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Abstract  

The COVID-19 pandemic catalysed unprecedented transformations in library 
service models, accelerating the adoption of hybrid frameworks that integrate 
physical and digital infrastructures. This paper examines the post-pandemic 
evolution of hybrid service models in academic and public libraries, focusing on 
operational strategies, user engagement, and sustainability. Through a systematic 
review of case studies, policy documents, and technological implementations, 
the study identifies key trends, challenges, and innovations in balancing 
physical and digital service delivery. Findings reveal a paradigm shift toward 
user-centric flexibility, emphasizing seamless access, resource diversification, 
and infrastructural resilience. The paper concludes with recommendations 
for optimizing hybrid models to address equity, accessibility, and long-term 
institutional adaptability.  
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1.	 Introduction  
The global pandemic forced libraries to reimagine service delivery, prioritizing remote access 
while maintaining essential physical services. Post pandemic, hybrid models have emerged as 
a sustainable solution, combining personal interaction with digital platforms. The library is the 
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place where the right information is provided to the right reader at the right time. Although a lot 
is available on the internet, the real problem is how accurate is the information that the internet 
is providing to us and how much can that information be trusted. Therefore, only libraries can 
provide appropriate reading material and services to their readers, online or offline. Although 
this can be seen as a challenge and opportunity for the library, if the library has sufficient 
information about the attitude of the readers, their needs, interests, expectations, their field of 
work, their expertise, their information search behaviour, etc., then libraries also need to create 
such suitable mechanisms for their readers, otherwise, the services provided by the library 
would not be able to meet the needs or expectations of the readers.

2.	 Literature Review  

2.1	 Pre-Pandemic Foundations  
Hybrid services were nascent pre-2020, with libraries experimenting with digitization (Bawden 
& Robinson, 2019) and virtual reference tools. However, physical spaces dominated user 
engagement strategies.  

2.2	 Pandemic-Driven Innovations  
Emergency remote services, such as curb side pickups and virtual programming, highlighted 
the viability of digital alternatives (Corell et al., 2021). Libraries adopted platforms like Lib 
Guides and Zoom to maintain outreach.  

2.3 Post-Pandemic Hybridization  
Post-2022, hybrid models became systemic, emphasizing “phygital” (physical + digital) 
ecosystems (Lankes, 2023). Studies note increased demand for hybrid instruction, blended 
collections, and flexible spaces (Liu & Chen, 2022).  

3.	 Methodology
A qualitative analysis was conducted using case studies from 15 institutions (2020-2023), 
policy documents and technology reports. Data was thematically coded to identify patterns in 
service design, digital infrastructure, user feedback and budgetary allocations.

4.	 Findings  

4.1	 Operational Strategies  
Resource Hybridization: Dual-format collections (e.g., print/e-book bundling).  
Space Reconfiguration: Quiet zones co-existing with VR labs (Koh, 2023).  

4.2	 User Engagement  
On-Demand Services: Chatbots and virtual reference expanded accessibility.  
Hybrid Programming: Author talks hosted simultaneously in-person and on YouTube.  
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4.3 Challenges  
COVID-19 exacerbated digital divides in Indian educational libraries. Unequal access to 
devices, internet, and digital literacy hampered online learning. Libraries struggled to provide 
equitable resources, impacting students from marginalized backgrounds disproportionately.

Uneven access to technology:
•	 A significant portion of the student population, especially from rural areas and low-

income families, is deprived of access to essential digital devices such as computers, 
laptops, and smartphones and Limited broadband access marginalized rural users.  

•	 This inequality poses a fundamental barrier to participating in online learning.

Lack of Digital Literacy: 
• 	 Both students and teachers often lacked the necessary digital literacy skills to effectively 

navigate online learning platforms and tools.

• 	 This deficiency hindered the smooth transition to remote education.

Infrastructure limitations of Educational Institutions: 
• 	 Many educational institutions, particularly government run schools/College/University, 

lacked the infrastructure to quickly transition to online learning. This includes hardware, 
software, and internet bandwidth.

Socioeconomic Disparities: 
• 	 The digital divide is deeply intertwined with socioeconomic inequalities. Students from 

marginalized communities faced compounded disadvantages, including limited access 
to resources and a lack of supportive learning environments at home.

Staff Training: Cross-disciplinary skills required for tech troubleshooting.  

5.	 Discussion  
The shift towards hybrid educational models necessitates a paradigm shift for Indian libraries. 
Continuous adaptation is paramount, requiring substantial investment in scalable digital 
infrastructure. This includes robust internet connectivity, accessible online databases, and user-
friendly digital platforms. However, the physical library space remains crucial, serving as a 
vital community anchor and fostering collaborative learning.

To ensure inclusivity, equity-focused policies are indispensable. Device-lending programs, 
targeted digital literacy training, and affordable internet access initiatives must be prioritized. 
Addressing the digital divide is not merely about providing technology, but also about 
cultivating equitable access to information and resources. Libraries must evolve into hybrid 
hubs, seamlessly integrating digital and physical realms to serve all learners effectively. This 
requires a strategic, long-term approach that prioritizes both technological advancement and 
community engagement.
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6.	 Conclusion  

Hybrid service models represent a sustainable pathway for libraries in a post-pandemic world. 
Success hinges on balancing innovation with equity, ensuring services remain responsive to 
diverse user needs. Future research should explore longitudinal impacts of hybrid workflows 
on institutional identity.  
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