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Abstract 
This qualitative research develops a Customer-Driven Business Information Provision (CDBIP) 
model for the Malaysian Government Agencies’ library. The model has been drawn up according 
to the perspective of the government agency's library in Malaysia which employs two 
dimensions: design and management of a customer-driven service system and the fostering of 
good governance. This model elicited five (5) themes of design and management of a customer-
driven service system: customer identification, customer needs survey, service system design, 
service delivery, and service recovery. In this comprehensive model, the best practices of 
government agency’s libraries are empirically examined the types of CDBIP activities that has 
established; and how they can be established. Analysis and findings have drawn from the data 
collected from the multiple case study that involved twelve (12) librarians from twelve (12) 
selected government agency's libraries. The findings of this study have implications for the 
model, policy, and practices on how customer-driven concept can adopted by libraries and other 
government agencies. 
Keywords: Business Information, Customer-Driven, Information Provision, Malaysian Agencies’ 
Library, Information Management, Library Science 

 
Introduction 
Ascertaining the customer needs and wants, and delivering the desired satistaction effectively 
and efficiently are the best ways of serving customers. Customer-driven implies that goods or 
services should be assured and impacts resolved with the most valuable customers in mind. To 
be customer-driven, service providers need to do more (e.g. know which customer is affected, 
what their actual service experience is and how valuable the customer is to their service) 
(Amdocs, 2016). All of which brings unprecedented changes to the public services. Libraries, 
therefore, are under pressure to satisfy various stakeholders, increase efficiency, effectiveness 
and quality services, achieve organizational goals and establish a culture of continuous 
improvement.  
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Customer-driven has been defined in different ways in the literature (Agrawal, & Rahman, 2015; 
Kohli & Jaworski. 1990; Webster, 1988). Customer-driven is the knowledge of customers and 
target customers to be able to create superior value consistently superior to them (Raie et al., 
2014). While Spector (2017) refer customer-driven as the organization's needs and ability to 
identify, analyze, understand and respond to customer needs. In information provision context, 
this approach must be driven both by the providers and their customers so that it will help users 
to always access quality information. 
Kuusisto and Riepula (2011) argue, the interaction between a customer, and service provider is 
perhaps the most basic feature in service activities. They then added that customer involvement 
in the provision of services is something that must be done. This shows that organizations that 
interact with customers will have an advantage in terms of the core competencies of their services. 
Similarly, Prakash et al., (2016) assert that customer orientation is the key to organizational 
performance. This statement has been proven empirically through a study carried out by 
Jaakkola, (2015), McColl-Kennedy et al., (2015) and Kuusisto and Riepula (2011). 
 
In most communities, there is a need to access all kinds of BI. Therefore, in principle, the library 
and information services should be developed in response to the needs of the community. On 
the other hand, BI providers must also understand the demand and the needs of the customers, 
their interest and how they value such services. This view is supported by Nwankwo (1995) who 
denoted that insufficient understanding of customer orientation could lead to a problem. 
However, Bouthillier (2004) added that many librarians do not perceive such needs as a priority. 
As a result, the library will face difficulties to serve communities with relevant BI as expected.  
 
The objective of the paper is to explore the step-by-step analysis of CDBIP being practiced by the 
Malaysian government agencies’ library. In the next section, this objective being translated into 
the research model and was described in more detail. This model offers an insight to understand 
how the CDBIP is established at the library. The remainder of the paper is focused on the finding 
of the study which have implications for the model and practices on how customer-driven 
concept can adopted by libraries and other government agencies. 
 
Research Framework 
Empirical research on customer-driven varies in context, focus, and findings. The current state of 
empirical research shows that customer involvement in service provision can be characterized as 
truly interdisciplinary, involving human-computer interaction, engineering design, organizational 
knowledge creation theory, marketing and quality management. Consequently, reviewing 
previous research is difficult. The researcher started with marketing-centered studies and then 
investigated other disciplines. Previous research about customer involvement in new library 
service development is limited; therefore, the number of references in this research realm to 
build from as well as the conceptual variety is reduced. Studies on customer involvement in new 
product development are not included, since this study should account for the complexity of 
services related to the new services development in government agencies’ library. 
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The literature states a number of strongly allied concepts of customer involvement, namely lead 
user method (Frambach et al., 2016, Cui & Wu, 2016; Frow et al., 2015; Olson & Bakke, 2001), 
user involvement (Jaakkola et al., 2017; Jouny-Rivier et al., 2017; Cui & Wu, 2016; Grundy et al., 
2016; Biemans et al., 2016;), and customer participation (Chang, & Taylor, 2016; Cui & Wu, 2016; 
Dong et. al., 2015). Several different parameters are used to grasp and describe the concepts, 
namely degree of customer involvement (Biemans et al., 2016; Martin & Horne, 1993; Voss, 
1985), behavioral and personal characteristics of users (Tukker, & Tischner, 2017; Barrett, 2015; 
Morrison et al., 2011), objectives of customer involvement (Biemans et al., 2016), the role of 
customers in the service innovation process (Koskela-Huotari et al., 2016; Barrett, 2015 Frow et 
al., 2015), modes and methods of customer involvement (Koc et al., 2017; Mustak et al., 2016; 
Dong et. al., 2015; Dong 2015), users as source of innovative ideas (Puga-Leal, & Ormazabal, 
2017; Schemmann, et al., 2016; McColl-Kennedy et al., 2015), antecedents to customer 
involvement (Li et al., 2015; Greer, & Lei, 2012), and customer involvement and new service 
success measures (Chang & Taylor, 2016; Carbonell et al., 2009). 
 
The review of literature reveals a limited number of qualitative studies on the constructs central 
to this study. Most of these studies are quantitative in nature. Furthermore, despite the 
prevalent call of studying customers in the context of organizational learning (Matthing et al., 
2004), only one work exists that clarifies the process of customer knowledge co-creation. Blazevic 
and Lievens’s (2008) study imparts how virtual customer communities co-produce knowledge 
valuable for creating new electronic services. 
 
CDBIP model is a comprehensive model that was develop through analysis of best practices of BI 
provisions in Malaysia. The model is adapted from the model produced by Chen et al., (2004) and 
Jiang and Chen (2002). However, various elements have been set aside to take into account the 
cultural and governance differences of the government agencies in Malaysia. Therefore, the 
model can be used as guidance by any parties plan to develop a customer-centric BI services. This 
research made a significance contribution to the body of knowledge, especially in the library and 
BI field thus it is suitable for replication and expansion. 
 
First of all, the box of organizational strategic focus is placed on the left-hand side. It indicates the 
driving forces that govern a library to develop and manage a BI provision. In this context, the 
organization's strategic focus includes the objectives, mission and vision of the organization. In 
addition, policies, guidelines and regulations of the organization are also part of the 
organization's strategic focus. 
 
The dotted-line box of the model, which is the kernel of this study, indicates the customer-driven 
design and management. It contains a five-stage sequence of a CDBIP namely:   

i. Customer identification - the library identifies its customers; 
ii. Customer-needs survey - the library focuses on the customer needs and customer voice; 

iii. Services system design - the library develops the service system and processes to meet the 
customer needs; 

iv. Service delivery - the staff in the library delivers services to customers; and 
v. Service recovery - the library has an effective mechanism to deal with customer complaints. 
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Figure 1 : CDBIP Model 
 
 
The other dimension of this model is the element of good governance. The principles of good 
governance will assist to improve the public service delivery system (Fung, 2015). This element 
has been widely acknowledged in literature on the importance and relevance of governance in 
the public service (Bovaird, 2016, Niza, 2015; Tummers, 2015; World Bank, 1991). In this 
framework, a good governance is the enhancement element of efficiency and performance of 
the public sector. 
 
CDBIP is placed on the right-hand side which indicates the outcomes of the process. In this 
context, according to Okello-Obura and Malovu (2011), the provision of BI must be focused and 
precise as well as following the user's requirements. The outcomes of the model can be 
considered as customer satisfaction. This coincides by Jiang and Chen's (2002) statement, which 
indicates that the more customer-driven an organization is, the better service quality and 
customer satisfaction can be achived. 
 
Research Design 
Since the focus of the study is to explore in-depth situation of the CDBIP, a qualitative approach 
is the most appropriate. To achieve the research objective, a multiple case study approach was 
chosen. According to Chen et al., (2004), Zeppou and Sotirakou, (2003) and Nwankwo (1995), 
customer-driven was originated from an industry that is basically a practical arena. Thus, to 
examine the customer-driven activities from the best practices, becomes a right way. 
 
As the data collection method is a semi-structured interview, an interview guide was prepared for 
the purpose. Using the purposive sampling techniques, librarians involved in providing BI services 
to customers were invited to participate as informants. A total of twelve (12) qualified librarians 
represent (12) twelve library participated in this study. To create a casual interview session, the 
first session of the interview aimed at establishing rapport as suggested by Pinsky (2015). 
Subsequently, the researchers explained the purpose of the interview and presented the informed 
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consent form for the respondents to complete. The respondents were assured of the 
confidentiality of their responses and profiles. In order to ensure that the interview data were 
accurately captured, the entire interview sessions were digitally recorded after obtaining the 
approval and consent from the respondents. For validation purposes, notes were written down 
manually. In order to demonstrate the credibility of the data, this research employed the member 
checking approach by sending a copy of the interview transcript to each respondent and their 
organization for validation as suggested by Lincoln and Guba (1985). 
 
Thematic analyses were then conducted to analyze the qualitative data. According to Boyatzis 
(1998) in Braun and Clarke (2006), thematic analysis is a qualitative analytic method for 
identifying, analyzing and reporting patterns (themes) within the data. It minimally organizes and 
describes the data set in (rich) detail. There is a discussion in the literature about how to report 
the prevalence of individual themes within thematic analysis (Braun & Clarke, 2006). One 
rationale for reporting prevalence is that it allows researchers to show that the theme ‘really’ 
existed within the dataset. Prevalence has been reported either by using terms such as ‘the 
majority of participants’ (Meehan et al., 2000) or ‘many participants’ (Taylor & Ussher, 2001), or 
by reporting the numbers of respondents that referred to a theme (Woodward & Joseph, 2003). 
However, as Braun and Clarke (2006) noted, the fact that a theme frequently reoccurs does not 
directly infer its ‘keyness’, rather the inclusion of a theme should be based on its centrality to the 
person’s own account.  
 
As the data set is relatively small, this research adopted the Zhang and Wildemuth (2016) views, 
which stated that it would be appropriate to use only the manual analysis method. Braun and 
Clarke's (2006) approach has been used for this purpose. It includes measures such as: i) 
becoming familiar with the data; ii) generating initial codes; iii) searching for themes; iv) reviewing 
themes; v) defining and naming themes; and vi) producing the report. 
 
Findings and Discussions 
The 12 respondents who participated in the interviews provided numerous activities, which 
reflect the themes of study. Five major phases relating to the CDBIP were found in the 12 libraries. 
This research will focus on these phases and look at how they are distinct entities yet interrelated 
to each other.  
 
From the initial overview of the context the data represented, the researcher had constructed a 
diagram to map the categories emerging from all the texts. The diagram was developed and 
evolved as the transcriptions were read one by one. This process was considered as the initial 
overview of the whole story based on what was being told by each respondent. Based on the 
diagram, five major themes were identified in the participants’ experience in BI provision. Within 
each of these themes two to four further sub-themes (activities) emerged. In keeping with the 
criteria for good qualitative practice, each theme is described below and the subsequent sub-
themes are grounded in a minimum of two examples (Chowdhury, 2015). 
 
In Figure 2, there are five phases of CDBIP (Customer identification, customer-needs survey, 
service-system design, service delivery and service recovery) and 15 customer-driven activities. 
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Figure 2 : CDBIP activities 

 
The growing importance of customer-centric element in the process of information provision and 
their direct or indirect involvement in the activities requires a new approach to users (Krawczyk, 
2013). Consequently, there is a need for a redefine the roles of enterprise strategy, and, in 
particular focusing on the customers' involvement. Customer created demands is an important 
determinant of activities of contemporary information providers. Therefore, by determining and 
deciding on the demands for products or services significantly influence the success or failure of 
the BI services.  
 
Based on the activities occurred, it is concluded that the CDBIP elements being used in the 
libraries being investigated, This information could come directly or indirectly from the 
customers and the application of knowledge, ideas, and ready-made solutions, for the customers 
to make them as co-creators of the BI services. The CDBIP  allows a deeper understanding of 
customers' information needs and strengthening of their roles in running the activities. 
 
Based on the above findings, this research had determined the ultimate power of the customers 
in the process of BI provisions. The voice of the customers define the way information providers 
identify the needs of the users, mobilize them to think creatively, and use the acquired 
knowledge to make changes in the services already available in the libraries. Therefore, the 
libraries should perform appropriate user studies, conduct customer needs and preference 
analysis. Using the results of the studies, the libraries can make efforts to create and implement 
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the changes, mostly by improving the current services. The conclusion made to discuss this 
matter include: 
 

 A number of approaches need to be implemented by the libraries of the government 
agencies in Malaysia. This is in-line with the best practices in consumer-driven services in 
the Malaysian public sector. The approaches and practices should consider a change in 
the library philosophy and to place customers either directly or indirectly involved in the 
provision of BI.  

 This study offers new insights on the role of the different stages of customer involvement 
by advocating the power of customers. The customer involvement is contrary to the 
previous study, which stated that customers act as sources of new ideas only (Larbig-
Wust, 2010; Kristensson et al., 2004). 

 Organizational resources are activated into a better understanding of the customers’ 
needs, allowing skillful responses to the submitted requirements, and delivering what the 
customers want; 

 There is a direct involvement of customers in the provision of BI; 

 Direct or indirect customer involvement in the provision of BI is a complex process, which 
requires a change in thinking, and often a change in a library's strategy.  

 
The findings of this study conclude that the process of customer-driven CDBIP provision includes, 
at least, the following steps:  
 

 Customer identification 
Identifying customer information behavior and attitudes concerning the types of their 
information needs. Classifying library customers according to distinct categories based on 
pre-determined characteristics. 
 

 

 Customer needs investigation 
Identifying the needs of the customers through their information behavior. At this stage, 
the use of various research methodologies enables understanding of the users' 
information needs. Carrying out the processes with the conscious or unconscious of the 
customers.  
 

 Service-system design 
This stage includes the library design and establishing the services/products for the 
customers. Documenting the procedures of the activities as the standard operating 
procedures. At this stage, the library can learn from other providers, including through 
the benchmarking processes. 

 Service delivery 
It comprises the activities of delivering information services to users. It also includes the 
readiness and awareness of staff in the provision of services efficiently. The library needs 
to be creative in the delivery of services to users, including cooperation and linkages with 
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external organizations to obtain the necessary information for the users. 
 

 Service recovery 
At this stage, the achievement of the services would be measured. The library needs to 
have a mechanism to receive feedback from users. At the same time, corrective actions 
would be carried out to enhance the services. 
 

This study concluded the process of information provision on library activities, yet to be carried-
out entirely as suggested by Chen et al. (2004) through its COSES model. However, it is found that 
the libraries had undertaken several activities that contribute to establishing the CDBIP. Although 
there does not seem to be uniformity of customer-driven activities carried out, some of the 
concepts that emphasize the management of customer-driven and audits conducted by the 
government agencies involved indirectly, had in fact acted as a governance of the provision of 
customer-driven BI.  
 
From these findings, the customer-driven concept had been practiced in the BI provision for all 
of the libraries being investigated, although they did not adopted specific techniques in 
identifying their customer information needs. It is certain these libraries tried to meet customer 
information needs and requirements that are complex and varied. 
 
Conclusion 
In general, this study has explored how CDBIP is being established in the libraries of the agencies 
in Malaysia. The importance of providing customer-driven information provision represents a 
new approach in the present-day information services. Increasingly complex information needs 
and the diverse society make today's information services change their approaches with regard 
to the involvement of customers in the information provision processes. Therefore, a systematic 
methodology for designing and managing consumer-driven concept need to be developed so 
that it becomes an effective guide for the information providers. The literature review found that 
there are organizations that fail to develop and adopt the concept of customer-driven. This 
failure among others stems from the gap that exists in interpreting the customers’ requirements 
and needs. 

The overall picture that emerges from this study revealed that the customer-driven 
design and management activities are combined with customer engagements in the provision of 
information that combines customer engagement. However, the libraries investigated had used 
a variety of approaches in the provision of BI. This study was able to identify a five-stage sequence 
of customer-driven design and management, which were adopted by most of the libraries 
examined. It includes customer identification, customer needs survey, service system design, 
service delivery, and service recovery. A total of 15 activities, customer-driven design and 
management have also been identified. The researcher believes that the five-stage sequence of 
activities that vary according to the stages, will provide guidance to BI providers, particularly for 
the need to establish systematic customer-driven services. 
 
Given the lack of studies conducted on this issue, this research will provide a clear picture of how 
CDBIP can be develop. The model will serve as tools for BI providers to manage the concepts that 
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were established. Simpson and Prusak, (1995) claim that research and other types of 
information-gathering activities are frequently hampered by a poor understanding of what the 
end-user wants or expects. Therefore, CDBIP model will produce a service or product that can 
satisfy the needs of users because the model was produce through analyzing the experience of 
customer-driven BI providers. Finally, this model offers an insight to understand how the CDBIP 
is established at the library. However, this comprehensive model can also be used to explore 
other public services that emphasize on customer satisfaction. 
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