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Student engagement with academic support services is closely linked to help seeking behaviour and 
learning persistence in higher education. This study analyses patterns of service utilisation within the 
Materials and Students’ Services Section of the Centro Escolar University Library from 2022–2024 
during the transition from pandemic restrictions to hybrid academic delivery. Using descriptive 
quantitative analysis of semestral institutional reports, trends in physical resource use, specialised 
collections, and digital reference platforms were examined. Results show sustained high 
engagement with virtual reference services, particularly the Virtual Help Desk, alongside fluctuating 
utilisation of specialised collections across academic units. Marked disparities in departmental 
engagement indicate uneven adaptation to hybrid support modalities and potential differences in 
perceived accessibility and relevance. These findings provide institutional evidence of post pandemic 
shifts in help seeking behaviour and highlight structural considerations for strengthening equitable 
engagement with academic support systems. 
 
Keywords: academic engagement; help-seeking behaviour; higher education; hybrid learning; library 
service 
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Engagement with academic support systems constitutes a critical dimension of student success in 
higher education (Isaeva et al., 2023). Beyond formal classroom instruction, students rely on 
institutional infrastructures such as libraries to access learning materials, regulate independent 
study, and seek assistance when encountering academic challenges (Thelma, 2024). These 
interactions reflect broader psychological processes, including help-seeking behaviour, information-
seeking strategies, perceived accessibility of support, and institutional trust (Link & Baumann, 2025). 
When academic support systems are accessible and responsive, they may facilitate persistence, 
reduce academic strain, and strengthen adaptive coping (Ross et al., 2024). Conversely, uneven 
engagement across groups or modalities may signal disparities in awareness, perceived relevance, or 
structural accessibility (Plummer et al., 2022). 
 
Libraries occupy a distinctive position within this academic support ecosystem (ODonnell & 
Anderson, 2022). They serve not only as repositories of print and digital resources but also as 
interactive environments in which students enact self-regulated learning and information-seeking 
behaviours. Prior literature has demonstrated that access to organised and high-quality library 
resources can influence academic performance and information-seeking practices (Bote-Vericad, 
2025; Gurumurthy et al., 2023; Nelson & Tugwell, 2022). However, much of this research has 
emphasised resource availability and user satisfaction rather than longitudinal patterns of 
engagement, particularly during periods of systemic disruption. 
 
The COVID-19 pandemic marked a structural inflection point in higher education. Physical campus 
closures, capacity restrictions, and rapid transitions to remote and hybrid learning altered 
established patterns of academic interaction (Dey & Relojo-Howell, 2021). Students and faculty were 
compelled to shift from in-person resource access to digital platforms, while institutions accelerated 
the development of virtual infrastructures to maintain continuity of support. Libraries expanded 
remote reference services, implemented digital document delivery mechanisms, and strengthened 
multi-platform communication channels. Although these adaptations ensured service continuity, 
less is known about how patterns of engagement evolved across successive semesters and whether 
reliance on digital modalities reflected temporary necessity or enduring behavioural change. 
 
From a psychological perspective, transitions of this magnitude may recalibrate help-seeking norms 
and modality preferences. Digital environments can reduce perceived social barriers to assistance, 
increase convenience, and enhance autonomy (Katey & Chivers, 2025). At the same time, reduced 
physical presence may weaken visibility of services or alter perceptions of resource relevance. 
Underutilisation of certain collections or units may therefore indicate not only structural constraints 
but also shifts in behavioural priorities and academic habits (Mosia, 2024). Longitudinal utilisation 
data provide an opportunity to observe these dynamics across multiple reporting periods rather 
than at a single cross-sectional point. 
 
The present study examines service utilisation trends within the Materials and Students’ Services 
Section of the Centro Escolar University Library from 2022–2024, encompassing the transition from 
pandemic restrictions to hybrid academic delivery. Unlike institutional reports that focus on 
operational performance, this study analyses fluctuations in engagement across physical circulation 
services, specialised academic units, and digital reference platforms. Attention is given to disparities 
across departments and user groups, sustained reliance on virtual services, and variability in 
utilisation of specialised collections such as dental references and graduate theses. 
 
By situating institutional service data within frameworks of academic engagement and help-seeking 
behaviour, this study contributes to understanding how students and faculty interact with support 
infrastructures during post-pandemic recovery. The findings aim to inform psychologically grounded 
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strategies for strengthening equitable access and sustained engagement within hybrid educational 
environments. 
 

 
METHODS 

 
Study design 
 
This study employed a longitudinal descriptive quantitative design to examine patterns of 
engagement with academic support services over six consecutive semesters from August 2022 to 
December 2024. The design was non-experimental and observational, relying on institutional 
administrative data to identify trends, disparities, and modality shifts in service utilisation during the 
transition from pandemic restrictions to hybrid academic delivery. The longitudinal structure 
allowed examination of temporal fluctuations in engagement across reporting periods rather than a 
single cross-sectional snapshot, enabling analysis of post-pandemic adaptation patterns. 
 
Data source and context 
 
Data were derived from official semestral performance reports generated by the Materials and 
Students’ Services Section of the university library (Laurio, 2008). These reports consolidate service 
utilisation statistics across multiple library units and platforms and are routinely compiled for 
institutional monitoring purposes. 
 
The dataset included aggregated counts of service usage across the following domains: (1) Home use 
circulation services, including number of books borrowed per academic unit; (2) Utilisation of 
specialised collections, including the Dental Unit and Graduate School theses and dissertations; and 
(3) Digital reference and communication platforms, including the Virtual Help Desk, library email, 
Facebook messaging, and MyLiveChat. 
 
Data were reported by academic department or patron category where available. Individual-level 
identifiers were not included in the dataset, and all analyses were conducted using aggregated 
institutional records. 
 
Variables and operational definitions 
 
The primary outcome variable was service utilisation frequency, operationalised as the number of 
recorded interactions or transactions per service category within each semester. 
 
Service categories were classified into three modality groups: (1) Physical circulation services, 
including home use borrowing and in-unit collection use; (2) Specialised academic collections, 
including discipline-specific reference materials and graduate theses; and (3) Digital reference 
services, including virtual help desk interactions and online communication platforms. 
 
Departmental engagement was operationalised as total recorded usage per academic unit within 
each reporting period. Service achievement ratings recorded in institutional reports (i.e., achieved, 
partially achieved, not achieved) were treated as descriptive performance indicators and interpreted 
in relation to corresponding usage frequencies rather than as independent outcome variables. 
 
  



ISPCE Bulletin • Volume 2 • Issue 1 • 2026 
Ma. Jesusa Laurio et al. 

180 

 

Data preparation 
 
All semestral reports from August 2022–December 2024 were systematically reviewed. Service 
usage counts were extracted and tabulated by semester, service category, and academic unit. 
Where reports contained narrative remarks, these were used to contextualise fluctuations in usage 
but were not subjected to qualitative coding. Data cleaning involved verifying consistency in 
category labels across semesters and standardising unit names where minor variations appeared. No 
imputation procedures were required, as analyses were based on reported aggregate counts. 
 
Data analysis 
 
Data were analysed using descriptive statistical techniques appropriate for aggregated 
administrative datasets. Frequency counts and percentage distributions were computed for each 
service category across reporting periods. Temporal trend analysis was conducted to identify 
increases, declines, and stabilisation patterns in service utilisation over time. Departmental 
disparities were examined by comparing usage frequencies across academic units within each 
semester. Attention was given to identifying sustained high-engagement units, minimal-use units, 
and fluctuations in specialised collection use. Comparative analysis across modality groups (physical 
versus digital) was performed to evaluate shifts in engagement patterns during the transition to 
hybrid academic delivery. Observed trends were interpreted in relation to institutional changes in 
access conditions and broader post-pandemic academic restructuring. Given the descriptive nature 
of the dataset, no inferential statistical tests were conducted. The analytic objective was pattern 
identification and longitudinal comparison rather than causal inference. 
 
Ethical considerations 
 
The study relied exclusively on aggregated institutional administrative data with no access to 
individual-level identifiers. As such, no personal or sensitive student information was analysed. Data 
were used for academic research purposes and reported in aggregate form to prevent identification 
of individual users. 
 

RESULTS 
 

This section presents a longitudinal analysis of service utilisation across five consecutive reporting 
periods from August 2022–December 2024. Patterns are reported for circulation (home use), 
specialised collections (dental unit; theses and dissertations), and digital reference services (virtual 
help desk and other platforms). Descriptive statistics are summarised in Tables 1 to 7. 
 
Service achievement status across semesters 
 
As shown in Table 1, home use, dental unit resources, and theses and dissertations fluctuated 
between achieved and partially achieved across reporting periods, whereas the virtual help desk and 
other platforms were consistently marked as achieved from August 2022–December 2024. 
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Table 1 
Service achievement status by reporting period (2022–2024) 

Service 
Aug 2022–Jan 

2023 
Feb 2023–Jul 

2023 
Aug 2023–Dec 

2023 
Jan 2024–Jul 

2024 
Aug 2024–Dec 

2024 

Home use Achieved 
Partially 

Achieved 
Achieved Achieved Achieved 

Dental unit resources Achieved 
Partially 

Achieved 
Achieved 

Partially 
Achieved 

Achieved 

Theses and 
dissertations 

Achieved 
Partially 

Achieved 
Achieved 

Partially 
Achieved 

Achieved 

Virtual help desk Achieved Achieved Achieved Achieved Achieved 
Other platforms Achieved Achieved Achieved Achieved Achieved 

 
 

Home use circulation trends 

Home use circulation demonstrated substantial variation across reporting periods (Table 2). The 
highest circulation volume was recorded in August 2024 to December 2024, with 2,813 books 
borrowed.  
 
 
Table 2 
Total home use circulation by semester 

Reporting Period Total Transactions 

Aug 2022–Jan 2023 170 
Feb 2023–Jul 2023 660 
Aug 2023–Dec 2023 291 
Jan 2024–Jul 2024 47 
Aug 2024–Dec 2024 2,813 

 
 
Departmental distribution for the peak semester (Aug 2024–Dec 2024) is presented in Table 3. 
Science and Technology recorded the highest borrowing volume, while administrative units 
recorded the lowest. 
 
 
Table 3 
Departmental distribution of home use circulation (Aug 2024–Dec 2024) 

Department Books Borrowed Percentage (%) 

Science and Technology 787 27.96 
Medical Technology 524 18.63 
Others 468 16.64 
Pharmacy 283 10.06 
Nursing 159 5.65 
Dentistry 128 4.55 
Optometry 209 7.43 
Medicine 14 0.50 
Administrators 1 0.04 
Faculty 37 1.32 
Graduate School 26 0.93 
Non-Teaching 9 0.32 
SHS 13 0.46 
Total 2,813 100 
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Use of library resources in the dental unit 

Reference usage within the Dental Unit fluctuated across semesters (Table 4). In August 2024 to 
December 2024, 37 reference books and 9 professional journals were recorded as used, all 
attributed to Dentistry students. 
 
 
Table 4 
Dental Unit reference and journal usage by semester 

Reporting Period Reference Books Professional Journals Total Usage 

Aug 2022–Jan 2023 1 0 1 
Feb 2023–Jul 2023 6 0 6 
Aug 2023–Dec 2023 11 0 11 
Jan 2024–Jul 2024 8 0 8 
Aug 2024–Dec 2024 37 9 46 

 
 

Theses and dissertations usage 
 
Graduate School thesis and dissertation usage varied across reporting periods (Table 5). The highest 
recorded usage occurred in January 2024 to July 2024 (41 uses). The lowest occurred in August 2024 
to December 2024 (16 uses). 
 
 
Table 5 
Theses and dissertations usage by semester 

Reporting Period Total Recorded Uses 

Aug 2022–Jan 2023 19 

Feb 2023–Jul 2023 24 

Aug 2023–Dec 2023 32 

Jan 2024–Jul 2024 41 

Aug 2024–Dec 2024 16 

 

 

Virtual help desk utilisation 

The Virtual Help Desk consistently recorded the highest engagement relative to other services (Table 
6). Although total assisted patrons declined over time, the Virtual Help Desk remained a high-volume 
service throughout the study period. Dentistry consistently represented the highest-utilising 
department, with 559 users in August 2022–January 2023, 587 in February 2023–July 2023, 421 in 
January 2024–July 2024, and 342 in August 2024–December 2024. 
 
 
Table 6 
Total assisted patrons through the Virtual Help Desk 

Reporting Period Total Assisted 

Aug 2022–Jan 2023 1,154 

Feb 2023–Jul 2023 861 

Aug 2023–Dec 2023 530 

Jan 2024–Jul 2024 531 

Aug 2024–Dec 2024 439 

 

 



ISPCE Bulletin • Volume 2 • Issue 1 • 2026 
Ma. Jesusa Laurio et al. 

183 

 

Other digital platforms 
 
Usage of supplementary digital platforms varied across semesters (Table 7). Library Email 
consistently accounted for most interactions, while Instagram and Twitter recorded no usage in 
multiple semesters. 
 
 
Table 7 
Total interactions via other digital platforms 

Reporting Period Total Interactions 

Aug 2022–Jan 2023 113 

Aug 2023–Dec 2023 222 (Email dominant) 

Aug 2024–Dec 2024 96 

 

 
DISCUSSION 

 
This study examined longitudinal patterns of engagement with academic support services from 
August 2022–December 2024 during the transition from pandemic restrictions to hybrid academic 
delivery. Four core patterns emerged. First, Home Use circulation demonstrated the greatest 
volatility, culminating in a substantial increase during August 2024–December 2024. Second, Virtual 
Help Desk utilisation remained consistently high across reporting periods, despite a gradual decline 
in total assisted patrons over time. Third, specialised collections in the Dental Unit and Graduate 
School exhibited moderate but fluctuating engagement. Fourth, marked departmental disparities 
were evident, with Dentistry and Science and Technology consistently recording higher levels of 
service utilisation relative to other academic units. Taken together, these findings indicate that 
engagement with academic support services is uneven across modalities and disciplines, and 
appears to be shaped by accessibility, curricular structure, and behavioural adaptation in hybrid 
learning environments. 
 
Digital persistence and help seeking behaviour 
 
The sustained prominence of the Virtual Help Desk across all reporting periods is notable. Although 
total assisted patrons declined from the early post-pandemic period, digital reference services 
remained the most consistently utilised modality. This pattern aligns with research suggesting that 
once digital academic support systems become embedded within student routines, preferences for 
remote access often persist due to convenience, reduced time costs, and immediacy (Kamalov et al., 
2023; Lichy et al., 2025; Plage et al., 2023). 
 
From a psychological perspective, help-seeking behaviour is influenced by perceived accessibility, 
effort threshold, and social visibility (Lee et al., 2024). Digitally mediated services may lower barriers 
by reducing the need for physical presence and minimising evaluative concerns. The continued high 
engagement with the Virtual Help Desk suggests that the shift towards digitally mediated academic 
assistance represents a structural adaptation rather than a temporary response to crisis conditions. 
 
These findings extend prior work on library resource usage by demonstrating that digital academic 
support may remain central even after restoration of campus access (Ciampa et al., 2023; Estrellado 
& Miranda, 2023; Lazar, 2022). They also reinforce the argument that contemporary academic 
libraries function as hybrid learning infrastructures rather than exclusively physical repositories. 
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Volatility in physical circulation 

Home Use circulation displayed marked fluctuation, with a pronounced increase in August 2024– 
December 2024 following earlier periods of moderate or reduced activity. Physical borrowing 
requires spatial access, scheduling coordination, and physical mobility. As such, it is more sensitive 
to environmental and institutional disruptions than digital services. The late surge in circulation 
suggests that print collections retain academic relevance within hybrid systems. Rather than being 
displaced by digital resources, physical materials appear to regain prominence once institutional 
routines stabilise. This pattern supports a complementary modality model, in which digital platforms 
provide continuity and low-barrier support, while physical collections remain academically salient 
under stable conditions (Hards et al., 2022). 
 
Fluctuating engagement with specialised collection 
 
Engagement with Dental Unit resources and Graduate School theses and dissertations remained 
moderate but inconsistent across reporting periods. These services alternated between achieved 
and partially achieved status, reflecting variability in use rather than consistent decline. Specialised 
collections typically serve narrower academic populations and are closely linked to curricular cycles. 
Variability may therefore reflect assessment timing, research project phases, or thesis submission 
periods. However, the limited engagement among certain faculty and graduate cohorts suggests 
potential disparities in awareness, integration, or perceived relevance. These findings are consistent 
with research indicating that discipline-specific resource utilisation is contingent upon pedagogical 
embedding and programme design (Bouguebs, 2025; Hagar & Bailey, 2025; Kotsis, 2025). Evaluation 
of academic support performance therefore requires attention to disciplinary segmentation rather 
than reliance on aggregate totals alone. 
 
Departmental disparities and structural engagement 
 
The concentration of usage within Dentistry and Science and Technology departments was 
consistent across reporting periods. These units recorded higher borrowing volumes and greater 
digital engagement relative to other faculties. Such disparities may reflect programme intensity, 
accreditation requirements, laboratory integration, or research expectations (Badrick et al., 2022). 
Academic engagement with support services is not determined solely by availability but also by 
curricular alignment and departmental culture. Where faculty integrate library resources into 
coursework or research requirements, utilisation tends to increase. The observed disparities 
therefore highlight structural differences in academic integration rather than simple variation in 
student demand (Levinson et al., 2022). 
 
Institutional resilience and hybrid infrastructure 
 
Across the 2022–2024 timeframe, core services remained operational and predominantly achieved. 
Despite fluctuations in specific domains, no service category demonstrated sustained decline across 
all periods. The persistence of Virtual Help Desk engagement alongside renewed physical borrowing 
reflects adaptive diversification rather than substitution. The service model appears to have evolved 
into a structurally embedded hybrid system capable of supporting multiple engagement pathways. 
 
From an institutional resilience perspective, the data suggest continuity and functional adaptation 
rather than disruption. The coexistence of digital stability and physical rebound indicates that 
academic support infrastructures may strengthen through modality diversification (Esposito, 2025). 
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Contribution to academic engagement research 
 
This study contributes to the literature in three ways. First, it demonstrates that help seeking 
behaviour within academic libraries is shaped by modality design and accessibility. Digital systems 
may permanently reduce engagement barriers. Second, it underscores the value of longitudinal 
analysis in capturing volatility and rebound patterns that would be obscured in cross sectional 
evaluation. Third, it highlights the importance of disciplinary context in interpreting utilisation 
patterns. Overall, the findings position academic support engagement as a behavioural and 
structural phenomenon influenced by accessibility, curricular integration, and adaptive institutional 
design within hybrid educational environments. 
 

CONCLUSION 
 
This study provides a longitudinal account of academic support engagement during the transition 
from pandemic restrictions to hybrid higher education delivery. By examining five consecutive 
reporting cycles from 2022 to 2024, it demonstrates that service utilisation patterns are neither 
static nor uniform, but shaped by modality design, disciplinary context, and institutional adaptation. 
The coexistence of sustained digital engagement and renewed physical circulation suggests that 
academic support systems are evolving toward complementary hybridity rather than technological 
substitution. 
 
A key strength of the study lies in its longitudinal design, which enables identification of volatility, 
stabilisation, and rebound patterns across service domains. The disaggregation of data by modality 
and academic unit further allows for examination of disciplinary disparities rather than reliance on 
aggregate trends. At the same time, the study is limited by its reliance on aggregated administrative 
records, which do not permit analysis of individual level behavioural mechanisms or user 
perceptions. The descriptive design also precludes causal inference. 
 
Future research should integrate behavioural and perceptual data to examine help seeking 
motivations, accessibility barriers, and disciplinary integration practices. Comparative institutional 
studies would clarify whether the observed hybrid engagement patterns reflect a broader structural 
transformation in higher education. Continued longitudinal monitoring remains essential for 
understanding how academic support infrastructures influence participation and educational 
experience within evolving hybrid systems. 
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