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Student satisfaction is essential for developing an engaging and active library 
environment that promotes usage and shapes a favorable view of the 
institution. This study uses the Kano Model to investigate university 
students' satisfaction with library services and resources, focusing on basic, 
performance, and excitement dimensions. The goal is to enhance 
understanding of user satisfaction in academic libraries. The study surveyed 
300 university students randomly selected from four State Universities and 
Colleges (SUCs) in the Philippines using a researcher-created survey tool. 
The results showed that students were generally satisfied with the basic 
aspects of library services and resources. However, they expressed neutral 
satisfaction with performance aspects and dissatisfaction with library 
resources. Similarly, satisfaction with the excitement aspects of library 
services was neutral, but there was dissatisfaction with the excitement 
aspects of library resources. These findings provide valuable insights into the 
complex dimensions of university students' satisfaction with library services 
and resources, helping institutions improve the quality of their educational 
library services. 
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1. Introduction 

*The university library is a multifaceted 
cornerstone of academic life (Desrochers et al., 
2018). It is a hub for intellectual exploration and 
scholarly engagement (Shapiro, 2016). Beyond its 
traditional role as a repository for print resources, 
the modern university library has evolved to meet 
the diverse needs of students and faculty (Seal, 
2015). It is a dynamic space that integrates cutting-
edge technology (Noh, 2015), collaborative 
workspaces (Choy and Goh, 2016), and a vast array 
of digital and physical resources (Bygstad et al., 
2022). It has become a nexus for learning 
(Ogunbodede and Wiche, 2022), research (Sinha et 
al., 2023), and innovation (Hussain, 2023). 
Moreover, the library actively contributes to 
developing critical skills necessary for navigating the 
complex landscape of academia (Cox, 2023). Thus, it 
remains a dynamic and integral component of the 
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educational journey among students (Renz and 
Hilbig, 2023). 

The commitment to maintaining and enhancing 
library services and resources extends beyond mere 
infrastructure investments (Yakubu et al., 2022). It 
represents a strategic dedication to elevating the 
educational experience and fostering a vibrant 
academic community within the university (George 
and Wooden, 2023). Student satisfaction is the 
guiding compass for improvements and the ultimate 
reward for a robust library system (Kanwar and 
Sanjeeva, 2022). Positive feedback signals that the 
resources effectively meet students' academic and 
research needs (Zulaiha and Triana, 2023). 
Conversely, dissatisfaction is a valuable cue for areas 
requiring improvement (Ig-Worlu and Ukaegbu, 
2022). It prompts libraries to adapt, innovate, and 
ensure their offerings align seamlessly with the 
dynamic expectations of the student population 
(Chiganze and Sağsan, 2022). Hence, student 
satisfaction emerges as a pivotal indicator and 
feedback mechanism in assessing the efficacy of 
library resources and services within the educational 
institution (Riady et al., 2023). This evaluation 
provides invaluable insights into how well the 
library tailors to the diverse and evolving necessities 
of the student body (Pramesworo et al., 2023).  

Numerous studies have delved into library 
satisfaction among university students, examining 
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the multifaceted dimensions that contribute to their 
contentment with library services. These 
investigations encompass factors such as resource 
accessibility (Otike et al., 2022), the efficacy of 
support services (Twum et al., 2022), the 
responsiveness of library staff (Twum et al., 2022), 
and the integration of technological innovations 
(Rahmat et al., 2022). Studies often employ 
quantitative methodologies (Iqbal et al., 2022; Geiger 
et al., 2023; Khan et al., 2023), incorporating surveys 
(Kanwar and Sanjeeva, 2022; Twum et al., 2022) and 
interviews (Smadi, 2022) to capture insights into 
student experiences. Other studies employ 
established models to systematically assess and 
understand the factors influencing students' 
contentment with library services. The SERVQUAL 
(Service Quality) model (Twum et al., 2022; Alam 
and Mezbah-ul-Islam, 2023; Butt et al., 2023) and 
LibQUAL+ (Rahman et al., 2023) provide 
frameworks for evaluating dimensions like 
reliability, responsiveness, assurance, and empathy.  

Despite the wealth of studies examining library 
satisfaction, there is a disparity in the works about 
applying the Kano Model from the perspective of 
library services and resources. This model, known 
for categorizing customer preferences into basic, 
performance, and excitement factors, offers a unique 
perspective that could significantly contribute to 
understanding the intricacies of user satisfaction in 
libraries. The dearth of research using this model in 
this domain represents an untapped opportunity to 
explore. Incorporating the Kano Model into library 
satisfaction studies could offer a more 
comprehensive framework for assessing and 
prioritizing features, ultimately guiding libraries in 
tailoring their services to meet university students' 
evolving and diverse expectations. Consequently, 
this study delved into library services and resource 
satisfaction across the basic, performance, and 
excitement dimensions, contributing to a broader 
understanding of user satisfaction in the academic 
library context.  

2. Literature survey 

Noriaki Kano's Model is a cornerstone of 
customer satisfaction and product development (El-
Sayed and Abdelaliem, 2023). This innovative 
framework transcends conventional approaches by 
categorizing features into three distinct types: basic 
needs, performance needs, and excitement features 
(Jiang et al., 2023). Its unique contribution lies in 
recognizing that not all features have the same 
impact on customer satisfaction (Zhou and Yao, 
2023). Thus, it provides an understanding of 
customer preferences beyond traditional models 
(Pandey et al., 2022). 

The Kano Model's foundation consists of basic 
features that are considered essential prerequisites 
for any product or service. These are features that 
customers expect as a baseline, and their absence 
leads to significant dissatisfaction (Shahin and 
Nourmohammadi, 2023). Basic features, or must-

haves, are the fundamental building blocks of 
customer satisfaction. Meeting these requirements is 
imperative to avert dissatisfaction, but exceeding 
them does not necessarily result in increased 
fulfillment (El-Sayed and Abdelaliem, 2023). 

Moving beyond the basics, the Kano Model 
introduces performance features directly correlating 
with customer satisfaction. The better these features 
are met, the more satisfied customers become (Zhou 
and Yao, 2023). Unlike basic features, the absence of 
performance features does not cause dissatisfaction 
(Esmaeili Givi et al., 2023); however, their presence 
significantly enhances overall satisfaction (Alzoubi et 
al., 2022). These features represent linear satisfiers, 
as their impact on satisfaction follows a proportional 
relationship (Alzoubi et al., 2022). 

Excitement features, or delighters, introduce an 
innovative dimension to the model (Jin et al., 2022). 
These are unexpected or novel features that have the 
potential to generate delight and set a product or 
service apart in the market. Unlike basic and 
performance features, customers do not anticipate 
excitement features (Chen et al., 2022a). Their 
presence can lead to heightened satisfaction and 
create a competitive edge. Excitement needs to go 
beyond meeting expectations; they exceed them, 
contributing to customer loyalty and differentiation 
in the market (Koomsap et al., 2023). 

Numerous studies have investigated the model's 
ability to categorize features into basic, performance, 
and excitement needs. For instance, research was 
conducted on applying the Kano Model in the context 
of consumer preferences for various attributes in 
automobiles (Mehra et al., 2023). It highlighted its 
utility in prioritizing features based on customer 
satisfaction. Scholars have demonstrated its 
versatility beyond product development (Chen et al., 
2022a). Additionally, a meta-analysis found that the 
model consistently provides valuable insights into 
customer preferences across diverse industries, such 
as the health sector (De Vasconcelos et al., 2023), 
evolving market (Chen et al., 2022b), and innovation 
(Chen et al., 2022b; Jin et al., 2022). Despite its 
widespread use, some researchers have critiqued the 
model's reliance on survey data (Kermanshachi et 
al., 2022) and its potential limitations in capturing 
dynamic and evolving customer preferences (Lee et 
al., 2022).  

The Kano Model is an indispensable tool for 
businesses and organizations seeking to elevate 
customer satisfaction to new heights (Lippitt et al., 
2023). With its intricate categorization of needs, this 
model offers a profound understanding of the factors 
influencing customer contentment or dissatisfaction 
(Zhou and Yao, 2023). It goes beyond a simplistic 
assessment and delves into the intricate layers of 
customer expectations (Pandey et al., 2022). In a 
landscape where consumer expectations undergo a 
continual transformation, this framework becomes a 
guiding compass for businesses (Loučanová et al., 
2022). It empowers them to discern the basic, 
performance, and excitement features that can 
genuinely delight customers (Heidari Aqagoli et al., 
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2024). As businesses navigate the ever-changing 
terrain of consumer preferences, the Kano Model 
stands as an invaluable ally, aiding in the strategic 
prioritization of improvements and innovations that 
resonate authentically with the evolving needs of 
their customer base (Kermanshachi et al., 2022). 

3. Methodology  

3.1. Research design 

This study employed the Kano Model in 
determining university students' satisfaction with 
library services and resources. This model involves 
meticulously examining features and services 
systematically categorized as basic, performance, 
and excitement (Koomsap et al., 2023). Fundamental 
to this approach is a comprehensive understanding 
of basic features, ensuring the fulfillment of 
foundational student requirements. This prevents 
dissatisfaction and establishes a robust foundation 
for academic pursuits (Tsang et al., 2022). 
Addressing performance features takes center stage 
in the continuous improvement of library services. It 
encompasses optimizing existing features and 
introducing enhancements that seamlessly align 
with the evolving expectations of students (Spring et 
al., 2022). Examples include the implementation of 
intuitive digital interfaces and the creation of 
collaborative learning spaces, which contribute 
significantly to students' overall satisfaction (Pandita 
and Kiran, 2023). 

Moreover, incorporating excitement features, 
whether through innovative programs, strategic 
external partnerships, or the integration of cutting-
edge technologies, catalyzes uniquely distinguishing 
a university library (Gupta, 2023). This, in turn, 
fosters a sense of pride and loyalty among students, 
thus creating a distinctive identity for the institution 
(Trisela, 2022). The Kano Model's inherent 
adaptability becomes particularly crucial in 
considering the ever-evolving landscape of higher 
education (Fujs et al., 2022). It provides a dynamic 
framework for university libraries to reassess and 
realign their services, ensuring they remain 
responsive and attuned to students' changing needs 
and expectations in the dynamic and evolving 
environment (Datta and Chaudhuri, 2022).  

3.2. Study respondents 

This descriptive study utilized 300 university 
students randomly selected from four State 
Universities and Colleges (SUCs) in the Philippines. 
To ensure their complete understanding and 
willingness to participate, each participant 
underwent a detailed orientation, acquainting them 
with the study's procedures and the potential 
benefits and risks associated with their involvement. 
All students provided explicit informed consent 
before their active participation, signifying their 

thorough comprehension of the research's 
overarching objectives. 

3.3. Research instrument 

The survey instrument was a researcher-made 
questionnaire comprised of 45 items. To guarantee 
the quality of the items, the questionnaire 
underwent validation by subject matter experts. 
Furthermore, its reliability was assessed through 
testing with 30 non-respondents from a neighboring 
SUC, resulting in Cronbach's alpha values of 0.81 and 
0.79 for basic features related to library services and 
resources, respectively. Likewise, for performance 
features, these values were 0.79 and 0.84 
individually; for excitement features, they were 0.75 
and 0.80 separately. The survey instrument 
employed a 5-point Likert scale aligned with the 
Kano Model, encompassing response options of 
frustrated (1.00-1.50), dissatisfied (1.51-2.50), 
neutral (2.51-3.50), satisfied (3.51- 4.50), and 
delighted (4.51-5.00). The scale was strategically 
chosen to gauge the participants' perceived 
satisfaction with the library services and resources 
under investigation. The Kano Model's response 
categories allowed for a comprehensive assessment 
of user satisfaction, considering the fundamental 
expectations (basic factors) and performance and 
excitement factors. 

4. Results 

4.1. Basic features satisfaction 

Table 1 shows that university students were 
satisfied with the basic features of library services. 
The mean value of 3.70 suggests a moderate to high 
level of satisfaction, as it falls above the midpoint on 
the scale. The standard deviation of 0.18 reflects a 
relatively low level of variability among the 
respondents' responses, indicating a certain level of 
consensus in their assessments. The relatively low 
standard deviation suggests that the respondents' 
opinions were generally consistent, providing 
confidence in the reliability of the mean as a 
representative measure of satisfaction.  

Regarding library resources, the respondents 
were generally satisfied (M= 3.65, SD = 0.08) with 
basic features. The mean value suggests a moderate 
to high level of contentment, surpassing the 
midpoint on the scale. The relatively low standard 
deviation indicates a notable degree of agreement 
among respondents, signaling a cohesive consensus 
in their assessments. The narrow standard deviation 
strengthens the reliability of the mean as a 
representative measure of satisfaction, implying a 
consistent and convergent sentiment among 
respondents. 

Respondents' satisfaction regarding library 
services and resources' basic features highlights a 
critical role in shaping a conducive and effective 
learning environment. They were contented with the 
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temperature, a clean, well-maintained, and 
conducive study environment, designated quiet 
zones for focused study, sufficient and comfortable 
seating, a stable and high-speed Wi-Fi connection for 
online research, and easily accessible computers and 
workstations. This satisfaction stresses the 
importance of a supportive physical infrastructure 
that enables focused and uninterrupted study 
(Sivankutty and Sudhakaran, 2023). Similarly, 
respondents were satisfied with the library 
resources' basic features. It indicates a 
comprehensive and well-rounded collection that 
caters to their diverse academic needs (Ikhsan, 
2023). They appreciated easy access to fundamental 
resources like books and journals, reliable databases, 

digital resources for research, and essential 
reference materials such as encyclopedias and 
dictionaries. The inclusion of audio-visual materials 
like CDs and DVDs, access to unique materials in 
archives and special collections, relevant 
government publications, a user-friendly online 
catalog, and interlibrary loans further demonstrate 
the satisfaction with the breadth and accessibility of 
the library's resource offerings. This twofold 
satisfaction features the imperative role of both 
physical and digital resources in supporting 
students' academic endeavors (Fu et al., 2023). As a 
result, it contributes to a positive and enriching 
educational experience within the university library. 

 
Table 1: University students' basic features satisfaction 

 M SD Interpretation 
Services 

Comfortable temperature conducive to studying 3.60 1.23 Satisfied 
Clean, well-maintained, and conducive study environment 3.56 1.22 Satisfied 

Designated quiet zones for focused and uninterrupted study 4.06 0.98 Satisfied 
Sufficient and comfortable seating for studying and reading 3.70 1.12 Satisfied 

Stable and high-speed Wi-Fi connection for online research and study 3.81 0.96 Satisfied 
Good working conditions and easily accessible computers and workstations 3.58 1.18 Satisfied 

Easy access to basic stationery supplies like pens, paper, and printing facilities 3.58 1.51 Satisfied 
Total 3.70 0.18 Satisfied 

Resources 
Easy access to fundamental resources such as books and journals 3.61 1.18 Satisfied 

Access to reliable databases and digital resources for research 3.51 1.16 Satisfied 
Essential reference materials like encyclopedias and dictionaries 3.74 1.18 Satisfied 

Collection of audio-visual materials, such as CDs and DVDs 3.63 1.31 Satisfied 
Access to unique materials in archives and special collections 3.73 1.05 Satisfied 
Relevant government publications in the library's collection 3.65 1.08 Satisfied 

A user-friendly online catalog for accessible resource location 3.71 1.11 Satisfied 
Interlibrary loans to access resources beyond the library's collection 3.59 1.60 Satisfied 

Total 3.65 0.08 Satisfied 

 

4.2. Performance features satisfaction 

Table 2 reveals that respondents' satisfaction 
with the performance feature of library services was 
neutral (M = 2.81, SD = 0.67. The mean falling below 
the midpoint on the scale indicates a tendency 
towards a lower level of satisfaction. The standard 
deviation reflects moderate variability in the 
respondents' assessments, suggesting some diversity 
in opinions.  

Regarding library resources, the respondents 
were generally dissatisfied (M = 2.36, SD = 0.36). 
With the mean falling below the midpoint on the 
scale, there is a clear indication that the respondents, 
as a whole, are expressing a lower level of 
satisfaction with the available library resources. The 
relatively low standard deviation suggests a 
consistent and uniform dissatisfaction among the 
respondents, reinforcing the notion that there is a 
convergence of negative opinions regarding the 
adequacy or quality of library resources.  

The neutral satisfaction with the performance 
features of library services reveals a complex 
perception of their effectiveness. It reflects the 
multifaceted nature of contemporary academic 
needs (Wojciechowska, 2023). This means that they 
neither strongly approve nor disapprove of the 
performance-based aspects of library services. The 
complex evaluation may stem from the diversity of 

services offered, such as extended hours (Tsang and 
Chiu, 2022), interlibrary loans (Lloyd et al., 2022), 
and technology workshops (Hernández-Pérez et al., 
2022), contributing to a varied user experience. 
While neutral satisfaction does not signal overt 
dissatisfaction, it is a valuable indicator for the 
library to delve deeper into specific elements within 
the performance features that may require 
refinement or enhancement. Contrastingly, the 
general dissatisfaction with the performance 
features of library resources raises significant 
concerns. It points to a critical gap that needs to be 
addressed. The identified gap encompasses the 
imperative for a more extensive range of digital 
resources surpassing basic requirements 
(Ogunbodede and Wiche, 2022), a diverse collection 
of multimedia materials (Oladokun et al., 2023), 
access to specialized databases (Oladokun et al., 
2023), collaborative online platforms (Dube and 
Jacobs, 2023), and systems providing personalized 
recommendations (Kaushal and Yadav, 2022). This 
dissatisfaction features the pressing need for 
libraries to re-evaluate and enhance their resource 
offerings to align with the evolving nature of 
academic pursuits and technological advancements. 
Hence, it ensures that students receive 
comprehensive support and access to a dynamic and 
tailored learning environment. 
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Table 2: University students' performance features satisfaction 
 M SD Interpretation 

Services 
Specialized research assistance for in-depth queries or complex topics 1.94 0.86 Dissatisfied 

Advanced workshops on information literacy for higher-level research skills 2.31 1.17 Dissatisfied 
Personalized consultations with librarians for individualized research support 2.40 1.22 Dissatisfied 

Extend library service hours to accommodate varying study schedules 3.80 1.16 Satisfied 
Interlibrary loan services to include a wider range of materials 3.77 1.02 Satisfied 

Workshops on cutting-edge technologies relevant to research and learning 2.88 1.10 Neutral 
Support for advanced data analysis and visualization tools 2.49 1.34 Dissatisfied 

Collaborative spaces equipped with resources for group research projects 2.92 1.19 Dissatisfied 
Total 2.81 0.67 Neutral 

Resources 
Wide range of digital resources beyond the basic requirements 2.49 0.60 Dissatisfied 

Library collection includes the latest editions and the up-to-date information 2.73 1.51 Neutral 
Diverse collection of multimedia materials, including video lectures and podcasts 2.16 0.89 Dissatisfied 

Access to specialized databases relevant to various fields of study 1.92 0.60 Dissatisfied 
Expand the scope of archives to include a broader range of perspectives and voices 2.89 1.52 Neutral 

Collaborative online platforms for knowledge sharing and discussion 2.06 0.97 Dissatisfied 
Systems that provide personalized recommendations based on user preferences 2.23 1.28 Dissatisfied 

Total 2.36 0.36 Dissatisfied 

 

4.3. Excitement features satisfaction 

Table 3 indicates that respondents' satisfaction 
with the excitement feature concerning library 
services was neutral (M = 2.71, SD = 0.66). The mean 
falling close to the midpoint on the scale suggests a 
balance between satisfaction and dissatisfaction, 
indicating a relatively neutral stance regarding 
fulfilling performance-related needs. The standard 
deviation suggests moderate variability in the 
respondents' assessments, indicating some diversity 
in opinions about performance-related satisfaction. 

However, they were dissatisfied (M = 2.47, SD = 
0.76) with library resources. The mean falling below 
the midpoint on the scale suggests a tendency 
towards a lower level of contentment, reflecting a 
consensus that the excitement feature provided does 
not meet the respondents' expectations or 
requirements. The relatively higher standard 
deviation implies a degree of variability in the 
respondents' assessments, indicating dissatisfaction. 

The neutral satisfaction with excitement features 
in library services signals a potential hole in fulfilling 
more engaging and stimulating aspects within the 
library environment. It indicates an evolving 
expectation among students seeking innovative and 
interactive experiences in their academic spaces. 
Excitement features, encompassing virtual reality 
resources, online book clubs with interactive 
discussions (Tsang and Chiu, 2022), surprise guest 
lectures (Yu et al., 2023), and interactive learning 
apps (Okunlaya et al., 2022), possess the potential to 
create a dynamic and enriching academic 
environment when effectively integrated. However, 
the general dissatisfaction with library resources, 
including e-books lacking interactive elements 
(Okunlaya et al., 2022), virtual reality experiences 
(Mäkinen et al., 2022), augmented reality usage 
(Dalili Saleh et al., 2022), gamified learning modules 
(Jug, 2023), virtual spaces (Dalmer and Mitrovica, 
2022), mystery book bundles (Emerson and Lehman, 
2022), and digital archives (Jaillant, 2022), raises 
significant concerns. This discontent suggests a 
perceived inadequacy in implementing modern and 
interactive features within the library, thus 
impacting the student experience. Dissatisfaction 

with specific elements indicates a desire for a more 
dynamic digital reading experience, immersive 
exploration of library resources, and hands-on, 
participatory learning methods. The desire for 
virtual spaces and collaborative online learning 
environments reflects a shift towards dynamic and 
cooperative learning settings. Therefore, it 
emphasizes the need for universities to critically 
assess and enhance their library resources to meet 
evolving expectations and create a more engaging 
and technologically enriched academic environment 
for contemporary students. 

5. Conclusion 

The satisfaction concerning the basic features of 
library services and resources goes beyond mere 
endorsement. It serves as a resounding endorsement 
of the library environment. The acknowledgment of 
satisfaction in both areas emphasizes the 
institution's adeptness and commitment to creating 
an environment that aligns with the evolving 
expectations of the students. This also underlines the 
library's pivotal role in supporting students' 
academic endeavors, contributing significantly to a 
positive, vibrant, and enriching educational 
experience within the university setting. The positive 
evaluation reaffirms the library's status as a central 
pivot for knowledge, research, and academic 
engagement within the academic community. 

The findings reveal divergent patterns in the 
respondents' satisfaction with the performance 
features of both library services and resources. 
While neutral satisfaction was expressed with the 
library services, indicating an ambivalent perception 
of their effectiveness, a contrasting dissatisfaction 
was identified with library resources. This duality in 
satisfaction highlights a critical distinction between 
the tangible library offerings and the content and 
accessibility of its resources. The neutral stance on 
services suggests a complex perception, possibly 
influenced by factors such as extended service hours 
and technological workshops, demonstrating the 
need for a more targeted understanding of user 
expectations. In contrast, dissatisfaction with 
resources signals a substantial gap. This urges the 
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library to reassess and enhance its resource 
acquisition strategies to better align with the student 
community's diverse academic needs and 
expectations. This dichotomy in satisfaction 

highlights the importance of a holistic approach to 
ensure an effective and well-rounded library 
experience for the university community. 

 
Table 3: University students' excitement features satisfaction 

 M SD Interpretation 
Services 

Virtual reality resources for immersive learning experiences 2.09 0.70 Dissatisfied 
Online book clubs with interactive discussions and author interactions 2.08 0.65 Dissatisfied 

Surprise guest lectures from renowned authors or experts 2.31 0.67 Dissatisfied 
Gamification elements in online learning platforms for fun learning experience 2.77 1.18 Neutral 

Themed learning events with activities and challenges 3.75 1.02 Satisfied 
Interactive learning apps or tools that make studying enjoyable 2.49 1.13 Dissatisfied 

Creative and aesthetically pleasing collaborative spaces 3.59 1.19 Satisfied 
Total 2.71 0.66 Neutral 

Resources 
e-books with interactive elements, such as multimedia content, quizzes, or annotations 2.50 0.60 Dissatisfied 

Virtual reality experiences for library tours, allowing users to explore the library in a new way 1.92 0.63 Dissatisfied 
The use of augmented reality to enhance traditional textbooks with interactive features 1.92 0.60 Dissatisfied 

Gamified elements in learning modules to make studying more engaging 2.35 0.87 Dissatisfied 
Virtual spaces where users can collaboratively conduct research, share findings, and engage in discussions 2.00 0.81 Dissatisfied 

Mystery book bundles, where users receive surprise selections based on their preferences 2.35 0.93 Dissatisfied 
Digital archives with storytelling elements providing narratives around historical artifacts 2.42 0.66 Dissatisfied 

Customized learning paths, exploring diverse topics in unique ways 4.26 0.71 Satisfied 
Total 2.47 0.76 Dissatisfied 

 

The results indicate a contrast in respondents' 
satisfaction with the excitement features of library 
services and resources. This divergence underscores 
a critical distinction between the dynamic elements 
incorporated into the library's services and the 
engaging features offered within its resource 
collection. The neutral stance on the excitement 
features of services implies a complex evaluation, 
potentially influenced by factors like virtual reality 
resources and interactive learning tools. Although 
not perceived as problematic, the identified 
performance features may not necessarily captivate 
students as particularly noteworthy or advantageous 
to their academic experience. This neutrality could 
stem from a lack of awareness or limited utilization 
of specific performance-oriented services, creating a 
gap between what is offered and what students 
actively engage with. In contrast, the dissatisfaction 
with the exciting features of resources identifies a 
significant gap that necessitates attention, urging the 
library to re-evaluate and enhance its collection with 
more innovative and stimulating elements such as 
virtual reality experiences, interactive e-books, and 
gamified learning modules. Addressing this 
divergence is key for the library to evolve as a 
dynamic and engaging academic space. 

Applying the Kano Model in assessing university 
students' satisfaction with library services and 
resources has proven effective and insightful. It 
elucidates a framework for comprehending the 
intricacies of user satisfaction. By employing this 
model, the study delved into the diverse dimensions 
of satisfaction, ranging from fundamental 
expectations to aspects that generate excitement 
among students. This understanding guides 
institutions in tailoring their offerings to meet the 
needs of the university student population. 

It is recommended that libraries should prioritize 
enhancing the efficiency and effectiveness of their 
services. This could involve improving the speed and 
accuracy of search tools, enhancing the ease of 

accessing and borrowing materials, and providing 
timely assistance and support to users. Additionally, 
it is crucial for libraries to invest in expanding and 
diversifying their collections. This could include 
acquiring new and relevant books, journals, digital 
resources, and multimedia materials that cater to the 
diverse interests and academic needs of students. 
Furthermore, libraries should consider 
implementing innovative programs and initiatives to 
engage students and make library visits more 
stimulating and enjoyable. This could involve 
organizing events, workshops, and exhibitions, as 
well as incorporating interactive technologies and 
multimedia resources into the library environment. 
By focusing on these specific areas of improvement, 
libraries can better meet the evolving needs and 
expectations of their users, ultimately enhancing 
satisfaction and engagement with their services and 
resources. 
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