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Abstract
Purpose – The purpose of this paper is to identify and design the axial coding pattern of the factors affecting
the unplanned use behavior of users of the academic libraries and information centers.
Design/methodology/approach – The study as an applied research with a qualitative approach employed
the grounded theory. The data collection tool was a deep and semi-structured interview. The interviews
data were analyzed and coded during three stages of open, axial and selective coding using the MAXQDA
10 qualitative analysis software. The research population consisted of faculty members and experts in three
areas of library and information science, management and psychology. Using the combined targeted
sampling method (targeted and then the snowball), 12 subjects were selected as the sample size.
Findings – According to the research findings, the factors affecting the unplanned behavior of users in
the use of academic libraries resources and services were identified as factors related to technology,
environmental factors, information resources, information services, human resources, individual features,
time position factor, cultural factors and social factors. Accordingly, the axial coding pattern of this type of
behaviors was designed.
Research limitations/implications – The research limitations include the lack of theoretical basis related
to the unplanned behavior issue in the field of library and information science and the lack of full familiarity
of most of the experts in the field of library and information science with this topic. These factors lead to the
necessity of explaining the subject under discussion.
Originality/value – The unplanned behavior of clients can be utilized to persuade users to use the
information resources and library services so that the costs spent on their preparation and collection will be
justifiable. The current research addressed this aspect of the unplanned information-seeking behavior.
Keywords User studies, Academic libraries, Grounded theory, Information-seeking behaviour,
Unplanned behaviour, Unplanned behaviour coding pattern
Paper type Research paper

Introduction
The most important goal of collecting and organizing the resources and planning services at
an academic library is to disseminate the resources and services. Thus, focusing merely on
the collection and organization of resources and services, even based on the needs of the
visitors, appears to be insufficient. Libraries require more accurate information about the
behavior of clients and customers by understanding the attitudes of clients and realizing
their ultimate goal of disseminating information to provide a more conducive context for
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service delivery and use of resources. Library use is the extent to which the resources and
services of a library are utilized by its clientele (students and faculty in the case of academic
libraries). Common measures include overall or per capita circulation, turnover of collection
(s), gate count, program attendance, internet use within the building, interlibrary loan,
reference transactions, etc. (Reitz, 2004, p. 417). Attention to the factors affecting the use of
resources and services and the type of approach and attitude of clients toward resources
and services are of great importance, and those information centers and libraries focusing
on these factors will succeed in achieving their ultimate goal.

In general, the behavior of an individual in using information resources or services in
libraries and information centers can be divided into the two broad categories of planned
behavior and unplanned behavior. According to Ajzen’s (2006) view, in the case of planned
behavior, attitude toward the behavior, subjective norms and perceived behavioral control
lead to the formation of a behavioral intention affecting the individuals’ behavior; therefore,
in planned behaviors, the use of library services is made with predetermined intent and
rational decision. According to studies in the field of marketing (Clover, 1950; Rook, 1987;
Kim, 2003; Dawson and Kim, 2009), users’ unplanned use of information resources or library
services can refer to the immediate and rapid decision of an individual in using services that
are not already planned. This kind of information-seeking behaviors occurs at the moment
and may not be related to the person’s basic needs.

In the case of unplanned behavior approach, the users of library resources and services
who do not decide beforehand may tend to use the available resources due to factors such as
existing stimuli in the environment. In other words, the immediate or unplanned use of
resources and services can be defined in simple terms as the immediate and intense
tendency for use that the user has not already planned. When a client visits a library
with the intention to borrow some books on a particular subject, in fact, he does some
sort of planned behavior. However, if this person with the same intention is tempted
to use other books, such as a novel or a psychology book, unrelated to the intended subject
matter due to various factors such as environmental stimuli, he/she has committed an
unplanned behavior.

According to statistics published in Iran regarding the low per capita of study (Salari, 2012;
Vaezi, 2013; Qasim and Noormohammadi, 2016) and reduced rate of referrals to academic
libraries and information centers or similar centers (Brindesi et al., 2013; Mohammadzadeh
and Bozorgi, 2013), focusing on new marketing methods to develop and expand a culture of
reading and studying and to encourage more use of library environments can be of great
significance. Previous studies on the area of information-seeking behavior (Thanuskodi, 2009;
Younger, 2010; Kumar et al., 2014; Ngozi et al., 2015; Oyinloye, Dangwaran, and Kantiok, 2016;
Hossain et al., 2017) have tried to study and examine the major factors influencing the
formation of information-seeking behavior of the users of libraries and information resources
based on the planned patterns. However, attention to the behavioral dimensions of users of
libraries and information centers seems to have other hidden angles. The formation of these
behaviors can be examined by using the common models in the field of marketing.
Accordingly, one of the issues to be addressed in the area of information-seeking behavior of
visitors of libraries and information centers is their unplanned behavior, which can play a
decisive role in developing the use of resources and services in libraries or can increase the
culture of using libraries and information centers within the communities, especially in
developing countries. Hence, given the importance of unplanned behaviors in using resources
and services and planning capabilities for these types of behaviors by the information centers
and academic libraries, the purpose of this research is to identify the factors influencing the
unplanned behavior of clients in the use of information resources and information services of
academic libraries so as to provide an axial coding pattern for these types of behaviors based
on the identified factors. The axial coding pattern is the result of analyzing the data of
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interviews and is called axial as the coding occurs around the axis of the research category.
Accordingly, the research questions are:

RQ1. What are the factors influencing the unplanned behavior of clients in using
resources or services of academic libraries?

RQ2. What is the axial coding pattern of unplanned behavior in the use of academic
libraries’ resources and services?

Literature review
Based on the above, the studies related to the clients’ behavior in the area of library and
information science have emphasized the information-seeking behavior or the planned
behavior of users in using library resources and services. Therefore, the topic of unplanned
behavior in the use of library resources and services seems to be a new area that has so far
been overlooked by researchers. Although studies with topics such as accidental access to
everyday information by the elderly (Williamson, 1998), the impact of psychological factors
on access to accidental information by the students of library and information science
(Heinström, 2006), the development of the conceptual atmosphere of the phenomenon of
information seeking and the study of information acquisition methods, including the
accidental access to information (Savolainen, 2016), encountering with the information
(Erdelez, 2004), convenience as a critical factor in information-seeking behaviors (Connaway
et al., 2011) and opportunistic acquisition of information (Rice, 1988; Liestman, 1992; Foster
and Ford, 2003; Björneborn, 2008) have been performed, in all of them, some kind of
serendipitous access to information is characterized. Hence, during consciously information-
seeking process and with serendipity, the users encounter with their required information.
However, the unplanned behaviors are performed instantaneously without the conscious
search of information, and the users do not have any plans and prior intention to access
such information.

Most studies conducted on unplanned behavior are related to the field of marketing and
the consumers’ behavior with the titles of instant, random and unplanned purchases. Hence,
this area has been emphasized in the theoretical foundations and background of the
research while referring to the information-seeking behavior and planned behavior.

Information-seeking behavior
According to Marchionini (1995), information seeking is a process in which man purposefully
tries to change the position and state of knowledge. He considers the information-seeking
feature in solving the problems. Information seeking is a process that begins with the
information needs; next, the documents and information resources are searched during a
specific process of search. Then, the required information is reviewed and analyzed after
extraction. Finally, the relevant information is retrieved to resolve the problem.

The human behavior studies since the early 1970s in the UK have led to increased
theories and patterns in the social sciences that can be used to study information behavior.
At the same period, the models and theories provided by individual scholars, such as
Dervin, Ellis, Kuhlthau and Wilson, have obtained the credibility to be the basis of further
research by other researchers (Wilson, 1999).

Most of the studies in the field of information-seeking behavior (Reneker, 1993; Thivant,
2005; Haglund and Olsson, 2008; Younger, 2010; Kumar et al., 2014; Ngozi et al., 2015; Haque
et al., 2016; Hamid et al., 2016; Khan et al., 2017; Superio et al., 2018) have investigated the
information-seeking behavior, the pattern, purpose or the motive of the studied
population in information seeking and the resources and methods of obtaining
information used by them in libraries, information centers or electronic environments.
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Among these, Reneker (1993), Kumar et al. (2014), Ngozi et al. (2015) and Haque et al. (2016)
studied the information-seeking behavior of the faculty members of different universities,
while Thivant (2005) and Haglund and Olsson (2008) examined the information-seeking
behavior of experts and elites.

In addition to identifying the information acquiring resources and the information needs
of users, some research works in this area have addressed the factors associated with
information-seeking behavior. For example, the findings of Al-Salem’s (1989) research
indicated the critical role of the education system and education in the information-seeking
behavior of faculty members at Wisconsin-Madison University. Palmer (1991) showed that
the type of work, speciality, experience, work experience and gender are seen among the
most important factors associated with the information-seeking behavior of agricultural
researchers and experts. Al-Muomen et al. (2012) identified library awareness, information
literacy, organizational and environmental issues, source features, and demographic
characteristics (in particular, gender and nationality) as the most important factors affecting
the students’ information-seeking behavior. Also, Zhitomirsky-Geffet and Blau (2017)
investigated the predictive factors of information-seeking behavior of smartphone users.

Some other information-seeking behavior studies have also addressed the cognitive,
emotional and enjoyment aspects of the information-seeking behavior (Kuhlthau, 1991; Fulton,
2009) or examined the relationship between innovative behavior and information-seeking
behavior (Zhong et al., 2018).

The studies that have been done and the models of information-seeking behavior that
have been proposed so far were based on prior decisions of the users consciously made for
seeking information and tailored to the individual’s needs for information. What the
research on information-seeking behavior ignored seems to be the issue of receiving
information unconsciously and immediately without prior decision of the users, which is one
of the most important ways of obtaining information. Accordingly, the information-seeking
models lack considering users’ unplanned behavior; therefore, new models in this area can
be proposed taking into account these types of behaviors. The current research addressed
this aspect of the unplanned information-seeking behavior and emphasized the fact that
paying attention to obtaining information unknowing by the unplanned use of libraries
resources and services is of great importance as well. Perhaps, following this research, the
attention of the researchers in the area of information-seeking behavior can be drawn to
another aspect of the users’ information-seeking behavior, i.e., their unplanned and instant
behavior in using the resources and services of libraries and information centers.

Planned behavior
Various theories in the field of psychology have been proposed on the formation of behavior,
including planned behavior (Sutton et al., 2003). Most studies conducted on planned
behavior are based on Ajzen’s “Theory of Planned Behavior.” In other words, this theory
has become the basis of numerous studies in this field. According to Ajzen’s theory of
planned behavior (Ajzen, 2006), the most important factor in shaping behavior is the
individual’s intent or attempt to do that behavior. Also, attitudinal factors, subjective norms
and perceived behavioral control lead to behavioral tendencies, and these tendencies affect a
person’s behavior.

Different investigations carried out in various fields of human knowledge based on
Ajzen’s theory of planned behavior (Kovac et al., 2016; Cheng, 2017; Arora et al., 2017; Hodge
et al., 2017) indicate the confirmation of this theory and the effect of attitudinal factors,
subjective norms and perceived behavioral control on the individual behavior. However, the
degree of these effects was different in these studies.

Studies in the field library and information science confirm the theory of planned
behavior, indicating the influential factors in the planned behavior of individuals
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(So and Bolloju, 2005; Chang et al., 2009; Klobas and Clyde, 2010; Joo et al., 2017).
Accordingly, the individuals’ behavior in using the library information resources and
services, or their behavior of knowledge and information sharing is formed planned. Among
these, Klobas and Clyde (2010) reviewed the research behavior of the faculty members of
library science and the academic researchers. The results of their research showed that the
attitude and willingness to publish and share among faculty members with different
ranking (professor, associate professor and assistant professor) are similar. Also, other
researchers compared to faculty members with professorship have been found to be
influenced by beliefs and perceived behavioral control with less self-confidence in
publishing and sharing ability in the studied area.

In other subject areas, many studies have shown that the theory of planned behavior is
more efficient in predicting individual’s behavioral tendencies than other similar theories
(Hansen et al., 2004; Kang et al., 2006; Wang et al., 2007; Hossain et al., 2018).

Unplanned behavior
Based on previous research, especially in the field of marketing, the unplanned behavior of
customers has been studied based on the amount of their impulsive buying influenced by
several factors. There are various definitions in this regard in previous texts. For example,
Rook and Hoch (1985) focused on the emotional and cognitive aspects of customers involved
in impulsive buying in their definition of unplanned behaviors. They defined the unplanned
behaviors as a kind of sudden emotional and cognitive behavior of customers occurring in a
situation of purchase. Clover (1950), Rook (1987), Kim (2003) and Dawson and Kim (2009)
also considered this type of behavior as a kind of behavior of customers with no prior plan
and intent for, which have formed in the process of rapid decision making caused by
excitement and motivation. Based on these definitions, the researchers have focused on the
buying process and their selective type of behavior rather than focusing on the customer or
the buyer. In line with Stern’s (1962) view, this kind of unplanned behaviors is seen as a kind
of escape from the usual behavioral patterns of customers. The focus is on the customer’s
unplanned behavior, and the emphasis is placed on the drives leading to unplanned
behaviors in the customers.

The customers are affected by two categories of internal and external factors that trigger
them to do impulsive shopping behavior based on evaluations and research done in
previous studies (Wansink, 1994). In a general categorization, the external factors affecting the
impulsive buying behavior can be classified as factors such as stimulating the customer by
marketers to show impulsive buying behavior through supplying the tempting products,
physical and situational appearances of stores (Darden and Lusch, 1983), creating a sense of
need for customers at the time of exposure to the product or to the advertising offered for it
(Rook, 1987), creating positive feelings in customers by optimizing environmental factors
like adequate light, delightful music, etc. (Mitchell, 1994) or providing available drives by
marketers to encourage customers to do impulsive buying (Youn and Faber, 2000). The
internal influencers affecting the customers’ impulsive buying behavior can also be classified
as customers’ individual features, emotional state of the customers at the time of purchase,
customer’s normative and rational assessment of impulsive buying behavior, enjoying the
purchasing process, individual discipline, and the time and money available (Beatty and
Ferrell, 1998). Accordingly, the variables leading to this type of purchase can be divided into
the categories “related to individual features,” “related to the features of the shopping
environment,” “related to the product attributes” and “situational factors” (Piron, 1993).

The unplanned behavior studies have emphasized the importance of the effects of
environmental features (Beatty and Ferrell, 1998; Xu, 2007; Mattila and Wirtz, 2008;
Mahmoudi Maymnd and Ahmadinejad, 2011; Graa and Dani-Elkebir, 2012; Floh and
Madlberger, 2013; Vonkeman et al., 2017), individual features (Youn and Faber, 2000;
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Tremblay, 2005; Park et al., 2006; Virvilaitė et al., 2009; Mihić and Kursan, 2010; Sharma et al.,
2014; Ozer and Gultekin, 2015; Xiang et al., 2016; Sofi and Najar, 2018), attributes associated
with the product (Virvilaitė et al., 2009; Mahmoudi Maymnd and Ahmadinejad, 2011; Chen and
Wang, 2016) and the time factor (Virvilaitė et al., 2009; Graa and Dani-Elkebir, 2012) on the
unplanned behavior of the clients. However, the effect of the time factor on these behaviors
was not proven in the study by Mahmoudi Maymnd and Ahmadinejad (2011).

The study of unplanned behavior research shows that most studies related to this type of
behavior have been provided under the topic of impulsive buying in the marketing field.
It seems that focusing on this aspect of the behavior of users in acquiring information and
stimulating them to use the resources and services of libraries and information centers by an
emphasis on their unplanned behavior is of great importance. Hence, the present study
addressed this hidden aspect of the users’ behavior.

Methodology
The present study is an applied research with a qualitative approach that was carried out
using the grounded theory methodology. The grounded theory appears to be a proper
approach when the researcher considers examining the experiences and views of
individuals to provide a theory (Corbin and Strauss, 2015, p. 10). The data were collected in
Ferdowsi University of Mashhad, Iran, during January–April 2018. The data collection tools
were deep and semi-structured interviews. The analysis and coding of interviews data were
done in three stages of open, axial and selective coding based on the grounded theory
method by using MAXQDA 10 data qualitative analysis software.

Open coding is an analytical process through which the concepts are identified, and their
features and dimensions are discovered in the data (Corbin and Strauss, 2008, p. 195). In the
open coding step, the text of each interview was reviewed sentence by sentence, line by line
and paragraph by paragraph. Based on the impression, which may sometimes be made from
a few paragraphs of the text, the main concepts were extracted. These concepts were
categorized as abstract categories after extraction.

Following the extraction of concepts and defining the categories, the primary categories are
categorized around the core of the main categories and linked together in the axial coding step.
This coding is called axial as the coding occurs around the axis of the research category
(Corbin and Strauss, 2008, p. 198). At this stage, a category is chosen from the categories
extracted in the open coding step as the core category or phenomenon and other categories are
associated with it. Other categories are classified in the form of causal conditions, context
conditions, intervening conditions, strategies and consequences categories. Causal conditions
are factors affecting the central or core category. Strategies are actions taken in response to the
central category. Context conditions and interveners (a set of intermediate and interface
variables) are specific and general factors influencing the strategies. The consequences are the
results of the implementation of the strategies (Creswell, 2005, p. 398).

In the selective coding stage, the grounded theory resulting from the qualitative analysis is
developed. Selective coding is the process of integrating and improving the categories
(Corbin and Strauss, 2008, p. 263). This process is accomplished through techniques such as
writing the storyline to link the categories and categorizing the theoretical ideas via personal
notes. In a storyline, a researcher examines how certain factors affect the phenomenon and
lead to the use of specific strategies with particular outputs (Creswell, 2005, p. 398).

Four criteria of credibility, transferability, dependability and conformability were
considered to assess the validity and reliability of the research interview data. The credibility
criterion refers to the reality of the descriptions in research findings and their validity. To this
end, in this research, the researcher collected and evaluated the data from different angles of
time, place, and the individuals of different but related specialties. Also, the interview files were
revised and reviewed several times, and wherever the texts extracted from the interviews were
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not clear, the interviewees were again questioned. The transferability criterion refers to the
degree of generalizability or transfer of the qualitative research results to other contexts and
environments. Hence, in the present study, we tried to explain the results with full description
and sufficient details in depth to realize the deep description criterion as one of the
transferability criteria. In case of the dependability criterion, for the research process
traceability and for the research reliability being possible to be inspected and controlled by
people outside the research, all the details on data collection, making decisions, interpretations,
and analyses in the research process were accurately recorded and maintained. Finally, the
confirmability criterion refers to the fact that whether the data and findings are verifiable by
others or not. In this research, to ensure the confirmability of data, all documents related to the
research data as well as inferences, interpretations and findings were systematically recorded,
labeled and stored in special folders. All stages of conceptualization and categorization were
obtained from the documentation of the interviews. In addition, the codes were extracted by
another person andmatched with the codes extracted by the researcher. Therefore, they can be
verified, traced, and thereby confirmed by others.

Given the use of grounded theory and the emphasis on academic libraries in this research
as well as the interdisciplinary nature of the research subject, the research population
included the faculty members and experts of Ferdowsi University of Mashhad in three
subject areas of information-seeking behavior related to library and information science,
consumer behavior related to the field of management and behavioral studies related to
psychology area. The combined purposeful sampling method (purposeful and then
snowball) was used to determine the sample size following the criteria for obtaining the
highest and richest needed information. On this basis, first individuals who had valuable
experience and information in each subject area were interviewed, and then other
individuals in each subject area were introduced by them for the interview. Sample selection
for interviews was continued until the information became duplicated and no new
information was obtained. However, data saturation was the key to the termination of
interviews. Thus, 12 experts, including five from the field of library and information science,
five from the field of management and two from the field of psychology and behavioral
studies, were interviewed. Of these, nine were male, and three were female, with an average
age of 52 years. Also, all had a PhD in their field of study.

After identifying the interviewees, the main issue of the research and the interview
questions were sent to them to make them familiar with the subject. After they announced
their readiness, by setting the time and place, the interviews were conducted in Persian.
In each interview, the researcher initiated the discussion with an introduction. Then, by
raising open questions, he provided the context for the interviewees to express their ideas
and opinions freely. The interviews were conducted in one session and, on average,
each interview lasted 42 min. The negotiations of each interview were stored with an
audio-recording tool as an audio file. The audio file of the interview was then extracted as a
transcription text. Using the MAXQDA 10 software, the open and axial coding was done
immediately for each of the text files of each interview.

The interviews contained questions such as the interviewees’ opinions about the
unplanned behaviors and their importance in the environment of academic libraries, the
stimulating and effective factors on these types of behaviors in the physical or electronic
environment of the library helping the users in using the resources and services, and the
consequences of occurring this kind of behaviors.

Research results
The coding of the qualitative data from interviews was made in three steps of open, axial
and selective coding. Concepts from the interviews were categorized as abstract categories
after extraction. The results of the interviews categorization are given in Table I.
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Examples of sentences Subcategories Main categories

Properties of
main
categories

“The tool with easier use, like touch tools, with a lot of
features attracting the user can be helpful. If you have
an online machine, which, while searching lets you know
that along with this subject, there are other topics, don’t
you also want to examine it?” (Interviewee’s Code: 11)

Information
technology

Factors related
to technology

Factors
associated
with the
provider of
resources and
services

“In the subject of the layouts, we can arrange a series of
books in the library in such a way to cause the
motivation of taking them, do an overview, and
subsequently and ultimately will lead to a profound
study” (Interviewee’s Code: 7)
“I talk about the physical design of the library; this affects
the drawing of attention. It influences the choice or the
ultimate behavior as the choice” (Interviewee’s Code: 10)

Library
environment

Environmental
factors

“If the new books are in the direction of my research and
thought, I will certainly spend more time there. The new
books can bring me instant behavior” (Interviewee’s
Code: 6)
“The variety of topics in that field can really attract
attention and draws the visitor to take different books”
(Interviewee’s Code: 9)

Characteristic
features of
resources

Information
resources

Symbolic
features of
resources

“The person’s interest in using library services is subject to
the awareness that you must give him. Motivation occurs
through giving information” (Interviewees’ Code: 8)
“You can provide a number of side activities in your
library; these extra activities may lead to unprotected
behaviors” (Interviewee’s Code: 3)

Variety of
services

Information
services

Introduction of
facilities and
services

“The librarian behavior. If the librarian does not
interact, if he has a sullen look, well, that will not allow a
person to form his own behavior” (Interviewee’s Code: 2)

Library staff Human
resources

“Many of the needs and demands that were hidden and the
individual did not think about them would become evident
by surfing them. Reminding and revealing the hidden
needs occurs due to surfing” (Interviewee’s Code: 8)
“Functionally and institutionally, my interest in it may also
be involved. First is the interest and the next is the choice.
How much is he interested to do an instant behavior?”
(Interviewee’s Code: 6)
“Positive feeling for the library canmake this impact on the
development of library use in the form of unplanned
behaviors” (Interviewee’s Code: 1)

Behavioral
features

Individual
features

Factors
related to the
user of
resources and
services

Cognitive and
perceptual
features
Inherent and
acquired

(continued )

Table I.
The categorization of
the interviews data
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In Table I, the subcategories are the results of categorizing the concepts of interviews,
and the main categories are the results of axial coding of the subcategories. Compared
to concepts, the categories are more abstract, show a higher level and underpin the
theory. The properties are also defined as “traits or attributes of a category”. According
to the results of the categorization of interviews (Table I), the research questions can
be answered.

Examples of sentences Subcategories Main categories

Properties of
main
categories

personality
features
Attitudinal
features
Demographic
features

“By being more in the library’s environment and
spending time there, the person will have more potential
to showmore unplanned behavior” (Interviewee’s Code: 4)

Time available Time
situational
factor

“One particular factor is the cultural context. When we
were young, there was a climate in terms of culture. The
cultural atmosphere of competition in the studying
books” (Interviewee’s Code: 6)

Cultural texture Cultural factors External
factors

“When he is coming today to the library, he sees an
accident or an event on the way, which makes him to
search for information about them in the library while it
has not been his need at first” (Interviewee’s Code: 3)

Social issues Social factors

“Instant behavior can be an opportunity in your field. It
can be an advantage for a library if it can strengthen it
as a behavior” (Interviewee’s Code: 6)

Unplanned
behavior in the
book browsing
and loaning

Unplanned
behavior in the
use of library
resources and
services

Unplanned
behavior

“Well, the use is rooted in the behavior of a person,
which occurs either consciously or unconsciously. We
say the unconscious part includes the unplanned
behaviors done by a visitor when visits a library”
(Interviewee’s Code: 1)

Incidence of
unplanned
behavior in
encountering
with resources
and services

Incidence of
unplanned
behavior in the
use of resources
and services

“Studying the resources or services of libraries, which
all increase the knowledge of the individual, has a two-
way value added. The library will benefit in introducing
its services, and the further use of its services by the
customer, the visitor’s exploitation would increase as
well. That is, his level of knowledge is increased by
those services” (Interviewee’s Code: 1)

The positive
effect of
instantaneous
behavior on the
use of the library

Use of the
library
resources and
services

Cultural
development
of society

“Unplanned behaviors are those allowing people to have
creative thinking and let their right hemisphere to work”
(Interviewee’s Code: 8)
Unplanned behaviors affect the change of structure and
change the view toward the library. In the sense that
someone entering the library is not just a person who
takes a book and go. That is, the library’s task is beyond
lending a book (Interviewee’s Code: 11)

Change in the
study culture

Increased
awareness level
and public
information

“In fact, your goal is to attract the audience who comes to
the library with or without a plan” (Interviewee’s Code: 9)

Attention to
customer
orientation

Attracting the
audience

Table I.

Factors
affecting the

unplanned use
behavior
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Answers to the research questions

RQ1. What are the factors influencing the unplanned behavior of clients in using
resources or services of academic libraries?

Based on the results of Table I, nine factors were identified as the influential factors in the
unplanned behavior of users with regard to the main categories obtained from analysis and
coding of the interview data including factors related to technology, environmental factors,
information resources, information services, human resources, individual features, cultural
factors, social factors and the situational factor of time. These factors are shown in Figure 1.

As shown in Figure 1, the factors related to technology, environmental factors, information
resources, information services and human resources affect the unplanned behavior of users
as factors associated with the provider of resources and services. Also, the time situational
factor and individual features as the factors related to the use of resources and services and the
cultural and social factors as external factors affecting the unplanned behaviors in the use of
academic libraries’ resources and services were identified:

RQ2. What is the axial coding pattern of unplanned behavior in the use of academic
libraries’ resources and services?

The axial coding pattern of unplanned behavior in the use of academic libraries resources
and services (Figure 2), using the main categories of Table I and conforming to the Creswell
(2005) pattern, was created based on the interview data gathered from the participants who
had experienced a process of unplanned use of academic libraries.

In the axial coding pattern of the unplanned behavior in the use of library resources and
services, the central category in various aspects of the discussion that each of the
interviewees has dealt with is “unplanned behavior in the use of academic libraries’
resources and services.” In this central coding pattern, which is the result of a grounded
theorization of interviews, 14 main categories were identified and extracted in the form of
central categories, contexts, causal conditions, intervening conditions, strategies and
consequences. To assign the main categories of the interviews, in the mentioned formats, the
opinions of participants in the interviews and those of experts in the field of library and
information science were used.

Causal conditions are factors that will facilitate and implement the unplanned behavior
in the use of resources and services of the academic libraries. In this pattern, the most

Factors related to technology

Factors associated with the provider
of resources and services

Factors related to the user
of resources and services

External factors

Unplanned behavior in the use
of library resources and services

Human resources

Information services

Information resources

Environmental factors

Individual features

Time situational factor

Cultural factors

Social factors

Figure 1.
Factors affecting the
unplanned behavior of
users in the use of
academic libraries
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important causal factors and concepts that have an impact on the unplanned behavior in
using the academic library resources and services and cause such behavior in the clients are
as follows:

• technology-related factors with the subcategory of “information technology,”
including search tools, information system suggestions and website attractiveness;

• environmental factors with the subcategory of “library environment,” including the
resources and shelves layout, attractiveness, light and physical conditions of the
environment, ambient coloration, library building architecture and open shelf system;

• information resources with subcategories of “Characteristic features of resources”
and “symbolic features of resources,” including dealing with information, access to
information and providing information;

• information services with subcategories of “service variety” and “introduction of
facilities and services,” including advertising, library side activities and availability
of services; and

• human resources with the subcategory of “library staff,” including the type of
employees’ behavior and the existence of reader’s advisors.

Each of the categories of causal conditions somehow influences the central category, i.e., the
unplanned behavior in using the academic library resources and services.

In the central coding pattern of unplanned behavior in using the resources and services of
academic libraries, the categories “cultural factors” with the subcategory of “cultural context,”
including low per capita of study, the cultural atmosphere of book reading and “social factors”
with the subcategory of “social issues,” including socializing with peers and friends in the
library and their suggestions, the problems of the hostel and home have been listed as context
conditions for the occurrence or non-occurrence of unplanned behavior in the library.
Attention to cultural and social factors in line with book reading culture can provide the
infrastructures for more visits to the libraries and information centers. As a result, the clients
will come to visit the resources and services of those centers as planned and unplanned.

Due to the axial coding pattern of the unplanned behavior in the use of resources and
services of academic libraries, there are also some factors as intervening conditions affecting
the occurrence of such behavior. The most important factors and concepts called as

Causal conditions

1. Factors related to
    technology

1. Cultural factors
2. Social factors

1. Time situational factor
2. Individual features

1. Use of library
    resources and
    services

Incidence of unplanned
behavior in the use of
resources and services

Unplanned behavior
in the use of
resources and
services

2. Increasing the
    level of public
    awareness and
    information

3. Attracting
    audiences

2. Environmental
    factors

3. Information
    resources

4. Information
    services

5. Human resources

Contexts

Central category

Intervening conditions

Strategy

Consequences

Figure 2.
The axial coding

pattern of the
unplanned behavior in

the use of
academic libraries

Factors
affecting the

unplanned use
behavior
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intervening conditions, which cause the occurrence of unplanned behavior in the use of
academic libraries resources and services, are as follows:

• time situational factor, including spending time in the library environment at the
available time; and

• individual features with the subcategories of “behavioral features,” “cognitive and
perceptual features,” “intrinsic and acquired personality features,” “attitudinal
features” and “demographic features,” including interest in books and libraries,
motivation, surfing in the library, tendency to unplanned behavior, cognitive patterns
of individuals, positive feeling about the library, education level and gender of users.

In occurring unplanned behavior in the use of academic libraries’ resources and services, in
the presence of appropriate context conditions, the realization of the causal conditions and
the positive impact of interveners, the design and implementation of appropriate strategies
by users will play a crucial role. Here, strategy means decisions and actions that users make
in the case of unplanned behavior. A strategy or action taken by users in the present study
coding pattern influenced by the causal, intervening and context conditions will be “the
occurrence of unplanned behavior in the use of library resources and services.”

Following the research axial coding pattern, the results and outcomes of the strategy will
be achieved, which include “using library resources and services,” “raising public awareness
and information” and “attracting the audience.” Ultimately, these will lead to the expected
cultural development of society.

Conclusions and further research
There are a significant number of resources or services available in academic libraries and
information centers. The ultimate goal of organizing them is their efficient use by the clients.
Therefore, libraries and information centers need to have knowledge about the factors
influencing the use of information resources and services by the clients.

The topic of clients’ unplanned behavior in using library resources and services has not
been considered in previous studies. As stated, although some studies with the subjects
such as accidental access to information (Williamson, 1998; Heinström, 2006; Savolainen,
2016), encountering with the information (Erdelez, 2004), convenience as a critical factor in
information-seeking behaviors (Connaway, Dickey and Radford, 2011) and the opportunistic
acquisition of information (Rice, 1988; Liestman, 1992; Foster and Ford, 2003; Björneborn,
2008) have been conducted, the results of these studies indicated that the users encounter
their required information during the process of conscious search for information with some
kind of serendipity. However, the unplanned behaviors are performed instantaneously
without the conscious search for information, and the users did not have any prior plans and
intent to acquire such information.

The axial coding pattern derived from the analysis and coding of interviews conducted in
this study is rooted in the core of “unplanned behavior in the use of library resources and
services.” Focusing on the concept of unplanned behavior in libraries aimed at optimized and
efficient use of libraries resources and services which is of great importance will result in positive
outcomes for the library and the society, including further use of library resources and services,
attracting the audience and increased public awareness and information of the clients.

The analysis of the interview data showed that various factors affect the unplanned
behavior of library users. The factors influencing unplanned behavior are divided into
three categories of causal, context and intervening conditions. The causal conditions include
“factors associated with technology,” “environmental factors,” “information resources,”
“intelligence services” and “human resources,” all of which are related to the provider of
resources and services. According to the research community, among these five categories,
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the “environmental factors” and “technology-related factors” have had the greatest and the
least impact, respectively. Other categories in the order of importance are “information
resources,” “information services” and “human resources.” Also, external “cultural” and
“social” factors were identified as context conditions, while the factors associated with the
user of resources and services, namely, the “time situational factor” and “individual
features,” were recognized as intervening conditions.

Previous studies have confirmed some identified factors affecting the users’ behavior in
this research, including the individual features (Youn and Faber, 2000; Tremblay, 2005; Park
et al., 2006; Virvilaitė et al., 2009; Mihić and Kursan, 2010; Sharma et al., 2014; Ozer and
Gultekin, 2015; Xiang et al., 2016; Sofi and Najar, 2018), the environmental features (Beatty
and Ferrell, 1998; Xu, 2007; Mattila and Wirtz, 2008; Mahmoudi Maymnd and Ahmadinejad,
2011; Graa and Dani-Elkebir, 2012; Floh and Madlberger, 2013; Vonkeman et al., 2017) and
the time factor (Virvilaitė et al., 2009; Graa and Dani-Elkebir, 2012). However, the consumer’s
instantaneous behavior when buying has been emphasized in all of these studies and no
attention has been paid to the unplanned behavior in using library resources and services.
Besides, the results of this research in identifying the factors affecting the users’ behavior
were contrary to the results of the research by Mahmoudi Maymnd and Ahmadinejad
(2011), which had proven the ineffectiveness of the time factor on the consumer’s
instantaneous behavior during purchase.

Based on the aforementioned, one of the behaviors of clients, when visiting and using the
libraries and information centers, is their unplanned behavior in the use of resources and
services. The libraries should pay particular attention to these kinds of behaviors to achieve their
ultimate goal of disseminating resources and services. If the users only use information resources
or library services when needed, most of their resources and services seem to be left unused, and
the costs spent on their preparation and collection will not be justifiable. Thus, the aspect of the
unplanned behavior of clients can be utilized to persuade users to use the information resources
and library services to turn it to a dominant and planned behavior in the long term. One can
expect under such circumstances that the level of study of library users or their use of a wide
range of services provided by these centers will increase in the future.

Academic libraries should pay special attention to factors related to technology,
environmental factors, information resources, information services, human resources,
individual features, time situational factor, cultural factors and social factors as factors
affecting the unplanned behavior of users. The results of this study showed that considering
these factors and improving them would encourage the visitors to instantly use further the
library resources and services in an unplanned manner.

The results of this study will be helpful for academic libraries in identifying factors
affecting the unplanned behavior of users who use resources and services so that libraries
can provide their resources and services with maximum efficiency. Also, using the results of
this research can lead to an evolution of information-seeking models for designing new
models in this area considering the unplanned behavior of users.

Given the novelty of the subject raised in the current research in the field of library and
information science, there were some limitations such as the lack of theoretical basis related
to the unplanned behavior issue in the relevant field and the lack of full familiarity of most
of the experts in the field of library and information science with this topic, and thereby
facilitating the necessity of explaining the subject under discussion. Finally, it is suggested
that the researchers interested in the area of clients’ behaviors in libraries, especially
unplanned behaviors, focus on investigations on the identification of factors affecting the
behavior of clients in other libraries and information centers, including other public and
academic libraries. Also, conducting quantitative research based on the factors and
variables identified in the present study is recommended to understand the effect of each of
these factors on the impulsive behavior of the clients.

Factors
affecting the

unplanned use
behavior
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