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ABSTRACT 
 
 

This study was undertaken to identify the information needs and provision, the pattern 
of use of information sources, the pattern of information creation, documentation and 
distribution, and the attitude of the staff toward library services and users at the University of 
Malaya Library. The flow of information among the divisions was mapped to obtain a 
diagrammatic view of the communication relationships among the divisions for the purpose of 
obtaining and distributing information. The focus of the study was the staff working in the 
Main Library which consisted of six divisions and one unit. Questionnaires were 
administrated through the heads of divisions. A total of 75 questionnaires were received for 
data analysis. Based on the results, it is found that the provision of information in four 
divisions, namely Resource Development and Management Division, Database Development 
Division, Information Systems Management Division, Research and Academic Services 
Division is sufficient whereas the provision of information in Client Services Division and 
Preservation and Conservation Unit is insufficient. A number of recommendations for further 
action were given to improve the situation. In the aspect of information resources use, it is 
concluded that there is no unused or wasted resources in any of the divisions. Staff attitude 
towards library services and users show that all staff are having positive attitude and they 
agree that their performance is reflected to the satisfaction of the users. From the map of the 
information flow, it was found that bottleneck condition occurs at the Information Systems 
Management Division where reports on the condition of library information system and ICT 
facilities around the library were sent.  
 
 
 
 
 
 
 
 
 
 



 ملخص البحث

 الموظفين في مكتبة جامعة المعلومات وتوفرها ما بينبتوضيح أهمية ت هذه الدراسة اهتم
ستخدام مصادر المعلومات، نوعية إيجاد المعلومات، التوثيق، والتصنيف، ا نوعية : مثل،ملايا

 المعلومات ما بين تتابع.  في مكتبة جامعة ملايا،دماتالخ نحو  والمستخدمينوموقف الموظفين
 لغاية ،صالية ما بين الأقسامسود رؤية بيانية للعلاقات الاتتالأقسام كان مخططا مرسوما حتى 

تركيز الدراسة كان على الموظفين الذين يعملون في المكتبة العامة . إحراز وتوزيع المعلومات
.  ستبيانات أديرت من خلال رؤوساء الأقسامالا.  ووحدة واحدة،التي تحتوي على ستة أقسام

عتمادا على النتائج، ووجد أن المعلومات استلمت لتحليل المعلومات  استبيان ا 75 ما مجموعه 
قسم إدارة وتطوير المصادر، قسم تطوير قواعد البيانات، قسم ب في أربعة أقسام، تحديدا تتوفر

في حين أن وكانت معلومات كافية . البحث والخدمات الأكاديميةإدارة نظام المعلومات، قسم 
 عدد من  أُعطي. ووحدة الوقاية والصيانة غير كاف،توفر المعلومات في قسم الخدمات الموكلة

ستنتج أنه لا من منظور استخدام مصادر المعلومات، ا.  العمل لتحسين الحالةالتوصيات لمواصلة
هتمامات الموظفين تجاه انتيجة . عة في أي قسم من الأقساميوجد مصادر غير مستخدمة أو ضائ

ن على و وهم موافق،هتمام إيجابي يظهر أن كل الموظفين عندهم ا،خدمات المكتبة والمستخدمين
 وجد  خلال المعلومات التي رصدت،منو. أن أداءهم سينعكس من خلال إرضاء المستخدمين

حول سلبية  تقارير  أرسلت حيث  المعلومات إدارة نظام  في قسم أن إعاقة الحالة يحدث
 .اتصالات  وتكنولوجيا المعلومات والا،دماتالخ و،ظروف نظام المعلومات للمكتبة
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CHAPTER 1 
 
 

INTRODUCTION  
 
 
 
 

INTRODUCTION    

  
 We are now living in a new era where information has 

been recognized as one of human’s essential needs.  In our 
daily activities, whether it is at the workplace, home, school or 
anywhere in the world, we need to have information to guide 

and assist us in performing our duties and work especially 
when it involves making certain decisions.  An adequate 

provision of relevant information will ensure that our duties 
are performed well and with quality.  

 
Today, with the support of technology, which has 

developed tremendously over the last decade; various kinds of 
information can be obtained everywhere and at any time.  
Sometimes, there is so much information that it becomes 

difficult for people to differentiate which information is useful 
and needed by them, and which is not useful. In such 

situations, proper management of information, both at the 



individual level as well as at the organizational level is very 
important. 

 
 Information has also been accepted as one of the organizational valuable assets or 

resources.  Information resources must be considered as important as the other organizational 

resources; namely financial, physical and human resources; and its management should be 

given equal attention as well.  The future success of an organization is closely related to its 

ability to effectively manage the acquisition, creation, storing and dissemination of its 

information resources.  Many organizations depend on or expect the information technology 

(IT) to manage such resources.  However, the computers, databases, digital storage or other 

storage devices are only the tools.  The success of information management actually relies on 

the people who are the creators, users and organizers of the information (Bradley & Fowler, 

2001). 

 

 One of the useful management tools, which has been used to improve the efficiency and 

effectiveness of information resources management is, information audit.  It is the process that 

can be undertaken by an organization to get an overall view of the current situation of the 

information environment in the organization and to plan for its organizational strategic 

management.   

 



 This study attempts to conduct an information audit at the University of Malaya Library 

in order to identify the adequacy of information provision to the staff members of the library 

and also to get an overview of the current management of its information resources.  The 

focus of the study will be at the Main Library where the administration of the library system 

is centralized. 

 
 

Background  
 
 

The University of Malaya Library (UML) was established in the year 1962 in concurrent 

with the establishment of the first institution of higher learning in Malaysia, University of 

Malaya.  The structure of the library system began with the setting up of the main library at 

Kuala Lumpur division of the University of Malaya.  

 

Over the years, the Library has expanded by setting up of branch libraries and the 

absorption of several faculty/departmental libraries located inside and outside the Kuala 

Lumpur campus area, into the library system.  This unique way of UML’s formation has 

resulted in a library system that has a centralized administration but with decentralized units.  

Today, the UML system has three branch libraries and 12 faculty or special libraries. 

 



The Main Library, which marked the first establishment of the UML system, officiated 

its settlement at the current building in 1962.  It had undergone four phases of expansion with 

the latest one in 1997.  In concurrent with the occupation of the latest extension of the 

building, the Main Library had undergone major rearrangement of its collections and service 

points as well as reorganization of its administration structure. 

 

The current structure of the Main Library administration consists of six divisions/unit, 

namely: 

• Client Services Division 

• Database Development Division 

• Information Systems Management Division 

• Research and Academic Services Division 

• Resource Development and Management Division 

• Preservation and Conservation Unit 

 

It is now manned by 27 professional librarians including the Chief Librarian and 97 

non-professional staff. Figure 1.1, in the following page, shows the organizational chart of the 

University of Malaya Library. 

 



PROBLEM STATEMENT 

 
In addressing the issue of providing information to the 

people of the society, the library is often looked upon as the 
organizer and provider of information.  Seldom, the library  is  
viewed  as  an  organization  by  itself,  which  also  needs  to  

consider  the information needs of its own staff and the 
adequacy of the fulfillment of those needs.  An inadequate 

provision or lack of information, which is required by the staff 
in order to perform their work, may cause job dissatisfaction, 

stress and low working performance among them (Swash, 
1997).  Peter Drucker too, said that knowledge workers need 
to be provided with sufficient information in order to do their 

job effectively (Drucker, 1993).  Consequently, the quality and 
effectiveness of library services can be affected. 

 
In some organizations that are large and complex, the 

various departments in the organization manage the 
information resources independently of one another.  These 

departments may require or use the same information 
resources.  However, due    to    the    independence    of    

their    operations    and   probably   ineffective  
 
 
 



 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

communication between departments, there may be duplicate 
acquisition of information resources, acquisition of less 

important resources and resources that do not get shared or 



fully utilized.  As a result, there are significant gaps and 
duplication in information resources within the organization. 
Swash (1997) had highlighted how such poor or inadequate 

information management had cost an unnecessarily high 
expenditure for some organizations. 

 
 
SIGNIFICANCE OF THE STUDY 

 

Information auditing helps organization to learn how information resources are managed 

at present and how they can be managed better in the future, whether it be as a resource or as 

an asset.  By implementing the audit process, the gap between the information that is needed 

by the library staff and what is provided to them currently can be identified so that any 

necessary action to bridge the gap can be undertaken.  The inventory of resources acquired or 

created in each department can provide a useful list of information resources for the reference 

of staff members in other departments and can highlight the existence of some important 

information which may be exploited for the enhancement of work performance.  It will also 

create awareness among the staff of information resources available within the organization. 

 

Furthermore, the mapping of the information flow provides a very powerful means of 

illustrating exactly where critical information resources are positioned (geographically or 

departmentally), who uses them and who is responsible for them.  It enables the management 



to locate information resources upon which that organization depends in the running its 

operations or services. 

 

As no such audit has been conducted in the UML before, the inventory of information 

resources and the information mapping can be used as a foundation for the regular and 

continuous practice of information audit in the UML’s future. 

 
 
RESEARCH OBJECTIVES 

 
The focus of the study is to analyze the internal 

operational situation of the University of Malaya Library in its 
mission to serve and support the educational and research 
activities of the academic community of the University of 
Malaya.  The broad purpose is to conduct an information 

audit, which will analyze the strengths and weaknesses of the 
information system practiced by the Library.  

 
The objectives of the study are: 

 to identify the current information needs of the Library 

staff and the information resources currently available 

for the staff.  




