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Abstract:

The study aimed to identify the degree of satisfaction of beneficiaries with
information services in the General Secretariat of the Central Library of Al-
Mustansiriya University in terms of (quality, marketing, customer relationship

management, value), as well as their degree of satisfaction with (types of
services, professional competence of employees, mastery and quality, speed and
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time). The study relied on two approaches, the descriptive analytical approach
and the case study approach. The sample consisted of (83) beneficiaries, and a
set of quantitative methods were used for measurement, including: percentage,
arithmetic mean, t-test, chi-square, effectiveness scale, Pearson correlation
coefficient, Likert five-point scale and through the statistical program (v.24,
SPSS). One of the most important results of the study is that the overall degree
of reliability for the variable of beneficiaries' satisfaction with the service
(quality, marketing, customer relationship management and value) with a degree
of (agree) reached a total arithmetic average of (3.632) and a percentage of
(74%). The degree of reliability of the effectiveness of information services in
the university central libraries at the level of (average) in the General Secretariat
of the Central Library of Al-Mustansiriya University has reached (65%).

One of the recommendations of the study is the necessity for the Central Library
of Al-Mustansiriya University to conduct a measurement of the satisfaction of
beneficiaries with the use of the information services it provides on a monthly
basis at least in order to know and diagnose the strengths and weaknesses of
these services. It also recommended the importance of opening up horizons of
cooperation between the central libraries of universities to create advanced
services to serve their beneficiary communities.

Keywords:

Beneficiary satisfaction, information services, university central libraries,
Al-Mustansiriya University Central Library
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