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Abstract: This study examines how academic libraries integrate social media to enhance engagement and service delivery.
Using the PRISMA methodology, a systematic review of literature from 2010 to 2024 was conducted across Scopus, Academic
Search Ultimate, Web of Science, ERIC, and Google Scholar. The PICO framework guided the inclusion criteria, focusing on
peer-reviewed studies evaluating the impact of social media on library services. A total of 20 studies were analysed, revealing
that social media significantly enhances real-time communication, increases resource accessibility, and fosters interactive
user engagement. However, challenges such as privacy concerns, institutional policies, and inconsistent adoption strategies
were also identified. This review highlights best practices for effective social media integration in academic libraries and
provides recommendations for future implementation. The findings contribute to the growing body of research by offering
a consolidated evaluation of social media strategies in higher education libraries, informing both practitioners and
policymakers.
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1. Introduction

1.1 Background and Context

Social media plays a growing role in higher education, particularly in academic libraries. As digital communication
becomes essential, libraries are leveraging platforms such as Facebook, Twitter, Instagram, and YouTube to
enhance user interaction and promote resources (Collins & Quan-Haase, 2012). These platforms foster
community engagement and provide timely access to information. However, despite its growing adoption, there
is limited empirical research on the best practices for effectively integrating social media into library services.
Many libraries lack structured strategies, leading to inconsistent user engagement and underutilization of digital
resources. This study systematically reviews existing literature on social media integration in academic libraries
within higher education institutions. It seeks to answer the question: How can social media be effectively utilized
in academic libraries to enhance user engagement and improve service delivery? By examining various studies,
it identifies effective strategies for leveraging social media to optimize library services in an increasingly digital
landscape.

1.2 The Role of Social Media in Library Services

Social media is crucial for academic libraries, transforming communication and user engagement. It enables
instant connections for promoting resources and disseminating information (Dhanavandan, 2023; Chugh & Rubhi,
2018). Libraries use social media to market services, attract users, and enhance community engagement, driving
innovation and responsiveness to digital changes. These platforms support research assistance and information
literacy training, improving access to digital resources (Gohel, 2021; Dhanavandan, 2023). Tools like Facebook
and Twitter facilitate resource sharing and collaboration. Additionally, social media enhances networking,
allowing libraries to engage with organizations and professionals. Strategic integration is essential for relevance
in a digital landscape, ultimately improving service delivery and fostering interactive learning environments.

1.3 Rationale of the Study

The rationale for this study is to explore the effectiveness of social media integration in enhancing engagement
and service delivery in academic libraries, thereby addressing a crucial aspect of modern library practices. By
conducting a systematic review of relevant literature, the study aims to provide insights into how social media
can improve communication, resource accessibility, and user interaction within higher education institutions.

1.4 Research Objectives

This systematic review aims to accomplish the following key objectives:
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e Evaluate the effectiveness of social media integration in library services within higher education
institutions. This review evaluated the effectiveness of social media integration in higher education
libraries by examining its impact on communication, engagement, and marketing. It showcased how
social media enhanced real-time interaction, fostered community building, and increased visibility for
library resources and services (Chugh & Ruhi, 2018; Young & Rossmann, 2015).

e Challenges and barriers faced by libraries in implementing social media strategies. Studies showed
that social media integration enhanced user engagement, service delivery, and outreach. This review
identified challenges such as gaps in staff expertise (Dickson & Holley, 2010; Gohel, 2021) and
institutional resistance (Chugh & Ruhi, 2018). Cheng et al. (2020) emphasized the need to understand
user behaviour and preferences when implementing social media marketing strategies. By tailoring
content and engagement strategies to their target audience, libraries can enhance the effectiveness of
their social media efforts and attract more users to their digital resources.

o Explore effective strategies for utilizing social media in academic libraries to enhance user
engagement. Studies indicated that social media significantly enhanced user engagement and service
delivery in academic libraries. Key strategies included setting clear goals (Burkhardt, 2010; Chugh &
Ruhi, 2018), selecting suitable platforms (Harrison et al., 2017), and creating engaging content (Kumar
& Kumar;2024). Additionally, fostering two-way communication, collaborating with user communities,
and providing staff training were crucial for optimizing social media use (Young & Rossmann, 2015).
This review explored the implementation of these strategies to effectively enhance library-user
engagement.

e Assess the impact of social media on improving service delivery in higher education institutions. This
review comprehensively assessed the impact of social media on service delivery in higher education
institutions. The findings draw attention to social media's role in enhancing communication,
engagement, and collaboration within academic environments (Harrison et al., 2017). It facilitated real-
time interaction, provided valuable feedback mechanisms, and supported marketing and outreach
efforts (Young & Rossmann, 2015; Ayu & Abrizah, 2011).

2. Methodology

2.1 Systematic Review Framework: PRISMA

This systematic review follows PRISMA guidelines to ensure a structured and transparent research process
(Moher et al., 2009). The 27-item PRISMA checklist and four-phase flow diagram guided the selection of studies
on integrating social media in library services within higher education. By adhering to these principles, the review
identifies and assesses key literature while justifying the exclusion of studies that do not meet predefined criteria
(Liberati et al., 2009). This approach enhances the review's rigor, allowing for a comprehensive overview of
findings across various methodologies (Page et al., 2021) and facilitating consistent data extraction for
comparative evaluation of strategies and challenges in leveraging social media for library services.

2.2 Research Question: PICO Strategy

The PICO methodology (Population, Intervention, Comparison, Outcome) was utilized to ensure that the
systematic review remains focused and adheres to sound research practices. This approach is commonly used
in systematic reviews to formulate research questions and select relevant studies (Higgins et al., 2019). The PICO
strategy was applied as follows for this review on integrating social media in library services in higher education
institutions:

e Population: The target population for this review includes academic librarians and library staff in
higher education institutions. These individuals are increasingly responsible for engaging users via
social media to enhance library services and communication (Chitumbo & Chewe, 2015). This focus
is crucial as they serve as intermediaries between information resources and users in the digital
age

e Intervention: The intervention of interest is the integration of social media tools (such as Facebook,
Twitter, and Instagram) into library services. This integration aims to improve user engagement,
facilitate communication, and enhance the visibility of library resources (Chugh & Ruhi, 2018;
Trucks, 2019).

e Comparison: The review compares the outcomes of integrating social media with traditional library
service models that do not utilize social media. This comparison seeks to evaluate the effectiveness
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of social media in enhancing user engagement and service delivery versus conventional methods.
The literature reflects on both successful implementations and challenges faced by libraries in
adopting social media tools.

e Outcome: The outcomes of interest include user engagement levels, satisfaction with library
services, and the overall impact on library visibility and community interaction. Metrics such as
user feedback, increased patronage, and enhanced communication channels are assessed
(Miyanda Chitumbo, 2023). The goal of this review is to determine whether integrating social
media leads to more effective library services and improved user experiences.

2.3 Search Strategy

This review explored social media integration in library services within higher education. Searches were
conducted in Academic Search Complete, ERIC, Google Scholar, Web of Science, and Scopus, using the PICO
framework to refine keywords like social media, academic libraries, library services, engagement, and
technology integration. Boolean operators optimized searches, tailored to each database’s structure. Studies
from 2010-2024, peer-reviewed, in English, and meeting quality criteria were included. Table 1 details the
search terms and methods used.

Table 1: Search Strategy Across Databases

Database Search Terms Used Filters Applied
Academic Search "Social media" AND "Academic libraries" OR "library services" Peer-reviewed, 2010~
Complete 2024

"Engagement” AND "User communication” AND "Technology|English language, 2010—
ERIC . Cn
integration 2024

"Social media integration" AND "Library services" OR "Academic

Web of Science N
engagement

Full-text, peer-reviewed

Peer-reviewed, 2010-

Scopus "Social media" AND "Academic librarians" AND "Service promotion" 2024

"Impact of social media on academic libraries" AND "User engagement| Exclude  patents and

Google Scholar strategies” citations

2.4 Eligibility Criteria

2.4.1  Inclusion Criteria
The studies included in this review had to meet the following requirements:

e The study primarily focused on integrating social media tools (SMTs) in library services, particularly
in higher education contexts.

e The study provided either quantitative or qualitative information on how libraries utilize SMTs to
enhance user engagement and service delivery.

e The study was published in a peer-reviewed journal between 2010 and 2024, ensuring that the
findings are relevant and applicable to contemporary academic library practices.

e The study detailed the strategies and outcomes of SMT integration, especially regarding its impact
on communication, marketing, and user interaction (Chitumbo & Chewe, 2015; Collins & Quan-
Haase, 2012).

These criteria ensured the selection of relevant studies, maintaining focus on SMTs in academic libraries while
enabling a comprehensive examination of strategies and their effectiveness in promoting library services.
2.4.2  Exclusion Criteria

Studies were excluded from this review if they did not specifically address the integration of SMTs in libraries or
related digital work environments:

e Studies lacking methodological rigor or published in non-peer-reviewed journals.

187
The Proceedings of the 12th European Conference on Social Media, ECSM 2025



Edmont Pasipamire

e Studies that did not provide data on the use of SMTs in library contexts, including aspects such as
user engagement, service promotion, or communication strategies.

e Publications released before 2010, as they may not reflect current practices or the evolving
landscape of social media in academic libraries.

The review excluded irrelevant or low-quality articles based on these criteria, ensuring a robust and
methodologically sound selection that aligns with contemporary academic library practices.

2.5 Study Selection Process

The study selection process began with a comprehensive search of 180 works on social media integration in
library services, yielding 150 unique articles after removing duplicates. After screening titles and abstracts, 45
studies underwent full-text review, with 20 meeting the inclusion criteria. Following PRISMA guidelines, the
selection process was structured and transparent, with the PRISMA flow diagram illustrating exclusions at each
stage (Moher et al., 2009). The Cochrane Risk of Bias Tool assessed study quality, categorizing them as low,
moderate, or high risk based on selection methods, reporting transparency, and conflicts of interest, leading to
the exclusion of high-risk studies. A quality assessment table summarized methodological rigor, and sensitivity
analyses ensured the robustness and reliability of findings across various study designs.

Records identified from databases
in = 188}

Duplicate records remaved
(n - za)

Records scoreened
(n = 158)

{n - 1@8)

Records :xcl_n:d‘ Reports sought for retrieval

{n = 45)

“ N

Reports not retricved Feperts assessed for eligibilivy

Studies included in review

Figure 1: PRISMA Flow Diagram

2.6 Data Extraction

This study systematically extracted key aspects related to social media integration in library services, focusing
on its utilization, impact on service delivery, and implementation challenges.

The following elements were extracted from each study included in the review:

e  Study Population: The review considered studies examining academic libraries, including different
types of institutions and professional roles such as librarians, faculty, and students (Chitumbo &
Chewe, 2015).

e Social media: Libraries utilized platforms like Facebook, Twitter, and Instagram for communication,
marketing, and user engagement (Collins & Quan-Haase, 2012).

e  Purpose of Use: Libraries leveraged social media for promotion, user communication, and
community engagement to enhance services (Taylor & Francis, 2014).

e Outcomes Observed: Social media integration improved user engagement, increased library
resource visibility, and enhanced librarian-patron communication.

Maintaining consistency in data extraction across studies ensured a robust framework for analysing social media
integration in academic libraries.
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2.7 Quality Assessment

The Cochrane Risk of Bias Tool (Higgins et al., 2019) was used to assess study credibility. Of 45 full-text articles,
25 met rigorous standards, while 15 had reporting issues. To ensure validity, five highly biased studies were
excluded. This approach enhances the reliability of findings.

3. Results

3.1 Study Characteristics

This systematic review examines the integration of social media in library services, analysing 75 studies from
North America, Europe, Asia, Africa, and South America. Research predominantly focused on North American
and European libraries, with studies revealing that 85% and 73% of academic libraries, respectively, actively used
social media for user engagement and communication (Chugh & Ruhi, 2018; Trucks, 2019). In Europe, over 60%
of academic libraries in the UK and Germany utilized social media primarily for marketing (Jones & Harvey, 2019).

In contrast, social media adoption varies significantly in Asia and Africa, where libraries face challenges due to
digital transformation barriers, such as insufficient infrastructure. For example, 70% of libraries in Southern
Africa recognized the need for social media policies (Ndlangamandla & Chisenga, 2023), and infrastructure issues
were noted in Ethiopia (Akeriwa et al., 2014). The review underscores that North American libraries lead in social
media adoption due to better infrastructure, while African and Asian libraries encounter notable challenges.

3.2 Effectiveness of Social Media Integration in Library Services

The systematic review provides strong evidence that social media significantly enhances user engagement and
service delivery in academic libraries. Chiparausha et al. (2024) highlight its role in improving communication
and raising awareness of library resources, leading to greater accessibility and interaction. Social media also
serves as an effective marketing tool, with 57% of respondents endorsing it for updates and community building
(Karanja, 2018). Libraries actively leverage platforms like WhatsApp, Facebook, Twitter, and YouTube to expand
their reach and engagement, ensuring broader access to library services (Oloo & Luyombya, 2023; Kizito et al.,
2023). Dhanavandan (2023) emphasizes that active social media use increases participation and user satisfaction
by providing real-time interactions and service updates. Libraries utilizing these platforms report higher
attendance at events and increased patron interaction. Additionally, social media facilitates immediate user
feedback, allowing libraries to tailor services based on user needs, thereby driving continuous service
improvements. Furthermore, its cost-effectiveness makes it a sustainable tool for fostering stronger
relationships and loyalty among library users.

3.3 Challenges and Barriers in Implementing Social Media Strategies

The review identified key challenges in integrating social media in academic libraries, including lack of staff
training, poor infrastructure, and policy gaps (Karanja, 2018; Ezeani & Igwesi, 2012). Limited staff expertise and
outdated infrastructure hinder adoption, particularly in developing regions (Mabweazara & Zinn, 2016; Chu &
Du, 2013). Institutional support is essential-libraries with clear policies and management teams achieve higher
engagement (Chiparausha & Chigwada, 2019), while those lacking strategic planning face inconsistent use
(Bhardwaj & Jain, 2016). Addressing these issues through training, infrastructure investment, and policy
development is crucial for sustainable social media integration.

3.4 Strategies for Enhancing User Engagement through Social Media

The systematic review revealed several effective strategies for enhancing user engagement through social media
in academic libraries. Regular promotions and updates are essential for keeping users informed about new
resources and services, fostering ongoing engagement (Howard et al., 2018). Similarly, Karanja (2018) opines
that training library staff in social media best practices significantly boosts user interaction. The adoption of
mobile applications and WhatsApp-based services facilitates instant communication, making digital collections
more accessible (Singh & Madhusudhan, 2023). Zubeda (2018) opines those collaborative initiatives, such as
partnerships with other libraries and academic departments, broaden the reach of social media campaigns and
create more engagement opportunities.

A comprehensive approach, including regular updates, staff training, mobile accessibility, collaboration, and
analytics, is crucial for maximizing library user engagement. In this regard, the integration of Al-driven social
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media strategies has been shown to significantly enhance academic library engagement and outreach. Machine
learning facilitates targeted content creation by analysing user data (Gajbhiye, 2024), while Al-powered chatbots
improve user satisfaction through real-time assistance (Kasaraneni, 2022). Moreover, findings indicate that Al-
driven tools contribute to the optimization of library operations by enabling automation, predictive analytics,
and personalized services. For instance, automated cataloguing enhances metadata accuracy and improves
resource allocation (Lee et al., 2022). Additionally, predictive analytics play a pivotal role in aligning acquisitions
with user needs, while Al-driven recommendations foster increased engagement by offering tailored content
suggestions (Johnson & Tan, 2023; Nguyen et al., 2022.

3.5 Impact of Social Media on Service Delivery in Libraries

This review found that social media enhances library service delivery by improving advisory services, event
dissemination, and digital reference support (King, 2015; Lessick, 2015; Burkhardt, 2010). Its impact is evident
in increased accessibility, faster communication, and greater user engagement. Social media also strengthens
information literacy training by streamlining scheduling, communication, and follow-ups (lzuagbe et al., 2019;
Maisiri et al., 2013). Real-time interaction and targeted engagement strategies boost user participation and
resource utilization (Howard et al., 2018). Libraries that adopt structured social media strategies report a 40%
increase in user engagement and improved collaboration (Chiparausha & Chigwada, 2019; Kumar & Kumar,
2024). In contrast, unstructured approaches result in inconsistent outcomes, underscoring the need for staff
training, strong ICT infrastructure, and clear engagement models to maximize impact (Bhardwaj & Jain, 2016)

4. Discussion

4.1 Summary of Key Findings

The review showed social media’s role in enhancing communication and engagement in academic libraries,
particularly in North America and Europe, where platforms like Facebook, X, and Linkedin dominate (Chugh &
Ruhi, 2018; Trucks, 2019). However, while these platforms facilitate outreach and service delivery, their long-
term impact on research support remains underexplored. Libraries in Africa and Asia face infrastructural
limitations and digital literacy challenges, hindering adoption (Ndlangamandla & Chisenga, 2023; Akeriwa et al.,
2014). While studies emphasize social media as a cost-effective tool, findings rely heavily on self-reported data,
often overlooking long-term shifts in user behaviour. Furthermore, digital divides exclude marginalized user
groups, raising concerns about equitable access to library services. Although studies link active social media use
to increased event attendance and resource utilization (Dhanavandan, 2023), causality remains unclear, with
factors such as funding and institutional priorities potentially driving engagement. The definition of
"engagement" is also inconsistent, often measured by superficial metrics (Kumar & Kumar, 2024), leaving its
academic impact uncertain. Barriers such as inadequate staff training, weak institutional support, and
fragmented policies limit effective implementation (Ezeani & lIgwesi, 2012; Karanja, 2018). While calls for
sustained investment and collaboration with academic departments persist (Howard et al., 2018; Chiparausha
et al., 2024), studies lack empirical evidence on their effectiveness in enhancing research support. Disparities
between well-funded and resource-constrained libraries indicate that social media alone cannot bridge systemic
inequalities in information access (Ndlangamandla & Chisenga, 2023).

4.2 Interpretation of Results

The review underscores the increasing role of social media in academic libraries, particularly in North America
and Europe, where platforms like Facebook and X drive engagement (Chugh & Ruhi, 2018; Trucks, 2019). In
contrast, African and Asian libraries face ICT limitations, policy gaps, and digital literacy challenges, hindering
widespread adoption (Ndlangamandla & Chisenga, 2023; Karanja, 2018). While 85% of North American libraries
actively use social media, only 50% in sub-Saharan Africa do so due to infrastructural constraints (Trucks, 2019).

Social media enhances library outreach by improving communication and increasing awareness of library
resources (Chiparausha & Chigwada, 2019). Platforms like WhatsApp and YouTube facilitate multimedia
engagement through live sessions and interactive Q&As (Kizito et al., 2023). Libraries with structured strategies
report a 40% increase in participation (Kumar & Kumar, 2024). However, challenges such as inadequate staff
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training, unclear policies, and limited institutional support hinder effective integration (Ezeani & Igwesi, 2012).
Addressing these barriers through continuous training, mobile accessibility, and academic collaborations
(Howard et al., 2018) is crucial for maximizing social media’s potential in academic libraries.

4.3 Implications for Librarians and Higher Education Institutions

The review highlights key implications for librarians and higher education institutions. Librarians should use
social media to engage faculty, staff, and students while promoting library services. Social media fosters patron
relationships and improves service delivery. However, many librarians lack training, making digital literacy
programs essential. Libraries should also adopt clear social media policies for ethical engagement, especially in
developing regions. Institutions must invest in ICT infrastructure and internet bandwidth to support effective
social media use. Collaborative efforts between libraries and academic departments can further expand
outreach and student engagement.

4.4 Limitations of the Review

Despite the comprehensive nature of this review, several limitations must be acknowledged. The reliance on
cross-sectional surveys restricts insights into the long-term impact of social media on user engagement in
academic libraries. The exclusion of grey literature may introduce publication bias by overlooking valuable
insights from practitioner reports, while geographical bias is evident as most studies concentrate on North
America, Europe, and select regions in Africa and Asia, neglecting perspectives from Latin America and the
Middle East. Variations in research methodologies complicate direct comparisons, and the lack of experimental
and theoretical studies limits a deeper understanding of adoption factors.

4.5 Directions for Future Research

Future research should prioritize longitudinal studies to assess the long-term effects of social media on user
engagement and service delivery in academic libraries. It should also investigate institutional factors, such as
leadership support and governance frameworks, to better understand their influence on social media adoption.
Furthermore, research should explore how sustained social media use impacts research support, knowledge
dissemination, and long-term institutional collaboration, as current studies largely focus on short-term
engagement metrics.

5. Conclusion and Recommendations

This systematic review illustrates the transformative impact of social media on academic library services. The
integration of platforms such as Facebook, Twitter, and Instagram have proven essential for enhancing user
engagement, communication, and overall service delivery within higher education institutions (Chugh & Rubhi,
2018; Chiparausha & Chigwada, 2019). 2018). Karanja (2018) notes that libraries that effectively leverage social
media can foster real-time interactions, promote library resources, and build strong connections with users.

The findings indicate that while many academic libraries in North America and Europe actively utilize social
media, libraries in developing regions face significant challenges, including inadequate infrastructure, limited
staff training, and a lack of formal policies (Ndlangamandla & Chisenga, 2023).

5.1 Recommendations

To enhance the integration of social media in academic libraries, several key recommendations are proposed.
Cowell (2017) emphasizes the importance of establishing clear social media policies to guide responsible usage
and ensure ethical engagement with users. Additionally, investing in ongoing digital literacy training for staff will
equip librarians with the necessary skills to maximize user engagement (Karanja, 2018; Mabweazara & Zinn,
2016). Collaborative initiatives with academic departments can further expand outreach efforts and strengthen
connections with the academic community (Mabweazara & Zinn, 2016; lzuagbe et al., 2019).

5.2 Contributions to Literature

This study contributes to library and information science by addressing the underexplored role of social media
in academic libraries. While its impact has been studied in other contexts, its influence on library services
remains underexamined. This research fills this gap by analysing social media’s role in communication,
engagement, and service delivery. It synthesizes findings from multiple regions, emphasizing the need for
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targeted training, resource allocation, and structured implementation (Chiparausha & Chigwada, 2019).
Additionally, it offers actionable strategies for sustainable social media integration, paving the way for future
research.

Ethical Considerations

This study did not require ethical clearance since it is a systematic review that synthesizes existing literature and
does not involve human participants or direct data collection.
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