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Abstract 
This research examines the influence of staff diversity management on service delivery 
effectiveness in academic libraries, with particular reference to the Federal Polytechnic, Ilaro, 
Ogun State, Nigeria. Three fundamental dimensions of diversity, namely demographic, 
organisational, and socio-cognitive, as well as the moderating effects of age and gender, are 
discussed in the study. Using a descriptive survey research design, data was collected from 22 
librarians using a structured questionnaire and analysed with descriptive statistical techniques. 
The results validate the intense demand for diversity in digital competencies, identify 
psychological as well as systemic obstacles to managing diversity, and deduce the desire for 
inclusive, experiential staff development approaches. The research maintains that effective 
workplace diversity management improves service quality and suggests context-sensitive 
measures, including inclusive training and investing in digital infrastructure. The results provide 
practical advice to academic library managers who seek to improve service delivery by adopting 
diversity-sensitive human resource practices. 
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Introduction 

In today's fast-changing world, organisations—libraries included—are experiencing revolutionary 

transformations in how they operate, especially in human resource composition. Libraries have 

traditionally focused on diversifying collections. However, the imperative for inclusive, effective, 
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and people-centred service delivery has expanded the scope to include diversity in staff. Diversity 

in the workplace is not just a matter of fairness but a strategic necessity. 

In university libraries such as the Federal Polytechnic, Ilaro, diversity in the workforce, when 

effectively managed, may enhance creativity, user responsiveness, and service effectiveness. 

Diversity of staff may be generally classified as demographic, organisational, and socio-cognitive. 

Demographic diversity includes age, gender, and ethnicity; organisational diversity deals with 

professional background, tenure, and hierarchical level; sociocognitive diversity deals with 

variations in thought styles, religion, cultural values, and knowledge systems. 

These dimensions, when scrutinised closely, demonstrate a trend toward greater complexity in 

academic library settings. For example, age and gender frequently act as moderating variables, 

affecting the relationship between staff characteristics and institutional results. A young, 

technologically oriented library staff may deal with service delivery in a different manner than a 

library dominated by older, traditionally trained staff. Likewise, gender diversity in positions and 

tasks can affect communication patterns, conflict resolution, and the inclusiveness of user 

engagement initiatives.  

 

Despite the evidence-based benefits of diversity, like improved problem-solving, broader 

perspectives, and organisational resilience, the majority of academic libraries in Nigeria are still 

struggling with effectively managing these differences. Bedi, Lakra, and Gupta (2018) observed 

that the ability to convert staff differences into organisational strengths requires deliberate 

diversity management policies, which in Nigerian institutions either do not exist or are poorly 

implemented. Miscommunication, bias, and unresolved cultural tensions can reduce productivity, 

staff morale, and ultimately, the quality of library services. This is particularly problematic in 

polytechnic libraries that must support hands-on, skills-based educational programmes where 

timely and user-focused delivery of information is critical. 

Furthermore, the efficacy of academic libraries is contingent not only upon the accessibility of 

resources but also on the proficiency with which librarians and support personnel attend to the 

requirements of a heterogeneous student population. Emwanta (2017) observed that, although 

numerous Nigerian academic libraries possess ample resources, unsatisfactory staff demeanour 

and inadequate service orientation frequently result in the suboptimal use of these resources. This 

highlights the necessity to examine how the diversity of library personnel impacts or obstructs the 
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achievement of service delivery objectives. With continued globalisation and technological 

transformation of higher education, Nigerian polytechnic libraries must cater to increasingly 

diverse workplace populations. Investigating the dimensions and trends of staff diversity and their 

implications for service delivery is not only timely but imperative for institutional competitiveness 

and responsiveness. 

This research investigates the influence of demographic, organisational, and socio-cognitive 

diversity management of the Federal Polytechnic, Ilaro, library workforce on the delivery of library 

services. In addition, it investigates the moderating effects of age and gender in this relationship 

and therefore enhances the understanding of workplace diversity and its influence on performance 

in academic libraries in Nigeria. 

 

Statement of the Problem 

Academic libraries have a pivotal role to play in enhancing learning, research, and innovation in 

institutions of higher learning. But for the Federal Polytechnic, Ilaro—and other institutions of a 

similar nature all over Nigeria—issues regarding the quality and consistency of library service 

delivery, even with huge investment in human and physical capital, are emerging. Among the core 

issues propelling this challenge is poor management of library staff diversity. Age, gender, 

cultural, communication, and professional differences will often lead to misunderstanding, low 

morale, and inefficiency in service. These issues are compounded if there is no deliberate system 

to manage demographic, organisational, and socio-cognitive diversity. Without addressing these 

dimensions—especially if age and gender are acting as moderating factors—the potential of library 

staff cannot be optimised. There is therefore a need to study how diversity is managed in academic 

libraries in order to enhance the performance of employees and overall provision of services. 

 

Study Objectives 

The main objective of this study is to examine the management of library staff diversity for 

effective service delivery in academic libraries, with a focus on The Federal Polytechnic, Ilaro. 

Specifically, the study seeks to: 

i. identify the various types of staff diversity (demographic, organisational, and socio-

cognitive) found in The Federal Polytechnic, Ilaro Library; 

ii. establish the most prevalent type of diversity among the staff of the library; 
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iii. find out the extent to which staff diversity impacts service delivery in the library; 

iv. identify different types of staff diversity contribute to the extent of its impact; and 

v. find out methods being used to manage staff diversity to improve effective library service 

delivery. 

 

Research Questions 

This study aims to answer the following research questions: 

1. What are the diversity types of staff (demographic, organisational, and socio-cognitive) 

that occur in The Federal Polytechnic, Ilaro Library? 

2. Which among the types of diversity occurs more frequently among the library staff in The 

Federal Polytechnic, Ilaro? 

3. Which among the types of diversity contributes the most to the delivery of library services 

in the institution? 

4. What are the problems that staff diversity poses in delivering effective library services? 

5. What measures are currently in place to tackle staff diversity for improved service 

delivery? 

 

Literature Review 

 

Concept of Staff Diversity 

In modern organisational environments, particularly in academic institutions such as libraries, the 

relevance of workforce diversity understanding and management has only become more 

pronounced. Diversity is beyond a mere buzzword; it is a strategic mechanism for fostering 

inclusiveness, encouraging innovation, and enhancing performance levels. Dike (2015) 

conceptualises diversity as acknowledging, comprehending, and valuing human dissimilarities 

regardless of factors such as age, gender, ethnicity, religion, socio-economic status, or physical 

ability. Workplace diversity, according to Dessler (2017), is the array of differences individuals 

bring to a company that is founded on observable and unobservable characteristics. 

In the library environment, staff diversity can be defined in terms of three fundamental dimensions: 

demographic, organisational, and socio-cognitive. Demographic diversity includes factors such as 

age, gender, and ethnicity—dimensions that are readily apparent and frequently influence the way 



71 https://pjolis.org/ 

people are treated and perceived in the work environment. Organisational diversity entails 

variations in professional backgrounds, experience levels, job functions, and tenure. Socio-

cognitive diversity refers to differences in cognitive styles, communication modes, cultural 

orientations, values, and belief systems (Özbilgin et al., 2016). These factors all impact how library 

employees work together, manage conflict, serve patrons, and adjust to institutional change. 

 

Van Knippenberg and Mell (2016) have performed work demonstrating that the comprehension of 

the interrelations among various facets of diversity enables organisations to leverage potential 

advantages while surmounting the accompanying challenges. For example, having a multi-

generational workforce can provide a fruitful combination of old and new work ethics, whereas 

gender balance can translate into equal opportunity and leadership involvement. Nonetheless, in 

the absence of suitable policies, these diversities can breed misunderstandings or inefficiencies. 

This highlights the pertinence of context-specific studies such as this study, which investigates the 

effects of staff diversity on service delivery in a Nigerian university library. 

 

Rationale for Workforce Diversity in Libraries 

Libraries, as multicultural and intellectual institutions, are tasked with serving user communities 

that are becoming more diverse. As globalisation and technological transformation impact higher 

education, the demand for library staff to be responsive and representative of this diversity has 

grown. More diverse groups have a broader set of viewpoints, resulting in better problem-solving, 

creativity, and responsiveness in service environments (Bedi et al., 2018). Similarly, Fagbe, Ojo, 

and Bakare (2019) emphasise that inclusive staffing practices contribute significantly to staff 

satisfaction and user engagement. 

The argument for promoting diversity in libraries is also rooted in equity-oriented goals. Libraries 

are sometimes described as democratic institutions that facilitate equal access to information. A 

diverse workforce aids in achieving this mission by facilitating culturally responsive services and 

minimising unconscious bias in decision-making (Martin, 2020). In Nigeria, demographic change 

and increased education opportunities have created a workforce with individuals from diverse 

regions, ethnic groups, and educational backgrounds. Ignoring such dynamics in hiring and staff 

development creates a gap between delivery capability and service expectations (Őnday, 2021). 
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Notwithstanding the perceived advantages, most academic libraries in Nigeria are struggling to 

establish effective diversity management frameworks. According to Shaban (2021), the lack of 

strategic planning coupled with the poor commitment of the leadership works to perpetuate 

institutional stagnation. Munde (2018) cautions that if diversity is applied as a superficial practice 

instead of an underlying value, libraries will continue to experience low staff morale and poor 

performance. 

 

Benefits of Implementing Workforce Diversity 

Effective diversity management results in improved organisational performance, particularly in 

knowledge environments such as libraries. According to Ward (2018), diversity improves 

innovation through various problem-solving skills and varied professional experiences. Further, 

Kung et al. (2020) add that diversity improves user engagement when staff connects with users 

through common languages, experiences, or cultural references. This observation is especially 

applicable in polytechnic libraries, where users require timely and pertinent assistance. 

Moreover, diversity management allows for team learning and collaboration. Kuusela (2013) 

explains that when diverse employees work together, they learn from one another through 

mentoring, coaching, and socialisation, and this results in increased productiviesentationrectify 

under-representation, promote social cohesion, and improve the quality of services. When workers 

feel respected and valued, their commitment is improved, which translates to better user relations 

and knowledge transfer (Urbancová et al., 2021). 

 

Challenges of Staff Diversity Management 

Notwithstanding its advantages, diversity management has numerous challenges. In the Nigerian 

situation, Nwokpoku et al. (2017) discovered that systems of belief in conflict and ideological 

disparities frequently hamper cooperation within library settings. Conflicts based on age, 

breakdown in communication, and entrenched gender stereotypes are also common disruptors of 

workplace harmony. Furthermore, Inegbedion et al. (2020) hold that managerial incompetencies 

and a lack of institutional commitment are significant obstacles to successful diversity initiatives. 

Wagner and Willms (2018) warn that, in the absence of a clear policy direction, efforts at diversity 

promotion risk backfiring in the form of tokenism or further marginalisation. Ogbo, Kifordu, and 
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Ukpere (2018) reaffirm that integration, rather than representation, is the issue. Without inclusive 

building mechanisms, staff diversity is shallow and useless. 

 

Methods and Strategies for Managing Diversity 

Successful diversity management needs intentional policies, active leadership, and frequent staff 

training. The American Library Association (ALA, 2018) suggests practical frameworks, 

including bilingual hiring, peer mentoring, and inclusive promotion standards, to help foster equity 

in library systems. Bolivar et al. (2019) posited that training, internships, and mentorships are 

useful ways of building social integration and professional development among diverse 

employees. In Nigeria, Fagbe et al. (2019) recommend a locally tailored strategy that involves 

anti-discrimination measures, diverse recruitment practices, and routine staff training 

interventions. These interventions should be informed by data and responsive to the immediate 

cultural setting in order to record concrete gains. 

 

Methodology 

This study adopted a descriptive survey design to investigate the dimensions of staff diversity—

demographic, organisational, and socio-cognitive and their impacts on effective service delivery 

in academic libraries. Nworgu (2020) states that a descriptive survey organises data systematically 

to portray actual profiles of individuals, events, or circumstances. This method of research was 

especially appropriate, given that the objective was to study existing diversity patterns among 

library personnel and how gender and age influence such interactions at the Federal Polytechnic 

in Ilaro, Ogun State. 

The study involved 22 librarians, both professional and para-professional staff. The total 

enumeration method was employed owing to the relatively limited population size and hence 

intensive and objective familiarity with employee diversity along the three dimensions. A 

structured questionnaire that had been designed and tested by specialists in library and information 

studies was the primary tool for data gathering. The instrument had scales to assess demographic 

variables (gender, ethnicity, age), organisational diversity (rank, years of service, educational 

qualifications), and socio-cognitive factors (values, language, communication styles). 

Data were collected through the direct administration of questionnaires, with subsequent analysis 

being carried out using SPSS version 23. Descriptive statistics such as frequency counts, 
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percentages, means, and standard deviations were used. The analysis controlled for the moderating 

effects of age and gender by cross-tabulating responses against these demographic variables to 

derive meaningful inferences relevant to the aims of the study. 

 

Results 

Through an online survey using Google Forms, 22 librarians responded to the study. The 

respondents' answers were analysed based on frequency count, percentage, mean and standard 

deviation, and finally put in the form of tables for easy interpretation. 

 

Table 1: Mean Rating of Responses Staff Diversity Management needs of Librarian for 
Effective Service Delivery in The Federal Polytechnic Ilaro 
 

S/N Managing staff diversity SA A D SD Mean St.D Rank Decision 
1 Staff needs skills to effectively 

adopt digital or virtual reference 
services 

22 0 0 0 3.69 0.50 1st Accepted 

2 Library staff need skills to 
effectively implement electronic 
resources delivery service 

20 2 0 0 3.69 0.47 1st Accepted 

3 There is need for skills to 
effectively implement library 
management system 

15 6 1 0 3.55 0.52 2nd Accepted 

 

Table 1 presents mean ratings of responses on staff diversity needs of librarians for effective 

service delivery at the Federal Polytechnic, Ilaro. The findings indicate a great demand for capacity 

building in skills, particularly in the provision of digital services. The highest rated needs are the 

skills for adopting digital/virtual reference services and electronic resources provision, both having 

a mean rating of 3.69. This is an indication of the growing organisational diversity challenge in 

meeting technological developments. Additionally, the need for skills in library management 

systems ranked just below (mean = 3.55), but still significantly. The responses reveal that young 

and old librarians, both male and female, share this evolving requirement. This refers to an 

evolving consensus within socio-cognitive diversity—commonality of recognition of the 

imperative for digital change, though in populations of varying demographics. Investment in 

ongoing training tailored to age and occupation dynamics is thus likely to meet existing capacity 

gaps. 
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Table 2: Mean Rating of Responses on Diversity-Driven Technological Skills Provided to 
Librarians for Effective Service Delivery in The Federal Polytechnic Ilaro.  
 

S/N Managing staff diversity SA A D SD Mean St.D Rank Decision 
1 Staff are trained to use zoom for 

library service 
7 11 3 1 3.24 0.84 1st Accepted 

2 Skills to use email for library 
service 

18 4 0 0 3.15 0.89 2
nd Accepted 

3 Ability to effectively implement  
library management system 

16 4 2 0 3.00 0.90 3rd Accepted 

 

Table 2 indicates the staff diversity training courses that librarians at The Federal Polytechnic, 

Ilaro, can engage in to enable effective service delivery. The results indicate that training on Zoom 

application for library services was ranked highest (Mean = 3.24), which suggests a heightened 

emphasis on virtual communication tools—an aspect of socio-cognitive diversity that enables 

knowledge sharing. This is preceded by training on the use of email (Mean = 3.15), then the ability 

to implement the library management system, which received the lowest ranking (Mean = 3.00), 

with evidence of likely organisational diversity through technical capability building deficit. These 

findings attest to the relative investment in skillsets attuned to modern-day information provision 

and indicate the intervention of demographic diversity, e.g., age, in technology take-up. 

 

Table 3: Mean Rating of Responses on the Methods Put in Place for Managing Staff 
Diversity for Effective Service Delivery in The Federal Polytechnic, Ilaro 
 

S/N Managing staff diversity SA A D SD Mean St.D Rank Decision 
1 Online learning 12 11 1 0 3.43 0.66 1st Accepted 

2 Conferences 11 8 2 1 3.28 0.76 2nd Accepted 

3 Physical Workshop 19 2 1 0 2.78 0.94 3rd Accepted 

 

Table 3 reveals the strategies adopted to tackle staff diversity for better service delivery in the 

Federal Polytechnic, Ilaro. Among the strategies considered, online learning had the highest mean 

score of 3.43, indicating that it is the most practiced and best approach to staff development. This 

was followed by conferences (mean = 3.28), which represented the company's effort to expose 

employees to global professional information and inclusive strategies. Physical workshops, 

although accepted, were the lowest (mean = 2.78), showing a reduced level of preference for face-

to-face training, possibly due to expense, time constraints, or technological alternatives. These 
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findings are indicative of a gradual shift towards digital and hybrid modes of learning in diversity 

management and capacity building of staff, as is in line with the latest trends in academic libraries 

(Fagbe et al., 2019). This also tends to support earlier assertions that good management of diversity 

enhances efficiency and responsiveness in service. 

 
Table 4: Mean Rating of Responses on the Challenges Inhibiting the Managing Staff 
Diversity for Effective Service Delivery in the Federal Polytechnic, Ilaro. 
 

S/N Managing staff diversity SA A D SD Mean St.D Rank Decision 
1 Inadequate technological facilities 

to organize seminars 
12 5 4 1 3.59 0.60 1st Accepted 

2 Lack of fund 16 5 0 1 3.52 0.53 2nd Accepted 

3 Non-challant attitude of library 
management towards training their 
Staff 

8 6 5 3 3.03 0.75 3rd Accepted 

 

Table 4 indicates the major problems inhibiting efficient management of staff diversity in the 

Federal Polytechnic, Ilaro. The most critical challenge revealed is the insufficiency of 

technological facilities to facilitate seminars and training programs, with a mean score of 3.59. 

reflecting high agreement among respondents. This is followed closely by insufficient funding 

(mean = 3.52), which further limits the institution's ability to facilitate continuous diversity-

oriented development programmes. The third-ranked concern is the lackadaisical attitude of library 

management towards staff training, with a mean value of 3.03. Although accepted as a valid issue, 

this concern had comparatively lower consensus. These findings suggest that structural and 

managerial limitations—more specifically, in terms of access to technology and budget—provide 

basic barriers to diversity management in Nigerian university libraries, consistent with the findings 

of Inegbedion et al. (2020) and Shaban (2021). 
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Table 5: Mean Rating of Responses on the Strategies for Efficient Management of Staff 
Diversity for Effective Service Delivery in the Federal Polytechnic, Ilaro 

 

S/N Managing staff diversity SA A D SD Mean St.D Rank Decision 
1 Physical workshop should be 

included in annual staff training 
14 5 3 0 3.87 0.34 1st Accepted 

2 Physical seminar will help library 
staff to increase productivity 

19 3 0 0 3.83 0.37 2nd Accepted 

3 Library staff should be trained on 
all aspect of activities in the 
academic library 

11 9 1 1 3.81 0.39 3rd Accepted 

 

Table 5 presents strategies rated by respondents as effective in managing staff diversity to improve 

library service delivery at The Federal Polytechnic, Ilaro. The most highly rated strategy is the 

inclusion of physical workshops in annual staff training programmes, rated with a mean score of 

3.87, indicating a high degree of consensus that it is effective. This is closely followed by physical 

seminar organisation to improve employees' productivity (mean = 3.83) and employees' training 

in all aspects of library operations (mean = 3.81). While much as the mean scores closely agree, 

rankings better reflect the pragmatist inclination towards experience-based, face-to-face 

professional training. These results align with Bolivar et al. (2019) and Fagbe et al. (2019), who 

emphasised consistent capacity building and extensive training as key to the success of diversity 

management in university libraries. 

 

Discussion of the Findings 

Findings from Table 1 show that librarians require critical electronic and digital service skills, 

which are an imperative organisational diversity need for technologically competent staff.  

Table 2 shows moderate diversity-supportive equipment provision, such as Zoom and email 

training, reflecting partial socio-cognitive diversity fulfilment through enhanced communication 

and knowledge sharing. The lower mean scores, however, reflect differences in the learning 

capacities and digital readiness of different staff segments. 

Tables 3 and 4 show organisational weaknesses—while online conferences and learning are being 

utilised, physical workshops are relegated to the background, possibly due to financial and 

technological limitations. These findings reinforce the limitations placed on mapping diversity 
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management strategies with real institutional capacities, an argument echoed by Chigbu and 

Idiegbeyan-Ose (2019). 

Lastly, Table 5 offers promising strategies such as the inclusion of physical workshops and cross-

functional training. These can bridge generational differences and foster inclusion through the 

addressing of skill and knowledge diversity. 

Overall, the discussion confirms that effective diversity management, when it incorporates 

demographic realities and cognitive differences, enhances service delivery. This corroborates the 

need for continuous professional development and equitable distribution of resources in 

polytechnic libraries. 

 

Conclusion 

The findings revealed that library management has been active in equipping staff with digital skills 

via training, seminars, online learning, and workshops, there exists a disparity in the holistic use 

of demographic, organisational, and socio-cognitive diversity in staff development practices. 

Demographically, age and gender are still variables in access to training and adaptability for new 

technologies, suggesting that one size does not fit all. Organisationally, although practices such as 

online learning and conferences are used, challenges such as poor infrastructure, no targeted 

funding commitment, and management commitment absence interfere with consistency. At the 

socio-cognitive level, restricted exposure to diverse views and work styles can reduce the quality 

of service delivery and staff teamwork. The research concludes that effective and equitable 

services, and managing staff diversity must go beyond ad hoc training. It requires strategic policies 

that actively consider age, gender, learning capacity, and team dynamics when planning staff 

development. Non-compliance risks staff disengagement, low morale, and library 

underperformance. In the face of this, libraries in institutions like The Federal Polytechnic, Ilaro, 

must intensify efforts at bridging diversity gaps by introducing inclusive practices and investing 

in resources to support overarching diversity management frameworks adapted to the unique 

Nigerian library situation. 
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Recommendations 

To enhance effective service delivery by managing staff diversity in polytechnic libraries, the 

following are recommended:  

1. Librarians must be trained across age and gender lines to use digital tools like email and 

electronic resource systems.  

2. Management must embrace inclusive strategies like hybrid learning (online and classroom 

workshops) to cater to different learning styles.  

3. Adequate funding must be allocated for technological infrastructure and continuous 

training.  

4. There must be an established policy that ensures all library staff, regardless of demographic 

or socio-cognitive profile, have equal access to skill development and knowledge exchange 

platforms. 
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