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Resumen 
Se analiza el papel de las bibliotecas en la contribución 
a la humanización de la enseñanza superior, a través 
de los servicios de proximidad, y se presenta un estu-
dio de satisfacción de los usuarios realizado en las bi-
bliotecas de la Facultad de Psicología y el Instituto de 
Educación de la Universidad de Lisboa (Portugal). Se 
aplicó una encuesta a 100 usuarios de una biblioteca 
de enseñanza superior en Portugal, a lo largo de 3 
años (incluyendo los años COVID-19). Una vez selec-
cionados los parámetros implicados en la humaniza-
ción de los servicios, los resultados, medidos en una 
escala Likert de 1 (insatisfecho) a 4 (muy satisfecho), 
revelan mejoras en la satisfacción de los usuarios con 
la calidad de las colecciones, los servicios de referen-
cia personalizados y la formación y el apoyo ofrecidos. 
Entre los retos identificados figuran la adaptación de 
los recursos de información a las necesidades de los 
usuarios, el fomento de la inclusión de la comunidad, 
la garantía de una atención equitativa y de calidad y la 
formación en técnicas avanzadas de investigación. 
Las bibliotecas de educación superior desempeñan un 
papel fundamental en la humanización de la educación 
superior, proporcionando servicios de proximidad que 
contribuyen a desarrollar la autonomía y la confianza 
de los estudiantes. Los indicadores positivos de satis-
facción sugieren que la humanización en la enseñanza 
superior puede lograrse con éxito con estos servicios. 
Palabras clave: Bibliotecas universitarias. Servicios 
de referencia. Estrategias de aprendizaje. Humaniza-
ción. Habilidades académicas. Estudios de usuarios. 
Estudios de caso. Portugal. 
 

Abstract 
The role of libraries in contributing to the humanisation 
of higher education, through proximity services, is dis-
cussed; and a user satisfaction study carried out on the 
subject in the libraries of the Faculty of Psychology and 
the Institute of Education of the University of Lisbon 
(Portugal) is presented. A survey was applied to 100 
users of a higher education library in Portugal, over 3 
years (including the COVID-19 years). Having selected 
the parameters involved in the humanization of ser-
vices, the results, measured on a Likert scale from 1 
(dissatisfied) to 4 (very satisfied), reveal improvements 
in user satisfaction with the quality of the collections, 
the personalized reference services, and the training & 
support offered. Challenges identified include adapting 
information resources to users' needs, promoting com-
munity inclusion, ensuring equitable and quality care, 
and providing training in advanced research skills. 
Higher education libraries play a fundamental role in 
higher education humanization, providing proximity 
services that contribute to developing students' auton-
omy and confidence. The positive satisfaction indica-
tors suggest that humanization in higher education can 
be successfully achieved with the contribution of these 
services. 
Keywords: University libraries. Reference services. 
Learning strategies. Humanization. Academic skills. 
User studies. Case studies. Portugal.  

1.  Introduction 
In the current globalized context, urban growth, 
accelerated movement, and cross-border circula-
tion of people affect the most vulnerable, shaping 
the perception of their psychological safety (Han, 
2022) and making individuals more threatened, 
insecure, and scared (Bauman, 2005). Humani-
zation seems to acquire greater relevance, 

becoming more valuable and important in provid-
ing calm and secure interactions. In higher edu-
cation, the massification of access and the con-
sequent standardization can lead to latent ten-
sions, disputes over identity spaces, and a certain 
dehumanization of contacts, harming educational 
communities' quality. Considering that the quality 
of higher education institutions is linked to the 
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dignified treatment of students (Sabirova, Gus-
enina, Sukhomlinova & Safyanov, 2019), more 
than teaching or instructing well, designing the 
best curricula or having good facilities, it is also 
necessary to ensure meaningful guidance, giving 
students the freedom and allowing them to partic-
ipate in activities independently and freely (Igna-
tovitch, 2017). The ideas supporting the 5.0 soci-
ety concept converge on the need to (re)build a 
sense of community and connect the school to a 
more authentic and student-centered pedagogy, 
allowing for meaningful learning experiences in 
life with others. Schools and institutions of higher 
education "can help shape this community expe-
rience by focusing on their relationships with each 
other and how they can model resistance and op-
position to unjust policies for their students" 
(Sabirova, Gusenina, Sukhomlinova & Safyanov, 
2019, p. 73), emphasizing the purpose of educa-
tion through dignity and humanization. 

The commitment of higher education libraries to 
supporting students has continued on several 
fronts. In information management and acquisi-
tion of resources and comprehensive collections, 
in the maintenance of institutional repositories 
and databases for research, and in increasing 
specialized reference services close to students’ 
needs. Today, in a more technological society, li-
braries seek to follow these trends and support 
their students in their studies, promoting infor-
mation literacy and digital fluency (Llewellyn, 
2019; Rafi et al., 2019; Sanches, 2022). To fulfill 
their academic objectives in higher education, 
students must not only mobilize the knowledge 
learned in the classroom but also obtain it individ-
ually. For that purpose, they must access various 
sources, especially the information resources 
available in their libraries, resources that have be-
come increasingly important and significant in 
higher education (Murray et al., 2016), as they 
provide a large part of the theoretical and meth-
odological bases for achieving academic suc-
cess, contributing to their autonomy and self-con-
fidence. Adequate preparation to develop skills, 
the promotion of knowledge, and support sys-
tems for the learning experience, precede the ac-
quisition of self-confidence, characterized by the 
belief in positive achievements, persistence, and 
self-awareness (White, 2009). However, many 
students face doubts, hesitations, fears, and 
other feelings of insecurity or frustration through-
out this process, especially when writing their the-
sis (Sanches & Borges, 2019). Sternberg (1981, 
p. 190) stated that the anxieties or depressions 
caused by the dissertation are concentrated in 
three spheres:  

(a) negative feelings about the dissertation itself, 
particularly about its dubious result; (b) decreased 

self-esteem; (c) a real or presumed deterioration in 
other significant relationships, for which the require-
ments of the dissertation are blamed. 

For these reasons, support must also be given 
through more direct and incisive actions that en-
courage the acquisition and development of skills 
of students to make good use of information, 
through tools that improve their daily lives and 
well-being (Saunders & Wong, 2020), under-
standing this type of need and humanizing ser-
vices with this aim in mind. Despite seeming fa-
miliarity with computers, many do not have the 
critical and analytical skills to search for and ac-
cess web-based information (Brindley, 2009). 
This is all the more reason to ensure that the skills 
and competencies to deal with information are 
developed by students, even if this is increasingly 
complex and presented in diverse media. 

To face these challenges, we believe that devel-
oping skills such as resilience, persistence, and 
self-confidence are characteristics that can help 
overcome obstacles. This must be aligned with 
the purposes of society 5.0, in which the focus of 
developing technological solutions is human well-
being, quality of life, and solving social problems. 
In short, a human-centered society, where we 
can find cyberspace mixed with physical space, 
data-driven, and strong in knowledge, that serves 
humanistic purposes (Hitachi-UTokyo Labora-
tory, 2020). Knowing how to search, select, or-
ganize, evaluate, and present information ethi-
cally and legally (Association of College and Re-
search Libraries, 2016), becoming aware of infor-
mation, and knowing how it is generated and cir-
culates, provides better conditions to investigate 
and produce new knowledge, presumably lead-
ing to better academic results. Therefore, it is es-
sential to promote skills that enhance the ability 
to critically confront content, self-sufficiency, and 
control over learning, with a focus on the person. 

2.  Humanizing higher education  
and its libraries 
Transition to higher education corresponds to a 
stage of great expectations for students, which 
brings with it enormous individual and collective 
challenges, and whose complexity has been the 
subject of several studies (Holdaway & Kelloway, 
1987; Ploner, 2018; Tynjala et al., 2012), as it not 
only involves an environmental change, but also 
corresponds, in most cases, to an important 
stage of personal transformation. Due to the new 
context to which these individuals move, particu-
lar importance is attached to the institutional and 
social environment with which the university stu-
dents will interact in their adaptation process, as 
well as the skills they must develop so that it un-
folds smoothly and pleasant. If, on the one hand, 
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individual changes are accompanied by greater 
autonomy and responsibility with school activities 
(which become more complex in higher educa-
tion), on the other hand, challenges arise related 
to academic, institutional, social, personal, and 
vocational dimensions (Santos et al., 2019) that 
needs to be responded to. All the cumulative de-
mands of this new stage can be factors of greater 
stress. Each student will have to deal with more 
readings, a greater need for theoretical and con-
ceptual deepening, more curricular and extracur-
ricular activities, and develop critical and reflec-
tion skills, to appropriate the theoretical and prac-
tical knowledge inherent to their disciplinary area. 
Although anchored in positive feelings of success 
in gaining access to Higher Education, all these 
situations can lead to experiences of greater or 
lesser difficulty, predicting the decision to stay or 
abandon, depending on their readiness, conver-
gence with initial expectations, and management 
effectiveness of these same expectations (Hold-
away & Kelloway, 1987; Santos & Almeida, 
2000). Several factors will influence the full inte-
gration of higher education students: involvement 
in academic activities, interaction with university 
services and professors, and relationships with 
peers that play an important role in this stage 
(Pascarella & Terenzini, 2005; Pereira, 2005), in 
addition to involvement with the academic library 
(Sanches, 2016). 

Taking this context into account, studies related 
to adaptation to university have been focusing on 
an important factor: the social support received 
upon entering higher education – also known as 
academic hospitality. The need for students to 
create social bonds is met throughout the social-
ization process with the help of the environment 
in which family, friends, teachers, and librarians, 
among others, circulate. These interlocutors will 
allow interactions that improve the conditions of 
adaptation to the academic environment, the in-
stitution, or even the city, different from those pre-
viously known. Social support will result in better 
integration, as it allows sharing and provides a 
feeling of belonging, essential for adjusting to the 
new reality, and thus contributing to well-being 
and positively interfering with students' social and 
academic performance (Bennett & Rice, 2008). In 
the words of Seco and colleagues (Seco et al., 
2005, p. 27)  

[…] the fact that students perceive themselves as 
reinforced in their value by families, friends and the 
higher education institution itself, if they feel guided 
by the challenges they face, they realize that they 
have available a set of interpersonal relationships 
that can help them solve their problems, specific 
conditions that facilitate the transition process and 
the perception of well-being. 

Institutional availability for social support is 
achieved firstly through academic hospitality, 
based on the assumption that first-year university 
students must provide curricular and organiza-
tional policies that enhance emotional stability 
and facilitate the conscious and rational construc-
tion of a professional and personal future (Nico, 
2000; OECD, 2019). At this important stage in 
life, students may experience some obstacles, 
namely a feeling of confusion in different dimen-
sions of their life, or feelings of volatility and in-
definiteness which, if not specifically managed, 
can worsen into more complex emotional and so-
cial problems. From this point of view, well-being 
is a necessary individual condition for adequate 
academic involvement, which can be enhanced 
by institutional hospitality, providing comfort. Ac-
ademic comfort is based, according to Nico 
(2000), on institutional, relational, pedagogical, 
and personal dimensions. Therefore, it is im-
portant to create conditions to prepare a more ap-
propriate and considered way of receiving stu-
dents, framing them in organizational terms, 
providing positive experiences, avoiding uncom-
fortable situations, and generating a climate of 
trust, stability, and predictability, guarantees of 
desirable balance for personal development. As-
sociated with the concept of hospitality, reflec-
tions on the need for humanization must be evi-
dent across the entire educational context. Hu-
manization in teaching becomes more pressing in 
this global space, where the movement and cir-
culation of people accentuate the vulnerability 
and psychological insecurity of those involved. 

Treating a human being with dignity is also a con-
dition that is associated with the quality of higher 
education institutions, so, more than teaching or 
instructing well, designing the best curriculum, or 
having good facilities, it is also important to guar-
antee significant guidance, giving students free-
dom and allowing them to participate in independ-
ent activities, choosing a suitable organization 
and improving the educational process. 
Cronbach, cited by Aspy (1978), already men-
tioned the humanization of teaching should be 
based on cordiality. This presupposes the spon-
taneous expression of feelings, the support and 
encouragement, contingent social reinforcement, 
tact and consideration, and, finally, the students' 
feelings of acceptance. The stressful factors of 
the tertiary education system largely arise from 
the uncertainty associated with it (increased by 
the pandemic context), such as academic suc-
cess or future employment. Faced with the chal-
lenges that attending higher education presents, 
protective factors (or psychological resources to 
deal with those) must be activated, which include, 
according to (Baik et al., 2017), an integrated 
sense of self and gains (autonomy), strong 
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connections with others who share the same val-
ues (sense of belonging), loving and secure per-
sonal relationships (relatedness), and experi-
ences of being effective and able to meet the ac-
ademic requirements of your course (compe-
tence). 

Research already consistently suggests that stu-
dents' mental well-being, as well as their aca-
demic performance, are strengthened by learning 
environments that promote the development of 
five aspects that underlie this well-being (28, p. 
8): 

• Autonomous motivation – we are autonomously 
motivated when we do things because we find the 
activities intrinsically interesting or satisfying, or 
when we believe our actions will facilitate valued 
goals 

• Belonging – we experience belonging when we 
feel that we are accepted and valued by others 
within social groups and organisations 

• Relationships – we experience positive relation-
ships when we trust, rely on and care for others 
and experience others trusting, relying on or car-
ing for us 

• Autonomy – we experience autonomy when our 
actions, tasks and goals are self-chosen and self-
concordant (authentic), rather than imposed or 
controlled by others 

• Competence – we experience competence when 
we are able to manage the interactions, tasks and 
challenges that we face. 

Recently, some studies have devoted greater at-
tention to libraries' contribution to social well-be-
ing. One example is the study dedicated to Eng-
lish public libraries that have improved the quality 
of life of their users (Fujiwara et al., 2015). This 
trend is also emerging in higher education librar-
ies, with several authors focusing on students' 
mental health and well-being, whether through 
the space, services, or entertainment provided 
(Brewerton & Woolley, 2016). Ramsey and Aa-
gard (Ramsey & Aagard, 2018) state that, alt-
hough these structures are not always consid-
ered regular contributors, they are considered 
safe and reliable spaces that help their users, al-
lowing equal access to information, that is freely 
available to the entire school population. They 
even emphasize that the trend towards more flex-
ible and comfortable spaces, which even include 
space for short naps or relaxation, has made it 
possible to identify libraries as spaces for health 
and well-being, as they allow students to “re-
charge their batteries”, take short breaks or so-
cialize, relieving academic stress. This same vi-
sion is found in later studies (Merga, 2021): that 
higher education libraries should operate as safe 
spaces for young people, promote and provide 

resources for initiatives that promote mental 
health and well-being, and support and develop 
bibliotherapeutic practices and reading for pleas-
ure, to meet the expressed or implicit needs of 
students regarding their mental health. The stu-
dents appreciate and recognize that library 
spaces are safe features, identifying them as a 
place of belonging in the community and recog-
nizing and appreciating opportunities for reading, 
relaxing, and renewing energy. 

In the United Kingdom, due to the pandemic situ-
ation and the anxiety associated with it (which 
was revealed in concerns about access to re-
sources, the sense of community, and perceived 
loneliness or generalized symptoms of anxiety 
and depression), a holistic support model was de-
signed for student mental health and well-being 
in the library (Cox & Brewster, 2020). This was 
based on eight aspects: the inherent value of the 
library, impact of library services, well-being as a 
library service, detection of problematic situa-
tions, hospitality, signage, library as a good part-
ner, and well-being of library staff. Although re-
sults are still difficult to gauge, the authors believe 
the library can support students' mental health 
and well-being, complementing the whole-univer-
sity approach, and being increasingly adopted in 
the UK. 

Bladek (2021) highlights the importance of librar-
ies for the well-being of students, particularly after 
the COVID-19 pandemic, as university services 
that must address these concerns cannot be lim-
ited to health offices or psycho-pedagogical sup-
port to the student. Despite recognizing the diffi-
culties that distance has added to higher educa-
tion services in general and to libraries in particu-
lar, his study gives concrete and successful ex-
amples of actions to promote students' mental 
health, based on collections (and their effects on 
the feeling of belonging through sharing readings 
and choosing topics), services (related to flexible 
schedules, study support or exam support ser-
vices, as well as support for students with games 
and activities) and spaces (to relax, take breaks 
or even sleep, furnished invitingly and comforta-
bly). Academic library spaces have been recog-
nized as enhancing confidence, creativity, and in-
teraction, contributing to a sense of social and 
emotional well-being and, for these reasons, ac-
tively and healthily promoting student learning 
(Sanches, 2016; Willis et al., 2019). 

This work seeks to deepen this knowledge, which 
relates to higher education libraries and student 
well-being, describing users' assessment of li-
brary operating strategies that can contribute to 
the general quality of the academic journey of its 
patrons. 
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3.  Methods 
A case study is presented, supported by a litera-
ture review on the relevance of ensuring the well-
being of higher education students and the con-
tributions that libraries can make in this context. 
The case study differs from other research meth-
ods by the depth with which it addresses an ex-
ample in its context, reflecting the participants' 
perspective involved in it, being idiosyncratic and 
specific (Amado & Freire, 2017). This methodol-
ogy allows us to analyze real and contemporary 
situations considering their contextual influences 
(Yin, 2009). 

3.1. Institutional Context 

The performance of a higher education library in 
Portugal, belonging to the University of Lisbon, is 
presented. Being the largest in Portugal, the Uni-
versity of Lisbon serves a population of around 
50,000 students, with around 3,500 teaching staff 
and 2,500 non-teaching staff. Located in the cap-
ital, it includes 18 schools (colleges and insti-
tutes). Colleges are schools dedicated to teach-
ing and offering undergraduate and postgraduate 
courses and institutes more focused on research. 
The Institute of Education (IE) is a school dedi-
cated to investigating, training, and intervening in 
specific Education and Training problems. The 
Faculty of Psychology (FP) is another school ded-
icated to training future psychologists concerned 
with intervening in individual and collective be-
havior. The observed library serves these two in-
stitutions and their academic community and has 
around 2,500 students, teachers, and research-
ers. With around 70,000 visitors per year, this li-
brary offers around 50,000 book titles, 1,500 
magazine titles, several databases, and thou-
sands of electronic documents and, in its 370 m2, 
offers around 130 seats for the general public. 

2.2. Participants and procedures 

The International Standard Organization (ISO, 
1998) developed standards to measure library 
performance, resulting in the ISO 11620/98 
Standard (Information and Documentation Li-
brary Performance Indicators). Later, closely fol-
lowing this standard, IFLA issued a guiding doc-
ument for measuring quality in libraries. Both doc-
uments, applicable to all types of libraries, place 
the notion of performance at the center. Perfor-
mance is based on the relationship between effi-
ciency (use of resources) and effectiveness 
(achievement of objectives). The IFLA guidelines 
(Pool, Boekhorst & Mundt, 2007) specify the re-
quirements for a performance indicator for librar-
ies and establish a set of indicators to be used by 
libraries of all types. It also provides guidance on 

how to implement performance indicators in li-
braries where such indicators are not already in 
use. The set of indicators to be used in the eval-
uation will depend on the perspective that will be 
considered (users, institution or work teams) and 
what is intended to be evaluated. It is within this 
guiding framework that the developed instrument 
develops. The questionnaire design was also 
based on the LibQual methodology (Cook, 2015), 
which assesses the level of users' perception of 
the services provided. In this case, we sought to 
be inspired by the assessment of the human as-
pect of the service quality dimension. This relates 
to the user's interaction with the library team, 
mainly in their assistance and competence. The 
study was developed based on a survey, distrib-
uted in May 2022 to 100 users (compared to the 
one previously launched, in 2020, to the same 
number of users), and analyzes respondents' 
perceptions of the library's offer. The survey anal-
ysis is inspired by the ISO 16439 (2014) standard 
indicators, regarding the impact on individual 
well-being, that “means the influence of library 
contacts and library services on individual per-
sons, but it can also concern whole groups” (ISO, 
2014, p. 14). According to the international stand-
ard, this influence can have effects and changes 
in skills and competences, attitudes and behav-
iors, higher success in research, study, or career; 
and individual well-being.  

Responses were based on a Likert scale, be-
tween 1 (not satisfied) and 4 (very satisfied), and 
with the additional option “I have no opinion”. De-
spite the use of a quantitative instrument (Likert 
scale questionnaire), the aim is to analyze the re-
sults more in line with a qualitative study, thus 
seeking a more holistic and integrative under-
standing of their interpretation. The first topic con-
cerns parameters related to library collections 
made available to users, given the following char-
acteristics - the quality of books, periodicals, and 
electronic resources; the suitability of the collec-
tion to your needs; the frequency of acquiring new 
products; dissemination of the collection (exhibi-
tions, thematic exhibitions, newsletter). In the 
second topic, regarding service, users are asked 
about the kindness and commitment to meeting 
their needs, the presence and availability of tech-
nicians in person, the agility of service, and the 
confidence in the information provided. Finally, in 
training and support, the ability of technicians to 
guide and support research work was ques-
tioned; and satisfaction with the training offered. 

In both periods, the survey was distributed to the 
academic community that frequents the library 
space (students, teachers, researchers, and non-
teaching staff). This represented the community 
served by the library, with an average of 96 % 



70 

Sanches, Tatiana. Fostering humanization in academic libraries: a case study about scaffolding  
autonomy and trust in students. // Ibersid. 18:2 (jul.-dic. 2024) 65-73. 

students, 3 % teachers, and just 1 % in the other 
category. As for the institution of origin, most 
(76%) of those interviewed were enrolled at the 
Faculty of Psychology. Regarding the teaching 
cycle, the distribution of students was as follows: 
1st cycle with 64 %, 2nd cycle with 19 %, 3rd cy-
cle with 8 %, and 6 % attending postgraduate 
studies that do not lead to a degree. Finally, 3 % 
were teachers. 

4.  Results and Discussion 

Although these results are part of a more compre-
hensive survey, we only focused on the three top-
ics mentioned – Collections, Reference Services, 
and Training & Support. These are the ones that 
can directly relate to the mental well-being of stu-
dents, as well as their academic performance, as 
they are characterized by actively promoting the 
five fundamentals of well-being in learning envi-
ronments (Baik et al., 2017), already identified 
previously, namely: autonomous motivation, be-
longing, relationships, autonomy, and compe-
tence. 

4.1. Library Collections 

Library collections analysis is the first aspect con-
sidered, as they allow equal access to information 
and evoke a feeling of identity and belonging to 
the academic community, considering they are a 
source of knowledge and a basis for development 
for most academic work. This parameter reveals 
users' perception of documentary resources re-
garding the quality of available documents (re-
garding their suitability, frequency of acquisition, 
and dissemination). As one of the main objectives 
is to make all this documentation accessible, it is 
essential to understand whether it corresponds to 
the needs felt by students, teachers, and re-
searchers. Thus, the quality of printed, digital, 
and media documents is systematically ad-
dressed. 

 
Figure 1. Collection’ satisfaction 

In this first parameter, referring to the evaluation 
of collections by users, the valuation was gener-
ous and obtained 81.03 % general satisfaction in 
2022 (76.82 % in 2020). Regarding the quality of 
the collection of books, periodicals, and electronic 
resources made available, we note that the eval-
uation increased compared to the previous year, 
reaching 85.9 % (79.29 % in 2020). In periodical 
publications, satisfaction practically remained 
from 85.4 % to 85.7 %. Electronic resources are 
also very stable in readers' perception, going from 
83.3 % to 82.2 %. Efforts to acquire new re-
sources have been even to increase previous val-
ues, revealing that students, teachers, and re-
searchers are overall “very satisfied” with these 
resources. In the collection' suitability to needs, 
there was a sharp increase in the evaluation com-
pared to the previous year, with 85.4% satisfac-
tion now recorded (72.46 % in 2020). In purchas-
ing new items frequency' the change was from 
68.4 % satisfaction in 2020 to 80.6 %, demonstrat-
ing significant appreciation for the continuous ef-
fort to keep the collection updated. The dissemi-
nation of the collection (exhibitions, thematic exhi-
bitions, newsletter) reveals a decrease this year. 
In 2020, there was 72.7 % satisfaction, and after 
it reached only 66.4 %. Therefore, it is necessary 
to renew the dissemination strategies, continuing 
the thematic exhibitions and reading suggestions, 
which have had a good response, estimated both 
by the dozens of leaflets that sell out each exhibi-
tion and by the relative success of the use of the 
social network, even though this is not enough to 
achieve excellence. 

4. 2. Reference Services 

Reference Service was considered an important 
humanization measure, as it is the visible face to 
create the conditions for personal interaction and 
prepare the reception of students adequately and 
thoughtfully, framing them in organizational 
terms, and seeking to provide positive experi-
ences. The service seeks to avoid uncomfortable 
situations and generates a climate of trust, stabil-
ity, and predictability, guaranteeing the balance 
necessary for personal development (as previ-
ously explained). In the service parameter, an im-
provement trend is observed. The corresponding 
average rose sharply from 83 % to 92.3 %. De-
spite the difficult circumstances experienced (due 
to COVID-19), and the systemic and structural 
shortage of personnel, the team showed resili-
ence and professionalism, remaining coherent 
and balanced in interpersonal relationships and 
dialogue strategies that aim to foster motivation 
for the development of academic activities 
(mainly information research and study). It should 
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be noted that the items in this parameter are the 
best evaluated in the entire survey. 

 
Figure 2. Reference Services’ Satisfaction 

Regarding friendliness and commitment to satis-
fying their needs, we obtained a satisfaction rate 
of around 91.5 % (in 2020 it was 85.5%). Regard-
ing the presence of staff, there was also an in-
crease, with this item obtaining 94.1% satisfac-
tion (85.1 % in 2020), a significant value that re-
veals the usual reception of technicians, despite 
the increase in difficulties in managing spaces 
and user flow. Response speed has consistently 
increased, from 76.4 % (in 2020) satisfaction to 
90.1 % (in 2022). Regarding confidence in the in-
formation provided by technicians, one of the best 
scores in the entire survey was obtained, with 
94.6 % satisfaction, also increasing in the evalu-
ation compared to the previous 90.1 %. 

 
Figure 3. Training & Support’ Satisfaction 

4. 3. Training & Support 

Concerning training, the questions focus on the 
ability of technicians to guide and support re-
search work; satisfaction with the training offered 
to readers; the ease of use of the library catalog 
web page, and the institutional repository utiliza-
tion. This includes encouraging autonomy in the 

actions, tasks, and objectives arising in academic 
work, in the context of the library, as well as in 
promoting the development of skills, that is, in the 
support given for the tasks and challenges that 
student face, providing adequate training and 
support for these same tasks. 

The ability to guide and support research work 
this time achieved 91.3 % satisfaction (78.00 % 
in 2020), continuing to reveal the technicians' 
skills in understanding the questions asked and 
guiding users to the most appropriate resources 
to fulfill the requirements of your academic objec-
tives, definitely contributing to your academic 
success. Regarding the training offer for readers, 
we obtained a satisfaction rate of around 75 % (in 
2020, the figure was 73.9 % satisfaction). We be-
lieve that this evaluation continues to demon-
strate the benefit of reader training practices and 
the commitment of technicians to assist them in a 
personalized way, regarding their information lit-
eracy skills development. Additionally, the ease 
of use of the library's catalog and web pages also 
increased in appreciation, achieving a satisfac-
tion level of 82.5 % (79.2 % in 2020). A high level 
in our readers' assessment of the accessibility of 
the catalog, electronic resources, and other infor-
mation that the library provides and which, in re-
cent years, has undergone a platform update, 
which could partly explain these results. The web-
site is evaluated in the ease-of-use item 
(friendly/intuitive). This item has around 84.4% 
satisfaction, rising sharply compared to the 68.8 
% achieved in 2020. Finally, we have the item re-
lated to the Institutional Repository. Here we find 
a significant increase reaching 87.5% in user sat-
isfaction (79.5 % in 2020). Although the overall 
assessment is “very good” and necessarily re-
sults from the availability of digital theses and dis-
sertations, together with self-archived docu-
ments, we feel that it is possible to improve it, 
through more effective and consistent dissemina-
tion of this resource use. 

5.  Conclusions 
This work was intended to reflect and deepen the 
knowledge related to higher education libraries 
and student well-being. To this end, users' as-
sessment of library operating strategies over 
three years was described. the analysis revealed 
that some strategies recommended to promote 
well-being in higher education, applied to librar-
ies, can contribute to the general quality of the 
academic career of their visitors. Given the chal-
lenges that arise in promoting well-being in higher 
education, with benefits for academic success 
and student retention, it is necessary to: (a) en-
sure that information resources meet users' 
needs, contributing to the development of their 
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research skills, (b) promoting inclusion in the 
community, ensuring equitable and quality care 
and (c) providing training in advanced research 
skills for the development of academic work, pro-
moting the well-being of students. Throughout 
this study, we sought to demonstrate that higher 
education libraries can be closer to their users, 
through management oriented towards the hu-
manization of the services offered, as it is with 
services and resources focused on the commu-
nity that well-being is built, welcoming and provid-
ing better conditions for each person to face aca-
demic challenges. In the words of Bauman (2003, 
p. 134): 

If there is to be a community in the world of individ-
uals, it can only be (and needs to be) a community 
woven together from sharing and mutual care; a 
community of interest and responsibility for the 
equal rights of being human and equal capacity to 
act in those rights defence. 

The results presented result from a strategy to 
raise awareness among the work team about the 
needs of these students and user feedback ob-
tained every two years. The services provided are 
on the right path for the student's academic de-
velopment, as they resonate with the references 
that support the pillars of student well-being: mo-
tivation, belonging, relationships, autonomy, and 
competence (Baik et al., 2017). This is what we 
tried to do, relating in this analysis the diversity 
and quality of the collections to the feeling of iden-
tity and belonging; serving autonomous motiva-
tion and fostering positive relationships; and 
training and support for autonomy and academic 
skills development. 

Based on this case study, it is legitimate to con-
sider that proximity support contributes to stu-
dents' autonomy and confidence in addition to in-
formation literacy skills. This is the first step to un-
derstanding that educational and pedagogical 
functions in higher education go far beyond formal 
and restricted teaching. Academic libraries, 
through proximity services, where personal rela-
tionships are an investment, are suitable spaces 
to open higher education institutions to humaniza-
tion, contributing to the building of communities. 
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