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MEPEIGE 3A10BO/bCTBA KOPUCHUKA BUBJ/IMOTEKA:
ITPUMEHA SERVQUAL MOJEJIA

CaxxeTak:

Y OBOM pajy je IpUKa3aHO UCTPAKUBAKE 0 Mepery 3a/[0BOJbCTBA KOPHUCHUKA
(cTymeHaTa u nocTaunIOMala) YHUBep3uTeTCcKe 6ubnoTeke ,CBeTo3ap Mapko-
Buh“, Ha ocHoBY SERVQUAL ynuTHUKA, ca IUJ/bEM 1A Ce TOKaXKe KaKaB je KBAJIUTET
OGUOGJIMOTEUKHX CEPBHCA U3 YTJIa KOPUCHUKA bubiunoTreke. cTpakuBambe je seo
MacTep pajajeaHor ogaytopa. SERVQUAL mMoies1 Haltao je CBojy npuMeHy y Behem
6pojy ucTpakuBaka y 6ubaMoTeKaMa y cBeTy (kao, Ha npumep, PuHcka, CA/l,
AycTtpasuvja u ip.). [[pukasuBameM pe3ysTaTa UCTPa’KUBamka ay TOPH yKa3yjy Ha
3Havyaj UCIMTHBakba U Mepekha 33/10B0/bCTBA KOPUCHUKA OGUBJINOTEKE KOpUCTehr
SERVQUAL mozies1 kao mokasaTesba MOryhux Tadaka yHanpeherma pajia 6ubaM0TeEKE,
Kao LITO cy 6ubanoTeyku GoHj, podecroHaM3aM, o/jU3ake HUBOA 06pa3oBama
6ubMoTEKapA...

3a/10BOJbCTBO KOPHUCHHKA, KA0 OCHOB 33 KBAJINTATUBHY €BaJIyallHjy OUOJTHOTEK],
0OHYHO Ce MepHU Iy TEM aHKeTa. Y 0BOM pafy je npefctaBsbeH SERVQUAL Mozes 3a
Mepeme 3a/J0BOJ/bCTBA KJIMjeHaTa KOjU MPUKa3yje KBAJUTET YCJAyTe OHOCOM (CTBa-
pameMremna/ja3a) uamehy oueknBamwa U nepieniidje. [loHaB/bambeM HCTPAXKUBaba
y oapeheHUM BpeMeHCKHUM HHTepBaJuMa Jlob6Hja ce cauKa ePpUKACHOCTH U
epeKTUBHOCTH NIpOMeHa Koje cy, u3Mehy Ba UCTpakuBama, yrpaheHe y nporec
pajzia opraHusanuje.

OpraHusalyje Koje ce 6aBe yCJy>KHUM JleJJaTHOCTHMa CBe BUIIe CXBaTajy 3Ha4aj
Mepera U BpeJHOBakha 33/10B0/bCTBA CBOjUX KOpUCHUKA. Kako cy 6ubIMoTeKe o
CBOT HaCTaHKa Ipe CBera ycMepeHe Ka KOPUCHHUKY, BeOMa je BaXKHO Jia caryiesajy
IbUXO0BE MOTPebe U MPOLleHe 33/10BO/bCTBO Py KEeHUM yciayrama. CarsiefaTv KakBe
cy nepdopMaHce jeiHe GUOJINOTEKE U3 YIJIa beHUX KOPUCHUKA MPeJCTaB/ba
3HavyajaH pecypcy Aa/beM CTPATEIIKOM IJIAHUPAY U CTBapamy GUOJIMOTEKE Kao
,OpraHu3allyje Koja yuu".

K/by4yHe peuyn: Mepemwe 3a/10BO/bCTBA, KOPUCHUIIY, 6UOJIMOTEKe, eBayaliyja,
SERVQUAL, YHuBep3uTeTcka 6ubauoTeka ,CBeTo3ap MapkoBuh".
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YBoa

CaM nojam ega.tyayuja 3Ha4yu ofipehrBarbe BpeAHOCTU. OfpeJUTH U MPHUKa3aTH
BPE/IHOCT jeJ/{He 6UOIMOTEKE UJIM HEKOT CErMeHTa, CepBHCa UJIK ITpolieca pajay
6ubIMOTel M, MOTYhe je OCTBAPUTH CaKYI/batheM M0/IaTaKa U3 Pa3InYUTHX U3BOPA.
Ha pacnosiaramwy cy pa3He BpCcTe CTaTUCTHUKA Koje ce BoJie Y CaMUM GUBJINOTe-
kaMa (o 6pojy KibuTra, KOpUCHUKA, o6paheHe 6ubHoTeYKe rpabhe, HUPKYIalUju
donja v ci.).! Jenan o mokasaTesba KBaJuTeTa 6UGJIMOTEKE je U 3a/10BOJbCTBO
KOPHCHHUKA, YHje Ce UCTPaKUBatbe U npahemwe cMaTpa BeoMa BaXKHUM y CBUM
yCIy»KHUM opraHusanujama. McKnight’ HaBoiu 360r 4era je HEONXO/HO /A ce
0/1 KOPMCHUKA MPUKYTIe TOBpaTHe HHOpPMAIlFje U 3aILTO je BhbUXOBO MUIIIJbEHE
MEpPO/IaBHO ¥ BpeIHOBaY KBAJIUTETA GUOJIUOTEYKUX YCayTa:

- 6ubJIMOTeKe Kao yCJy>KHe opraHu3alyje y 06aBesu Cy ia CXBaTe U OAro-
BOpe Ha noTpebe KOPUCHHUKA;

- 6e3 003Mpa Ha TO LITO 3aNOCJeHU ¥ GUOBINOTEIM NPETIOCTAB/bAjy HITA
je To 1ITO je KOPUCHHUIIMMA NOTPEOGHO, FbUXOBE MPETIIOCTABKE HE MOPaAjy
YBEK /1a Oy/1y TauHE;

- YKOJIMKO PYKOBO/ICTBO OMOJIMOTEKe HEMA TapaMeTpe Ha OCHOBY Kojux he
KOPUCTUTHU pecypce (ocobJbe U CPeACTBA), YIOXKEH TPY/ MOXKe Jla Ipe/-
CTaBJ/ba ryObHUTaK BpeMeHa U3 Kor Hehe pouctehy nosuTrBHa UHGOpMaLuja
0 UCKYCTBY KOPUCHHKA;

- NOCTyIake Ha OCHOBY NOBPaTHUX MHPOpMaLija 1061jeHUX 0] KOPUCHUKA
MO2Ke Jia Ipe/iCTaB/ba 3Ha4ajaH M0KasaTe/b KaKo Jla 6MbInMoTeKa uMa
pasyMeBama 3a KOPUCHHKE U HAa IPaBU HA4YMH Oy/ie ycMepeHa Ka lbUMa;

- IJIaHMpakbe HacTaJsIo U OopMYJIHCAHO HAa OCHOBY NOBPAaTHUX MHPOpManuja
Jlo6UjeHrX 0/ KOpUCHUKA oMoryhaBa npaheme U aZileKBaTHY KOHTPOJIY
pajay Lu/by CTAJHOT pa3Boja KBaJuTeTa.

3a/10BO/bCTBO KOPUCHHUKA MOXEMO MEPUTH HEKOM oJipeheHOM ycyrom
(bupamweM npuopuTeTa) UM PasioM Liese 6UbIMoTeKe. MUlll/bere KOPUCHUKA
npe/cTaB/ba OCHOB 3a CYy6jeKTUBHY eBaJsyalujy. ,MehyTUM cy6jeKTHUBHU KpH-
TepUjyMHU HUCY JOBO/bHU. OHU ce MOpPajy AONYHUTH 00jeKTUBHUM MepemuMa
¥ [IOKa3aTe/biMa KOju ce Mory KBaHTUduKoBaTH.” Ha Taj HauuH go6ujamo Be
BpCTe NoJaTaKa Koju MOTY Jia ce yIope/ie ¥ Tako oMoryhe 6oJbe caryie/jaBame
cTama. [IpuMKoM 06e BpcTe Mepera BeoMa je BaXKHO 0/1abpaTy IpUOpUTETE U
KOHTMHYHUPAHO BPIIUTH UCTPAXKMBaA.

1 StelaFilipi-Matutinovi¢, “Evaluation of Library Performance and Estimation of the Efficiency of
Their Results: Literature Overview and Suggestions for the Possible Indicators for Libraries in
Serbia”. Infoteka 6, 1-2 (2005): 8 http://eprints.rclis.org/11793/1/1.pdf (npey3eTo 29. 6.2016).

2 Sue McKnight, “Customers value research”, in: Management, marketing and promotion of library
services based on statistics, analyses and evaluation, ed. Trine Kolderup Flaten, (Miinchen: K.G.
Saur, 2006) 206. http://www.degruyter.com/downloadpdf/books/9783598440229/9783598
440229.206/9783598440229.206.xml (mpey3seTo 16. 8. 2016).

3 Toppana Ctokuh-Cumonuuh u XKesbko ByukoBuh, Menaymeniu y 6ubauoitiekama, Beorpap: I.
Crokuh-Cumonuwnh : 2K. Byukosuh, 2003, 88-89.
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3a/10B0/bCTBO KOPUCHHUKA Ce 06MYHO MepH NyTeM aHKeTa. Je/Ha of MoMny-
JIapHUX aHKeTa 3a Mepeme 3a/J0B0/bCTBAa KOPUCHHKA MJIM KJIMjeHaTa Koja ce
npuMemyje y ycay>xHUM opranusanujama je SERVQUAL ankeTa koja je 1eo UCTO-
MMeHoOT MoJies1a. Takohe, Kao noce6aH MoJies1 HAMemeH 6U6IM0TeKaMa pa3BrjeH
je u LibQual meToz,

SERVQUAL moaen

MeToz 3a Mepewe KBasuTeTa ycayra noj Hasausom SERVQUAL (Service
Quality) pasBujaH je y neproay o 1985. 10 1994. roauHe’ Ha OCHOBY NPBO-
6utHor GAP Moziesia Koju KBa/IUTET ycayre JlepuHUIIe Kao pa3uky (gep/jas)
n3Mehy oueknBaHe U1 onaeHe ycJayre oJ CTpaHe KOPUCHUKA. [lepuHUCcaHU CY
cienehu renosu:’

- Gap 1 - ogcTtynamwe u3Mehy oueKHBamba KOPUCHUKA U Tepleniuje THX

OUYEeKHUBaa 0/ CTPaHe MPOBAjepPa;

- Gap 2 - oacTyname u3mehy nepiieniiyje MeHalIMeHTa U crieliupuKkaiuje

KBaJIUTETA YCJIYTa;

- Gap 3 - cnenuduKkanmje KBaJIUTETA HUCY YcKaaheHe ca neppopMaHcama
npoIieca MPOU3BO/IHb€e U MPYKakha YCIYTa;
- Gap 4 - passivka usmehy ucnopydeHe yciyre U o6ehama JaTux nyTeMm

Pa3/IMYUTHUX AKTUBHOCTY;

- Gap 5 - passiuka usmMehy oueKrBama U Neplieniiydje KOpUCHUKA.

[IlpBa yeTHpu rena yrjaBHOM NPe/ICTaB/bajy Y3POK 32 110jaBy MeTOT KOjHy 3a
nocJieJULy MMa JIOIy CJIMKY KOjy OpraHu3alydja OcTaBJba y jJABHOCTH, HEraTUBHY
pekJiamMy u ry6/berbe KOpUCHUKA.’

SERVQUAL mMopes1 mpuKasyje KBaJUTET yCIAYTe OZJHOCOM (CTBapameM rermna)
n3Melhy ouekuBarba ¥ meplieniiyje npykeHe ycayre’ Kpos neT AMMeHsuja:’

1. Onumn/buBY eJieMeHTH — GU3UYKU 00jeKTH, OIIpeMa U U3IJiel 0C06Jba;

2. TloysmaHoCT - CITOCOGHOCT J1a ce o6ehaHa ycsyra UCIIOpyYU HA O/ITOBA-
pajhu HayuH;

4 JlupepuyoBoM noayxBaty 6uiu cy A. [lapacypamas (A. Parasuraman), Jleonapg bepu (Leonard
Berry) u Banapu Llajrxama (Valarie Zeithaml). Francis Buttle, “SERVQUAL: review, critique,
research agenda” European Journal of Marketing, vol. 30 no. 1 (1996): 8, http://francisbuttle.
com.au/wp-content/uploads/2014/10/SERVQUAL-review-critique-research-agenda-EJM.pdf.

5 Tlopenaje npema: Milorad J. Kilibarda i Slobodan M. Zecevi¢, Upravijanje kvalitetom u logistici,
Beograd: Saobracajni fakultet Univerziteta, 2008, 71-75.

6 MHcro, 71-75.

7 Q=P - E (quality equals perceptions - expectations) - KBasuTeT je 0HO IITO MpeBa3ua3u
Hallla OYeKHUBamba.

8 A.Parasurman, Valarie A. Zeithaml and Leonard L. Berry, “SERVQUAL: a multiple-item scale
for measuring consumer perceptions of service quality”. Journal of Retailing; Spring vol. 64,
no. 1 (1988): 19 and 23.http://areas.kenan-flagler.unc.edu/Marketing/FacultyStaff/zeithaml/
Selected%20Publications/SERVQUAL-%20A%20Multiple-Item%?20Scale%20for%20Measuring%20
Consumer%20Perceptions%200f%20Service%20Quality.pdf (mpeyseTo 29. 8. 2016).
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w

OAroBOPHOCT - GPUKJBUBOCT, CHPEMHOCT /1A Ce IOMOTHE U PY3KHY 6p3a ycJIyra;

4. CUTYpHOCT - 3Hakh€e M YYTHUBOCT 3al0CJEHUX U CIIOCOGHOCT /ia CTEKHY
MOBEPEhE Y IhUX;

5. Emnaruja (pa3yMeBambe) — Npy»Kambe MepcoHaIM30BaHe yCayTe, ocMa-

Tparbe KOPUCHUKA.

SERVQUAL aHkeTa ce cacToju U3 /iBe LieJIMHE ca 0 22 UCKa3a, KOju Cy CBOj-
CTBa HaBeJIeHUX JIMMeH3Hja U ’bUX0Ba BPeJJHOCT je IPOMEHJ/bUBA. Y 00€ LiesInHe
3aCTYIJbEHO je CBUX MeT HaBeleHUX IuMeH3Hja. [IpBa rpyna nutamwa ce KOpUCTH
Jla 61 ce CTeKao YBU/J y O4eKHBakha UCIIMTAHUKA, JIOK Cce PYyTOM I'pyroM o, 22
NUTakha MepH ONaXkambe KOpucHUKa.” OYeKrBarba KOPUCHUKA 3aBUCE O/ TIPET-
XOZLHOT MCKYCTBA, JTUYHUX MOTPe6a U yCMeHe KOMYHHKaLHje.

[Ipeko HaBeZileHUX NET UMeH31ja yTBphyje ce KBAJUTET yCaAyTe. ,YKOJIUKO
je onakeHa BpeJJHOCT MPUOJIMKHO jeiHAKa 0YEKHMBAHOj BPeJHOCTH, KOPUCHUK
je 3a/10BOJbaH U yCJyTa je KBaJUTEeTHA. AKO je onakeHa BpeiHOCT Beha o1 oue-
KHBaHe, MOXe ce pehu /1a je KOPUCHUK BPJIO 33/I0BOJbaH, a YKOJIUKO je OmakeHa
BPEHOCT Makba 0] 0OYeKUBaHE KOPUCHHUK je He3a10BoJbaH. "’

JloCcTymHU cy paJioBU 0 UCTpakuBawbuMa o ynorpebu SERVQUAL aHkeTe
y aKaJileMCKUM 6ubsinoTekama y 3eM/baMa y pas3Bojy', 3atum CA/[?, Mekcuky"”,
AycTtpanuju®...

LibQual moaen

JenaH oz yecTo KopruTheHUX ajlaTa 3a Mepeme O4eKHBamba KOPUCHUKA U
KBaJIMTeTa ycayray 6ubarorexkama je u LibQual.” llpojekat cy 1999. roaune
nokpenysnu Fred Heath u Colleen Cook ca YHuBepsutera y Tekcacy (Texas
A&M University - TAMU), kopuctehu kao 6a3y SERVQUAL mogesn. SERVQUAL

9 Milorad J. Kilibarda i Slobodan M. Zecevi¢, HaB. geo, 77.
10 Hcto, 77.

11 Brendan E. Asogwa et al, “Use of ServQUAL in the Evaluation of Service Quality of Academic
Libraries in Developing Countries“. Library Philosophy and Practice (e-journal). Paper 1146
(2014), http://digitalcommons.unl.edu/cgi/viewcontent.cgi?article=2947&context=libphilp
rac (mpeyseto 29. 8. 2016)

12 Vicki Coleman et al, “Toward a TQM Paradigm: Using SERVQUAL to Measure Library Service
Quality*“. College & Research Libraries (1997) 237-249, http://paperity.org/p/37734959/toward-
a-tqm-paradigm-using-servqual-to-measure-library-service-quality (mpey3eTo 29. 8. 2016).

13 Claudia Castillo Cruz, Luis Antonio Delgadillo Gutiérrez and Graciela Lara Lépez, “Adjusting
SERVQUAL Model in a High Education Library Service”. Twenty Second Annual Conference, Reno,
Nevada, U.S.A. April 29 - May 2, 2011, http://www.pomlearning.org/reno/fullpapers/020-0882%20
Adjusting%20SERVQUAL%20Model.pdf (mpey3eTo 29. 8. 2016).

14 Bruce Thompson and Colleen Cook, “Reliability and Validity of SERVQUAL Scores Used To
Evaluate Perceptions of Library Service Quality“. Paper presented at the annual meeting of
the Southwest Educational Research Association, Dallas, January 27-29, 2000. http://files.eric.
ed.gov/fulltext/ED435671.pdf (mpey3eTo 29. 8. 2016).

15 David Green and Martha Kyrillidou. Procedures Manual. Washington, D.C.: Association of Research
Libraries Washington, 2012: 9.
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je cagpao ojpeheHa nUTama Koja HUCY, 10 BbUXOBOM MUII/beRY, OUJIa PU-
JlaroheHa 3a Mepeme KBaJIUTeTa ycayray 6ub/auoTekaMa, a ca ipyre cTpaHe
HEKU CETMEHTH OUOIMOTEYKUX YCAyTa OBUM aJ1aTOM HUCY 6UJIU 00yxBaheHHU.
Hbuma ce, y pasBojy LibQual npoToko.ia, yop3o npuapy:xuo 1 Bruce Thompson
ca uctor YuuBepsuTeTa.'

LibQual meToz npesacTaB/ba npusaroheH u moaudpukoBan SERVQUAL mogen
CTenUjaJHO U3ajHUPAH 3a MePebe 3a/J0B0/bCTBA KBAJUTETOM GHOIMOTEIKUX
ycJyra Koju o6yxBarta 22 uckasa.” 3a CBaKH 0/ FbUX Ce BPIIH MPOLeHa 33/I0BOJb-
CTBa KBaJIMTETOM yCJyra Ha TPU HUBOA:

- MpolieHa MUHHMMAJIHOT HUBOA yCJYTE;
- MpOLieHa XKeJbeHOT HUBOA YCIyTe;
- MpolleHa HUBOoA 06ujeHe ycayre.

Y oKBHpY CBAaKOT HUBOA KOPHCHUK OLleHhEYje YCayTy Ha cKaJiu of, 1 (Hu3ak
HUBO ycsyre) A0 9 (BUCOK HUBO ycsyre) u360poM je/iHe oJ TOHYheHux omnuuja.
CBux 22 nckasa pacnopeheHo je y Tpu AUMeH3Uje:

- KOHTpoJa MuHpopMalHje (06yxBaTa 0caM MM Tama) - OJHOCH Ce Ha KBAJIUTET,
06uM U jlakohy npucTtyna uHpopmanujama y 6ubau0TeNH;

- yTuLaj ycayre (o6yxBaTa JieBeT NUTakba) - 0HOCH ce Ha peAyCPeT/bUBOCT
Y KOMIIeTEHLIU]jY 3aM0CAeHUX y GUBIH0TeNY;

- 6MOJIMOTEeYKH NpocTop (caAp KU MeT NUTarba) U OJHOCU Ce Ha KBaJIUTET
6MO6JIMOTEYKOr MpoCcTopa.

CeM HaBeJleHOT HAYMHA OlLielMBamba KBajiUTeTa oMoryheH je U YHOC Tek-
CTYJIHOT KOMEHTapa Ha KPajy aHKeTHOT YIIUTHUKA Y 3a TO peABuheH npoctop.”

[Ipojekar je BehuM fiesioM pUHAHCUpPaH 0J cTpaHe YHUBep3uTeTay Tekcacy
(Texas A&M Univerziteta) u Yapy:Kerwa UCTpaXKMBauyKUX 61610 TeKa (Association
of Research Libraries - ARL), a gesiuMmu4Ho0 1 oz cTpaHe O6pa30BHOT 0/le/beHha
Amepuuke BJaJie 3a yHanpehewe o6pa3oBamba 110 3aBpIIETKY Cpe/iibe LIKoJIe
(United States Department of Education’s Fund for Improvement of Post - Secondary
Education - FIPSE).”

LibQual npojekaT uMa 3a L{M/b NO/ACTUL A€ KYJTYype U3BPCHOCTHU Y NIPY-
*Kamwy 6U6JIMOTEeYKHUX YCayTa, ToMoh 6U6IM0TEKAaMa /1a pa3yMejy KOPUCHUKOBY
HepLenujy KBaJuTeTa yCayra, CACTEMATCKO PUKYI/batbe U UHTEPIpeTaLHjy
NMOBpPAaTHUX HHPOPMaAIlMja KOPUCHUKA, yiopehruBame 6UOIHOTEKE Ca CTUYHUM
yCTaHOBaMa Ha OCHOBY NOBpAaTHUX HHPOpPMalHja, Ipeno3HaBame NpuMepa

16 LibQual. http://www.libqual.org/About/about_lq/birth_lq (mpey3seTo 16. 8. 2016).

17 LibQual. https://www.libqual.org/about/about_survey/faq_survey (npeyseto 16. 8. 2016).

18 LibQual. https://www.libqual.org/about/about_survey/tools (mpey3eTo 16. 8. 2016).

19 Begovi¢, Mia, Vrijednost knjiZnice u ocima korisnika: primjer Gradske knjiznice i Citaonice Vinkovci
- diplomskirad. Sveuciliste ].]. Strossmayera u Osijeku, Filozofski fakultet 2014: 70, https://bib.
irb.hr/datoteka/732209.Begovic_0122207448.docx (npey3eTo 18. 8. 2016).
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Jlo6pe Mpakce y Mpy»Kamwy ycJayra u no60/bliakbe aHAJIUTUUYKUX CTIOCOOHOCTH
6MO6JIMOTEYKOT 0C06/ba y TyMadeky J06MjeHUX mojaTaka.”

Mepeme 3a10B0O/bCTBA KOPMCHUKA YHUBEP3UTETCKE
o6ubsuoTeke ,CBeTo3ap MapkoBuh“
- npuMmeHa SERVQUAL mopesia

Y YHuBep3uTeTckoj 6ubauoTenu,CBeTo3ap Mapkosuh“y beorpaay cnpo-
BEeJIEHO je UCTPaXKUBakhe’ ca IIU/beM Jia Ce [TOKaXKe Y K0joj MEPH Cy KOPUCHUILU
oBe OMOJIMOTEKe 3a/J0BOJbHU FbeHUM yciyrama. UcTpaxruBarbe je CipoBeieHO
npeko SERVQUAL mozena y okTo6py 2012. roguHe.

[Ipukyn/bame nojaTaka peajM30BaHO je IOCPeACTBOM aHKeTe Yy IalMpHOM
00JIMKY KOjy Cy NONYHUJU CTYJeHTH OCHOBHUX U NOCTAUIJIOMCKUX CTYJH]a,
NPUPOJSHUX U TEXHUUYKUX, U APYLITBEHUX HayKa. [[pukyn/bakbe nojaTaka
OCTBapeHo je TOKOM okTo6pa 2012. Ha y30pKy oJ 83 HcnMTaHUKA KOjU CY
4JIaHOBH 6ubMoTeKe.” YeTUpU yIIUTHHUKA CY GUJIa HEMTPABUJIHO MOMY heHa.”
AHKeTa je 61/1a aHOHMMHA. Y30paK je 6MpaH MeTO/J0M CJ1y4YajHOT Y30pKOBama.
AHKeTHpaHHU Cy KOPUCHULM U3 KaTeropuje CTyZeHaTa v IOCTAUIIIOMAala KOjUu
Cy 4JlaHOBM 6ubaroTeKe U Kpehy ce y HajppekBeHTHU]jOj 30HU bubinoTeke
(myJsiT 3a yNuC, o/leJbekbe KaTaslora, 06e CTyZeHTCKe YUTaoHUuLe). UcnuTanuLu
Cy JlaBaJly U IoJjaTKe 0 TOME K0joj KaTeropuju 4jaHoBa npunazajy (padprukon
6p. 1), Koja cy rofMHa CTYAHja, Aa JIU CY CTYLeHTHU IPUPOAHUX, TEXHUYKHX UJIH
JPYLUITBEHUX HayKa U KOJIUKO Cy AyTo 4iaHoBU bubsnoTteke (['padukoH 6p. 2).
3a onemuBame je noHyheHa JlukepToBa ckaJia y pacnony o 1 go 7.

WcnuTannpuMa je noHyheHa aHKeTa ca yIyTCTBOM O NONyHaBamwby.
AHKeTUpaHU™ Cy 1Ba Iy Ta OroBapasiv Ha KCTa IuTaa (y JBa 0/iBOjeHa yIIUT-
HUKa ca 110 22 1cKasa), ca yInyTCTBOM Jia IPBU NYT Aajy 0ATr0BOpe Y CKJIaLy ca
OYEeKHBaKbHUMA, a Jla IPYTH Ny T UMajyhu y BUAY CBOjy eplenIiijy KOHKpeTHe

20 LibQual. Dostupno na: https://www.libqual.org/about/about_lq/general_info (npeysero 16.
8.2016).

21 3awucTpakuBame Koje je IpUKa3aHO y 0BOM PaJly y3eTo je, Kao NpuMep Lo6pe npaKce, UCTPAKHU-
Bakbe CIPOBE/IEHO Y QUHCKHM aKa/IeMCKHUM OMGJIMOTEKaMa Ha TeMY 33/10BOJbCTBA KOPHCHHUKA
ycayrama 6ubsanoteka (Ville Tuomi, “Quality of Academic Library Services: a Customers Point
of View”), rzie je kopuurthen SERVQUAL mozen ca npusiaroheHUM YIUTHUKOM.

22 PesyaTaTH 4 aHaJM3a aHKETE CY Ie0 MacTep pajaayTopa Cwexane PypyHyuh nos Ha3uBoM
CliaHgapgu u mogeau 3a esasyayujy y 6ubauotiekapciigy, onoparmenor 2013. rogune Ha Quto-
JomKoM ¢akysnTeTy y beorpazy, Ha KaTteapu 3a 6M6/IM0TEKAPTBO U UHGOPMATUKY

23 3amnoTpebe oBOr pajia IOHOBO je 06paheHa aHKeTa Koja je kopuliheHa y MacTep UCTPAKHUBaby
u ypaheHa cy mpenusHuja ¥ 0laTHA U3padyyHaBamba Ha y30pKY 0J] 79 UCIHTaHHUKA.

24 'V napoj aHanu3u KopucTuhe ce TEPMUHU aHKETUPAHHU, HCIUTAHULU U CTYAEHTHU 3a CBe
KaTeropuje Koje Cy y4eCTBOBaJIe Y UCTPAXKUBaKY, 0CUM aKO HUje T0CeOHO HaTrJIallleHo Aa 11
ce paJid 0 CTy/IeHTHMa UJIK NOCTAUIJIOMIIUMA.
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KaTeropuje “WIaHOBA

M CTyAeHTH nocTAMNAOMUMN

92%

I'paduxon 6p. 1

JAY/RKHHA "WIAHCTBA

002 roguHe
22%

I'paduxoH 6p. 2

6U6/IMOTEKe Ha KOjy Ce OJIHOCH UCTpaXkuBame. 06pazia 1061jeHuX nojaraka’
JaJia je ciesnehe pesysarare:

TaGena 1

CBe auMeH3Hje 5,86 5,66 02

OdexkuBamwa | Ilepuennuja
Jas
| ONnUII/BUBOCT 0 0
5,2 52
1 BubsimoTeke KMajy olpeMy MoJepHOr 45 46 01
usrjaeza

AMObUjeHTa/IHU eJIeMEHTH CY BU H

2 OujeHTasHU eJleMe Cy BU3Y€JIHO 51 54 03

NPUBJIAYHU
25 Tloyrneny HaucTpakuBame y QUHCKUM aKaZleMCKUM 6UGIM0TeKaMa, pe3yJITaTH epleniyje

Cy OAy3eTH 0J] pe3yJiTaTa ouekuBamwa, Q=E-P (Mamwu 6poj 3Hauu 60/bM Pe3yATAT Y MOTIELY
KBaJIMEeTa), a He 06PHYTO, KAKO je y OpPUTHHATHOM Mo/ieJ1y. Tako ce MOCTYIMUJIO pajii EBEHTY-
asHor nopehema pesysaTa 06a UCTpaXKHUBabA.
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Pa3Hu MaTepujaiu MOBe3aHU ca yCy-
rama (mamdJiety, Gajepy, ynyTCcTBa,

Y4YTHBU IpeMe KOPUCHULITMUMa

3. 6,2 59 0.3
peBepcH) BU3yeJIHO Cy NIPUBJIAYHU U
Ha/loXBaT pyKe
4 3anocsieHu y 6U6M0TeL M U3rieajy 52 51 01
ypeJHo
II Iloy3aaHoCT 6,1 59 0,2
Kazna 6ubiroTteka ob6eha jja he yauHUTH
5 | HewrTo /10 ogpeheHOT BpeMeHa, TO U 6,1 59 0,2
YYUHH
Kazia koprucHULIM HMajy Tpo6JieM,
6 |6ubsMOTeKA TOKA3yje UCKPEHe HaMope 6 58 0,2
Jla MX pelin
7 bubsanoTeka npy:xa ojrosapajyhy 6,3 6.1 0,2
yCJIyTy OJ, IPBOT CycpeTa Na Hajlabe
8 bubsanoTreka 06e36ebhyje ycayry y 6.4 6.1 0,3
o6ehaHOM BpeMeHY
9 BubsmoTexa MHCUCTUPA Ha yCay3u 6e3 59 57 0,2
rpeuike
111 OAroBopHOCT 6,1 5,8 0,3
3anoc/ieHd y 6UOMOTENM [ajy TAUHY
10 | undopmManujy kopucHULIMMA Kaja he 6,1 59 0,2
Heka ycjyra 6uTu obe3beheHa
1 3amnocsieHu y 6UBJINOTEI M IPYKajy 6.1 58 0,3
6p3y ycayry KOpUcCHULMMa
12 3anocJ/ieHu y 6U6JIM0TENU CY YBEK 6.4 6.1 0,3
CIIPEMHHU Jia IOMOT'HY KOPUCHUL{Ma
3anocsieHu y 6U6M0TeL M HUKa/la HUCY
13 | npe3ay3eTH /1a 61 OATOBOPUJIM Ha 3aX- 5,8 55 0,3
TeBe KOPUCHHUKA
IV CurypHocT 6,2 6,0 0,2
14 [loHalamwe 3anocaeHUX y 6UOIUOTENH 6,1 61 0
yJIMBa [I0OBEpeHe KOPUCHULIUMA ’
15 KopucHuiu ce ocehajy curypHuM Kazia 6,3 6,2 01
KOpUCTe OGUOJIUOTEKY
16 3anoc/ieHu y 6UGIHOTENU CY YBEK 6,3 57 0.6
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3anoc/ieHy y 6U6/IMOTeLlM UMa]jy 3HaHa

CBOjUX KOPUCHUKA

17 6,2 6,0 0,2
/la OZITOBOpPE Ha MU Takka KOPUCHUKA
\% EMnaruja 5,7 54 0,3
18 3anocJsieHu y 6ubauoTenu n_OCBehy]y 57 54 0,3
KOPUCHHUKY NaXKHy Kao MojeAUHILY
19 PasiHo Bpeme 6UGJIMOTEKE OTOBApa 6,2 56 0,6
notpe6amMa KOpUCHUKA
20 BHGJ_IHOTeKa MMa 3a10CJIeHe KOoju 52 54 0,2
ynyhyjy KOpuCHULMA JIMYHY NaXKHbY
21 BH6nH0T§Ka MMa CTaJIHO y ¢doxkycy oHO 58 54 04
IITO je HAj60Jbe 32 KOPUCHHUKE
3amnocJieHd y 6U6JIMOTeLH UMajy
22 | pasymeBama 3a cnetiudpryHe noTpede 5,7 55 0,2

YBUJIOM y pe3yJiTaTe aHKeTe J00UjeHH Cy o/alik KOju TOBOpe /ia Cy OYeKHBakba
UCNHUTAHUKA Y CBUM JIMMeH3MjaMa OlieleHa Cpe/ikboM olieHoM 5,8. [leprennuja
noHyheHux AuMeH3Uja KBaauTeTa bubinoTeke olemeHa je ca 5,6. OcTBapeH je
jaz usmebhy ouekrBama v nepueniuje ox 0,2 (I'padukon 6p. 3). Y cienehoj Tabesn
(F'padukoH 6p. 4) nprKasaHu cy pe3yJITaTH 3a CBe JUMeH3Uje y 00e ceKuuje:

7

npoceYyHa olleHa 3a cBe AUMeH3uje

6

5

Oo4YeKkuBdrba

jas

nepuenumja

B poceyHa oueHa 5,8

0,2

5,6

I'padukoH 6p. 3
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pesyjaTaT 3a CcBe ,!llll\lel'l'illje

1111

n

W

[

1
0 .
OIOOLUBIE. |IIOV3TAaHOCT OITOBOP. CHTYPHOCT emMIIaTma
¥ QueKIRama 5.2 6,1 6,1 6.2 5.7
N IIepIerL)a 5.2 5.9 5.8 6 5.4
" jas 0 0.2 0.3 0.2 0.3

I'padukoH 6p. 4

OueknBamwa UCIUTAHMKA y CBUM JUMeH3HjaMa OLebeHa Cy BehoM IpoceqHoM
OLIEHOM O/ TIepLeIiUje, OCUM Y AUMEH31jH ONUIN/BUBOCTH PE3Y/ITATH OYEKUBAbA
Y IlepLeniyje He pa3uKyjy. Moxe ce 3aK/bY4UTH [la CY KOPUCHULM 3a10BOJbHU
KBaJIMTETOM ONPeEME, aMOHjeHTOM M OCTAJIMM eJIeMEHTHUMA OBOT CETMEeHTa UJIU
Jla Cy y CUTyaluju [ je ynope/Jie caMo ca 6ubroTeKkama Koje cy 1o Tajja nocehu-
BaJ/Iu (IPETHOCTAaBUMO /ia CY TO Makbe U cj1abuje olpeMJbeHe IKOJICKE UJIU jaBHE
6ubsMoTeKe). JeiaH o/ pasJiora 3a 3a/[0BOJ/bCTBO KOPUCHUKA MOXe ce Hahu U y
yJlaramMMa Koja Cy IocJie/IlbUX ap rofuHa’ cnposeeHa y bBubsnoreny, a Tudy
ce 6am amMbujeHTa (0OTBapamke HOBUX YNTAOHHIIA) U onipeMe (HabaBka Beher 6poja
KOMIIjyTepa 3a on-line npeTpauBame).

Kao HajkBa/iUTEeTHH]U Y [JUMEH3UjH ONUIIJbBUBOCTH OLeHhbeHU Cy Pa3HU
MaTepujajau NoBe3aHu ca ycayrama: namoJiety, ¢puajepu, ynyTcTBa, peBepcu
(5,9), anu je ocTBapeH jas o 0,3 y 0JHOCY HA OYEKHBakba.

JluMeH31ja MOY3AaHOCTH Ce MOKe CMaTpaTH BeoMa BaXKHOM KaJia je ped
0 YHUBEP3UTETCKUM 6ubanMoTekama. PesysTaTu nepueniyje 1 oCTBapeHoT
jasa roBope KOJIMKO je 6ubyiroTeKa eprKacHa y CBOM MocjoBamy. O4eKuBakba
aHKeTHPaHUX KOPUCHUKA y BE3H Ca NI0Y3/4aHOLINY OLiekheHa CY BUCOKOM OLEHOM
(6,1). To HaM Kasyje fa ce KOPUCHUIM Y BEJUKOM MPOLEHTY CJIaXy ca HaBeje-
HUM KapaKTepUCTUKaMa oJiInuHe 6ubauoTeke. Kajja mpouewmyjy KOHKPETHY
6U6JIMOTEKY KOPHUCHULM TIEPLUINPAjy KBAJUTET HEIITO HUXKOM orieHOM (5,9).
OcTBapenH ja3 je 0,2. AKo noryieJaMo MMTawa U3 OBOT cerMeHTa BueheMo Ja
ce OHa YIJIaBHOM OJIHOCE Ha GP3WHY /0CTaBe JJOKyMeHaTa, Op3MHY pellaBama
npo6JieMa, MO TOBakhe POKOBA U U3BPCHOCT ycayre. MeHanmMeHTy bubinoTreke
0BO 6U MOTIJIe GUTH J06pe CMepHHIIe ¥ KOM MpaBIy Jia MJIaHKUpPajy N060/bllakba.
HajBehy onieHy aHKeTHpaHU Cy AaJH Kajia Cy Cce U3jallkbaBayd 0 TOME /a Jid
Bub6simoTeka npy:xa oArosapajyhy ycayry oj npBor cycpeTa na HafZia/be U [ja Jid
06e36ebhyje ycayry y onpeheHom Bpemeny (6,1).

26 HcTtpaxkuBame je 3aBplueHo y janyapy 2013. roguHe.
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Y nuMeH3Hju OATOBOPHOCTH 10Ka3yje ce ja3 ox 0,3. Hajeeha ouekrBama
(6,4), anu je HajboJba IepIienIiyja (6,1) MoKa3aHa y3 ucKas 3atioc/1eHu y 6ubauoieyu
Cy y8eK cupeMHU ga UOMOIHY KOPUCHUYUMA.

AHKeTHpaHHU [I0Ka3yjy BeJIMKa OYEKUBakba y NorJie/ly CATYPHOCTH KOjy UM
oubsmoTeke Hyze (6,2). Pazuka nusmehy oyekuBama u nepuennuje je 0,2. [Ipo-
cedyHa oleHa of 6,0 y nmepreniuju oBe JUMeH31je TOBOPHU A Ce CTYAEHTHU CIaXKY
Jla UM KOHKpeTHa 61U6J1M0TeKa Ipy»a CUTyPHOCT Y KOpUILDewy, /ia Cy 3al0CIeHU
YUYTHUBH U /1A YJIMBajy NOBEpEHe KOPUCHULMMA.

Hajmamwa odyekrnBamwa (YKOJUKO HU3Y3MeMO AHMEH3HU]y ONUN/bUBOCTH)
KOPHCHMUIIY Cy NOKa3aJu Ka/Jla Cy OllelhUBaJIk UCKa3e U3 1oJba emnaruje (5,7).
Ty nuMeH3ujy Cy ¥ nepryunupa Iy HUKoOM TpocevyHoM orieHoM (5,4). OcTBapeH je
jaz oz 0,3. Ako morJielaMo MU Tamka U3 OBe rpyIe BuaeheMo /a ce OHA yIJIaBHOM
0/IHOCe Ha JINYHY NaXKy Koja ce YKa3yje KOPUCHUKY U pa3yMeBake KOPUCHUKA
Y BbUXOBUX ITOTpeba. Jla 6U ce pasyMeJiu y3pOIiy KOju CY IOBEJIU J10 pe3y/iTaTa U3
OBOT CcerMeHTa 6110 61 J06PO CIPOBECTU NMOCEOHY aHKETY Mehy KOPpUCHULIMMA
BubsinoTeke ca NUTawkbUMa Y Be3U ca 3a lbUXOBUM MOTpebaMa U OUeKUBambUMa.
Beh cazja ce Moxke 3aK/byUUTH Za je MOTPEOHO Jla 3aM0CJAEHU 0XPabpyjy KOpu-
CHHUKe Jla UM ce INYHO 06pahajy 1 cJ1060/JHO M3HOCE CBOja MUTAaa U HEJIOYMUIIE.

SERVQUAL ynuMTHUK Cy NONyHaBaJy CTYAEeHTH IPUPOSHUX, TEXHUIKHUX
(39) u ppymTBeHHX HayKa (40). PeayaTaTH 3a CTyleHTe NPUPOJHUX U TEXHUY-
KHUX HayKa cy 3ajeiHo o6pahruBanu u nprukasuBaHu. Ciesehe Tabese (Tabese 2,
3 u 4) u rpadukonu (I'padpukonu 6p. 5, 6, 7 u 8) Mokasyjy pesy/iTaTe 3a CBaKy
JIMMEeH3Hjy U3 CeKIlMje 0OUeKMBatha U CeKIHje neplieniuje (3a cBaKy 0/1 HaBeJeHUX
KaTeropuja) u ja3 Koju je OCTBapeH y 06a ciaydaja.

Tab6esa 2
Jumensuja | Onummusocr |[loyspanoct | Ogrosoproct | CurypHoct | EMnatuja H%‘ﬁ%‘:‘aﬂa
g CryzeHTH
TNPUPOJHUX
® [ Texpuuiny L 6,0 6,1 6,2 56 5,8
& | nayxa (39)
X
2 CryzeHTH
& |ApylITBeHHX 53 6,3 6,1 6,3 59 59
HaykKa (40)
Jlumensuja | Onummusoct | Toysparoct | Ogrosoproct | CurypHoct | EMnaruja H%?l%?{q;a
£ prpogns
= rexmmuiny 1 57 56 57 52 54
5 | Hayka (39)
=
a.| CryneHTH
é JIpYIITBEHUX 54 6,1 6,1 6,3 5,7 59
Hayka (40)
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Ako ynopeAuMo JMMeH3Hjy ONMI/BUBOCTH Y KOjy CIa/iajy OlieHe 0 KBa-
JIUTETy aMOHjeHTa, OlpeMe U u3rjejia 6ubanoTeKapa, BUAUMO a CTYAEeHTH
JIpyLITBEHUX HayKa uMajy Beha ouekrBama (5,3), anu 1 Aa Jajy Behy npoceuny
oueny (5,4) nepuenuuju e AuMeHsuje. CTyJeHTU NPUPOJHUX HayKa U TEXHUUKHUX
HayKa OLIeHUJIU Cy U NepLEeNIUjy U OUeKHMBakbha UCTOM POCEYHOM oLeHoM (5,1).

CTyAeHTH NPUPOAHUX U TEXHUUKHUX HayKa NMajy Mata OueKUBarba y AMMeH-
3Wjy MOY3AaHOCTH, aJI1 U JIOIIUjY TEPLENIHjy, A je TAKO OCTBapeH U Behu jas.
[IprbaM:kHUja 04eKHBama U NeplLeNnlujy UMajy CTyJeHTH APYIITBEHHUX HayKa.

Y cerMeHTy eMnaTHje CTY/JIeHTHU Cy OllekhbHMBaJIu NOCBeheHOCT 6UbIM0Te-
Kapa, IMYHY MKy Koja UM ce ynyhyje v pasyMeBambe 3aM0CJeHUX 32 lbUX0Be
cnenuduyHe notpebde. Youana ce [ja Cy KOPUCHUIM y OBOj AUMEH3UjU UMaJIU
HajMarba OYeKUBamba.

OuyekuBama

OnUMN/buB. | NOy34aHOCT 0Arosop. CUrypHocTt EMnaTMja

W CTYAEHTU NIPUPOLHUX U

TeXHUUKMX HayKa 51 6 6,1 6,2 5,6

B CTyAeHTV ApyWTBEHMX HayKa 53 6,3 6,1 6,3 59

I'paduxon 6p. 5

Ilepuenumja

O R N WS N

ONWUMN/bUB. | NOY3[aHOCT | 0AroBOP. CUrypHOCT emnatuja

B CTYAEHTU NPUPOAHUX U TEXHUYKNX

HayKa 51 57 5,6 5,7 5,2

M CTYZLeHTU APYLITBEHWX HayKa 54 6,1 6,1 6,3 5,7

['padukoH 6p. 6

H3Mebhy ovekrBamwa U nepleniyje CTyeHaTa NPUPOSHUX U TEXHUYKHUX
HayKa ocTBapeH je ja3 oz 0,4 (Ta6esa 3, 'padukon 7). Ako norsiegamo pe3yaraTe
3a CeKIUjy 0OYeKHBamha U CeKIUjy nepuenmuje Koj CTyAeHaTa ApyLITBeHUX
HayKa BU/IMMO Jia ce He TI0Ka3yje jas, IITO 3HauH /la Cy OHU 33/{0BOJbHU yCIyraMma
bu6bsnoteke (Tabena 4, 'padprkon 6p. 8).
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Ta6esa 3

CTyZeHTH IPUPOJIHUX U
TEXHUYKHX HayKa (39) 58 54 04
Ta6ena 4
OuyekuBama | I[lepuennuja Jas
CTyAeHTH JpyLITBEHUX
HayKa (40) 59 59 0

Mo>xeMo J1a 3aK/byUMMO [l Cy OYeKHBaka CTyJeHaTa JApYIITBEHUX U
NPUPOAHUX U TEXHUUKUX HayKa IPUOJIMAKHO je/HaKa, /Iy ce epuenuuja bubauoreke
pasnukyje (I'padukonu 6p. 7 u 8). PesysTaTu nokasyjy aa cy bubinorexkom
3a/l0BOJbHUJU CTYAEHTU APYLITBEHUX HAYKa. Y OKpyXKewy YHUBEP3UTETCKE
6ubsroTeke ,CBeTo3ap MapkoBuh” Ha/la3u ce HEKOJIMKO TEXHUUKUX PaKyJITeTa
YUjU CY CTYAEHTH y BeJIMKOM 6pojy kopucHUL M bubsimoteke. Moryhe je HanpaBuTH
aHKeTy Ha ¢aKy/JTeTHMa KaKo OU ce CTeKAo YBHUJ, Y CTYJEHTCKA OYeKHUBamba y

B€3HU Ca KBaJIUTETOM yCJiyra bubsinoTeke.

74
6
5
4
3
2
1
0 ===
O4yeKuBatba jas nepuenuuja
W CTYAEHTU NPUPOAHMX K
TEXHUYKMX HayKa 3.8 04 2
I'padukoH 6p. 7
7
6
5
4
3
2
1
0
o4YeKuBatrba jas nepuenuuja
HCTyAeHTU WITBEHNX
yAa Apy 5.9 0 5.9

Hayka

I'paduxoH 6p. 8

HcTpaxkuBame je mokasaJo /ja ce 3a/10B0JbCTBO KOPUCHUKA MOYKe MEPUTH
Y /1a ce ©3abpaHU aJIaT NoKa3ao Kao BpJio onepatuBaH. SERVQUAL monen Hyau
MoryhHocT nopehema pesysiTaTa CBUX IMMEH3HMja M CBUX HCKa3a (KOjH Cy 3anpaBo




aTpubyTH HaBeJleHUX JJUMeH3Hja U Yhje Cy BpeJHOCTH IPOMEHJbUBE), Kao U
Jl0/laTHa MU3payyHaBama U nopehema npemMa KaTeroprvjaMa aHKkeTUpaHUX ([y>KHHa
YJlaHapYHe, TOAMHA CTyAH]ja, TPOPUJI KOPUCHHUKA).

PewaBajyhu nonyheHy aHkeTy, CTYleHTH Cy UMaJiu IOTpeby Jja ocTaBe
1 HeKe CBOje KOMeHTape Ha MapruHaMa yIMTHHKA UJIM Y CaMUM KoJIOHaMa 3a
o/ipeheHa nuTama.

Y cerMeHTy ONUNJ/BUBOCTH (0YEKUBaHba) CTYAEHTH Cy OCTaBJ/baJu CJie-
nehe 3a6esenike: PyHKYUOHAAHOCH, UPAKWUYHOC, A U0g MOJEepHUM MUCAUM HA
lexXHUYKY olipeM/beHocl (Komtjytiepu...); Buitie mu ce cauba otlyiiieH usiieg Helo
38aHu4aH; Butlie 801um pyctuuyHu uslaeg y bub.auoiekama; Hajouitinuje je ga cy aako
pasymseusu u ga umajy cee uHgopmayuje (bajepu, namdpieTu). Y iCTOM CErMEHTY
(nepuemnuuja) HalKMCaHoO je: Y sesukoj caau cioauye cy gowpajase, mehywum ogio-
sapajy ambujeHuly iie case; Y1asHu X0 oKpevuitiu u Uo1uyy Kog toptaupa Mao
MogepHuzoeatiu; MHoio 60./6u ambujeHil je o8ge Helo Ha Up. y HapogHoj 6ubauotieyu;
Mooice mano kpeatuusHuje; Huje 6utiHo ga cy tipusaayHu eeh ga umajy cee uHgop-
Mmayuje (mamdretu u dpuiajepu).

OarosopHoOCT (ouekuBama): Huje tiotupebHo ga ycayia 6yge ekcipecHo 6p3a.

Ilo3paHocT (nepueniiyja): Tpyge ce, ipeluke cy moiyhe (Ha nuTamwe Jla iu
6UOMOTEKA MHCUCTHPA Ha YCJy3U 6e3 rpelke?).

CurypHocT (ouekuBame): To je jako 6utiHo (Ha nuTamwa [loHalamwe y 616.110-
TeLU yJIMBa OBepethe KOPUCHUIIMMA; 3al0Cc/IeHH y 6UOIUOTEL M CY YBEK YUTHUBU
npeMa KOPUCHULMMA).

CurypHocT (nepuenuuja): KyaiuypHo, cuanoxceHo; /[JA (Ha nutame [loHa-
1ake y 6UbJIMOTEL U YJINBa IOBEPEHhe KOPUCHUILIMMA).

Emnartuja (nepuenuuja): HckpeHo, meHu 6u 6u.io cytiep kag 6u pagHo epeme
6u.10 Mano gyxce; 3a MeHe 6U Kao KOpUCHUKA 6U10 Haj60./be Kaga 6u Habasu/iu Heke
pebe ctupyuHe Kkrbule (Ha nuTame bubroTeka MMa CTaJHO ¥ POKYCY OHO IITO je
Haj6oJbe 32 KopucHuKe); Tpyge ce, ako u Wipeba ga pyHKYUoHUlle (Ha MUTakbe
bub/rMoTeKka nMa pa3yMeBama 3a cnellupuiHe noTpede KOPUCHUKA).

Ilopyke, npeAJji03M U OYEKHUBaKha KOjy Cy 3allMCMBAaHU Ha KPajy aHKeT-
Hor Jiuctuha:

Yipagutuu kauma-ypehaje; 06e36eguiiiu MeCtuo 3a 0Clias/barse KHuld KOPUCHUKA
wwiokom Hohu; [pogyacutiu pagHo epeme sukeHgom; PagHo epeme og 7 go 24 uaca;
Ouekyjem gay cayuajesuma kaga je lyxcea page o6e yuaoHuye, 6e3 063upa Ha 6poj
KOPUCHUKA KOju ce y WoM MOMEHUY Ha/ase y yutiaoHuyama; Ouekyjem ga ce, ako
Jje Hactiasa yxcea, a bubauollieka uma gee caJe 3a Yulliarse, olieopu U gpyia casa.

[ToceGHO je Apar KOMeHTap jeJHe Hallle KOPUCHUIIE:

JlusHu citie, u 6ub.auotieka je tipegueHa, Kao u 3auoceHu y woj! Camo umam
JjegHy M06y: uHCtiaaupajiue Makap HeKy KAuMY y YutiaoHuye, Uotitio Mu UMamo
jou tyyyyHo uctuitia y eatium tpoctuopujama ga uputipemamo :) Baitia kopucHuya
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3ak/by4yak

SERVQUAL ynUTHHUK KOjH je NIpUKa3aH y OBOM pa/ly, a Ha OCHOBY Kora je
BPIIEHO aHKeTUpahe KOPUCHHUKA YHUBEP3UTeTCKe 6ubinoTeke ,CBeTO3ap
MapkoBuh, Moxe /1a ce MpUMeHU Ha pa3/IMUUTE KaTeropyje KOpUCHUKA, Kao
Y Ha HCNIUTHBae Pa3IMYUTUX CEPBHUCA, IITO oMoryhaBa 6oJbe carjie/laBame
crneluGUIHOCTH U IpUopUTeTa y Kopulihewy bubanoreke. Kao o je npuka-
3aHO y pajy, MOT'y ce BPLIMTH U nopehemwa pesy/aTaTa pa3MIuTHX KaTeropuja
WCNUTAHUKA. Y HapeJHUM UCTPAKMBakbUMa GHJI0 6M KOPHUCHO JI0/1aTH U TUTAbe
0 BaXKHOCTH HaBeJleHUX JIMMeH3Hja U3 yIJla KOPUCHUKA. Y TOM CJyuajy, UCIUTa-
HUIIY Ce ONpe/ie/byjy y IPOolLleHTUMA 3a CBaKy AMMeH3Ujy. Pe3ysiTat ja3a y cBakoj
JUMEH3UjU U aTpUbyTUMa Ce OH/J]a MHOXHU €a MMPOLIEHTOM BaXKHOCTHU JiIMMeH3Hje
Jla 61 ce HA Taj HAYMH J0OUJIM JOJAATHU [IOKa3aTe/by 0 KBAJUTETY yCayTra.

[lomamu Koju ce 106Hjy aHAJIM30M pe3yJiTaTa aHKeTe NPeZiCTaB/bajy 06ap
NoKa3aTeJ/b MEHAIMEHTY OpraHu3alje KaKo Ja 3a/ip>K1 U YHApeJd KBaJUTET
paja. Pe3yaTaTu U3 cerMeHTa OUYeKMBakba MOTY [Jla Ce KOPUCTE Yy MJIaHUPaby
KBaJIUTETA, jep Ce Ha Taj HAYMH yo4yaBajy noTpebe KOPUCHUKA, [IOK Cce pe3y/TaTh
nepueniyje Mory HCKOPUCTUTH Y KOHTPOJIM KBaJuTeTa.”

AyTopu pajiakesie ja HarJace ia Cy pe3yJTaTH Koju ce 06ujy kopuiihemheM
SERVQUAL Mozie1a KOPUCHU U Y [Ja/bUM, IOHOBJ/bEHUM UCTPA’KUBabUMa 33/10B0J/b-
CTBa KOpUCHUKA bubsnoTeke, kako 6u ce mopehemeM J10611a CIMKa epUKACHOCTH
1 epeKTUBHOCTH IPOMeHa KOje Cy yHeTe y IPOLeC pa/ia OpraHu3alyje Ha OCHOBY
NpeTXoJHUX pe3y/iTaTa. To MeHaIMeHTy oMoryhaBa cTpaTellKo JIaHUpambe Koje
no/ipa3yMeBa LITO 60/by YIOTpeby pecypca U Kopulithewe MOryhHOCTH KojuMa
6u ce 3a/10BOJbHIM Oyayhu 3axTeBu.”
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Abstract:
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In this paper we present our research on satisfaction of undergraduate and graduate
students at the University Library “Svetozar Markovi¢”, regarding the quality of
library services using the SERVQUAL model. It is based on the Master’s thesis of one
of the authors. The SERVQUAL model is used in libraries worldwide (for example in
Finland, USA or Australia). By showing the results of the research, the authors point
out the significance of the survey and measurement of library users’ satisfaction
using the SERVQUAL model. These results are indicators of points where library
services could be improved, such as library holdings, professionalism and level of
education of library staff.

The satisfaction of library users, as a foundation for quality evaluation of libraries,
is usually measured by surveys. This paper presents the SERVQUAL model for mea-
suring users’ satisfaction with library services using the gaps model, i.e. measuring
the gap between users’ expectations and their perceptions of library services. We
suggest that these measurements should be repeated in order to get the results of the
efficacy and usefulness of library services. In that case the changes between two or
more measurements should be incorporated in the work process of the institution.

The organizations that provide different public services have become aware of the
importance of measuring and evaluating their users’ satisfaction. Seeing thatlibraries
have been focused on library users from their beginnings, it is of vital importance
for them to recognize users’ needs and evaluate the quality of library services. Per-
ceiving performance indicators of a library from the point of view of its users can
be used as a significant resource for further strategic planning and developing the
library as a “learning organization”.

Keywords: Measurement of satisfaction, Users, Libraries, Evaluation, SERVQUAL,
University Library “Svetozar Markovic”.



Introduction

The term evaluation means determining the value. Determining and presenting
the value of a library or some of its segments, services or work processes can be
achieved through collecting data from various sources. We have different statistics
conducted at libraries at our disposal (number of books, users, processed library
materials, circulation etc.)." One of the indicators of library quality is satisfaction
among users. Therefore, it is important to conduct reasearch and monitoring in
all facilities. McKnight” specifies why it is necessary to obtain

feedback from users and why their opinion matters in evaluating the quality
of library services:

- Libraries are facilities that should understand and respond to users’ needs;

- Regardless of the fact thatlibrary staff makes assumptions about what users
need, these assumptions do not have to be always accurate;

- Iflibrary management does not have distinguished parameters about how
to use its resources (staff and funds), the effort can be a waste of time that
does not give positive information on user’s experience;

- Acting upon the feedback from users can be a significant indicator of how
the library should have more understanding for users and be more focused
on them;

- Planning developed, formulated and based on the users’ feedback enables
monitoring and work control thatlead to continuous quality improvement.

The users’ satisfaction can be measured with a particular service (choosing
priorities) or with overall library operations. Users’ opinion is the basis for subjective
evaluation. “However subjective criteria are not enough. They have to be fulfilled
with objective measurements and indicators that can be quantified.” In that way
we get two types of data that can be compared and then analyzed. When both of
these measurements are performed, it is very important to choose priorities and
conduct the research continuously.

The users’ satisfaction is usually measured by surveys. One of the most pop-
ular surveys for measuring users’ or customers’ satisfaction applied in facilities is
the SERVQUAL questionnaire, which is a part of the model of the same name. Also,
there is a special model developed for libraries - LibQual method.

1 StelaFilipi-Matutinovi¢, “Evaluation of Library Performance and Estimation of the Efficiency of
Their Results: Literature Overview and Suggestions for the Possible Indicators for Libraries in
Serbia”. Infoteka 6, 1-2 (2005): 8 http://eprints.rclis.org/11793/1/1.pdf (accessed 29/6/2016).

2 Sue McKnight, Customers value research, in: Management, marketing and promotion of library
services based on statistics, analyses and evaluation, ed. Trine Kolderup Flaten, (Miinchen: K.G.
Saur, 2006) 206. http://www.degruyter.com/downloadpdf/books/9783598440229/9783598
440229.206/9783598440229.206.xml (accessed 16/8/2016).

3 Gordana Stoki¢ Simonci¢ and ZeljkoVu&kovié, Library Management, Belgrade: G. Stoki¢ Simon¢ié
: Z. Vuckovi¢, 2003, 88-89.
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SERVQUAL model

The SERVQUAL method for measuring service quality was developed in
the period from 1985 to 1994* based on the original GAP model that defines the
service quality as a gap between expected and perceived service by a user. The
following gaps are defined:’

- Gap 1 - difference between user’s expectations and provider’s perception
of those expectations;

- Gap 2 - difference between management’s perception and service quality
specification;

- Gap 3 - quality specifications are not aligned with the performances of
production and service offering;

- Gap 4 - difference between service delivery and promises made through
various activities;

- Gap 5 - difference between user’s expectations and perceptions.

The first four gaps are the cause for appearance of the Gap 5 which conse-
quently leads to a bad impression that facilities leave in public, negative publicity
and loss of users.”

The SERVQUAL model presents service quality as a relation (creating a
gap) between expectations and perceptions of given service delivery’ through
five dimensions:’

1. Tangible elements - the appearance of the physical facilities, equipment
and personnel;

2. Reliability - the ability to perform the promised service in an accurate manner;

3. Responsiveness - the willingness to help customers and to provide prompt

service;

4. Assurance - the knowledge and courtesy of employees and their ability to
convey trust;

5. Empathy (understanding) - the provision of individualized service, user
observation.

4 The leaders of this enterprise were A. Parasurman, Leonard L. Berry and Valarie Zeithaml.
Francis Buttle, SERVQUAL: review, critique, research agenda European Journal of Marketing,
vol.30 no. 1 (1996): 8, http://francisbuttle.com.au/wp-content/uploads/2014/10/SERVQUAL-
review-critique-research-agenda-EJM.pdf.

5 The classification is made according to: Milorad J. Kilibarda; Slobodan M. Zecevi¢, Quality
Management in Logistics, Belgrade: Faculty of Transport and Traffic Engineering, 2008, 71-75.

6 Ibid, 71-75.

7 Q=P-E (quality equals perceptions - expectations) - Quality is what exceeds our expectations.

8 A.Parasurman, Valarie A. Zeithaml and Leonard L. Berry, “SERVQUAL: a multiple-item scale for
measuring consumer perceptions of service quality”. Journal of Retailing; Spring vol. 64, no. 1 (1988):
19 and 23. http://areas.kenan-flagler.unc.edu/Marketing/FacultyStaff/zeithaml/Selected%20

Publications/SERVQUAL-%20A%20Multiple-Item%20Scale%20for%20Measuring%20
Consumer%?20Perceptions%200f%20Service%20Quality.pdf (accessed 29/8/2016).
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The SERVQUAL questionnaire consists of two totals with 22 items each, them
being the characteristics of the above-mentioned dimensions and their value is
variable. Both of the totals have these five dimensions. The first group of questions
is used to get an impression of users’ expectations, while the second group of 22
questions measures users’ perceptions.” The users’ expectations depend on the
previous experience, personal needs and oral communication.

The service quality is determined through these five dimensions. “If the
perceived value is approximately equal to the expected value, the user is satisfied
and the service quality is high. If the perceived value is higher than expected,
the user is very satisfied, but if the perceived value is lower than expected, the
user is dissatisfied.”’

The use of SERVQUAL questionnaire is being discussed in papers on the
researches conducted in academic libraries in developing countries”, the USA"™,
Mexico®, Australia™...

The LibQual model

One of the most used tools for measuring users’ expectations and service
quality in libraries is LibQual.” This project, based on the SERVQUAL model, was
initiated in 1999 by Fred Heath and Colleen Cook from the University of Texas
(Texas A&M University - TAMU). SERVQUAL contained certain questions that were
not, in their opinion, adjusted to measuring the service quality in libraries, and on
the other side some segments of library services were not included with this tool.
Soon, Bruce Thompson from the same University joined them in the development
of the LibQual protocol.”

9 Milorad J. Kilibarda and Slobodan M. Zecevi¢, op. cit., 77.
10 Ibid, 77.

11 Brendan E. Asogwa etal, Use of ServQUAL in the Evaluation of Service Quality of Academic Libraries
in Developing Countries, Library Philosophy and Practice (e-journal). Paper 1146 (2014), http://
digitalcommons.unl.edu/cgi/viewcontent.cgi?article=2947&context=libphilprac (accessed
29/8/2016).

12 Vicki Coleman etal, Toward a TQM Paradigm: Using SERVQUAL to Measure Library Service Quality,
College & Research Libraries, (1997) 237-249, DOI: 10.5860/crl.58.3.237, http://paperity.
org/p/37734959/toward-a-tqm-paradigm-using-servqual-to-measure-library-service-quality
(accessed 29/8/2016).

13 Claudia Castillo Cruz, Luis Antonio Delgadillo Gutiérrez and Graciela Lara Lopez, Adjusting
SERVQUAL Model in a High Education Library Service, Twenty Second Annual Conference, Reno,
Nevada, U.S.A. April 29 - May 2, 2011, http://www.pomlearning.org/reno/fullpapers/020-0882%20
Adjusting%20SERVQUAL%20Model.pdf (accessed 29/8/2016).

14 Bruce Thompson and Colleen Cook, Reliability and Validity of SERVQUAL Scores Used To Evaluate
Perceptions of Library Service Quality, Paper presented at the annual meeting of the Southwest
Educational Research Association, Dallas, January 27-29, 2000. http://files.eric.ed.gov/fulltext/
ED435671.pdf (accessed 29/8/2016).

15 David Green and Martha Kyrillidou. Procedures Manual. Washington, D.C. : Association of
Research Libraries Washington, 2012: 9.

16 LibQual. http://www.libqual.org/About/about_lq/birth_lq (accessed 16/8/2016).

221



The LibQual model is adjusted and modified SERVQUAL model specially
designed to measure satisfaction with library services quality and it includes 22
items.” For each of them the evaluation of satisfaction with the quality of services
is being done at three levels:

- The evaluation of the minimum level of service;
- The evaluation of the desired level of service;
- The evaluation of the level of received service.

Within each of these levels, the user evaluates the service on a scale from 1
(low level of service) to 9 (high level of service) by choosing one of the given options.
All 22 items are sorted in three dimensions:
- The information control (eight questions) - related to the quality, scope and
easy access to information in libraries;
- The effect of service (nine questions) - related to approachability and
competence of personnel at the library;

- Thelibrary space (five questions) and itis related to the quality of library space.

Apart from the above-mentioned evaluation of quality, it is possible to insert
a comment at the end of the questionnaire into a special section for that.”

The project has been mainly financed by the University in Texas (Texas
A&M University) and Association of Research Libraries - ARL, and partly by the
United States Department of Education’s Fund for Improvement of Post - Sec-
ondary Education - FIPSE)."”

The goals of LibQual are to foster a culture of excellence in providing library
services, to help libraries understand user’s perceptions of library service quality,
to collect and interpret library user feedback systematically, to compare libraries
with peer institutions based on feedback, to identify best practices in library ser-
vice and to enhance library staff members’ analytical skills for interpreting data.”

Measuring the satisfaction of users at the University library “Svetozar
Markovi¢ - application of the SERVQUAL model

The research” on users’ satisfaction, with the aim of showing the extent to
which the users were satisfied with the library services, was conducted at the
University library “Svetozar Markovi¢ in Belgrade. This research was done using
the SERVQUAL model in October 2012.

17 LibQual. https://www.libqual.org/about/about_survey/faq_survey (accessed 16/8/2016).
18 LibQual. https://www.libqual.org/about/about_survey/tools (accessed 16/8/2016).

19 Begovi¢, Mia, Library values from the users’ point of view: example of the City Library and Reading Room
Vinkovci - graduation thesis. Josip Juraj Strossmayer University of Osijek, Faculty of Humanities
and Social Sciences 2014: 70, https://bib.irb.hr/datoteka/732209.Begovic_0122207448.docx
(accessed 18/8/2016).

20 LibQual. Available at: https://www.libqual.org/about/about_lq/general_info (accessed 16/8/2016).

21 The research conducted in the Finnish academic libraries regarding users’ satisfaction with
library services was taken as an example of good practice for the research presented in this
paper (Ville Tuomi, Quality of Academic Library Services: a Customers Point of View). Here the
SERVQUAL model was used with adjusted questionnaire.
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Data collecting was realized through a paper survey filled out by undergrad-
uate and postgraduate students of natural and technical, and social sciences. The
data collecting was performed during October 2012 on a sample of 83 subjects who
were library members.” Four questionnaires were not filled out correctly.” The
sample was chosen by a method of random sampling. The surveyed library users
belonged to the categories of undergraduates and postgraduates whose activities
were mainly related to the most frequent areas of the library (registration counter,
catalog department, student reading rooms). The subjects were asked to say to
which category of users they belonged (Figure 1), which year of studies they were
in, if they were students of natural, technical or social sciences and about duration
of their membership (Figure 2). A Likert scale in the range of 1 to 7 was used for
the evaluation.

Member category

® Undergraduates Postgraduates

8%

Figure 1

Membership duration

Upto 2 years
22%

Figure 2

22 The results and analysis of the survey are a part of the Master’s thesis of the author Snjezana
Furundzi¢ titled Standards and models for evaluation in librarianship defended in 2013 at the
Faculty of Philology in Belgrade in the Department of Library and Information Science.

23 The survey used for the Master’s thesis research was processed again and additional and more
precise calculations on a sample of 79 subjects were done for this paper.
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The subjects were offered a survey manual. The survey participants* answered
the same questions twice (in two separate questionnaires with 22 items each), with
the instructions first to give the answers in accordance with their expectations and
then to answer questions bearing in mind their own perceptions of the particular
library that had been the subject of the survey. Processing of the received data®
gave the following results:

Table 1
All
dimen- 5,86 5,66 02
sions
Expectations | Perceptions Gap
I Tangibility (E) (P) 0
5,2 5,2
1 Libraries have modern looking 45 46 0,1
equipment
5 Ambient elements are visually 51 5.4 0,3

attractive

Various materials related to the

3 services (pamphlets, flyers, man- 6,2 59 03

uals, sign-out sheets) are visually
attractive and at hand

4, Library staff look neat 5,2 51 0,1

11 Reliability 6,1 59 0,2
When the library promises to do

5 something until a specified time, 6,1 59 0,2

it keeps its promises

When users have a problem, the

6 library shows a sincere effort to 6 5,8 0,2
solve it
Library offers adequate service
7 from the first encounter and 6,3 6,1 0,2
further

Library provides the service

when promised 6,4 6,1 0,3

Library insists on an immaculate

. 59 57 0,2
service

24 In further analysis the terms survey participants and students will be used for all categories
that participated in the research, unless ithas been particularly emphasized that we talk about
undergraduates or postgraduates.

25 Based on the Finnish academic libraries, the results of the perceptions were subtracted from
the results of the expectations Q=E-P (less is better in terms of quality), not the otherwise, as
itis in the original model. This was done for comparing the results of both researches.
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III Responsiveness 6,1 58 0,3

Library staff give users the cor-

10 rect information when the service 6,1 59 0,2
will be provided

11 Library stgff provide quick ser- 6.1 58 0,3
vices to users

12 Library staff are always ready to 6.4 6.1 0,3

help users
13 Library staff are never too busy 58 55 0,3
to meet users’ requirements

IV Assurance 6,2 6,0 0,2

14 Behavior of library staff conveys 6,1 6.1 0
trust to users

15 Users feel sa}fe when they use 6,3 6,2 01

library
16 Library staff are always polite to 6,3 57 0,6
users
17 Library staff have knowledge to 6,2 6,0 0,2

answer users’ questions
\" Empathy 5,7 54 0,3
Library staff pay attention to a

18 user as an individual >7 > 0.3

19 Workirllg hours of the’library are 6,2 5,6 0,6
suitable to users’ needs

20 Library has staff that give per- 5,2 5,4 202
sonal attention to users

21 Library is focused on what is best 5,8 54 0,4

for users
22 Library staff have understanding 5,7 55 0,2

for special needs of their users

Insight into the results of the survey provides the data that show that expec-
tations got the average score 5,8 in all dimensions by the participants. Perceptions
of the offered dimensions of the library quality got the score 5,6. The gap between
expectations and perceptions was 0,2 (Figure 3). In the following table (Figure 4)
the results for all dimensions in both sections are shown:

The survey participants’ expectations in all dimensions got the higher average
score than perceptions, except in the dimension of tangibility, where the results
of expectations and perceptions did not differ. It can be concluded that the users
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Results for all dimensions

70
6|
s |
‘.
3 |
5 |
L
0 |
! Tangibility Reliability  |Responsiveness| Assurance Empathy
mExpectations | 52 6,1 6.1 6.2 5.7
mPerceptions } 52 59 5.8 6 54
" Gap ‘ 0 0.2 03 0.2 03
Figure 2
Results for all dimensions
6 |
[
5
ol
3
3 |
1
0 |
! Tangibility Reliability  |Responsiveness| Assurance Empathy
mExpectations | 5.2 6.1 6.1 6.2 5.7
Perceptions | 52 5.9 5.8 6 5.4
" Gap i 0 0.2 0.3 0.2 0,3
Figure 2

were satisfied with the equipment quality, ambiance and other elements of this
segment or only that they were in the situation to compare this library to those
they had a chance to visit until then (let’s suppose those were smaller and less
equipped school or public libraries). One of the reasons for users’ satisfaction can
be attributed to the investments that were made in the Library for the last couple
of years™, related to the ambiance (opening of new reading rooms) and equipment
(acquisition of the larger number of computers for online browsing).

Various materials related to the library services: pamphlets, flyers, manuals,
sign-out sheets were evaluated as the highest quality within the dimension of
tangibility and got the score 5,9, but the gap was 0,3.

The dimension of reliability can be considered as very important when it
comes to the university libraries. The results of the perceptions and the accom-
plished gap show how efficient the library is in performing its activities. The
survey participants’ expectations related to reliability got a high score of 6,1. That

26 Theresearch was finished in January 2013.
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is an indicator of how users largely agree on which characteristics an excellent
library should have. When the users evaluated a specific library they perceived
quality somewhat lower (5,9). The accomplished gap was 0,2. If we analyze the
questions from this segment, we see that they mainly refer to the promptness of
the document delivery, quickness in solving problems, respecting deadlines and
excellence of the service. These could be good guidelines to the Library Manage-
ment in which direction to make improvement plans. The survey participants
gave the highest score (6,1) when they expressed their opinion about whether
the Library provided adequate services from the first encounter and further, and
if it provided services at a specific time.

In the dimension of responsiveness there was the gap of 0,3. The highest
expectations were 6,4, but the best perception (6,1) was connected with the item
Library staff are always ready to help users.

The survey participants showed great expectations relating to the assurance
given by the Library (6,2). The difference between expectations and perceptions
was 0,2. The average score (6,0) of the perceptions in this dimension indicated
that students agreed that the specific library offered assurance, that library staff
were polite and conveyed trust to users.

The users showed the lowest expectations (if we exempt the dimension of
tangibility) when they evaluated the items in the field of empathy (5,7). They
perceived that dimension with a lower score (5,4). The accomplished gap was
0,3. If we take a look at the questions from this group, we can see that they are
connected with the personal attention given to users and understanding of their
needs. In order to understand the reasons thatled to the results in this segment,
it would be good to conduct a separate survey among Library users with ques-
tions concerning their needs and expectations. One can already conclude that it
is necessary for librarians to encourage users to address them personally and
raise questions and dilemmas.

The students of natural and technical (39) and social sciences (40) filled
out the SERVQUAL questionnaire. The results for the students of natural and
technical sciences were processed and presented together. The following tables
(Tables 2, 3 and 4) and charts (Figures 5, 6, 7 and 8) show the results for each
dimension from the sections of expectations and perceptions (for each of the
mentioned categories) and the gap accomplished in both cases.
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Tabele 2

Dimension | Tangibility | Reliability | Responsiveness | Assurance | Empathy A}’gg?ge
. Studenlts 05
£ [ natural an
-2 technical sci- 51 6,0 6,1 6,2 5,6 5,8
g ences (39)
2 | Students of
2| social sci- 53 6,3 6,1 6,3 59 59
ences (40)
Dimension | Tangibility | Reliability | Responsiveness | Assurance | Empathy A‘S’ggi‘ge
" Studenlts og
= | natural an
S |technical sci{ 1 57 56 57 5,2 54
L
2| ences (39)
5 Students of
A | social sci- 54 6,1 6,1 6,3 5,7 59
ences (40)

If we analyze the dimension of tangibility, which includes scores on the
quality of ambiance, equipment and librarians’ looks, we see that the students
of the social sciences had higher expectations (5,3), but their perceptions of
that dimension were also higher (5,4). The students of the natural and technical
sciences evaluated the expectations and perceptions the same way, giving the
average score 5,1.

The students of the natural and technical sciences had lower expecta-
tions in the dimension of reliability, but also lower perceptions; therefore the
accomplished gap was higher. The students of the social sciences had more
approximate expectations and perceptions.

In the segment of empathy, the students evaluated librarians’ dedication,
personal attention given to them and understanding of employees for their
special needs. One can notice that the users had the lowest expectations in
this dimension.

The gap accomplished between expectations and perceptions of the students
of natural and technical sciences is 0,4 (Table 3, Figure 7). If we take a look at
the results for the section of expectations and the section of perceptions with
the students of the social sciences, we see that the gap does not exist, which
means that they are satisfied with the Library services (Table 4, Figure 8).

Tabele 3

Students of the natural

and technical sciences (39) 58 54 0,4
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Tabele 4

Expectations

Perceptions

Gap

Students of the social sci-
ences (40)

59

59

Expectations

Tangibility

Reliability

Responsiveness

Assurance

Empathy

B Students of the natural and technical
sciences

m Students of the social sciences

51

53

6

6,3

6,1

6,1

6,2

6,3

56

5,9

Figure 5

Perceptions

Tangibility

Reliability

Responsiveness

Assurance

Empathy

u Students of the natural and technical
sciences

51

5,7

56

57

52

W Students of the social sciences

54

6,1

6,1

63

57

Figure 6

We can conclude that the expectations of the students of the social and nat-
ural and technical sciences are approximately equal, but the perceptions of the
Library differ (Figures 7 and 8). The results show that the students of the social
sciences are more satisfied with the Library. There are several technical faculties
in the surrounding of the University library “Svetozar Markovi¢” whose students
use the Library in large numbers. It is possible to conduct the survey at the facul-
ties in order to get an insight into students’ expectations concerning the service
quality of the Library.

The research shows that the users’ satisfaction can be measured and that
the chosen tool is very operational. The SERVQUAL model offers the possibility
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1
0 I

Expectations Gap Perceptions
M Students of the natural
and technical sciences 5,8 04 S
Figure 7
7
6
S
a4
3
2
i
[¢]
Expectations Gap Perceptions
W Students of the social 2 0 N
sciences 5 =
Figure 8

to compare the results of all dimensions and items (in fact they are attributes
of the mentioned dimensions and their values are changeable), as well as to do
additional calculations and comparisons according to the categories of the survey
participants (membership duration, year of studies, user’s profile).

While solving the offered survey the students had a need to leave a com-
ment on the margins of the questionnaire or in the columns for some questions.

In the segment of tangibility (expectations) the students left the following
notes: Functionality, practicality, and when [ say modern I mean technically equipped
(computers...); I prefer relaxed to formal appearance; I prefer rustic appearance in
libraries; The most important thing is that they are understandable and that they
offer all the information (flyers, pamphlets). In the same segment (perceptions),
it is written: The chairs in the big hall are decrepit, but they suit the ambiance of
the hall; The entrance lobby should be whitewashed and the shelf near the door-
keeper should be modernized a bit; The ambiance here is much better than in the
National Library, for example; It could be a bit more creative; They do not have to
be attractive but to offer all the information (pamphlets, flyers).
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Responsiveness (expectations): It is not necessary to have an express service.

Reliability (perceptions): They do their best, mistakes are possible (to the
question Does the Library insist on an immaculate service?).

Assurance (expectations): That is very important (to the statements Behavior
in the library conveys trust to users; Library staff are always polite to users).

Assurance (perceptions): Civilized, composed; YES (to the statement Behavior
in the library conveys trust to users).

Empathy (perceptions): Honestly, it would be cool if the working hours were a
bit longer; For me, as a user, it would be best if they acquired some rare professional
books (to the statement The Library always has in focus what is best for its users);
They do their best, that is how it should be (to the statement The library has under-
standing for special needs of its users).

Notes, suggestions and expectations that were written at the end of the
questionnaire:

Install air-conditioners; Provide a place for leaving users’ books during the night;
Extend working hours through weekends; Working hours should be 7 am - 12 pm; |
expect both reading rooms to be opened when it is busy, regardless of the number of
users that happen to be in the reading rooms; I expect that, if it is busy, and the library
has two halls for reading, the other one to be opened.

One of our user’s comments is especially nice:

You are wonderful, and the library is wonderful as well as the employees! I only
have one request: please install at least a few air-conditioners in you reading rooms,
because we have so many more exams to prepare in your rooms :) Your user

Conclusion

The SERVQUAL questionnaire, presented in this paper, which served as
the basis for the survey conducted among the users of the University Library
“Svetozar Markovi¢” can be applied to different categories of users as well as to
the research of different services. That enables better analysis of the specificities
and priorities in library use. As it was shown in this paper, the results of differ-
ent categories of users can be compared. In the following researches it would
be useful to add the question on importance of the mentioned categories from
the users’ point of view. In that case, the survey participants would opt for each
dimension in percentages. Then the gap result in each dimension and attributes
would be multiplied by the percentage of the dimension importance in order to
get additional indicators on the service quality.

The data obtained from the result analysis of the survey are good indica-
tors to the management of the institution on how to maintain and improve work
quality. The results from the segment of expectations can be used in quality
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planning, because in that way users’ needs are recognized, while the results of
perceptions could be used in quality control.”

The authors of the paper would like to point out that the results obtained by
using the SERVQUAL model are useful in further, repeated researches of the Library
users’ satisfaction. They can be compared in order to get the whole picture of the
efficiency of the changes applied in the work process of the organization based
on the previous results. All of these enable management to do strategic planning,
which implies better use of resources and possibilities for meeting future demands.”
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