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Jlo6poio TpaauLi€ero cTara yHacTb XapKiBChKHX BUZABHHUTE | KHHKKOBHX Kpay.
Huup y 3axogax, imimitopanux X/JHD im. B. [T Koporenxa. Hpeﬂ,CTaBHHKH
IIPOBIZHMX KHUTOBH/ABHHYHX OpTraHi3allii He AMIIe BHCTYITMAM MeLeHaTayy
ioBireinux saxozis, mpucssuennx 125-pivmo X/AHD im. B. T Koponenga,
are M CTaAM criBOpraHisaTopamMH KHH2koBoro (ectuBarro «urad, Xapkogel
Yuraii, Yrpainol», B Mexax sikoro mposezeHo BHCTaBKHM KHUKKOBOI TpozyKygii,
JoBesenns pesyabTaTiB 0CAiZ2xeHb 40 WiAbOBOI ayAuTopii — TNpezcTaBHHK{p
KHHTOBHZABHHYOro 6i3Hecy — BizbyAocs Ha NMpPOBeJEHOMY B paMKaX (ECTHBaj
«KpyraoMy cTori» «Buzaseup — Kuura — Bibaiorexa», sixuit 06'ezuan (axiBujg
NPOBIAHUX BHAABHULTE CXiZHOI YKpaiHH y BHPIIIEHH] IPOGAEMH «KPH3H» YHTay.
. PesyabraromM po6oTH «KpPYIAOro CTOAY» CTaAM CIIAbHI peKoMeHZAawii mozo
PO3BHTKY COLLIAABHOIO IapTHEPCTBA y c(hepl PO3MOBCIOAXKEHHS Ta BUKOPHCTAaHKS
APYKOBAHOI MPOAYKUII, cpOpMOBaHA rpyra 3alliKaBAEHUX OCI0, sSKa TOAOBHMy
CBOIM 3aBZaHHsIM BBazKae sIKHAUIIHPIIE iHYOPMYBAHHs YUTAYIB PO KHUTH, BUaH]
B XapkoBi 1BU3HAYeHI HaWKPAIIUMH KHUTAMH POKY. 3OKpeMa, MPOIOHYEThes
sanposazxennus y npakruky poboru XJHB im. B. I. Koporenka excnony-
BaHHs PEHTHHIOBUX KHHKKOBHX BHCTABOK 3a PE3YAbTATAMH MOHITOPHUHTY BHZaB-
nuyol npogykuii. Minarom kumkoBoro gecrusarto «Yuraii, Xapxose! Yurai,
Yxpaino!» crara 6eskomToBHa Mepeada AiTepaTypH, IPeACTAaBACHOI Ha BUCTABKaX
KHH2KKOBOI IIPOAYKLI1 710 (POHAY HAIIOl GI6AIOTEKH.

Bi6baioreuni (axiBui i BUAABII NepPe:KUBAIOTD CHOTOAHI CKAQLHUH Mepioz po3-
BuTKy. | [oku o He cTabirisyBarncs ekOHOMIYHI, IPABOBI Ta IHIII YMOBH ZAs iXHb-
ol CIIIABHOI ZISIABHOCTI, IIPOTE BOHHU IPALIIOIOTh B IIbOMY HAIPSIMKY, 11O Aa€ Hazil
Ha BHUPIIIEHHs ICHYIOYHX IPO6AEM.

M. Wojciechowska

THE QUALITY OF LIBRARY SERVICE
IN POLISH LIBRARIES
(Practical study)

Marketing management is: «an art and science of choice of the target markets and
gaining, keeping and increasing the number of customers through creating a higher
value, delivering it and informating clients about it» [1, p. 9]. As it can be easily seen,
in the centre of the presented definiton there is a client. It is for him that the services
are designed, innovations increasing their values are introduced and the quality of
the service is increased, which influences the user’s satisfaction and devotion to a
particular institution. Also in libraries, apart from the satisfaction from the gained
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information or using a rich offer, the readers pay more and more attention to the

{1:: qu.ality of serhvic? and on tAhe basis Ofl: their own impressions and feelings they choose
i a library mstltutl(.)n,. to Whlch they will come for years. o .

) By many specialists dealing with management, a customer service is believed to be
B?_" a sort of artistry or art, which is the most important marketing strategy and its aim is
- to «understand and fulfil any client’s needs» [2, p. 3].

M8 The library users form their opinion about the quality of contacts with the library
S workers on the basis of their own experience, and other people’s experience, who
o shared their impressions with them. Irregularities in service can be easily observed on
k- the basis of the characteristic symptoms, including:
a8 « growing nomber of an unpleased users;
i « numerous resignation from library service - a decrease of the number of users;
o - a significant increase in time devoted to customer service, which suggests
. complications and problems in this range;
“ - frequent problems with the functioning of the service departments, which requires
i special solutions;
Y + lack of the possibility to improve the workers” education, who have a direct
g contact with users;
‘4 - lack of regular trainings in customer service.
Designing, and then marking the library customer servicing system, one should
;- remember that the service mark is made by the readers on the basis of clean subjective
i feelings and impressions. Objective factors, or factors significant for the librarians,
3 are not always taken into consideration by the library clients. It happens that a lot of
effort, time and money are devoted to improve the library work aspect, which can be
unnoticed by the reader. This is why it is so important to mark the service regularly
and monitor which of its aspects are the most important for the readers and improve
it continually. The basic mistakes in customer servicing include:
* ignoring the users;
« giving untrue or contradictory information, which happens the most frequently in
big libraries, which employ a lot of workers;
1 - giving wrong information;
+ showing own indifference or reluctance;
3 * treating clients in an unpleasant or uncultural way;
!’ - lack of time for listening to the readers, getting to know their problems or trying
E to solve them;
- referring the reader to next departments or people in odrer to solve the
L problem, which the reader has asked the librarian to help with (lack of accepting the
responsibility by the librarian);
173
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- treating the readers condescendingly, especially those who do not manage i
library;

- not fulfilling one’s promises to the readers and promises which it is obvioys that
will not be realised in advance;

* not reacting to the readers’ complaints, which cause their unwillingness to further
library use; '

+ lack of active endeavoring to solve the readers’ problems;

 using the library statue and formal rules to explain lack of action and own comfoy
of the workers;

- making it hard for the users to use the library (starting from trifles, which only
make the visit in the library unpleasant, up to creating serious problems);

* treating different users in a different way, for example distinguishing the leve] of
service depending on the user status (in academic libraries one can often meet better -
academic staff servicing and worse for the students);

* the opinion, that it is only the service workers that deal with customer servicing
and providing them with help, whereas the librarians from other departments
managers, headmasters are exempt from this obligation.

How is it in Polish libraries? Can one still talk about attachment of the users? Dg
they still use one and the same institution throughout whole years or are the youngest
generations, having an easier access to information, less loyal and more demanding?
What do they expect from librarians working in servicing departments? Readers of
different types of libraries answered those questions (inter alia academic, scientific,
public, pedagogical) from the area of Poland.

In the research, which aimed at describing the quality of services in libraries and
preparing librarians in this range, there took part over 300 readers and 170 librarians,
mainly headmasters and managers supervising the trainings in the libraries.

In majority of cases the readers are satisfied from the way they are serviced by
the librarians. However, almost 20% from the people surveyed declares lack of
satifaction in this range and numerous miscondusts of the library staff. Both the
clients of comercial companies and libraries hardly ever, in spite of being treated in
an incomplete, offensive or just unpleasant way, make formal complaints. The clients
do not complain because they do not have a conviction to their effectiveness (50%),
it costs too much effort for them (17%), they do not want to cause difficulties (17%),
they are too busy (8%), or too stressed (8%) [3, p. 64]. In comercial companies the
complaints are formalized by 4% of clients [2, p. 2], 96% of disappointed people do
not present their allegations to the service provider, but most likely they resign from
the offer [3, p. 64]. Among the surveyed readers there was only one person satisfied
with the way of considering the complaints. While doing this, one should remember



A (¢
C -
£ XX, XXI i cetet fuasihe 4
/g 1724 (22220 »}/1«1«7)71¢1(n_m? OLOLLCIILEP /1/ f:mz»uv:r»u/m/“ )anmy cycrte cccrnba
o p 7
C ‘

that, as the research of business companies shows, more than a half of clients, who
reported the complaint, will still use the services of the organisation, provided that the
complaint reaches the desired effect and is considered quickly [2, p. 2].

Many people, unsatisfied with the level of the service, in spite of not reporting
a written protest in the case, change their attitude towards the institution providing
the services. In the case of commercial companies, 90% of clients stop using the
offer in a conflict situation [2, p. 2]. The library users are more forgiving and only
7% of them changes the library for another. The reasons are various. In majority, the
attachment to the particular institution results from its valuable, frequently unique
and unrepeatable colletion (35%), for many people the localisation of the institution
is important (20%) and the opening hours (12%). There also occur readers, for
whom the behaviour of the librarian does not have a significance (10%). According
o the estimates of commercial libraries, every unpleased client tells about the negative

experiences even to 9 other people. In the client’s opinion there need to be even 12
positive cases of being serviced in order to balance one negative case [2, p. 2]. The
library users in majority prefer when each of them makes up an opinion about the
library by their own. Only 33% of people tries to transfer the information about a
bad servicing to others.

What in servicing irritates the library users the most? There are:

- Long time for waiting for the realisation of the order, queues in the library,

. Lack of culture of other readers, noisy behaviour,

- Lack of willingness to hepl from the librarian, lack of patience,

- Unfriendly behaviour of the librarians,

- Lack of knowing the library by the librarians,

- Lack of knowledge from the subject profile of the library,

- Not paying attention to the readers,

- Librarians’ unwillingness to inform about the library’s rules of work, negative
attitude to people who do not know the procedure,

- Inadequante comments from the librarians,abruptness,

- Librarians tardiness,

. Librarians’ conversation about private matters while customer servicing,

+ Incompetence,

- Little personal culture,

- Complicated procedures,

- Ignoring the readers,

- Importunate librarians’ reccommendations particulat book titles,

- Making problems by the librarians from small and unsignificant matters.
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In the readers’ opinion, libraries from servicing department should primarily he
able to search the needed information or book efficiently (61%) and have a wide
knowledge (51%). They also ought to have a kind disposition, making the visits ina
library more pleasant (25%). In turn, 8% of readers expect the librarian to fulfil their
evey request.

Readers say «thank you» very willingly if they are satisfied with kind and
competent service. Most frequently it is a smile or a gesture (64%) and saying thank
you (32%). It is unusually rare that they bring a small gift or flowers and coffee
(1%). 6% of readers think that librarians fulfil their duties and they do not show thejr
satsfaction, and even 3% does not have energy or time for this.

The above results indicate quite a high mark of servicing libraries. However
librarians should continually increase the service quality so that it equals the highest
standards, because their role and significance decrease. While searching information,
72% of library users goes to the Internet first. Among this group there can be
also added people, who do not use libraries at all, using only alternative sources of
information. Only 24% of readers, while searching knowledge, immediatelly heads
towards a library, 12% prefers to search an electronic database, and in occasional
cases an information is gained through bookshops, own lbraries or friends’ libraries,

The library users are also not as «loyal» as they used to be. While looking for
services of higher level of completed information, which cannot be delivered by only
one institution, they use bigger and bigger amount of libraries (or they search the best
one, which fulfills their expectations). More and more readers visits more than only
one library, most frequently three, four, five or two. Moreover, there are people, who
have declared to use even 12 libraries in the last five years.

In order to check, what librarians do to increase the quality of servicing and to
attract new readers to their libraries, headmasters and managers were asked questions
concerning trainings. Librarians’ trainings concerning only the way of servicing users
(without, for instance, trainings in the range of using database, library programmes
etc. ) are made in 50% of the tested libraries. However, one should take it into
account that the surveyed, answering a question, very often considered also short
trainings, which rather have an instruction and introducing to the workplace character
than a professional full-time training from client servicing. 67% out of the trainings
are designed for all the workers, no matter the department, which they work in, and
33% only for librarians, who are in contact with readers every day, so for the workers
from so called service departments. Librarians take courses either in the moment of
being employed (57%), or they are posted for them in a later period (43%). It should
be underlined here how it is important to immediately educate people, who are to
represent the library in contacts with the users. In majority of institutions, trainings
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» . are made once a year, (45%) or once for six months (36%). Some libraries organise
them once for a five years (5%), or ever more rerely (12%). Generally, trainings have
L a character of inside meetings and are prepared by the library workers — for example
r managers, people after courses for trainers etc. (55%) and headmasters (40%). More
rarely they are commisioned to outside companies (33%). Some libraries use several
forms of educating simultanously.
¢ Majority of headmasters fulfilling a questionnaire, appreciated the role of trainings
from user servicing and they are convinced that it should be done always on the
highest level (88%). 14% did not notice the significant changes after the trainings,
and 7% thinks that in a library there are many more important expenditures. None
of the headmasters considered the librarians’ trainings as a waste of money.
To sum up the conclusions from the above solutions, it can be claimed for sure
) that the high level of user service influences the positive attitude of readers, their
loyalty, better opinions about the library and the conviction about the significant
role of a library. In the times, when they are no longer monopolists in the range of
giving information, and when the competition in the information sector is continually
increasing, a high level of servicing and benevolent help from librarians can become
the factor, which prejudges about the institution choice and decide about the advantage
u of libraries over other information sources.
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P, C. Camornit

OPTAHISAUIA BIBAIOTEYHOI'O ITPOCTOPRY —
3AIOPYKA YCIIIXY I BUMOTA HACY

Bi6AioTexa Mae BaxsAMBE KyAbTYpHE 3HAYEHHs y CYCIIIAbCTBI, BOHA IEMOHCTPYE
06010 aKyMYAAILLIF0 HEBMHPYIUMX LIHHOCTEH, NOEZHYIOUH iX i3 Cy4acHHMH Haj-
Ganusivu couiymy. CborogHi Mu xo4emMo IpHBEPHYTH Balily yBary 0 YHIKaAbHOCTI
6yz1BAl 6IOGAIOTEKH.
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