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A B S T R A C T

Immigrants are among the populations in modern society that libraries are striving to serve. This study aims to develop a framework on immigrants, their information
needs, and library services. Using a systematic literature review based on the grounded theory approach, 28 related articles were reviewed to identify the causes,
characteristics, and the content of the information needs of immigrants. Also explored were the possible sources to satisfy these information needs and the barriers to
accessing needed information. Findings indicate that personal social networks, the Internet, media sources, and institutions are the main information sources for
immigrants; language, cultural differences, the digital divide, unfamiliar information systems, and psychological factors are the five major challenges for immigrants
obtaining information. Based on the findings, a unified framework about immigrants, their information needs, sources to satisfy those needs, and library information
services is, therefore, proposed. This framework may provide guidance for libraries and other information service agencies to better develop services and information
systems for immigrants.

1. Introduction

Between 1990 and 2017, the number of international migrants, or
immigrants, worldwide rose by over 105 million with an estimated total
of 258 million international migrants in 2017 (United Nations, 2017).
Immigrants have become a significant faction in modern society and
cannot be ignored by information service providers, such as govern-
ments and libraries (Shields, Drolet, & Valenzuela, 2016).

Immigrants have different types of information needs when they
arrive in a new country, such as housing, health, jobs, and education. If
their information needs are not met, the process of integrating im-
migrants into a new society will become more difficult and frustrating
(Caidi & Allard, 2005; Sirikul & Dorner, 2016), which may lead to
further social exclusion. Warschauer (2002) discussed the harm of so-
cial exclusion to those who are excluded and the broader impact on
society as well as the economy. Immigrant information needs tend to be
personal and also evolve with the changing lives of immigrants. These
require that information agencies or organizations, such as libraries,
provide customized assistance and services that could satisfy those in-
formation needs, as indicated by Wang (2012), Berger (2002), and
others.

According to Buckland, libraries are “social and cultural institutions
with specific processes, practices, and interaction with information and
its users” (Buckland, 1988, 1992). Libraries have a long history of
serving immigrants. Library collections and active services in the past

100 years have been part of nationwide efforts to address the needs of
immigrants (Cuban, 2007). For example, many public libraries offer
services on acculturation, citizenship, and practical information eva-
luation and selection (Pokorny, 2003; Shepherd, Petrillo, & Wilson,
2018). American Library Association (ALA) Public Programs Office
published “The New Americans Library Project,” which explored how
the public libraries serve more than 43 million immigrants, who make
up 13% of the United States’' population. ALA also published “Library
Programs and New Americans: A White Paper” to help public libraries
provide services for immigrants in June 2019. The White Paper pro-
vides nine recommendations for library staff to help libraries improve
library services to meet immigration needs (Flinner, Norlander, Nock,
Brucker, & Welch, 2019). The development of library services specifi-
cally for immigrants has often reflected the changing practices of li-
brarians to meet the needs of these newcomers trying to adjust to their
new lives in their new country.

2. Problem statement

Although extensive studies have emphasized the importance of
understanding information needs and barriers for immigrants migrating
from different countries and regions, no such understanding has been
achieved. Consequently, immigrants often may not receive information
services and other services that could have been provided to them. Also,
a lack of such understanding may negatively impact the directions and
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quality of services provided to immigrants. Even though libraries have
long provided services for immigrants, they need guidance in evalu-
ating their existing services and to develop new services that better fit
immigrant needs, because library and information services organiza-
tions are serving a multi-ethnic immigrant group. There is a gap be-
tween the studies on immigrant information needs and the actual ser-
vices that libraries can provide to address these needs in practice.

A theoretical framework that identifies the information needs of
immigrants and corresponding information services of libraries to meet
these needs may fill this gap. Furthermore, this framework could spe-
cify the relationships among the information needs of immigrants, in-
formation sources, information access barriers, and services the in-
formation providers, such as a library, can offer.

This study aims to develop a unified framework on immigrants,
their information needs, and library services based on a systematic
understanding and organizing aspects as related to immigrants. It in-
cludes an analysis of the obstacles encountered by information service
providers, such as libraries, in providing information services to im-
migrants and what services libraries have historically provided to im-
migrants. Combining a systematic literature review and the grounded
theory approach, this study would like to answer the following research
questions:

RQ1: What are the information needs of immigrants identified in the
literature?

RQ2: What are the sources and challenges for immigrants to obtain
information?

RQ3: What services have libraries historically provided to meet the
information needs of immigrants?

RQ4: What are the obstacles for libraries to provide services to
immigrants?

3. Literature review

A number of studies have been conducted to understand the needs
of immigration information (Atiso, Kammer, & Adkins, 2018; Caidi &
Allard, 2005; Khoir, Du, & Koronios, 2015; Shoham & Strauss, 2007).
Most of the research used questionnaires, interviews, case studies, and
other methods to investigate the information needs of immigrants.
These studies not only help researchers obtain first-hand data, but also
provide a basis for the research in this paper. Most of these studies,
however, focused on the immigrant information needs and barriers of a
particular country and/or region. Most of the research only lists the
results of interviews, experiments, and so on. Although these studies are
very meaningful, it is difficult for readers and researchers to have a
holistic and systematic understanding of the information needs of all
immigrants. The literature review conducted by Caidi, Allard, and
Quirke (2010) focused on the information practices of immigrants,
which summarized how immigrants' experiences affect their informa-
tion behavior, such as needs, sources, uses, and barriers. The services
that libraries could provide to immigrants were described when the
authors discussed the formal sources where immigrants could obtain
needed information, but library services were not the focus of the ar-
ticle by Caidi and her collaborators. Fifteen out of the 28 papers ex-
amined in this study were published after 2010 when the review was
conducted by Caidi and her collaborators. Another literature review
conducted by Beretta, Abdi, and Bruce (2018) reviewed research re-
lated to immigrants' information experience, and summarized main
characteristics of immigrants' engagement with information.

This study used a systematic review approach. A systematic review
or overview has been defined as: “a review of a clearly formulated
question that uses systematic and explicit methods to identify, select
and critically appraise relevant research, and to collect and analyze
data from the studies that are included in the review” (Gough &
Thomas, 2016). Systematic review is widely used in various disciplines,
such as health informatics, sociology, and information science. How-
ever, there is no clear, one-fits-all definition for ‘systematic review.’

And there is no one template that all reviews have followed, although
there are common terminologies (Cooper, Hedges, & Valentine, 2009;
Gough & Thomas, 2016) one can apply. Many descriptions of systematic
reviews begin by outlining the ‘stages’ a review should include, from
identifying an answerable question, developing inclusion criteria and
search strategies, to methods of quality assessment and synthesis. Khan,
Kunz, Kleijnen, and Antes (2003) provided a five-step procedure for
conducting a systematic review, including: 1. Framing research questions
for a review, 2. Searching for relevant studies, 3. Determining studies to be
reviewed by quality assessment, 4: Synthesizing evidences, and, 5: Under-
standing and interpreting findings. A systematic review approach is con-
sidered appropriate and applied in this study because it applies rigor to
its procedures in searching, filtering, and synthesis to develop the evi-
dence for specific research questions (Petticrew & Roberts, 2006).

Furthermore, there is a trend to combine other methods with the
literature review, such as inductive content analysis (Moreno-Conde
et al., 2015) and meta-analysis (Laranjo et al., 2014), to explore dif-
ferent research problems. The grounded theory (GT) methodology, as a
qualitative research method, has been widely used in social science
research (Charmaz, 2011; Glaser, 1978; Urquhart, 2002). GT metho-
dology facilitates the discovery of theories that buried in data. It allows
“the researcher to develop a theoretical account of the general features
of a topic while simultaneously grounding the account in empirical
observations or data” (Martin & Turner, 1986, p. 141). Mansourian
(2006) thought the procedure of the grounded theory methodology
consisted of four stages, including coding the data, memo writing,
sorting, and theory generation. She believed that the key issue in ap-
plying GT was to develop a theory that grounded in real data. Glaser
(1992) stated that GT can be used as a methodology in many dis-
ciplines. GT has been used in library and information science (LIS)
studies since early 1980s, especially in information seeking behavior
studies (Mansourian, 2006). Allan (2003, p. 9) advocated the use of GT
in LIS research.

A method integrating systematic literature review and GT metho-
dology in this study enabled the development of a framework that could
guide the investigation of practical problems as related to immigrant's
information services. Under the same methodology, Senyo, Liu, and
Effah (2019) conducted a review and developed a comprehensive fra-
mework which provides a holistic direction for digital business eco-
system research.

4. Methodology

A five stage systematic literature review process, as illustrated in
Fig. 1, was used to identify appropriate literature for the study and to
answer the research questions. The five stages include: 1) the definition
of literature inclusion and exclusion criteria; 2) a literature search in
academic databases; 3) data screening/data selection; 4) an analysis of
the selected articles and, 5) the presentation of findings. These stages
are explained in more detail below.

4.1. Literature search and selection of appropriate studies

To increase the value of the literature review, a decision was made
to select only those studies that have been published in high quality
sources. High quality contributions are usually identifiable from reli-
able sources, such as academic journals and conferences (Webster &
Watson, 2002). Therefore, only peer-reviewed journal articles and
conference proceedings were selected and other publications, such as
dissertations, book reviews, case studies, and books, were excluded.

4.2. Literature search in academic databases

The terms “immigrant”, “information acquisition”, and “informa-
tion need” were used as the keywords to conduct searches in academic
databases, including Web of Science, Emerald, and EBSCO. As a result,
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the database searches returned a total of 404 peer-reviewed journal and
conference articles.

4.3. Data screening/data selection

The retrieved articles were carefully vetted by the research team
following a screening process with three steps. Firstly, after reading the
title and abstract of the article, retain only the literature related to
immigrant information needs. Secondly, read the full text of the re-
tained articles and identify those that are related to libraries meeting
immigrant information needs. The third step was to assess the quality of
the study and check the reference list of the articles. Articles without a
clear focus on immigrant information needs and library services were
removed. For example, although the study by Walsh and Horenczyk
(2001) addressed the difficulties encountered in the immigration pro-
cess, the main purpose of this paper was to discuss the relationship
between immigration process and gender, rather than the information
needs of immigrants, so this paper was not selected.

After this screening process, 28 articles were identified as the basis
for deeper analysis. Appendix A lists all 28 articles, the research
methods, and focus areas.

4.4. Analysis of the selected literature

Researchers used a variety of research methods to study the in-
formation needs of immigrants. Sixteen articles applied qualitative re-
search methods, such as interviews, case study, historical overview,
holistic approach, focus group, observations, and ethnographic ap-
proach. Among these qualitative studies, the most frequent methods are
interview. Six papers applied quantitative methods, mainly surveys
with questionnaires. Seven papers applied the mixed or multi-methods
approach. Two major research methods for researchers to investigate
the information needs of immigrants are interview and questionnaire.

Different research methods brought diverse research results and
conclusions. Under the guidance of grounded theory, this study used
Nvivo11 software to code and analyze the selected studies. Two of the
authors separately coded the original content of the selected papers,
such as user interview results, questionnaire results, and research
conclusions. Results that are expressed differently in the original papers
but with the same meaning were given the same codes.

The data analysis went through several iterations. The individual
papers were read and open codes were developed in the first iteration.
Thirty-five open codes were identified. Next, axial codes out of these
open codes were created by analyzing their conceptual similarities. As a
result, seven axial codes were developed. Finally, after more iterative
analysis, mapping, integrating, and revision of the axial codes, similar

Fig. 1. A five-stage systematic literature review process.

Table 1
Coding schemes.

Selective codes Axial codes Number of open
codes

Open codes

Information needs Cause for information needs 3 Institutionalization, acculturation, personal adjustment
Characteristics of information
needs

3 Diverse, dynamic, overlapping

Content of information needs 12 Consumer affairs, education/literacy, employment, family planning, health, home/housing,
legal information, political processes, recreation, transportation, welfare/social services
information, geographic information

Information sources and
access barriers

Main sources of information
acquisition

5 Personal networks, the Internet, institutions, media, others

Barriers to information
acquisition

5 Language, culture, the digital divide, unfamiliar information systems, psychological factors

Role of the library Library services for immigrants 5 Information sources for immigrants, free computers and Internet access, training and
education, collaborative services, social relationship building

Barriers for the library in
providing services

2 Institutional barriers, personal/social barriers
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to those described by Corbin and Strauss (1990), three selective codes
were developed. Table 1 presents the final coding scheme. It contains
35 open codes, seven axial codes, and three selective codes. These codes
are part of the results of this study. The next section describes the
findings around these codes.

5. Results

This section presents in detail the results of the analysis of the 28
studies on immigrant information needs and library services for im-
migrants. Specifically, the codes are listed in Table 1.

5.1. Information needs

Information needs are broadly defined as the individual's or a
group's desire to locate and obtain information to satisfy a conscious or
unconscious need (Taylor, 1962). The article analysis found that the
literature studied the causes for immigrant information needs, the
characteristics of their needs, and the actual content of the needs.

5.1.1. Causes of information needs
Immigrants have a strong need to feel competent and want to be-

long when integrating into a new society. But due to dissimilarities in
culture, language, and social axioms, immigrants need a lot of in-
formation to understand and overcome these differences. The satisfac-
tion of these information needs helps the immigrant to adapt to their
new life and society (Shoham & Strauss, 2007, 2008). Information
service providers need to understand where immigrant information
needs come from in order to deliver services more effectively (Caidi &
MacDonald, 2008; Machet & Govender, 2012).

Many factors can generate the information needs of immigrants,
depending on their educational background and ethnic groups.
Institutionalization, acculturation, and personal adjustment are con-
sidered the three “main interdependent indices of adaptation and as-
similation of immigrants within their new country” (Eisenstadt, 1953).
Institutionalization, or institutional integration, refers to processes
through which an immigrant is integrated into the new country. Ac-
culturation addresses the immigrant's ability to acquire the norms,
customs, and social axioms of the new environment (Kurman & Ronen-
Eilon, 2004). Personal adjustment refers to the degree to which a person
is integrated into the new environment while still being able to cope
with the difficulties of transplantation and adjustment (Eisenstadt,
1953). Shoham and Strauss (2008) suggested that these changes would
lead to immigrant information needs.

Walsh and Horenczyk (2001) conducted semi-structured interviews
with 12 immigrants; they found that the need to feel competent and the
need to feel a sense of belonging are two significant patterns affecting
the immigration process. Becoming part of a community and getting a
satisfactory job could help them acclimate to their new life. Information
needs are generated in this process. Access to information, as well as the
ability to evaluate it and apply it in daily life, were considered funda-
mental for people in a new environment (Lloyd, Kennan, Thompson, &
Qayyum, 2013).

5.1.2. Characteristics of information needs
Immigrant information needs have the following three character-

istics.

5.1.2.1. Diverse. Immigrants are a special group and their information
needs have a heterogeneous nature. Immigrants come from different
backgrounds. They engage in various industries, and their educational
attainment level and information literacy are also varied. For example,
skilled workers or business class immigrants may have information
needs and practices that differ from those of sponsored family members
or refugees. For international students, finance, health, local news,
housing, and entertainment information are more important to them

(Sin & Kim, 2013). People of different ages tend to obtain different
information. Young people pay more attention to educational
information, including vocational education and adult education
(Silvio, 2006), while elderly people are more concerned about news,
especially news from their homelands (Su & Conaway, 1995).
Immigrants from different countries also have different information.
The Korean immigrants are most concerned with educational
information, followed by health information and legal information
(Suh & Hsieh, 2019). Machet and Govender (2012) found that Chinese
immigrants needed more information about education, English, and
employment while work, family ties, and parenting were the three main
information needs of Ghanaian immigrants.

5.1.2.2. Dynamic. The immigration process has a dynamic nature.
Immigrants need different kinds of information consistently to
integrate into a new society and adapt to a new life (Silvio, 2006).
The information needs of immigrants change as they continue to
integrate into new communities. Their information needs will change
over time. Shortly after arrival, individuals need to solve similar
problems, such as how to use the public transportation system and
where to find food markets. Later, their information needs become
more diverse (Shepherd et al., 2018). Papillon (2002) found that when
immigrants arrived in a new country, they were more likely to get
information about survival. With the constant adaptation and
habituation to the customs in their new society, immigrants then
need more information about social welfare and social status.
Furthermore, immigrants may need information about political
participation, civic duties, and cultural celebrations to gain a sense of
belonging and to become citizens of their new country. Caidi and Allard
(2005) used five years as a point of reference and divided the immigrant
experience into newcomers (< 5 years) and longer established
immigrants (> 5 years). They compared the difference in their
information needs: newcomers need a more extensive range of
information, and longer-term immigrants are more likely to obtain
information related to the pursuit of personal interests.

Mwarigha (2002) deemed that the resettlement process for new
immigrants is divided into three stages. In the first stage, the needs of
new immigrants include urgent matters, such as food, shelter, orienting
themselves in new cities, language interpretation, and language
learning. In the mid-term, the needs of immigrants revolve around visits
to various systems and institutions in their newly adopted country,
including municipal services, legal services, long-term housing, medical
services, and language-oriented learning. Finally, longer term im-
migrants strive to be equal participants in their new country's eco-
nomic, cultural, social, and political life.

5.1.2.3. Overlapping. Shoham and Strauss (2008) believed that
information needs were divided into general information needs, such
as housing, health, and law. At the same time, there are also needs that
are dependent on the individual, or personal needs, such as updating
their medical license. There is often an overlap between general and
personal information needs.

Different information needs are related. One information need may
be embedded in other needs. For example, housing is the most urgent
information need after immigrants enter a new society. When con-
sidering housing problems, immigrants who are parents also need to
consider their children's educational issues, and education problems
also overlap with language solutions. At the same time, when looking
for housing information, there will be information misunderstandings
due to language problems. The more information they can obtain in one
category, the more smoothly will the immigrant be able to solve some
related problems.

5.1.3. Content of information needs
Immigrants need a variety of information related to many areas to

integrate into a new society. Researchers have conducted surveys of
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immigrant groups through questionnaires, interviews, and so on to
understand their actual information needs. These information needs
have many aspects, including: consumer affairs, educational/literacy,
employment, family planning, health, home/ housing, legal informa-
tion, political processes, recreation, transportation, welfare/social ser-
vices, and geographic information (Barefoot, 2018; Fisher, Marcoux,
Miller, Sánchez, & Cunningham, 2004; Mugwisi, Jiyane, & Fombad,
2018; Shoham & Strauss, 2008).

Through an in-depth reading and analysis of the literature, it was
ascertained that housing, education, health, and banking are the most
common information needs. Shoham and Strauss (2008) considered the
above information as being critical for the daily life of immigrants. The
survey data of Silvio (2006) showed that 40% of immigrant information
needs are for daily information needs, while work information needs
account for 20%. Immigrant demand for health information can also be
intensive; Shoham and Strauss (2007) suggested immigrants focus a lot
of their attention on health and health insurance, especially for families
with children.

The information needs of immigrants are diverse and involve a wide
range of fields. This study found that many researchers have carried out
different types of classification on this topic. Shoham and Strauss
(2008) divided immigrant information needs into general needs and
personal needs, Kennan, Lloyd, Qayyum, and Thompson (2011)
grouped information needs into two categories: compliance information
(rule-based knowledge needed to function in a society) and everyday
information (knowledge that is often taken for granted within a so-
ciety). Rho (2002) summarized 12 fields from which immigrants need
information, including housing, health, legal aid, educational oppor-
tunities for career development, and others.

These classification approaches are valuable, however, they pro-
vided limited guidance for information services organizations to pro-
vide services. Shields et al. (2016) believed the settlement process in-
cludes adjustment, adaptation, and integration. And, although the
expressions used are slightly different, the meaning of each stage is
similar to those in Mwarigha (2002). This study's review and analysis
found that the three stages of settlement proposed by Mwarigha (2002)
provided a better way to organize the content of immigrant information
needs.

The three stages of settlement are flexible and dynamic, and it is a
useful tool to help understand and address the information needs and
barriers at different stages of immigration (Caidi, Allard, & Quirke,
2010; Sirikul & Dorner, 2016). Moreover, this research combines the
predecessors' research to complement the information needs of each
stage. Table 2 presents the three stages and their information needs.

Mwarigha (2002) pointed out that although the third stage is vital
to the successful integration of immigrants into the new society, the
first and second phases of information provision from formal service
providers have the most impact. At present, most immigration services
are limited to meeting the information needs of the first phase of im-
migration. The obstacles to solving the second phase of information
needs are the most prominent.

5.2. Information sources and access barriers

The second selective code is “Information sources and access bar-
riers” which contains two axial codes in Table 1.

5.2.1. Main sources of information
This study identified and classified the sources of information that

are needed by immigrants into four categories: personal network, the
Internet, media sources, and institutional. Table 3 lists the main sources
of information.

5.2.1.1. Personal network. Personal networks refer to private
connections of immigrants, which are considered primary information
sources for immigrants when seeking information (Fisher et al., 2004;
Silvio, 2006). They rely heavily on personal networks especially when it
comes to information about personal needs (Atiso et al., 2018). Khoir
et al. (2015) discovered that immigrants relied more on private systems
(71%) than other sources of information. This phenomenon is especially
prevalent among the first generation of immigrants; they may be more
inclined to get information and build friendships with people from their
own home country (Papillon, 2002). Additionally, Caidi and Allard
(2005) proposed that social networks are the main source of
information for vulnerable and marginal groups.

In personal networks, family and friends are the main sources.
Newcomers are reliant on family and friends to obtain their needed
information (Chui, 2003; Khoir et al., 2015; Mylopoulos, 2000; Quirke,
2012; Silvio, 2006; Su & Conaway, 1995). Caidi et al. (2010) considered
that this is because many new immigrants do not have extensive social
networks. Khoir et al. (2015) found that personal social networks were
often used to obtain most needed information, especially on housing,
health care, education, or employment (Chui, 2003; Lamba, 2003). In
addition to the physical community, virtual communities are also cri-
tical. Especially for job hunting, child growth, and other settlement
needs, Asian immigrants often use Facebook, Twitter, and LinkedIn to
get help (Khoir et al., 2015).

5.2.1.2. The Internet. The Internet is another essential information
source (Artinger & Rothbauer, 2013; Caidi & MacDonald, 2008; Khoir
et al., 2015; Yoo-Lee, Rhodes, & Peterson, 2016), Khoir, Du, and
Koronios (2014) indicated that the proportion of Asian immigrants
using the Internet to obtain information is very high, about 87.5%.
Shepherd et al. (2018) considered younger and more educated
immigrants tend to use electronic sources, such as websites and
mailing lists, to access information. Mason and Lamain (2007) and
Shoham and Strauss (2007) found that the Internet was the main source
for information when preparing for immigration. Immigrants can
obtain the information they need through the official website of
government agencies or other immigrant websites. There are also
many email services for different themes or communities where
immigrants can find specific information about housing, health,
finance, food, and more (Shoham & Strauss, 2007).

Table 2
Information needs based on the three stages of settlement.

Stage Description Content of information needs

Immediate stage In this stage, the information needs are immediate and essential Shelter, food, clothing, employment, traffic, banking, education, health,
orientation

Middle or intermediate
stage

In this stage, immigrants need more timely, rich, and equitable
information to seek a better life (such as advanced housing, education,
employment, etc.), integrate into the community, and learn about the
local culture, policies, and laws

Driving, health services, legal services, housing, service of local
systems/ institutions, improved employment, education opportunities
for career development, advanced or employment-specific language
instruction

Long term During the final stage, immigrants need more diverse information to
increase their equal participation in a new society. At the same time,
information needs tend to become more personalized

Economic, political, civic participation, cultural and social information,
social connection, wages, legal, entertainment, fixed assets, history
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5.2.1.3. Institutions. Institutions are the most diverse source for
immigrant information and they include libraries, archives, museums,
places of worship (churches/mosques/temples), schools, social services
agencies, workplaces, community centers, employment resources
centers, university extension departments, and government
organizations/immigration offices.

Public libraries, schools, and places of employment are the most
important institutions for immigrants to obtain information (Fisher
et al., 2004) as 54% of immigrants used them to obtain information
during respondents' settlement. However, compared to other ways of
obtaining information, public libraries and places of worship are less
formal and more approachable (Khoir, Du, Davison, & Koronios, 2017).
When the support of relatives is not available, immigrants often use
these sources to obtain the information they need (Shepherd et al.,
2018).

Most public libraries offer free computers and networks; immigrants
often use public libraries to find both general and leisure information,
such as news updates, cooking, cultural, and other activities. Public
institutions can also expand their knowledge base and immigrant net-
works through these interactions (Audunson, Essmat, & Aabø, 2011).
Simultaneously, these institutions tend to be considered safe spaces.
They provide valuable support for immigrants to integrate into a new
society (Khoir et al., 2017).

5.2.1.4. Media. Media, such as television, radio, and newspapers, is an
important source for immigrants to obtain information. According to
Petr's (2004) survey, TV and radio are the most frequently used
information channels for immigrants, accounting for 72.1% and
58.1%, respectively, ranking as the top two in the survey results.
Meanwhile, newspapers and magazines are also commonly used by
immigrants to obtain information. Like the Internet, media is also an
important way for immigrants to keep pace with current events.
Immigrants with satellite television like to watch television to hear
national and international news (Adkins, Sandy, & Derpic, 2017).

5.2.2. Barriers to information acquisition
The obstacles that prevent immigrants from obtaining needed in-

formation are multifaceted, including language, cultural differences,
the digital divide, psychological factors, and unfamiliar information
systems. Table 4 lists these barriers. Among them, language barriers
and cultural differences are the two most discussed obstacles.

Due to language and cultural barriers, immigrants cannot commu-
nicate with others smoothly. They have difficulty in understanding
English materials and using English networks to obtain information.
Ono and Zavodny (2008) found that information and communication
technology skills were critical to success in the workplace and at
schools. They also play a vital role in citizenship and political partici-
pation. Unfortunately, Fairlie (2007) found that Spanish-speaking His-
panics had very low computer ownership and home Internet access
rates.

In addition to the lack of computers and Internet access, immigrants
face many obstacles in using local information systems, due to language
and cultural differences (Sirikul & Dorner, 2016). It is worth noting
that, although 57% of the Internet uses English, only 28% of Internet

users use English as their native language. As stated in Fairlie's re-
search, “even after controlling for education, family income, and im-
migration status, the language was found to be an important determi-
nant of home computer and Internet access” (Fairlie, 2007, p. 225). Ono
and Zavodny (2008, p. 1145) also found that the English proficiency of
immigrants was “positively related to IT access and use.” When dis-
cussing the widespread adoption of mobile phones as compared to
computers, Leonardi (2003) pointed out that almost all mobiles phones
were available in multiple languages, making them easy to use by non-
English speakers.

In addition to the above factors, psychological barriers, economic
problems, and levels of educational attainment also prevent immigrants
from obtaining needed information.

5.3. The role of public libraries

5.3.1. Library services for immigrants
A crucial role for public libraries is to support the community as an

information center to promote lifelong learning and improve people's
quality of life (Häggström, 2004). The library should meet the various
information needs of users through providing quality information
sources and other assistance. Dancs (2018) believed that libraries could
strengthen cultural identity and resolve cultural conflicts. Immigrants
often use a broader and more balanced range of services than other
public library users (Berger, 2002). Fisher et al. (2004) identified four
cornerstones for immigrants in their process of using public libraries:
(1) discovering public libraries as free, safe, and comfortable environ-
ments; (2) understanding available library resources and gaining the
skills necessary to access them; (3) spreading the message on the ben-
efits of libraries to family and friends; and (4) learning to trust library
staff. Drawing on Fisher's four cornerstone theories and based on
summarizing previous studies, libraries can provide the following dif-
ferent services or roles for immigrants.

Table 3
Main sources of acquiring information for immigrants.

Type Sources

Personal networks The personal social network in general; Family; Friends; Relatives Settlement workers; Neighbors; Their colleagues, elders, teachers, counselors, neighbors,
and clergy

The Internet Internet/web sites; Mailing lists; Other immigrants' blogs
Institutions Libraries; Archives; Museums; Places of worship (churches/mosques/temples); Schools; Social services agencies; Workplaces; Community centers;

Employment resources centers; University extension departments; Government organizations/immigration offices
Media TV; Radio; Magazines; Newspapers
Others Women's groups; Latin American grocery stores

Table 4
Barriers to information acquisition.

Barriers Content/description

Language Low English language proficiency
Language differences
No information available in languages other than
English

Culture Cultural differences
The digital divide Lack of access to the Internet
Unfamiliar information

systems
The real estate system is very different
Barriers to using local information systems
Level of education
Live in specific neighborhoods
Have lower incomes
Children at higher risks of schooling problems
Less likely to be familiar with local institutions
and practices relating to the flow of useful
information

Psychological factors Lack of confidence
May not feel comfortable sharing sensitive
information
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5.3.1.1. Information sources for immigrants. Many immigrants identify
the library as a useful information resource center. Banks (2000) found
that Wellington's Asia Pacific immigrants were generally comfortable
with public libraries; they believed that public libraries were one of
their essential information sources. Shepherd et al. (2018) indicated
that immigrants can access information through the use of collection
resources and digital resources on the library's website.

One of the main purposes of immigrant visits to libraries is to use col-
lections (Khoir et al., 2017). These include printed and online materials,
DVDs, and toys. Some immigrants improve their English literacy by using
library books and movies (Khoir et al., 2017). Due to language barriers,
many immigrants still tend to use native language materials to obtain in-
formation after they have moved to a new country. To facilitate new im-
migrants accessing information, many libraries offer multilingual collections.
For example, the Sheffield Central Library provides a separate language
collection to their large local Polish immigrant community (Listwon & Sen,
2009). In addition, most libraries also offer multilingual library brochures
and information to help users use collections (Burke, 2008).

Public institutions and welfare organizations have many informa-
tion resources related to immigrant information needs. Public libraries
can integrate the information resources to create an annotated biblio-
graphy and provide social services for immigrants, such as office lo-
cations, optional service forms, and learning materials for citizenship
testing (Burke, 2008). Wang (2012) organized the resources according
to the information needs of immigrants to include: laws and handbooks,
social services, statistics, immigration history, immigration from in-
dividual countries or regions, immigrant records and naturalization
records, and special library collections.

5.3.1.2. Free computers and Internet access. In the age of the Internet,
more and more users access information by visiting websites. However,
access to the Internet is an obstacle to accessing information for many
immigrants. Public libraries provide users with free computers and
Internet access. A national telephone and online survey in 2011 found
that 28 million people used public library computers or the Internet to
find health information or perform health and health-related tasks
(Becker et al., 2011). Khoir et al. (2017) found that 54% of immigrants
have used the public library website to browse the library catalog,
check library updates, and find other information.

Shepherd et al. (2018) believed using a computer is a common moti-
vation to visit libraries. Berger (2002) reported that immigrant teenagers
often visited libraries to use computers and the Internet to socialize with
others and to improve their language skills. Van der Linden, Bartlett, and
Beheshti (2014) concluded that when immigrating to a new country,
computers and the Internet are necessary facilities. They found that im-
migrants mainly used the library to retrieve educational information, read
the news, check bank information, and check emails.

Due to language barriers, many immigrants are still unable to access
information effectively even if they are able to access the Internet. To
this end, many libraries build multilingual websites providing a multi-
language computer interface, computer courses, and skills training
(Burke, 2008). State and territory libraries collaborated to create the
MyLanguage project to support the cultural diversity of the Australian
society (Steed et al., 2011). This project provides a web portal which
supports more than 60 different languages with resources, and im-
migrants can use their first language to find information and get ser-
vices through access to search engines, the online catalog, government
websites, and read up-to-date news headlines.

In addition to language, culture is also an essential factor affecting
the use of computers by immigrants (Caidi & Allard, 2005). Duncker
(2002) studied digital libraries and computing metaphors among the
Maori in New Zealand and suggested that metaphors were deeply
rooted in cultural practices and it should be an essential part of the
information systems design. The study conducted by Lenhart et al.
(2003) indicated that a people's perception of the Internet affects their
use or departure from the Internet.

5.3.1.3. Training and education. Training and education are an integral
part of the information needs of immigrants, including teaching
children, learning English, and information literacy education.

Libraries have provided newcomers with a place to study, read, and
relax (Shepherd et al., 2018). Immigrant families like to use the library
more “for a school or class assignment” than for job-related pursuits
(Burke, 2008).

Public libraries play a crucial and key role in creating a cultural en-
vironment and increasing literacy. They provide useful and diverse
reading materials for all ages and literacy levels, and offer many literacy
courses and programs (Krolak, 2005). The training provided can improve
an immigrant's ability to talk, read, and write in a second language.

Libraries have the responsibility to help immigrants gain access to
information resources and provide them with community access. When
conducting services, libraries should consider the special needs of im-
migrants, such as language skills, cultural backgrounds, daily experi-
ences, and technology preferences, to promote a supportive settlement
process (Audunson et al., 2011; Komito, 2011).

5.3.1.4. Collaborative services. Libraries often collaborate with
immigration agencies and other organizations (churches, charities,
and social service agencies) to provide services related to immigrants'
living needs and human rights (Atiso et al., 2018). These include work,
housing, legal, health care, and others. Some libraries work with
immigration lawyers and social service agencies to host seminars or
provide additional assistance (Frederiksen, 2015).

In addition to social organizations, libraries in the US have worked
intensively with government agencies, especially the United States
Citizenship and Immigration Services (USCIS). In 2013, the Institute of
Museum and Library Services signed a memorandum of understanding
with the USCIS. The USCIS and public libraries cooperated to provide
accurate and useful information related to citizenship benefits, policies
and services, and to handle related matters. Public libraries in Canada
often work with the immigration service to offer civic education pro-
grams and educational activities to undocumented immigrants
(Frederiksen, 2015).

Furthermore, public libraries could cooperate with academic or
medical libraries. For instance, many immigrants need to access edu-
cational resources, such as databases, to support academic learning
(Khoir et al., 2017). Academic libraries can provide academic resources
to help public libraries serve immigrants (Flaherty, 2013; Hughes-
Hassell, Hanson-Baldauf, & Burke, 2008).

5.3.1.5. Social relationship building. Libraries play an essential role in
assisting immigrants to build relationships with local communities. In
libraries, immigrants meet their friends or make new friends. They are
also helped to obtain identity papers in order to enjoy the benefits of
the welfare system. Furthermore, public libraries often organize various
cultural activities to help immigrants preserve their culture and
traditions, and to acquire survival skills (Petr, 2004).

According to the survey conducted by Shepherd and others in 2018,
the library is where immigrants make new friends and connect with the
community. Immigrants said they met other people in the library
(28%), while 50% of the immigrants said the library helped them build
their confidence (Shepherd et al., 2018). Wang (2011) found that li-
braries play an essential role for Chinese immigrants. For example, the
Auckland Library helps Chinese immigrants integrate into New
Zealand. Queens Borough Public Library (Fisher et al., 2004) and the
Swedish public library (Johnston, 2016) provided English conversation
classes to immigrants. Libraries offer comfortable environments where
newcomers can freely exchange information and that stimulate in-
formal conversations about local society and new friendships.

5.3.2. Barriers preventing libraries from providing services to immigrants
The literature also discusses barriers that prevent libraries from

providing services to immigrants. Table 5 summarizes these barriers
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found from the literature.
The obstacles to immigrants accessing services at libraries can be

divided into two major parts: institutional barriers (those related to
libraries), or personal/social barriers. Institutional barriers include the
library's Resources Obstacles, Attitudes of the Librarian, and Physical
Conditions. Table 5 lists examples under each category. It is noted that
the Resources Obstacles, Attitudes of the Librarian, and Physical Con-
ditions are inextricably linked, and that the resources of a library are
the basis for librarians to provide services. Because of the lack of funds
to purchase and maintain resources, or even recruit and retain human
resources necessary to provide library services and efforts essential to
facilitate access, information services were compromised.

Immigrants' personal conditions and perceptions also create obstacles
for them to obtain information from libraries. Because of the lack of
English proficiency and informed inquiry, immigrants do not use library
resources well even when they enter the library. For example, online li-
brary catalogs require patrons to use both language and technology skills
that they may not have. For those immigrants with limited language and
insufficient information acquisition capabilities, the library can carry out
proper guidance and training to help immigrants use the library effec-
tively. Inadequate understanding of library services by immigrants has
also created barriers to access information. Many immigrants are not fa-
miliar with the concept of public libraries. This lack of understanding
makes them not even consider using the library, or they may not know
where the library is, nor do they understand what they need in order to
use the library, and they often do not understand the library's usage pro-
cedures and services. Libraries can cooperate with immigration autho-
rities, government language training schools, churches, and other institu-
tions to help educate immigrants so they understand the concept of the
public library and the library's information services.

6. Immigrant information needs framework

6.1. Answers to the research questions

The first question, what are the information needs of immigrants identified
in the literature? has been well studied in the literature with different
classification approaches. The information needs of immigrants could be
better understood by integration with the immigration process. In other
words, immigrants have different types of needs at different stages. In the
immediate stage, immigrants urgently need to obtain information related
to survival, such as shelter, food, clothing, work, traffic, banking, educa-
tion, health, and orientation. In the middle or intermediate stage, after
experiencing the adaptation period of the settlement phase, immigrants
want to pursue a better development of their life and career.
Correspondingly, their information needs also change from the basic level
into a more professional and developmental direction, such as housing,
educational opportunities for career development, and advanced or em-
ployment-specific language instruction. In the long term, immigrants need
more political, cultural, wages, and other information to truly integrate
into their new society and enjoy the benefits of the new country on an
equal footing. In addition, immigrant information needs have the char-
acteristics of differential, dynamic, and overlapping.

The second question was, what are the sources and challenges for
immigrants to obtain information? The analysis found that the main in-
formation sources included: 1) personal networks (general personal
social network, family, friends, relatives, settlement workers, neigh-
bors, colleagues, elders, teachers, counselors, neighbors, clergy); 2) the
Internet (websites, mailing lists, other immigrants' blogs); 3) institu-
tions (libraries, archives, museums, place of worship, schools, social
services agencies, workplaces, community centers, employment re-
sources centers, university extension departments, government orga-
nizations/immigration offices); 4) media (TV, radio, magazines, news-
papers); and 5) others (women's groups, Latin American grocery stores).
While immigrants' personal networks were considered the major
source, the importance of libraries has been realized by immigrants.
However, libraries should work with other institutions to advocate their
information services for immigrants.

There are five major challenges for immigrants to obtain informa-
tion: 1) language (low English language proficiency, language differ-
ences, no information available in languages other than English); 2)
cultural differences; 3) the digital divide (lack of access to the Internet);
4) unfamiliar information systems (the real estate system is very dif-
ferent, barriers to using local information systems, level of educational
attainment, live in specific neighborhoods, have lower incomes, chil-
dren at higher risks of schooling problems, less likely to be familiar with
local institutions and practices relating to the flow of useful informa-
tion); and 5) psychological factors.

The third question asked, what services have libraries provided to meet the
information needs of immigrants? The review and analysis revealed that li-
braries are a useful information resource center for immigrants; im-
migrants are able to gain access to rich, diverse collections and digital
resources from their local public library. Immigrants can use computers
and the Internet for free in the library. Thirdly, the library offers a variety
of training courses specifically for immigrants, including language courses,
information literacy courses, and so forth. Fourthly, libraries often colla-
borate with immigration agencies and other organizations to provide in-
formation about employment, housing, legal, health care, and other ser-
vices to immigrants. Lastly, libraries assist immigrants in building their
relationships with their local communities. In libraries, immigrants often
meet their friends or make new friends, get help in obtaining identity
papers in order to enjoy the benefits of the welfare system, and can take
part in various cultural activities provided by the library.

For the fourth question, what are the obstacles for libraries to provide
services for immigrants? Two types of obstacles were identified by the
literature analysis and they are: institutional barriers on the part of the
library and the immigrant's own personal barriers, as described in
Table 5. The obstacles from the institution include the library's Re-
sources Obstacles, Attitudes of the Librarian, and Physical Conditions.
The obstacles for immigrants to obtain information services can be di-
vided into personal conditions and perceptions.

6.2. A framework for immigrant information needs and library services

A framework for immigrant information needs and library services
is proposed based on the answers to the four research questions. Fig. 2

Table 5
Barriers for libraries in providing services to immigrants.

Type Factors Examples/descriptions

Institutional Resources Limited/lack of funding/resources/materials/staff, hours open, poor infrastructure, shortage of staff, security systems, excessive
noise levels in public areas, poor wireless coverage (especially on lower floors)

Attitudes Staff attitudes, rules and regulations, sense of ownership, staff's learning capabilities
Physical conditions Inconvenient library locations, insufficient space, insufficient parking

Personal/social barriers Personal conditions Limited English, not eligible for a library card, low literacy skills, low income, live in remote areas/no transportation, low self-
esteem, no transportation

Perceptions Sense of isolation, educational disadvantages, the relevance of libraries to one's needs, lack of knowledge about existing facilities
and services

C. Wang, et al. Library and Information Science Research 42 (2020) 101000

8



is a presentation of the framework. As highlighted in the four ovals in
Fig. 2, this framework concerns four key concepts: Immigrant, In-
formation Need, Library, and Library Service. Library in the figure mainly
refers to a public library that is accessible to the general public and is
usually funded from public sources, such as taxes (Wikipedia, 2019).

Immigrant is one of the key concepts of this framework. There are dif-
ferent types of immigrants each with their own purposes looking for new
ways of living in a brand new environment (Sin & Kim, 2013; Su &
Conaway, 1995). Under this concept, the framework addresses the most
important aspects as related to immigrants: their information needs,
sources of information, and barriers to acquire information. The framework
specifies the information sources for immigrants. Immigrants usually ob-
tain information from personal sources, the Internet, the institutions, and
the media (Fisher et al., 2004; Silvio, 2006; Artinger & Rothbauer, 2013;
Caidi & MacDonald, 2008; Khoir et al., 2015; Shepherd et al., 2018), but
due to the barriers of language proficiency, cultural differences, the digital
divide, unfamiliar information systems, and other factors, such as psycho-
logical issues (Sirikul & Dorner, 2016; Ono & Zavodny, 2008; Leonardi,
2003), immigrants are not always able to obtain the information they need.

Information Need is treated as a separate concept due to its importance
in understanding immigrants. The framework illustrates the characteristics
of, the causes for, and the actual content of immigrant information needs.
Specifically, the information needs of immigrants can be characterized as
diverse, dynamic, and overlapping (Silvio, 2006; Caidi & Allard, 2005;
Mwarigha, 2002; Shoham & Strauss, 2008; Boamah, 2018). The needs can
be triggered by different motivations, or initiated from different sources,
including institutionalization, acculturations, and personal adjustments to
new environments (Caidi et al., 2010; Lloyd et al., 2013; Machet &
Govender, 2012; Shoham & Strauss, 2007). The actual information needs
are many, and can be categorized using different approaches, one of which
is Mwarigha's (2002) three stages of settlement as presented in Table 2.
Immigration information needs could include many aspects, such as edu-
cation/literacy, employment, housing, and/or legal related services. A
better understanding of immigrants would definitely improve compre-
hending their information needs.

The third key concept of this framework is Library. As a free public

information provider, a local public library is an important information
source for all users and citizens including immigrants (Fisher et al.,
2004; Koontz & Gubbin, 2010; Puente, Gray, & Agnew, 2009). The li-
brary provides many services, some of which aim to help immigrants
access information and meet their information needs (Khoir et al.,
2017). Libraries are facing many challenges on how to accommodate
the changing nature of its users and their information needs, how to
better serve its users, how to effectively and efficiently use its limited
resources, and how to gain support, funding, and the necessary re-
sources to sustain its services. One of the purposes of this study is to
explore gaps between library services and its users.

The fourth key concept is Library Service, which is derived from the
concept of library. The framework specifically identifies different types of
services provided by libraries to immigrants, such as information re-
sources, education, networked resources, collaboration, social relations,
and a sense of security, as explained in the previous section (Khoir et al.,
2017; Listwon & Sen, 2009; Shepherd et al., 2018; Wang, 2012).

This proposed framework illustrates the relationship between im-
migrant and the library through library services. On one hand, im-
migrants use libraries in multiple ways. They find needed information,
use free computers, obtain access to the Internet, meet friends, and
receive help from other agencies within libraries (Artinger &
Rothbauer, 2013; Chui, 2003; Khoir et al., 2015; Mylopoulos, 2000;
Quirke, 2012; Silvio, 2006; Su & Conaway, 1995). On the other hand,
there are barriers for libraries in providing services to immigrants.
These barriers are not limited to resources and library locations, but
also the attitude of library staff towards serving immigrants, as well as
their knowledge of the public library system and their skills using the
services offered (Leonardi, 2003; Ono & Zavodny, 2008; Sirikul &
Dorner, 2016). The lack of capabilities and understanding on the part of
the immigrants can prevent them from using library services.

6.3. Significance of the framework

The significance of the proposed framework can be demonstrated in
the following aspects:

Fig. 2. A framework for immigrant information needs and library services.
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(1) It presents a systematic understanding of immigrant information
needs including the characteristics, the causes, and the content of
the needs. Such understanding is achieved through a grounded
theory approach. The framework can help researchers and librar-
ians develop the whole process of immigrant information needs.
This study does not focus on any specific immigrant information
need as did previous studies, which emphasized a particular nation
or a region.

(2) It provides guidelines for libraries to develop and improve their
services to immigrants. Applying this framework as a guideline,
libraries can develop surveys to understand the immigrants in their
areas. And based on the understanding, they can choose to develop
one or more affordable services that fits the needs of their patrons.
Furthermore, libraries can train the librarians in order to increase
their knowledge and skills to serve immigrants.

(3) It clearly specifies the multiple roles the library can assume for
immigrants. Libraries are not only a place for immigrants to access
information and to make friends, but also a hub for them to connect
with other information sources, institutions, and services. This
clarification provides immigrants with a better way to view li-
braries and helps them to better understand the importance of li-
braries.

In summary, this framework fills the gap of systematically under-
standing immigrant information needs and library services. It provides
a useful reference for libraries and other information services that aim
to serve immigrants and their specific needs. It can also guide im-
migrants to understand their own information needs and to better un-
derstand and use libraries.

6.4. Limitations

There are some limitations in this study. The framework is devel-
oped solely from the literature, which needs to be further verified and

assessed. Some of the latest practices in libraries may be overlooked as
the literature on new implementations may not yet be published.

7. Summary and conclusion

This paper reviews the related literature on immigrant information
needs and library services combining a systematic literature review
with the grounded theory approach. Twenty-eight papers have been
identified and analyzed to determine the information needs and bar-
riers to immigrant use of libraries, and how information providers, such
as libraries, can meet the information needs of immigrants. Based on
the results of the analysis, this study proposed a framework that can
address immigrant information needs and services provided by li-
braries. This framework is expected to guide libraries to develop much
needed services for immigrants. The unified framework derived
through this integrated use of systematic review and grounded theory
could be more reliable and useful.

The biggest contribution of this study is the unified framework for
immigrants, which provides systematic understanding of immigrant
information needs and libraries' services to immigrants. Future research
will be conducted around this framework. Specifically, the following
studies are planned: 1) perform an empirical examination of immigrant
information services in various state public libraries in the United
States. This examination will help to verify and refine the framework
proposed in this study; 2) investigate factors affecting immigrant use of
libraries, especially how the educational attainment levels, knowledge,
and personality of the librarians affect the satisfaction of immigrants
using the libraries; and, 3) evaluate and design information access
systems and/or applications to help immigrants obtain information
more easily.
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Appendix A

Table A1
The 28 articles reviewed in this study

Author Methods Research Area

Adkins et al. (2017) Interview Information Sources, library service
Atiso et al. (2018) Ethnographic approach Immigration resources, information needs, challenges
Barefoot (2018) Case study Information need, information access or use issues
Beretta et al. (2018) Review Information sources, information needs, information engagement obstacles, libraries service
Berger (2002) Survey Library services
Boamah (2018) Questionnaire and interview Types of information, information seeking behavior, library service
Caidi and Allard (2005) Holistic approach Information practices, information, seeking behavior, information service
Caidi et al. (2010) Review Information needs, information pathways and sources, information sharing and expressive information

activities, barriers and challenges to information practices
Fisher et al. (2004) Field observations and in-depth interview Information needs, information source and barriers
Johnston (2016) Participant observation, interview, focus

group, questionnaire
Library service

Kennan et al. (2011) Socio-cultural approach Information needs, information source, Barriers in the information landscape
Khoir et al. (2015) Pilot study, interview Information needs, information seeking, information grounds and information sharing, library services
Khoir et al. (2017) Surveys and extended interview Immigrants use public library services
Listwon and Sen (2009) Case study information needs, Users’ perspective on the library services, library services
Machet and Govender (2012) Questionnaire Information behavior, library services, information needs and the sources
Mugwisi et al. (2018) Interview Information needs, information services
Petr (2004) Pilot study, questionnaire Information need, library services
Puente et al. (2009) Survey Library service
Shepherd et al. (2018) Questionnaire Information needs, newcomer perceptions of libraries, library service
Shoham and Strauss (2007) Qualitative interview, the grounded theory Information needs, channels of information
Shoham and Strauss (2008) Qualitative Interview, the grounded theory Information needs, factors which help towards absorption and information needs that are hard to

satisfy
Silvio (2006) Focus group supported with semi-structured

interview
Information needs, information sources, information seeking behavior, library service

Sin and Kim (2013) Interview Information needs, information source
Sirikul and Dorner (2016) Semi-structured interview Information need, information sources, main barriers in accessing services

(continued on next page)
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Table A1 (continued)

Author Methods Research Area

Su and Conaway (1995) Survey Information needs, information seeking, information sources
Suh and Hsieh (2019) Interviews Information needs
Wang (2012) Historical overview, literature review Library services, information resources
Yoo-Lee et al. (2016) Questionnaire Information needs, information source use and source preference, use of the library, library services
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