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PEDAGOGICAL AND PSYCHOLOGICAL ASPECTS OF COMMUNICATION
BETWEEN LIBRARY-INFORMATION SPECIALISTS AND USERS
IN ACADEMIC ENVIRONMENT

In today's rapidly evolving society, the dynamics of human relationships are growing increasingly intricate and
multifaceted. Despite technological advancements revolutionizing numerous fields, including libraries and information
services, the human factor remains a cornerstone in addressing challenges, overcoming obstacles, and achieving progress.
In this regard, pedagogical and psychological skills are essential for effectively engaging and supporting library users.
These skills enable librarians to understand diverse user needs, foster an inclusive and welcoming environment, and
communicate information in a clear and impactful way. By combining teaching strategies with empathy and active
listening, librarians can empower users to navigate resources confidently and enhance their overall learning experience.
The paper explores the critical role of libraries and information specialists in navigating these complexities by focusing
on the intersection of technological innovation and essential human-centric skills. The study also highlights recent
innovations in library and information sciences, emphasizing their transformative impact on academic environments.
In parallel, it examines the skills, habits, and ethical standards expected of professionals in the field to meet emerging
demands effectively. Particular attention is paid to the pedagogical and socio-psychological dimensions of interactions
between library professionals and users, underscoring the significance of fostering positive relationships and effective
communication within an academic context. Drawing on examples from legislative and normative frameworks, the paper
discusses the regulatory and professional standards guiding the field. Additionally, it advocates for the continuous study of
human relationships and the adoption of progressive practices to enhance service quality and inclusivity in libraries. The
findings underscore the necessity of blending technological advancements with interpersonal skills to ensure that library
and information services remain adaptable, responsive, and user-centered in a diverse and dynamic global landscape.
The paper emphasizes the importance of studying human relationships and applying progressive practices in the field of
library and information.
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HEJATOI'TYHO-IICUXOJIOT'TYHI ACITIEKTH CHHIVIKYBAHHSA
BIBJIIOTEYHO-TH®OPMAIIMHUX ®AXIBIIIB TA KOPUCTYBAUIB
B AKAZEMIYHOMY CEPEJOBHIII

Y cyuacnomy cycninbcmsi, wjo wieuoko possusacmocs, OUHAMIKA THOOCLKUX CIMOCYHKIE cmae 0e0aii 3aniymaHiuion
ma bazamoepanniworo. Heszsadicaiouu na mexmonoeiunuil npozpec, AKuti pesonioyionizyeas bazamo cgep, 6Kuo4aoyu
bibniomexu ma iH@opmayilini nociyeu, M0OCLKULL QaKmop 3anuuaemvpcs HapiKcHUM KaMeHeM Yy 8UpiuienHi npoonem,
1n000aaHHT nepewKoo i docsaeHenHi npozpecy. ¥ ybomy GiOHOUEHHT Neda202iuti ma NCUXON02iUHI HABUUKU € BANCTUBU-
MU 0151 e(heKmuUBHO20 3alyUeHHs: ma niOmMpumMKu Kopucmysadie oioniomexu. L{i nasuuku daromo 3mo2y bioniomexapsm
PO3YMImu pisHOMAHIMKI NOMPedU KOPUCHYB8AUi8, CRPUAINU THKIIO3USHOMY d 00OPO3UUTUBOMY Cepedosulyy ma nepe-
oasamu inghopmayito yimxo ma epexmno. Iloeonyiouu naguanvni cmpamezii 3 eMnamicio ma akKmMuGHUM CILYXAHHAM,
oibniomexapi MOACYMv HAOAMU KOPUCTYBAYUAM MONCTUBICING BNEBHEHO OPIEHMYBAMIUCI 8 Pecypcax | NOKpauumu ixHit
3azanbHull 00¢8i0 HaguanHs. Cmamms 00CaiOHCYE 8axcaU8y pois Oibniomex ma inpopmayitinux cneyianicmis y Hagieayii
3 YUMU CKIAOHOWAMU, 30CEPeddICYIOUUCh HA NePemUHT MeXHON02IYHUX IHHOBAYIll MA OCHOGHUX HABUYOK, OPIEHMOBAHUX
Ha I0OUHY. JJ0CIIONCEHHSI MAKOJNC BUCBIMIIIOE OCMAHHKI IHHOBAYIT 6 OibniomeuHux ma iHPOPMAYIUHUX HAYKAX, HA2ONOULY-
104U Ha ix mpancgopmayiinomy enausi Ha axademiyne cepedosuuye. Ilapanenvho 6in 6usyac HABUYKU, 36UUKIU MA eMUYHI
cmanoapmu, sAKi 04iKylomscs 6i0 npogecionanie y yiu eanysi 015 ehekmusno2o 3a00680aeHHs Hogux eumoz. Ocobnugy
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yeazy npuoileHo nedazo2iuHumM i COYiAIbHO-NCUXONOSITYHUM ACNEKMAaM 83aEMOOIL Midc OiOiomeuHuMU npogecionaramu
ma Kopucmysauamu, RIOKpecuooul adCIUBICIb CNPUSHH NO3UMUGHUM CIMOCYHKAM | e(heKmusHiti KoMyHiKayii 6 aka-
Oemiunomy koHmekcmi. Cruparouucy Ha NpuKIaoUu 3aKOHO0A84oi ma HOpMamuseHoi 6aszu, y cmammi 062080pPIOMbCS
HopMamueni ma npoghecitini cmanoapmu, wjo pezynioroms yio cgepy. Kpim moeo, 6in eucmynac 3a be3nepepsHe 8uguenus
JHOOCHKUX CMOCYHKIB | 8NPOBAONCEHHA NPOSPECUBHUX NPAKINUK ONA NOKPAWEHHA AKOCMI NOCAye Ma iHKII03UBHOCMI 8
bioniomexax. Pesynemamu niokpecnioroms HeoOXiOHICMb NOEOHAHHS MEXHOLOSIMHUX OOCACHEHb 13 HAGUUKAMU MINCOCO-
OUCMICHO20 CRINKY8AHHS, W00 OIbNiomeyHi ma iHpOpMayitiHi NOCIYeU 3ATUULATUCT AOANMOBAHUMU, ONEPATNUGHUMU Md
OPICHMOBAHUMU HA KOPUCMYBAYA 8 PIZHOMAHIMHOMY MA OUHAMIYHOMY 2100aNbHOMY Aanowagmi. Y pobomi nazonousy-
E€MbCS HA 8ANCIUBOCHE BUBUEHHS TIOOCHKUX CIOCYHKIB | 3ACMOCYBAHHA NPOSPECUBHUX NPAKMUK Y Oi0niomeuHo-iH@op-

Mayitnii cgepi.

Knrouosi cnosa: akademiuna dibniomexa, inpopmayinuii cneyianicm, Cy4achi HAGUYKU, KOPUCMYSAY, HASGYAHHS MA

BUXOBAHHSL, NEOA202IYHO-NCUXOLOIYHI ACHEKMIL.

Introduction. In a rapidly changing current
environment, information consumers’ expectations
from information institutions and information
specialists are constantly increasing while new
technological opportunities emerge. In such cases,
libraries should regularly review their tasks (missions)
and constantly develop their human resources. On
the other hand, the librarians, or in other words,
information specialists who are indispensable
participants of the service provision process, face
a number of challenges. The question “Who is a
modern era librarian and what should he/she be?” can
be answered as follows:

— A professional librarian with a degree in library
and information science;

— An academic specialist (pedagogue with a degree
granting the right to teach) who teaches information
knowledge and skills, including a professional who
conducts research and helps transfer knowledge
through presentations and publications;

— An experienced specialist who understands, uses
and has the ability to apply a wide variety of ICT
programs and tools;

— Askilled manager who is responsible for managing
a complex budget and a large number of staff;

—A politician who establishes relationships,

communicates, and negotiates between service
departments and the academic community
(Envisioning future academic library services,
2010: 65).

Today's librarians must be information specialists
who are constantly working on themselves, working
diligently to improve their professional knowledge
and skills, and be able to keep up with the demands
of the times. In the literature devoted to the theory
and practice of international library science, the set
of modern professional skills of librarians reflects
the following areas: training and teaching, strategic
knowledge, results-oriented solutions, research
and analysis, knowledge management, knowledge
services, competitive intelligence, non-standard
thinking, overview of events, communication and
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listening skills, empathy, interviewing skills, positive
attitude, initiative, digitization, electronic indexing,
digital archiving, metadata creation and management,
system building and management, document
management, corporate content management,
bibliographic records management, digital asset
management, search engine/index development,
website design, social media communication skills,
21st century cataloging, marketing and sales, people
management, volunteer recruitment and management,
strategic planning and corporate policy formulation,
financial and budget management, communication,
public speaking and presentations, project
management, effective writing skills, preparing
project proposals for fundraising and grants, planning
meetings and events, contract negotiations, decision-
making, team spirit, implementing successful
innovations, the ability to attract people to libraries
instead of searching on Google or Wikipedia,
building trust between management and users, as
well as calculating, demonstrating and projecting the
benefits that the librarian brings to the institution, etc.
(Hunt, D., 2013: 78-80; Lawson, J., 2010: 56-59).

In addition to the above, there are new types
of knowledge and skills for librarians, which
include training, webinars, seminars, writing blogs,
networking, coaching and mentoring, volunteering,
participation in internship programs, etc. (Hunt, D.,
2013: 81).

An information specialist should always be
sensitive in his/her relationship with users. Thus, the
main qualities that a service worker should know and
possess include:

Image — since he/she represents the enterprise,
it is essential that the service personnel have an
appropriate image;

Mood — when communicating with customers,
mood should take a back seat, and in no case should
the user be negatively reacted to or allowed to violate
the rules of conduct. It is necessary to avoid stress by
focusing on the correct execution of the work, not on
personal problems;
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Always be ready — it is necessary to always be
ready to communicate with users;

Knowledge — it is important to have sufficient
knowledge and skills about the work and service,
and to ensure that users are satisfied and do not feel
neglected (Gannon-Leary, P., 2010: 101).

These listed qualities apply not only to the
library environment, but also to areas of activity and
service sectors with various profiles, since the socio-
psychological aspects of human relationships play an
important role in these areas.

Library professionals as educators. In the
modern conditions, where education and upbringing
work in society is built on new scientific foundations,
the mutual relations between library science and
pedagogy have expanded further, and as a result of the
deep integration process, a relatively new discipline,
“Library Pedagogy”, has been formed. This discipline,
while studying the experience of library work in
its research, widely uses the scientific methods of
pedagogy and enriches the study of the upbringing
and education process with important provisions in
its scientific results, which is of great importance for
pedagogical research.

Pedagogical activity refers to professional activity
aimed at educating the younger generation, in other
words, at implementing the process of training,
education and development, including the formation
of personality (Gasimova, L., 2022: 171).

Historically, libraries have been an integral part
of educational institutions and at the same time have
acted as independent executors of this process, and
library specialists, as subjects of pedagogical activity,
have played an indispensable role in the education
of not only the younger generation, but also all age
groups, in their educative and educational process.

Studying the problems of “working with readers”
and “reading” is of great importance in achievement
of the educational and enlightening functions of
libraries. Libraries also act as one of the leading
institutions in managing and directing the reading
process, in cultivating a reading culture, especially
in guiding children's reading, and take initiatives
to coordinate educational and instructional work
(Khalafov, A., 1999: 6).

It is more appropriate to express the role of
librarians in this process as mentors.

“Mentor” is a Greek word and means to guide and
to direct. According to Greek mythology, a mentor
gives advice, admonition, and encourages with his
personal example and word. The purpose of applying
the mentoring system in pedagogy is to develop
human potential, ensure organizational (project group)
culture, provide academic or career support to the
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target audience, and as a result, shape the developing
human potential (Gasimova, L., 2022: 174).

In modern times, there is a great need for mentors,
or rather, educated, competent librarians in their
person, to successfully implement the educational
practices.

In academic libraries, this task is performed
by teacher-librarians, who instill the methods and
techniques of information search in order to master
the course materials at the appropriate level, organize
individual and group classes with students to ensure
more effective use of library resources, as well as
consultation hours, constantly establish feedback with
the Faculty members, are invited to classes, and teach
Information Literacy training courses in accordance
with the needs of the faculties. At the same time, as in
teachers, the high level of personal and pedagogical
skills and habits, as well as professional abilities in
librarians determines the success of the results to be
achieved. Such skills and habits include:

— informative;

— mobilizing;

— developing;

— guiding.

Pedagogical abilities are divided into three groups:
basic, auxiliary and complementary. These include
personal pedagogical, didactic — explanatory, oratory,
theoretical (academic) abilities, organizational-
communicative, perceptive (empathy, personality
assessment), and suggestive (voluntary influence)
abilities (Gasimova, L., 2022: 180-189).

Regardless of its type, any library environment, by
providing favorable conditions for personal education
and lifelong learning, highlights the influence of
librarians as pedagogical subjects in this process.

The Law of the Republic of Azerbaijan on
Education also notes the important role of libraries in
education and upbringing, and they are considered the
main means of providing information to participants
of the educational process. The inclusion of
employees of general education and higher education
libraries in the category of pedagogical workers in
the law has further increased the responsibility of
librarians in the education and upbringing process
and has created a basis for their joint creative activity
with the pedagogical team (The Law of the Republic
of Azerbaijan on Education, 2009: Chapter 3,
Article 31).

Psychological aspects of user services.
Regardless of the development of technology and
the level of integration of technological tools into
library services, the human factor has always been
and will be at the forefront. This includes not only
professional relationships between library staff, but
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also the relationship between librarians and users, the
psychological characteristics of the communication
of information specialists with teachers, students and
staff in the academic environment, which, in turn, is
of particular importance in multicultural, diverse and
inclusive societies.

As stated in the Law of the Republic of Azerbaijan
on Library Work, “Library activities are carried
out in order to ensure the right of readers to freely
receive information, to meet their needs for books,
periodicals and other documents that make up the
library collection. One of the main tasks of libraries,
serving the development of the intellectual and
moral potential of society as a social institution, is to
actively contribute to the upbringing of independent
and creatively thinking citizens.” (The Law of the
Republic of Azerbaijan on Library Work, 1998:
Article 1).

Historically, librarians have acted as “gatekeepers”
by deciding what types of books, audiovisuals, and
other materials are available and by establishing
guidelines for their use. In modern times, they
fulfill this function by deciding what information
and resources are shared on the library’s new
technological means of dissemination (websites,
social media platforms, e-mails, etc.), where, and how
they are presented. The success or failure of library
users’ educational and research outcomes depends on
how well librarians fulfill this “gatekeeper” role (The
whole library handbook 5, 2014: 345).

Many students think that librarians only play
a navigating role in the physical library, and they
simply cannot imagine that they have a function such
as research support.

As a result of the research conducted, it has been
found that students in the campus environment try to
solve their research-related queries with the support
of their classmates or teachers more often than by
contacting library professionals. Several factors are
cited as the reasons for this:

— They think that they will bother the librarians
with their queries;

— They think that the librarians are not obliged to
help them;

— Some students are unaware of the services
available to them in the library;

— They are unaware of the role of librarians in
education;

— Insome cases, they refuse to approach librarians
with new requests because they are dissatisfied with
their past library experiences (College libraries and
student culture, 2012: 52).

Such situations lead to the emergence of "hidden
no" answers, in which the user does not approach the
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library, thinking that a specific request cannot be met
unless he has the necessary information about the
library's holdings and service capabilities (Rzayev, S.,
2008: 65).

The “Guidelines for Behavioral Performance of
Reference and Information Service Providers 2023,
jointly developed by the professional organizations
ALA (American Library Association), RUSA
(Reference and User Services Association), and SLA
(Special Libraries Association), states the following
about exemplary professional conduct for library
staff:

— Builds relationships with users based on
communication, trust, mutual understanding, and
intellectual empathy.

—Participates in bibliographic activities that require
excellent interpersonal skills and offer collaborative
learning experiences.

— Determines the user’s information needs,
including context, before addressing them.

— Assists users in finding and using information,
including instilling information literacy skills
(Guidelines for Behavioral Performance of Reference
and Information Service Providers, 2023: 2). This
guideline, which covers five main areas — visibility/
accessibility, user engagement, listening/inquiry,
search and result tracking — focuses primarily on
the behaviors displayed by librarians in reference
and user services (Emotion in the library workplace,
2017: 134).

These behavioral norms help to ensure quality
library service. Library users have their own ideas
about quality. These can be divided into two categories:
(1) service quality and (2) customer satisfaction.
Service quality is more content- and context-based.
Both service quality and customer satisfaction
encompass users’ experiences with library staff,
their performance expectations, the ease or difficulty
of accessing services in the institution, the comfort
of the physical environment, etc. Most importantly,
customer satisfaction, like service quality, is based on
the interactions between real customers and the library
(or any service provider). Satisfaction is a feeling of
satisfaction or a state of mind in which a customer
perceives that their expectations have been met or
exceeded by a particular library. Customer satisfaction
is measured by the ratio of actual experience to
expected experience (Hernon, P., 2014: 12-13).

In general library practice, librarians are advised
to follow this formula when dealing with dissatisfied
and sometimes angry users:

— Greet;

— Listen;

— Acknowledge (admit);
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— Listen;

— Apologize;

— Ask questions if necessary;

— Listen;

— Build a bridge;

— Offer a solution;

— Obtain verbal
2011: 55).

Here, the recommendation to “listen” is proposed in
several stages, which ensures effective communication
in any interaction. The habit of active listening is a
leading factor in clarifying and resolving the problem
in any conflict situations, and often leads to a gradual
decrease in the aggressiveness (with or without reason)
of the other party. In this regard, in the process of
interaction with library users, librarians, in addition to
professional knowledge and experience, must also have
strong emotional intelligence so that they can identify,
understand and manage both their own and the other
party's emotions (Montgomery, J.G., 2005: 38).

It is no coincidence that the ALA Code of Ethics
adopted by the ALA Council in 1939 and subsequently
amended and revised several times, states that the basic
principles that librarians should be guided by are to
provide the highest level of service to all library users
through appropriate and usefully organized resources,
to ensure an equitable service policy, equitable use, and
to provide accurate, impartial, and courteous responses
to all inquiries (American Library Association Code
of Ethics, 1939: Article 1). “Library Bill of Rights”,
another document adopted by the ALA Council in
the same year states that the right of a person to use a
library should not be denied or restricted on the basis
of origin, age, background or views, that requests
from individuals or groups regarding the use of library
space should be provided on a fair basis for everyone,
regardless of their beliefs or affiliation, and that
libraries should ensure the right to privacy of all users,
regardless of their identity, by protecting their library
usage data and personally identifiable information
(Library Bill of Rights, 1939: Articles 5-7).

One of the important tasks facing librarians is to
createindividual or, in otherwords, personalizedlibrary
services for users, focusing on what is important to
them, finding the intersection between general library
services and personalized relationships, and thereby
achieving a mutually beneficial library experience. In
such a case, librarians begin to act as “door-openers”
rather than “gatekeepers”. At this point, they should
think less about the resources, services, content, etc.
provided by the library and focus more on what value
and efficiency user groups obtain from these services
and resources. “Opening the door” to members of the
public by observing whether and how they use the

confirmation (Rubin, R.J.,
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services provided by the library, and by asking them
which services are most effective for them, should
become a key task for libraries (The whole library
handbook 5, 2014: 347-348).

As mentioned, in the academic environment,
librarians actnotonly as information providers, butalso
as educators and mentors. The main recommendations
when working with students include:

— Minimize any verbal or non-verbal rejection
responses related to the task or the teacher;

— Provide the best possible support to the student
who needs help;

— Inform the student about personal judgments and
conclusions regarding the assignment and leave the
student with the opportunity to make a choice (right
or wrong);

— Do not take the student's failure in the assignment
personally;

— Contact the teachers regarding the problem with
the assignment, but do not bother them, and if you
do not achieve results, make a conscious decision and
continue working;

—1In case of an emergency, contact the relevant
department management (dean, curriculum committee
or vice-rector). This step can often lead to additional
anxiety and even personalization of problems rather
than solving the issue (McAdoo, M.L., 2010: 29).

There are several ways to communicate with
faculty. These include:

Indirect (via email, phone, etc.)

Advantages:

— Facilitates immediate communication;

— Allows for a quick response.

Disadvantages:

— It is a form of absentee communication;

— It may not be immediately responded to;

— The idea written or said in the message may be
misunderstood;

— Additional clarification may require follow-up
correspondence/communication;

— The faculty may not have the time or interest to
respond indirectly.

Direct (face-to-face)

Advantages:

— It is a form of visual communication;

— Allows for dialogue.

Disadvantages:

— It can take time to arrange a meeting;

— It can be seen as confrontation;

— It can make the faculty defensive;

— Thelibrarian may have poor orno communication
with the faculty (McAdoo, M.L., 2010: 26).

In many cases, teachers themselves are skeptical
of the educational support function of librarians,
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and generally have low expectations of them in this
area. If they convey this conclusion to students, it is
understandable that students will turn to their teachers
for help, not librarians (College libraries and student
culture, 2012: 59).

Conclusion. In general, it is very important for
users to communicate their needs with the library.
In turn, library staff must periodically share any
changes to the library structure, relocation, transfer of
collections, etc. with the students, faculty and staff,
as well as with other library users, thereby preventing
possible dissatisfaction and lack of knowledge, and
also learning users' opinions and suggestions regarding
these innovations (Sengupta, E., 2020: 31). These
sharings can be done through the library website, social
media platforms, email newsletters, or by conducting
surveys to solicit suggestions and comments.

...............................................................................

The interaction between librarians and students is
not limited to the use of library services and resources,
but also the professional relationship with students
who temporarily work in the library as interns or
volunteers creates an opportunity to gain valuable
experience for those at the beginning of their career.
At this time, librarians should try to be an example to
students who will become future specialists with their
personal and professional behavior as a role model,
and instill in them characteristics such as attendance,
responsibility, teamwork skills, punctuality, attention
to detail, etc. (Reale, M., 2013: 31).

Summarizing all that has been said, it can be
noted that communication between information
professionals and users is constantly evolving and
being shaped as a result of the steadily changing
demands of the society and time.
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