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Abstract
This study examined the influence of library mobile reference service and library staff information service delivery in federal university libraries in Akwa Ibom and Cross River States. The descriptive survey design was employed for this study. The population for the study comprised 171 professionals and para-professionals from the University of Uyo, Federal University of Technology, Akwa Ibom State and University of Calabar. The total enumeration sampling technique was adopted for the study since all the respondents were included in the study.  A researcher-developed questionnaire was used for data collection. The instrument was subjected to face validation. Mean and standard deviation were used in answering the research question, while the hypothesis was tested using a dependent t-test at .05 level of significance. The findings revealed that there is a significant influence of the mobile reference service app on information service delivery in federal university libraries in Akwa Ibom and Cross River States.  Based on the findings from the study, it was concluded that there is an influence of mobile reference service library staff information service delivery in federal universities in Akwa Ibom and Cross River States. It was recommended, among others, that the federal government should offer financial support to federal universities for the acquisition of digital technologies and the development of digital repositories.
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Introduction
Information service delivery is a fundamental aspect of librarianship that justifies the presence and importance of a library. In university libraries, it is an important element in achieving the mission and objectives of their parent institutions. Information service delivery justifies the huge investment university libraries make in the acquisition of information resources, which would amount to a waste without adequate dissemination. Information service delivery allows librarians to make information available to library patrons within the framework of currency, authenticity, relevance and timeliness.   

Eze (2020) perceives information services delivery as the various ways, activities and facilities through which university libraries offer information in a variety of formats to meet the wide range of information needs of their patrons. Reference services, circulation services, interlibrary loans, current awareness services, selective dissemination of information [SDI], user education, literature searches, online database services, resource sharing, information repackaging, email alerts, instant messaging, and online reservation of books, amongst others. With the advent of information technology and the increasing demand for information in digital formats, university libraries have integrated information technology components and gadgets to disseminate information services. An important tool used by librarians in engaging in information service delivery is a mobile application. 

Kolawole et al. (2024) opined that library mobile services are essential tools for ensuring resource accessibility.  Liu and Briggs (2015) posited that mobile reference services have become an attraction for university libraries as they are imbued with the ability to provide real-time updates and notifications.  Students and scholars can receive alerts about new acquisitions, library events, and due dates, thereby fostering better communication between libraries and their users. These platforms enable students and researchers to access e-books, journals, and multimedia resources directly from their mobile devices and enable librarians to provide services like mobile reference service. They also provide unique educational opportunities and have the advantage of portability and mobility, which university libraries can leverage upon to deliver innovative service, m-learning, web lectures, reference services and catalogue searching. Furthermore, it offers university libraries the option to either use existing mobile services or create mobile services that allow their users to interact with library resources and services directly from their mobile devices. They provide features that support online catalogue search, e-book borrowing, account management, event registration, update notifications and reminders.

University libraries therefore adopt mobile services to reduce the divide between physical and digital access to resources, as it enables users to have convenient access to library resources, enhances user engagement, and supports research and academic activities remotely. This is supported by Obinyan (2020), who reported that mobile library services have greatly impacted library service delivery by extending library services beyond physical library buildings and reaching communities that may have limited access to traditional library resources. Furthermore, these facilitating abilities of Izuagbe et al. (2021) highlighted several mobile technologies that can be used within the context of the library to provide information services. These include Google Classroom, Messenger, Telegram, WhatsApp, YouTube, and Zoom. 

Several studies reported on the availability of varied mobile services that could be engaged by librarians for efficient information management and service delivery (Agha, 2017;  Choi & Rasmussen, 2017; Martin, 2020) These includes catalogue search services like Online Public Access Catalogue [OPAC], WorldCat or customized services for university catalogue; e-book and digital resource access services like OverDrive, Libby, and ProQuest services; library account management services like MyLibrary, Library Anywhere; Ask a Librarian and reference services services like LibAnswers, Ask a Librarian service; study aid and learning support services like Zotero, Mendeley, Quizlet and digital repository access services. 

In view of their features, facilitative ability and libraries' current shift from an information-centred approach towards a user-centred approach for improved service delivery and patron satisfaction, there is a need for academic librarians to utilise mobile technology efficiently. Identified as available in Akwa Ibom and Cross River states are library mobile reference service services; reference services, digital resources access services and digital repository access services. These are tools developed with information resource management and effective dissemination in focus. Their purpose is to enhance information service delivery by making information more accessible and retrievable.
The mobile reference service has become a veritable point for engagement in information service delivery. According to Bailey and Pitman (2021), mobile reference services offer real-time access to information, enabling library users to engage with library resources and receive personalised assistance without the constraint of time, space and location. Also, Haider and D'Elia (2020) stated that reference mobile services facilitate communication between librarians and users by providing opportunities for users to navigate through information resources, ask questions, and manage their information needs efficiently. The authors further posited that the shift toward mobile reference services is because it significantly enhances information service delivery by making it more accessible, responsive, and user-centric. To increase user information access, academic libraries also engage digital resources access services to increase user information access to electronic resources. As libraries are engaging to adapt to the digital age, the adoption and effective use of mobile services are essential strategies for enhancing service delivery and remaining relevant in a technologically advanced society. However, resource availability does not establish its utilisation, but based on the objectives of the university library, which is to meet education, research and information needs of the institution members while also impacting the immediate community where it is established, it becomes imperative for librarians to engage mobile services for effective and efficient service delivery.

 Mobile reference service has been recognised as a potential learning and research infrastructure that librarians can utilise to improve user experience in reference service through effective service delivery. It is a means whereby librarians can leverage to increase users' access, search and retrieval of information. Libraries acknowledge that these services are imbued with the capacity and capability to enhance information services delivered to users in libraries and information centres, even beyond the confines of physical space and time. In effect, libraries that leverage the availability of mobile reference service do so to improve service delivery to their parent community. Mobile reference Apps are capable of delivering electronic resources such as books, journals, theses and dissertations, and archival documents instantly to meet users’ immediate needs. Other benefits include accuracy, getting a large amount of information at a time, an expanded scope of search and the ability to gather a large amount of information that can be delivered to a user to meet information needs.  Its application also enhances the professional image in this digital age, boosting the confidence of the users in the provision of library service offered, as it allows the library staff to meet a larger audience than what could be possible using traditional delivery tools. 

However, it has been observed that despite the potential advantages of mobile reference service, the level of library staff adoption and engagement of these technologies in information service delivery has been slow. It has also been noticed that library staff who engage available mobile services rarely provide their patrons with real-time access to information or personalised assistance. These inadequate exploitations of the available mobile reference service for timely service delivery are of concern to this study. The question that arises is, “are library staff not aware of the capabilities of this App? Are library staff limited by library policies which restrict their use? Are they limited by the syndrome of low skill adaptation, which spells inefficiency of the App?

Purpose of the Study
To examine the influence of mobile reference service on library staff information service delivery in federal universities in Akwa Ibom and Cross River States.

Research Questions
What is the influence of mobile reference service on library staff information service delivery in federal universities in Akwa Ibom and Cross River States?

Research Hypotheses
There is no significant influence of mobile reference service on library staff information service delivery in federal universities in Akwa Ibom and Cross River States.

Theoretical Framework
Technology Acceptance Model (TAM) by Fred Davis (1989)
It is a theoretical framework that explains and predicts user acceptance of technology based on specific determinants. The theory assumes that two primary factors influence technology acceptance. PU and PEOU stand for perceived usefulness and ease of use, respectively. The degree to which a person thinks that utilising a specific technology would increase their performance because they see the system as advantageous and capable of increasing efficiency is known as perceived usefulness. The degree to which a person thinks that utilising a technology would be effortless is known as perceived ease of use, or PEOU. Adoption is aided by technologies that are easy to use and intuitive.

According to the theory, a person's attitude, which in turn influences their intention to use a system, is determined by their perceptions of perceived usefulness (PU) and perceived ease of use (PEOU). It is also believed that perceived ease of use has a direct influence on perceived usefulness. According to the paradigm, users' attitudes toward utilising technology are directly influenced by its perceived utility and simplicity of use, which in turn influences their behavioural intention to use it. 

By this theoretical framework, the researcher perceived the adoption of the library mobile reference application as being determined by its usefulness in service delivery and premised on its user-friendly and intuitive nature. Conceptual Framework

Literature Review
Reference service, according to Ntui and Edam-Agbor (as cited in Adewole-Odeshi & Ezechukwu, 2023), is a personalised guide provided by a qualified librarian to a library user to help them locate information resources within the library. In order to help the reference librarian, explain the issue, formulate a search plan, and translate the reference queries into the system language, the reference process occasionally involves interviewing the user. However, with the prevalence of mobile technologies and the impact of information technology, mobile devices like smartphones, netbooks, and tablets are now used in reference services to give users remote access to library resources, services, and information.  

The advent of mobile technologies gave birth to mobile services, which is inclusive of mobile reference services. These technologies, which have transformed the way librarians engage with users and deliver information services, foster greater accessibility and responsiveness. According to Thorpe (2017), mobile reference services through mobile devices enable real-time interaction between librarians and library users, ensuring that information services are available anytime and anywhere. Mondal (2021) asserted that the primary function of mobile reference services is to facilitate direct communication between librarians and patrons using platforms like Ask a Librarian and MyLibrary, which offer live chat, email, and SMS options which allow users to pose questions and receive guidance on resource discovery and usage. This immediacy fosters an interactive approach to reference services, enabling librarians to address queries promptly and comprehensively, even beyond physical library hours. According to Younus and Nadeem (2021) mobile reference services commonly used in university libraries include chat-based reference services, library catalogue services, virtual reference desks, QR code tools, subject-specific services, and social media platforms, among others.  As stated by these researchers, each type of mobile application is designed to address specific needs and preferences, ensuring that libraries remain accessible and relevant in the digital age.

Chat-based reference service through WhatsApp, Messenger, or SMS-based media is increasingly becoming popular in university libraries as these platforms allow users to ask librarians questions in real-time, enabling instant responses (Ali & Haider, 2016; Younus & Nadeem, 2021). This type of service is particularly appealing to students who prefer informal communication channels. Owate (2024) claims that library catalogue services give patrons access to the library's collection of books, journals, and other resources. Patrons can also search for materials, check the availability of items, place requests or holds, and get immediate notifications. Primo by Ex Libris, Koha Mobile, and WorldCat Mobile are a few examples of these services. Corroborating, Khobragade and Lihitkar (2015) opine that virtual reference desks have emerged as a robust mobile service in university libraries as platforms that allow for scheduled consultations with librarians, especially for complex research queries such as Zoom, Google Meet or Microsoft Teams. Students and faculty can receive personalised assistance, regardless of their physical location. Highlighting the relevance of virtual desks, Xuan and Shaw (2022) mentioned that the COVID-19 pandemic accelerated the adoption, demonstrating their value in maintaining uninterrupted academic support. 

Das et al. (2020) reported that QR codes have also been widely adopted in mobile reference services as libraries often place QR codes throughout their facilities, enabling users to scan for quick access to specific resources or tutorials. These codes can lead to digital guides, video demonstrations, or even direct links to relevant academic articles. Social media platforms like Facebook, Twitter, and Instagram are increasingly leveraged for mobile reference service. Libraries use these channels to share updates, answer questions, and provide tips on using library resources effectively. This informal and interactive approach helps libraries engage with users on platforms they frequently use. According to Garcia and Wong (2021), students who interact with libraries on social media are more likely to utilise library services and resources effectively.

Anbu and Kataria (2016) assert that the integration of mobile services into reference services also promotes efficiency in managing user queries. Lee et al. (2022), who share a similar view, asserted that reference mobile services extend librarians' reach to underserved populations, such as distance learners and researchers in remote areas. Through these platforms, users can receive guidance on digital databases, citation tools, and library catalogues without making in-person visits. However, Rahane (2018) argued that mobile reference services necessitate a shift in skills and engagement strategies as they impress upon librarians the need to acquire proficiency in digital communication, problem-solving, and familiarity with app interfaces to provide effective support and services to library patrons. The adaptability of mobile reference services also positions librarians as pivotal players in academic and research support. By providing real-time assistance with literature searches, database navigation, and resource curation, librarians can contribute significantly to the success of students and researchers.  According to Gul and Bano (2019), this role underscores the evolving nature of librarianship in the digital age.

Methodology 
A descriptive survey design was adopted for this study. The study took place in federal universities in Akwa Ibom and Cross River states. The population was 171 professionals and para-professionals. The sample size was 171, using the total enumeration sampling technique due to the small and manageable size. A face-validated researcher-developed questionnaire was used for data collection. Out of 171 copies of the questionnaire administered, 168 were valid and used for data analysis. Mean and Standard Deviation were used to answer the research question, while the hypothesis was tested using a dependent t-test at 0.05 level of significance.

Results and Discussion
Research Question: What is the influence of the mobile reference service on library staff information service delivery in federal university libraries in south-south Nigeria?
Table 1: Mean and standard deviation of the influence of mobile reference service on library staff information service delivery in federal universities in Akwa Ibom and Cross River states (N= 168)
	               Variables 
	
	N
	SD

	
Pair 1
	Mobile reference service services
	3.48
	168
	0.75

	
	
	
	
	

	
	Librarians’ information service delivery
	2.88
	168
	0.61



The result in Table 1 shows the weighted mean scores of 3.48 and 2.88 obtained by the respondents for mobile reference service and library staff information service delivery, respectively, and their respective standard deviation scores of 0.75 and 0.61. These standard deviation scores indicate that the spread of scores is not too wide apart but manageable. Also, since the weighted mean scores for the two variables are above the cutoff point of 2.50, it means that there is an influence of mobile reference service on librarians’ information service delivery in federal universities in Akwa Ibom and Cross River States
Hypothesis: There is no significant influence of mobile reference service on library staff information service delivery in federal universities in Akwa Ibom and Cross River states 

Table 2: Result of dependent t-test analysis of the influence of mobile reference service on library staff information service delivery in federal universities in Akwa Ibom and Cross River states (N= 168)
	               Variables 
	
	n
	SD
	t-cal
	Sig.
	Decision

	Pair 1
	Mobile reference service services
	3.48
	168
	0.75
	9.69
	0.00
	Significant

	
	
Librarians’ information service delivery
	2.88
	168
	0.61
	
	
	


      *Significant at P< .05; df= 167
The result in Table 2 shows that the t-value of 9.69 and the correlated probability level of significance of 0.00 alpha at 167 degree of freedom. The level of significance is less than .05 on which the decision is based.  With this result, the null hypothesis was rejected.  This implies that there is a significant influence of mobile reference service on library staff information service delivery in federal universities in Akwa Ibom and Cross River states. 

The finding of the influence of mobile reference service on library staff information service delivery in federal universities in Akwa Ibom and Cross River states revealed that there is a significant influence of mobile reference service on librarians’ information service delivery in federal universities in Akwa Ibom and Cross River states.  This can be attributed to the fact that mobile reference services allow librarians to provide support anytime and anywhere, reducing the limitations of physical desk-based interactions. This flexibility can increase the library staff's ability to respond promptly to user queries, thereby fostering greater engagement with library services and resources. Librarians are more likely to be active in-service delivery when the tools they use simplify their workflow and reduce logistical constraints.  The finding is in line with that of Odu and Omini (2017), who reported that there was a significant relationship between Twitter Services, WhatsApp, Facebook services, Skype services and the utilisation of library services. The finding also lends credence to that of Adewole-Odeshi and Ezechukwu (2023), whose finding showed that mobile reference services significantly predict digital library service delivery.

Conclusion and Recommendation
The study concluded that mobile reference service is an important aspect of library staff information service delivery in federal universities in Akwa Ibom and Cross River states. It is recommended that library staff should invest in continuous professional development to improve their service delivery and acquire new technology skills to enhance the use of reference services and Apps for increased interactions with users.
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