (Kumbar 2004 ). 

Finally, library data reveal that promotions are a positive element in encouraging 

library use by distance learners. Definite relationships between number of promotions 

and benefits associated with the promotions were not significant in regard to the growth 

of library usage attributed to distance learners. All librarians, except one, that reported 

overall growth statistics resulting from their total promotion to new distance education 
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students did indicate increases in library usage. Since there is not a significant 

relationship between the use of multiple promotion methods and usage increases, the null 

hypothesis is not rejected. This indicates that other factors unexplored in this research 

likely contributed to the usage increases. 

Part II, A: Anecdotal Data from Telephone Interviews 

Telephone Interview Questions (]'IQ) 

The e-survey provided quantitative data showing that the majority of librarians 

employed a method of introducing the library to distance education students, and most 

used more than one method. The e-survey also provided data indicating that most of the 

librarians used multiple means of promoting the library, besides introducing the library to 

distance learners. 

The telephone interview provided qualitative data relevant to responses provided 

in the questionnaire Promotion of Community College Libraries to New Distance 

Education Students: Library Awareness through Multiple Channels of Communication. 

This facet of the study provided a review of relationships between librarians' current 

promotion efforts and the potential for distance learners' future library resource use. The 

assessment of the relationships was based on library practices, library/consumer needs, 

and possible solutions to meeting those needs, as library personnel stated in response to 

the interview questions. 

The sample for the telephone interview consisted of 20 library contacts since 

every third contact of 59 was chosen for the interview. The number of potential 
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telephone participants was achieved through systematic sampling. Initially, there were 

204 possible participants in the study. Fifty-nine responded. N=204 and n=59, and 

k=N/n. Thus, /r-204/59=3.45. The resulting kwas rounded down because of the "Rules 

for Recoding and Rounding" illustrated in Statistics for Social Data Analysis, Fourth 

Edition (Knoke, Bohrnstedt, and Mee 2002). Thus, k=3. That means that every 3rd 

respondent to the questionnaire was selected to be interviewed. 

The interview sample was drawn from the 59 participating librarians, and 59/3 

yielded a sample of 19 .6 librarians for telephone interviews. Rounding the number 

provided the telephone interview sample of 20 librarians, 34% of the 59 total number of 

research participants. Librarians participated in the interviews voluntarily. 

Successful telephone calls and interviews were made initially with library 

contacts of 16 of the 20 libraries in the sample. To achieve a complete sample of 20 

interviewees, four additional institutions were selected through simple random sampling 

from the received questionnaires which were stacked in no particular order, and librarians 

of those institutions were successfully interviewed. Four librarians of the original sample 

of twenty librarians did not participate in the interview for the following reasons: 

administrative turnover (1), refusal to participate (1), and failure of communication (2). 

Conditions under which the interviews were conducted involved the following: using the 

interviewer's home telephone during hours when location time zones of the interviewer 

and the interviewees could be coordinated and using the interviewer's cellular telephone 

during hours when conducting interviews from home was not convenient for the 
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interviewer. In the latter case, the interviews were conducted in a noise-free office space. 

In an attempt to reach all possible participants, interviews with the initial participants 

were conducted over a period of time from mid-December 2007 through mid-February 

2008. The additional four participants were successfully contacted. On the average, 

communication lasted approximately 10 to 15 minutes, depending upon the amount of 

information the participant was willing to share. Calls were not taped, but information 

relayed to the interviewer was written into notes and later transcribed. Since the data 

were verbal, responses to the questions were coded into types or categories of 

experiences similar in nature among the respondents and illustrated in the appropriate 

figures and tables. Categories are such as those used in describing the ways by which 

librarians make initial contact with distance education students-Examples: (1) Through 

Instructor and (2) Through Web site. 

TIQJ: How Library Initiates Contact with Distance Education Students 

Regarding how their libraries initiated contact with distance education students 

who have never used the library for distance education purposes, interviewees gave the 

following information shown in Figure 3 7. 
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Figure 37 

How community college librarians initiate contact with distance education students 

Figure 3 7 shows the number of librarians that provided responses. A librarian 

possibly used more than one method of initial contact with distance learners, while some 

librarians used only one method of contact or used no initial contact at all with new 

distance education students. A librarian might have used a form of contact that was not 

used by any other library. The categories of initial contact were compiled into a group of 

eleven items, as some of the librarians provided similar or same responses. The 

categories were as follows: (1) Through Instructor, (2) Email Information about 

Accessing Databases to Students, (3) Through Web site, ( 4) Library within Courseware 
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(Links)/Course as a Unit, (5) Face-to-Face Sessions for Students Planning to Take 

Courses Online, ( 6) Send a Letter/Postcard to Distance Education Students about 

Library Services, (7) Blog, (8) Librarian Present at Instructor's Orientation for Students, 

(9) Through Directors of Research Centers, and (10) Library Does Not Initiate Contact, 

(11) Information Passed through Distance Education Department. The Web site, 

whether the institution's Web site or the library's Web site, was the most frequently used 

means of initial contact with the new distance education students. In at least one case, it 

was the only contact made with the students, if the students initiated looking at the Web 

site. 

The next method that librarians most frequently used to contact distance 

education students was through the courseware such as Blackboard or WebCT. Through 

those course management systems, there are links to the library. In one case the library, 

as a service entity, was incorporated into the course as an instructional unit. In regard to 

both the interview data and the questionnaire data, librarians frequently employed the 

library instruction module in the distance education course (Librarian's Classroom Visit) 

as a means of introducing the library to distance education students. Based upon 

interview data, four librarians indicated that the instructor served the role of initiator for 

the library, while there were four librarians that did not make initial contact with new 

distance education students. Among the librarians, reasons for not making initial contact 

with distance learners included the following explanations: 

• Instructors give students the needed information about the library. 
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• No initial contact is made other than sending out email information about the 

library. Email addresses are acquired through the Information Technology 

department. 

• The library has a Web site and students take it upon themselves to contact the 

library. 

• Student contact with the library is self-initiated, usually through email. 

Library introduction through links to the course management system and through 

the library's Web site is a utilitarian service. The utilitarian benefit is initial knowledge 

of the resources and services that have immediate or future use. Based on the data, 

hedonic services and benefits do not appear evident in regard to introducing the library. 

The utilitarian product or service, which is introduction of the library, matches the 

utilitarian benefit of basic knowledge about the library (Chandon, Wansink, and Laurent 

2000). The Benefit Congruency Framework is effective if the student perceives the 

quality of knowledge gained concerning the resources and services will be regularly 

sustained (Dhar and Wertenbroch 2000). 

TIQ2: Assesses Distance Learners' Information Awareness 

For a few libraries, assessment of distance education students' prior knowledge of 

the library was an integral part of familiarizing the students with resources and services. 

The total of the responses is shown in Table 12. 
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Table 12 

Assessment of Distance Education Students' Library Awareness 

No Assessment of Distance Maybe, with Notations Yes, the Library Assesses 

Learners' Information Distance Learners' 

Awareness about Existing Information Awareness about 

Resources and Services Existing Resources and 

Services 

15 Libraries 2 Libraries 3 Libraries 

Table 12 shows that the majority of the community college librarians interviewed 

( 15 of 20 librarians telephoned) did not assess distance learners' awareness about the 

library's existing resources and services at any point. One participant expressed that a 

rise in library usage occurred after the W eh page had been created, but library personnel 

did not know how well distance education students knew about what the library 

offered-there was no assessment of that knowledge. Three of the 20 interviewees 

indicated that "yes" the library did assess distance learners' information awareness about 

existing resources and services. Two respondents of the 20 participants indicated 

"maybe" or another response that would fall into a "gray area" concerning assessment of 

library awareness. One of these two library contacts stated that the library was working 

on assessment, having mailed a survey to distance learners and received few responses. 

The other expressed that an annual survey for all users is posted on the Web site and the 
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completion of it is voluntary. This method of assessment provided no means of 

distinguishing which responses were from distance learning students and response rates 

to those surveys were small. 

Nearly all the community college librarians practice some mode of introducing 

the library to distance education students, and for the most part engage in multiple efforts 

to create awareness of the library among distance learners. There is a very strong 

reliance upon the library's or the institution's Web site to provide awareness, aside from 

the incorporation of library modules into distance education courseware, a frequently 

used method. A few librarians venture into a more personal and individual approach to 

initiating contact with the students by sending them email. Instructors play a vital role in 

connecting students to the library. Most librarians introduce their resources and services 

to distance learners, but initial contact is often accomplished by the students or course 

instructors. 

The finding that the majority of the community college librarians did not assess 

distance learners' library awareness coincides with information provided in the Distance 

Education Report (2008). As the literature review of this research indicates, based upon 

the Distance Education Report (2008), numerous institutions do not track data relevant to 

student success; and in distance education settings, the dilemma of not keeping the data is 

even greater. As discussed in the literature review, findings from a survey conducted at 

Slippery Rock University of Pennsylvania revealed that students had a lack of awareness 

of remote library services (Nicholas and Tomeo 2005). Along with the provision of 
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services must come accountability and better assurance that students are receiving the 

services and resources they need for academic success. Accountability is a "mutual 

concern" for both students and their institutions, according to Vignare (Distance 

Education Report 2008); and because of the funding sources of some institutions, "to be 

able to track information" is "an accountability duty". If students do not obtain what 

they need from the library, they will seek satisfaction through information resources other 

than the library. According to Morrison and Washburn (2004) appropriate evaluation is 

critical for the selection and acquisition of materials in addition to resources and services' 

continued and future use (Morrison and Washburn 2004). 

TJQ3: How the Library Maintains Contact with Distance Education Students Regularly 

In regard to Figure 38, some librarians used more than one method of maintaining 

regular contact with distance learners to inform them of new resources. Some librarians 

used only one mode of communication and some used none. Other librarians used forms 

of contact that were not used by any other library. 
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Figure 38 

Means of maintaining contact with distance learners 

Shown in Figure 38, Web sites are again a major means of contacting and 

providing information to distance learners. Nine respondents named the Web site 

(updates included) as the means through which the library regularly maintains contact 

with distance education students in order to inform them of new services as they become 

available. Online courseware, Faculty/Directors, and the Library's Voluntary Email to 

students all were used at three libraries, but not necessarily at the same three. Four of the 

20 interviewees expressed that they did not maintain contact with distance education 

students regularly in order to inform them of new services as they become available. One 
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of these same four interviewees indicated that any new information about library services 

could be found on the library's Web site. 

Librarians maintain contact with distance learners through a number of utilitarian 

services, some of which may carry hedonic qualities. The hedonic "social network" 

associated with librarian/students communication helps to get students engaged with 

library services (Tenopir 2008). Library users may generate content to be shared through 

library, which traditionally promotes authoritative, utilitarian products (Tenopir 2008). 

The Benefit Congruency Framework (Chandon, Wansink, and Laurent 2000), presents 

the utilitarian product as the user's choice for sustaining benefits, compared to a hedonic 

product if the user is unsure about the product's quality (Dhar and Wertenbroch 2000). 

TIQ4: Method Most Effective in Getting Distance Education Students to Use Library and 

Why 

Librarians believed that instructors were the most effective promotion tool for 

getting distance education students to use the library's resources and services (Figure 40). 

The reason was that instructors had influence through teaching and course assignments to 

draw students to the use of library resources and services. 
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Figure 39 

Most effective promotion method 

Ten of the 20 interviewees ( 50%) cited some form of collaboration with or 

expectation of instructors as the method most effective in involving distance education 

students in using the library's resources and services. Three interviewees did not have a 

most effective method of getting distance education students to use the library, or they 

did not know what that method was. Essentially, one of the respondents expressed not 

having knowledge of what the library's most effective method was for getting students to 

take advantage of the library's resources and services, but would do another survey which 

would possibly help to determine how effective the library's promotion methods were. A 
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second librarian expressed not having incorporated any promotion methods, but wanted 

to have information available, perhaps through podcasts, video spots, and other electronic 

means. No elaboration was offered by the third librarian regarding what the most 

effective promotion method was. 

The benefit congruency is applied through the instructor's promotion of the 

library. Based on the theoretical framework of benefit congruency (Chandon, Wansink, 

and Laurent 2000), an instructor's connection of coursework to the usefulness of the 

library is a match between the promotion of a utilitarian product (the library's resources 

such as electronic databases and scholarly material) and the promotion of a utilitarian 

benefit ( authoritative assistance with course assignments). Utilitarian benefits meet the 

distance learner's practical needs. The user (student) is satisfied when the product fulfills 

the utilitarian need and prevents an undesirable circumstance (Chitturi, Raghunathan, and 

Mahajan 2008). The library user perceives relevance between the product and the 

product's value, rendering the promotion effective (Chandon, Wansink, and Laurent 

2000). 

TIQ5: Consumer Benefits' Impact on Use of Library Resources and Services 

The majority of librarians interviewed, 12 of 20, did not know how the consumer 

benefit promotions to distance learners had had an impact on use of library resources and 

services. Findings of this study show that many community college librarians do not 

keep data in regard to transactions or interactions with the library that are specific to 

distance education students. See Figure 40 for an illustration of the distribution of data 
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regarding the impact of community college librarians' benefit promotions to distance 

education students ... 

Impact of Benefit Promotions 
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Figure 40 

Impact of benefit promotions 

The librarians cited a varied range of reasons for not being able to tell what 

impact promotions had produced for their libraries. While these reasons are described in 

the findings of this study, several of the librarians cited that they did not distinguish 

between the usage statistics for on-campus and distance education users. The remaining 

data in Figure 41 show that except for the area of"no impact," at least one librarian 

provided a response to one or more of the kinds of impact the promoted benefits had 
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upon use of library resources and services by distance learners: higher number of 

borrowers (1 ), increased remote use of resources and database access ( 4), higher profile 

for library ( 1 ), email from distance education students indicates increases in library use 

(1), increased services due to number of requests by distance education students (1), 

increased traffic by telephone to the reference librarian (1). 

The impact of the benefit congruency concept is relayed in the library's improved 

image, increased email contact from distance education students, and the increased 

delivery of service resulting from distance learners' requests. Benefit promotions that 

match the promoted product have a more definite effect of value for the user than 

products and benefits that are not congruent (Chandon, Wansink, and Laurent 2000). 

Students are more prone to take advantage of the library when they perceive value in the 

library as a part of their academic achievement Auth (2002). 

There was an exchange between the libraries and the distance education students 

(Nicholas 1998). The libraries received the gains of becoming a more valued library, 

increased usage of resources and services, and a difference in how the library was 

perceived (Nicholas 1998). 

TIQ6: When/How the Library Decides That a Promotional Message Should Be Presented 

Data in Figure 41 show that seven of the librarians had no plan for sending or 

conveying promotional messages to distance learners. Other categories pertinent to 

scheduling of promotions by the librarians and the number of responses for each were as 

follows: No specific promotions to distance education students (1), Do not know (1), 
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Only in response to a need (3), Preliminary steps with objective to do so (1), At the 

librarian's discretion ( 1 ), When faculty alerts library about the start of a new course (1 ), 

When a new library product has been purchased (2), At the beginning of each semester 

and/or in mid-semester (3), and Continual promotion (2). 

When/How Library Decides to a Send Promotional Message 
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Figure 41 

When/how library decides to send a promotional message 

Though several librarians had no plans regarding promotional messages, on the 

other end of the spectrum a small number of the librarians promoted the library at the 

beginning of each semester. One of the librarians that promoted on a by needs basis 

promoted the library in collaboration with faculty, as the need related tb course 
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assignments. Another system of conducting by needs-type promotions for one library 

consisted of notification about the need to library staff. Notification occurred through 

regular institutional staff meetings during which anyone having knowledge of a need 

presented that need to the library staff. At that point, the library would conduct a 

promotion of the services. The third library that promoted resources and services on a by 

needs basis did so if the instructor expressed to the librarian a need to access the online 

databases. 

Among the three librarians that reported ~outinely sending promotional messages 

at the beginning of each semester, means by which the librarians conducted the 

promotions were as follows: a) through literature sent to instructors, b) through 

newsletters in print and in Portable Document Format (PDF) emailed to students and 

faculty, and c) through newsletters published on the Web. The two librarians that 

reported practicing continual promotion achieved their efforts thusly: a) by looking at 

what courses are online, and b) by contacting faculty and evaluating which resources are 

appropriate for specific classes and what resources are available to distance education 

students. Overall, the trend was that no system for routinely promoting the library or new 

resources was established among the libraries. 

TIQ7: Use of Electronic Library Resources Attributed to Promotions 

Librarians were able to express whether the source of heightened library usage 

might be due to activity by distance learners. Table 13 shows the sum of the responses. 
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Table 13 

Use of Electronic Library Resources Attributed to Promotions 

Yes No Cannot Determine 

9 Libraries 11 Libraries 

Of the 20 interviewees, 9 of the librarians (45%) indicated that following 

promotions, they would attribute increased use of the library's electronic resources to 

distance learners. No librarians stated that increased use of electronic library resources 

was not attributed to distance learners. Most of the librarians, 11 of 20 (55%) indicated 

that they were not able to make a determination as to whether increases in use of 

electronic library resources could be attributed to distance learners, following promotion 

efforts (Table 13). Reasons for their not being able to make a determination centered on 

the fact that distance learners' library use had not been tracked, or distance learners' 

usage statistics and those of other students were not systematically separated. 

TIQ8: Major Obstacles to Promoting to and Retaining New Distance Education Students 

Table 14 consists of a wide variety of responses and shows that for each obstacle 

listed, at least one library interviewee provided that particular answer to Interview 

Question 8. Librarians voiced their specific situations of difficulty regarding promotions, 

which were coded into the following groups: (1) Students not realizing the value of 

resources, (2) Communication with Distance Education department, (3) Barriers to 

communication with distance education students, ( 4) Lack of a distance education 

librarian, ( 5) Lack of formal distance education program and institutional standards for 
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distance education program, ( 6) Different technology platform for library and online 

instruction, (7) No standardized email system, (8) Use of library resources not being 

required by instructors, 9) Finding out who the distance education students are and how 

to reach them, (10) Inability to access instructor's online classroom, (11) Library's 

awareness of new courses, (12) Not seeing distance education students in order to build 

relationships, (13) Insufficient library staffing, (14) Lack of support students need when 

they need it, for example 24/7 service, (15) Lack of trained staff, (16) Finding ways to 

make distance education students aware of the library, (17) Funding, (18) Administrative 

decisions and lack of support, (19) Timing, and (20) Unknown (not knowing what the 

barriers are). The data signify the importance of knowing who the distance education 

population is that is being served, the importance of human to human contact even in 

largely digital settings, and the need to build relationships for furthering the business of 

library services to distance learners. 

Regarding the response that barriers to communication with distance education 

students prevented promotion and retention of distance education students' interest, the 

librarian expressed that there was no way for the library to find out whether students were 

taking advantage of the library's promotion medium. For the library of which timing 

was a barrier, the issue revolved around the fact that the librarian elected to spend more 

time with library orientation for distance education students, since using the online 

tutorial was not enough to help students understand all that was necessary regarding the 
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library services and resources. The time the librarian needed to allow students more 

human-to-human communication with the librarian was not readily available. 

Concerning one librarian's response of unknown, specific barriers to promotion 

and retention of distance education students' interest in the library were not evident to the 

librarian, but the librarian did express that (1) students are driven by their coursework and 

(2) the library's emphasis on promotion is to the faculty. The librarian reported that 

direct appeal to distance education students to use the library is seemingly an 

insurmountable challenge. 

Table 14 

Obstacles to Library Promotion to Distance Education (DE) Students 

Students Not Communication Barriers to Lack of a DE Lack of 
Realizing the with DE Communication Librarian Formal DE 
Value of Department with DE Program and 
Resources Students Institutional 

Standards for 
DE Program 

1 Library I Library 1 Library 1 Library 1 Library 

Different No Standardized Use of Library Finding out who Inability to 
Technology Email System Resources Not the DE students Access to 
Platforms for Being Required Are and How to Instructor's 
Library and by Instructors Reach Them Online 
Online Classroom 
Instruction 
I Library 1 Library I Library 2 Libraries 1 Library 
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Table 14 ( continued) 

Obstacles to Library Promotion to Distance Education (DE) Students 

Library's Not Seeing DE Insufficient Lack of Support Lack of 
Awareness of Students in order to Library Staffing Students Need Trained Staff 
New Courses Build Relationships When They Need 
Offered It, e.g. 24/7 

Service 
1 Library 2 Libraries 1 Library 1 Library 1 Library 

Finding Ways Administrative Funding Timing Unknown 
to Make DE Decisions/Lack 
Students of Support 
Aware of the 
Library 
1 Library 1 Library 1 Library 1 Library 1 Library 

Students' not realizing the value of resources is contrary to the theory of benefit 

congruency in which the consumer finds value in the hedonic or utilitarian benefits 

promoted and that match a hedonic or utilitarian product (Chandon, Wansink, and 

Laurent 2000). Librarians reported their dependence upon instructors for library 

promotion, but instructors sometimes do not require use of the library resources. 

Students might refrain from visiting the library's Web site to take advantage of resources 

and services if there is no outside motivator (Jones 2004). 

TJQ9: Plans to Overcome the Obstacles 

Question 9 concerns librarians' plans to overcome promotion obstacles that hinder 

promotion to distance learners and the retention of their interest for the future. Table 15 
I 

shows that responses were quite varied among the librarians, but some librarians also had 
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intentions of using more than one means of overcoming the obstacles. To communicate 

more with faculty and involve them in the promotion process was more frequently cited 

as a choice for challenging the difficulties librarians face in an attempt to promote library 

services and resources to distance learners and to maintain future relationships with them. 

The need for more professional staff to ensure better service to distance education 

students and the need to work with campus-wide departments and committees did claim 

the attention of some library professionals. On the contrary, four of the 20 librarians 

interviewed expressed that they had no plans for overcoming the obstacles to promoting 

the library to distance learners and retaining their interest in the future, with one librarian 

explaining that recommendations to promote the library receive no consideration by 

individuals who are in a position to support library promotion to distance education 

students. The library that intended to create a formal publicity plan for instituting regular 

library promotion also planned to incorporate student radio stations, regular notices in the 

campus newspaper, and create library liaisons to distance education faculty members to 

ascertain needs and to provide information about the library. One community college 

librarian that planned to concentrate on promotion to distance education students 

emphasized the need to educate the distance education students about the library. 

Another institution planned to create virtual orientation. 
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Table 15 

Plans to Overcome Obstacles to Library Promotion to Distance Education (DE) Students 

Switching Communicate Communicate Request More Continue 
LIS Vendors with the Distance with/Educate Professional Staff Work with 
to Obtain Education Faculty More and Devote More Campus-wide 
Federated Department (Squeaky Time to DE Committees 
Searches Wheels) (More 

Publicity) 

1 Library 1 Library 6 Libraries 2 Libraries 2 Libraries 

Obtain More Identical Support Update DL and Single Platform Insert Flash 
Online for DE and On- Library's for Course tutorials into 
Resources Campus Students Website and Management Courseware 

Brochure System 

2 Libraries I Library I Library 1 Library l Library 

Visit and Work with Continue to Use Preparing a Plan to 
Inform Each Students/F acuity Postal Mail to DE Formal Publicity Concentrate 
Department in Various Students Plan for More on Promotion 
That Offers Disciplines to Regular during 
Programs/Co Help with Promotions Orientation to 
urses Collection New DE 

Development Students 

1 Library I Library l Library 1 Library 2 Libraries 

No Plan 

4 Libraries 
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To expand on data given in Table 15, Table 16 details the responses of varying 

facets common among community college libraries that provide services and promote to 

distance education students. 

Table 16 

Detailed Plans to Overcome Obstacles to Library Promotion to Distance Education (DE) 
Students 

Institution A Institution B Institution C Institution D 

Change LIS Communicate with Be a squeaky wheel Request more 
vendors DE department professional staff, 

Talk to faculty more then can plan to 
Federated searches devote more time 

Send flyers to to DE 
students 

Institution E Institution F Institution G Institution H 

Continue to work Revise distance Put minute flash Ask faculty how 
with campus-wide learning Web site tutorials into library and 
committees and and navigational distance learning resources can be 
course instructors features of library course management incorporated into 

Web site systems. their courses. 
More publicity 

Push Newsletter 
Obtain more online through email 
resources 

Update brochure 
Identical support 
for DE and on- Need one platform 
campus students for the course 

management system 
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Table 16 (continued) 

Detailed Plans to Overcome Obstacles to Library Promotion to Distance Education (DE) 
Students 

Institution I Institution J Institution K Institution L 

Hire another staff Continue working Acquire something To try to educate 
person to free up on speaking to to promote and educators better 
the reference and faculty members expand offerings to 
instruction and attending DE students 
librarian so that she orientations 
can travel to DE Work with faculty 
and outreach Continue to send and students in 
centers postal mail to DE varied disciplines to 

students help with collection 
development 

To make the library 
more visible at 
every opportunity 
(Special event days, 
for example) 

Institution M Institution N Institution 0 Institution P 

To visit each To have more Emphasize To create virtual 
department that regular promotions education and orientation and to 
offers programs to DE students/use orientation about incorporate more 
and course to make of students' radio library to DE human-to-human 
them aware of station/campus students interaction between 
services newspaper librarians and DE 

students 

Institution Q Institution R Institution S Institution T 

No specific plan, No plan-still in No plan None at present 
but exploring early stages of 
options for trying to serve DE 
promotion students 
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TIQJO: Elements of Services about Which Interviewee Was Not Asked, but Shared 

Ten of the interviewees shared additional information about the library with the 

interviewer. Responses for those who volunteered information varied and are shown as 

follows: 

• The library does not have a delivery system for hard copy materials, but staff 

would like to have it. 

• The college has archives that are being digitized. The library staff must keep up 

with technology and know how to use it to expand services. 

• The library staff worked out reciprocal agreements so that distance learners can 

have physical access to a library if needed. 

• Distance education is not a large part of the student population. Distance 

education is not being promoted to the Administration much and there is not 

enough of what is needed to go online all the way. 

• Over the years, an attempt has been made to present information literacy 

instruction. Overall, it has had a positive effect on students. 

• The librarian wishes to physically see distance education students, but is not sure 

whether or not they would come to the library for orientation. 

• A lot of online students come to campus to use computers. They might not have a 

computer. Many need help with Blackboard. 
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• Students are easily confused in terms of what is on the Web and what the online 

library resources are, if they never set foot on campus. That is why the 

information needs to be incorporated into a course. Physical presence would help 

them realize the potential of library resources. 

• The library provides assistance to distance education students regarding how to 

cite information using Modem Language Association (MLA) and American 

Psychological Association (AP A) documentation styles. Many students do not 

have a good grasp of how to cite material and lack knowledge of how to do 

research. 

• Some instructors choose to have distance education students come to campus for 

the first class meeting. The students' presence on campus is an opportunity for 

the library to possibly present them with an orientation to library services and 

resources. 

Part II, B: Telephone Interviews-Findings and Conclusion 

Anecdotal evidence from the telephone interviews revealed that community 

college librarians did depend greatly upon the Web site for securing distance education 

students' first contact with the library. Most of the respondents cited the Web site as the 

medium through which the library did initiate contact with distance education students 

who had never used the library for distance education purposes. The course instructor 

was the second most used initiator of library/distance education student contact. An 
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exclusive dependence on the Web site for promotion limits the opportunity for effective 

application of the Benefit Congruency Framework. Students might not visit the Web site 

on their own to find out what library services and resources are available (Jones 2004). 

Findings show that in some cases, instructors do not encourage distance learners to use 

the library. 

Some librarians initiated no contact, and hardly any librarians used means of 

initiating a connection with distance learners that required the librarian to insert personal 

communication methods, such as email or telephone calls, to begin interaction with the 

distance learners. A few interviewees expressed that their institutions took steps beyond 

use of the library' Web page to connect with distance education students. Data showed 

that these librarians provided face-to-face sessions for students planning to take courses 

online, letters to distance learners about library services, biogs, librarian's presence at 

instructor's orientation for students, and through directors of research centers. 

Most of the librarians interviewed indicated that no assessment of distance 

learners' information awareness about existing resources and services had been 

conducted. Fifteen of the 20 interviewees responded "no" to that question. Three of the 

librarians responded "yes". Two of the librarians responded only with the comments of 

uncertainty as to whether they assessed distance education students' awareness of library 

resources and services: 1) An annual survey for one library is given to all library users 

and posted on the Web site; responses to the survey are voluntary and that negatively 

affects the size of the response rate. Also, there was no way for that library to 
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distinguish among the types of respondents to the survey. 2) The second library that 

experienced uncertainties about assessments had mailed surveys to distance education 

students, but in spite of offering prizes to the students for responding, not many returned 

the surveys. The surveys have been presented through the Web site and through 

traditional mail. The assessment process for that library is still a work in progress. The 

majority of the librarians implemented no assessment practices for determining distance 

education students' library awareness. Library awareness assessment appears to be is a 

vital element often overlooked in regard to planning services for distance education 

students. 

Some librarians have difficulty keeping the statistics on library usage, but the 

overall lack of assessment practices must not be ignored. Some community colleges may 

not have the necessary technology in place that will allow them to adequately track usage 

and library activity created specifically by distance education students. Technology that 

helps librarians to track data concerning distance education students is currently 

available. In regard to the use of customer (student) relationship management, customer 

relationship management (CRM) software packages are available that will allow the 

collecting, organizing, and analyzing of interactions with clients, with some such 

packages being open source (Distance Education Report 2008). Examples of CRM 

systems are Mpower Open, Xrrns, and hipergate. 

In terms of how librarians maintained contact with distance education students 

regularly in order to inform them about new services, faculty and the use of Blackboard 
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were employed somewhat frequently. The library's Web site was the dominating 

method that the librarians cited as the mechanism by which they informed distance 

education students about new products and services, and there was no indication of 

outreach to distance learners in this respect. It appears that to a great extent, students 

were expected to take it upon themselves to frequent the Web site for any new 

information regarding the library and its resources. Several librarians indicated that they 

did not maintain regular contact with distance learners to inform them of new services. 

On the other hand, a few librarians did attempt to keep their distance education students 

informed by using means such as through a newsletter or a blog. 

When asked what promotion method to distance learners was most effective in 

getting the students to use the library, many of the librarians indicated that faculty and 

directors [ of departments] were crucial in this role. This is indicative of the library's 

dependence upon faculty for the distribution of information and motivation of students in 

the use of library services, whereas a few librarians also implemented other means to 

accomplish getting distance education students involved in using the library resources 

and services. Some librarians relied on instructors for assistance because the educators 

have direct contact with the students and make the assignments. The librarians perceived 

instructors were more able to motivate the students to use the library's services. Some 

librarians sent email directly to the distance learners with the help of the Information 

Technology Department that was able to supply the library with email addresses. Other 

librarians expressed there was no way they could determine what promotion method was 
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most effective in getting distance education students to use the library's resources and 

services. 

Six of the interviewees indicated they would attribute increased use of electronic 

library resources to distance learners. The majority of the interviewees indicated they 

could not determine whether increases in the use of electronic library resources could be 

attributed to distance learners. Ten of the librarians could not make that determination, 

mainly because data created by distance education students had not been tracked or 

separated from those of any other users. Library staff cannot know the effects of current 

services if data are not tracked, and consequently, the planning for the provision and 

improvement of services is affected. 

Most libraries for which an interview was conducted did not have a systematic 

method of sending promotional messages. Five of the librarians interviewed indicated 

they had no plan in place for sending the promotional messages. A smaller number of 

librarians did routinely conduct promotions of the library at the beginning of each 

semester and/or at the end of the semester. Continual promotion efforts were employed 

by only two of the interviewees. Those continual promotions involved librarians' being 

aware of what courses were online, contacting the faculty and evaluating which resources 

were course-appropriate, as well as which resources were available to distance learners. 

A couple librarians promoted the library only in response to a need. Overall, among the 

community college librarians of this study, there was a lack of plans and conscientious 

efforts to promote the library to distance learners on a regular basis. 
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The obstacles to promotion that librarians expressed were varied. Responses 

ranged from the technological challenges such as conflicts with communications 

platforms to having no physical presence with the distance education students in order to 

build relationships with them. Some librarians struggled with finding out who the 

distance education students were and how to contact them. The librarians did not share 

many obstacles in common. 

The challenges to successful promotion and the retention of the distance learners' 

interest were perceived differently for almost all the librarians. Three of the participants 

specified that they had no plans for overcoming the challenges to promotion. One 

indicated that no plan was yet in place, but the librarian felt a need to begin. Another 

librarian expressed that there was no specific plan for overcoming promotion challenges, 

but the library's unit plan is to ensure that all flexible programs have library support. 

The librarian was exploring options for promotion. The third librarian who responded 

that there were no plans to meet challenges to promotion indicated the library was still in 

its early phases of trying to serve distance education students. On the positive side, all 

other librarians had ideas for improving their state in terms of being able to promote 

resources and services to distance learners. Most of the librarians indicated they would 

communicate with and educate faculty more, making themselves more visible. 

Additional information the interviewees shared about their libraries alluded to a 

possible dilemma that the librarians do not have all they would like for the improvement 

of services to distance learners. Also, the support they would like to have for the 
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acquisition and delivery of those services falls short of what is desired, as indicated in an 

interview that revealed the lack of promotion of distance education to administrators and 

the lack of what was needed to go entirely online. The difficulty of orienting distance 

education students to the library without physically seeing them was expressed, as well 

as the lack of a means of delivering hard copy materials to distance learners. 

Information literacy has been beneficial to the students and some librarians participate in 

reciprocal agreements that allow distance education students to have physical access to a 

library if necessary. 

The telephone interviews revealed that librarians generally desire to know more 

about their distance education populations and how to best serve them. For most of the 

community college libraries, efforts in this regard are in progress, but the need to 

improve and expand these efforts continues. Librarians find the need administrative 

support, as well, in order to effect the changes and improvements in service that they 

perceive will be helpful to community college library clients who learn from a distance. 

The librarians reported the need for more staffing and better technological support that 

will enable them to help distance learners reap the full advantage of the library services 

and resources offered. 

Benefit Congruency Framework 

Concerning librarians' promoting benefits of library materials and services to 

distance learners, most participants in the study's interviews indicated that it was 

unknown to them the impact that consumer benefit promotions had on use of the library. 
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Some of the reasons for the librarians' not being able to know the impact were the 

following: the library had not been proactive in promotions, anecdotal evidence was the 

only evidence the library could obtain, and database usage by distance learners had not 

been tracked or measured. In regard to those that did experience positive results from the 

consumer benefits promotions, some reasons were that email messages they received 

from distance learners were indicative of increased usage, that distance learners' usage 

statistics were measured by the number of requests made by distance education students 

and usage had increased, and there had been higher numbers of [materials] borrowers. 

For several of the libraries, course management systems provided links to the 

library's Web site. Although course management systems may provide hedonic services 

and benefits, participants did not provide any indication that hedonic services and 

benefits were a part of introducing the library. Instructors' associating students' 

coursework with the benefits of the library creates a correspondence between benefits 

and products for the purpose of fulfilling a utilitarian need (Chandon, Wansink, and 

Laurent 2000). Through instructors, the library addresses distance learner's practical 

needs with the presentation of utilitarian products such as online databases and benefits 

of economy of research time or economy of travel time. Students are satisfied when the 

promoted product meets the utilitarian need and prevents unwanted circumstances 

(Chitturi, Raghunathan, and Mahajan 2008). The library user responds to the congruence 

between the product and the product's value or benefit. A student's choice of the 
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promoted product, means that the promotion of the product and the corresponding 

benefit were effective (Chandon, Wansink, and Laurent 2000). 

Few librarians in the study were able to provide any data regarding their benefits 

promotion. For the libraries that provided data pertaining to benefits promotion, the 

impact of benefit congruency is shown in the library's improved image, a boost in 

distance education students' email communication with the librarian, and the rise in 

service delivered to students based their requests. Consumers ( distance learners) value 

corresponding product and benefit promotions more than products and benefits that do 

not correspond (Chabdon, Wansink, and Laurent 2000). Students are likely to use the 

library when they perceive value in it (Auth 2002). 

In regard to the number of promotions offered and the congruency of benefits 

associated with them, the amount of promotion and even the promoted benefits are much 

less significant to determining distance education students' use of the library than 

perhaps other such factors as faculty input that encourages use of the library and 

librarian/user relationships. 

Conclusion 

This research has shown that most of the librarians in the study used more than 

one means of creating communications between the library and distance learners. Also, 

data provided by librarians revealed that overall, growth has occurred in the use of 

library resources and services among distance education students. Promoted benefits that 

correspond with the promoted product may have a positive association, but the 
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relationship between the two is obviously impacted by a number of factors whether the 

benefit is of a utilitarian or a hedonic nature in regard to consumer needs. 

An extraordinary finding in this study was that many community college 

librarians do not keep track of or keep an accounting of distance education students' 

library usage statistics independently from those of on-campus students. Library 

awareness assessments were not as widely employed as necessary for the purpose of 

planning for library promotion and the acquisition of services and resources for distance 

education students. 

Librarians who serve secondary school students taking community college 

distance education courses, though not addressed as a research element in this study, 

must consider other facets of promotion since high school students do not necessarily fall 

into the typical group of characteristics associated with conventional distance learners. 

The ways of promotion and collaboration with faculty who serve the distance education 

secondary school educational group may be confronted by these students' needs that 

place demands upon the library, which are not discussed in the literature review of this 

research study. Future research may explore how the library addresses the needs of 

secondary school students who are enrolled as distance learners in community college 

courses. 

The telephone interview data show that librarians are incorporating innovatively 

proactive means of reaching and serving distance learners. The data show that more 
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library awareness assessments and planning are needed for furthering the presence of the 

library among distance learners. 
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CHAPTERV 

SUMMARY, DISCUSSION, AND IMPLICATIONS 

This research explored the influence of distance learning upon community college 

libraries. The central question of this dissertation inquires about the impact community 

college librarians' promotion efforts and use of multiple methods of library promotion to 

new distance education students have upon the students' use of the library resources and 

services. 

Statement of the Problem 

In spite of the availability of access to library resources and services, library 

awareness is an issue (Summey 2004). 

Review of Methodology 

Acquisition of data for this study consisted of the use of two components: 

electronic questionnaires, ore-surveys, and telephone interviews. The population from 

which the sample was drawn was comprised of 272 Associates degree-granting 

institutions listed in the Association of College and Research Libraries' (ACRL) 2005 

Academic Library Trends and Statistics. The final sample included 204 Associates 

degree-granting institutions and these institutions received the emailed questionnaire, or 

research instrument, for the study. 

After exploring the research questions by using an electronic survey and a 

telephone survey, the findings were analyzed and considered. Fifty-nine librarians 
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responded to thee-survey. Data obtained from the responses were tabulated and 

analyzed in relation to the overall growth of library usage as attributed to distance 

education students. Pearson Correlation analyses were used to test the hypotheses: 

Hi: There is a positive correlation between using multiple means of promoting 

community college library services and resources to new distance education and 

greater distance learner use of resources and services designated to support their 

educational efforts. 

Ho: There is not a positive correlation between using multiple means of 

promoting community college library services and resources to new distance 

education and greater distance learner use of resources and services designated to 

support their educational efforts. 

This chapter will look at the findings in terms of factors and promotion elements 

that may impact greater library use among distance education students, the overall 

implications of the findings, the theory of Benefit Congruency Framework and its 

usefulness to this area of research, discussion of the efficacy of the data gathering 

methods and instruments, recommendations, and finally suggestions for future research. 

A summary of the findings is as follows: 

Summary of the Findings 

The findings of this research showed the varied means of communication used to 

make new distance education students aware of the library. Since distance learners may 

lack library awareness regardless of the resources and services available to them (De 
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Jong and Branch 2005), the question arises concerning what has been done and how 

attempts have been made to make the students aware of the library and to increase its 

usage among the distance education student population. While data show that a large 

number oflibrarians use their and their institution's Web sites often as the major means 

of communicating the library to distance education students, the hypothesis of this 

research made the conjecture that there is a positive relationship between the use of 

multiple promotion methods and the amount of library usage by distance education 

students. Analyses of the data have shown this hypothesis to be essentially not true. 

Although the majority of librarians reported that their institutions experienced increases 

in their usage statistics, as attributed to promotion to distance learners, it is apparent 

through the testing of the hypothesis that the quantity of promotions, as well as the 

benefits associated with the promotions, has had little effect upon distance education 

students' use of the library. 

Discussion of the Findings 

In light of the findings, other factors surrounding the promotions contribute to 

accounting for the increases many of the libraries experienced. Answers are found in 

what the librarians say consisted of their most effective promotion methods. Specifically, 

a pattern of librarians' responses regarding the most effective promotion methods 

included: 1) faculty and instructors' conveyance to students the necessity of using the 

library, 2) faculty collaboration with librarians, 3) embedded librarians, 4) promotion 

scheduling, and 5) needs assessment. 
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Librarians perceived that instructors were the most effective element of promotion 

to get distance education students to use the library because instructors may have more 

direct influence upon students to use the library. Librarians also shared that if syllabi and 

coursework require assignments that are directly linked to the library's resources, 

students have a reason to use the services and place a value upon what the library has to 

offer. The Benefit Congruency Framework places the user at the center of the promotion 

and the association of value between their coursework and the library. The library 

satisfies the utilitarian need: the availability of and access to specific resources or 

services associated with the prevention goal or benefit of academic success (Chitturi, 

Raghunathan, and Mahajan 2008). User satisfaction increases when a product meets or 

surpasses the utilitarian needs and completes the prevention goals of avoiding undesirable 

results (Chitturi, Raghunathan, and Mahajan 2008). 

Utilitarian products or services, whether 24/7 access, interlibrary loan service, or 

others, correspond with the utilitarian benefits of convenience, saving time, and saving 

money (Chandon, Wansink, and Laurent). The Benefit congruency Framework is in use 

if the student perceives the library provides value through the benefits and services 

promoted (Dhar and Wertenbroch 2000). 

The theoretical framework of benefit congruency (Chandon, Wansink, and 

Laurent 2000) is evident through tthis study because for librarians who were able to 

indicate the effects of their promotions, usage increases were demonstrated through 

increased student communication with the librarians and greater requests for materials. 
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Through instructors, the library addresses distance learners' practical needs with the 

presentation of utilitarian products in the manner of online databases and benefits of 

economy of research and travel time, and others. Students are satisfied when promoted 

products meet their utilitarian needs and help to prevent unwanted circumstances 

(Chitturi, Raghunatnan, and Mahajan 2008). Hedonic services are present in the use of 

biogs or chat activities and provide social interaction that satisfies users. The congruence 

between the product and the product's value or benefit influences the student's decision 

to use the library (Chandon, Wansink, and Laurent 2000). 

Some librarians indicated that more collaboration between faculty and librarians 

was a way to overcome obstacles to promotion. Through instructors, librarians may 

become more familiar with who the distance education student users are and better 

ascertain their information needs. In reference to one of the interviews, an advisory team 

and focus groups assess how the library is doing: how the library achieves promotion to 

distance education users. Librarians and instructors may form a team for implementing 

library awareness, and thereby encourage distance learners' further use of the library, as 

well as foster stronger academic and research skills among the students. 

Relationship marketing has a place regarding librarians' being able to know the 

students and interact with them. In this study, some librarians recognized their need to 

build relationships with the students for the improvement of promotion, but did not know 

how to or did not have the means to create relationships. For some librarians and 

distance education students, the .reciprocal interest characteristic of relationship 
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marketing was made possible through the librarian's access to the online classroom as 

embedded librarians. The opportunity for person-to-person interaction and mutual regard 

was greater when librarians had a presence with the students. It was difficult for some 

librarians to form relationships with distance learners because means of contacting 

students were limited by differences in technology systems used for online classrooms, 

email, and the library. 

From the data, an inference may be made that librarian/student interaction in a 

face-to-face setting or with the librarian embedded as an instructor within the online 

course was a common thread among some libraries that experienced increases in usage 

among distance education students. The initiative of one library garnered help from the 

school's Information Technology department to acquire distance education students' 

email addresses to which promotional library information could be sent, but the human to 

human element of some promotions may help to alleviate perceived isolation of distance 

education students from the support systems that are designed to assist them. The 

library's presence in such a case is real, while librarians also help to instruct and guide 

the distance learner in the use of the library's resources and services that benefit their 

academic endeavors. 

Although the number of promotions used does not necessarily have any bearing 

on whether distance education students will use the library more, planning or scheduling 

of promotions at the point of need could possibly make a difference in when and how 

often a distance learner uses the library's resources. Some librarians reported that they 
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sent promotions at the beginning of each academic semester, but the majority of 

librarians indicated that they had no particular times specified for when they put forth a 

library promotion. In that regard, even if distance education students used the Web site 

for library awareness, the lack of a regular schedule for promotion or for making students 

knowledgeable about new materials and services could contribute to students' 

overlooking the updates, perpetuating a lack of library awareness. In reference to the 

sending of promotional messages as Kalyanam and Zweben (2005) indicated, libraries 

must know to whom they will promote the library, what they will promote, how the 

promotion will be accomplished, and when the promotion should be delivered. 

Librarians who partner with faculty to promote the library could facilitate their 

knowledge of the students, learn what their needs are, and build and maintain 

relationships with students that result from librarian/student communication about how 

the library may serve their information needs. Understanding students' needs requires 

assessment of the distance learner's existing knowledge of the library, as well as the 

types of library usage and materials usage indicated in statistics that the students 

accumulate. Total Quality Management relates to this study through its theoretical 

application of systematic and continuous improvement of service and commitment to 

satisfying users (Kumbar 2004 ). Over half the librarians interviewed expressed that they 

performed no assessment of distance education students' awareness of the library, and 

over half interviewed did not track or distinguish distance education students' usage 

statistics from those of any other student. 
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Overall Implications of the Findings 

Since introduction of the library is the basic level of promotion of resources and 

services, the e-survey queried participants regarding the number and types of methods 

they used to establish new distance education students' first awareness of the library and 

its offerings. Of all respondents, 74.5% used at least two different main methods of 

introducing the library to distance education students, whereas 18.6% of promoting 

librarians employed only one main means for the same purpose and 6.8% did not exercise 

any form introductory communication with distance education students. The mean 

number of methods used to introduce the library to distance education students was 2.66 

methods. Following the Pearson two-tailed test of the hypothesis in relation to 

introductory methods and library usage, the findings were that there was not a positive, 

significant relationship between the two variables number of introduction methods and 

overall percentage growth of library use among distance education students. As a result, 

the null hypothesis was not rejected, indicating that there is not a positive correlation 

between employing multiple introduction methods for introducing the library to new 

distance education students and greater distance learner use of resources and services 

designated to support their educational efforts. The number of introductory methods does 

not appear to be a critical factor to gaining distance education library users, but 

introducing the library to distance learners would indeed seem to be beneficial to the 

extent of creating an initial awareness of the existence of the library's resources and 

189 



services among that learner group. The awareness may serve as an information reference 

point for students who meet with the academic demands of any particular coursework. 

Another Pearson test followed that examined the relationship between the 

variables number of communication modes and overall percentage growth percentage of 

library use by distance education students. Although the librarians employed near an 

average number of four communication modes to promote the library to distance 

education students, the two-tailed test yielded the correlation coefficient .203, making the 

direction of association between the number of communication modes and the overall 

growth in distance education students' library use positive, but the relationship between 

the variables was ineffectual in terms of disproving the null hypothesis. It may be 

concluded that multiple communication styles and methods do not affect distance 

education students' library use to any significant degree. In spite of the benefits that were 

reported as promoted with services and resources, in regard to the Pearson tests, little 

relationship existed between the variables; and as a result, the promoted benefits had little 

direct effect upon distance education students' use of the library. 

Similar results were obtained from a coding of the responses gathered from the 

telephone interviews: almost all the community college librarians practiced some method 

of introducing the library to distance education students and generally most employed 

multiple efforts to create library awareness among new distance education students. 

There was a very strong reliance upon the library's or the institution's Web site to 
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provide awareness. The initiatives for introducing the library to new distance education 

students did not have a strong impact upon library use. 

Most of the librarians interviewed used the Web site to maintain contact with 

distance learners. Ironically, in spite of the widespread use of the Web site for promoting 

library awareness, 50% of the interviewees cited some form of dependence upon or 

collaboration with instructors as the most effective method used for involving distance 

education students in the use of the library's resources and services, as shown in the data 

of Figure 3 9. 

Twelve of the 20 librarians interviewed had no knowledge of how their consumer 

benefit promotions impacted distance education students' use of the library and cited a 

wide range of reasons for not being able to do so. It appeared that the key reason for non

response regarding the benefits' impact was that librarians made no distinction between 

the usage statistics for on-campus and distance education students. The same was true 

for 55% of the interviewees regarding whether their increases in usage of electronic 

resources could be attributed to distance education students. In the majority of cases, 

librarians did not track distance education usage or did not differentiate between usage 

statistics created by on-campus and distance education students. 

Most of the librarians interviewed indicated that no assessment of distance 

learners' information awareness about existing resources and services had been 

conducted. Fifteen of 20, or 75%, of the librarians interviewed responded "no" to the 
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question about whether they conducted any distance education student awareness 

assessment. 

Librarians provided a wide range of challenges to their being able to better 

promote the library to new distance education students, although most of the librarians 

had no established plans for routinely promoting to new distance education students. The 

two librarians that reported practicing continual promotion did so by staying aware of 

what courses were online, by contacting faculty, and by evaluating which resources were 

available and suitable for specific distance education courses. Data indicated that an 

obstacle for librarians was the lack of having the proper connection between librarian and 

instructor. The librarians specified the obstacles as follows: the use of library resources 

was not being required by instructors, the library's lack of awareness of new courses, 

and the librarian 's inability to access the instructor's online classroom. Inconsistencies 

between instructional technology service platforms and library technology service 

platforms, inadequate staffing, and a lack of library support from administrators had an 

adverse effect on promotion. Not knowing who the distance education students were and 

not being able to see the students were also major obstacles to promotion. 

To overcome the obstacles, most of the librarians (80% of interviewees) indicated 

that they did have plans to execute changes that would help in promotion efforts. More 

communication with faculty and involving the instructors in the promotion process were 

the primary approaches that librarians reported they would incorporate to overcome the 

challenges to promotions that they face. 

192 



Finally, librarians provided additional data that indicated some librarians do not 

have what is necessary in order to improve services to distance learners. One library did 

not have a delivery system for hard copy materials. For another, distance education was 

not very well promoted to the administration, and the library did not have the technology 

in place to provide services completely online. Also, library personnel desired more 

administrative, technological, and staff support in the acquisition and delivery of 

resources and services to distance education students. 

Theoretical Value of Benefit Congruency Framework 

Some of the theoretical constructs that have been discussed include Relationship 

Marketing, Total Quality Management, and the Benefit Congruency Framework. Central 

to this study was the Benefit Congruency Framework which contends that if the benefits 

that are promoted for a particular product are congruent with that product, and if the 

benefit has a utilitarian or a hedonic appeal for the consumer, as the product is 

correspondingly utilitarian or hedonic, then the effectiveness of the promotion is 

positively affected by the congruency (Chandon, Wansink, and Laurent 2000). 

Utilitarian benefits were promoted in relation to electronic databases, digital 

collections, tutorials, online chat with a librarian, email communications with a librarian, 

24/7 assistance, assistance by telephone, and services peculiar to individual institutions 

( Other). Benefits consisted of access to reputable and scholarly resources, library 

instruction/information literacy, online assistance, prompt delivery of information, 

potential to improve students' grades, economy of research time, economy of travel time 
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to a library for accessing information, online access to materials on reserve, financial cost 

effectiveness in acquiring information, 24/7 access to electronic library resources, and 

other benefits peculiar to individual libraries. Although the majority of participants had 

no knowledge of the impact that consumer benefit promotions had on use of library 

resources and services-resulting in part from some librarians' lack of proactive 

behavior towards promotions and the absence of any tracking or measuring of data 

pertaining to distance education students' library usage in particular-some libraries did 

experience positive results from the promotion of consumer benefits. This finding is 

explained through the Benefit Congruency Framework that suggests that benefits that are 

congruent with the product, for which the benefits are promoted, do indeed have a 

positive impact upon the effectiveness of the product's promotion. 

For those libraries having positive results in connection with library resources and 

promoted benefits that fit the products and services, the Benefit Congruency Framework 

was in operation. The evidence lies in the increased email messages librarians received 

from distance education students, the number of requests the students made, the increase 

in use of materials and services, and the increased number of student~ borrowing library 

resources pursuant to the promotion of library products and services that had congruent 

benefits. The aforementioned increases are indicators that institution of the Benefit 

Congruency Framework has an effect upon whether students desire to use the library's 

resources and services, although faculty influence upon students to use the library and 

possible librarian/user relationships may positively impact usage, as well. 
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The Pearson Correlation analysis tested the relationship between the level of rank 

at which benefits were promoted and the overall usage growth affected by distance 

education students, as perceived by the reporting librarians. Although librarians 

promoted reputable and scholarly resources as a benefit more than any other, and the 

Pearson correlation showed that even though the correlation to overall growth was not 

significant at the .05 level, there was a positive correlation. 

The theoretical value of the Benefit Congruency Framework to this area of 

research requires even further study that would involve communication with distance 

education students. This study focuses on libraries and how librarians perceive they are 

engaging in library promotion to distance education students. The Benefit Congruency 

Framework does have a positive impact upon promotions, but relevant to community 

college libraries, other factors such as faculty communications with librarians and to 

distance education students about the library appear to have more an impact. Instructors' 

influence through the use of coursework connects students with promoted products and 

ultimately with the benefits of which students may perceive value and respond to the 

promotion. The effective presentation of product and service benefits, what is conveyed 

and how, fosters successful promotion to students (Nicholas 1998). 

· Methodology Efficacy 

Use of the e-survey to gather data was effective in determining the number of 

libraries that engaged in promotion to distance education students and the methods by 

which library promotion occurred. Use of the scale of percentages was.the most effective 
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way to gather information about the amount of growth libraries experienced as a result of 

promotion to new distance education students because many community college 

librarians did not collect specific data on usage pertaining to distance education students 

as a group, whereas the scale of percentages allowed those librarians who did keep such 

data to indicate their responses within a growth range. On the other hand, some 

participants were not as attentive to instructions for completing the e-survey as needed, 

ranking responses to questions with the same numerical indicator for more than one item. 

The telephone interviews were an excellent way to gather data because librarians 

expressed themselves freely in terms of their efforts for library promotion, how they 

perceived their role in drawing or not drawing students to use the library, and what they 

felt were obstacles to their achieving the desired level of promotion to distance education 

students. Interview data was convenient for tabulation and analysis since many of the 

responses were similar in content and corresponded thematically. The telephone 

interviews provided a more detailed and extensive explanation of promotion practices 

among community college librarians, which factored quire well into this research. 

Interestingly, some librarians shared that as a result of thee-survey, they were planning to 

do more to implement library promotion to distance education students. 

If the study were initiated again, the e-survey would be an item considered for 

elimination because of the tediousness of tabulating responses to the number and variety 

of responses obtained. Rather, a telephone survey or in-person questionnaire consisting 

of fewer, but perhaps more condensed response options would be better suited for the 
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research. In that respect, it is possible there would be less opportunity for participants to 

diverge from stated questions, but offer more focused responses to the questions. 

The telephone interviews would be retained as a tremendous means of acquiring 

data because it could allow the researcher to obtain clarification of responses. The 

qualitative aspect of telephone interviews allows the researcher to see inside case 

situations and better understand the content of responses, providing a richer and more 

thorough accounting of library service behaviors than may be acquired through and e

survey. To the telephone interviews, one could add questions that do require numerical 

responses, retaining and enhancing the opportunity to acquire quantitative data. 

Novel Information Resulting from the Study 

The researcher learned community college librarians' perceptions about 

promotion. The majority of the community college librarians promote the library to 

distance learners to some extent, but others do not and some have no plans to do so. The 

following is critical information discovered about community college librarians' 

treatment of promotion to distance learners: 

• Community college libraries largely did not keep statistics on distance learners' 

interactions and transactions with the library. 

• Community college librarians' assessment of distance learners' library awareness 

was virtually absent. 
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• Librarians perceived that course instructors were their most effective medium for 

library promotion, although some instructors did not encourage students to use the 

library. 

• Some librarians perceived a lack of relationships with distance education students 

was a barrier to promotion. 

• Some community college librarians expected distance education students to take it 

upon themselves to initiate a visit to the library's Web site or to initiate contact 

with the library. There was little or no outreach. 

• Most community college librarians did not know the effect of their product and 

benefit promotions to distance learners. 

Recommendations 

Librarians need to become more proactive in assessing library programs available 

to distance learners. They should make adjustments accordingly and develop promotion 

plans. Librarians should enlist the assistance of consultants from the business field and 

input from stakeholders to help create an effective promotion plan. The plan should 

include a mission statement, what is to be promoted and how, and a promotion schedule. 

Once a plan has been established and integrated into library operations, assessment of the 

plan should be ongoing. 

Community college librarians should maintain contact with distance education 

instructors, the distance education department, and any other departments that are 

responsible for creating distance education courses. Librarians must make the effort to 
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find out what new courses will be offered through distance learning and proceed to make 

decisions of how to effectively deliver the library to students taking the courses. 

Librarians should take advantage of student relationship management software for 

tracking students' interaction with the library. Data collected from the program may be 

useful in building a case for acquiring more library funding, staff, materials, and for 

finding out how to best meet users' needs, help them find value in using the library, and 

to retain users. 

Suggestions for Future Research 

For future research, a study of the reasons why many community college 

librarians do not effectively track distance education students' use of the library resources 

and services might be useful. The study might be useful in ascertaining the direction and 

methods community college librarians need to approach for giving an account of growth 

or a loss of growth in library use. An accounting of data may provide librarians and 

stakeholders incentives for exerting more effort, time, and finances toward initiatives for 

involving distance education students in taking advantage of what the library offers. 

Viable marketing strategies geared towards attracting and retaining the distance education 

student population would serve to enhance both library and user productivity. 

Community college librarians might be more effective with better knowledge of 

marketing strategies and theories of promotion from the field of Business. If librarians 

were to consider the library as more a business and that the clients frequent or do not 

frequent the library (business) as a result of how the library reaches out to them, then the 

199 



library might gain and retain more customers. It would be beneficial to librarians to take 

on and apply more the theoretical concepts such as Relationship Marketing, Total Quality 

Management, and the Benefit Congruency Framework that keep the satisfying and the 

retention of consumers at the center of service. Librarians might begin to apply such 

theories by documenting what distance education students are doing in terms of library 

use in order to know and to understand the trends created by this user group. It is 

possible that librarians will become more aware of what benefits need to be matched with 

a promoted product or service, as determined by what users indicate their needs are. 

Establishing the Benefit Congruency Framework into service to distance learners may 

serve to further give the library relevance to the students, with the potential of keeping 

them as long term consumers. Getting to know the distance education users and 

cultivating an awareness of them through assessments, course management systems, 

faculty, email, chat, instant messaging, face-to-face opportunities, and engaging in 

customer follow-up and feedback, as well as through other means, can nurture the very 

kind of rapport between the library and the user which information professionals really 

want and which provide for better service to distance education students. 

Since multiple modes of communication are not the key variable that causes usage 

growth among community college libraries, it also is suggested for further research that 

studies be conducted that pertain to promotion in which distance education students are 

queried concerning their perceptions of how the library accomplishes promotion. Study 
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should be conducted to determine what the students need and want in terms of library 

awareness and promotion. 

Another area for future research may be community college librarians' methods 

of providing services and promotion to secondary school students who take courses for 

college credit. Future research may examine how college librarians promote to this group 

of distance learners and what the effects of promotion are upon how these students use 

the library. 

Future research is recommended that may involve gaining an understanding of 

why many librarians do not assess the needs or interests of their distance education 

students and what happens when regular assessments are conducted. A study of how a 

lack of assessment affects the economics of library services and products is needed. 

Research may be conducted that examines promotion to distance education 

students and library services in regard to how institution's administrators perceive 

librarians' presentation of the library as an integral part of the institution's growth 

overall. Researchers may examine how those perceptions directly affect funding to 

libraries and the provision of services that may be promoted. 

Conclusion 

Data-gathering holds a significant place for libraries regarding distance learners 

so that the library may pursue offering the best service and creating ongoing relationships 

with distance education students. Aside from the use of multiple promotions, it appears 

for Ii brarians to better accommodate distance learners, the gap between making resources 
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available and making distance education students aware of their availability must be 

closed-beginning with an examination of what is already known by the users and what 

they actually have been using in terms of library resources and services. Proactive 

measures on the part of community college librarians are likely the facets of promotion 

that will serve to increase distance education students' awareness and use of the library. 

Branding was not an element of research studied in relation to the sample for this 

study, but branding for libraries may be a tool that librarians can explore for moving 

forward with promotion to distance education students. An approach to creating and 

maintaining library awareness must be established by librarians in order to serve their 

individual and unique population of distance learners. Branding would allow librarians 

and users to connect through consistency of identification and experience regarding 

products and services (Dempsey 2004). A formula for promotions and increased library 

usage can only be gained if assessments of the library services, assessment of distance 

education students' prior knowledge of the library, and a documentation of distance 

education students' library activity are maintained. Essential to the formula is librarians' 

collaboration with distance education faculty who may additionally assist in making a 

determination of student needs as they pertain to the curriculum. The library's direct 

contact with students is necessary whether through course management systems or 

occasional face-to-face interaction in order to initiate and continue communication with 

the students. Such interaction signifies a valued customer that can engage in reaping the 
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benefits of resources and services through an awareness of and knowledge of how to 

apply the resources and services at hand. 

To obtain adequate technology and staffing may require keeping administrative 

personnel advised and informed of what the library is doing to enhance the education 

process of distance learners. This involves not only telling but showing through 

documentation of distance education students' library activities and also through 

educating administrators about the library to the extent that they may find value in it. 

Assessment without action following for improvement of promotion and library 

awareness, or the promotion without assessment may nullify any attempts to provide 

sufficient services. Ineffectual promotions waste staff time, money, and squander the 

opportunity to make a good first impression on new distance education students. For 

many distance education students, attuning to the library promotion benefits possibly 

results from the needs the students find imposed upon them by specific course 

assignments and faculty requests concerning their use of the library. Even so, every 

effort community college librarians are able to effect towards building productive 

relationships with distance learners may be worth the endeavor. 
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E-SURVEY COVER LEITER 

Dear Library Director: 

My name is Sandra Austin and I am a Doctoral Degree candidate in the School of Library 
and Information Studies at Texas Woman's University (Denton, Texas). I am conducting 
the study Promotion of Community College Libraries to New Distance Education 
Students: Library Awareness through Multiple Channels of Communication. I would be 
very grateful if you could help me with my dissertation research for this study by 
completing the attached questionnaire and returning it to me via email. The questionnaire 
concerns library services to distance education students. For the purposes of this study, 
the term distance education student, or distance learner, is defined as follows: A 
distance learner is as an adult student tal<lng courses away from the traditional academic 
facility of a main campus or whose ability to pursue coursework at such a facility is 
limited by geographic distance (Association of College and Research Libraries 2005, cite 
below). As well, a distance learner is an adult student that might be taking distance 
education courses as a result of a lack of course or degree offerings at the main campus. 

I would be more than willing to send you the resµlts of the study when it has been 
completed. Your time and help are appreciated, and I look forward to your response. 

Thank you, 

Sandra Austin, Doctoral Candidate 

Association of College and Research Libraries. 2005. Guidelines for Distance Leaming Library Services. 
American Library Association. http://www.ala.org/ala/acrl/acrlstandards/guidelinesdistanceleaming.htm 

Contact information: 

Sandra Austin 

213 Northcrest Drive 

Wake Village, Texas 75501 

Telephone: (903) 838-6886 

Email: sjaustin@gte.net 

Dr. Lynn Akin, Doctoral Committee Chairperson 

Texas Woman's University 

P.O. Box 425438 

Denton, Texas 76204-5438 

Telephone: (904) 898-2615 

Email: lakin@mail.twu.edu 
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E-SURVEY 

"The return of your completed questionnaire constitutes your informed consent to act as a 

participant in this research. " 

"Confidentiality will be protected to the extent that is allowed by law. " 

Promotion of Community College Libraries to New Distance Education 
Students: Library Awareness through Multiple Channels of 
Communication 

Instructions: In the blanks to the left, please indicate the answer that appropriately 
designates your response to each question. 

· 1. Does your library promote itself to new distance education students? 

Yes 
; ~ 

_No I Why not? ___________________ _ 

2. Does your library's home page include a hot link designated as library 
services for DE students? 

Yes 

No 

3. By what method ~e your library and its services introduced to distance 
learners? 

Information literacy tutorial / Circle the following medium used: 
- -

A. Web 

B. Compact disc 

C. Other/Explain other.------------:-------
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_Librarian's classroom visit/ Circle the following medium used: 

A. Webcast 

B. Interactive TV · · 

C. Library instruction module in the DE course 

D. Other/Explain other. -----------------

_Library orientation/ Circle the following medium used: 

A. Library on-site orientation 

B. Virtual (web-based) library orientation tour 

D. Other: Explain other -----------------

_Library brochure /Circle the following delivery method used: 

A. Brochure by Email 

B. Brochure by U.S. postal mail 

4. a. What mode of communication does your library use to promote library 
services and resources to new distance education students? 

_Library's web page 

_Institution's web page 

_Distance learning web page 

Student listserv 

Email 

_Tutorials on compact disc 

_Virtual/web-based library orientation tour 

_Librarian/faculty collaboration 

_Links to the library's web site from the online course site 

Other/List other ___________________ _ 
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b. If possible, briefly explain how you employ any of the above 
communication modes to promote the library to distance learners. 

5. What products and services does your library promote to new distance 
learners? Check all that apply. 

_Electronic databases 

_Electronic reserves 

_Digital collections 

Tutorials 

_Online chat with a librarian 

_Email communication with a librarian 

_Around-the-clock (24/7) assistance from a librarian 

_Assistance by telephone 

Other/List other --------------------
6. As a result of promoting your library's products and services to distance 

learners, what would you say about use of the following? Highlight the 
percentage that best reflects that use. 

Electronic Databases 

<= 40 30 25 20 I 5 10 5 0 5 IO 15 20 25 30 40 ⇒ 

Percentage Decrease ~ Percentage Increase 

Electronic Reserves 

<= 40 30 25 20 15 IO 5 0 5 IO 15 20 25 30 40 ⇒ 

Percentage Decrease ~ Percentage Increase 
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Digital Collections 

<= 40 30 25 20 15 IO 5 . 0 5 IO 15 20 25 30 40 ⇒ 

Percentage Decrease ~ Percentage Increase 

Tutorials 

<= 40 30 25 20 15 10 5 0 5 IO 15 20 25 30 40 ⇒ 

Percentage Decrease ~ Percentage Increase 

Online Chat with a Librarian 

<= 40 30 25 20 15 10 5 0 5 10 15 · 20 25 30 40 ⇒ 

Percentage Decrease ~ Percentage Increase 

Email Communication with a Librarian 

<= 40 30 25 20 15 IO 5 0 5 . IO 15 20 25 30 40 ⇒ 

Percentage Decrease ~ Percentage Increase 

Around-the-Clock (24/7) Assistance 

<= 40 30 25 20 15 10 5 0 5 IO 15 20 25 30 40 ⇒ 

Percentage Decrease ~ Percentage Increase 

Assistance by Telephone 

<= 40 30 25 20 15 IO 5 0 5 IO 15 20 25 30 40 ⇒ 

Percentage Decrease ~ Percentage Increase 
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8. Indicate the level of appeal to distance education students for each of the 
following library benefits you promote. Respond by ranking the benefits, 
using the numbers 1 to 11 only once, with "1" indicating the apparently 
highest level of appeal. 

_Access to reputable and scholarly resources 

_Library instruction/Information literacy .. 

Online assistance 
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_Prompt delivery of information 

_Potential to improve students' grades 

_Economy of research time 

_Economy of travel time to a library for accessing information 

_Online access to materials on reserve 

_Financial cost effectiveness in acquiring information 

_24/7 access to electronic library resources 

Other/List other ---------------------

9. What means of reference service is available to your distance learners? 

E-mail 

_Interactive Web page/ Describe ______________ _ 

_ Telephone 

Web chat 

_Instant messaging 

_Other/ Explain other __________________ _ 

1 O. What method of materials delivery is provided for distance learners? 

E-mail 

_Interactive Web page/ Describe ______________ _ 

Fax 

Face-to-face 

United States Postal Mail 

_Other/ Explain other _________________ _ 
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11. As a result of your efforts to promote your library services to DE students, what 
would you say of the following? Highlight the percentage that best reflects your 
response. 

Materials Circulation Counts 

<= 40 30 25 20 15 10 5 0 5 10 15 20 25 30 40 ⇒ 

Percentage Decrease B Percentage Increase 

Interlibrary Loans 

<= 40 30 25 20 15 10 5 0 5 10 15 20 25 30 40 ⇒ 

Percentage Decrease B Percentage Increase 

Document Delivery Requests · , 

<= 40 30 25 20 15 10 5 0 5 10 15 20 25 30 40 ⇒ 

Percentage Decrease B Percentage Increase 

Virtual Reference Exchanges 

<= 40 30 25 20 15 . 10 5 0 5 10 15 20 25 30 40 ⇒ 

Percentage Decrease B Percentage Increase 

Use of Online Library Catalog 

<= 40 30 25 20 15 10 5 0 5 10 15 20 25 30 40 ⇒ 

Percentage Decrease B Percentage Increase 
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Virtual Library Tours 

<= 40 30 25 20 15 10 5 0 5 10 15 20 25 30 40 ⇒ 

Perc~ntage Decrease ~ Percentage Increase 

Number of Materials Requested in Electronic Databases 

<= 40 30 25 20 15 10 5 0 5 10 15 20 25 30 40 ⇒ 

Percentage Decrease ~ Percentage Increase 

Other 

<= 40 30 25 20 15 10 5 0 5 10 15 20 25 30 40 ⇒ 

Percentage Decrease ~ Percentage Increase 

List Other ------------------------

12. Following the overall implementation of your efforts to promote library 
services to distance learners, what would you say about use of the library 
services? Highlight the percentage that best describes the following: 

Use of Library Services 

<= 40 30 25 20 15 10 5 0 5 10 15 20 25 30 40 ⇒ 

Percentage Decrease ~ Percentage Increase 

13. Is there anything not asked in this questionnaire that you do effectively to 
promote your library to distapce learners? Please describe briefly. 
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If you would like to receive a summary of the results of this study, please provide 
an address to which this summary may be sent. 
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E-SURVEY FOLLOW-UP LETTER 

Dear_(Name) ------

My name is Sandra Austin and I am a Doctoral Degree candidate in the School of 
Library and Information Studies at Texas Woman's University (Denton, Texas). In the 
event you did not receive my previously emailed letter, I send this request for your 
assistance. I am conducting the study Promotion of Community College Libraries to New 
Distance Education Students: Library Awareness through Multiple Channels of 
Communication. I would be very grateful if you could help me with my dissertation 
research for this study by completing the attached questionnaire and returning it to me via 
email. The questionnaire concerns library services to distance education students. For 
the purposes of this study, the term distance education student, or distance learner, is 
defined as follows: A distance learner is as an adult student taking courses away from 
the traditional academic facility of a main campus or whose ability to pursue coursework 
at such a facility is limited by geographic distance (Association of College and Research 
Libraries 2005, cite below). As well, a distance learner is an adult student that might be 
taking distance education courses as a result of a lack of course or degree offerings at the 
mamcampus. 

I would be more than willing to send you the results of the study when it has been 
completed. Your time and help are appreciated, and I look forward to your response. 

Thank you, 

Sandra Austin, Doctoral Candidate 

Association of College and Research Libraries. 2005. Guidelines for Distance Leaming Library Services. 
American Library Association. http://www.ala.org/ala/acrl/acrlstandards/guidelinesdistanceleaming.htm 
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APPENDIXB 

Telephone Interview Questions 
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, TELEPHONE INTERVIEW QUESTIONS 

This telephone interview is designed to gather qualitative data relevant to 

responses provided in the questionnaire for the research study Promotion of 

Community College Libraries to New Distance Education Students: Library 

Awareness through Multiple Channels of Communication. This part of the study 

leads to an assessment of relationships between current promotion efforts and the 

potential for distance learners' future library resource use. Your participation in this 

study is strictly voluntary and you may withdraw from participation in this interview at 

any time. "Confidentiality will be protected to the extent that is allowed by law." 

1. How does your library initiate contact with distance education students who have 

never used the library for DE purposes? 

2. Is there any point during which your library assesses distance learners' information 

awareness about existing resources and services? 

3. How does your library maintain contact with distance education students regularly in 

order to inform them of new services and they become available? 

4. What promotion method (s) do you think have been most effective in getting DE 

students to use the library's resources and services and why? 

5. If your library promotes benefits of library resources and services to distance learners, 

how have the consumer benefit promotions had an impact upon the use of library 

resources and services among new distance education enrollees? 
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6. When and how does you library decide that a promotional message should be 

presented to distance learners? 

7. Following promotions, would you attribute increased use of electronic library 

resources to distance learners? 

8. What do you consider to be the major obstacles to promoting to and retaining the 

interest of new distance education students and why? 

9. What plans do you have to overcome the obstacles to promoting to and retaining the 

interest of distance learners in the future? 

10. Is there any element of the library's services to DE students that I have not asked you 

about that you would like to share? 
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