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Dear Diary!

Today 1 visited the library for the first time in my life. I liked the Librarian
although I was afraid to speak to her. She was very strict, like a teacher,
and she wore glasses. She asked me how well can I read, and gave me

the Rules of Using the Library. I asked for a book about dolphins but

the Librarian replied that I get the book only once she has verified

that I had learned all the Rules by heart...

by Olga Paviova, age 7, 01.09.1972

Hi, Diary!

Yesterday was my first workday at the Library. I am a Reference Librarian
and I am so excited! Readers ask so many questions!

My boss said that the reference librarian is like Ariadne

who helps people in the information labyrinth. That is how [ feel!

by Olga Einasto, 01.09.1986

Hello, Diary!

September has begun again, and our library is full of freshmen.

1 admire them! They are so self-confident and free, so familiar with
computers and technology as if they have a digital sixth sense.

What a surprise it is_for them to discover that seeking for information
at the library is much more difficult than in Google! But I would like to
understand whether it is their problem or rather that of the library?..

by Olga Einasto, 01.09.2012



1. INTRODUCTION

Technological developments and digital evolution have changed library services
and environments — thus today’s academic libraries are rapidly expanding into the
virtual space, providing new e-services and self-service options. Therefore, it is
quite important to understand how the users perceive online services and what is
important to users when they use academic library online. Many practitioners and
researchers think about the new quality criteria for new library services, as
Brophy (2001: 7) suggested, “We need to find new and relevant performance
indicators for libraries operating in the networked world”. Library specialists and
decision makers must therefore determine how to meet the new and evolving
expectations of the academia for library services and documents. In order to be
effective, we need a better understanding of the factors that shape the library e-
service quality. Thus, service quality (SQ) studies constitute an important field of
research in the contemporary library and information sciences (see, e.g. Heath and
Cook 2001; Hernon 2002; Vinagre et al. 2011; Wu et al 2013).

The object of this doctoral study is an academic library. Academic library
(synonym: university library) is here conceived as a library serving an insti-
tution of higher education, such as a university or college. The libraries of this
type support the three main activities of their parent institution: learning,
teaching and scientific research, meaning that the academic library has for
centuries been vitally important for every academia. However, its role is
without doubt changing on the background of the 21st century technological,
social and cultural transformations. The main transformation of the academic
library, called in this dissertation the “communicative turn”, has a revolutionary
nature and as such, poses a serious challenge to libraries, since it is related to
deep changes in the relations between the academic library and its users.

Hansson (2011) observes that today, democratic processes are getting more
and more influential at the higher education institutions, so academic libraries
take them on by finding new ways to approach their users. Online access to
digital resources and the rising of self-service provision are changing not only
the channels of library service delivery but also the level of user participation
and the role of academic library user in the service delivery and outcome. One
of the distinguishing characteristics of today’s academic library e-services is the
users’ active participation in service design and process, where they receive the
needed information, but also make essential cognitive and emotional contribu-
tions to the service delivery. Furthermore, an actively participative user can
significantly influence the service quality. The growing share of self-services,
where users can produce e-service with minimal support from the library, raises
a number of issues for academic librarians: whether the user participation has an
effect on the e-service delivery and outcome; how the user participation
interacts with the quality of e-service; how users can most efficiently help to
design and deliver library services.
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However, library professionals and researchers actively discuss changes in
academic libraries, mostly focusing on digital technology, new e-services and
the changing role of the library, while they almost do not talk about the
changing role of the user. It is also remarkable that library specialists are
worried about how to strengthen and reinforce the position of academic
librarians, but almost neglect to reassess the library’s relations with its users and
to discover the benefits of user participation. Bruun (2011) indicates that until
recently, user participation has not really been a part of the librarians’ profes-
sional sphere and an aspect of the library service quality paradigm. Historically,
in the academic library, quality has been associated with the size of library
collections or, in other words, what the library had was much more important
than what the library did and how they did it. Today, the library service quality
is recognised as a multifaceted concept (Hernon and Nitecki 2001). The
increasing share of user participation permits to voice a theoretical assumption
that in the new paradigm, user participation can become a dimension of service
quality. Understanding service quality issues within the changing library and
specifying user relations and new roles of users will become an essential
problem which should be of interest for both scholars and practitioners.

The aim of this doctoral dissertation is to introduce the conceptual
model of the academic library e-service quality and to define the effect of
user participation on the library e-service delivery and outcome.

The idea of this doctoral study was suggested by the life of the academic
library itself. Since I am an academic librarian and the Head of User Services of
the University of Tartu Library with 30 years of library work experience, for
me, all library changes and challenges during last decades are not a theory but
an everyday practice. Being a practitioner, I feel the need for philosophical
interpretation of these (r)evolutionary processes taking place at the academic
library, for understanding how the library users have changed and how we
develop our services for them. The key challenges facing contemporary acade-
mic libraries are how well librarians can make sense of the significant changes
in their users’ information behaviour and their interaction with the library (Mills
and Lodge 2006; Bates 2010; Connaway 2015). This is necessary for designing
new services, ensuring effective communication with the users and making the
academic library an irreplaceable partner for its parent institution.

The specific object of my research is the University of Tartu Library: a more
extensive description of the University of Tartu Library (UT Library, UTL) is
provided in Chapter 4.2. I use the University of Tartu Library as an example not
because it is typical, but because first, this is the academic library that I know
best; and second, because this largest and oldest academic library in Estonia is
really interested in the quality issues I want to focus on.

My epistemological position as a researcher-practitioner has potential
advantages, for example, a thorough understanding of research context. The
quality of library (e)-services and the user-library communication have been my
main academic interests for already more than 15 years. My Master’s thesis
“Service Quality Monitoring in the Academic Library User's Tolerance Zone as
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a Start Point for Service Development” (Einasto 2005) was also related to the
academic library service quality issues. The present study, focussing on the
quality of e-services, is a logical continuation to my earlier work. According to
Watson and Clemet (2008), an individual who functions as both a researcher
and practitioner essentially brings a certain degree of creditability to their
practice based on their research endeavours. Such credibility comes from the
benefits derived from basing practice upon empirical information derived from
research. Furthermore, according to Lewin (1970), researcher-practitioners are
able to utilise their experience and knowledge of practical problems in formu-
lating studies which could ultimately yield results applicable to the discipline in
which they practice.

I would like to note that e-service quality is, similarly to user participation,
quite a new topic in the library and information sciences. This question of both
the theoretical and practical value has more seriously been addressed only in the
last decade. At the same time, the analysis of relevant literature shows that the
quality of library e-services is mostly studied from the information/techno-
logical and business/service angle (see e.g. Westwood and Ager 1999; Kyrilli-
dou and Giersch 2004; Singh 2005; Kiran and Diljit 2012; Vinagre et al. 2011;
Griffey, 2010), adopting the instruments for service quality assessment from the
commercial sector. Up to now, there are still no theoretical analyses of library
e-services, their quality and the users’ role in them from the perspective of
social sciences and theories of communication.

This dissertation also considers the fact that the transformation of the
academic library and the emergence of new e-services are related not only to the
development of information technology and marketing discourse, but to really
deep changes in culture, philosophy and world view. It is similar to the way as
the new terms like "digital turn” (Pruulmann-Vengerfeldt et al. 2013), “digital
divide" (Steyaert 2000), “digimodernism” (Kirby 2009), “e-service” or "virtual
environments" imply not only to technological advances, but especially to their
integration into social and cultural life. The research problem set in the present
work embodies numerous social, technological, service-related, cultural and
information issues, including changes in the institution of library in the digital
era, transformation of library communication and services, professional exper-
tise and ethics, new partnerships of librarians and users, deeper understanding
of academic library e-service with respect to both technological (Chuman —
computer’), and human ("human — via computer — to human’) interactions.

As Hernon and Calvert pointed out, “Over time, researchers looking at
libraries from different perspectives will be able to refine those features and
dimensions and to provide a foundation for understanding better user per-
ceptions of service quality in libraries” (Hernon and Calvert 2005: 378). Thus, I
am no exception — my approach to the academic library and to research
problems (e-service quality and changing user role) is interdisciplinary. In this
study I examine the quality of academic library services and the users’ role in it
from the business/service and sociocultural perspective, from the viewpoint of
library and information sciences (LIS) and theories of communication. In
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addition, I make use of information society theory and the concept of
postmodernism, which can be called “the cultural landscape of the information
society” (Martin 2009: 2). These two approaches help to understand the
transformations of the academic library communication with its users and
provide a theoretical background for the comprehension of library services,
their quality and the users’ role.

In my doctoral thesis, I examine the library e-service and information system
as instruments for communicative action, relying on the position that
communication is intentional, expressed in the social action theory by Weber
(Weber 1978). This work is based on the understanding that e-services have a
technological nature, but their purposes are social and informational. According
to Steinerova (2001), information seeking and use are socially-situated human
activities. Thus, this study considers the human nature of information seeking
interaction, and I approach my research problem by centring on the service- and
communication-related aspects of library work, aspiring to a wider under-
standing of academic library e-services, their quality and users’ role not only
from the information technology and business/service perspective. The online
use of academic library is viewed as a social process consisting of the
technology-mediated service communication.

This doctoral study differs from previous studies in that it attempts to
explain the adoption of e-services with the theories of social sciences and
communication. To contribute into the knowledge about academic library
e-service quality and to improve our understanding of user participation in the
library e-service delivery, this doctoral research: 1) focusses on the neglected
aspects of e-service quality (the changing library-user communication, role of
the user); and 2) uses some additional approaches which are not often applied in
the service quality research (postmodernity concept, communication theories).

In the current thesis I define the academic library user (synonyms: reader,
patron, customer) as a person who has some need (information, communication
etc.) and interacts with library to meet this need. The library e-service (syno-
nyms: web-service, online service) is defined in this study as a content-centred
and internet-based intentional communicative act between the user and the
library, with the goal to provide the user with the needed information resource
or access to it.

The present PhD dissertation consists of the introductory article and four
interconnected articles (all authored by me): ‘Using service quality monitoring
to support library management decisions: A case study from Estonia’ (Study I);
‘Investigating e-service quality criteria for university library: a focus group
study’ (Study II); 'Time is out of joint': a postmodern approach to library’
(Study III); 'Transforming library communication. From Gutenberg to Zucker-
berg’ (Study 1V).

All these Studies with the introductory article provide answers to the main
questions of the thesis: which factors affect the quality of (e)-service in the
academic library (Studies I-II) and what is the effect of user participation
(Studies III-1V, introductory article). Studies I-II are empirically oriented
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articles which help to understand the nature of e-service and its quality criteria
in the academic library from the user’s point of view. Study I gives an
overview of quality initiatives at academic libraries in Estonia and in abroad,
analyses some mainstream models of service quality and their suitability for
applying in the context of academic library. Study II describes theoretical
approaches to e-service and introduces the results of the empiric study on
important e-service criteria. The nature of Studies III-IV is theoretical,
providing a philosophical analysis of the transformation of the academic library
as a social institution and the development of communication between the
library and its users through centuries. Study III discusses the transformation of
the library primarily through the manifestations of postmodernism in library
work, treating postmodernism/digimodernism (Kirby 2009) as a cultural back-
ground of information society. Study IV is focussed on the communication
between the library and its users as power relations and analyses changes in the
user’s role. The introductory article sums up the conceptual framework,
theoretical discussion and the results of the empirical study, leading to the
conceptualisation of the academic library e-service quality and the user’s role in
it, and presents and discusses the conceptual model.
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2. THE AIM OF THE THESIS AND RESEARCH QUESTIONS

The aim of this doctoral thesis is to introduce the conceptual model of the
academic library e-service quality and to define the effect of user partici-
pation on the library e-service delivery and outcome. Drawing on theoretical
frameworks and adapting them to the academic library context, and investi-
gating the users' opinions, this doctoral study proposes a conceptual model of e-
service quality for academic library. The published articles (Studies I-1V) and
the introductory article answer the following research questions from theoretical
and empirical perspectives:

e Which changes have taken place in the academic library communication
with users and in the role of the user due to the influence of information
society? (Study III, IV)

e What could academic library achieve thanks to user participation? (Study II,
I1L, IV, Chapter 6.1, 7.5 of the introductory article)

e How does user participation interact with the quality of e-service? (Study II,
IIL, IV, Chapter 6.1 of the introductory article)

e How well can the mainstream models of service quality be fitted into the
context of the academic library? (Study I, II)

e Which criteria of e-services do the users deem to be important? (Study L, 11,
Chapter 6.2 of the introductory article)

e Which factors affect the quality of e-service in the academic library? (Study
L, I1, Chapter 6.3 of the introductory article)
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3. CONCEPTUAL FRAMEWORK.
ACADEMIC LIBRARY AND SOCIAL TRANSFORMATIONS

This doctoral thesis posits that the research object — academic library — is a
social institution, embodying both information and communication. This institu-
tion has always sensitively reacted to changes and challenges in society and its
services have transformed together with society. Studying the academic library
processes (services, their quality, the role and participation of the user) we
cannot leave aside the fact how the library and its communication with its users
has changed in time.

3.1. Academic library as social institution and
its functions

The object of this thesis is the academic library; I treat it as a social institution,
centred on services and communication. In my opinion, what is often referred to
as the social role, mission or purpose of the library actually means the functions
of the library as a social institution, interwoven into political, ideological, and
value structures, and the library’s ability to react to the needs of the society.

Institutions are necessary for every society to meet the common social needs
and to make everyday life easier. A social institution is “a major sphere of
social life, or societal subsystem, organized to meet human needs” (Macionis
2006: 480). Library activity can then be called a form of social order. Library is
created to work as a medium for making information easily accessible to society
members. North (1994) has stressed the importance of institutions, bringing
forth their endogenic character: the form, functioning and duration of institu-
tions depend on social conditions. According to North (/bid.), the importance of
institutions is that the analysis of institutional changes helps us to understand
the changes and development of both the specific institution and society as a
whole.

In other words, library institution represents society. According to Barman
(2015), library does not exist for its own sake — its objectives, role, functions,
services and types depend on the needs of people served by it. As pointed out
Marchionini and Maurer (1995: 68), the library may be defined as:

“an organized set of resources, which includes human services as well as the
entire spectrum of media (e.g., text, video, hypermedia). Libraries have
physical components, such as space, equipment, and storage media; intellec-
tual components such as collection policies that determine what materials will
be included and organizational schemes that determine how the collection is
accessed,; and people, who manage the physical and intellectual components
and interact with users to solve information problems”.
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When studying the processes at work at academic libraries, 1 differentiate
academic libraries from other types of library institutions, such as national,
public or school libraries. Functions of the academic library enfold the acquisi-
tion, classification, maintaining and preservation of knowledge, and providing
free legal access to their collections and services. Academic libraries were
created in order to ensure the existence of universities by supporting their
research and teaching activities. Academic libraries offer their physical and
virtual environment for learning, teaching, reflection, researching, student
meetings and socialising. Thus various functions of academic libraries can be
defined as informational, educational, cultural, and communication. The speci-
ficity of academic library can also be seen in the fact that it is an institution
within an institution, because academy is the social institution of research and
higher education, and, according to Jain (2013), whatever is important to the
university must be important to the library.

In order to understand functions of the academic library, we cannot neglect
questions about the nature of data, information and knowledge. Maponja (2004:
3) defines data as “raw facts that have no context or meaning of their own”. For
data to become information, they should be “organised, patterned, grouped,
and/or categorised, thus increasing the depth of meaning to the receiver”
(Boone 2001: 3). Webster (2006: 26) has noted that the semantic definition of
information conveys that “information is meaningful, it has a subject”. Thomp-
son (1995) conceives data and information in a similar way and also treats
information, enriched by context, where information always reflects the
environment where it is produced, disseminated and consumed. However, this is
not sufficient for transforming information into knowledge, because knowledge
is much more than simply information. Machlup and Mansfield (1983: 642)
highlight the important features that “information is piecemeal, fragmented and
particular, but knowledge is structured, coherent and universal”. Only meaning-
ful information, which has in some way been interpreted, becomes knowledge.
In other words, knowledge is information with a meaning.

Afgan and Carvalgo (2010) stressed that the capacity for developing infor-
mation into knowledge is represented by the ability of a cultural system to
convert available information into scientific and technological values. In my
opinion, the academic library together with its users can be taken as a cultural
system of this kind. Converting data into meaningful information needs exper-
tise, relevant skills and professional competence. All this can be found in
academic library, where “explicit knowledge is expressed as information in
various formats” (Maponja 2004: 4). Thus, the knowledge and expertise of
academic librarians are traditionally considered as the academic library’s
greatest asset and specificity.

The academic library as a social institution has always responded to the
changes and challenges that have emerged in society at different times. Miksa
(1996: 101) pointed out that the library has always been “a product of cultural
and societal contexts”, “an era-specific phenomenon”. Pruulmann-Vengerfeldt
(2015) differentiates between three turns in the social (r)evolution of the recent
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decades: the informational turn, caused by the exuberance of information; the
digital turn, proceeding from the development of technology; the communi-
cative turn, brought along by mediated communication. Based on this, I con-
sider the transformation of the academic library as a turn in all the above-
mentioned dimensions: informational, digital, and communicative.

3.2. Informational Turn

Library information and digital turns are related to the movement into the
information society based on the profound influence of modern information and
communication technologies, digitisation of information and prevalence of the
Internet. The information society is identified by “the shift from industry to an
information/service-oriented labour market and the prevalence of information
communication technologies” (Martin 2009: 3). Mullins et al (2000: 5) pointed
out the main features of the information society: “changed perceptions of the
importance of the role of information; the growth in the amount of information
now available and the wide variety of formats; the size and continued growth of
the information sector in modern economics; and the rate of technological
change and the impact of technology”. Webster (2006: 8-9) has identified five
ways of defining an information society: technological innovation, economic
value, occupational change, spatial (information) flows, and the cultural change
as expansion of symbols and signs.

The development of information society offers libraries totally new oppor-
tunities and sets new tasks for them (see Friend, 1998; Ray, 2001; Wolff, 2012).
In general I can say that information technologies, digital information and on-
line access have become the predominant features in the academic libraries of
today. All of these transformations should be considered when we conceptualise
the quality of academic library services. Information society has drastically
changed the academic library, offering both new developments and new
challenges. I can draw here an analogy with the invention of the printing press
which largely increased the role of the library in the 16 century. Unfortunately,
we cannot say the same about the impact of computer technology and social
networking.

It can be assumed that the academic library as an information processing
institution is supposed to have a rather favourable, vital and stable position in
their academies and in the information society. However, the new ways and
means of obtaining information have considerably shaken the position of the
library institution (see, e.g. Savage 2008; Davis 2 008; Basov 2009; LeMoine
2012; Mazuritski 2013; Stepanov 2014), and the academic library is not an
exception here. The role of information in the information society grows con-
siderably; furthermore, today, seeking for information by using search engines
is so simple, fast, and comfortable, and can be done without leaving home. In
such conditions, the academic library can hardly claim to be in the role of the
main portal of knowledge.
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Informational turn also means changing the learning environment and
research strategies, scholarly communication and the structure of higher edu-
cation. As Dillon (2008: 5) observed, “beyond mere access, faculties view the
intelligent management of information as part of their own working practices,
bringing with them concerns with repositories, privacy, copyright, and migra-
tion across time and distance”, so we must recognise the attitudinal and cultural
shifts that have occurred throughout the academy and our world in how
information is viewed.

Harland (2009: 518) observes that European universities are moving in the
direction of neo-liberalism, which means that in the new context, “knowledge
can no longer be contained within the higher education community and new
forms of knowledge are seeking a place in higher education”. Lorenz (2012:
600) stresses that neoliberal policies in the public sector are characterised by
,»a combination of free market rhetoric and intensive managerial control
practices. According to Brentnall (2013), the circulation of powerful neoliberal
ideologies throughout academia means the treatment of education as a business,
so studying hikes become subject to marketisation, what Lorenz (2012: 606)
calls “academic capitalism” — “a move from elite specialization with strong pro-
fessional controls towards a ‘Fordist’ mass production arrangement.”

Zaloznik and Gaspard (2011: 205), in the discussion about current trends in
European universities, highlighted “the fixation on quality or excellence” and
“participatory paradigm and neoliberal discourse and communicative strategy”.
Virkus and Metsar (2004: 290) stress that the academic library will be pro-
foundly affected by changes in the academy itself. Thus the nature of academic
work is changing, and the institution of academic library is changing and
developing as well. All these trends have caused discussions not only about the
university of today, but also about the role of the academic library, its services
and performance, and also its relationship with its users.

We also cannot neglect the fact that the universities of today face a unique
and interesting situation — at present, practically all students have been born
around the beginning of the 1990s or, in the information society. As the users of
e-services, this generation is characterised by that 1) they have great expec-
tations, 2) they expect customisation, 3) they are technology veterans, 4) they
utilise a new communication mode (Gardner and Eng 2005: 406). The world-
view and information behaviour of this generation may have a significant
impact on the academic library services: access, customisation and service
quality have become the main key words for libraries.

As “opportunities and freedom of the young generation as consumers of the
media and information increase” and “young people in Europe are highly
confident about their proficiency in the Internet” (Kalmus 2007: online), the
academic libraries tend to have certain expectations to the “digital generation”
(Siibak 2009: 13) and presume that modern students cope well with independent
information retrieval. However, the everyday library practice does not confirm
it. Harley et al (2001: 25) named as a specific characteristic of the academic
library users superficiality, which relates to various aspects of the research
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process, from finding one’s way in a library to using specific resources.
According to their study, most students are not interested in knowing how a
library is organised; they simply want the information required for their course
assignments.

Relevant research (Martin 2009, Harley et al. 2001) also show that students
who excel in information retrieval, have often problems using library search en-
gines. The problems areas are database and e-catalogue options, such as
Boolean operators, truncation, opportunities to expand or limit of searching,
also with selection of appropriate keyword. Social practice of Estonian memory
institutions also confirm this, for example, Kalmus’s research revealed that both
European and Estonian adolescents over-estimate their competence: a great
proportion of pupils are unable to evaluate information on the Internet (Kalmus
2007: online). According to Pruulmann-Vengerfeldt et al. (2013), it unfortuna-
tely becomes clear that only a few users have sufficient information com-
petence.

So students may feel that using library services requires more knowledge
and skills than using internet search, and, as Martin (2009) observes, “when our
self-confident patrons fail in their searches for academic information, they are
left feeling ashamed, confused, and, above all, frustrated with the library”.
A self-contradictory situation arises when technologically experienced students
try to be independent users of the academic library, but fail to use library infor-
mation system. Thus, “we are facing a situation where traditional forms and
patterns of education and socialisation are not fulfilling the function of
obtaining digital literacies” (Prullmann-Vengerfeldt et al 2008: online).

I found that this problem is deeper than it may seem. The main suggestion of
Webster about information society is that the information society is not only
information which has become so important on all dimensions of society, but
“rather that the character of information is such as to have transformed how we
live” (Webster 2006: 9). This definition is especially important to this thesis.
For academic library, this means the adoption of new methods and formats for
working with information, as well as the search for new communication stra-
tegies for approaching the academic community. As Marju Lauristin (2012: 4)
highlighted, "information society is not only technology, information society is
relationship between people and the transformation of these relationships”.
Libraries have to learn about the new needs, the current information environ-
ment, cultural context and information-seeking experience of the people whom
they serve today. If we approach the academic library as a social institution, we
must analyse how the library communication with users is changing. Study IV
presents the theoretical reflection on this issue.
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3.3. Digital Turn

‘Digital Turn’ of libraries and other memory institutions has in recent years
been a much studied theme in Estonia (Lepik 2010, 2013a; Tatsi 2013;
Pruulmann-Vengerfeldt and Aljas 2014; Runnel et al. 2014; Lauristin and
Vihalemm 2014). The digital turn hereby implies that changes in the use and
application of digital technology induce changes in practice and relationship
between cultural institutions and audiences (Runnel et al. 2013; Runnel and
Pruulmann-Vengerfeldt 2014). It becomes apparent that although the more and
more active usage of the new media affects the activity of memory and cultural
institutions in Estonia, it nevertheless does not dislodge other forms of cultural
work, neither has the full extent of those big technological and cultural changes
been fully interpreted yet (Lauristin 2013). From another aspect, those studies
affirm that the changes in connection with the digital era take place both at the
institutional and the individual level (Lepik 2013).

For academic libraries, the digital turn means the application of digital
technology in all aspects of library work. According to Owen (1997), the
dominant factor in the development of libraries is the on-going move towards
digital distribution of information through the global network infrastructure.
This implies a shift from the traditional role of the academic library towards a
role as a supplier of networked services for digital information resources. So the
mainstream strategy and activities of academic libraries are related to the word
“digital”, which comprises both digital collections and digital services.

From the aspect of library e-services, Alan Kirby’s concept of digimoder-
nism seems to be especially interesting. In his opinion, a new cultural climate
has been created by digitisation (Kirby 2009). Kirby relates digimodernism
above all with the distribution of Web 2.0 at the beginning of the 21th century,
bearing in mind Wikipedia, blogging and social networks (Ibid). Digimoder-
nism can also mean the active interaction between authors, readers and web-
users and the democratisation of culture (Viires 2013). In relation with this,
academic libraries started to experiment by adding tagging capabilities to their
digital catalogues. Uncontrolled vocabulary as the result of collaborative
tagging is known as folksonomy. Kroski (2007: 94) defines folksonomy as
“a non-hierarchical ontology that is created as a natural result of user-added
metadata or tagging” in comparison with the taxonomy (controlled vocabulary)
with strict rules and norms.

Folksonomy has become a new trend where the users can add any keyword/
term themselves, develop their personal information space within the catalogue,
evaluate the books they have read and create communities of common interests.
The digital turn in the academic library has given rise to the emergence of
newly empowered active library users, who may control and shape the content,
evaluate the books they have read and share their searching experiences with
other users on the library website.

Lankshear and Knobel (2008: 173) highlight that “digital usages inherently
enable new types of innovation and creativity in a particular domain, rather than
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simply enhance and support the traditional methods”. Digital technology has
indeed changed the academic library domain. According to Nitecki (1996: 186),
previously academic libraries were defined by their collections. Today, in the
age of the information and the digital turn, the focus is on the user and services
for information delivery. So e-services and self-serving are a large part of what
the today’s academic library system provides, making the quality of the services
and the user’s role even more important.

3.4. Communicative Turn

Analysing the principal differences in the library communication at the time of
Gutenberg’s printing press and in the today’s global network society,
“Zuckerberg age”, 1 propose that the library-user relations can be viewed as
power relations, where access and expertise are the main keywords. It may
seem unusual to speak of a library as an institution of power, but within the
frames of communication analysis, such a discussion is quite relevant. Further-
more, in the information society “information becomes ubiquitous, but
information also becomes for those who control it, a source of power” (Martin
2009: 2). Thus, in the academic library context, communicative turn means
mainly the changing of power relations in the library and user communication.
Based on the history of libraries, I approach the functioning of academic library
in the context of power relations, relying mostly on the ideas of Louis Althusser
(2006) and Michel Foucault (2011), that power relations do not mean only the
army and the police, but also education, culture, and communication, and that
power exerts itself also invisibly, through knowledge and technology.

According to Foucault’s concept of disciplinary power, presented in his early
work Discipline and Punish, power does express itself through norms, control,
and discipline, using two simple means: hierarchic surveillance and fixing
norms (Foucault 1991). This can be observed in all library models: the strict
following of inherently adopted values, norms, behaviour patterns, power
hierarchies, and discipline. Everybody who has visited a library knows that a
library is really a specific disciplinary space with its own etiquette and norms of
behaviour and communication. All these norms are related to the value
priorities of the library: the book, knowledge, education, order, and silence.
In the communicative space of the library the activity of both the librarian and
the users has for centuries been dictated through a binary opposition allowed-
prohibited.

Thereby, academic library may be considered as a system of knowledge,
organised according to logical principles and strict order, which tries to stan-
dardise the user’s behaviour. I would like to give as an example the idea of a
panopticon by Jeremy Bentham which has been used for centuries in the library
interior architecture as the embodiment of disciplinary power. In comparison,
today, in the library virtual space, the design which restricts behaviour is
missing. However, it is wrong to presume that the user is not affected by the
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disciplinary power of the academic library when he/she uses it electronically.
The reason for this lies in the existential idea of the library — academic library
creates a system of knowledge about the reality, organising, classifying and pre-
senting that knowledge in the catalogues. In the other words, this is a faxonomy —
knowledge organisation structure with controlled vocabulary (Hedden 2010).

While searching for information, the users have to conform to this know-
ledge classification, regardless of their own and maybe totally different world
view. Classifying knowledge, a library offers its users what Foucault (1977)
calls a coded view of things. In my work I approach the library as a strikingly
Modern Era institution whose work principles and values originate from the
Enlightenment Age rationalistic logic, order, reason and professional expertise
in the classification and maintaining of knowledge. According to Ray (2001:
251), this Modern Era approach to the world of information has been successful
for hundreds of years, and it is no wonder that librarians keep trying to organise
also the electronic information environment. The information systems of the
present day academic libraries have been developed based on the modern classi-
fication systems, such as the American Dewey or the Library of Congress
classification systems or the UDC, used in Estonia.

Thus, classification systems of a library may be defined as organising codes.
Recalling here the Soviet library classification (BBK), introduced in the USSR
in the 1950s, which guaranteed that the reader could reach a book only through
the systematic catalogue. This catalogue ‘helped’ to choose only ’right’ books,
and often the reader even did not guess that there were also other books in the
storage on the subject (Volodin, 2002). Thus the library classification systems
as the products of the Modern Era may not fit well with the world view of the
present day users. Moreover, as Deodato (2006: 57) observes, a library can use
classifications to demonstrate discrimination: he illustrates this by an example
from the Library of Congress Subject Headings, citing headings such as
“Women in Politics”, or “Women in Management”, which imply that these are
unusual occurrences. Because there are no subject headings referring to men in
these fields, it is presumed that men fulfil the roles. Note also that when all
information is systematised and catalogued, to get the information needed, the
user has to acquire searching strategy, library terminology and classification
system. In other words, the user needs a key or a code for library commu-
nication and this may become a source of power.

Although Foucault’s earlier works (Foucault 1977, 1991) seem to be well
suitable for describing power relations at the library as discipline, norms and
control over users and knowledge, established by library, this description would
still be lacking without mentioning Foucault’s later discussions of power
relations. In analysing the relationship between the academic library and its
users, | turn to Foucault’s power theory, because I appreciate his approach to
the history of power as the history of changing the power strategy. Therefore,
when observing practical changes in the library-user communication, I am
reluctant to describe these relations only as the submitting of the user to the
requirements of the library system. I am keen to learn whether the digital and
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information turns in the library of today are also accompanied by the
communication turn, and whether and how the role of the user is changing, in
other words, how much space does the structure (library system) allow for the
agency of the user. According to Runnel (2009) study, the ICT using can be
theoretically contextualised within the notions of structure and agency. Runnel
(2009: 26) approaches agency as “a self-reflexive action based on intentions,
such as motivation or choice, and capabilities, such as skills, initiative or
creativity”, and user participation as a form of user engagement in the
production process, but also as “a certain technique to share power and
responsibility”. In his later book The Subject and Power, Foucault writes that
power is exercised only “over free subjects”, who have the “field of
possibilities: different ways of leading, reacting and behaving” (my translation
from Russian, Foucault 2006: 182). Foucault (2006: 256) believes that these
ways are shaped through social practices, which he conceives as “schemes that
are offered and imposed over an individual by culture, society and their social
group”.

If we talk about the communication between the modern academic library
and its users as power relations then, in my opinion, these relations are uniquely
characterised by their implicitness. Power is not operating directly and visibly,
but unnoticeably, finding expression in the practices which have been
developed during the using of the library. These practices include, for example,
information search, requesting of materials, access to texts, etc. The user
already comes into contact with the power of the library system when using the
most wide-spread e-service — the e-catalogue search by the author: as soon as
the user tries to search “Michel Foucault”, the authority control of the infor-
mation system enforces the form “Foucault, Michel”.

According to Foucault, when dealing with power relations, it is necessary to
differentiate between the “strategic games which favour the determination/
production of people’s behaviour” and the active domineering, which is what
we usually call power (my translation from the Russian, Foucault 2006: 268).
Panopticon does not demand direct subordination, neither do the subject
headings and taxonomy of the library e-catalogue. Here, we can conceive power
as the idea of “producing” the user’s information behaviour. Due to the fact that
the strategy of power lies in its being unnoticeable, it may be an illusion that
today there are no power relations in the communication between the user and
the academic library. True, the new library does not pay so much attention to
discipline and norms and even to the order of collections. However, power
relations have not been eliminated from the library communication, rather, they
are transforming. [ presume that the fact, that the library institution still feels the
need for preserving its modern-era rigid and taxonomic information systems,
shows just the system’s attempts to keep its implicit power.

The basic attribute of power in both the Gutenberg era and in the time of the
digital turn is the access to knowledge. The user participation in the e-service
delivery is also related to access. Such an approach allows us to discover a new
power strategy in new modes of library work, which is much more subtle,
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compared to the disciplinary forms. User involvement in the self-service
processes as a ‘co-producer’ of new services is the example of the new com-
munication strategy of academic libraries.

Theoretical analysis provided above showed that the library has been an im-
portant institution of society over the centuries, and library communication has
developed constantly together with society. However, the new digital media and
processes of socio-cultural transformation have drastically affected the library
and its communication. The changes in the academic library work and philo-
sophy, affected from socio-cultural transformation of library institution, can be
illustrated as follows on the Figure 1.

Knowledge- and collection-centred Service- and user-centred

Access at the library building Online access, virtuality

Book, linear text Multimedia, hypertext

Closed storages Online repositories, open shelves
Homogeneity |:> Diversity, hybridity

Preservation of the original Digitalisation of the original
Strict order, disciplined readers Relative order, independent user
Reference services Self-services, e-services
Answering enquiries Information literacy training
Controlled vocabulary, taxonomy Folksonomy, tagging

Reader as receiver of information Working user, user co-producer
Communication: monologue Communication: dialogue
Reference librarian as an expert Subject librarian as an assistant

Figure 1. Transforming academic library (by the author)

In the age of information and the digital turn, libraries are looking for such new
services and new forms of communication which are really required by the
users. Transformation of the academic library offers advantages, but also some
problems. The greatest advantage of the digital library is that it has no limita-
tions for its access and opening hours. The problem of physical holding capacity
of stacks is solved by digital repositories. However, since both the environment
and services are virtual and ever more elusive, it is difficult to establish objec-
tive criteria for evaluating their quality and user-friendliness. Therefore we face
the need to find out the users’ ideas about the electronic interface of the
academic library — which factors are important for them, what is the role of the
users’ independence and their participation in the e-service delivery. This is also
the objective and the starting point of the research for the present doctoral
dissertation.
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4. METHODOLOGY

This section provides information about research settings, a brief description of
the demographic characteristics of the sample, and describes the design of
empirical studies and methods of data analysis.

4.1. Research on the quality of library e-services

Despite the extensive discussion of SQ by library specialists and the increasing
number of scientific publications on the topic (see Coleman et al. 1997, Hernon
et al. 1999, Cook and Thompson 2000, Kyrillidou and Hipps 2001, Lincoln
2002), libraries are still lacking a unified conceptual model of service quality as
well as the definition of high quality library service. The conceptualisation and
measurement of quality is a major issue on the research agenda for library e-
services as well, however there are also no well-accepted conceptual definitions
and models of e-service quality (Seth et al., 2005). I want to point out that,
similarly to the case of traditional services, research on e-services mostly treats
quality assessment problems, not the theoretical basis of the e-service quality.

Hernon and Calvert (2005) pioneered the library e-service research. They
prepared a questionnaire for students asking them about the perceived quality of
e-service in order to develop a tool for quality assessment. The problem is under
serious scrutiny in American academic libraries (see, e.g., Kyrillodou et al.
2007, 2011), where DigiQual(R) was prepared for assessing digital libraries.
Several authors (Wu et al. 2013, Kiran and Diljit, 2012) focussed on the assess-
ment of the quality of library web pages. Shachaf et al. (2008) studied the quali-
ty of library e-reference. The geography of such studies is quite wide including
different countries, such as Malaysia, New Zealand, Portugal, Taiwan, etc.
Notable research on the subject is summarised in Table 1.

Table 1. Research on the quality of library e-service (by the author)

Research Method Quality determinants
Hernon and Calvert, 2005. Mixed: focus groups Ease of use and access,
Library e-service quality and web-questionnaire | site aesthetics, linkage,
research (university libraries, collections, reliability,
New Zealand) support, security, flexi-
bility, customisation/
personalisation
Kyrillidou et al, 2007, 2011. | Mixed methods Web attractiveness,
Library web-site quality approach, qualitative design, features, accessi-
assessment (academic (focus-groups; staff bility, navigability, other
libraries, USA) interviews) and technical aspects of the
quantitative (web- sites, interoperability
survey) of the sites
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Research Method Quality determinants
Griffiths, 2008. Quantitative Performance, con-
Measuring the quality of formance, features,
academic library e-services reliability, durability,
and resources (Manchester currency, serviceability,
University, UK) aesthetics, perceived
quality, usability
Shachaf et al, 2008. Qualitative Timely response,

Measuring the quality of
online reference services
(academic and public
libraries in North America)

(content analysis of
e-references)

reliability, courtesy

Vinagre, 2011. Mixed method (focus- | Efficiency, competitive
Digital library quality groups and web- advantage, information
research (Portugal) questionnaire) adequacy

Kiran and Diljit, 2012. Mixed method (focus Environment (access and
Measured the perception of | groups and web- collections, equipment),
web-based library SQ among | survey) delivery (personalisation,

students and staft (four
universities in Malaysia)

customer support,
customer relationship),
outcome quality (reliabi-
lity, service benefits)

Wu et al, 2013.

assessing the service quality
of library website from
university students’
viewpoints (universities in
Taiwan)

Quantitative (mail-
questionnaire)

Choices for searching
according to users’
preference, security,
availability, promptness of
taking care of problems,
simple procedure of
application, relevant
content, downloading
speed, promptness of
search system response,
accurateness of provided
information, website
updates timely, latest
information is provided on
the front page, variety of
e-resources

Table 1 demonstrates that library e-SQ studies do not fully agree about quality
dimensions yet, but they converge in one: library e-service quality is a multi-

dimensional construct.
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4.2. Research setting

The main facts about the UT Library

The research setting is related to the e-services offered by the University of Tartu
Library (UT Library, UTL), the oldest and largest of Estonia’s academic libraries
(the size of its collections is over 3.7 million items; it has about 55 000 users, and
registers over 800 000 visits and over 750 000 loans a year). According to Hallik
et al. (2012: 6), founded in 1802, the UT library was created in the spirit of the
Enlightenment, applying all advanced methods of the work with information,
knowledge classification, and collections maintenance. Being the most universal
Estonian research library, UTL has unique collections of manuscripts and publi-
cations of scholarly value on all subjects; the oldest items date back to the 13th
century. The library has held the legal deposit privilege since 1812, and since this
date, it received a censor’s copy of all publications issued in the provinces of
Estonia and Livonia (Hallik et al. 2012: 7).

Today the library is one of the centres for the Estonian National Biblio-
graphy and receives legal deposit copies of all materials printed in Estonia. The
library is digitising its historical special collections, and the rising number of
virtual visits from all over the world each year confirms its successful role in
global scholarly communication. The first robot-scanners in the Baltic States
were installed at the UT Library in 2010. The library is a two-time winner of the
IFLA Marketing Award in 2007 and 2013 for the projects Night Library (library
services for students during the exam periods) and Talking Textbook (new
digital services for visually impaired students).

E-services at the UT Library

UT Library develops new services by observing the trends in librarianship and
higher education in other countries and by studying the needs of its users. It was
the first Estonian library to use an e-catalogue and the subject thesaurus
INGRID. Currently, the library is actively developing e-services, providing the
self-service module My ESTER of the e-catalogue; the services of electronic
document delivery, e-Book on Demand and online reference are heavily used.
The online course “Information literacy and information search”, created for
undergraduate and degree students as well as for Tartu gymnasium students and
teachers, is much valued by learners (Seiler 2009; Lepik et al. 2014).

In 2015, the UT Library website utlib.ut.ee was given a visual makeover and
new content. The aim of updating the website was to make the library’s home
page clearer and to highlight information that is most important to database
users. The website provides a convenient overview of the opening hours, events
and exhibitions at the library, services, and options to use the conference centre.
Through its home page the Library also mediates access to a representative
collection of electronic scholarly information — more than 100 databases, ca
90 000 e-books, ca 84 000 e-journals, and the collection of Estonian e-text-
books. In addition to general user-friendliness and functionality, the search and
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content display options were improved and the new website is also browsable
on a mobile phone.

UT Library has pioneered the adoption of Open Access ideas in Estonia. By
supporting the Open Access movement, the library aims to contribute to the free
dissemination of research results. At present, it is the only Estonian library
which offers research data management-related services and coordinates the
DataCite Estonia platform, enabling the assignment of Digital Object Identifiers
(DOIs) to all kinds of research data sets and objects all over Estonia. The
Library also manages the University of Tartu Repository on DSpace, which has
joined the e-theses portal DART-Europe.

Quality research in the UT Library

UT Library has long-term traditions of library user surveys, for example Loorits
and Dubjeva (1995) reported about the users’ satisfaction with the quality of
UTL reference services, and Miil (1998) described the UT Library study of per-
formance quality. The library also participated in the study “Library perfor-
mance measurement and evaluation in Estonian research libraries” in 1995—
2000 (Nuut et al. 2001; Lepik 2001, 2002).

UT Library started monitoring its service quality in 2005. My earlier works
(Einasto 2005, 2006, 2007, 2007a, 2007b, 2009, 2013) present the service quality
initiatives at UTL and the quality assessment tool UTLib Qual. Based on focus
group research, a four-component conceptual model was designed for UTL
service quality assessment, and a relative evaluation scale proposed. The UTLib
Qual survey provided a simple and clear agenda for improvement actions in the
academic library: reallocating resources, resetting service priorities; the UT
Library service quality monitoring is described in details in Study I.

4.3. Research design

An overview of the research in the field of the e-SQ provided above (see Table
1) shows that studies in library e-SQ use a variety of methodologies, but in the
main, libraries employ a mixed methodology as a combination of qualitative
(focus groups, interviews, content analysis) study on the first stage of research
and quantitative (e-mail questionnaire, web-survey) study on the next stage. The
same approach was selected for the present doctoral dissertation as well — a
mixed method as a combination of qualitative (focus groups) and quantitative
(e-mail survey) research. In this mixed research, the main stress was laid on the
qualitative method, followed by quantitative collecting of data, its analysis and
drawing of final conclusions. Such methodology helps to specify the essence of
the e-services and their quality, and to test the results with a larger sample. The
advantages and disadvantages of methods were observed in Study I, I1.
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4.3.1. Qualitative study

Focus groups were used to identify the most significant criteria for the library e-
service quality (see Study II). The focus group study was conducted in 2013.
Higa-Moore et al. (2002: 86) described the use of focus groups as a strategic
planning tool and suggested that service-oriented institutions, such as libraries,
need to consult their users in order to gather data about their services and
collections. Glitz (1997: 387) pointed out that focus groups as tools of qualita-
tive research can be very helpful in improving library services. Walden (2006)
made an annotated bibliography of library research, which had used focus
groups, published in 1996-2005. According to this study, focus groups can be
effectively used as assisting factors in hypothesis formulation, research design
and questionnaire development.

The task of this focus groups study was to discuss the most important issues
of using library online, observed from the user’s point of view: role of techno-
logy in the library, the ways of using the academic library, positive and negative
experience in the library e-services, the criteria for successful e-service, and the
role of user in the good e-service quality.

Sampling

Invitations to participate in the focus group research were sent by e-mail. The
summary of characteristics of the participants who attended to the focus groups
is described in details in the Study II. All the participants were active users of
library services, familiar with e-library sources.

Recruiting the participants for focus groups was based on the principle that
the productivity of members depends on the group’s social and intellectual
homogeneity (Vihalemm 2014: online). Also, in a homogeneous group, all the
participants feel more at ease and may express their opinions more openly, thus
we invited participants of the same academic status. However, in forming the
groups I considered the fact that representatives of the same academic field can
possess quite similar needs, wants and attitudes when using the e-library servi-
ces; therefore, to avoid any conformism, representatives of various departments
were invited. For the same reason, I chose the participants who were not
familiar with each other. In summary, for heterogeneously classified partici-
pants, groups were homogeneously formed by academic status and speciali-
sation (The Table “Reasoning for recruiting study participants” can be found in
the Study II). Focus group discussions were followed by a quantitative online
survey, where participants were discussed about the criteria of e-SQ which they
deemed essential. Fricker and Schonlau (2002: 18) found that the main advanta-
ges of an online survey include low costs, less time spent and the convenience
of respondents. However, according to Gindery (2011: online), it is harder to
draw probability samples based on e-mail addresses or website visita-
tions. Another disadvantage is that complex or contextual questions should not
be used, because the respondents may not understand them properly, and they
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have nowhere to turn for explanation. To avoid this disadvantage, Gindery
(Ibid.) recommends asking simple, clear and intelligible questions.

Data analysis

All focus group discussions were audio recorded and transcribed. For the data
analysis I used the coding according to research by Santos (2003). “Importance”
was determined by the first-mentioned factor. Several criteria were merged at
different stages of the discussions, and three steps of coding were used for the
qualitative analysis: 1) open coding — categorising information, the transcribed
text was examined for important categories; 2) axial coding — interconnecting
the categories, taking the categories from the open-coding phase, identifying
one of them as the central phenomenon; 3) selective coding — taking the central
phenomenon and relating it to other categories, building a “story” that connects
the categories and formulating a discursive set of theoretical propositions
(Santos 2003). At the final stage of analysis, the framework provided by
Krueger (1994) was used to interpret the coded data by seven attributes: words,
context, internal consistency, frequency and extensiveness of comments, speci-
ficity of comments, intensity of comments, and big ideas.

4.3.2. Quantitative study

Focus group discussions were followed by a quantitative study — online survey.
The quantitative study made use of the importance-performance approach
(O’Neill et al. 2001) for investigating the users’ perceptions of library e-SQ.
The scale items were based on the 22 criteria of e-service quality, built on the
basis of the focus group research and previous studies, seen in the literature
review (see Table 3). Respondents were asked to rate the level of importance
attributed to each e-quality criterion on the scale from 1 — ’not important’
through to 5 — *very important’.

Additional questions were asked about the general satisfaction of the users
with the UTL services, about the ways of using the library, about the frequency
of using e-services and about the personal knowledge and skills of the users.
The online questionnaire consisted of four sets of questions: 1) demographic
information about respondents; 2) importance of the e-service quality criteria
for respondents; 3) library performance compliance with users’ expectations; 4)
feedback about the UT Library value, e-service usage and the level of digital
skills needed for this.

In addition, respondents were asked to rate their perception of the UT library
performance on a specially designed scale which included the Zone of Tole-
rance. Zeithaml et al. (1993: 6) describe the Zone of Tolerance as two com-
parison standards based on the levels of expectations that were expressed by
customers in their service quality evaluation. These are the desired level (what
should be provided to the consumer) and the minimum level of service quality
that the customer is willing to accept. Empirical research (Devlin et al., 2002;
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Johnston, 1995; Liljander and Strandvik1993) has proved that if the perceived
quality is located within the Zone of Tolerance, then the customer feels satis-
fied, moreover, the fluctuations of quality estimations within the ZoT have only
a marginal effect. The concept of the Zone of Tolerance and the method for
assessing the library service quality that is based on it are in detail described in
Study I.

Collecting the user assessment of library performance was not the aim of the
present doctoral thesis, but this was a welcome opportunity for finding out how
the e-services of the UTL meet the users’ expectations and for testing the
method e-UtlibQUAL. I used the collected data in my everyday library work,
which includes the service quality management and service design. The data
was also considered in developing the new library web page and in simplifying
some e-services.

Sampling

The online questionnaire was distributed among the library users by e-mail.
Invitation letters were sent to 1000 registered UT Library users, randomly
selected from the integrated library information system. All they had, according
to statistics, used the UTL e-services during the previous year. To stimulate and
encourage participation, all participants were entered into a lottery to win the
free use of a private work room for one semester.

430 persons filled in and returned the questionnaire. Among them, 14 had
answered only some questions, stating their too little experience in using the
library e-services as the reason. Thus, the quantitative research was based on
416 fully answered questionnaires. In summary, the social and demographic
characteristics of the respondents can be presented as follows (see Table 2).
Unfortunately, for technical reasons it was not possible to present in Table 2 the
information about demographic groups from the TU Library users’ database
(general sample).

Based on the information provided in Table 2, I expected that the
respondents were well familiar and informed about the library and its services;
therefore, I can assume that their assessment of the quality of services was in all
probability not accidental.
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Table 2. Demographic Information of Participants (e-UtlibQual)

Demographic profile %
Gender Male 29
Female 68
Did not answer 3
Total 100
Age 16-25 24
26-35 36
36-45 21
46-55 13
56—... 6
Total 100
Academic Status BA and MA students 39
PhD students 25
Academic staff 36
Total 100
Research domain Socialia 29
Humaniora 42
Realia et Naturalia 19
Medicina 10
Total 100
Frequency of using UTL e-services Every day 9
Several times a week 47
Several times a month 35
Several times a year 9
Total 100

Data analysis

Quantitative study was needed first of all to verify the results of focus group
discussions for the larger sample, and in addition, I identified the quality
dimensions for SQ model using factor analysis. Statistical Package for Social
Sciences (SPSS) was used for processing the data of quantitative study. The
data was processed by a professional statistician; I was responsible for setting
up the process and for interpreting the results. Data processing included factor
analysis and regression analysis. Factor analysis (principal component analysis,
using Varimax rotation with Kaiser normalisation) was used as the method of
structural classification in order to group and reduce the criteria of quality. The
factor analysis was made for 3, 4 and 5 factors. During the factor analysis, one
indicator with low communality (factor value 0.381) was removed from the
analysis. After that, the factor analysis was run again. The sorted rotated values
of factor loading with minimum value of 0,4 or more were considered. The
regression analysis examined the associations of the four dimensions of per-
ceived e-service quality with the respondents’ gender, academic status and
digital skills.
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4.4. Conceptual modelling

In this study, I also used conceptual modelling as a research method. According
to Creswell (1994), the conceptual model is a conceptual framework which can
guide research by providing a visual representation of theoretical constructs and
the relationship between them. The conceptual models are used to help us know
and understand a subject the model represents. Marx and Goodson (1976)
defined the model as a visual representation of elements of theory and a con-
ceptual framework for organising and integrating information. As researchers
(see e.g. Goldsmith 1993, Puura 2007; Hill-Briggs 2008) highlighted, the aim of
building a conceptual model is the assembling, organising and simplified repre-
sentation of interrelated factors in order to facilitate the making of analyses,
prognoses and decisions later. Using a conceptual model makes it easier to
demonstrate, in a simpler form, some processes, to specify the elements and
participants of these processes, and to analyse their combined effects and logi-
cal connections.

In brief we can say that models are useful, because by using them we can
specify the problem; organise and test our knowledge; better understand the
existing data; make prognoses; and support decision-making. The method of
modelling enables to notice and explain the essence of different processes in a
better way by simplifying the complicated processes and phenomena. Discus-
sing models helps us to understand the most important features for the academic
life — how the new is created and mediated in science, as well as how the
shaping of ideas and communication work in general. Contemplating on these
subjects helps us to observe science from the side, on the so-called meta-level.

According to Kotiadis and Robinson (2008: 951), there are two specific
processes in the conceptual modelling: knowledge acquisition and model
abstraction. Knowledge acquisition is the process of finding out about the
problem situation; model abstraction refers to the simplifications made in
moving from a system description to a conceptual model. Kotiadis and Robin-
son (2008: 952) also stress that it is important to recognise the distinction
between the system description and the conceptual model: ,the system
description describes the problem and the real world; the conceptual model
describes what parts of the system description will be included in the simulation
model*.
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5. CONCEPTUAL MODELLING: ACADEMIC LIBRARY
E-SERVICE QUALITY AND WORKING USER

This chapter establishes the conceptual framework underlying this doctoral
thesis and introduces the research questions by examining relevant literature. At
first I provide the analysis of the existing concepts of SQ and their suitability
for the library context with the purpose to reshape the traditionally defined con-
cept of service quality to fit the library. Then I focus on theoretical approaches
to library e-service, their nature and specificity. 1 also try to classify the
academic library e-service since such classification is still missing in the today’s
librarianship and information sciences. The concept of the working user and the
levels and terms of user participation in the library service delivery described in
the last part of this chapter complement the conceptual framework of this
dissertation.

5.1. The models for SQ and their suitability
in the context of the academic library

The aim of this part is to analyse the generally acknowledged SQ models in
order to specify the starting point and to find inspiration for the building of the
academic library e-service quality model. Studies I, II conclude that there is no
consensus on the extent and types of dimensions and definitions of service
quality. Over the past decade both academics and practitioners in the field of
library and information science have actively adopted SQ theories and termi-
nology (service quality assessment, user satisfaction/needs/expectations) from
other fields, such as marketing and servicing. In this connection, two main-
stream research approaches to service quality are the most recognised — the
Nordic and the American perspective. These approaches to service quality
inspired me as quite universal and logical models which could help to describe
service quality in different fields including public institutions. I found that these
two models can complement each other, and the library context can add some
interesting and enriching features. In the following, I shall briefly describe the
Nordic and American approaches (both are thoroughly described in Study I, IT)
and analyse how these approaches work in the academic library context.

5.1.1. The Nordic School perspective

The “Total Service Quality” approach by the Nordic school (Gronroos 1984,
1990, 2001; Gummesson 1991; Lehtinen and Lehtinen 1991; Ojasalo 2010) de-
fines SQ in terms of functional quality and technical quality. Technical quality
is defined as what the customer receives in the service outcome. According to
this model, in the academic library context the technical quality may be as-
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sociated with real objects — the building, furnishings, books, computers, etc.
Functional quality is defined as how the customer perceived the service. In my
earlier works (Einasto 2005, 2007) I analysed the focus group studies made in
the USA, New-Zealand and Estonia about which technical and functional
indicators the users connect with good-quality services at academic libraries
(see Table 3).

Table 3. Academic library SQ from the user’s point of view: international variations
(by the author)

The study of focus The study of focus The study of focus
groups of academic | groups of academic | groups of University
library users (Anda- | library users of Tartu Library

leeb, Simmonds

(Calvert, Hernon

users (Einasto 2005,

The competence of
librarians.
The attitudes of

sional stuff.
Easy orientation in
the library and

1998, USA) 1997, New Zealand) | Estonia)
Technical | The quality of Contemporary The presence of
quality information sources technical equipment. | required literature.
in the library. Work environment in
The physical environ- the reading rooms.
ment of the library.
Functional | Fast responses to user | The speed of services. | The speed of services.
quality needs by librarians. Helpful and profes- The proficiency of

the service provider.
The friendliness of
the service provider.

librarians. navigation in the
information sources,
OPAC.

Books are located in
their appropriate

locations.

According to Gronroos (1998), the functional aspect plays a decisive role in the
evaluation of services. However, the library practice demonstrates that in the
academic library context the perception of the SQ much depends on the
academic competence of the user. University lecturers are objective experts in
evaluating the quality of the information sources in their field, or the technical
quality. For students, it could still be too difficult, therefore students rely on other
criteria of quality associated with the service process and communication — the
“how”.

Another aspect, which could influence the ratio of the technical and func-
tional quality of academic library services, is the depth of user-librarian contact.
The more intensive is the user’s contact with the librarian, the more important is
the way how the service is carried out, meaning its functional quality. This
seems to be an important aspect in studying the quality of e-services, because
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the more services are transformed into the virtual environment, the lower is the
contact ratio between the user and the librarian and the importance of functional
quality may change as well. According to the social presence theory of Short et
al (1976), not only verbal messages are important in communication, but such
cues like voice, sight, smell, touch and distance between partners are important
as well, because they increase the representation of the communicative partner.
If the communicative environment reduces or eliminates these “social cues”, the
awareness of one communicating party of the other is lessened as well. This
may cause indifference or reduce the trust necessary for successful commu-
nication. The effect of “social cues” is negligible in the electronic environment.
For example, polite answers to e-inquiries do not draw a similar communicative
response from library users as the librarian’s sincere smile or attentive look in
face-to-face communication. As Radford (2001: 29) noted, “interpersonal com-
munication between librarian and library user is becoming more complicated in
today’s rapidly evolving reference environment”.

In the Nordic School model, the image of the library is also highlighted.
Gronroos (1984, 2001) stresses that service users bring their earlier experiences
and overall perceptions of a service organisation to each encounter. Depending
on whether the image is well-known and positive or negative in the users’ eyes,
minor disadvantages in the service delivery will be forgiven or vice versa.

5.1.2. The American School perspective

The so-called 5 Gap Analysis Model, developed by the North American scho-
lars Parasuraman, Zeithaml and Berry (1985, 1988), proceeds from the supposi-
tion that the quality of a service is expressed according to a disconfirmation
paradigm (Oliver 1980). An advantage of the theoretical model of the American
school is that it focusses on identifying the features which the service user
expects from a high-quality service, and on finding out where these expec-
tations may clash with the reality.

According to the 5 Gaps model, the consumer perception of service quality
is based on five gaps, each constituting a certain discrepancy (Parasuraman et
al. 1988: 36):

1. The gap between customers’ expectations and the service quality specifica-
tions set by the management of the service provider.

2. The gap between the pursued quality and the SQ specification. This gap is

caused by the fact that services, including e-services, are difficult to standar-

dise due to their immaterial nature.

The gap between SQ specifications and the service quality actually delivered.

4. The gap between service delivery and external communication to customers
about the service delivery.

5. The gap between the expected and perceived service quality.

98]
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Based on this model, researchers of the American School developed the tool
SERVQUAL for service quality assessment. According to Parasuraman et al.
(1988: 41-50), service quality is affected by five factors: tangibility (physical
facilities, equipment), reliability (ability to perform the promised service depen-
dably and accurately), responsiveness (willingness to help customer), assurance
(knowledge and courtesy of employees), and empathy (caring individualised
attention the firm provides to its customers).

American School perspective has found the widest use in librarianship and
information sciences. The model and method SERVQUAL were adapted for the
library SQ measuring instrument LibQUAL+™ by the ARL (Association of
Research Libraries) New Measures Initiative. LIbQUAL+™ is based on the
library SQ model which consists of four dimensions: access to information,
personal control, affect of service, library as a place (Kyrillidou 2006: 4).
According to Miller (2008: 55), the users’ perceptions about library staff
competency and helpfulness compose the service affect dimension score. The
information control dimension focusses on whether the library‘s collections are
adequate to meet customer needs. The library as a place dimension addresses
user perceptions regarding the facility‘s functionality and adequacy for aca-
demic activities.

However, most researchers and practitioners (see, e.g. Nitecki, 1996; Her-
non, 2002; Lincoln, 2002) admit that although the quality library service should
meet users’ expectations, the generally accepted definition of library service
quality is still lacking. Parasuraman et al. (1988: 5) assert that “service quality is
a form of attitude, related, but not equivalent to satisfaction, that result from a
comparison of expectations with perceptions of performance. Expectations are
viewed as customer’s desires or wants; i.e. what they feel a service provider
should offer rather than would offer”. Accordingly, library service quality can
be defined as the difference or gap between users’ expectations and perceptions
of service performance. Based on this definition, it could be concluded that the
goal of the academic library as a service organisation should be to reduce this

gap.

5.1.3. Alternative models of service quality

The Nordic School and the American perspective of SQ are quite logical and
universal models which can indeed be used in different fields, library and infor-
mation sciences are no exception here. At the same time I think that in the
context of contemporary academic library e-services, these models need some
complementing because they do not sufficiently consider the role of the user.
The analysis above shows that both of these mainstream models see the user
primarily as the evaluator of quality; with such an approach, the users’ expec-
tations and their actual experiences with the services are of primary importance.

However, the academic library e-service is born in the communication and
cooperation between two contributing parties — the user and the library. So we
can use, according to Gummesson (1991), the term “service quality” together
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with the term “relation quality”, examining quality primarily as a successful
interaction with the service user. Goodwin (1990) has a similar approach,
writing that the service and its result greatly depend on the user of the service
and their knowledge, experience and motivation.

Self-service forms an important part of e-services; therefore, the role of the
user is substantially increased. Empirical results of Andra Siibak’s study indi-
cate that taking advantage of the ICT using and user co-creation “depends
mostly on user agency: motivation, creativity and setting of one’s priorities”
(Siibak 2009: 53). Compared to the traditional face-to-face library service, the
user can use e-library without a mediating librarian. Consequently, if we try to
fit the described SQ models into the context of the e-services of academic
library, we cannot neglect the independence of the service user and their contri-
bution to the result of the service. The user’s expectations and evaluations are
not sufficient any more; the user’s potential and contribution have an important
role as well. We need to complement the above-mentioned models with another,
a so-called democratic approach, which would specify the user’s role in
attaining the quality of the service. This is the reason why I was looking for and
also analysed the alternative theories of service quality.

As Study I reveals, not all theoreticians agree that SQ and library SQ can be
called the gap between expectations and performance. Various other models of
service quality can be found in the relevant literature, for example Seth et al.
(2005) observed and evaluated 19 different SQ models. In my earlier work
(Einasto 2005) I described in detail several alternative models of SQ; the most
promising for my current research seems to be the Meyer and Mattmiiller
(1987) SQ model where service quality is defined by both the service organi-
sation and the customer quality potential. In their view, the service provider can
only release this potential through the active involvement of the customer. So,
according to Meyer and Mattmiiller (1987: 191), the service quality consists of
four sub-qualities: potential quality of the service provider and of the customer
(i.e. their capabilities, technical and personal skills and willingness), the process
quality and the outcome quality. While the Meyer-Mattmiiller model is not as
widespread and implemented as the SERVQUAL and the Nordic School models,
this approach seems especially relevant because the Meyer-Mattmiiller model
takes into account both the service provider’s and the service user’s roles.

However, still another party besides the user and the library should be men-
tioned here. This is the university as the library’s parent institution. Through its
services, academic library serves the objectives of its university/academy. The
university has a role in the quality of e-services as well, since the direction of
library development and the volume of its financing, which is needed to
guarantee the meeting of the users’ needs, depend on the university. Unfortu-
nately, none of the library SQ models of today consider the interests and effect
of the parent organisation. While including in my conceptual model the Meyer-
Mattmiiller approach to SQ as the quality of a potential, I need to note that the
potential of the academic library largely depends on the university. Thus, when
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building the SQ model, it is necessary to bear in mind that the potential of the
academic library reflects the potential of the university.

5.2. Theoretical approaches to library e-services

The analysis of relevant literature shows that the scholarly investigation of the
nature of e-services started in the early 2000s. In librarianship and information
science, the theoretical interpretation of the essence and specificity of library
e-services, as well as their classification, is still lacking. In this chapter I try to
systematise e-services of academic library and the studies which investigate the
academic library e-service quality. First, I provide the theoretical analysis of
relevant literature which reveals the nature and specificity of e-services and test
these theoretical approaches in the context of academic library.

5.2.1. The nature and specificity of library e-service

In simple words, e-service can be called web-based services (Reynolds 2000),
interactive services that are delivered on the Internet (Boyer et al. 2002) or
internet-based interactions between service providers and their customers (Rust
and Lemon 2001). Thus the terms ‘e-service’, ‘online service’, and ‘web-
service’ can be considered as synonyms. However, in my dissertation, I do not
use the term 'web service', because according to Haas and Brown (2004: on-
line), the term ‘web-service’ is defined as a ‘software system designed to sup-
port interoperable machine-to-machine interaction over a network’, so this term
is used mostly in the computer science context. Note that for quite a long time,
researchers (see e.g. Dabholkar 1996; Meuter et al. 2000; Dabholkar and
Bagozzi 2002; Zhu et al. 2002) described the e-service mainly as a self-service
experience. Froehle and Roth (2004) pointed out that the main difference
between the e-service and traditional service lies in the nature of service
encounters in e-services, notably, in the absence or presence of human contact.
In the present thesis I consider e-services as a communication process, where
communication between user and library is held online via a web browser or
some other interface. Schultz and Schultz (2004: 153) define communication as
a “process which is based on similar features of different subjects which are:
— interconnection for transferring messages;
— expectation-driven behaviour which gives rise to information;
— certain concrete overlapping cognitions, i.e. knowledge, experiences, evalua-
tions, etc.;
— intentions or results concerning one’s condition or behaviour.”

All these features are present in the library e-service, meaning that the academic

library (e-)service is a conscious act of communication, related to the intentions,
expectations and needs of the users and also of the library. Outcome of this act
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can be seen in the results and quality of the service. Thus this dissertation con-
siders library e-service as a social interaction, having at least two participants —
the library and the user — and the result of their interaction depends on both
sides, both of them contribute to the quality of the service.

In this thesis I examine the library information system as an instrument for
communicative acts. I find support from the well-known theoretician of services
marketing John M. Rathmell, who already in 1966 said, “a service is an act”
(Rathmell 1966: 33). Foremost, I shall use the viewpoint of Weber (1978) in his
social action theory that communication is intentional. Eagly and Chaiken
(1993: 168) define personal intention as a “person's motivation in the sense of
his or her conscious plan to exert effort to carry out a behaviour”. My view is
that the user’s communication with the library is, as a rule, intentional, purpose-
ful and premeditated, as people turn to the library as a social institution to satis-
fy their different needs for information, communication, self-fulfilment, etc.

Conceptualising library e-service as an intentional social action emphasises
user’s communication with library, librarians and other users through a user
interface. According to Cronholm and Bruno (2002), the use of an IT-system is
viewed as a social process consisting of technology-mediated service commu-
nication. This approach fits into the context of this study, as it was created for
highly communicative e-services, such as the library service.

To analyse the library e-service in the context of communication theories
I also proceed from Dennis McQuail’s (2003: 10) concept that in the com-
munication process it is important to identify the communicating parties and the
functions and objectives of communication, to understand how the com-
munication takes place (channels, language, codes), to specify the content and
to find out the results and effects of communication. Accordingly, the library e-
service can be defined as the interaction between the user and the library
system/librarian, held on the Internet, in order to meet the user’s information
needs and resulting in providing the user with the needed information or access
to other services and opportunities (renewal of due dates, managing one’s
search history, etc.). We can first conclude that people use library e-services
because they have the information need which the library as the provider of
information services is able to meet. Second, the library e-service may be
content-centred or/and communication-centred (the classification of library e-
services is presented in Chapter 5.2.2). Third, in the process of e-service the
user and the library establish online communication where the key point lies in
the access to knowledge and other opportunities provided by the library.

The following Figure 2 presents the library information system as a socio-
technical system for communicative action. This Figure helps to visualise the
user's interaction with the library system in the process of e-services. According
to Kling et al (2008), the socio-technical approach to the library information
system and e-service takes into account software and technology, as well as the
wide social context, such as the existing work and communication practices, the
users’ experiences and skills, the existing user support structure and its possible
need for improvement due to new developments, etc.
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Figure 2. Library information/socio-technical system (by the author, adapted from
Goldkuhl 2009: 383)

The model of information systems by Goldkuhl (2009) is adapted to the library

context. According to Goldkuhl (2009: 383), there are three important and inter-

related levels in the e-service:

1) the interaction between a customer and an IT-system,

2) the communication between the services staff and the customer, or between
other customers, mediated by an IT-system,

3) the service production, where the service is produced at a service organi-
sation for a customer.

On the above model, the library user (sender of the message) interacts with the

information system or/and communicates with the librarian (recipient of the

message) via the information system, e.g., sends an e-inquiry to the reference

librarian. The modern information systems enable user communication not only

with librarians but with other users as well. Messages from the users are auto-

matically forwarded according to the library information system protocol and

rules. The system processes the message and has to have enough disc space for

storing many messages. Goldkuhl (2009) highlights that the most important

aspect is that the recipient of the message has to be able to understand and

interpret it in order to take further action. For example, as a result of a service,
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the reference librarian has to be able to send the required information to the
user. Information system has to support all these processes: sending, processing,
storing, forwarding and interpreting of messages.

The main difference between the traditional service and e-service in a library
is that the e-service users have to participate in the service processes more
actively. They rely entirely on their ability to use technology to obtain the
service. Thus the nature of library e-service is not limited to only a human-—
computer interaction. This is also a communication with two or more actors
(user, librarian, and other users), therefore, I approach the library e-service as a
human-to-human communication via computer with the IT-system support pro-
ducing results in favour of humans. Here I support Goldkuhl (2006, 2009)
viewing IT-systems as the media which are used for supporting the communi-
cation between a sender and a receiver (in the academic library context — users
and librarians or other users) in order to successfully manage the service
process that produces value for users.

Conceptualisation of the library e-service is needed because it can help to
specify the role and mission of the modern academic library. In the digital age,
the role of the library embodies more than simply being an information portal
and a book repository. In the course of e-services, the library and the user can
have a direct communication or the exchange of messages, but there is also the
transmission of content. E-environment makes the academic library a mediator
who provides and supports scholarly communication and knowledge transmis-
sion, thus the library information system, shown in Figure 2, can be seen as a
system for both communication and mediation.

I presume that the role of a mediator makes the library more and more
unnoticeable and even invisible. In my work, I have met university members
who have never thought about how large prices the library has to pay in order to
ensure access to scientific journals and to purchase new technological applica-
tions and computer programmes. If we return to the idea voiced in Study IV
that the library keeps the difficult search engines and a rigid classification
system in order to preserve its power, I would want to add that this could also
be the library’s attempt to become more visible to its users.

5.2.2. Classification of academic library e-services

So far, professional literature has not offered a classification of academic library
e-services. Hereby, I attempt to systematise library e-services based on the
Fassnacht and Koese (2006) idea to approach e-services through such dimen-
sion as the position of the service from the user’s point of view. Regarding the
position of the service from the user’s point of view, we distinguish between
stand-alone services and supporting services. In the case of stand-alone servi-
ces, the e-service is designed to be used by customers without any assistance
from the staff, and this phenomenon is referred to as the technology-based self-
service.
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Adapting this idea to the academic library environment, I am going to add
another dimension, connected with the other party active in the service — the
library. It has been proposed previously that the academic library has two roles
in providing e-services — the mediator of content and the provider of other
opportunities. These opportunities include online activities which facilitate the
using of the library, such as renewal of due dates, managing one’s search
history, online reference, etc. Offering these opportunities to users, the acade-
mic library performs the role of the service provider. Accordingly, regarding the
library’s role in the e-service, we distinguish between the library as a mediator
of content and the library as an e-services provider. In Table 4, I offer the
following matrix for the classification of academic library e-services along two
dimensions: the user’s position in the service and the library’s role in the
service. This classification is based on my analysis of the websites of leading
academic libraries with a description of their e-services.

Table 4. Classification of academic library e-services (by the author)

Library’s Position in the Service
Library as mediator of content  Library as e-service provider

- Access to full texts: - Searching via OPAC (Online
e-journals databases (EBSCO | Public Access Catalogue), incl.
Discovery, Google Scholar tagging

etc.) and e-books - “My Library Account”, incl.
- Access to the institutional browsing own checkouts/due
Stand-alone, e-repository/digital archive dates, online renewal, hold
self-services - Research guides (subject reading history and preferred
information online) searches
- Rate books via OPAC

- Information and news about
library work, services and

, collections
User’s - FAQ, User ABC
.Posmon . - Electronic document delivery | - Stack request via OPAC
in the Service | _ E-book-on-demand - References by e-mail and online
- Print-on-demand - Renewal by e-mail
- DataDoi - Online request via Interlibrary
) - Patron-driven-acquisition Loans
Supp orting (PDA) - User training/inform. literacy
Services web-courses
- Library chat
- Library online forum/blog

- Online reservation of library
rooms, computers
- E-bookstore
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To summarise, when analysing computer-mediated communication in library,
we can differentiate between the following human-based and computer-based
interactions, see Table 4 and Figure 2 above:

e user — to information system (e.g. information search on the library web
page, request and renew books), “Interaction” in Figure 2; the upper part of
Table 4;

e user — via information system — to document/content (e.g. access to full-text
databases, e-books, institutional repositories), “Interaction” in Figure 2; the
upper left block in Table 4;

e user — via information system — to librarian and vice versa (e.g. e-reference
service), “Communication” in Figure 2; the lower part of Table 4;

e user — via information system — to other user(s) and vice versa (e.g. writing
in library forums and blogs, rating of books, tagging), “Communication” in
Figure 2; some services from the right part of Table 4;

e librarian — to information system (e.g. design of user interface, setting rules
etc.), “Service production” in Figure 2.

5.3. User participation in the academic library
e-service delivery

This chapter analyses the working user concept, which is a valuable theoretical
approach for this doctoral work, as it allows determining the user’s role in the
service quality and helps in understanding the self-service processes at the
academic library. Although the above-described models recognise the role of
the user when talking about the service quality, they pay attention mostly to two
aspects: 1) the user is the assessor of quality; 2) quality must meet the user’s
expectations. At the same time, the practice of academic libraries shows that
user participation in the service process and the users’ ability at self-service
make them the library’s partner and co-producer in pursuing better quality.

5.3.1. The articulation of the academic library users

The articulation of the users of the academic library services is a necessary
starting point for this thesis and analysis, because the terminology we use can
help us to establish the quality of our interactions. According to Lepik and
Carpentier (2013: 136), the articulations of visitors of memory institutions are
“co-existent semantic tools”, used by public institutions “to make sense of the
complex relationships with people”. Meaning that the words used in the library
communication reflect how librarians think about the people who use library
services and how library views the goals of its work. Thus it is necessary to
understand what the library is communicating when using these terms, and
which term is most appropriate in the context of this study.
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Both the practice and literature (Budd 1997; Hampton 2004; Gross 2013)
show that there are many ways for articulating library users: library visitor,
patron, reader, user, customer, client, member, and borrower. The choice of
terms depends on the type of the library and traditions of different countries.
For example, the word “patron” is widely used in libraries of the USA,
indicating at the supporting role of the public towards the institution of the
library. However, American librarians think that the word “patron” is anti-
quated, because the patron, as a rule, is a benefactor who is above libraries, so
this term has the potential to send the wrong message (see, e.g., Molaro 2012,
Gross 2013). In recent years, the American colleagues have actively promoted a
new term “member”; Molaro (2012) thinks that referring to a patron as a
member acknowledges the social role of libraries in the community. In general,
this can be taken as a positive trend, but I think that this term narrows down the
library usership to members of a concrete community. In the information
society of today, the usership of an academic library is global. For example, any
person older than 16 years can become a user of the UT Library, no matter
where they are located, and thanks to e-services, the library resources and
services are not exclusively accessible to UT members.

In Russian libraries, the most used terms are “reader”, “visitor” and “library
user”. The difference between the “reader” and the “user” lies in the fact that a
user can be any person who uses the resources and services of a library, not
necessarily registered at the library, but a reader is an officially registered
library user (Glossarij 2013). “Library user” is also the most wide-spread term
in European libraries, and I have not found any discussions about this term in
professional literature.

Estonian libraries have traditionally used the term “reader”, under the
influence of the German model of librarianship where the term “leser”
(“reader”) is the most common; however, the term “user” is common in Esto-
nian academic libraries especially in the context of the remote library use as
e-service. Both “reader” and “user” are functional terms, related to people’s
information needs and library’s functions, such as a loan of a book, information
search, access to the library environment and library services. However, this
articulation (reader vs user) expresses not only the semantics, but also the
philosophy of the library nature, functions, and changing role: what is the
library, who needs it, and for what? As was discussed previously, the library is a
social institution with the memory, learning and cultural functions. Since
learning processes increasingly shift to virtual environment, the library as a
mediator of content and provider of e-services recognises its audience as the
users. However, until the library performs its cultural function, promoting the
culture of reading and the value of book, arranging book exhibitions and
meetings with writers, the library communicates with the public as with
readers. Thus, the term “reader” seems to be more related to the traditional role
of the library of offering printed information and to the time, when the primary
need and function of the library user was to read. The word “user” is less
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associated to books and more related to e-information and online using of the
library, being more universal, contemporary and of wider meaning.

Regarding the terms “customer”, “consumer” and “client”, Budd (1997: 309)
writes that “for some good reasons, academic librarians see library users as
customers, and library materials and access as commodities”. I think that their
“good reasons” involve the shaping of the human-centred attitude of librarians
and their favourable relationships with users. Thinking about library users as
consumers of information evokes the willingness to help them and to provide
quality customer service enhancing the image of library as an information
provider. I support the customer-oriented way of thinking, but I do not find it
favourable to use the terms “customer” and “client” in the external com-
munication of the library, because I am sure that libraries do not need to borrow
terms from the business or any other sphere. Public institutions of such a long
history as libraries have a professional terminology of their own and plenty of
suitable words for naming their users. I think that the business/ marketing
terminology could be useful for the libraries in the philosophical sense, as a
semantic value in interpreting their work. In my dissertation, I take “user” and
“customer” as synonyms, but when applying some marketing concepts and
principles to librarianship, I call library customers “users”.

I presume that the term “user” is well suited in the context of the modern
academic library. In this thesis, I define the academic library user (synonyms:
reader, patron, customer) as a person who has some need (information, commu-
nication etc.) and interacts with library to meet this need. Library users are
people who have chosen library services, who have chosen communication with
the institution of library to satisfy their information needs. I believe that this is a
contemporary term, reflecting the notion of information in its widest contem-
porary meaning, referring to the fact that information can be acquired through
different channels and sources: Internet, Google, library. In addition to this, the
term “user” fits especially well the context of e-services. I disagree with Antho-
ny Molaro, who wrote about library users as people who “need something the
library offers but the library does not need them” and “who consume without
creating” (Molaro 2012: online), because the user can create content, start
communication, and add their effort and labour to the service process. To
support this argument, I shall now discuss the concept of the “working user”.

5.3.2. The concept of the “Working User”

The concepts of service “co-production” (Gartner & Riessman, 1974) and “pro-
sumers” (Toffler, 1980) were coined in the 1970s and 1980s to describe the
customers who use self-produced products and services. These concepts ex-
pected that service providers should actively involve their customers in the
service process in a way that the customers are partial co-creators of the service
and its results, similarly to the service staff. Other new concepts emerged, such
as “partial employees” (Mills, 1986; Bowen, 1986), “unpaid employees” (Ner-
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dinger, 1994) and “quasi-employees” (Ford and Heaton, 2001) to mark the
customers who actively participate in the service process, taking on a share of
the work of service staff members.

Library users have always in many ways contributed to some extent to the
service process, however, the role of the library user as the customer of the
information service has been changing since quite substantially over the last
century (Study III, IV). There are a different driving forces to this changing:
the development of self-service technologie (Study II) and transforming
library-users communication (Study IV), the desire of user to gain more control
of the information searching process. So the library users today are more like
co-workers, who assume specific elements of a service process that remains
ultimately under the control of a library. In my dissertation I interpret this
development as the emergence of a new type of library user — the working user.
This interpretation is based on the Rieder and Voss (2010) concept of the
working customer.

According to Rieder and Voss (2010: 5), we can talk about a new type of
customer — the working customer. This new type of a customer is not only the
consumer of service but they 1) are systematically involved in the service pro-
cess, working and making an effort; 2) become an explicit resource in creating
additional value; 3) become a specific worker, whose work is not legally
defined or protected. This concept also describes a new type of labor power,
enhanced worker self-control, an efficiency-oriented self-exploitation of their
work potential, and a correspondingly efficient self-management of their
everyday lives (Dunkel and Kleemann 2013). Information and digital turns with
self-service technology, as mentioned above, are an important driving forces in
the process of outsourcing to the user. Dunkel and Kleemann (2013) also
highlighted that in the today information society, work invades the private lives
of individuals in a completely new way, because work outside the sphere of
paid employment (in this case, self-servicing) is, however, completely new.
,»Over time, the customer ceases to be a private person®, today he or she is a
working customer, and the ,,employer for such work is the service organisation
(in our case, the library). Accordingly, ,,it makes sense to speak of a current
erosion of private life which, until now, characterized society* Dunkel and
Kleemann (2013: 190-191).

Rieder and Voss (2010) importantly observed that the working customer
differs from the prosumer and co-producer, who are usually only selectively
involved. Compared to that, the working customer is systematically involved in
the service process just as if they were a part-time worker of the service
providing organisation. For example, in the academic library the user can inde-
pendently, without librarian’s assistance, find and request the needed materials,
renew the due dates, search for subject literature in databases, download full
texts or use the cloud technology to print them out or send them to their e-mail,
etc.

Anitsal and Schumann (2007) state in their study that the result of a service
often depends on the quality of customer labour. According to this concept,
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three main factors may be used for reflecting the customer labour. First, there is
“an action showing that a specific service task is performed” (Anitsal and
Schumann 2007: 353). Considering this in the context of academic library, it
may be the scanning of a book at the self-checkout or requesting a book from
the stacks via the e-catalogue. The second factor is “the amount of work done in
rendering of e-service” (Ibid.). In the library it may be associated with the
number of books scanned at the self-checker or the number of clicks and input
keywords and other data during a search. “The third factor is the effort or the
user’s perception of his/her individual energy spent” (Ibid.). Introducing the
above approach for academic libraries, I prefer, as previously discussed, library
terminology, and use the terms “user labour” and “working user”.

5.3.3. User’s potential for participation

I analyse the user contribution to the academic library service process and its
results mostly according to the customer participation typology by Anitsal and
Schumann (2007), which distinguishes between the physical labour, cognitive
labour and emotional labour of the customer. By this distinction, in the case of
library e-services we can talk mostly about the intellectual efforts and cognitive
potential of the user. I define it as the user’s knowledge, skills and attitudes
needed for successful online service — knowledge about library and its services,
information literacy, and digital skills.

According to Jan Steyaert (2000: 1-2), there are three types of digital skills.
Instrumental skills are related to simple basic actions, such as sending e-mail
with an attachment or using notebook with touchpad. In the traditional media
context, the instrumental skills can be equated, for example, with the reading
skills. Structural skills are the skills of using hypertext or sufficient knowledge
of English. Strategic skills include the skill to assess the relevance of the
information or make decisions based on available information. Steyaert (2000:
2) finds that the instrumental skills grow with technological progress. People
acquire these skills at an early age, using computers at school and at home.
However, the strategic skills are much more important than instrumental.
Steyaert writes about “digital divide” and stresses that, if even absolutely all
people have computers connected to the Internet, there is someone who does not
actively participate in the information social practice because they lack the
necessary skills. Jenkins (2009) also found that the technology skills of young
people are constantly improving, but the willingness to participation remains
problematic since it requires other skills and knowledge.

In the academic library context, one of the most important strategic skills can
be considered information literacy. Virkus and Metsar (2004: 295) remarked
that “user education in libraries evolved at the end of the 19th century, but there
is evidence that library instruction was given at German universities already in
the 17th century in the form of lectures about reference books, study techniques,
and how to use the library”. According to Julien (2002), information literacy
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skill makes it possible to use information sources efficiently and effectively, to
select appropriate search terminology, and evaluate information appropriately.

Since Sirje Virkus referred to 15 definitions of information literacy (Virkus
2011: 17-18) and concluded that the term “information literacy” has no
generally accepted definition, I use here the formal definition from the As-
sociation of College and Research Libraries, which states that information
literacy requires individuals to “recognize when information is needed and have
the ability to locate, evaluate, and use effectively the needed information”
(ACRL 2000: 2). So it can be concluded that information literacy is a much
broader concept than just information skills. In connection with the digital
environment and e-services it is also appropriate to speak about digital literacy;
according to Runnel (2009: 11), digital literacy is “’the specificity of using and
creating digitally mediated content”. Runnel (/bid.) found that the concept of
digital literacy brings the concept of user creativity to the centre of the debate
on literacy, as users are becoming active producers as well as receivers of
content, making interactivity and online participation possible.

Academic libraries provide great attention to users' information literacy
skills. For example, Lepik et al. (2014) describe UT Library information litera-
cy course for doctoral students, tutored by subject librarians. The information
literacy training could become the basic service for today’s academic libraries,
because it helps students in developing lifelong skills and is also required for
the successful outcome of e-service.

Thus, we can assume that library e-service users are involved in mental tasks
and should make the cognitive effort. Moreover, they also get emotionally
involved with the e-service. As Anitsal and Schumann (2007: 354-355) em-
phasise, “although there is arguably minimal labour, if any, involved in a posi-
tive emotional response, dealing with negative emotions (e.g., patience, trying
to stay positive) may result in considerable emotional toll... if a customer loses
his temper and then has to regain composure, this is viewed as emotional
labour”. In addition to that, Anitsal and Flint (2003) showed that people usually
do not complain about their emotional efforts, compared to cognitive and
especially, to physical efforts. If we approach the online service as a commu-
nication process, it is clear that emotional contribution occupies quite an impor-
tant role here, as the emoticons help the librarians to decode the users’ online
messages.

Participating in the e-service processes, users can contribute their potential
on the different levels. To reveal the levels of user participation, I took as a
basis the classification of the academic library e-services provided above in
Table 4 and also use the approach by Anitsal and Schumann (2010), who
distinguish between three different levels of participation: attendance (low
level), information provision (moderate level) and co-production (high level).

The matrix created in Table 5 presents the academic library e-services
depending on 1) the library function, and 2) the level of user participation in the
service process. In case of the academic library e-services, on the lowest
participation level the users make practically no effort in the service process,
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they are mostly in the role of information recipients but they also need to
communicate their needs and wishes. On the moderate level the users of
e-service mostly fulfil the role of working users. In this role they use self-
service opportunities to access the information and services mediated and
provides by library. They also may be consultants for other users, for example,
via library chat. In the role of a co-producer the users are able to participate in
the design of services, e.g. by sending suggestions for the acquisition of new
materials, assessing the quality of collections in their particular field of
research, participating in the making of discarding decisions, assess the user-
friendliness of the library web site, draw the staff members’ attention to
mistakes in the e-catalogue or tagging comments and new keywords.

Table 5. Levels of user participation in the academic library e-service process (by the
author)
Library’s Function
Library as mediator of content  Library as e-service provider

- DataDoi - OPAC (Online Public
High level - Patron-driven-acquisition Access Catalogue): rate books;
(co-pro- (PDA) tagging; feedback; suggestions
duction) - User training/information
literacy web-courses
- - Library chat, online forum,
S blog
g - Access to full texts and other | - “My Library Account™:
S Moderate materials: e-journals databases | online renewal;
g level (EBSCO Discovery, Google browsing own checkouts/due
ﬁ’: (information | Scholar etc.); e-books; dates; saving/hold reading
2 provision; institutional e-repository/ history and preferred searches
E working digital archive - Searching via OPAC
S user) - Research guides (subject - Information and news about
% information online) library work, services and
- collections
= - FAQ, User ABC
= - Online reservation of rooms,
library computer etc.
- E-bookstore
Low level - Electronic document delivery | - Stack request via OPAC
(attendance; | - E-book-on-demand - References by e-mail and
user as - Print-on-demand online
information - Renewal by e-mail
recipient) - Online request via
Interlibrary Loans
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The user of academic library can today assume the following roles: 1) infor-
mation recipient (consumer of information); 2) independent information
searcher (working user); 3) co-producer/prosumer of information and service.
Practical librarianship of today is mainly focussed on re-defining the role of the
user, using the self-service-related opportunities; so at present, the academic
library user performs mostly two main roles in the e-service process: the user as
an information recipient and a working user. The working users can be con-
sidered as a resource for the library, because it is economically beneficial to
have users self-servicing themselves. Using a definition from marketing litera-
ture (Bitner et al 1994), their participation can be called customer contribution.
If people are ready to contribute into the e-service process to make it better,
they can be engaged in the role of working users and quasy-employees by the
libraries.
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6. EMPIRICAL DEVELOPMENT
OF THE CONCEPTUAL MODEL

The structure of this section is based upon the following issues: what could
academic library achieve thanks to user participation and what is the impact of
user participation on the e-service delivery and outcome; which criteria of e-SQ
are important for users; which factors affect e-service quality in academic
library.

6.1. The impact of user participation

Study II, based on the qualitative study, describes in more detail how users
assess their role and participation in the assurance of service quality. All partici-
pants of the focus-group discussions described their own reasons for using the
academic library online. Students follow library news and look for information
about services and service points, use the e-catalogue and the Google Scholar.
For the faculty, the library web page is, primarily, the gateway to e-databases
and the university digital archive. The discussion revealed that when talking
about library e-services, most of the respondents think about the computer-
mediated communication with the library. Many of them gave the possibility of
getting information immediately at their home or workplace, without paying a
visit to the library, as the reason for their preference. Saving of time proved to
be the main motive for using the e-service.

In order to determine the effect of user participation in the e-service delivery
and outcome, the focus groups talked about their positive and negative
experiences in using these services and analysed the reasons of their failure or
success. Their negative e-service experiences can be classified by the cause of
their failure, such as technical reasons (“server error”, “Internet connection is
too slow”, etc.), or associated either with the library (“requested information
was outdated”, “uncomfortable processing”, “it was not clear whether my order
had been processed”) or the user (“forgotten password”, “could not find an
appropriate keyword”, “do not know how to adjust ez-proxy setup in my
computer”, “had no idea even where to start”). So the participants considered
their participation and potential, which was defined as knowledge, skills and
experience needed for successful e-service, as the critical factor for achieving e-
service quality. Speaking about the effect of user participation, the groups stated
that user experience is extremely important for successful e-services; this is a
logical and expected result, because knowledge and skills increase with the
growing experience. Thus, the experience in using e-services should be taken
into account when building the model of e-services.

However, the way how the users are able to apply their potential depends on
the service provider. The level of working conditions, provided by the library, is
crucial: a comfortable and friendly environment and easy access, clear and
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understandable rules, etc. Only under such high-quality conditions it is possible
to talk about the successful application of user potential.

The quantitative survey also aimed at finding out what the users think about
their role and potential. The questionnaire contained two questions about how
the users assess the level of their personal knowledge and skills and the impor-
tance of these for successful using of e-services. The absolute majority of reci-
pients (97%) believe that successful use of e-services could also depend on the
user's personal knowledge and skills. At the same time, the users of the UT
Library assess their skills and knowledge to be of quite high level — only 10% of
the recipients thought that they did not have sufficient skills for successful use
of e-services.

6.2. The criteria for successful e-service

Discussing the good e-service criteria, the participants of focus groups identi-
fied 15 significant criteria and stated their rationale for choosing the particular
criteria: user-friendliness, access reliability, security, speed, credibility,
relevance of e-information, clarity of e-information, competence, feedback, dia-
logue, user participation, responsiveness, courtesy, empathy/support, and
aesthetics. Study II provides discussions about each criterion and users’ defini-
tions of them. The list of these quality criteria, specified by the focus groups,
was complemented with eight additional items selected from relevant literature
(see overview in Table 1, Chapter 4.1): navigation, accuracy, assurance,
sufficiency, completeness, easy access, personalisation/customisation and
entertainment. For operational definitions of the criteria see Table 6.

The next task was to specify the quality indicators which the library users
regarded as very important and not important at all. I used statistical analysis,
computing the average assessment of the importance. The results can be seen in
Table 6, where the quality indicators are presented in the ranking by importance
according to mean assessment by the users (5 — very important, 1 — not
important). The most important quality criteria are credibility (m=4.69) and
navigation (m=4.68), the least important criteria — entertainment (m=2.08) and
aesthetics (m=3.36).
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Table 6. E-utlibQUAL: operational definitions and average value of the academic
library e-service quality criteria, (scale: 5 — very important, 1 — no important)

RANK | CRITERIA OF | OPERATIONAL IMPOR- | SD
E-SERVICE DEFINITIONS TANCE
QUALITY (average

value)

1. Credibility library website provides trustful 4.69 .584

information

2. Navigation easy to find what the user needs, 4.68 582

easy orientation on the site, the
user should not be lost on the
library website

3. Clarity concise and understandable 4.66 554
content, terms and conditions, easy
requesting and contacting

4. Reliability correct technical functioning of the | 4.66 .567
website; no broken links; databases
are up and running; relevant
information is available

5. Accuracy whether all the information related | 4.60 .606
to the e-services is accurate

6. Assurance feel confident in dealing with 4.55 .634
the site; providing personal
attention

7. Relevance library website provides useful and | 4.55 .661
relevant information

8. Competence possession of the required skills 4.47 .697

and knowledge to perform and
provide the library e-service;
expertise; problem solving

9. User- the library website is logically 4.45 .668
friendliness structured;
easy for quick access and
navigation
10. Speed quick navigation, search, and 4.43 732
downloading
11. Security user’s personal information is 4.43 .869

protected; transactions are safe
from intrusion

12. Easy access Website gives easy access to texts | 4.37 .633
and search features on both the
office and home computer

13. Responsiveness | quick site-to-user response; 4.36 743
effective handling of problems,
helpfulness; making new
information available;
minimising computer

response time
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RANK

CRITERIA OF
E-SERVICE
QUALITY

OPERATIONAL
DEFINITIONS

IMPOR-
TANCE
(average
value)

SD

14.

Completeness

exhaustive collections of e-
materials to meet the users’
immediate needs

4.32

707

15.

Sufficiency

Information received from the
website is sufficient to meet the
users' needs

4.29

746

16.

Dialogue

helpfulness; assistance from online
representatives; availability of
library chat, virtual area for
comments, questions and
suggestions; choice of languages;
diversity of communication
channels;

easy finding of the contacts and
people needed

4.28

.697

17.

Feedback

personal confirmation from library
about successful or failed
transactions (requesting, etc.),
FAQ availability for the users'
convenience

4.18

924

18.

Courtesy

“netiquette”; respect of the partner;
politeness; correctness

3.96

941

19.

Empathy/
support

supportive guidelines for research
and library use; empathy of the
reference librarians; print-friendly
format of the information; FAQ
availability for the users' con-
venience

3.96

934

20.

Participation

self-service options;
encouraging/enabling the users'
independent activities

3.91

997

21.

Personalisation/
customisation

personalising the website to the
users' needs

3.78

1.013

22.

Aesthetics

nice, stylish and visually pleasing
design, colourful, with images

3.36

910

23.

Entertainment

Animations, links to video clips,
etc.; attractiveness

2.08

.883

In addition to mean assessment, the standard deviation was computed as well,
showing that with some indicators, the assessments of importance differed
much and could even be diametrical. The opinions were most diverse consi-
dering the importance of personalisation, participation, courtesy, and empathy —
the importance of these criteria was high for students of all academic fields, but
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low for faculty members of all academic fields, especially in Realia. As an
example, a remark added to the inquiry by a lecturer of chemistry said, “/ do not
expect any special courtesy, empathy or supportive guidelines from the library.
I only need new information in my field of research straight to my desktop as
quickly as possible”.

6.3. Factors affecting e-service quality

The faculty and doctoral students in focus groups mostly associated their
negative experiences with e-services with the following key words: speed/time,
motivation, experience. Time tends to be a critical factor for the perceived e-
service quality. Many participants said that time is their most valuable resource
and related it with emotional labour. The focus group discussion also made
clear an interesting aspect that students said that cognitive labour is the most
critical for them, however, faculty members and researchers were more sensi-
tive to emotional effort; especially when it demands patience with technological
problems, e.g., too slow downloading. Discussion also revealed that the respon-
dents were quite sensitive to the access to full texts, e.g., a defective link to a
full text causes extremely negative emotions.

The key word “meotivation” had a central place in the students’ discussion.
Many students stressed that high information search competence results in pride
and respect from their fellow students. Another interesting point of view was
voiced by doctoral students who believed that user participation is based on the
user's motivation and attitude, on their ideas about different things including
studies, technology, information, library, people, communication, indepen-
dence, etc.

Findings also show that respondents are interested in having more control
over the service process, for example, the e-catalogue function My ESTER
gives the users a lot of satisfaction, because it gives them control over their own
user account: searches, loans, holds, renewals, etc.

Factor analysis enabled to identify factors affecting e-SQ, as a result of
factor analysis, four dimensions with their associated 22 scale items were
derived. Results of the factor analysis are given in Table 7.
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Table 7. Factor analysis of individual dimensions of academic library e-service quality
(the given factor values > 0,4), eUtlibQual, by author

Variable Factor 1 Factor 2 Factor 3 Factor 4
Communication Content Access Design

Support 720
Feedback 716
Courtesy .673
Dialogue .695
Competence .694
Responsiveness 578
Accuracy .672
Clarity .661
Relevance .653
Credibility .649
Sufficiency 564
Completeness .537
Speed .768
User-friendliness .677
Easy access .667
Reliability .662
Assurance .640
Navigation .535
Security .533
Entertainment 759
Aesthetics 753
Personalisation/ 501
customisation

The first factor, positively related with such quality criteria as support, feed-
back, courtesy, dialogue, competence, and responsiveness, is communication.
The second factor, content, contains accuracy, clarity, relevance, credibility,
sufficiency, and completeness. The third factor, access, includes speed, user-
friendliness, easy access, reliability, assurance, navigation, and security. The
fourth factor, design, contains entertainment, aesthetics, and personalisation/
customisation. These e-service quality criteria, grouped by the results of factor
analysis, led to the development of the conceptual model of academic library
service quality provided in Figure 3 (see Chapter 7.1).
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7. DISCUSSION

“A theory is a good theory if it is an elegant model,

if it describes a wide class of observations,

and if it predicts the results of new observations.’
Stephen Hawking, My position (1993: 44)

>

As the main result of this doctoral dissertation I propose to discussion the
conceptual model (Figure 3) which provides a comprehensive framework for
the academic library e-service quality and its determinants. In my articles
(Study L, I, III, IV) and in Chapter 6 of the introductory article I described
the basis for my conceptualisation of the academic library e-service quality and
the role of the user participation — the theoretical analysis provided in Study
II1L, IV builds the conceptual framework, and the empirical research (Study I,
II) helps to elaborate the proposed model.

7.1. Conceptual model of the academic
library e-service quality

The conceptual model (see Figure 3) is built upon the understanding of the
academic library e-service as an intentional communication act, based on the
users' information need. As a result, the library provides access to information
or other e-opportunities to meet this need. This is an online interaction with two
parties — the library and the user. For successful interaction and service out-
come, each of the parties has its own quality potential which will be used in the
service process. Thus, the model has two main elements — the library-related
and user-related quality determinants. The main specificity of the model lays in
the fact that users’ participation in the service processes, their potential and
contribution are considered as constructs of e-service quality. Thus, in Figure 3,
perceived service quality has been shown as an antecedent and consequence of
user participation in the e-service delivery.

When building the model, I took into consideration the multidimensional
conceptualisation of e-service quality. The dimensions of the model linked to
the library are determined by the results of an empirical study. According to
this, the four dimensions of service quality have to be considered from the
library perspective: 1) communication, 2) content, 3) access, and 4) design.
Communication is concerned with aspects of the human-to-human (librarian-to-
user) communication, access is concerned with aspects of the user-information
system interaction, content is related to the information provided or mediated by
the library, and design is focused on the aspects of e-environment and website
design options. All these dimensions form the library quality potential.

Next, the model describes the user-linked factors; so with the help of this
model we can conceptualise user participation and contribution to the e-service
process and results. Here, I use the conception of the “working user”, described
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in Chapter 5.3.2, according to which user contribution mostly involves cogni-
tive and emotional labour. Cognitive labour is in the model conceived as the
user's media competence and emotional labour includes managing emotions
when user is achieving the intended goals, (patience, friendliness, empathy).
According to the findings in the empirical study (Study II), the user's expe-
rience and motivation were fitted into the model as additional parts of user
potential.

The process of e-service is in the present model associated with functional
quality, answering to the question “how (is e-service delivered)?”. The quality
of outcome deals with the result of the e-service usage and is associated with
technical quality, answering to the question “what (did the user receive)?” (See
the Nordic School approach, described in Study I, II). In building the model,
I also used the Gap theory of service quality, developed by the American school
(Study I, II). Based on this, I take the above-mentioned dimensions of the
library and user potentials as critical points which affect the e-service quality. In
my opinion, such conceptualising is essential for librarians because, as shown in
Study I, by monitoring these points, they can correct them and improve the
service quality.

According to the theory of the disconfirmation (described in Study I), gaps
may emerge in all quality dimensions during the service process; the model lists
eight of them. Four of these gaps are related with the library (G1 — communi-
cation gap, G2 — access gap, G3 — contents gap, G4 — design gap); the other four
are related with the users (G5 — cognitive efforts gap, G6 — emotional efforts
gap, G7 — experience gap, G8 — motivation gap).

Based on the focus groups discussions, I thought that in conceptualising the
library e-service quality, it is important to take into account the fact that the
perception of quality can still depend on some other determinants. To mark
these determinants, I use the term “perception filters”, coined by Quartapelle
(1994). These filters are not as crucial in assessing the e-service quality as the
already mentioned eight quality factors and the quality gaps, but they also play
their role in the perception of service quality and these filters can reduce or
strengthen the effect of the factors or gaps. In the model, I consider the
following filters: the user’s sense of effort spent in the service delivery; the
user’s sense of control over the service process; the image of the academic
library.
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Findings in the empirical studies (Studies I-II) support the importance of user
participation. So in my opinion, the basic question for discussion in the present
doctoral dissertation is the “user” dimension in the conceptual model of e-SQ
(Figure 3). I believe that assigning the user a role, meaning clearly defined
user’s participation in the service delivery, is also needed for the commu-
nicative turn in the library institution. As this doctoral study has two theoretical
contexts (SQ-related business/service context and user participation-related
social context), I shall compare the business/marketing and social approaches to
the academic library communication. This comparison is presented in Table 8
and forms the basis for my discussion on the following issues: the role of user;
the levels and forms of user participation; challenges and risks (extended
discussion of the principles of library-user communication is provided in Study
IIL, IV).

Table 8. Academic library e-service and user participation in the e-service delivery,
business/service and social approaches (by author)

LIBRARY-USER BUSINESS/SERVICE SOCIAL APPROACH
COMMUNICATION | APPROACH
Principles of library- | One-way, vertical Two-way, horizontal
user communication | Control Trust, support
Taxonomy Folksonomy
Digital and information Digital, information,
turns communicative turns
Saving library resources Increasing access
Providing knowledge Co-creating knowledge
Marketing discourse Social purposes of
communication
The user roles Information consumer/ Co-producer
customer Prosumer
Working user/quasi- Quality co-creator
employee
Quality evaluator
The levels and forms | User labour User empowerment
of user participation | Usage, exploitation Produsage
Access, interaction Access, interaction, decisions
Involvement Engagement
Challenges and risks | Quality gaps linked to Quality gaps linked to library
library and user
User motivation User motivation and
User digital skills librarians’ attitude
Tiring for user User media competence
Expensive for library,
resource-intensive
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7.2. Changing role of user

The “communicative turn” in academic libraries is centring on the changing
power relations in the library-user communication and on the role of user. If we
consider the three turns described in this work (digital, information and
communicative) which have occurred in academic libraries, the question arises,
which one is the most important among the three. Based on the theoretical
analysis (Studies III-IV), I think that the so-called digital and information
turns are not revolutionary turns but, rather, they are new and effective ways the
library can use to store and disseminate information and automate its work
processes, including user services. This is mainly a technological evolution,
whose importance and impact are compared in Study IV to the inventing of the
printing press by Gutenberg. Despite the huge effect these turns have on library
work, the functions, mission and principles of the work with information have
remained the same.

Compared to that, the “communicative turn” can be called a true revolution,
because the virtualisation of information and services; new technologies for
obtaining information are already questioning the irreplaceability of the library
as a social institution which offers information services, and require that
libraries revised their ways of communication with their users. As Lotina’s
(2016: 16) study revealed, “’technologies have not only speeded up the process
of information dissemination and enabled a convergence between different
types of media, but also changed the roles of users — ordinary people become
producers and actors, professionals and experts”.

The next question, whether librarians accept the changing role of the user,
i.e. whether the communicative turn really takes place in academic libraries?
Regarding the position of academic libraries of today in Table 8, I can say that
libraries mostly use the business/service approach for developing their
e-services, or in the other words, they exploit the user’s potential. Asking for
the opinion of their users on the service quality is a widespread practice, but
still, libraries do not consult their users on how to systematise information or
how to design services. In ensuring the quality of the content and access, the
libraries trust only their own expertise.

I am sure that libraries have their own objective reasons. When delegating
control to the users, tagging and other types of folksonomy may increase the
probability of the occurrence of user-linked quality gaps (see Figure 3). In order
to exclude them, or at least to diminish their effect and to guarantee the quality
of the content, the library has to check regularly the activities of its users (Study
IV), or, according to Lynch et al. (2010), to apply the “radical trust” and focus
on the rising of the media competence of its users. All these ways are related to
quality gaps and additional costs. Thus, the “working user” approach helps the
libraries in economising their resources and is in a greater accord with the role
and responsibilities of the libraries — by having a complete control over the
content and access, the library is able to ensure high quality and to direct its
resources to eliminating of possible quality gaps.
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I should note that not all librarians think that users have sufficient skills to
cope independently with the e-service process. To guarantee service quality, the
user will, rather, be assigned only the smallest role of the sender of an infor-
mation request, and the relevant information will be found and forwarded by the
librarian. However, I do not want to state that the reason for a service gap is, as
a rule, the user’s insufficient knowledge and skills. As it was analysed above,
the library sets some barriers for the users, for example, controlled vocabulary
schemes (subject headings, taxonomies), which provide a way for organising
information at the academic library. For example, a good language skill
(structural skill) is sufficient for a Google search, which is based on natural
language vocabularies, but it is insufficient for a library search, governed by a
controlled vocabulary with authorised terms, which can successfully be used
only by an experienced user with specific skills. I think that here we can see the
power technology of the library system, which attempts in such an implicit way
exercise its power in communication with the user.

It is also important to distinguish between the foundations for the library’s
contribution and the user’s contribution to the e-SQ. The library’s contribution
is based on its institutional mission — academic library has to make an effort to
offer high-quality service, this is the social task of the library. The user has no
such task and they cannot be made to take responsibility for service quality.
Thus, the user does not have to, but could actively contribute to the e-service
process, but at the same time, the user has the right to remain simply an infor-
mation consumer, sending their inquiries to a reference librarian. In this case,
the user’s active participation is of a minimal level, limited to the formulating
and sending of information requests.

In summary, the concept of user’ participation and their role in the quality
creation has not yet been adequately defined since it is quite a complex problem
with different focuses (Study IV). In this doctoral thesis I try to clarify, which
of the user’s roles would add to the service quality and which one would make
it more complicated. I would not want to oppose these roles to each other but,
rather, it is clear that one and the same person can assume different roles in
different situations and that each time, they can use the library in a new role.
The library has to offer high-quality e-services to its users no matter their
present role. Besides, in all their roles, the users contribute more or less of their
cognitive and emotional efforts to the service delivery process. But when
thinking about services for future academic libraries, we have to reflect about
which of the user’s roles are really effective and productive in library
(e-)service development and in the consolidation of the library-user communi-
cation. The level of user participation and contribution is different in each role
and it is important to understand, which level is more acceptable for the
academic library or for the users, and accordingly to improve library service
quality.
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7.3. The levels of user’s participation

In the e-service process the library offers its users free access to its resources
and ensures their independent interaction with the information system.
However, can we say that it is a partial delegation of power over the process?
Though this is not the power over the library info-system, because, as rule, the
library users do not make decisions about design of system/process, they only
use the e-service design that is offered by library. Thereby, the question arises
whether this can be called “user participation”. Nico Carpentier (2012: 170)
says, “The balance between people’s inclusion in the implicit and explicit
decision-making processes, and their exclusion through the delegation of power
(implicit or explicit), is central to discussions on participation in all fields”. So,
it appears that we often call the “participation” other things, such as “self-
servicing” and “working user”, where we offer users mostly access to service
and interaction with library info-system.

However, when talking about e-services, I consider very important
Carpentier’s observation that participation is not the same as access and
interaction, and that access and interaction do not automatically lead to
participation “because of their less explicit emphasis on power dynamics and
decision-making” (Carpentier 2012: 172). In the activities of the “working
user”, which are restricted to access and interaction, we can find only a minimal
amount of participation. I propose that the most important factor which the
library is ready to delegate to its users is the control over the e-service process.
But real control over the library information system with all regulative rules is
held by professional librarians. Such minimal participation, using Carpentier’s
words, “mainly serves the needs and interests of the mainstream media system
itself, instrumentalising and incorporating the activities of participating non-
professionals” (Carpentier 2012: 171). Consequently, it may be risky for
academic libraries to consider their users as a resource and to increase the share
of self-service in order to economise their staff costs, because this may erode
the trustworthy communication between the academic library and its users.

There is another important aspect when discussing participation levels —
terminological, e.g., differentiation between involvement and engagement. A
definition of “involve” is “to enfold or envelope”; conversely, “engage” can be
defined as “to come together and interlock.” Thus, involvement implies “doing
something to someone”, whereas engagement implies “doing something with
someone”. Moreover, the term parent engagement indicates a shared and conti-
nuous responsibility (Collaborating... 2011: 57). A library user in the role of the
“working user” is involved in work, but they are not responsible for the result.
In the role of the “co-producer”, both the control and responsibility are partially
delegated to the user.

Table 5 (see Chapter 5.3.3) shows that today the academic library e-services
are mostly designed in such way that the level of the users’ involvement in
service process varies from low (attendance; user — information recipient) to
moderate (information provision; working user). Another observation is that the
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library can offer users more opportunities for participation on high level (rate
books, tagging, suggestions and feedback) if the library performs the function of
services provider. In the role of mediator of content, the libraries mainly
provide the moderate and low level of user participation, since most of the
mediated content is protected by copyright. Users can independently search and
access the full texts but they cannot share this content freely. Therefore the open
access (OA) movement supported by academic libraries seems promising,
because the open data can freely and without any restrictions be downloaded,
disseminated and re-used. So the users may use and share OA materials, and
thus become co-mediators. In this regard, the DataDoi (e-service that collects,
preserves, and distributes scientific research data) seems especially promising
for the academic library user participation on the high level.

7.4. Supporting role of the academic library

As an academic library practitioner, I am interested in how could the active user
participation be stimulated in service delivery. It is also important to realise that
the academic library is in a pressing need for trained information specialists
who, with their high media competence, can support and help motivated users.
It may happen that the user, who is not confident in their information skills,
prefers not to use the library in order to avoid negative experiences. In this
context, we can also question the irreplaceability and visibility of the library
among other service providers and Google.

Study IV indicated that Google has already won a large portion of search
territory from libraries and is not likely to return it. At one time, people turned
to libraries to get information, but today, there are so many free sources of
information that many people can meet their needs outside knowledge insti-
tutions. As the present qualitative study explores, students admit that Google is
their first information source. However, the empirical study showed that people
trust information from an academic library more than that found on the Internet.
I suppose that academic libraries have a better position in their competition with
Google because the academic community trusts their expert staff. For example,
although my fellow PhD students are well able to find information from
research databases, they would still often turn to me as the librarian for some
consultations, e.g., about scientific journals ranking.

In the model of e-SQ (Figure 3) the users’ cognitive potential has been
recognised as a factor which determines service quality; however, it also
determines the level of user participation and independence in using library e-
services. TU Library practice shows that instrumental skills of users, especially
of the new generation, are often higher than those skills of librarians. Students -
online library users — are very good in setting up their computer with an e-proxy
server or installing a new version of Java for using a digital archive. Their
structural skills, especially English language skill, are also best developed. But
they are often in trouble and ask for help in searching for correct keywords, in
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using logic operators, in assessing the relevance of information. Insufficient
strategic skills of the users may prevent their participation in service delivery
and their contribution to SQ. Thus, the promotion of information literacy and
media competence training as a basic academic library service is very important
today. The task of the academic librarian of today is not to teach students “our
tedious classification systems” (Harley et al. 2001), but to support them in
information search and information quality evaluation.

Consequently, a perspective issue in the academic library services is the user
support, understood as the help that the academic library specialists and other
library users can give to the e-service user. This support may be technical (e.g.,
consultation about accessing e-journals), information-related (Help and FAQ at
the user interface), or emotional (e.g., humorous emoticons or even specially
designed “librarianship emoticons”). The aim of such help is to minimise the
risks of user-linked quality gaps and to motivate the users to contribute more to
the service result. Consequently, the dimension of the service quality model
(Figure 3) which is related to the emotional part of the service process is no less
important than its technological or cognitive parts. Moreover, it was a little
surprising that so many emotions can be related to using e-services in the
academic library; focus groups listed such key words as happiness, pride in
oneself, interest, enthusiasm, courage, thankfulness, patience, anxiety, and
frustration. This confirms the importance of emotional labour in conceptualising
the service quality (Figure 3), because knowing this, libraries are better able to
motivate their users by evoking their positive emotions and minimising negative
ones in order to avoid quality gaps in emotional efforts.

The importance of emotions in the e-services gives rise to another problem
for discussion — the human aspect of the library e-service. In this doctoral work,
I cannot leave aside the issue of academic library e-communication regarding
personal contact with the library system, meaning, how hypothetical library
users perceive e-communication, whether they feel that they communicate with
the information system itself or, if to quote one of the respondents, “with
friendly people behind the computer screen” (Study II). For example, the users
are not very happy receiving standardised formal responses in the course of the
service because it feels too machine-like to them. Some users mentioned that
they can even reconstruct the face and voice of the librarian who answers their
e-mails.

Thus, the human aspect did not disappear in the library service delivery.
Even if the service is rendered in the virtual environment, the “human touch” in
the “high-tech” settings of library services is still important for academic library
users. The users find equally important the possibility of getting information
independently, quickly, comfortably and without physically visiting the library,
and the possibility of getting the needed consultation and support from the
librarian. The observation that it is not enough for users to have the “human-
computer” interaction; they need the “human-via-computer-to-human” com-
munication as well is intriguing. Perhaps one of the most surprising findings
was that younger users value the human aspect more than older academics. The
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higher is the users' academic status, the larger independence and control they
need. Students appreciate support and assistance; furthermore, they desire a
dialogue not only with the librarian, but with their classmates and other, more
experienced users. However, this aspect embodies certain risks and challenges
to libraries.

7.5. Quality challenges for academic library

Risks and challenges linked to library are discussed in Study III, focussing
primarily on the problem of expertise, examining it in the context of the socio-
cultural transformation. One of the most drastic changes for today’s libraries is
that librarians can no longer present themselves as experts. Library expertise
translates into the bibliographical control of knowledge and universal classifi-
cations for systematising information. Study III pointed out that this approach
to the world of information has been successful for hundreds of years. I agree
with Ray (2001) that it is no wonder that librarians keep trying to organise the
electronic information environment. However, I am rather sceptical about Ray’s
(1998: 251) opinion that “the elegant, hierarchical, and logical simplicity of the
library’s traditional system has served us well and is likely to do so for a long
time to come”. The logical hierarchy systems of the library, being a product of
the Modern Era, are not very compatible with the today’s users’ world-view,
because the information overflow and digital transformations have dramatically
changed the conceptions of knowledge production, classification and use, where
anyone can be in the role of an expert. I rather agree with Martin’s (2009)
opinion that it is important for library services not only to examine the fact that
people do not consider libraries to be portals of information, but also the fact
that today’s users see themselves as being capable information seekers.
However, information expertise has for centuries been a playground of libra-
rians, so handing this playground over to non-professionals could become a
great challenge to academic libraries. As a professional librarian, I am inte-
rested, for example, in Lankes’ question, how a traditionally strict and rigid
system, such as the library (e-)catalogue, might offer possibilities for user parti-
cipation in, for example, the e-service process, if users could add their own data,
keywords or comments to the catalogue to assist other users (Lankes 2008).
Moreover, my practical work shows that the e-service user may send questions
not to a reference librarian, but to other users, who then give answers in the role
of a consultant. For libraries, this is a truly new and seemingly risky approach.
It’s clear that active user participation in the e-service delivery raises a
number of questions, in particular about quality, professional ethics and
responsibility, to academic librarians. The library is a public institution, pro-
viding public services and being responsible for their high quality. Examining
the suggested model of quality (Figure 3), we can see that the user dimension
can have an effect on the achievement of a high quality result by increasing the
number of possible quality gaps. For example, if the library does not control the
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content any more, we cannot be sure that the quality of the content will meet the
criteria which are important to the users — accuracy, thoroughness, reliability
and correctness (according to Studies I-II).

Hence the next discussion issue is how well academic librarians are prepared
for the related anxiety, disruption and chaos which can be viewed as the risks
linked to users. For many centuries, perfect order and discipline formed the
main principle of library work. User participation, which may involve some loss
of control, can damage this order. However, 1 do not think that user parti-
cipation could lead to total disorder. Rather, user participation may bring
uncertainty and unpredictability to the library system and to the service
delivery, but despite this, because of the real communicative turn, today’s
libraries should trust their users’ skills and knowledge to a much greater extent.
However, practice shows that academic libraries are not so enthusiastic in
accepting everything that user participation might bring along.

On the one hand, user participation may endanger the quality of library ser-
vice, but if we want to match our services to our users’ expectations, academic
libraries should adopt new ways of information work and make their rigid
cataloguing and classification systems more flexible. I agree with Duderstadt
(2009: 220), who thinks that librarians have developed knowledge in many
forms, and “so much of this wisdom, many of these fundamental concepts and
principles, continue to be valued as they are applied to the digital world”.
However, based on my own experiences in the work with users’ requests,
I would suggest that we need to develop our services in a way which could
make information search in an academic library as comfortable as in Google,
offering, for example, spell checking in the searching process and, maybe, also
tagging the user’s own keywords and comments.

Our taxonomy-based principles, stemming from the Modern era, could
perhaps be reassessed and enriched with folksonomy, delegating some of the
power and control to users. Coyle (2007: 290) proposes that “librarians might
take the advantages of both folksonomy and traditional information organisation
systems and use them simultaneously to increase access to library collections”.
Academic libraries are right now facing the challenge of the need to consider
library users not just as working users whose effort is systematically exploited
in the e-service process. Academic libraries could not only put users to work,
but also, utilising the possibilities of user participation and co-creation, trust
them with more control over the system, give them empowerment and a greater
freedom for making decisions. Librarians could see their users as, using
Siibak’s words, “knowledgeable” human agents (i.e., people who know what
they are doing and how to do it) and understand that users engaging in online
environments “need to put into practice their necessarily structured knowledge”
(Siibak 2009: 18). I also support Lankes’s (2010: 1) opinion that the academic
libraries of today should “focus on connection management instead of
collection management”. However, this challenge requires the changing of
some basic attitudes in communication with the users, but also the maintaining
of the high quality of the service.
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In principle, 1 find the ideas of participatory cataloguing, collaborative
tagging, and folksonomy interesting and perspective, because they are demo-
cratic, collaborative, empowering and oriented to users’ needs. These ideas may
have their future in the development of the library communication strategy and
new services. Furthermore, these ideas could be successfully applied just in the
academic library with a larger user competence and potential. However, we
cannot forget that the library has to be responsible for the reliability and
correctness of information (Study II), which informs the criteria for e-service
quality.

This is why I think that finding the balance between quality assurance and
partial delegating of control over the e-service process to the users will be the
most serious challenges for the academic libraries already in the near future.
According to Zwick et al. (2012: 184), “if the balancing act between user
control and freedom cannot be accomplished, the creative labour of the user
may be become stifled”. The analysis of the Table 8 above allows us to
conclude that today, academic libraries are facing a serious dilemma: should
they continue developing their services as self-service, making their users act as
“working users”, but not changing their rigid taxonomic information systems
and search engines that demand high media competence, or should they start to
develop folksonomy and involve their users as “co-producers”. It is difficult to
decide what is right and what is wrong, because here may clash the values of
the modern and the postmodern/digimodern eras, the challenges of
professional ethics and information society, and the users’ needs and the
responsibility of the library (Study IV).

According to Weise (2004), the library is subject to change and must be
flexible to accommodate change. It does not mean the academic libraries have
to abandon their traditions and values, but rather “to find a way to incorporate
the old and the new in rational manner” (Weise 2004: 11). In this regard,
Studies III-IV pointed out that today's academic librarians should not only
diligently use new technologies and marketing approach in their work, but also
have a deeper understanding of the processes of social and cultural transfor-
mations. This understanding will also help libraries in designing new high
quality (e-)services and assigning the users their role. It is important because the
users’ experience, information competence and skills, combined with their
motivation and willingness to participate in the service process, also affect the
user-perceived quality.

7.6. Limitations and implications of the study

The conceptualisation of service quality has up to now been the most debated
and controversial topic in the scholarly literature. The information provided by
this doctoral thesis may have implications for library managers as well as for
academics. The theoretical contribution of research lies in complementing the
technological and marketing approaches with a communication and user
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participation-based social approach for better understanding of the e-service
quality. Thereby, contacts with the library IT-system are viewed as a social
process, based both on technology and communication.

The proposed conceptual quality model can help professional librarians to
understand the essence of the library e-service from the user's point of view, and
to find out which factors affect it and which quality gaps can appear during the
e-service delivery. The practical value of the study is that it shows the pos-
sibility to design e-services in accordance with the users' expectations, based on
the quality criteria important to them. I hope my study will create awareness
among academic librarians to pay more attention to e-service quality attributes,
as well as assist them in improving e-service performance.

Librarians could find inspiration from the proposed model, as well as from
the methods used for conducting the survey assessing the e-service quality.
Although this was not the primary aim of the dissertation, this study also
developed a comprehensive instrument for evaluating the academic library
e-service quality. The method of UtlibQUAL and e-UtlibQUAL, developed and
used in this work, were empirically tested and they can be offered to library
managers for monitoring e-service quality and for analysing the survey data.

Although this research was carefully prepared, I am still aware of its
limitations and opportunities for further research. First, the empirical study was
conducted only in Estonia and at one specific library, the University of Tartu
Library. This academic library is unique for its history as well as its resources
and environment. However, it should be noted that this library context has been
used mainly for empirical development of the e-SQ model, and not for all
processes of conceptual modelling. Since an essential part of conceptual
modelling is knowledge acquisition, or the process of specifying the problems
and describing the system, such theoretical analysis demanded more general
information related to previouse research studies with a wide geography,
different types of libraries, as well as to various socio-cultural contexts. This
fact allowed suggesting that the proposed conceptual model can be generalised
to fit other libraries as well. Here, I primarily consider such European academic
libraries which are comparable with the UT Library, as they offer services to
universities comparable to the University of Tartu. Whilst, for the future
research it would be interesting and useful to widen the scope over the whole of
Estonia area, and also Baltic and other European academic libraries.

Second, it could be useful to conduct a similar survey at other types of
library, for example at public libraries, and to compare the results. Investigating
the librarians' opinions about the e-service quality dimensions would also be a
promising idea. The concept of “working user” is also promising for future
research. Academic libraries could explore which factors motivate users to
contribute their effort to the success of e-services more actively, and how
libraries can show users the recognition for their efforts.

A limitation of this study is also its small sample. The qualitative study was
conducted with two focus groups. The response rate in quantitative study was
41%. Moreover, for technical reasons it was not possible to receive the
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information about demographic groups from the TU Library users’ database
(general sample) to compare it with the sample of quantitative survey. In
addition, since I am a professional librarian (a representative of the library
system), it is unavoidable that a certain degree of subjectivity can be found
(coding and interpreting of the focus groups discussion, theoretical analysis) in
my dissertation.
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8. CONCLUSIONS

This chapter provides answers to the research questions of this doctoral disser-
tation. The conclusions, based on theoretical analysis (Studies III-1V) and
empirical research (Studies I-II) and set into the framework of the main re-
search questions, are the following.

o The communication of the academic library with its users is changing
under the influence of information society, but real “communicative
turn” is still in development (Study 111, IV)

Transformation of the academic library communication is illustrated in detail in
Figure 1 (Chapter 3.4) and Study III, IV. This doctoral thesis concludes that
the academic libraries of today have gone through the information, digital and
communicative turns. Communicative turn is the most important among them
because it establishes a new type of relations with the users. The theoretical
analysis made in the Studies ITI-IV shows that for centuries, the commu-
nication between the academic library and its users has been based on power
relations, where librarians had the authoritative position as information experts.
However, processes of cultural transformation and democratisation have
influenced the nature of these power relations. Today’s library readers are self-
confident and empowered media users, who can control the content provided by
library and share their information experiences with other users. User involve-
ment in the library projects, design and delivery of services means the creation
of a new type of interaction in library communication, based on dialogue. With
the development of user roles and the rise of self-services technology, user
participation has become an important issue for libraries.

As the authoritarian position of the library was left in the past, we may have
an illusion that there are no power relations any more in communication
between the user and the library. For example, this fact that the library
institution still feels the need for preserving its modern-era rigid and taxonomic
information systems shows just the system’s attempts to keep its implicit power.
Such an approach allows us to discover a new power strategy in new modes of
library work, which is much more subtle, compared to the disciplinary forms.
User involvement in self-service processes is an example of the new
communication strategy of academic libraries.

Academic libraries of today are very successful in applying the marketing
ideas and digital technologies; however, Study III, IV conclude, that the commu-
nicative turn is still in development because the librarians are still clinging to the
business/marketing approach to their users and Modern era principles in
communication with them. Academic libraries develop their e-services with the
aim of assigning their users the role of a working user and delegating to them a
part of work functions, but not control, so we can find only a minimal amount of
participation in the activities of the “working user”, which are restricted to access
and interaction.

75



This thesis concludes that the most important factor which the library is
ready to delegate to its users is the control over the e-service process. But the
real control over the library information system with all regulative rules is held
by professional librarians as information experts. This dissertation proposes that
considering the quality of services, it may be the most reasonable because the
library is a social institution, providing public services and being responsible for
their high quality. But it is important to provide diverse opportunities for user
participation and make the participation easy and convenient.

e User participation has drastically affected library philosophy and
practices, thus the concept of librarianship and its practices have
changed considerably. User involvement offers to the academic
libraries new opportunities in the service design, delivery, and in
achieving high quality of services (Study I1, 111, 1V, Chapter 6.1, 7.5
of the introductory article)

The theoretical and empirical analysis provided in this study allows to conclude
that user participation can be really effective and perspective in library (e-)service
development and in the consolidation of the library-user communication.
Library users can contribute to the service design and the service delivery; they
can even consult and support other users as library quasy-employees.

With regard to the quality of services, users can offer physical, intellectual
and emotional contribution to the library e-service process, thus they can be
co-producers of service quality (Study II). This means that libraries can acquire
a great deal of effort, knowledge and valuable information from their users, and
this requires librarians to trust their users and their potential much more. In
practice this idea means, for example, the implementation of folksonomy and
tagging — users can add own data, keywords or comments to the catalogue for
assisting other users.

Study III describes the new type of library services and interaction between
libraries and their users. Study III, IV conclude that users can help shape the
library space and services more directly by using the tools and methods which
are common in digital culture. This in turn can create new opportunities for an
effective dialogue between the academic library and its users. The level of user
participation and contribution may be different, and it is important to under-
stand, which level is more acceptable for the academic library or for the users,
and to use this understanding in the service design, delivery, and improving
library service quality.

e User participation in the e-service delivery and outcome influences
the quality of e-service, it may depend on the potential of user and on
the level of participation (Study I1, 111, 1V, Chapter 6.1 of the intro-
ductory article)
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Empirical results (Study II) confirmed that for library users, the e-service
process is more than an interaction with the information system (user-com-
puter); rather, it is the “user — via computer — librarian/other users” commu-
nication. Users are ready to contribute their cognitive and emotional labour and
they wish to have more control over the process, meaning that they agree that
their participation in the e-service delivery could have an effect on the result
and they are ready to make an effort for a better result. At the same time, they
do not wish to overexert, neither do they want to take the final responsibility for
the service quality. Thus, the way the users can apply their potential depends on
the academic library as the service provider, most importantly, on the level of
working conditions the library has established: comfortable and friendly
environment and easy access, understandable rules, etc.

This doctoral thesis considers that the user of the academic library e-services
can have the following roles: 1) information recipient, consumer of information;
2) independent information searcher, working user, library quasi-employee;
3) co-producer of information, prosumer.

The users have the least effect on the service quality in the role of an infor-
mation recipient. Although they do not remain entirely passive in this role, they
still have no control over the process as the library offers them the content and
access to information in answer to their information request. In the role of a
working user or a quasi-employee, users can exert much more influence on the
service quality — the result of the service may depend on the effort they make to
use their cognitive and emotional potential. We still must not think that in this
role the user would be responsible for the service quality. Their level of partici-
pation remains minimal and only a few functions, which are usually fulfilled by
librarians, are delegated to them via self-service. The library still has control
over the library information system and bears responsibility.

In the role of a co-producer of the service, the users' contribution to the
service process and results is the largest and in case the library uses folksonomy
and collaborative tagging, they can also have some control and power. They can
contribute to the content creation, cataloguing process, the design of access
channels and the library webpage. Certain power functions are delegated to the
users and their level of competence and skill can have a positive or negative
effect on the service quality.

However, active user participation raises a number of questions, in particular
about quality, professional ethics and responsibility, to academic librarians
(Study IV). User participation may bring uncertainty and impredictability to the
library system and to service delivery, because their participation involves an
aspect of loss of control (Study III). This challenge requires the changing of
some basic attitudes in the library communication with the users, but also the
maintaining of the high quality of the service.

o Some elements and constructs of the mainstream models of e-service

quality can be fitted into the academic library context. However, these
models do not take into account the user potential, so an alternative
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approach is needed for the conceptualisation of the e-service quality
(Study I, II)

A thorough analysis of the mainstream and additional alternative models was
made in Study I, II. The American School and the Nordic School SQ theories
inspired the development of the conceptual model (Figure 5) for this disser-
tation. It was also concluded that the mainstream SQ models do not consider the
users of the service, their potential and contribution as the constructs of service
quality. To summarise, I included in my model some ideas and concepts that
seem to fit into the context of academic library:

— Gap approach to the SQ as disconfirmation between the expected and per-
ceived levels of service, from the American quality school (Parasuraman et
al. 1985, 1988);

— the Nordic school perspective, where the outcome of the service and the
process of service delivery are both recognised as the forming parts of the
perceived quality (Gronroos 1984, 1990);

— Meyer and Mattmiiller (1987) idea that the quality, in particular, is a
potential of the service provider and the service user that has to be realised in
the service process;

— the multidimensional conceptualisation of service quality (Parasuraman et al.
1985; Brady and Cronin 2001; Janda et al. 2002; Santos 2003; Hernon and
Calvert 2005) described in Study I, II.

o The criteria of the e-service quality related to the quality of infor-
mation and quality of access are the most important for academic
library users (Study I, II, Chapter 6.2 of the introductory article)

This doctoral thesis revealed the following significant criteria of e-services:
user-friendliness, access reliability, security, speed, credibility, relevance of
e-information, clarity of e-information, competence, feedback, dialogue, user
participation, responsiveness, courtesy, empathy/support, aesthetics, naviga-
tion, accuracy, assurance, sufficiency, completeness, easy access, personali-
sation/customisation and entertainment. For operational definitions of the
criteria see Table 6 and Study II.

Study I, II revealed that in the UTL users’ opinion, credibility of information
and easiness of website navigation emerged as the main criteria of e-service quality.
Thus, the most important indicators of academic library e-services are related to the
content and access. Users want to feel comfortable on the library website, just as in
its physical space. The aesthetics of the library webpage (colourfulness, images,
videos, animations) is the least important factor for the users.

o The quality of e-services in the academic library is affected by a

combination of factors related to both the library and the user
potential (Studies I, 11, Chapter 6.3 of the introductory article)
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The answer to this question gave me the building blocks of the conceptual
model of the academic library e-service quality. The model of e-SQ as the main
result of this doctoral thesis (see Figure 3) indicates that the academic library
e-service quality is a multidimensional construct. Four factors affecting the
e-service quality (content, access, communication, and design) can be listed
from the perspective of academic library, and four more factors (emotional and
cognitive efforts, experience, and motivation) are linked to the academic library
users. In addition to this, the e-service quality can be affected by some gaps that
may emerge when the user's actual experience does not meet their expectations
or is lower than their tolerance level. These gaps can be also caused by both the
library and the user. E-service quality may also be influenced by the so-called
perception filters — the user's sense of control, the sense of effort and the image
of the library.

Understanding of the important SQ criteria and factors that drive the
e-service quality, seeing the relations between these factors and considering the
risks are the fundamental success elements of the academic libraries of the
future. I hope that this doctoral dissertation will encourage academic librarians
to pay more attention to e-service quality attributes, to improve their e-service
performance and to develop the communication between the academic library
and its user.
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SUMMARY IN ESTONIAN

Ulikooliraamatukogu e-teenuse kvaliteet ja ,téotav kasutaja™:
kontseptuaalne mudel

Doktoritdd ,,Ulikooliraamatukogu e-teenuse kvaliteet ja ,,todtav kasutaja“: kont-
septuaalne mudel” koosneb sissejuhatavast artiklist ja neljast omavahel seotud
uuringust, mis késitlevad iilikooliraamatukogu e-teenuse kvaliteedi ja raamatu-
kogu-kasutaja kommunikatsiooni. Kéesoleva doktorit6é uurimisobjektiks on
tilikooliraamatukogu (stinonliiim: teadusraamatukogu), mida késitletakse t60s
sotsiaalse institutsioonina, mille pohifunktsioon on pakkuda informatsiooni
Oppe- ja uurimistooks ning mille keskmes on infoteenused ja kommunikatsioon
akadeemilise kogukonnaga. Ulikooliraamatukogu institutsioon on loodud
selleks, et toetada kdrgharidus- ja teadusasutuste dppe- ja teadustegevust, taga-
des sellega nende eksisteerimise. Just iilikooliraamatukogud oma stabiilsusega
on sajandeid olnud akadeemilise kultuuri ja parandi séilitamise garantiiks palju-
de sotsiaalsete transformatsioonide viltel. Samas on ilikooliraamatukogu kui
ithiskondlik institutsioon alati reageerinud aja muutustele ja viljakutsetele, on
alati olnud, kasutades Miksa (1996: 101) sonu, ,.kultuurse ja sotsiaalse konteks-
tide ndhtuseks*, ,,ajastu-spetsiifiliseks fenomeniks”.

Ulikooliraamatukogu roll on kahtlemata muutunud 21. sajandi tehnoloogi-
lise, sotsiaalse ja kultuurilise transformatsiooni taustal. Esmapilgul voib
tunduda, et raamatukogu kui infoga tegeleva institutsiooni positsioon ja staatus
tdnapdeva infoiihiskonnas peaks olema piris soodne vOi vdhemalt stabiilne,
kuid reaalne olukord seda ei kinnita. Raamatukogudele on tekkinud tugevad
konkurendid (internet, Google, Wikipedia), lisaks sellele on oluliselt muutunud
inimeste infokéditumine: enam ei pdorduta raamatukokku, et otsida vajalikku
informatsiooni, mistottu ei saa raamatukogu enam pretendeerida kdige esmasele
ja tdhtsamale kohale, kust otsitakse ja leitakse vastuseid inimeste infopérin-
gutele. Viimasel kiimnendil on muutunud aktuaalseks kiisimus, kas raamatu-
kogu institutsioon elab kriisi iile; sealjuures on arutletud palju raamatukogu
tuleviku, védrtuste ja vajalikkuse iile (vt nt Savage 2008, Davis 2008, Basov
2009, LeMoine 2012, Mazuritski 2013, Stepanov 2014). Spetsialistide arvates
voib raamatukogude tulevik sdltuda eelkdige sellest, kas nad saavad pakkuda
ithiskonnale konkurentsivoimelisi teenuseid, mille kvaliteet vastab kasutajate
reaalsetele vajadustele, ootustele ja soovidele. Sellega on pdhjendatud raamatu-
kogude huvi teenuse kvaliteedi probleemide vastu. Et teenindada edukalt aka-
deemilist kogukonda ja disainida uusi e-teenuseid, on tarvilik nii teoreetiliselt
kui praktiliselt motestada e-teenuse kvaliteeti {ilikooliraamatukogu kontekstis
ning selgitada vélja kvaliteeti mojutavad faktorid ja voimalikud kvaliteedildhed.

Vorgujuurdepiis digitaalsetele ressurssidele ja iseteeninduse osakaalu tdus
muudavad mitte ainult raamatukogu teenuste osutamise kanaleid, vaid ka
kasutajate rolli ja nende osaluse taset. Tanapdeva iilikooliraamatukogude e-
teenuste {iheks oluliseks tunnusjooneks on see, et kasutaja ei ole enam ainult
infotarbija. E-teenus eeldab, et kasutaja panustab aktiivselt teenuse protsessi,
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seega vOib ta mdjutada teenuse tulemust. See on iiks pohjustest, miks iilikooli-
raamatukogud hakkasid motlema sellele, kuidas saab iseteeninduse vdimalusi ja
tehnoloogiat kdige efektiivsemalt t66le panna ja mida peavad kasutajad oluli-
seks, kui kasutavad raamatukogu vOrgus, ning mida vdivad raamatukogud
saavutada tédnu kasutajate osalusele. Siit tuleneb ka kdesoleva t60 teoreetiline
eeldus, et kasutajate osalus voib saada raamatukogu teenuse kvaliteedi oluliseks
teguriks.

Kiesoleva doktoritoo eesmirk on ehitada iilikooliraamatukogu e-tee-
nuse kvaliteedi kontseptuaalne mudel ning méirata kasutaja roll teenuse
protsessis ja selle tulemuses. Teisisonu, selles t60s piilian ma kontseptuaalse
modelleerimise abil vastata kiisimustele, mis on hea e-teenus iilikooliraamatu-
kogus ja kas/kuidas voib kasutaja osalus seda mdjutada. Kontseptuaalne model-
leerimine on, vastavalt Marxi ja Goodsoni (1976) definitsioonile, teooria
elementide visuaalne representatsioon ja kontseptuaalse raamistiku loomine info
korraldamiseks ja integreerimiseks. Modelleerimise meetodi abil saab paremini
seletada erinevate protsesside sisu, sest mudelit ja skeeme kasutades saab
keerulisi protsesse ja ndhtusi lihtsustada ja paremini néha.

T606 eesmérgi saavutamisele aitavad kaasa jargmised uurimiskiisimused:

e kuidas on muutunud {ilikooliraamatukogu kommunikatsioon lugejatega ja

lugeja roll infotlihiskonna mdjul (Uurimus II1, IV);

e mida vodivad iilikooliraamatukogud saavutada tdnu kasutajate osalusele

(Uurimus I, IIL, IV, sissejuhatava artikli peatiikk 6.1, 7.5);

e kuidas raamatukogu kasutajate osalus suhestub teenuse kvaliteediga

(Uurimus I, IIL, IV, sissejuhatava artikli peatiikk 6.1);

e kuidas sobivad iilikooliraamatukogu konteksti teenuse kvaliteedi mainstream
mudelid (Uurimus I, IT);
e milliseid e-teenuste kriteeriumeid peavad kasutajad olulisteks (Uurimus I,

I1, sissejuhatava artikli peatiikk 6.2);

e millised faktorid mdjutavad iilikooliraamatukogu e-teenuse kvaliteeti

(Uurimus I-II, sissejuhatava artikli peatiikk 6.3)?

Doktorit6d eesmérk ja uurimiskiisimused niitavad, et to0s on kaks moddet: iiks
keskendub teenuste ja teenusekvaliteedi uurimisprobleemidele teeninduse,
turunduse ja majanduse seisukohalt (Uurimused I, II) ja teine keskendub
raamatukogu ja kasutaja kommunikatsioonile, kasutades selleks kriitilise
sotsiaalteaduse ldhenemist (Uurimused III, IV). Seetdttu on t60 interdistsipli-
naarne, selle teoreetilise raamistiku moodustavad erinevate distsipliinide
teooriad, ideed ja kontseptsioonid, milleks on kommunikatsiooniteooriad,
kriitiline sotsiaalteadus, kulturoloogia, raamatukogundus ning infoteadus,
klienditeenindus ja turundus.

Uurides protsesse, mis toimuvad tdnapdeva iilikooliraamatukogus (teenused,
nende kvaliteet, kasutaja roll ja osalus), ei saa jétta arvestamata, kuidas on
aastate jooksul muutunud raamatukogu institutsioon ja selle kommunikatsioon
kasutajatega. Seepédrast tegeldakse kdesolevas t60s selliste kiisimustega, nagu
raamatukogu olemus ja funktsioonid modernsel ja postmodernsel/digimodernsel
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ajal, raamatukogu kommunikatsiooni transformeerumine, vOimusuhted
raamatukogu kontekstis, lugeja ja raamatukoguhoidja rollide muutmine. T60s
eeldatakse, et arutelu nende kiisimuste iile vOib aidata paremini mdista
iillikooliraamatukogu e-teenuste eripdra ja kontseptualiseerida nii teenuse
kvaliteeti kui ka lugeja rolli selles.

Viitekiri pShineb neljal artiklil, millest kaks (Uurimus I, IT) on empiirilise
suunitlusega ja tutvustavad empiiriliste uuringute tulemusi ning moodustavad
tod teenindus-majandusalase konteksti, keskendudes (e-)teenuse kvaliteedi
uurimisprobleemidele ja -metoodikale. Teised kaks artiklit (Uurimus III, IV)
on teoreetilis-analiiiitilised: nendes arutatakse raamatukogu institutsiooni ja
raamatukogu-kasutaja kommunikatsiooni transformeerumist ning need moo-
dustavad t606 sotsiaal-kulturoloogilise konteksti, avades kasutaja rolli muutmist.

Tegeledes kiesoleva doktoritddga, sain ma inspiratsiooni TU Uhiskonna-
teaduste Instituudi (meedia ja kommunikatsiooni eriala) uuringutest, mis on
ilmunud viimasel kiimnendil. Kidesolev doktorit6d puutub mingil méiral kokku
Linda Lotina (2016), Krista Lepiku (2013), Taavi Tatsi (2013), Pille Runneli
(2009) doktoritodde ja teiste uurimustega (Aljas et al. 2010; Runnel et al. 2013;
Lauristin ja Vihalemm 2014; Runnel ja Pruulmann-Vengerfeldt 2014), jétkates
sama koolkonna méiluasutuste kommunikatsiooniuuringuid.

Ulikooliraamatukogu transformatsiooni analiiiisimisel (Uurimused III-IV
ja viitekirja peatiikid 3.1-3.4) on ldhtepunktiks vdetud Pille Pruulmann-
Vengerfeldti (2015) ldhenemine sotsiaaltransformatsioonidele 14dbi kolme
dimensiooni: nendeks on info (iile)kiillusest 1&htuv infopoodre, tehnika arengust
lahtuv digipodre ja vahendatud suhtlusest ldhtuv kommunikatiivne poore.
Raamatukogu info- ja digipdore on seotud infoiihiskonna arenguga, mis on t60s
maédratletud vastavalt Martini (2009: 3) definitsioonile kui ,,liitkumine té0stusest
informatsiooni- ja teenuste todturule ning info- ja kommunikatsioonitehno-
loogia kasutusele®. Info- ja digipodre tdhendavad iilikooliraamatukogu jaoks
info- ja digitehnoloogia rakendamist kdigis raamatukogu t66 aspektides: arvuti-
tehnoloogial pdhinevad todprotsessid, e-informatsioon ja online juurdepéis
infoallikatele on muutunud kaasaegses iilikooliraamatukogus tilekaalukaks. Kui
radkida lugejateenindusest, siis uued vorguteenused on saanud iiha levinumaks
ja kasutajate poolt eelistatuimaks iilikooliraamatukogu kasutamise voimaluseks,
koos sellega kasvab iseteeninduse osakaal ja kasutaja roll.

Kéesolevas doktoritdos rohutatakse, et raamatukogu e-teenused pole mingi
eksootiline raamatukogulik instrument ega ka mingi lisasuund raamatukogude
pohitegevuses. E-keskkonna ja vorguteenuste arendamine on raamatukogu
funktsioonide ja kommunikatsiooni uus viis infoilihiskonna tingimustes, mis
seisneb selles, et lugeja interaktsioon raamatukoguga ja juurdepids infole v3ib
toimuda ka fiiiisiliselt kohale tulemata.

Ulikooliraamatukogu transformatsiooni illustreerib selles viitekirjas joonis 1
(peatiikk 3.4). To0s tehakse jareldus, et info- ja digipodre on raamatukogu jaoks
pigem evolutsioon — infokandjate, toovahendite, tdomeetodite loomulik, kuigi
tormiline areng, mis toimub koos uue tehnoloogia juurutamisega. Kuid, nagu
rohutab Marju Lauristin (2014), pole infoiithiskond ainult tehnoloogia, vaid
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eelkdige suhted ja nende muutmine. Raamatukogu jaoks tdhendab see mitte
ainult uusi vorme ja meetodeid t66s infoga, vaid ka uute kommunikatsiooni-
strateegiate otsimist suhtlemises akadeemilise kogukonnaga. Raamatukogud
piliiavad mdista, kes on need inimesed, keda nad tdna teenindavad, mis on
nende uued vajadused, ootused, teadmised ja oskused, milline on nende info-
keskkond, kultuurikontekst ja infokéitumise omapdra. Raamatukogu kommu-
nikatiivset pdoret vaadeldakse selles t60s mitte lihtsalt raamatukogu-kasutaja
suhete arenguna, vaid (r)evolutsioonina, mida Uurimuses IV vdorreldakse selle
moju jargi Gutenbergi ajastu revolutsiooniliste muutustega.

Uurimustes III, IV tehtud teoreetiline analiiis, mis pdhineb kommuni-
katsiooni, infoiithiskonna ja postmodernismi/digimodernismi teooriatel, lubab
jéreldada, et raamatukogu ja kasutaja kommunikatsiooni aluseks on sajandeid
olnud véimusuhted, mis véljenduvad jargnevas:

e kasutaja kditumise normeerimine ja distsiplineerimine;
e kontroll teadmiste ja neile juurdepadisu iile;
e raamatukoguhoidja kui informatsiooni liigitava ja korrastava eksperdi
autoritaarne positsioon.
Kasutajaid distsiplineerides kasutas raamatukogu nende kiitumise normee-
rimist, nt sisearhitektuuri abil (panopticum’i stiilis kujundatud lugemissaalid, vt
joonis 5 Uurimuses 1V), ja binaarsel opositsioonil ,lubatud—keelatud* pohi-
nevaid kéditumisreegleid. Viimase all moeldakse t60s mitte ainult erinevate
keeldude siisteemi, vaid eelkdige seda, mida Foucault (2006) nimetab
,susteemiks strateegiliste méngude jaoks*, mis soodustavad inimeste kditumise
madramist raamatukogu praktikates, nt infokditumises. Selle jaoks kasutab
raamatukogu oma ekspertiisi t60s infoga, kontrollitud ja normeeritud
kataloogimis- ja liigitamissiisteeme ehk taksonoomiat. Kasutaja puutub kokku
raamatukogu voimuga, kasutades raamatukogus kdige lihtsamat autoriotsingut
e-kataloogis: et otsida nt Foucault’ toid, ei saa sisestada kataloogi otsivilja
,Michel Foucault”, nagu niiteks Google’is, sest taksonoomiline raamatukogu-
siisteem nouab normkirje kasutamist: ,,Foucault, Michel“. Selle lihtsa niitega
vOib illustreerida raamatukogu ja kasutaja kui agendi ja siisteemi vdimusuhteid,
mis ei kao kuhugi ka e-keskkonnas.

Doktorit66 pohineb arusaamal, et elektrooniline teeninduskeskkond, mis
vOimaldab teenuse kasutajal tegutseda iseseisvalt, on palju enamat kui lihtsalt
tehnoloogia. Raamatukogu e-teenus on protsess, kus osaleb kaks osapoolt —
raamatukogu ja kasutaja. Viitekirjas analiilisitakse iilikooliraamatukogu
e-teenuse olemust, mille kédigus toimuvad erinevad interaktsioonid:
¢ kasutaja—infosiisteem (info otsimine raamatukogu kodulehelt, OPACi

kasutamine, raamatute tellimine, pikendamine jm);
¢ kasutaja—infosiisteem—dokument, informatsioon (legaalne juurdepédids andme-

baaside tiistekstidele, e-raamatutele, institutsionaalsetele repositooriumitele
jm);
¢ kasutaja—infosiisteem—raamatukoguhoidja (e-paringud);
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¢ kasutaja—infosiisteem—teised kasutajad (kirjutamine raamatukogu blogides,
teiste kasutajatega konsulteerimine foorumites, raamatute hindamine,
tagging jm).

To60s on ka vilja pakutud iilikooliraamatukogu e-teenuste klassifikatsioon (tabel
4, peatiikk 5.2.2), mis siiani teaduskirjanduses puudus. Soltuvalt kasutaja info-
vajadusest saab raamatukogu olla tema jaoks kas meedium/infovahendaja voi
nende erinevate e-teenuste/voimaluste pakkuja, mis teevad raamatukogu kasuta-
mise mugavamaks (nt e-pikendamine, e-tellimine, chat, e-paringud). Siit voib
jareldada, et raamatukogu e-teenuse olemus pole piiratud ainult ,,inimene-
arvuti“ interaktsiooniga. See on ka kommunikatsioon kahe v0i suurema arvu
agentide vahel (kasutaja, raamatukoguhoidja, teised kasutajad). T60s toetutakse
Goldkuhli (2005) késitusele IT-silisteemist kui kommunikatsiooni protsessi
meediumist ja McQuaili (2003: 10) ideele, et kommunikatsiooni protsessis on
oluline mdista, kes on kommunikatsiooni osapooled, millised on kommuni-
katsiooni funktsioonid ja eesmaérgid, kuidas interaktsioon toimub (kanalid, keel,
koodid), mille kohta see kdib (teabe sisu) ja millised on kommunikatsiooni
tagajérjed ja moju. Seetottu késitletakse selles doktoritdos iilikeoliraamatu-
kogu e-teenust kommunikatsiooni aktina kasutaja ja raamatukogu/teiste
kasutajate vahel 14bi vorgu ja IT-slisteemi eesmérgiga rahuldada inimese info-
jm raamatukoguga seotud vajadused ja mille tulemusena antakse kasutajale
vajalik info voi ligipéés sellele.

Eeltoodud definitsioonist saab jareldada esiteks seda, et inimesed kasutavad
raamatukogu e-teenuseid, sest neil tekib infovajadus, mida raamatukogu kui
infoteenuste osutaja saab rahuldada. Raamatukogu kodulehte ja infosiisteemi
vaadeldakse selles doktoritoos eelkdige kommunikatiivse toimingu instrumen-
dina, toetudes Weberi (1972) sotsiaalse tegevuse teoorias esitatud seisukohale,
et kommunikatsioon on tahtlik. T60s eeldatakse, et lugeja kommunikatsioon
raamatukoguga on reeglina tahtlik, sihilik, ettekavatsetud, sest inimene po6rdub
raamatukogu poole, et rahuldada enda vajadusi (infovajadus, eneseteostuse
vajadus, suhtlemisvajadus jm). Teiseks tdhelepanekuks on, et e-teenuse kéigus
tekib kasutaja ja raamatukogu vahel vorgusuhtlus, mille votmekiisimuseks on
raamatukogu poolt tagatav juurdepédids teadmistele. Ja kolmandaks, vorreldes
traditsioonilise, ,,ndost ndkku* teenusega, saab vorgukasutaja olla teenindus-
protsessis lisna iseseisev, otsida ja kasutada informatsiooni ka ilma infoeksperdi
abita, nii et iihtlasi osaleb ta teenuse protsessis palju aktiivsemalt. Seega,
chitades e-teenuse kvaliteedi mudelit, soovitatakse kidesolevas dissertatsioonis
laheneda akadeemilise raamatukogu e-teenuse kvaliteedile kui tulemuslikule
interaktsioonile kasutaja ja raamatukogu vahel, mis v3ib sdltuda mitte ainult
raamatukogust, vaid ka teenuse kasutajast ja tema potentsiaalist — teadmistest,
oskustest, kogemustest ja motivatsioonist.

Kommunikatiivne pdore on voimaldanud sellise fenomeni siindimist nagu
aktiivne ja enesekindel raamatukogu kasutaja, kes v3ib kontrollida ja kujundada
sisu, hinnata raamatukogu teenuseid, jagada oma lugemis- ja infootsingu-
kogemusi teiste kasutajatega, neid aidata ja neile ndu anda. Saksa uurijad Rieder
& Voss (2010: 5) leiavad, et tinapédeval puutuvad teenuseid osutavad orga-

96



nisatsioonid kokku wuue klienditliiibiga, keda v0ib nimetada ,to6tavaks
kliendiks* (working customer) ehk ,to6tavaks teenuse kasutajaks”.

Uut tiitipi klient pole iiksnes teenuse tarbija, vaid teenuse kasutaja, kes
1) kaasatakse siistemaatiliselt teenuse protsessi, mille kéigus ta teeb t66d ja pingu-
tab, ehk see protsess muutub suures osas iseteenindusprotsessiks; 2) muutub
ettevotte eksplitsiitseks ressursiks lisavadrtuse loomisel; 3) muutub omamoodi
tootajaks, kuigi tema t60 ei oma mingit legaalset vormi ega juriidilist kaitset.

Working customer kontseptsiooni on kasutatud kdesolevas td0s, et avada
iilikooliraamatukogu kasutaja panust e-teenuse protsessi ja tulemusse. Toetudes
Anitsali ja Schumanni (2007) kliendiosaluse tiipoloogiale, eeldatakse vaite-
kirjas, et kasutaja v3ib panustada e-teenuse kdigus oma kognitiivse, emotsio-
naalse ja kogemusliku potentsiaaliga. Kognitiivse potentsiaali all on siin
moeldud kasutaja instrumentaalseid, strukturaalseid ja strateegilisi oskusi,
vastavalt Steyaerti (2000) digioskuste klassifikatsioonile. T60s rohutatakse, et
eriti oluliseks strateegiliseks oskuseks e-teenuse kasutamisel on raamatukogu
kontekstis infokirjaoskus ja meediapddevus. Kui ldheneda e-teenusele kui
kommunikatsiooniprotsessile, siis on emotsionaalsel panusel siin samuti oluline
roll, sest emotikonid aitavad raamatukoguhoidjal lugejate vorgusonumeid
paremini dekodeerida. Lisaks nditasid Anitsali ja Flinti (2003, 2003) uuringud,
et inimesed ei kurda tavaliselt oma emotsionaalsete, vaid kognitiivsete pingu-
tuste iile. Oluline on ka Riederi ja Vossi (2010) tihelepanek, et tootav klient
eristub kaasprodutsendist, keda kaasatakse tavaliselt valikuliselt. Vorreldes
sellega kaasatakse tOdtavat klienti teenindusprotsessi silistemaatiliselt, nagu
oleks ta teenindusorganisatsiooni osakoormusega tdotaja, kusjuures Anitsali ja
Flinti (2003) uuring nditab, et teenuse tulemus sdltub sageli sellest, milline on
kliendi t66 kvaliteet. Teenuse kasutajast saab niimoodi partner piitidluses hea
teeninduse poole.

Toetudes tehtud teoreetilisele analiiiisile (Uurimused III, IV) ja empii-
rilisele uuringule (Uurimused I, I1, sissejuhatav artikkel), tehakse kdesolevas
doktoritods jargmised jareldused.

o Ulikooliraamatukogu ja kasutajate kommunikatsioon transformeerub
infoiihiskonna mojul. Raamatukogud on edukalt teostanud digi- ja
infopoorde, kuid kommunikatiivne péore on alles kujundamisel

Uhiskonnas ja kdrgkoolides toimuvad sotsiaal-kultuurilise transformatsiooni ja
demokratiseerimise protsessid, uute e-teenuste ja iseteeninduse areng on
mojutanud raamatukogu-kasutaja vOimusuhete iseloomu. Et raamatukogu
autoritaarne positsioon jadb minevikku, siis vdib tekkida illusioon, et kaovad ka
voimusuhted kasutaja ja raamatukogu vahel. Kuid Uurimuses IV rohutatakse,
et voimusuhted pigem transformeeruvad: niiteks vaadeldakse viitekirjas fakti,
et raamatukogu institutsioon piiliab ka ténapdeval siilitada oma rigiidseid
taksonoomilisi silisteeme, kui raamatukogu institutsiooni piitiet kehtestada ja
séilitada sellisel implitsiitsel viisil oma véimu. See arusaam voimaldab meil
avastada uusi vOimustrateegiaid tidnapdeva ilikooliraamatukogu kommuni-
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katsioonis kasutajatega, mis on vorreldes eelmiste, distsiplinaarsete vormidega
palju peenemad ja peidetumad. Kasutaja kaasamine teenuste disaini ja ise-
teenindusprotsessidesse on uue kommunikatsioonistrateegia néited.

Viitekirjas tuuakse vélja, et tinapéeva tlilikooliraamatukogud on {isna edukad
uue tehnoloogia ja turunduse ideede juurutamisel. Kuid, nagu jéreldub
Uurimustest III, IV, on kommunikatiivne pdore alles kujundamisel, sest
raamatukogu(hoidja)d on veel ililemédédra majanduslikult/turunduslikult orientee-
ritud oma ldhenemises raamatukogu kasutajatele ega ole veel vabanenud
modernse ajastu kommunikatsiooni pdhimdtetest (Uurimus IIT). Ulikooli-
raamatukogud disainivad oma teenuseid, kindlustades kasutajatele ,tootava
kliendi* rolli ja delegeerides neile osaliselt tootajate funktsioone, ehk sisuliselt
ekspluateerides neid. Selles kasutaja kaasamises, mis on piiratud vaid juurde-
paisu ja interaktsiooniga, voib ndha osalust vaid minimaalsel tasemel. Selline
minimaalne osalus, kasutades Carpentier (2012: 171) Ildhenemist, teenib
peamiselt siisteemi vajadusi ja huve mitte-professionaalide abil.

To6s joutakse jareldusele, et kdige olulisem voimutegur, mida raamatu-
kogusiisteem on valmis delegeerima kasutajale, on kontroll e-teenuse protsessi
tile. Kuid tdeline kontroll raamatukogu infosiisteemi iile koos kdikide regu-
latiivsete reeglitega kuulub raamatukogutootajatele kui infoekspertidele.
Dissertatsioonis pakutakse, et see vOib olla kdige mdistlikum strateegia, sest
iilikooliraamatukogu on sotsiaalne institutsioon, mis osutab avalikke teenuseid
ja vastutab nende kdrge kvaliteedi eest. Kuid samas on oluline pakkuda kasu-
tajatele mitmekesiseid voimalusi e-teenindusprotsessis osalemiseks, tehes nende
osaluse lihtsaks ja mugavaks.

o Kasutaja osalus mojutab oluliselt iilikooliraamatukogu kommunikat-
siooni paradigmat, pakkudes uusi voimalusi teenuse disainimiseks,
korraldamiseks ja teenuse kvaliteedi tostmiseks

To6s tehtud teoreetiline analiilis ja empiiriline uuring lubavad jéreldada, et
kasutaja osalus raamatukogu e-teenuste ja kommunikatsiooni arendamisel v3ib
olla efektiivne (Uurimus II). Raamatukogu kasutajad saavad panustada uute
teenuste véljatdotamisse ja osaleda e-teeninduses konsultantide rollis kui
raamatukogu osakoormusega to6tajad. Teisisonu voib kasutajast saada raamatu-
kogu e-teenuste kaasprodutsent ja teenuse kvaliteedi kaaslooja. T66s pakutakse,
et selleks vdiksid iilikooliraamatukogud minna aktiivsemalt kaasa kommuni-
katiivse podrdega, litkuda ekspertiisilt ja kontrollilt ,,radikaalsele usaldusele ja
koostodle” (Neal 2011) kasutajatega — sisuliselt v3ib see tdhendada folkso-
noomia lubamist raamatukogude infosilisteemides. Niiteks voiksid kasutajad
lisada e-kataloogi oma mirksonu, jitta mairkusi, kommentaare ja linke
(tagging), mis voivad olla teistele kasutajatele infootsingul huvitavad voi
kasulikud.

To6s esitatud tabelist 5 (peatiikk 5.3.3) on ndha, kui vdhe on e-teenuseid,
mida raamatukogu praegu kasutajale korgeima osaluse alusel pakub. Seega on
raamatukogudel oluline aru saada, milline osaluse tase oleks neile vastuvoetav,
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et kasutada seda teenuste disainis, osutamises ja teenuse kvaliteedi tagamisel/
parendamisel.

e Kasutaja osalus voib mojutada e-teenuse tulemust, ja see voib soltuda
kasutaja potentsiaalist ja osaluse tasemest

Empiirilise uuringu tulemused (Uurimus II) niitavad, et iilikooliraamatukogu
e-teenuse protsess on kasutajate jaoks enam kui lihtsalt interaktsioon info-
siisteemiga (kasutaja—arvuti), see on pigem ,kasutaja—arvuti-raamatukogu-
hoidja/teised kasutajad” kommunikatsioon. Fookusgruppide uuring nditas, et
kasutajad on valmis panustama oma kognitiivset ja emotsionaalset potentsiaali
e-teenuse protsessi ja tulemusse. Teisisonu, kasutajad leiavad, et nende
pingutused voivad mojutada e-teenuse Onnestumist. Kuid samas ei soovi
kasutajad pingutada iile ja leiavad, et 1oplik vastutus teenuse kvaliteedi eest
lasub raamatukogul kui infoteenuse pakkujal.

Anitsal ja Schumann (2010) eristavad osaluse mééraga seotud kolme taset:
kohalolek (madal tase), modereerimine (keskmine tase) ja kaasprodutseerimine
(korge tase). Sellele toetudes pakutakse to0s lisaks iilikooliraamatukogu
teenuste klassifikatsioonile ka liigitust, kus e-teenused on eristatud vastavalt
kasutaja osalusele (vt tabel 5, peatiikk 5.3.3). Korge potentsiaaliga kasutajate
panus on raamatukogu jaoks kdige véairtuslikum, sest nemad voivad osaliselt
asendada raamatukogu spetsialiste, nii et neid voib késitleda ,,0sakoormusega
tootajatena (Bateson 2002; Kelley et al. 1990) voi ,.kvaasi-tootajatena” (Ford,
Heaton 2001). Sellest 1dhtuvalt tuuakse doktorit6ds vilja iilikooliraamatukogu
e-teenuse kasutaja erinevaid rolle: 1) informatsiooni vastuvotja, infotarbija;
2) soOltumatu infootsija, to6tav kasutaja, raamatukogu kvaasi-tootaja; 3)
informatsiooni ehk teenuse tulemuse kaasprodutsent, prosumer.

Koige vdiksemat efekti teenuse kvaliteedile osutab kasutaja infotarbija rollis.
Kuigi ta ei jaa selles rollis tdiesti passiivseks, puudub tal kontroll teenindus-
protsessi iile ja ta tarbib seda informatsiooni, mida raamatukogu pakub, nt
vastates paringule. Tootava kasutaja rollis saab ta palju rohkem mojutada
teenuse tulemust, panustades protsessi oma kognitiivset ja emotsionaalset
potentsiaali. Kuid ta ei saa vastutada teenuse tulemuse eest, kuna omab protsessi
iile vaid osalist kontrolli, mille delegeerib talle iseteeninduse kdigus raamatu-
kogu. Kaasprodutsendi rollis on kasutaja panus kdige suurem, ja kui raamatu-
kogu lubab oma infosiisteemis nt folksonoomiat, siis saab kasutaja ise ka luua ja
jagada informatsiooni — sellel tegevusel voib olla nii positiivne kui negatiivne
efekt e-teenuse kvaliteedile. Seoses sellega rohutatakse véitekirjas, et
kommunikatiivse poordega seotud kasutajate aktiivne, korgel tasemel osalus
paneb iilikooliraamatukogud silmitsi tdsise véljakutsega, mis on seotud teenuse
kvaliteedi, kutse-eetika ja raamatukogu kui thiskondliku institutsiooni
sotsiaalse vastutusega. Kasutaja osalus v0ib kaasa tuua ebakindlust ja
ettearvamatust teenuse kvaliteedi suhtes, sest osalus holmab kontrolli kaotamise
aspekti siisteemi jaoks. Et tagada teenuse kvaliteeti, peab raamatukogul olema
voim ja kontroll infosiisteemi iile, delegeerides seda kasutajatele ei saa aga
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enam tiielikku kvaliteeti garanteerida. Ka t80s esitatud e-teenuse kvaliteedi
mudel 1dhtub sellest, et teel teenuse kvaliteedini peab elimineerima vdimalike
kvaliteedildhede mdju teenuse tulemusele.

o Uldtunnustatud teenuse kvaliteedi mudelite moned elemendid véivad
hiisti sobida iilikooliraamatukogu konteksti juurutamiseks. Kuid
samas pole need mudelid piisavad iilikooliraamatukogu e-teenuse
kvaliteedi kontseptualiseerimiseks, sest nad ei vota arvesse teenuse
kasutaja potentsiaali

Kontseptuaalse modelleerimise kdigus analiiiisiti t60s tuntud teenuse kvaliteedi
mudeleid. Viitekirjas jdreldatakse, et Uurimustes I, II kirjeldatud Pohjamaade
ja Ameerika koolkondade teenuse kvaliteedi mudelid on iisna loogilised ja
universaalsed, mis inspireeris kasutama neid erinevates valdkondades, ja
raamatukogundus pole siin erandiks. Samas jireldub t60s tehtud teoreetilisest
analiilisist, et iilikooliraamatukogu kontekstis vajavad need mudelid tdienda-
mist, ehk rohkemat arvestamist kasutaja muutuva rolliga. Mdlemad mudelid
ndevad kliendis eelkdige teenuse tarbijat ja kvaliteedi hindajat, selle ldhenemise
puhul on olulised kliendi ootused ja tegelik kogemus teenuse kasutajana. Kuid
kasutaja ise mojutab oma osalusega nii teenuse protsessi kui ka selle tulemust
(Meyer ja Mattmiller 1987), seega voib raamatukogu kasutajat vaadelda ka
kvaliteedi loojana. Siin on olulisel kohal mitte ainult kasutaja ootused ja
hinnangud, vaid ka kasutaja potentsiaal ja panus. Seega tekib vajadus uue
dimensiooni jirele, mis avaks kasutaja rolli teenuse kvaliteedi saavutamisel.

Kokkuvotvalt on dissertatsiooni pdhitulemusena vélja pakutud kontseptuaalne
mudel inspireeritud mitmest ideest ja kontseptsioonist (pdhjalikult kirjeldatud
Uuringutes I, IT), mis tunduvad eriti sobilikud iilikooliraamatukogu konteksti:

e Ameerika koolkonna ldhenemine teenuse kvaliteedile kui diskonfirmat-
sioonile, 16hele oodatud ja tajutud teenuse taseme vahel (Parasuraman et al.
1985, 1988);

e Pohjamaade koolkonna teoreetiline perspektiiv, kus teenuse kvaliteedi
moodustavad molemad, nii protsessi kui tulemuse kvaliteedid, mis vastavad
kiisimustele, mida raamatukogu pakub ja kuidas (Gronroos 1984 1990);

e Meyer-Mattmiilleri (1987) idee, et kvaliteet on eelkdige teenuse osutaja ja tee-
nuse kasutaja potentsiaalide summa, mis tuleb realiseerida teenuse protsessis;

e teenuse kvaliteedi mitmedimensiooniline kontseptualiseerimine (Parasu-
raman et al. 1985; Brady ja Cronin 2001; Janda et al. 2002; Santos 2003;
Hernon ja Calvert 2005).

o Ulikooliraamatukogu kasutajad peavad e-teenuse kvaliteedi hinda-
misel eriti olulisteks kriteeriumiteks informatsiooni ja juurdepdiisu
kvaliteediga seotud niiitajaid
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Kontseptuaalse mudeli chitamisel kasutati doktorit6ds kombinatsiooni kvali-
tatiivsest (fookusgrupid) ja kvantitatiivsest (online anketeerimine) uuringust.
Fookusgruppide uuringu tulemusena selgusid e-teenuse kvaliteedi kriteeriumid
ja nende olulisus (vt tabel 6, peatiikk 6.2), osalejad miirasid e-teenuse kvali-
teedi viisteist tdhtsaimat kriteeriumit: kasutajasobralikkus, juurdepddsu t60-
kindlus, kindlustunne, turvalisus, kiirus, informatsiooni selgus ja usaldus-
vadrsus, kompetentsus, tagasiside, dialoog, kasutaja osalus, paindlikkus, viisa-
kus, empaatia, esteetilisus (Uurimus II). Enamik méératud niitajatest on seotud
informatsiooni ja juurdepddsu kvaliteediga. Seda nimekirja tdiendati teiste
sarnaste uuringute (vt tabel 1, peatiikk 4.1) analiiiisi tulemusena vélja selgitatud
kriteeriumitega. Jargneva faktoranaliiiisi abil olid koik need kriteeriumid
jaotatud nelja faktori vahel: interaktsioon, sisu (informatsioon), juurdepdds ja
teenuse disain. Need dimensioonid on vdetud aluseks e-teenuse kvaliteedi
kontseptuaalse mudeli ehitamisel.

o Ulikooliraamatukogu e-teenuse kvaliteet séltub nii raamatukogu kui
kasutaja potentsiaalist

Doktoritd6 tulemusena esitatud iilikooliraamatukogu e-teenuse kvaliteedi konts-
petuaalne mudel (vt joonis 3, peatiikk 7.1) on mitmedimensiooniline. Mudelil
on kaks pohilist komponenti: raamatukogu ja kasutaja potentsiaalid ning nii
raamatukogu kui kasutajaga seotud faktorid, mis vdivad mdjutada teenuse
kvaliteeti. Sel moel on mudelis kajastatud raamatukogu kommunikatiivne poore
ja kasutaja rolli muutmine. Empiiriline uuring (Uurimus I, II) kinnitas t60s
tehtud teoreetilist eeldust, et e-teenuse edukas tulemus voib sdltuda kasutaja
potentsiaalist ja sellest, kuidas ta on valmis oma potentsiaali panustama. Kasu-
taja potentsiaalina késitletakse antud t60s teenuse eduka tulemuseni joudmiseks
vajalikke kasutaja teadmisi, oskusi ja kogemusi ning kasutaja motivatsiooni
teha t60d ja pingutada teenuse tulemuse nimel. Kasutajapoolsed e-teenuse kva-
liteeti mojutavad faktorid on kognitiivne ja emotsionaalne pingutus, raamatu-
kogu kasutamise kogemused ja motivatsioon iseteeninduseks. Raamatukogu-
poolsed tegurid on seotud kommunikatsiooni, juurdepddsu, sisu (informat-
siooni) ja teenuse disainiga.

Teenuse protsess assotsieerub pakutud mudelis funktsionaalse kvaliteediga
ehk vastab kiisimusele, kuidas teenus on viidud kasutajani. Teenuse tulemus
assotsieerub tehnilise kvaliteediga ja vastab kiisimusele, mida saab kasutaja
teenuse tulemusena. Koik see moodustab kokkuvottes tajutud e-teenuse
kvaliteedi. Samuti nditab mudel, et teel teenuse tulemuseni vodivad tekkida
teatud 10hed ehk mittevastavused teenusekvaliteedi ootustele — neid voib
pohjustada nii raamatukogu kui kasutaja (joonisel méargitud kui Gap 1-8). Seda,
kuidas tajutakse e-teenuse kvaliteeti, mojutavad lisaks nn kvaliteedi tajumise
filtrid, milleks on mudeli jargi raamatukogu kuvand ning kasutajapoolne pingu-
tuste tunnetamine ja kontrolli tajumine.

To66s rohutatakse, et suurimaks diskussiooniobjektiks selles mudelis on
kasutaja dimensioon. T66 tulemuste seisukohalt on oluline tabel 8 (peatiikk
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7.1), kus on toodud kaks ldhenemist raamatukogu ja kasutaja kommunikat-
sioonile ja kasutaja osalusele. To0s tehtud teoreetiline analiiiis, empiiriline
uuring ja ka praktiline kogemus raamatukogus lubavad jireldada, et tdnapédeval
ndevad tlikooliraamatukogud kasutajates eelkdige tootavat klienti ja kasutavad
kasutajatega suheldes enamasti teenindus-turundus pShimdtteid keskmise osalu-
sega (tootav kasutaja). See pdhineb arusaamal, et ,,to6tav klient” on teenindus-
organisatsiooni jaoks lisaressurss, kusjuures tema osaluse maar v3ib varieeruda
véga intensiivse ja véiga kerge vahel (Lehtinen and Lehtinen, 1991). Seda vdib
pohjendada eelkdige majanduslike pdhjustega — to6tav kasutaja, kes teenindab
end ise, vOib aidata ressursside kokkuhoidmisel, sest osa oma toost voivad
raamatukogud usaldada kasutajale.

See on ka iildine pohjus, miks raamatukogud nii aktiivselt juurutavad kom-
mertssektori ideid ja praktikaid, mdeldes oma t66le majanduslikust seisukohast.
Osalus on véirtuslik, kuid see on iisna kallis, nduab aja ja raha investeerimist ja
voib olla seotud riskidega (teenuse kvaliteet, info usaldusvaérsus ja korrektsus).
Kui projitseerida raamatukogu ja kasutaja suhted teenuse kvaliteedi prob-
leemile, siis voib eeldada, et raamatukogu piiiie iseseisvalt kontrollida info-
siisteemi, kasutades oma ekspertiisi, v3ib aidata kvaliteedi tagamisel. Kuid palju
tdhtsam on siiski see, kui palju iseseisvust ja kontrolli on valmis raamatukogu
kasutajale delegeerima ning milline kasutaja osaluse tase on parasjagu aktuaalne
ja vastuvdetayv iilikooliraamatukogude jaoks.

Toos pakutakse, et raamatukogud ei pea siiski véltima kasutajate osaluse
suurenemist ja neile voimu delegeerimist, kuid sellega peab kaasnema raamatu-
kogu vastutus kasutaja potentsiaali eest: raamatukogud voiksid rohkem mdelda
sellele, kuidas suurendada kasutaja kognitiivset potentsiaali, pakkudes tuge ja
infopddevuse dpetamist (t06s pakutakse nditeks infopddevuse dpetamise arenda-
mist raamatukogudes pShiteenusena), kuidas toetada kasutajaid emotsionaalselt
ja motiveerida neid. Kui raamatukogud ndevad kasutajates nn kvaasi-todtajaid,
siis peab ka modtlema, kuidas neid tunnustada nende t66 eest. Kokkuvdttes on
oluline leida tasakaal kvaliteedi tagamise ja vGimu/kontrolli osalise delegee-
rimise vahel, vanade, modernse ajastu raamatukogusiisteemide ning infoiihis-
konna ja digimodernismi vahel, Gutenbergi ja Zuckerbergi ajastu kom-
munikatsiooni pdhimdtete vahel. Loodan, et selle t66 tulemused, refleksioonid,
analiiisid ning e-teenuse kvaliteedi ja kasutaja osaluse konteptualiseerimine
aitavad tilikooliraamatukogudel nende teenuste ja kommunikatsiooniprotsesside
disainimisel ning annavad ka ainet tulevaste kvaliteediuuringute jaoks.
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SUMMARY IN RUSSIAN

KauecTBO 3/1eKTPOHHbIX YCIYT aKaAeMunyeckovi 6ubnmnoreku v
«paboTaloLunii UnTaTeNb»: KOHUENTyaNbHas MoAesb

Hoxropckass auccepranns «KadecTBO 3JIEKTPOHHBIX YCIYyI aKaJIeMHUYECKOH
OubIMoTeKn U «pabOoTAIOMIMK YUTATENb): KOHLENTyalbHas MOJENb» COCTOUT
U3 BCTYNUTEIbHON OO30pPHOM CTAaThU M YETHIPEX B3aMMOCBSI3aHHBIX HCCIIE-
nosaanil (Mccnenopanmsa I-1V), xacaromuxcs BOIpocoB KadecTBa OHOIHO-
TEYHBIX YCIYyT U OMOMMOTEYHOH KOMMYHHKALMH, OIMYOJIMKOBAHHBIX B MEXKIY-
HApOIHBIX PELEH3UPYEMBIX HAy4HBIX XypHajax. O0bekToM HacTosmeil pado-
TBl SIBISIETCSL akademuueckas Oubauomexa (CUHOHUMBL YHUSEPCUMEMCKAs,
8y306cKasn Oubauomexa), KOTopasi paccMaTpuBaeTcs 3/1eCh Kak 0OLIeCTBEHHBIH
MHCTUTYT, (YHKLMEH KOTOpPOro sABJseTcs obOecreyeHue ydeOHBIX W HcCcle-
JOBaTEJIbCKUX IPOLIECCOB BBICHIEI0 Y4YeOHOrO 3aBeleHHs HeoO0X0IuMOoi
uHpOpManyed W B IEHTPE MAEATEILHOCTH KOTOPOrO HaxozasTcs HWH(opMa-
UOHHBIE YCIYTH U KOMMYHUKAIHS C aKaJIEMAYECKHM COOOIIECTBOM.

HNHCTHUTYT akameMudecKoi, WITH YHUBEPCUTETCKON OMONMMOTEKH OBII CO3MaH
JUTSL TOTO, YTOOBI 00EeCTIeYNTh MOAACPKKY y4eOHON M HaydHOW AESITEeIHHOCTH
YHHBEPCUTETOB, By30B U HAayUHBIX yUpEKICHHH, oOecrieunBasi TakKuM 00pa3om
ux cyuiectBoBaHue. VIMEHHO yHHMBEpCHUTETCKHME OMOIMOTEKH C MX CTaOWIIb-
HOCTBIO OBUIH OIUIOTOM M I'apaHTHEH COXPaHCHMS aKaJeMUYECKOT0 HACIeoUs U
KYJITYPBl Ha TPOTSHKCHUU CTOJIETUH M B XOZ€ MHOTOYHCIICHHBIX COLUATBHBIX
Tparcopmanuii. B To ke Bpems OnOnmMoTeka Kak OOIIECTBEHHBIH WHCTHTYT
BCETJ]a pearupoBaja Ha BBI30BBI BPEMEHU M Bceria OblIa, IO BBIPAKCHUIO
Miksa (1996: 101), «sBneHHeM KyJIbTypHOTO U COLIMAIBHOTO KOHTEKCTOBY,
«creruduaeckuM GEeHOMEHOM BIIOX).

OOuiecTBEHHAsT PONb aKaJeMUYEeCKOM OMOIMOTEKH, HECOMHEHHO, MECHSCTCS
B XXI Beke Ha (hoHE TEXHOJIOTHUECKHUX, COIMAIBHBIX W KyJIBTYPHBIX H3ME-
HeHMH. Ha mepBbIif B3I MOXET Kas3aTbCs, 4YTO TMO3ULIMS U CTaTyc
aKaJeMUIecKol OMOIMOTEKH KaK MH()OPMAMOHHOTO HHCTUTYTA AOJKHBI ObITH
BIIOJIHE ONAaronpusATHBIMUA WIM 10 KpaiHed Mepe CTaOWIbHBIMH B YCJIOBHUSX
MHQOPMAIIOHHOTO O0IIECTBa, OJTHAKO PealbHas CUTYaIHs HE MOJKPEIUISeT 3TO
npeanoyiokeHue. Y OuOIMOTEKH MOSBUINCH CEPbE3HbIE KOHKYPEHTHI (MHTEp-
Het, Google, Wikipedia), k ToMy >x¢ 3HAUHTEIHFHO H3MEHIIOCH HH(OpMa-
[IMOHHOE TIOBEJEHHE JIIOJeil — OHM OoJbIle HE OOpamaroTcs K HHCTUTYTY
OuOIMOTEKH, YTOOBI TIOTYYUTh HEOOXO0AUMYIO HHPOPMAIHIO, TO3TOMY OHOIHO-
TEKa He MOXeT OOoJblIe MPETeHI0BaTh Ha IEPBOE U TIIaBHOE MECTO, I'/I€ HILYTCS
U HaxoIITcid OTBEThl Ha MH(OPMALMOHHBIE 3ampochl. B mocnennue necatu-
JeTUs BO3HHMKIO MHOTO JAWUCKYCCMH M MHEHHH O OyaylieM, LEeHHOCTH |
HEOOXOAMMOCTH OMONMOTEKH Kak OONIECTBEHHOTO HHCTUTYTa (cM. Savage
2008; Davis 2008; bacos 2009; LeMoine 2012; Mazypurnkuii 2013; Ctenanos
2014). CneuuanucTbl CYMTAIOT, 4TO OyAyliee OMOIMOTEK 3aBUCHT OT TOTO,
CMOTYT JId OHHU INpPENIOKUTh OOLIECTBY KOHKYpEHTHOCHOCOOHBIE HH(OpMa-
[UOHHBIE YCIyTH, Ka4ecTBO KOTOPBIX COOTBECTBOBAIO OBl pealbHBIM
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HOTpe6HOCT$[M, OXUIJaHUAM U KEIaHUAM MOJIL30BaTeIeH. DTUM 06’I)$ICHSICTC$I

BCE BO3pacTalONIMii MHTEepec OMONMMOTek K mpobiemaM KadecTBa. OCMBICIHTD

KaueCTBO OH/AlH YCIYT B KOHTEKCTE aKaJIEMUUIECKON OMOIMOTEKH, OTIPENEIUTh

IIO3UTHUBHBIC U HETATHUBHBIC (baKTOpI)I, BJIMAIOIINE Ha KAa4Y€CTBO YCIIYIu IMpea-

CTaBISIETCS TOJIE3HBIM M HEOOXOAMMBIM HE TOJIBKO TEOPETHYECKH, HO H

NPaKTHYECKH, YTOOB! YCIELIHO OOCITY>KUBATh U MOAACPKHUBATH AKaIEMUIECKOE

COO0O0IIECTBO U pa3pabaTeIBaTh AM3aiTH HOBBIX OMOINOTEUHBIX YCIIYT.
OJNEeKTPOHHBIH JOCTYH K LUQPOBBIM pecypcaM M IOBBILICHWE YPOBHSA

caMOOOCTy)KUBaHUS W3MEHSIOT HE TOJHKO KaHANbl OKa3aHUS OMOIMOTEYHBIX

YCIIYyT, HO U pOJIb YUTATENIEH, a TAK)KE YPOBEHb MX BOBJICYEHHOCTH B IPOLECC

yCayru. CCI‘OILHH OOHUM M3 BAXHBIX OHNPCACIIAIONINX KAa4CCTB JJICKTPOHHBIX

YCIYT aKaJeMHYecKOH OMOMMOTEKH SBISETCS TO, YTO YUTATENb HE SIBISIETCS

OoJblie TPOCTHIM TOTpeOUTENeM WHPOpPMAIUH. DIIEKTPOHHAS yCIyra Ipej-

moJiaracrt, LITOGI:»I YUTATC]Ib AKTHBHO YYaCTBOBAJI B IPOLECCE YCIYyTH, TaKUM

00pa3oM, CBOMM y4yacTHEM OH MOXKXET BIIMSTH HA €ro pe3yjbTaT. OTO TaKXKe

OJlHa W3 NPHUYUH, I0YEMY aKaIEMUYEeCKHEe OMOIMOTEKH TaK aKTHBHO NPHUHSAIH

Ha TIOBECTKY JHS BOIPOCHI: KaK MOXHO HambOonee 3(h(peKTHBHO MCIOIB30BATh

BO3MOKHOCTH TEXHOJIOTHI CaMOO6CJIy)I(I/IBaHI/IH, YTO SABJISICTCA BaXXHBIM IJIs

YUTATENICH TIPH TTOJIH30BAaHUN OMONMMOTEKON OHJIAHH M 4ero OMOIMOTEKH MOTYT

JOCTHYbL Oyarojapsi Ooyiee aKTHBHOMY YYacTHIO YHUTaTellell B Tpolieccax

pabotel OubanoTekn. OTcroaa 6epeT Havalo U TEOPETHYECKOE TPEANIOTI0KECHUE

JAHHOW JWCCEPTALUH, YTO YJYacTHE YUTaTelIeld MOXKET CTaTh BAXKHBIM (aKToO-

POM, BIMSIOIIUM Ha KauecTBO OMOIMOTEYHOM JIEKTPOHHOH yCIIYTH.
enbio HacTosIeil JOKTOPCKOH AuCCepTAMH SIBJISAETCH IOCTPOCHHE

KOHUENTYAJLHOH MOJeJH KavyecTBAa IJIeKTPOHHBIX YCJIYI aKaJleMHYecKoi

0uO/IMOTEKH U ONpeAe/ieHUe BJIMSHUS YNTATe s OM0JIH0TEeKH Ha poLece u

pe3yabTaT ycayru. J[pyruMu cioBamu, B cBoel paboTe S IMBITAIOCh C TI0-

MOLIbI0 KOHLENTYaTbHOI'O MOJETUPOBAHUS OTBETHUTH Ha BOMPOCHL, YTO €CTh

Ka4eCTBEHHAs JJIEKTPOHHAS yCIyTra YHUBEPCUTETCKOM OMOIMOTEKH U MOXKET JIH

(v xakuM 0Opa3oM) y4yacTHe YHMTAaTeNsl MOBIHMITH Ha 3TO KauecTBo. KoHuen-

TyaJlbHO€ MOJETHPOBaHNE, B COOTBETCTBUU ¢ ompeneneHrneM Marx & Goodson

(1976), — oT0 BHU3yanbHas peENpe3eHTANUs JJIEMEHTOB TEOPHH M CO3JaHUE

KOHLIENTYQJIBHONH CTPYKTYPBI JUIS YHODPSJIOYEHHS W HHTErpaluy HUMEroIeics

uHpOpManuu 00 M3y4aeMoM sIBJICHWH. Mcronb3oBaHUe MeToqa KOHLENTYallb-

HOTI'0 MOJEIHMPOBAHMSA IIOMOTaeT YETKO MPEACTaBUTh U OOBSICHUTH COAEPIKaHHE

pasIM4HBIX IPOLIECCOB M SIBJICHUM, TaK KakK, HMCIIOIb3ys MOJEIU U CXEMBI,

MOYKHO YIPOCTHUTb U MPEJICTABUTH HATIISTHO U MIPOCTO CIIOKHBIE MTPOIIECCHI.
HocTmxeHuio nend paboThl CIOCOOCTBYIOT OTBETHI Ha CIEAYIOLIHE HCCIIe-

JIOBaTENbCKUE BOMPOCHL:

e Kak wn3MeHWIach KOMMYHHUKAaIMi aKaJeMHYecKOll OMONMOTEeKHM C 4YMTa-
TCISIMU U POJIb yuTaTeNnen o4 BJIWSAHHUCM pPa3BUTUA I/IH(i)OpMaHI/IOHHOI‘O
obmectBa? (Mccaenopanus 111, 1V)

e UYero MOryT AOCTHYH akageMuueckue OMOIMOTeKH Onaromaps ydacTHIO
yutarenei? (Uceaenosanus I, 111, IV, rnasa 6.1, 7.5 BBoaHO#M cTaTbH)
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e Kak yuacTue unrtaTeneii CooTHOCUTCS ¢ KadecTBoM ycuyr? (MccjienoBaHus
IL IIL, IV, rnaBa 6.1 BBOAHOIM CTATHH)

e Paforaror mu melHcmpum-MOJENA Ka4ecTBa YCIYT B KOHTEKCTE aKaJeMH-
yeckoit onbanoreku? (Uceaexoanus I, 1)

e Kakne kpuTepuu KadecTBa 3JIEKTPOHHBIX YCIYT CUHTAIOT BAXHBIMH YUTa-
termu oubanoreku? (MccnenoBanus I, I, rimaBa 6.2 BBOAHOM cTaTbH)

o Kakue (pakTophl BIHMSIOT Ha KaYECTBO AJIEKTPOHHBIX YCIYT aKaJIeMUYeCKOH
oubnuoreku? (Mceaegopanus I-11, riaaBa 6.3 BBOIHOI cTaThH)

Kak moxa3sIBaroT 11e1b pabOThl W HCCIENOBATENLCKHAE BOMPOCHI, NaHHAs JHC-
cepTaius UMeeT JBa M3MEpEeHHs: C OJHOW CTOPOHBI, OHAa COCpENOTOYeHa Ha
npoOieMax OMOIMOTEUYHBIX YCIYT U OOCIY)KHBAaHHSI C HIKOHOMHUYECKOH M cep-
BrucHoi Touku 3perus (Mceaenosanus I, II), ¢ apyroit — Ha mpobiemMax KOM-
MYHHKaIlMd OWOMMOTEKH W YWTATeNs, MCIOJB3Ys MEePCHEKTUBY KPUTHUECKOU
commanpHoli Hayku (McciaemoBanusi III, IV). Takum oOpaszom, pabota
ABJISICTCSl UHTEPAUCUMIUIMHAPHOM, €€ TEOPETHYECKYI0 OCHOBY COCTABISIIOT KOH-
HENINH, TEOPUN U HIEH Pa3IMYHBIX JUCHHUIUIMH U OTpaciiell 3HAHWSA: TEOPHH
KOMMYHHKALlMM, KpUTHYECKas COLMANbHAs Hayka, KyJIbTypoJlorHs, Oubimo-
TEKOBeIeHEe U MH(DOPMAaIMOHHBIE HAYKH, TEOPHUS YCIYT U MapKETHUHTA.

Wzyvast mpomecchl, MPOUCXOAIINE CETOAHS B aKaJeMUIeCKUX OMOIHOTeKaxX
(ycmyru, uX Ka4ecTBO, pOjib YUTATEIeH U MX y4acThe), Mbl HE MOXEM HE Y4H-
THIBaTh TOTO, KaK M3MEHMUJICS Ha MPOTSHKCHUU BPEMEHU HMHCTUTYT OMONIHOTEKH
Y KOMMYHHKAIHs «OHONIHOTeKa-9uTarenby. IMEHHO 3TUM 00yCIIOBIEHO B JaH-
HO# pabote oOpamieHne K TaKUM BOIPOCaM, Kak MPUPOJA M CYITHOCTh OWO-
JHOTEKH, e¢ QYHKINU 1 KOMMYHUKAIMSI B pa3HbIC TIOXU U UX TpaHC(HOpMAaLUs
B BMOXY MOCTMOJICPHA/TUTHUMO/IEpHA, BIACTHBIC OTHOIICHHUS B KOHTEKCTEe OMO-
JUOTEKW, U3MCHECHHE PO OMOMMOTEeKaps W yuTaTeNsa. B pabore mpemmona-
raercsi, YTO aHaINU3 STHX BOMPOCOB MOXKET IIOMOYb JIY4IIe TOHATh OCOOCHHOCTH
AJIEKTPOHHOW OHMOIMOTEYHOW YCIYTM W KOHIENTYyalH3HUpPOBaTh KaK KadeCTBO
STOHN YCIYTH, TaK ¥ POIb YATATEIS.

Juccepranms ocHOBaHA Ha YETHIPEX CTAThAX B MEKIYHApOIHBIX pEICH3U-
PYEMBIX HayuHBIX KypHaiax, 1Be u3 Hux (Mccaegosanus I, IT) HocsaT amnupu-
YECKHUIl XapaKTep, MPEICTaBISIIOT Pe3yIbTaThl SMITMPHIECKUX UCCIEIOBAHNN U
00pa3yloT CEepBUCHO-DKOHOMHYECKHH KOHTEKCT paboThl, (OKycHpysCh Ha
npobieMax ¥ METOIMKE M3YUeHHs U OLIEHKU KadecTBa yciyr. JIBe Apyrue cra-
Teu (UccnenoBanmsa 111, IV) HOCcAT dumocodcko-TeopeTHuecKnuil xapakrep,
00CYyXITaroT BOIIPOCH TpaHC(HOPMAIINA MHCTUTYTa OHOIHOTEKH, OMOITHOTETHOM
KOMMYHUKAIIMU W POJIM YHUTATEIs] W 00pa3yloT CONUATBHO-KYJIbTYPOJIOTH-
YECKUI KOHTEKCT paOOTHL.

[Ipn anammze TpaHChOPMAMM WHCTUTYyTA aKaJIEeMHYCCKOW OMOINOTEKH
(MccnenoBanus I, I1 u rmaBer 3.1-3.4 BBOIAHOM CTaThH) 32 OCHOBY B3ST T€OpPE-
tHaeckuii moaxox Pruulmann-Vengerfeldti (2015), xotopast paccmarpuBaeT
conpaibHble TpaHcpopManuu Yepe3 TPU HU3MEpPEeHHs: OOYCIIOBICHHBIH
(nepe)u30bITKOM HHGBOpPMaIK WH(OPMAUMOHHBIH CABHUT, OO0YCIIOBICHHBIM
Pa3BUTHEM TEXHUKH M TEXHOJIOTMU HMGPOBOH CABUI M OCHOBBIBAIOIIMICA HA
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KOMMYHUKAIIMOHHBIX HW3MCHCHHUSIX KOMMYHHKATHBHBIA caBur. udopma-
IIUOHHBIA ¥ TU(POBOI CABUTH CBSI3aHBI C Pa3BUTHEM HH(POPMAIMOHHOTO 00-
mecTBa, KOTopoe AepuHHUpYyeTcs B paboTe B COOTBETCTBUHU C OINPEAETICHHEM
Martin (2009: 3) KaKk «IpoABMKEHHE OT MPOU3BOACTBEHHOTO K HH(POPMALIMOHHO-
CepBUCHOMY DBIHKY Tpyza M wucnoib3oBaHuio MKT». WupopmanuoHHBIH 1
(pPOBOM CIBHUTH 3HAYAT TSI OMOIMOTEK MpPHMEHEHHEe WH()OPMAITMOHHBIX H
MA(POBBIX TEXHOJOTUH aOCOMIOTHO BO Bcex cdepax OMONMMOTEIHOW padOTHI:
pabodre mpoIecCchl, OCHOBaHHBIE Ha KOMIIBIOTEPHBIX TEXHOJOTHUSX, OHIIANHH
JIOCTYII K ONM(POBaHHON HMH(POPMAITUU CTAJId CETOTHSI BO BCEX OMONMHMOTEKax
npeBanupyrommuMu. Eciiu ToBopuTh 00 0OCIY)XKMBaHUU 4YMTaTeNeH, TO HOBBIC
SJIEKTPOHHBIN YCIYTH MOMYYUIN IIHPOKOE PACHPOCTPAHEHHUE W MPEIINOUYTECHUE
yuTaTeNeld MpHU IMOJb30BAHUM OMOIMOTEKOW, BMECTE C 3THM BO3pPACTACT Kak
JIOJISt CAMOOOCITY KMBAHUSA, TaK M POJIb UNTATEIS.

B nmanHOW NOKTOpCKOW OMccepTaliMi NOAYEPKUBAETCS, UTO JJIEKTPOHHBIE
OMOJIMOTEYHbIE YCIYTH HE SIBISIOTCS HEKUM 3K30TUYECKHUM OHOIMOTEYHBIM
WHCTPYMEHTOM JTMOO JOTIONHHUTEIHHBIM HANpaBJICHHEM AeSTeIHLHOCTH Ono-
JmoTek. PasBuTHE 3JIEKTPOHHOW Cpelbl M OHJIAWH YCIYr — 3TO BCEro JIMLIb
croco0 BBINIOTHEHUS OUOTUOTEYHBIX (DYHKIUI 1 KOMMYHHUKAIMH C YUTATEIISIMH
B YCJIOBUSAX WH(OPMAIIIOHHOTO O0IIIEeCTBa, KOTOPBIH COCTOUT B TOM, YTO WHTE-
pakmus 9uTaTess ¢ OMOIMOTEKON M JOCTy K HHPOPMAITUH MOTYT UMETh MECTO
Takke W 0e3 (PU3NUECKOro TOCEIIeHUs OMOIMOTeKH U 0e3 MOCpeAHHYESCTBA
OoubIroTeKaps.

[Ipomeccr TpaHchopMaIiy akaIeMUYeCKONH OMOIHOTEKH WILTIOCTPHPYET
pucyHok 1 (cMm. rnaBy 3.4). B pabote memaercs 3akitodeHHe, 4To WHPOpMa-
[UOHHBIA ¥ IU(PPOBOM CIBUTH SBISIFOTCS AJII MHCTUTYTa OMOIHOTEKH CKOpee
HBOJIOIIMEI: 3TO €CTECTBEHHOE, XOTS M JOBOJBHO OypHOE pa3BUTHE W CMEHA
HOocHUTeNnel wH(pOpMallid, MHCTPYMEHTOB M METOJOB Tpyda, IPOUCXOIAIICE
BMECTE€ C Pa3BUTHEM W BHEAPEHUEM HOBBIX TexHoJorui. OIHAKO, MO 3ame-
ganuto Marju Lauristin (2014), wHpOpMaIinoHHOE 00IIECTBO — 3TO HE TOJIHKO
TEXHOJIOTHS, 3TO MPEXIE BCEr0 OTHOIICHUS W uX TpaHcopmanus. Jlis
aKaJeMUYECKUX OMOIMOTEK 3TO 03HAYAET HE TOJBKO HOBBIC (DOPMBI U METO/IBI B
pabote ¢ uHPOpManKel, HO ¥ HOBBIE CTPATETHH OOIIEHHSI U B3UMOJCHUCTBUS C
aKaJeMIYeCcKAM COOOIIECTBOM, TONCK HOBBIX KOMMYHHKAIIMOHHBIX CTPATETHi.
BuONIMOTEKH TBITAIOTCS TIOHATh, KTO TE JIFOAU, KOTOPBIX OHU CETOJHS 00CTyXKH-
BalOT, KaKOBbI WX HH(OPMAaIMOHHBIE MOTPEOHOCTH, WH(MOPMAIIMOHHAs Cpefa,
KyJIBTYPHBI KOHTEKCT, 0COOEHHOCTH MH()OPMAIMOHHOTO TOBEIACHHUS, KaKOBBI
WX OKHJaHUA, 3HAHUS, YMEeHUA. KOMMYHUKATUBHBIN CIBUT pacCMaTPHUBAETCS B
9TO# paboTe He MPOCTO PBONIOLMEN OTHOIICHHUH, a CKOpee peBOJIOLHEH, epe-
BOpOTOM, KoTOpbii B Ucesenopanum IV cpaBHHBAaeTCs MO BIMSIHUIO C TEM K€
PEBOJIIOLIMOHHBIM TIEPEBOPOTOM, KOTOPBIH Mpom3Ben B 3moxy [yrenOepra
MEYATHBIA CTAHOK.

[Iposenennniii B Uccnenopanusix I, IV teopernueckuii aHanan3, OCOBBI-
BAIONIMICS HA TEOPHUSIX KOMMYHHKAITUH, WH(OPMAIMOHHOTO OOIIecTBa W
MOCTMOZEPHA/TUTUMO/ICPHA, TIO3BOJISIET 3aKIIOYUTh, YTO OCHOBOW OMOIHO-
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TEYHOW KOMYHHUKAIlMM Ha TPOTSDKEHHH BEKOB OBUTH 61acmiuble OMHOULeHUs,

BBIPa)XaBIIIHECS B CIEAYIOMIEM:

*  YCTaHOBJICHHE AUCIUIIMHAPHBIX HOPM MOBEJICHHS YATATENS B ONOINOTEKE;

* KOHTPOJIb HaJl MH(pOPMAIIUE/3HAHUEM U IOCTYIIOM K HUM;

* aBTOpHUTapHas MO3UIMS OMONHMOTEKaps KaK JKCIepPTa, KOTOPBIH cHcTeMa-
THU3HUPYET U XPaHUT HHPOPMAIIHIO/3HAHHE.

JIs MACTMIITMHUPOBAHUS YUTaTeNe OMOMMOTEKa HCIONIB30Bajla HOPMHUPO-

BaHWE WX TOBEJEHUS, HApUMEp, C TIOMOIILI0 nu3aiiHa uHTepbepa (B Uccie-

noBaHum IV onuCHIBaIOTCS YNTATBHBIE 3Bl B CTHIIE HAHONMUKYMA, CM. PUCY-

HOK 5 B JJaHHOM CTaThe) U MpaBUIIa IOBEIEHNS, OCHOBBIBAIOIINECS HAa OMHAPHON

OTIIO3HIIMY «3aIlPeLIeHO-1103BOIeHO». OTHAKO O]l HUMH B paboTe paccMaTpH-

BaeTCs HE TOJHKO CHCTEMa Pa3lINYHBIX 3alpeToB, a cKopee To, uyTo Foucault

(2006) Ha3BIBA «CUCTEMOI ISl CTPATETHYECKHUX UTP», KOTOPBIE CIIOCOOCTBYIOT

BBIpA0OTKE TIIOBEJCHUS 4YUTATEIs] B OMOIMOTEYHBIX MpaKTHKaX, HaIpUMep,

nH(pOpPMAIIMOHHOTO ToBeAeHus. J[inst 3Toro OMOIMOTEKa WCIOIB3yeT CBOIO

SKCIEPTH3Y B paboTe ¢ MHpOpManmend, KOHTPOIUPYyeMble 1 HOPMHUPOBAaHHBIE

CHCTEMBI KaTaJIOTH3UPOBAHUS M CUCTEMAaTH3AIINH, HIIH maxkcoHomuio. Ynrarenb

BCTpeYaeTCs C BIACThIO OMOIMOTEKH HaJ HUM, YK€ HCIOJb3Ys CaMblil TPOCTOiA,

aBTOPCKWH IOMCK B JIIEKTPOHHOM KaTajore, — YTOOBl HaWTH, K TpUMEpY,

paboter ®yKo, OH HE MOKET BBECTH B ITOMCKOBOE OKHO, Kak B Google-moncke,

«Murmiens @yko», Tak Kak OCHOBaHHAsI HA TAKCOHOMHH OUOJTMOTEYHAST CUCTEMA

MoTpeOyeT UCIOIb30BaTh HOPMaTHUBHBIN BapuaHT «Dyko, Mumens». Ha Takom

MPOCTOM TMPHMEpe MOYKHO HArJISTHO TIOKa3aTh BIACTHBIE OTHOIIEHUS OnOImo-

TEKH C YUTaTeJIeM, KOTOpPbIE HUKY1a HEe MCUe3al0T U B SJIEKTPOHHOMH cpefe.

B ocHOBe TeopeTHuecKoro aHalM3a, MPOBEIEHHOTO B JAaHHOW TUCCEpTAIlHH,
JISKAT TIOHUMaHHUE dJIEKTPOHHON CEpBUCHOW CPebl, KOTOPAas MMO3BOJISIET YHTA-
TENI0 TONB30BAThCSI OWMOIMOTEKOH CaMOCTOSITENbHO, 0e3 ydacTus OubIno-
TeKapsi, KaKk HeYTO OOJIBIIETO, YeM IPOCTO TEXHOJIOTHUS, KaK CPEIbl IS KOMMY-
HUKanmuu. B paboTe aHamM3WpyeTcss TpHpoaa OUOIHMOTESYHON DICKTPOHHOM
YCIIyTH, B TIPOIECCE KOTOPOW YYacCTBYIOT KaK UMTaTeNb, TaK M OMOIMOTEKa,
BCTYIAIOIIUE B Pa3IMYHBIC UHTCPAKIUH:

— unratenb—uHPOCUCTEeMa (TOMCK WHPOpPMAMA Ha CalTe, II0JIb30BaHUE
3-KaTaJIOTOM, OHJIAIH 3aKa3 KHUT, IPOIJICHHE U TIp.);

— 4YuTaTenb—HMH(pOCHCTEeMa—I0KyMEHT, WH(popMaIus (JeraJbHbId JOCTYN K
MOJTHOTEKCTOBBIM 0a3aM JaHHBIX, 3-KHUTaM, HHCTUTYIIHOHAIEHBIM JIEIIO3H-
TapusIM 1 TIp.);

— uuTaTelb—MH(POCUCTEeMa—OUOINOTeKaph (JJIEKTPOHHOE CIIPAaBOYHOE 00CIY-
JKUBAHUE);

— 4uTaTenb—HMH(pOCUCTEeMa—Ipyriue YnuTaTenu (3aMeTKH 4YuTareneid Ha Qopy-
Max, B 0yiorax OMOJIMOTEKH, pEHTHHT KHUT, fagging v 1p.).

B muccepranmu Takxke npeasiokeHa KiacCU(UKAIU JJIEKTPOHHBIX YCIyT aKa-

JieMIYeckoit Ononuoreku (Tabnumna 4, rmasa 5.2.2 BBOIHOM CTaThH), 10 CHX TIOP

OTCYTCTBYIOIIasl B HAYYHOH JuTeparype. B 3aBucumoctr oT nH(OPMAITMOHHON

MOTEOHOCTH YMTaTENs, OMOIMOTEKAa MOXKET OBITh JJI HEro JIM0o Meamymom/

MPOBOJIHUKOM B TIOJy4YeHHH HHQOpManuu, JUO0 00ecredrBaTh pPa3IUYHbIC
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OHJIaliH yCIYTH M BO3MOKHOCTH (HampuMep, 3JIeKTPOHHBIN 3aKa3 U MPOAJICHHUE,
gaT, JJICKTPOHHAs CIIpaBKa), ICNAOIINE IT0JIh30BaHUE OMOIMOTEKOH Ooiee
YAOOHBIM M OBICTPBIM. DJEKTpOHHas OMOMMOTEYHAs yciiyra He OTpaHHyYeHa
TOJILKO WHTEpAIel «YeIOBEK-KOMITBIOTEPY», 3TO TAKKE KOMMYHHUKAIIMOHHBIN
MPOIECC MEXTY ABYMS WM OONBIIUM YHCIOM areHTOB (YUTaTelb, OUOIMO-
TeKaph, IPYTHe YATATENH).

Hannas mmccepraums omupaercs Ha wuaeto Goldkuhl (2005), xortopsrit
paccmarpuBaer UT-cucreMy B kKadecTBe MeAnyMa WH(GOPMAIIMOHHBIX MPOIIEC-
COB, a Takke Ha Teopuio kommyHukanun McQuail (2003: 10), cormacHO KOTO-
pol B aHANM3e KOMMYHHUKAIIHOHHOTO IpOIiecca HEOOXOIUMO OCMBICIHUTh, KTO
Y4acTBYyeT B KOMMYHHKAIIMU, KaKOBbI (DYHKIMU M 1€ KOMMYHHKAI[MH, KaK
MPOUCXOJUT KOMMYHUKAITMOHHBIA Tporiecc (KaHaNbl, S3BIK, KOIbI), KaKOBO
coJiep)kaHue KOMMYHHUKAIMOHHBIX TOCIAHUHA M KaKOBBI MOCJEJCTBUS U BIUS-
HUE KOMMYHHUKAnuu. B COOTBETCTBMU C BBIIECKa3aHHBIM B paboTe naercs
onpezeneHne OWOIMOTEYHON AJIEKTPOHHOW YCIYTH KakK IeJeHAINpaBIEHHOTO
KOMMYHHUKATHBHOTO B3aUMOJIEUCTBHSI MEXAY YHTATEeIeM H OHOIHOTEKOM/
OubaroTeKapeM MOCPEICTBOM KOMIIbIOTEpa M HWH(OPMAIMOHHOW CHCTEMBI C
LENBI0 yJIOBJIETBOPUTH MOTPEOHOCTH, CBA3aHHBIE C MOJyuYeHHEM HH(QOpMaIH
U TIOBBICHTH YI0OCTBO M 3(P(HEKTHBHOCTH ITOJIB30BAHUS OWOIMOTEKOW W B
pe3yJbTaTe KOTOPOrO YUTATENIO MPEJOCTABISETCS HEOOXoMumas WHPOpPMAIUs
WJIH JOCTYII K HEH.

W3 manHOM AeuHULINYN CIIeyeT, YTO, BO-TIEPBBIX, JIFOIU TIOIB3YFOTCS DIEKT-
POHHBIMH OMONMHMOTEYHBIMH YCIYTaMH, TIOTOMY YTO y HUX BO3HHKaeT WH(Op-
MalMOHHAS! MOTPEOHOCTh, KOTOPYIO OHH HE MOTYT YAOBJIETBOPHUTH C MIOMOIIBIO
Ipyrux WHGOPMAIIMOHHBIX MPOBaifepoB, OOpaliasch NMEHHO K aKaJIeMu-
geckoi Onbmmoteke. CallT  HHGOPMAIIMOHHAS CHCTeMa OMOIMOTEKH paccMar-
pHUBAIOTCS B JAHHOW paboOTe IMpexJe BCEro Kak WHCTPYMEHTHI KOMMYHHKa-
TUBHOTO B3aWMOJICHCTBUS, OCHOBBIBAsCh Ha OJIHOM W3 TIIOJIOKCHUH TEOpUU
comaiibHOTO Aeicteusa (Weber 1972), 410 KOMMyHHUKAIASA BCeraa HaMepeHHA.
B pabGote mnpeamosiaraercs, 4ro KOMMYHHUKAIUS YUTATENs C OMOIMOTEKOU
BCer/la HaMepeHHa W IIeJICHANpAaBICHHA, TaK KaK YWTaTeNlb o0pamaercs K
yciyraM OuMOMMOTEKH, YTOOBI YAOBIETBOPHUTH CBOM MOTpeOHOCTH (MH(pOpMa-
[IHNOHHYI0, KOMMYHHUKAIIMOHHYO, U T.II.).

Bo-BroppiX, B Tpolecce 3JEKTPOHHOH YCIyTH MEXAy 4YdTaTeneM |
OnOIMOTEKOM/ONOIMOTEKapeM BO3HUKAET KOMMYHHKATHBHOE B3aWMOJISCTBHE,
KITFOUEBBIM BOIIPOCOM KOTOPOTO SIBIIETCS 00OECIIeYnBaeMbIii  OMOINOTEKOM
JIOCTyN K nHopManuu. M B-TpeTbuX, B OTJIMYKE OT TPAIULIMOHHOM face-to-face
YCIYTH, YHUTaTeJb B IHPOLIECCE DIKTPOHHOH YCIyrH MOXeT ObITh Oolee
CaMOCTOSITeTIbHBIM, MCKaTh MH(OPMALHMIO U TI0JIb30BaThCS OMOMMOTEKON 0Oe3
MOMOIIH U TIOCPETHUYECTBA HHPOPMAIIOHHOTO dKcnepTa. JpyruMu cioBamu,
B TIpolLlecce€ OBICKTPOHHOW YCIyTW 4YHUTaTellb Y4acTBYeT Oojee aKTHBHO.
CrnemoBaTelnbHO, TPH TMOCTPOSHUH MOJETH KadecTBa 3JEKTPOHHOW YCIYTH,
HEOOXOJIMO YYHUTHIBATh BIUSIONIME HAa KavyecTBO (DakTophl, CBA3aHHBIC HE
TOJIBKO ¢ OMOJIHOTEKOH, HO M C YHMTATEIEM M €ro MOTEHIHAIOM — 3HAHHSIMHU,
YMEHHSIMH, OTIBITOM ¥ MOTHBAIIHCH.
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KoMMyHHKaTUBHBIN TIepeBOPOT B OHUOIMOTEKE OOYCIOBHI TOSIBICHUE
TaKoTo HOBOTO (pEHOMEHa, KaK aKTUBHBIA M YBEPEHHBIN B cebe MoIbh30BaTeh
OMOIMOTEKN, KOTOPBIH MOXET KOHTPOJIMPOBATh, (POPMHPOBATH M OIICHHBATH
KOHTEHT, JCIHUTHCS CBOMM OIBITOM IIOMCKAa W TOJIb30BaHUS OMOIMOTEKOH ¢
JIPYTHMH YHUTATEISIMHU, TIOMOTaTh UM B TIOUCKE M KOHCYJIbTHpPOBaTh. Hemenkue
ucciaenoBarenn Rieder & Voss (2010: 5) cunTaroT, 9YTO CETONHS CEPBHUCHEIC
OpraHu3aliyd HMEIOT JeJI0 ¢ HOBBIM THUIIOM KIIMEHTOB, KOTOPBIX OHHU Ipe-
JaralT Ha3bIBaTh «palOTalOMMMU KiueHTamw», Working Customers, wumm
«paboTarOMIMMU TIOJB30BATEISIMHI YCITYTHY.

KnuenT HoBoro THMA:

1) BOBNEKaeTCs CHUCTEMATHYECKH B IPOIECC YCIYTH, B XOAE KOTOPOrO OH
paboTaeT M mpuiaraeT yCWIWs, TaK YTO 3TOT IMPOIECC MPEeBpaIIaeTcs Mo
OOJBIIICH YaCTH B CAMOOOCITY KIBAHUE;

2) CTaHOBWTCSl IJIsl CEPBHCHOW OpraHM3alldd SKCIUIMLIUTHBIM PECYypCcoM IS
CO3/IaHUs AONOJHUTEIHHBIX IEHHOCTEH;

3) cTaHOBUTCS HJIsI CEPBHCHOW OpTaHM3aIlMM CBOCOOpa3HBIM (KBasH-)paboT-
HUKOM, XOTsl ero pabora HE WMeeT JIerajJbHOW (OpMBI U FOPUANYECKOI
MPOTEKLUH.

Konnenmus «paboTaromero KIHEHTa» HCIIONB3YeTCsl B TAHHOW AHWCCEpTaIliH,

YTOBl PACKPBITH BKJIAJ YUTATENS B MPOIECC M PE3yNbTaT AIIEKTPOHHOW OHO-

nroTeyHol yciyru. Omnupasch Ha THIIOJIOTHIO y4acTusl kimeHTa Anitsal &

Schumann (2007), B auccepranuu JenaeTcsl MPEaIooKeHUe, YTO YUTATENhb

MOJKET C Pa3HOM CTeNeHbI0 MHTEHCHBHOCTH MCIOIB30BATh B MPOIIECCE YCIYTH

CBOM KOTHUTHUBHBINA, SMOIMOHAJIBHBIA M CBS3aHHBIA C OMBITOM IOJIb30BAHUS

Ooubnmorexoit moreHnuan. [loJ KOTHUTHBHBIM TIOTEHIIMAJIOM 3[eCh ITOHH-

MalOTCSi WHCTPYMEHTAlbHBIE, CTPYKTYpaJbHBIE W CTpaTeTHYECKHe yMEHHS

YHUTATENs], B COOTBETCTBUM C Kiaccu(UKalMel AMTUTANBHBIX YMEHHH Steyaert

(2000). B pabote oTmeuaetcs, 4To Haubosee BaKHBIM CTPATETHUCKUM YMEHUEM

B KOHTEKCTE TIIOJIb30BaHUS OMONMOTEYHBIMH JJIEKTPOHHBIMH  YCIyTaMH

SBIISIFOTCS. MH(POPMAITMOHHAS TPAaMOTHOCTh U MEINa-KOMIIETEHTHOCTh. BakHas

pPOIb OTBOJAMUTCS TaKXKe SMOIMOHAILHOMY ITOTCHIMANTY YHTATElNs, TaK Kak

SMOTHKOHBI, K MPUMEPY, MOMOTAOT B JAEKOJUPOBAHUH KOMMYHHKAIIMOHHBIX

COOOTICHMH, KOTOPBIME OOMEHHBAIOTCS YHTATENh W OMOIMOTEKa B IpoIecce

yenyru. K Tomy ke ucnenosanus Anitsal ja Flint (2003, 2003a) moka3zanu, 4to

KITUEHT OOBIYHO HE KaIyeTCs Ha CBOM AMOIIMOHABHEIE YCHIIUS 110 CPABHEHUIO

C KOTHUTHBHBIMHU ¥ OCOOCHHO (PM3NIECKIMH.

B koHTekcTe paboThl BakHO Takke 3ameuaHue Rieder & Voss (2010), urto
«paboTaromuil KIMEHT» OTIMYaeTcsl OT CONpOoJblocepa, KOTOPHI BOBIEKaETCA
B Mporecc 00bIYHO BBIOOPOYHO. B cpaBHeHHH C¢ 3TUM pabOTAOMINN KINEHT
BOBJICKAETCSl B TMPOLECC CHCTEMATHYECKH, KaK €clid Obl 3TO ObUI pabOTHHUK
CEpBUCHOI OpraHu3alyy, MPHYEM pPE3yJIbTaT YCIYI'M YacTO 3aBHCHUT OT TOTO,
KaKOBO KauecTBO ero paboTel. Takum oOpa3oM, MOJIB30BATENb YCIYTH CTaHO-
BUTCS TIAPTHEPOM CEPBUCHOM OpraHU3allMd B €€ CTPEMIICHHU K JIOCTIKEHHIO
Ka4yecTna.
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Onupasce Ha Teoperndeckuit ananu3 Uceaenoanmii 111, IV u pesynbraTh
smmupudeckux uccinenoBanuii (Mcceaeqoanust I, I, BBogHAsS cTaThs), B IHC-
CepTaIUH JIENAI0TCS CIEAYIONINE BHIBOIBI.

e Kommynukayus axademuueckoit Oudauomexu ¢ uumamenamu
mpancgopmupyemcea noo e1uanuem pazgumus UHQoOPMayuoHHO20
oowecmea. bubnuomexu ycnewino ocywiecmeunu un@opmayuon-
HOLL U yuPpPoeoii coguzu, 00HAKO KOMMYHUKAMUGHBLIL nEPECopom
Haxooumcs ewie 8 CMaouu Gopmuposanusn

[Iporecchl  IEMOKpAaTHU3allMd U COILMAIBHO-KYJIBTYPHOH TpaHchOpMaIu,
MIPOUCXOSIIUE B OOMICCTBE U YUPEKIACHUSAK BBICIIEIO 00pa30BaHUs, Pa3BUTHE
HOBBIX YCIYI M CaMOOOCITYy)KMBaHHs Ha OCHOBE HOBBIX TEXHOJIOTHH CYyIIECT-
BEHHO M3MEHIIN XapaKTep OTHOIICHUH aKaJeMUIeCcKor ONOIHOTEKH ¢ ee YuTa-
TEJSIMHA, KOTOPBIC PacCMaTPHUBAIOTCS B JAHHOW JUCEpPTAllMd KaK BIACTHHIC
otHomeHUs. [lockombKy aBTOpuTapHash TO3WIHA OWUOIMOTEKH OCTaeTcs B
MIPOIIIOM, MOXXET BO3HWUKHYTHh WJUTIO3WS, YTO BMECT€ C HEW HCYE3ar0T |
BiacTHeie oTHomieHusa. Omuako B MccaenoBanum IV momuepkuBaercs, 4To
BJIACTHBIC OTHOIICHUS HE MCUE3AI0T, & U3MEHSIOTCS — HAIIPUMEP, TOT (aKT, 4TO
WHCTUTYT OUOIMOTEKW W CETOAHSA MBITAETCS COXPAHATH HEM3MEHHBIMH CBOH
pUTHIHBIE TAKCOHOMHYECKUE MH(POCUCTEMBI, pacCCMaTPUBACTCSA B AUCCEPTALIUU
KaK MOMNBITKa OMOJIMOTEKU COXPAHUTh TAKUM HMILTUIIUTHBIM CIIOCOOOM CBOIO
BJIACTh HAJ| YMTATENEM M HaJl 3HAHUEM. DTO MMOHUMaHUe TI03BOJISET HaM OTKPHI-
BaTh HOBBIE CTPATETHH BIACTH OMOIMOTEYHOIN CHCTEMBI B COBPEMEHHOH KOMMY-
HUKAaIllUU aKaJeMUYECKON OMOIMOTEKHU C YUTATEISIMH, CTPATErHH 00Jiee TOHKHUE
U CKPBITHIC TI0 CPaBHEHHIO C MPEIbIIyIIAMHU, AUCIUIUIMHAPHBIME (HhOpMamHu.
BoBneuenne umurareneid B mpoliecchl qu3aifHa YCIYT U CaMOOOCITY)KMBAHUS —
MPUMEPHI TAKUX HOBBIX KOMMYHHKAIIMOHHBIX CTPATEruii OMOIMOTEKY.

B nmmccepramuu nemaercs BBIBOJ, YTO COBPEMEHHBIC aKaJeMUYECKHE
OMOIMOTEKN YCHEITHO OCYIIECTBIIIN WH(O- ¥ MU(PPOBOA CABUTH, OHU JOBOJIb-
HO aKTHBHBI BO BHEIPCHHM HOBBIX TEXHOJIOTHH, a TaKXKe WJCH M OIbITa U3
KOMMEpYEeCcKOoro cektopa. OJHaKo KOMMYHUKATUBHBIA TIEPEBOPOT €IIe B
ctaau (OPMUPOBAHUS, TaK KaK OHMOIHMOTEKW CIUIIKOM COCPEIOTOYCHBI Ha
CEPBHCHO-MapKETHHIOBOM IIOXOJIe K YNTATENsIM U HEe OCBOOOIMIIHCH €IIe OT
MPUHITUTIOB KOMMYHHKAIIUN C YUTATENISIMU, CBOMCTBEHHBIMHU JTIOXE MOJEpHA.
Cerogus akajeMH4YecKue OMOIMOTEKH pa3pabaThIBAIOT HOBBIC YCIYTH, UCXOMS
W3 CBOETO OTHOIIEHHS K YATATEIN0 Kak K padOTaloMeMy KINEHTY U JAeNeTHpys
eMy 4YacTHYHO (QYHKIUM pPaOOTHUKOB OHOJHMOTEKH, TO €CThb [0 CYTH
SKCIUTyaTUpPys ero. B TakoM ydyacTuu 4YuTaTeNei, KOTOPOE OTPAHUYCHO JIUIIH
JIOCTYTIIOM W WHTEpaKIHel, a He y4YacTUEM B MPUHATHH PEIICHUH, MOXKHO
BHJIETh ydYacTHC JHINb HAa MHUHHMAJbHOM YPOBHE, KOTOpOE, 10 MHEHHUIO
Carpentier (2012: 171), mo Oomnplueii 4acTu «00OCITyKUBAET C IIOMOIIBIO HEMPO-
(heccroHaIOB TOTPEOHOCTH M HHTEPECHI CUCTEMBIY.

B pabGore memaeTcss BBIBOX, YTO BaKHEHIMUH (haKTOp BIACTH, KOTOPHIH
OubIMOoTeKa TOTOBA JCIETHPOBATH YHTATEISAM, 3TO KOHTPOIL HAa Npoyeccom
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yeiyru. OHaKo TOJHBIA KOHTPOJIb HaJ MH(OPMAIMOHHOW CUTEMOW BMECTE C
PETYIATUBHBIMHA (YHKIUAMH OCTAETCS B KOMITETEHIINH OMOIHOTEKN U OHOJIHO-
Tekaped kak mH(pOIKCHepToB. B muccepranuu nenaercs MpenoioxKeHne, 9To
3TO MOXKET SIBJISITHCS HAaUOOJIEe Pa3yMHOW CTpaTeruel, Tak Kak akajJeMudecKas
OnOIMOTEKAa — 3TO CONMAIBHBIA WHCTUTYT, HECYIIUH OTBETCTBEHHOCTH 3a
Ka4ecTBO cBoMX yciyr. OMHAKO B TO K€ BPEMS BXKHO TPEATIOKUTh YUTATEISIM
pasHooOpa3Hbie BO3MOXKHOCTH y4yacTHsi B IpOIeCCe YCIYTH W CHENaTh 3TO
y4acTHUe MPOCTHIM U YI0OHBIM.

o  Yuacmue yumamens enusem HaA KOMMYHUKAUUOHHYIO RAPAOUZMY
akademuueckoil oOubauomexku, npeoaazas Hoevle 603MONCHOCHU 011
Ou3aiiHa YCIy2 U 00CHMUICEHUS UX 6bICOKO20 KAYeCmea

TeopeTuueckuil aHanu3, NPOBEJECHHBIA B AUCEPTAIIUU, HO3BOJISET 3aKJIHOYUTh,
YTO y4acTUE YUTATENS B MPOIecce OMOTMOTEYHON yCIyTrd MOXKET OBITh BEChMa
3¢ (EeKTUBHBIM JUIS Pa3BUTHSA HOBBIX YCIYT W OMOJMOTEYHON KOMMYHHKAIIHH
(Mccnenosanue II). Unrarenmn MOTyT y4acTBOBaTh B OHOJIMOTEYHOM OOCITY-
JKUBAHUM KaK caMH PaOOTHUKH OUOJIMOTEKH, KOHCYJIBTUPYS APYTHX YUTATEICH
U HaxoJsd HeoOXOAMMYK HH(DOPMAILMIO CaMOCTOSATENbHO. Takum oOpa3om
OMOMMOTeKa DKOHOMHT CBOHM pecypchbl. UTOOBI YHTATETd MOTIN CBOOOIHO
HCIIOJIB30BaTh CBOW TMOTEHIMAN, OMOIMOTEKM MOTIM OBl aKTHBHEE OCY-
IIECTBIATh KOMMYHHKATHBHBIA TIEPEBOPOT M JIBUTAThCS OT JKCICPTH3BI H
KOHTpOIIS K Oojiee pajiuKabHOMY JOBEPHUI0 YUTATEISIM U COTPYTHHUYECTBY C
HUMH. B kadecTBe mpuMepa NPUBOIWTCS HCIONB30BaHWE (DOIBKCOHOMHHU B
OMOIMOTEYHBIX CHUCTEMaxX, HAIPUMEP, YUTATeIH MOTYT J00aBJIATH MPSIMO B
AIIEKTPOHHBIN KaTajor CBOM KOMMEHTapHH, CChUIKU U BOTIPOCHI (fagging), KOTo-
pBIE€ MOTYT OBITH ITOJIE3HBI K HHTEPECHBI JPYTUM YHTATEISIM ONOINOTEKH.

Opnako Tabnuia 5 (riasa 5.3.3) IeMOHCTPUPYET, KaK Majo CErOHS JJICKT-
POHHBIX CIyT, KOTOphIe OMOIMOTEKA MpeAaracT CBOMM YHUTATEISIM Ha OCHOBE
BBICOKOI'O YpOBHS ydacTus. bubnnorekaM HEOOXOAMMO IIOHITh M PELIUTh,
KaKoW ypOBEHb y4acTHsl yuTarenei Obul Obl HamboJiee mpueMseM, 4ToObl UC-
MOJIb30BaTh YMTATEIBCKHIA TIOTECHIIMAT U OJHOBPEMEHHO 00ECIICUNBATh KauecCT-
BO YCIIYT.

e  Yuacmue uumamens modcem 6030elicmeosamy Ha pe3yabMAmM
INEKMPOHHOU YCAY2U, U IMO MONCEM 3A6UCEHb OM HOMEHUUANd
yumamens u ypoeHa €20 yuacmusn

Pesynbratel ammupuaeckoro nccnenosanus (Mccaenoanue II) mokazanm, uro
9JIEKTPOHHAsSL yCIIyTa AJs YuTaTe’eld OMOIMOTeKH — 3TO HE MPOCTO MHTEPAKLIUS
¢ MH(pOCHUCTEMOMH, 3TO CKOpee ceTeBas KOMMYHHKALUS MOCPEICTBOM HH(DO-
CHCTEMBbI ¢ OMONMOTEKapsIMH M JAPYTrUMH duTatessiMu. MccienoBanue ¢okyc-
TpyHn TakXe I0Ka3ajo, YTO YHUTATeNIM TOTOBBI MCIIOJIB30BaTh CBOM KOTHH-
TUBHBII 1 YMOLMOHAJILHBII MOTEHIMAT Pald YCHELUIHOTO pe3yJbTaTa 3JIeKTPOH-
HOH yciryru. JIpyruMu cjioBaMH, YATATEIM TOTOBBL B MPOLECCE YCIIyTH MpHia-
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raTh YCWJIMsI, ¥ CUUTAIOT, YTO 3TH YCHJIMS MOTYT BJIUATH HA MMO3UTUBHBINA pe-
3yJBTAT YCIYTU. B TO e BpeMs duTaTenn He JKeJIaroT MepeHanpsAraTbCs U CUu-
TalOT, YTO KOHEYHAs OTBETCTBEHHOCTh 3a Ka4yeCTBO YCIYT JIGKUT Ha OHO-
JIHOTEKE.

Anitsal ja Schumann (2010) pa3nu4aroT Tpu YpOBHS y4acTHS: IPUCYTCTBUE
(HU3KUH ypOBEHB), MOJEpUPOBaHHE (CPETHHI YpOBEHb) M COBMECTHOE IIPO-
IyITUpoBaHue (BBICOKHM ypOBEHB). Omupasch Ha 3Ty KiaccupuKaImio, B pabo-
Te mpemjaraeTcs Kiaccuukamus SIEKTPOHHBIX YCIyr OHOIHOTEKH B CO-
OTBETCTBUH C YPOBHEM yUacTHs YuTaTesA (CM. TabauIy 5, ritaBa 5.3.3 BBOIHO#M
cratbu). ns Oubnrorekn Hawboliee LEHEH BKJAJl YMTATENEeHd CO CPEJHUM H
BBICOKMM YPOBHEM YYacTHs, TaK KaK OHM MOTYT YaCTHYHO 3aMEHATh OUOJIMO-
TeKaps, U UX, TAKUM 00pa30M, MOXKHO CUMUTATh CBOCOOPA3HBIMU «KBa3U-padOT-
nukamm» (Ford, Heaton 2001) OHOMMOTEKN MM «COTPYJHHKAMH C YACTUYHOM
Harpy3skoit» (Bateson 2002; Kelley et al 1990). B nuccepranuu takxe Kiaccu-
(GUIMPYIOTCS POJIM YUTATENS B MPOIECCe OKa3aHWs OuOimoTeuHon yciyru: 1)
PEIUTIUEHT, WU TOoTpeOuTens WHbopManuu, 2) padOTaIOMUN YHTATENb,
CaMOCTOSITEIIbHO 3aHUMAIOIIUICS TIOUCKOM HH(OpMAIIUH, «KBa3H-COTPYIHUKY;
3) conpoastocep, prosumer.

B mepBoit ponm unTaTens OKa3pIBaeT HaWMEHBIEE BIHMSHUE HA Pe3yJbTar
ycrmyru. XOTsl HENlb3sl CKa3aTh, YTO B JTOH POJIM OH OCTaeTCs IMOIHOCTHIO
MAcCUBHBIM, OJHAKO OH HE MMEET KOHTPOJs Hal MPOLECCOM YCIYyTH U TO-
TpeOJsieT TUIb Ty HHPOPMAIIHIO, KOTOPYIO MPEAOCTABIISIET eMy ONOIHOTEKaph,
oTBedas Ha WH(GOPMAIMOHHBINA 3ampoc. B pomn «paboTaromero 4uraTenss» OH
MOJKET BO3CHCTBOBATh HA PE3YJIbTAT YCIYTH B 3aBUCUMOCTH OT IPUIOKCHHBIX
KOTHUTUBHBIX W 3MOIMOHANBHBIX ycwiuil. OIHAKO ¥ B 3TOH pPOJIM YHTATEINb
WMEeT JHIIb YaCTUYHBIH KOHTPOJIb 3a IMPOIECCOM, NEJIETHPOBAHHBIN eMy
6ubmmoTeKoi yepe3 camooOcCy)uBaHue. B ponm compozprocepa BKIIA YUTa-
TeNsl B MPOILECC U Pe3yJIbTaT yCIyrd HauOONbIIWH, W ecnu Oubimoreka
JIOIyCKaeT B CBOoe mH(ocHucTteMe, K MpuMepy, (HOIbKCOHOMHIO, TO YUTATENb
MOYET TaKKe caM CO37[aBaTh M PAaCIpPOCTPAHSATh KOHTEHT, U 3Ta JIESTEIbHOCTD
MOXXET HMMETh KaK MO3WTHBHBIN, TaK M HEraTUBHBEIA 3((EeKT Ha KauecTBO
yCIIyTd. B CBSI3M C 3TUM B IMCCEPTAINH [TOAYEPKUBAETCS, YTO CBA3AHHOE C KOM-
MYHHKATHBHBIM TIEPEBOPOTOM aKTHBHOE, HA BBHICOKOM ypOBHE, y4acTHe duTa-
TeTeH SBISETCS IS aKaAeMHUIECKIX ONOIMOTEK CePhEe3HBIM BEI30BOM BPEMEHH,
3aTparvBas BONpPOCHl KayecTBa, [OBEpHUS, NPOPECCHOHATBFHOW OTHKU U
COLMAJIbHON OTBETCTBEHHOCTH OMOIMOTEKH KaK OOIIECTBEHHOTO HWHCTHUTYTA.
AKTUBHOE y4yacTHe YUTaTeNs MOKET HeCTH ¢ co00i HEyBEpeHOCTh W Hempe/l-
CKa3yeMOCTh B OTHOIIEHWM KayeCTBa YCJIYT, IMOCKOJIbKY YYacTHUE YHTATEINs
MPEIoaraeT acleKT MOTepH KOHTPOJS OWOIMOTeKH HaJ CBOEW CHUCTEMOM.
Henerupyst 3TOT KOHTPOIb YHTATENsIM, OMOMMOTEKa HE MOMXKET IOJHOCTHIO
rapaHTUPOBaTh KAayeCTBO MPEOCTaBISIEMON HH()OPMAIIUU 1 CBOUX YCIYT.

L4 Hekomopble Jj1emenmol oﬁmenpumaunbtx MeofcdynapOOHblx

Mooeineil Kauecmea ycayzu MOMHCHO YCREUIHO RPUMEHAMD 8
Konmexcme akaoemuuexkoi ouonuomexu. Oonaxko smu mooenu
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HeoocCmamounwl 011 KOHYenmyaiulauuu Kkauwecmea aﬂekmponuoﬁ
oubnuomeunoil ycayeu, maKk KaK He ydumaslearom nomenyuaia
noJjibzoeamenn yciyzu

B xome koHIeNTyalbkHOTO MOETUPOBAaHUS B pPadoTe MPOaHAIN3UPOBAHEI

M3BECTHBIE U OOIIENpPU3HAHHBIE MEXKTyHAPOIHBIE MOJENN KadyecTBa yciayr. B

pabote nemaercs BBIBOM, uTo omnmcanHble B HccaenoBanusx I, II momenu

KayecTBa aMEPUKAHCKOW M CEBEPHOW IIKOJI JIOTUYHBI M YHBEPCAIBHBI, YTO

MTO3BOJISIET WCIIONB30BaTh MX B PA3IMIHBIX OTPACIAX, U OmOImoredHas cdepa

3/1eCh HE SIBISICTCS HCKIIIOYEHHEM. B TO ke BpeMs NpPOBEACHHBIA TEOpPETH-

YEeCKUI aHalIu3 TMO3BOJISIET 3aKIIOYHTh, YTO B KOHTEKCTE 3JIEKTPOHHOU OMOIINO-

TEYHOHN yCITyTW JNaHHBIE MOJETH HYXKIAIOTCS B JIOTIOJIHEHWH, TO €CTh B OOJIb-

IIEM YYUTHIBAHUN U3MEHSIOIICHCS POJTH YUTATEIIS.

O06e MoJieNn BHJIAT B IOJIB30BATENC YCIYTH MPEXKJIE BCErO KIUEHTA, KOTO-
pBIIi OLIEHWBAET KAa4eCTBO B COOTBETCTBHH CO CBOMMH OXHAAHUSAMHU — IIPH
TaKOM TIOAXO0J/Ie BaKHBI OXHJIAHUS II0H30BATEN, €r0 KOHKPETHBIA OIBIT B
mpoliecce YCIyTy M ero OIIyIIeHue pe3ysibrata yeayru. OnHako B Oubimmoreke
YUTATENb — OJH30BATEIh JIEKTPOHHON YCIIyTH CaM BJIMAET KaK Ha ¢ Mpolecc,
TaKk M Ha pe3yJibTaT, TAKUM 00pa3oM YHTATeNlsT MOXXHO pacCMaTpUBaTh TaKkKe
KaKk co3JaTelisi KaueCTBEHHOro (WM Hao0OpOT) pe3ylibTarta yCIyTH. 3AeCh
BaXKHBI YK€ HE TOJBKO OXKUJIAHUS U OLICHKU YUTATENs, @ TAKKE €ro MOTCHIIUAT
u Briman. OTcrofa BO3HHKAeT HEOOXOAWMOCTb HOBOTO, JEMOKPAaTHYECKOTO
M3MEpEeHHs, KOTOpOe OBl PacCKPHIBAIO POJIb YUTATENS B JOCTH)KEHHU KadecTBa
YCIIYTH.

[Ipemnoxennas B quccepTaliy KOHIIETITyallbHAs MOJENb KadyecTBa DJIEKT-
pPOHHOUM OWOIMOTEYHON YCIlyTM WHCHUPUPOBAHA HECKONBKHMHU HWICSIMH U
KoHIenusaMu (roapooHo onucansl B UccaenoBanusx I, I1), koropeie npea-
CTaBJIIOTCS OCOOCHHO MOAXOISAIIMMH K OMOTMOTEYHOMY KOHTEKCTY:

— TOAXOA K KadyecTBy KakK K AMCKOH(WPMAIMH, HECOOTBETCTBUIO MEXKIY
OXHJAEMBIM M PEAJIbHO OIIyIIAeMbIM YPOBHEM YcCiayrd (AmepukaHCKas
IIKOJIa KadyecTBa, Parasuraman et al. 1985, 1988);

— Teoperndeckas nepcriektnBa CeBepHOH mKkoubl kadecTBa (Gronroos 1984,
1990), cormacHO KOTOpOH Ka4yecTBO YCIyTH OOpa3yloT Kak KadecTBO ¢e
mpoIrecca, Tak M KadecTBO €€ pe3ysbTara, OTBEedalolle B KOHTEKCTe
OMOIMOTEYHOH YCIIyTH Ha BOMIPOCHI «4TO OMOIMOTEKA IIpeJuIaraeT u Kak?»;

— HWnes Meyer & Mattmiiller (1987), aro xauecTBO — 3T0 CyMMa MOTEHITHAIIOB
CEpPBUCHOM OpraHM3aliy U IOJIb30BATENsA, KOTOPBIE CIEAYET peaanu3oBaTh B
MIpOoLECCE YCIYTH;

—  MYJIbTHIMMEHCHOHAIIbHAS KOHIENTyann3anus kKadecTBa ycnyru (Parasura-
man et al. 1985; Brady ja Cronin 2001 Janda jt., 2002; Santos 2003; Hernon
ja Calvert 2005).

o Yumamenu axademuueckou Oudauomeku cuumarom naubdoee
BAJCHBIMU KPUMEPUAMU KAUecmed 31eKMPOHHOI yciayzu NOKA3a-
menu, C6A3aHHbIE C KA4eCnEOM UHpopmayuu u 0ocmyna
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IIpu mocTpoeHMH KOHLIENTyaJdbHOH Monenu B paboTe ObUIM NPOBENEHBI JIBa
SMIIMPUYECKUX HCCIENOBAHUSI — KBAJIUTATHBHOE ((POKyC-IpYIIBI) M KBaHTH-
TaTUBHOE (OHJIAH aHKeTHpoBaHWe). B pesynbTare nccnenoBanusa Gpokyc-rpynn
ObUIM Ha3BaHbI KPUTEPUH KauyecTBa AIIEKTPOHHOW OMONMOTEYHOH YCIYyTH M HX
BaXHOCTh JJIs yuTareneil (cM. tabmuiy 6, rmaBa 6.2), y9acTHHKH HCCIENO-
BaHMsI Ha3BaJu 15 OCHOBHBIX KPUTEPHEB: OpYi#Cent0OHOCIb K NOIb308AMENIO,
HAOEICHOCMb 00CMYNA, YBEPEeHHOCMb, Oe30NACHOCMb, CKOPOCMb, SCHOCHb
ungopmayuu u d0osepue K Heli, KOMNEMEHMHOCMb, 0OPAMHAs C653b, OUANO2,
yuacmue Yumamens, OM3bIUUBOCIb, BEICIUBOCb, IMNAMUSA, ICMEMUKA
(Mcca. II). BonbIIMHCTBO Ha3BAHHBIX KPUTEPUEB CBA3aHO C KaueCTBOM
uHpOpPMaUK U IocTymna. JJaHHBI CHMCOK OB JOMOJNHEH ellle MAThI0 KpUTe-
pUSIMH Ha OCHOBE aHAIW3a JOPYTUX CXOXKHUX MEXKAYHAPOIAHBIX HCCIEIOBaHUI
(cm. Tab. 1). C moMombI0 MOCIETYIONIETO KBAHTUTATHBHOTO MCCIICIOBAHUS U
(akTOpHOrO aHanmu3a, KPUTEPHH KadecTBa OBUIM pacrpelelieHbl MO YeThIpeM
(baxTopaM: KoHmeHm, 00CMYN, KOMMYHUKayus, ousaun ycayeu. OTu (pakTopsl
ObUTH B3SITHI 3a OCHOBY IIPH NOCTPOCHHWU KOHIENTYaJbHOM MOJENIN KauecTBa
3JIEKTPOHHON OMOIMOTEYHOH YCITyTH.

e Kauecmeo Inekmponnoii 6ubGIUOMEYHOU YCy2U 3A6UCUM KAK OM
nomenyuana OudIUOMEKU, MAK U OM NOMEHYUAIAd YUMAmens

Pazpaborannast kak pe3yibTaT JaHHON JOKTOPCKOM JuccepTaluy KOHLEH-
TyaJbHasi MOJIENb KauecTBa 3JIEKTPOHHON OMOIMOTEYHOH ycayru (CM. PUCYHOK
3, TiaBa 7.1 BBOIHO# CTaThH) SBJISETCS MHOTOMEPHOM. J[Ba TJIaBHBIX KOMIIO-
HEHTa MOJIEJI — MOTEHIHANbl OMOJMOTEKN W YUTATENsl U CBSI3aHHBIE C HUMH
(hakTOphl, KOTOPBIE MOTYT BIHUATh HAa KAdeCcTBO yCiIyrd. Takum oOpa3oMm B
MoienH 0ToOpakeH KOMMYHHKATHBHBIN CABUT OMOIMOTEKH M U3MEHEHHE POJIH
yutarens. [loTeHnman yurarens paccMaTpuBaeTCs B JAaHHOM TUCCEPTAH Kak
YMEHUS], 3HAHHSA, OTBIT U MOTUBAIHMS YUTATENS, HEOOXOAUMBIE JUISl YCIIELITHOTO
pe3ynbraTa yciyru. Takum oOpa3oM, CBSI3aHHBIE C YuTareneM (paxkTopel,
BIIMSIIOIINE HA KAa4eCTBO YCIIYTH, 3TO KOTHUTHUBHBIA W AMOIIMOHAIBHBIN MOTEH-
[[UaJI, OTBIT IMOJIb30BAHUSI OMOJIMOTEKOW M MOTHBAIUS K CaMOOOCITYKHUBAHHUIO.
[Morenman O6uONMMOTEKH — 3TO (DAKTOPHI KauyecTBa, CBS3aHHBIE C KOMMYHH-
Kanuen, nadopmarieit (KOHTEHTOM), TOCTYIIOM M TU3aHHOM YCITyTH.

IIpouecc 3neKTPOHHOMN yCIIyI'M aCCOLUUPYETCS B IPEJIOKEHHON MOJAEIHU ¢
(hyHKITMOHATBHBIM Ka4€CTBOM M OTBEYAET Ha BOMPOC KKAK yCIyTa JOBEACHA JI0
yuTaTens». Pe3ynmpTar ycmyrm accommupyercss ¢ TEXHHYECKHM KadecTBOM H
OTBEYAET Ha BOMPOC «YTO YUTATENb MOIYUHII B pe3ybTare yciuyru». Bee 3To B
pe3ynbTaTe (hOPMUPYET KAUYeCTBO ICKTPOHHOUM OMOIMOTEUHOM ycimyru. Takke
B TIPEJIOKEHHOW MOJIENIM YYHUTHIBAETCS, YTO HA IYTH K KAaYECTBEHHOMY
pe3ynbTaTy MOTYT BO3HHUKATh OIpeJIeeHble HECOOTBETCTBUSA oxunanusm (Gap
1-8 Ha pucyHke 3), Ipu4eM Kak OKUAaHUSIM YUTATeNeil B OTHOIIEHUH OnOIIHo-
TEKH, TaK ¥ Hao00poT. JIOMOTHUTENFHO Ha KAY€CTBO YCIyTH MOTYT BIHATH TaK
Ha3bIBaeMble (PMIIBTPHI, B KAYECTBE KOTOPBIX B MOJENN MPEICTABICHB UMUK
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OMOIMOTEKH, OUIYIICHUE YUTATEIEM CBOUX YCHIIMH U OUIYHICHHE YUTATEICM
KOHTPOJIS.

B pabote moguepkuBaeTcs, 4TO TIABHBIA OOBEKT ISl JUCKYCCHH B JAHHOU
MOJIENIA — 3TO MPHUCYTCTBUE B MOJEIN U3MEPEHUS, CBA3aHHOI'O C YHUTATEIEM U
€ro BIUSHHEM Ha KauecTBO yciayrn. HeoOXxoaumo MmomauepKHyTh, YTO B CY-
MIECTBYIONINX MOJENSAX KadecTBa, KaK MPaBWIO, HE YUHUTHIBACTCS BIHSHHE
MOJIB30BATENI YCAYTd W €ro TOTEHIHajga Ha KadecTBO yciryrd. OpHako
smnupuieckoe uccnenoBanue (Mccaeqoanus I, I1) moareepauno ciaenanHoe
B paboTe MpennoyioKeHne, YTO Pe3yJbTaT yCIyTH MOXKET 3aBUCETh OT IOTe-
HITMajJa YUTATENsI U OT TOTO, TOTOB JM OH PEAIM30BBIBATH CBOM MOTCHIMAN H
HACKOJIbKO, & TaK)Ke OT TOro, HaCKOJbKO OHOJIMOTEKa IOTOBa JCIIETHMPOBATH
YUTATEII0 CBOIO BIACTh U KOHTPOJIb HAJ[ cucTeMod. C TOYKH 3peHUsS pe3ylib-
TATOB pabOThl BAKHBIM HPECTABIIACTCS aHAIN3, IPEACTABICHHBIN B Ta0. 8 (IJI.
7.1), rae mpeAcTBalieHa pPa3HUIA CEPBHCHOTO W COLMAIBHOTO TMOIXOIOB K
yuactuto untarens. [IpoBeneHHbIil B paboTe TEOPETUYECKH aHAIN3 U DMITU-
pUYecKre UCCIeTOBaHUS TIO3BOJISIOT 3aKIIOYHUTh, YTO CETOTHS aKaJIeMHUYEeCKIe
OMOMMOTEKN BUASAT B YHTATENC MPEXKIE BCETO «pabOTAIoONIero KIMEHTA» H
UCHOJb3YIOT CEPBUCHO-3KOHOMUYECKHE MPUHIUIBI B IMOCTPOCHUU KOMMYHHU-
Kauu ¢ HAM. Jpyrumu cioBaMu, OMOIMOTEKH MPENNOYUTAIOT BHICTh YUTa-
TEJIsl Yallle B POJIM MOTpeduTeNnss MHGOpMaIuy, 3aHUMAFOIIEroCs CaMO00CITyKH-
BaHueM. Takoii TI0JIX0/1 OCHOBAaH Ha MPE/CTABICHUH, YTO Pa0OTAIONIUI KITUCHT
MOXET OBITH JOMONHUTEIBHBIM PECypCOM Ui CEPBHUCHOW OpTraHM3alldd, a
MIPUBEPKEHHOCTh OMOIMOTEK My MOYKHO OOBSICHHTHh MaTepUaIbHBIMH TIPHIH-
HamMH (paboTarOIUI YUTATENh, KOTOPBIH OOCTyXHBaeT ceOsl caM, MOMOTaeT
OnOIMOTEKE PKOHOMHTH PECYpChl, TaK KaK YacTUYHO 3aMeHSeT pabOTHHUKOB
OMOINOTEKN).

DTO0 TaKkKe 0OBACHACT, MOUeMy OMOIMOTEKH TaK aKTUBHO BHEIPSIOT B MPaK-
TUKY CBOEH pabOThl WACH U3 KOMMEPYECKOIO CEKTOpa, B TOM YHCIE CO-
OTBETCTBYIOIIME MOJENIM KadecTBa YCIIyT. YUYacTHe YUTATeNsl IIEHHO, HO OHO
TaKke JOBOJBHO JOPOT0, TPeOyeT MHBECTHIINH (DMHAHCOB M BPEMEHU U MOXET
OBITH CBSI3aHO C pUCKaMu (B MEPBYIO OYepe/lb KAa4eCTBO YCIYyT U WH(OpMAIUH,
pemyTanus OMOIMOTEKH, MOBepHe K Heil). Eciam cnpoenmpoBaTh OTHOIIEHHS
OMOMMOTEKN W YWTaTeNsd Ha MpoOjIeMy KadecTBa YCIYyT, TO MOXHO IPEIITOJIo-
JKUTh, YTO CTPEMIICHHE OMOIMOTEKN €TUHOIMYHO KOHTPOJIUPOBATh CBOU MH(DO-
CHCTEMBI, HCIIOJIB3YS TOJBKO CBOE HKCIEPTHOE 3HAHKE, MOXKET ITIOMOYb o0ecTIe-
YeHHIO0 KadecTBa yciayr. OIHAKO 3TO HE CHUMAET C MOBECTKH JHSA BOIIPOCA, KaK
MHOTO CaMOCTOSITEJILHOCTH M KOHTPOJISI I'OTOBa OMOJMOTEKa JelIerMpOBaTh
YUTATENSAM, KAaKOH ypOBEHb UX y4acTHs ObLI Obl HAaMOOJIEE aKTyaJIeH U MPUEM-
JIeM TS aKaJeMHYecKUX OMONMOTEK, YUUTHIBAS TO, YTO MOTEHIMAN YnuTaTeNnei
TaM HanboJee BHICOK.

B pabote nenaercs BbIBOM, 4YTO OMOIMOTEKAM HE CIICAYEST U3NUIIHE n30erath
y4acTusi YUTaTe]Ie M JEeNerupOBaHUs MM BJIACTH M KOHTPOJIIS, OJHAKO ITOMY
JIOJDKHA COITyTCTBOBATh OTBETCTBEHHOCTh OWOJIMOTEKH 3a TOTCHIMA YWTa-
Teneit: OubaMoTekn MOraM Obl OO0JbIIe 3a00TUTHCS, KAK YBEIHYUTh KOTHUTHB-
HBIA TIOTEHIMANl U CTPATETHYECKUE YMEHUS CTYJCHTOB, Mpeiiaras MOJICPKKY
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u o0ydeHHEe WHPOrPaMOTHOCTH M MEANA-KOMIIETEHTHOCTH B KayecTBE OC-
HOBHOH ycIyru OnOmmnoTekn. UnTaTenu Hy K Ial0TCs TaKXKe W B SMOIIMOHAEHOM
MOAACPIKKE U MOTHUBALWU: €CIIN onbInoTeKn BUOSAT B YHUTATCIIX TaK Ha3bI-
BaeMBIX KBa3H-COTPYIHHKOB, TO OHH HYKIAIOTCS B TIOOLIPEHHH 3a CBOIO
paboTy, Tak ke Kak u camu paboTHUKH OuOImMoTek. [Ipencrapisercss BaKHBIM
HaliTH paBHOBECHE MEXAYy OOecledeHreM KadecTBa YCIyT M YaCTHYHBIM
ACIETUPOBAHUEM BJIACTH W KOHTPOJIA HAI CI/ICTCMO?I, MEXAY yCTap€BarOmuMu
OTHOIICHUSIMH H COBPEMEHHBIMHU, CBSI3aHHBIMH C JUTUMOJIEPHU3MOM H
passutrieM Web 2.0, Mexay NpHHIWIIAMH PaOOTBI M KOMMYHHUKAIMH SIOXH
I'yrenbepra u LlykepOepra. Sl Hameioch, 4TO pe3yIbTAThl 3TOW JOKTOPCKOM
JUCCepTallii, TEOPEeTHYECKH aHamu3 W pedieKCuu, a Takke KOHIIell-
Tyalln3alus Ka4ecTBa MIEKTPOHHOW OMOTMOTEYHOHN YCIIYTH U y4aCTHS YUTATEIS
CMOTYT TMOMOYb aKaJeMHUYCCKUM OUONIMOTeKaM B UX pabOTe Haj IU3aiHOM
HOBBIX YCIYyT, pa3paboTke METOJAOB M TPUHLUIOB KOMMYHHUKAIUH C
YUTATENSMH, a TAK)KE HHCITUPUPYIOT HOBBIE WIEH IS OYIyIUX HCCIEeIOBaHHH
B 00J1aCTH KauecTBa OMOINOTEUHBIX YCITYT.
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