Xlll KoHdpepeHuwmja
Brubnuotekapckor gpywrea Cpbuje

13th Serbian Library Association Conference

6AC
BUBMMOTEKAPCKO
LPYIITBO CPBIJE

350PHMK
BOOK OF A

HapopHa 6ubnuorteka Cpbuje
Beorpag, 13-14. peuembap 2016. (AmdpuTeatap)




X!l Kondepernunja Bubnuotekapckor gpywrsa Cpbuje
13th Serbian Library Association Conference

CPRUIE

|

| KOPUCHULA BUBTMOTEYKUX YCTIYTA
cTopujcka nepcrneKkTuBa U CaBpemMeHe TeHaeHuje
:

USERS OF LIBRARY SERVICES
Historical Perspective and Contemporary Tendencies

3bOPHUK CAXKETAKA

BOOK OF ABSTRACTS

HapopgHa 6ubnnoteka Cpbuje
beorpag, 13-14. peuembap 2016. (Amduteatap)

National Library of Serbia, Belgrade
December 13th and 14th 2016 (Amphitheater)



CALIPKAJ

Anekcangposa Kpacumupa MPOMOLIMIA APXUBCKWX 36UPK HAPOOHE BUBJTUOTEKE
'CB KNPUN N METOOWMJE" aHanu3a CTaBoBa KOPUCHUKA 6

Anexcangposuh BecHa, ﬂeTaKbamh Hukona CHEXAHA U3A 7 CUHTETUYKWUX TOPA.......8

Auuh Anekcargpa, Uyxosuh Corwba PA3BOJHU NYT VIHOOPMALIMIOHOT CUCTEMA,
QUTUTANTHE BUBNTMOTEKE A UHTEPHET MPE3EHTALUMJA HAPOOHE BUBJTMOTEKE
,CTEBAH CPEMALL" H/LL; 3AZIOBOJbEHE MOTPEBA KOPUCHUKA BUBTMOTEYKINX
YCNYTA; YITOTA U 3HAYAJ BUBNTUOTEKE ¥ CUCTEMY CABPEMEHUX TEXHONOMMJA.......10

babuh Bykaguios Munanka KOPUCHULUW BUBJTMOTEYKUX YCIIYTA - UcTtopujcka
nepcnexTUBa U caspemeHe TeHgeHUuje - Ha npumepy QoHpa Krbura o beorpagy

3aBuyajHor operberba Bubnuoreke rpapa beorpaga 11

bpama CaHrpanr TOWARDS TRANSFORMING LIBRARY SERVICES IN FULFILLING DIVERSE
USER EXPECTATION: A CASE STUDY OF CENTRAL LIBRARY, CENTRAL INSTITUTE OF
TECHNOLOGY KOKRAJHAR (CITK), ASSAM, INDIA. ; 13

Bpkuh JacHa AEYJE OOE/bEHE BUBNIMOTEKE MPAJA BEOTPAJA: op poheta o HoBUX

noKosnema 15
BojHuh Xajayk MBoHa, TeHogu MapujaHa F'PALCKA BUBJTMOTEKA CYBOTULIA KPO3
WTAMMY O 1885. TOAUMHE A0 OARAC : 17
[anywka Cnahasa WKONCKU BUBTUOTEKAP U ENTIEKTPOHCKO YHEHDE......coveeernssensanenies 19
[eoprues Enuzabeta KOPVICHI/ILM"Y MYNTUKYNTYPANHUM BUBJTMOTEKAMA:
UCTOPWjCKa NEPCNEKTUBA U CaBpemMeHe TeHeHUuje 20

Nlo6pesa Pocnua BUBJTMOTEKA- LIEHTAP HEQOPMAJIHOI OBPA30BAHA U
LENOXXUBOTHOI YYEHA: MOCTU3AHE OLPXKUBOCTU KPO3 NMPOYYABAHE CTABOBA

KOPUCHUKA 22

Toxuh 3opuya NCEYGOHAYYHU YACOMUCU ,MPEOATOPU”: Kako ux npenosHaTt v

usbehn 24
Topheruh Buoneta, Mexkosuh Mapkoeuh Bnagucnasa KY/ITYPHA AHUMALIMIA Y3
NOMOR,3BE3[A" ; 26




CALPXAJ

Jeumenuuta Onra MPOJEKAT ,KHUTE HA KYRHOM MPAMY“........ 27

JosuH Jenena MPEAJSION 3A MOCTEP MPE3EHTALWIY Bubnuotekap - capagHuk unu
,CYNapHUK” - UCKYCTBO Ca eflyKaTUBHe paguoHuye ’ 29

Knajn Weanka BULLE O[] YETBPT BEKA MEBYBUBJIMOTEYKE NMO3AIJMULIE U3
WHOCTPAHCTBA Y PEQEPAJIHOM LIEHTPY BUBIMOTEKE MATHLIE CPMCKE...........5...31

Koctuh Munena, Linguh Wejna, Henuh Cejetnara, MunHosuh Eacnnuje,
Codponujesuh Agam YHAMPEHEHEM MNOCTIOBAHA A0 BOJbUX YCITYTA 3A
KOPUCHWKE: MPUMEPW JOBPE MPAKCE YHUBEP3WUTETCKE BUBIMOTEKE ,CBETO3AP
MAPKOBWR", 32

Kpueauepuh Monosuh Hataiua, Mnaunh CHexxaHa, Bugojesuh FpaHucnasa
KOPUCHWUUW TPALCKE BUBJTMOTEKE Y YAYKY (1990-
2015) ; 33

Manuh fparasa UCTOPWICKU PA3BOJ BUBNTMOTEHKO-MHOOPMALIMOHUX YCIIYTA
3A AELY Y HAYMH HbNXOBOI 3A40BOJ/bABAHA Y BYAYRHOCTH 35

Manuh Jlapuca, baHosuh JeneHa AHATIM3A HABUKA U MOTPEBA KOPUCHUKA
WHCTUTYTCKUX BUBTTMOTEKA 36

Mapunuuh BojaHa, Jasugoscku bubaHa, Pocuh Munuua AYTCMATU3ALIMIA

Matujesuh Munuga MNALN KAO KOPUCHULIA BUBITMOTEKA 40

Mauypa Jburbada NOTICE TO AIRMAN WA KOPUCHWLI BUBJTMOTEKA
BA3[YXOMN/IOBHUX YCTAHOBA ‘ 42

Hehuh MapuHa, babuh BykaguHos Munarka YICTOPUJCKI PA3BOJ NMPOTPAMCKE
BENATHOCTU BUB/IMOTEKE , HOPHE JOBAHOBUR” O 1944 A0 1989. TCAMHE.......43

Hewwuh C. Mupjana MYNTUMEQVIATTM3ALIMIA 46

Npaxuh bpanka YHANPERUBAHE BUBIMOTEYKUX YCNIYTA Y HAPOHOJ
BUBSTMOTELN , UNTUIA M. NETPOBUR" MOMAPEBAL 48

4




CALPXKAJ

Paposancsuh MNejosuh Mupjata, Oyxosun Ana LLUKONCKA BUBINOTEKA 3A
CBAKOTA - PAL1 CA KOPUCHUUWMMA Y OCHOBHO! LLKOMH 50

Pagosuh Munoje BUBTTNOTEKE W HbIXOBA MYBNMKA 51

Papynosuh Mapuja. TogyHoeuh Borpan OTBOPEHA BMBJINOTEKA YAYKA: 5o HOBUX
YuTanala npeBasnnakemem NHCTNTYLUNOHaNHUX rpaHnua 53

Cusanepo Egrapgoe LIBRARY SEVICES AS RESPONSE TO SOCIAL CRISIS: Experiences in
Latin America 55

Cnupugctora Bnara MCTOPUICKWN PA3BOJ BUBSTNMOTEHYKO-MHOOPMALIIOHKX
YCIYTA A bUXOBW PUCHULIN 56

Crpunrep Jad THE BOOK STOPS HERE: How mobile libraries can open up the service to
those in remote areas. A review using hands on experience and worldwide travel.....57

Tacuh Pagmuna KOPUCHWNYKO MPETPAMKUBASE Y MPOTPAMY BUCKC BUBNTMOTEKE
IPAJA BEOTPALA 58

Tenopn Mapujana CEOCKA BUBJIMOTEKA HEKALL U CALL 60

Oununoeuh Netpoeuh Becia YYEHUK KAO KOPUCHUK LUKOJICKE BUBITMOTEKE,
JYYE W BAHAC - PA3INYUTO UK UCTO 62

Qypyryunh Croexada, Munntkosuh Munena, Kpcmatioeuh Hukona MPUMEHA
SERVQUAL MOZEJIA Y MEPEHY 3AJJOBOSbCTBA KOPUCHUKA YHUBEP3UTETCKE
BUBINOTEKE “CBETO3AP MAPKOBUR". 64

Wmyana MaprHa, Haunh Mapuna, Pagosadosuh Cnabana, KnajH UeaHka, :
Metpoeuh-Hophesuh Ceemnana KOPUCHWUW M YCIIYTE PEQEPANTHOTN LIEHTPA.......66



Snjeiana Furundzic¢
Univerzitetska biblioteka,Svetozar Markovi¢", Beograd
furundzic@unilib.bg.ac.rs

Milena Milinkovi¢,
Institut za arhitekturu i urbanizam Srbije, Beograd
milenam@iaus.ac.rs

Nikola Krsmanovi¢
Univerzitetska biblioteka ,Svetozar Markovi¢’, Beograd
krsmanovic@unilib.bg.ac.rs

-

Primena SERVQUAL modela u merenju zadovoljstva korisnika
Univerzitetske biblioteke ,Svetozar Markovi¢”
Strucni rad

Sazetak

U ovom radu je prikazano istrazivanje o merenju zadovoljstva studenata i postdiplomaca
Univerzitetske biblioteke ,Svetozar Markovic¢”, na osnovu SERVQUAL upitnika, sa ciljem da se
pokazZe kakav je kvalitet biblioteckih servisa iz ugla korisnika Biblioteke. Istrazivanje je deo
master rada jednog od autora. SERVQUAL model je nasao svoju primenu u vecem broju
istrazivanja u bibliotekama u svetu (kao na primer Finska, SAD, Australija i dr.). Prikazivanjem
rezultata istraZivanja autori ukazuju na znacaj ispitivanja i merenja zadovoljstva korisnika
biblioteke, koriste¢i SERVQUAL model, kao pokazatelja mogucih tacaka unapredenja rada
biblioteke, kao sto su bibliotecki fond, profesionalizam, kao i podizanje nivoa obrazovanja
bibliotekara. :

Zadovoljstvo korisnika biblioteke, kao osnov za kvalitativnu evaluaciju biblioteka, se obi¢no
meri putem anketa. U ovom radu je predstavijen SERVQUAL model za merenje zadovoljstva
klijenata, koji prikazuje kvalitet usluge odnosom (stvaranjem gepa/jaza) izmedu o

ekivanja i percepcije. Ponavljanjem istrazivanja u odredenim vremenskim intervalima
dobija se slika efikasnosti i efektivnosti promena koje su, izmedu dva istrazivanja, ugradene
u proces rada organizacije.

Organizacije koje se bave usluznim delatnostima sve vise shvataju znacaj merenja i vredno-
vanja zadovoljstva svojih korisnika. Kako su biblioteke od svog nastanka pre svega usme-
rene ka korisniku, veoma je vazno da sagledaju njihove potrebe i procene zadovoljstvo
pruzenim uslugama. Sagledati kakve su performansi jedne biblioteke iz ugla njenih
korisnika, predstavlja znatajan resurs u daljem strateskom planiranju i stvaranju biblioteke
kao ,organizacije koja uci”.
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Use of SERVQUAL model in the measurement of the satisfaction of the users of the Univer-
sity Library “Svetozar Markovi¢”

Abstract

In this paper we present our research on the satisfaction of the undergraduate and gradu-
ate students of the University Library “Svetozar Markovi¢’, regarding the quality of the
libarary services. It is based on one of the presenter’s master’s thesis that use SERVQUAL
model. SERVQUAL model is used in the libraries worldwide such as those in Finland, USA or
Australia. The authors will point out the significance of the SERVQUAL model and its use
over a different period of time because of its ability to measure the satisfaction of the users
of the library. The user’s contentment can indicate effectively how to improve the organiza-
tional structure of the library e.g. the quality of library collection, professionalism, and level
of education of the library staff. The contentment of the users of library services, as the
foundation of the evaluation of the library’s quality, is usually measured by opinion poll.
When we give the SERVQUAL questionnaire to the users their answers create the gap
between their expectation and perception about the library service. We suggest to repeat
the measurement in order to get the results of the efficacy and usefulness of the library
service. In that case the changes between two or more measurements should be inbuilt in
the very structure of the library organization.

The organizations that provide different public services have become more aware of the
consequence of the evaluation of the satisfaction of their clients. It is of vital importance for
a library to recognize and understand the needs of its users and henceforth fulfill their
expectations regarding library services, just because the library, as an institution, has its very
existence in serving its users. Finally, the library may look like “learning organization.”

Key words: measurement of user’s satisfaction, library evaluation, SERVQUAL, University
Libarary "Svetozar Markovic”
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