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Inquiries Response Service in University Libraries During Corona
Pandemic

A Survey Study
Abstract

Based on the saying of librarian Ranganathan that “the
happiest moment in the life of the librarian is when he performs
his work as a reference service specialist; and his ultimate
happiness is when the features of joy are drawn on the face of
the beneficiary, an expression of his satisfaction with the
reference service he received” (Jaber, 2015). This study comes to
support university library services. With the spread of the COVID-
19 virus at the beginning of the 2020, we noticed the complete
closure of all Fayoum University libraries, and as a result the
direct contact with the beneficiaries was cut off, and here the
role of the inquiry service appears as an alternative to physical
attendance. The main goal of this study is to explore and monitor
ways to provide a service to respond to inquiries in Fayoum
University information institutions, and to identify the challenges
facing the service specialist, then present a technical proposal to
service specialists in the Central Library and the Embassy of
Knowledge and monitor their response to it. The study relied on
the survey method in both its analytical and descriptive basis;
and also relied on the questionnaire as a basic tool for collecting
data. During the first semester of the academic year 2020/2021,
the study reached several results, the most prominent of which
are: The library and the Embassy of Knowledge received many
guestions from the beneficiaries, which increased in number and
diversity of their content during the Corona pandemic. They

show that the methods used most are: personal visit questions
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followed by contact via WhatsApp, e-mail and personal phone
for specialists, and finally the Messenger of the Facebook page.
The Library and the Embassy were satisfied with supporting
electronic communication with the beneficiaries without
presenting any innovative ideas to provide the service, and they
were waiting for the beneficiaries to communicate with them
without making attractive marketing for the service, especially
with the presence of a conflict with the marketing methods
available for the service.

* Keywords: Inquiries response service - university libraries -
embassies of knowledge - QRcode technology - Corona
pandemic.
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