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Priloha €. 1 — Zakladni otazky LibQUAL+®
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When it comes to...

Employvees wha instill confidence in users

Making electronic resources accessihle fram my home or office

Library space thatinspires study and learning

Giving users individual attention

A& library VWeh site enabling me to locate infarmation on my own

When it comes to...

Employvees who are consistently courteous

The printed library matetials | need far my work

Giet space for individual activities

Readiness to respond to users' guestions

The electronic information resources | need

When it comes to...

Employvees whao have the knowledge to answer user questions

A comfortable and inviting location

Employees who deal with users in a caring fashion

14) Modern equipment that lets me easily access needed infarmation

Employees who understand the needs oftheir users

When it comes to...

16) Easy-to-use access tools that allow me to find things on my own

& getaway for study, learning, or research

Willingness to help users

Making information easily accessible for independent use

Print andfar electronic journal collections | reguire for iy work

When it comes to...

Community space for group learning and group study

Dependability in handling users' service problems
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Obriazek 1 - 22 zikladnich otdzek LibQUAL+® [GREEN, ¢2010]
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Please indicate the degree to which you agree with the following statements:

23) The library helps me stay abreast of developments in my field{s) of interest.

24) The library aids my advancement in my academic discipline.

25) The library enables me to he more efficient in my academic pursuits.

26) The library helps me distinguish between trustwarthy and untrusteartty information.

27) The library provides me with the infarmation skills | need in my work ar study.

28) Ingeneral, | am satisfied with the way in which | am treated atthe library.

29) Ingeneral, | am satisfied with library support for my learning, research, andfor teaching needs.

30) How would you rate the overall guality of the service provided by the library?

Please indicate your library usage patterns:

31) How often do you use resources an library premises?
32) How often do you access library resources through a likrany Web page?

33) How often do you use Yahoo{Thy, Google{Th), or non-library gateways for information?
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Obrazek 2 — Doplitujici otazky LibQUAL+® [GREEN, ¢2010]

39) Please enter any comments about library services in the box below:

Obrazek 3 — Moznost komentai‘e pro respondenty [GREEN, c2010]
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45) Enteryour e-rmail address in the hox below if vou woold like to enter an optional drawing for a prize.
Your e-mail address will be kept confidential and will not be linked to your survey responses. (Mot required)

Obrazek 4 — Pole na piipadné vypInéni e-mailové adresy [GREEN, ¢2010]
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Priloha €. 2 — Formulare pro BIX

BIX - der Bibliotheksindex -
Stralle des 17. Juni 114

10623 Berlin

Bibliothek

Registrierungsdaten

Bitte flllen Sie diesen Fragebogen aus
und senden Sie ihn zusammen mit der
Kooperationsvereinbarung an uns zurlck.

Wir danken herzlich im Voraus.

Deutscher Bibliotheksverband e.V. (dbv)

BIX-Ansprechpartnerin Herr/Frau

E-Mail

Telefon

Kommunikation zum BIX Gber o. g. E-Mail-Adresse/n

Fax

StraRe

Plz, Ort

Wissenschaftliche Bibliotheken

Internet WWW .

Offentliche Bibliotheken — Einwohnerzahl der Gemeinde

O Fachhochschulbibliothek
[0 UB einschichtig
[0 UB zweischichtig

Zusatzinformationen (bitte angeben falls vorhanden oder bekannt)

Bundesland

DBS-ldent.-Nr.

dbv-Mitglied Oja / O nein

Obriazek 5 — Registracni formular BIX, zdroj [BIX, 2011b]




Kooperationsvereinbarung

Zwischen

vertreten durch

- im Folgenden Institution genannt -

und dem
Deutschen Bibliotheksverband (dbv) e.V.
Stralke des 17. Juni 114
10623 Berlin

vertreten durch die Geschaftsfihrerin
Barbara Schleihagen

wird folgende Kooperationsvereinbarung zur Durchfihrung des Projekts

,Bl X-Bibliotheksindex”

geschlossen:

Obrazek 6 — Smlouva k BIX — uvodni stranka, zdroj [BIX, 2011b]
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Priloha €. 3 — Formular pro Benchmarking knihoven — doplnék

Dopliujici informace k ¢innosti knihovny v roce 2010

Projekt Benchmarking

Nazev knihovny:

Sidlo knihovny (obec/mésto):
Ziizovatel:

Vykonava knihovna regionalni funkce?
(uved'te Ano nebo Ne)

Provozuje knihovna hudebni odd.?
Pijcuje knihovna zvukové dokumenty?
Pocet pobocek:

Pocet obsluhované populace:
(Uved'te specifika, zvidstnosti, spadovost obce apod., které oviiviiuji nebo mohou ovliviiovat
strukturu uZivatelit knihovny)

Vzdélivaci zafizeni v misté (uved’te poéty):
Pocet zakladnich skol

Pocet stfednich kol

Pocet jinych vzdélavacich zafizeni

Pocet vysokych skol

Jiné

Provozni doba:
(Uved'te konkrétni rozpis provozni doby jednotlivych pracovist sluzeb. Pripadné doplite
rozpisem provozni doby pobocek)

Umisténi knihovny: V samostatném vicelovém objektu, v objektu s jinou instituci, informace
o dislokovanych pracovistich, dislokace v ramci obce mésta - obchodni zéna, mimo centrum
apod., pokud to ovliviwje vyuzivanost knihovny.)

Financovani:

Registracni poplatek (vyse):

(Uved'te dalsi specifické tidaje — provozuje knihovna néjaké vydélecné cinnosti?; ziskani
zvlastnich dotaci, velké dary a dalsi zvldstnosti financovani)

Dalsi funkce knihovny:
(Uved'te funkce, které knihovna vykondva nad ramec béznych aktivit knihovny, naps. provoz
informacniho centra obce, provoz kina, kulturniho stiediska apod.)

Zvlastnosti a specifika:
(Uved'te zvldstnosti roku, které mohly ovlivnit vysledné hodnoty, napr. delsi uzavient knihovny
kvitli rekonstrukei, velké akce a dalsi specifika)

Zpracoval(a):
Datum:

Obrazek 7 — Doplitujici idaje pro Benchmarking knihoven [RICHTER, 2011a]
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Priloha ¢. 4 — Anglicka verze dotazniku

Cast prvni:

1. Do you visit the library in Jinonice building? (more than once a year)
(*pouze 1 odpoved)
I Yes

& No

Cast druha:

Why don't you visit the library in Jinonice?
2. I do not visit this library because... (*vice moznych odpovédi)
® Idon't know that it exists
® Idon't need the resources that it provides
I only use paid electronic resources (Charles University E-resources
Portal)
® I only use free internet resources (via Google etc.)
® I use another library

Q) ONET oo

Cast tieti:
Legenda: On a scale from 1 (lowest) to 5 (highest), please give a rating to each of the
following aspects of academic library services in three ways: Acceptable - my minimum

acceptable service level so that I'm still satisfied. Desired - my desired service level. Real in

Jinonice - service level really provided in Jinonice.

1. Librarians being courteous (polite).

1 2 3 4 5

Acceptable 0 o 0 0 0
Desired o o o 0 0

Real in Jinonice o o o 0 0
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2. Librarians being able to answer my questions / solve my problems when it comes

to searching for information and documents.

1 2 3 4 5

Acceptable o 0 0 0 0
Desired o o 0 0 0

Real in Jinonice 0 o 0 0 0

3. Librarians willing to help and advise.

1 2 3 4 5

Acceptable 0 o 0 0 0
Desired o 0 0 0 0

Real in Jinonice o o o 0 0

4. Librarians approaching every user individually according to his/her needs.

1 2 3 4 5

Acceptable o 0 0 0 0
Desired o o o 0 0

Real in Jinonice o o o 0 0

5. Accessibility of printed documents for my work/study.

1 2 3 4 5

Acceptable o 0 0 0 0
Desired o o 0 0 0

Real in Jinonice 0 o 0 0 0

6. Accessibility of printed and/or electronic journals (articles) for my work/study.

1 2 3 4 5

Acceptable o 0 0 0 0
Desired o 0 0 0 0

Real in Jinonice o o o 0 0

X



7. Offering of electronic resources for my work/study.

1 2 3 4 5

Acceptable o 0 0 0 0
Desired o o 0 0 0

Real in Jinonice 0 o 0 0 0

8. Accessibility of electronic resources from my office/home.

1 2 3 4 5

Acceptable 0 o 0 0 0
Desired o 0 0 0 0

Real in Jinonice o o o 0 0

9. Well arranged and complete information on the library Web site.

1 2 3 4 5

Acceptable o 0 0 0 0
Desired o o o 0 0

Real in Jinonice o o o 0 0

10. Easy orientation and navigation in search tools provided by the library. (Library

Catalogue, Databases of Electronic Resources)

1 2 3 4 5
Acceptable o 0 0 0 0
Desired 0 0 0 0 0

Real in Jinonice o 0 0 0 0



11. Location of the library (especially within other parts of your

Faculty/Departments that you regularly visit).

1 2 3 4 5
Acceptable o 0 0 0 0
Desired 0 o 0 0 0
Real in Jinonice 0 o 0 0 0
12. Modern library equipment (e.g. computers, e-book readers etc.).
1 2 3 4 5
Acceptable 0 o 0 0 0
Desired 0 0 0 0 0
Real in Jinonice o o 0 0 0

13. Comfortable and pleasing environment (e.g. relaxing

refreshment, flowers, pictures).

Acceptable 0
Desired 0

Real in Jinonice 0

4 5
0o (o)
o O
(6] (o)

14. Arrangement of library interior and its facilities (e.g. book shelves, lighs, air-

conditioning, heating).

Acceptable 0
Desired 0

Real in Jinonice 0

4 5
0 0
0 0
0 0
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15. How would you rate the overall quality of the services provided by the library?

(1 — extremly poor, 5 — extremly good)
1 2 3 4 5

O O O O o

16. Do you visit any CU library more than the library in Jinonice?
(*pouze 1 odpoved)

& Yes

& No

Cast &tvrta:

1. Gender (*pouze 1 odpoved)
& Male
& Female

2. Age (*pouze I odpoved)
& Under 30
& 30-60
& Over 60

3. Relation to CU (Mark more options if you are in different positions within
different departments.) (*moznost vice odpovédi)
® Student (not exchange)
Postgradual student

®

® Employee
® Exchange student (Erasmus etc.)
®

Public



4. Faculty/Department at CU. (* mozZnost vice odpovédi)

®

Faculty of Arts - Dept. of Social Services

Faculty of Arts - Dept. of Political Science

Faculty of Arts - Institute of Information Studies and Librarianship
Faculty of Social Sciences - Institute of International Studies
Faculty of Social Sciences - Institute of Political Studies (including
Geopolitical Studies)

Faculty of Social Sciences - Institute of Sociological Studies
Faculty of Humanities

Other at CU

Out of CU

xiil



Priloha ¢. 5 — Priavodni dopisy k dotazniku v ¢eském a anglickém jazyce

Dobry den,

chteli bychom Vas pozadat o vyplneni kratkeho dotazniku (5-10 min), tykajiciho se Vasi
spokojenosti se sluzbami v jinonicke knihovne. Vysledky jsou pro knihovnu dulezitou
zpetnou vazbou a budou prezentovany take v diplomove praci z Ustavu informacnich studii a
knihovnictvi FF UK.

Pokud knihovnu nenavstevujete, otevrete prosim dotaznik take, bude Vam nabidnuta kratka
alternativni verze.

Dekujeme.

Za Knihovnu spolecenskych ved T.G.M. v Jinonicich,

Mgr. Alena Matuszkova, reditelka knihovny

Odkaz (pokud odkaz nefunguje, zkuste jej prosim rucne zkopirovat do prohlizece):

https://docs.google.com/spreadsheet/viewform?hl=cs&formkey=dEJkb0Y4Z3BLb2VGMk16
c3NWa0xsb2c6MQ

Hello,

we courteously ask you to fill in a short questionary (5-10 minutes) regarding your
satisfaction with library services in Jinonice. The results are a significant feedback for our
library and will also be presented in a master thesis at Institute of Information Studies and
Librarianship, CU.

If you do not visit this library, please open the questionary anyway, you will be provided by
a few other questions.

Thank you. Yours sincere,

Masaryk Library of Social Sciences,

Mgr. Alena Matuszkova — library director

Link (if not working, please copy and paste it into your browser manually):

https://docs.google.com/spreadsheet/viewform?hl=en&formkey=dEZHUXJGdk9CSDN4R G0
3XzJmTXBhZOE6MA

X1V


https://docs.google.com/spreadsheet/viewform?hl=cs&formkey=dEJkb0Y4Z3BLb2VGMk16c3NWa0xsb2c6MQ
https://docs.google.com/spreadsheet/viewform?hl=en&formkey=dEZHUXJGdk9CSDN4RG03XzJmTXBhZ0E6MA
https://docs.google.com/spreadsheet/viewform?hl=en&formkey=dEZHUXJGdk9CSDN4RG03XzJmTXBhZ0E6MA
https://docs.google.com/spreadsheet/viewform?hl=cs&formkey=dEJkb0Y4Z3BLb2VGMk16c3NWa0xsb2c6MQ
https://docs.google.com/spreadsheet/viewform?hl=en&formkey=dEZHUXJGdk9CSDN4RG03XzJmTXBhZ0E6MA

Piiloha &. 6 — Uvodni texty dotazniku v Eeském a anglickém jazyce

Dobry den,

zdvotile Vas zddame o vyplnéni kratkého dotazniku tykajiciho se Vasi spokojenosti se
sluzbami v jinonické knihovné (Knihovna spolecenskych véd T.G.M. v Jinonicich).

Tento dotaznik slouZi jako podklad pro vypracovani diplomové prace na téma ,,Méteni
kvality sluzeb v knihovnach®. Vychazi z aplikace amerického nastroje pouzivané¢ho k méteni
spokojenosti uzivatell se sluzbami univerzitnich knihoven na nase prostfedi, v némz zatim

jednotna metoda pro zjisStovani kvality sluzeb vysokoskolskych knihoven chybi.

Odpovédi jsou anonymni. Za vyplnéni dotazniku, které Vam zabere asi 5-10 minut, Vam
dékujeme.

PhDr. Barbora Drobikova Ph.D. — vedouci prace a Bc. Miroslava Kopecka,

Knihovna spolecenskych véd T.G.M. v Jinonicich

Hello,

we courteously ask you to fill in a short questionary regarding your satisfaction with library
services in Jinonice (Masaryk Library of Social Sciences in Jinonice).

This research is a background for a master thesis on topic ,,Service Quality Measurement in
Libraries®. It is based on an american tool that is used for service quality measurements in
academic libraries and it is applied in our Czech environment where a general method is still

missing.

Your answers will be anonymous. Thank you for the answering which takes about 5-10
minutes.

Yours Sincere,
PhDr. Barbora Drobikova Ph.D. — supervisor, and Bc. Miroslava Kopecka,

Masaryk Library of Social Sciences in Jinonice
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Priloha ¢. 7 — Vysledky prizkumu

Tabulka 1 — RozloZeni respondenti

RozloZeni respondentii
Muzi 327
Zeny 616
Do 30 777
30-60 151
Nad 60 15
Celkem 943
Tabulka 2 — Otézka 1-1
1-1. NavS$tévujete jinonickou knihovnu?

Celkem Z toho Cj Z toho Aj
Ano 675 642 33
Ne 268 259 9
Celkem 943 901 42

Tabulka 3 — Otazka 1-1, "Ne"

1-1. NavS$tévujete jinonickou knihovnu? Odpovéd’ "Ne"

Fakulta/institut/katedra | Studenti | Doktorandi | Zameéstnanci | Stazisté | Vetejnost | Celkem
FF KSP 3 1 0 1 0 5
FF UISK 24 1 3 0 1 29
FF UPOL 2 2 2 1 1 8
FHS 51 2 5 0 7 65
FSV IMS 6 1 0 3 2 12
FSV IPS 1 2 2 1 4 10
FSV ISS 9 2 1 0 7 19
Jiné na UK 68 17 8 0 4 97
Mimo UK 2 1 0 0 33 36
Celkem 166 29 21 6 59 281
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Tabulka 4 — Otazka 2-1

2-1. Knihovnu nenavs$tévuji, protoze...
Nevim, Ze existuje 1
Nepotiebuji materidly, které nabizi 56
Pouzivam pouze ptredplacené elektronické zdroje (Portal elektronickych 34
zdroji UK)
Pouzivam pouze volné dostupné zdroje na internetu (pf. vyhledané pies 49
Google)
Navstévuji jinou knihovnu 169
Jiné 100
Celkem 409
Tabulka 5 — Otazka 1-1, ,,Ano*
1-1. Navstévujete jinonickou knihovnu? Odpovéd’ ""Ano"
Fakulta/institut/katedra | Studenti | Doktorandi | Zaméstnanci | Stazisté | Vetejnost | Celkem
FF KSP 24 2 0 3 0 29
FF UISK 27 0 3 0 0 30
FF UPOL 28 4 1 4 1 38
FHS 193 10 17 0 7 227
FSV IMS 95 7 7 2 2 113
FSV IPS 87 7 1 7 1 103
FSV ISS 83 10 7 0 2 102
Jiné na UK 77 13 10 2 5 107
Mimo UK 5 1 1 0 13 20
Celkem 619 54 47 18 31 769
Tabulka 6 — Otazka 3-1
3-1. Zdvorilé jednani knihovnika.

Primér Min. Max. Modus
Dostatec¢na 3,61 1 5 3
Realna 4,45 1 5 5
Idealni 4,66 1 5 5
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Tabulka 7 — Otazka 3-2

3-2. Schopnost knihovnika zodpovédét mé dotazy / vyreSit mé problémy ohledné

hledanych informaci a dokumentii.

Primér Min. Max. Modus
Dostate¢na 3,86 1 5
Realna 4,32 1 5
Idealni 4,74 2 5
Tabulka 8 — Otazka 3-3
3-3. Ochota knihovnika pomoci a poradit.
Primér Min. Max. Modus
Dostatecna 3,84
Realna 4,53
Idealni 4,75

Tabulka 9 — Otazka 3-4

3-4. Individualni pfistup knihovnika k rozdilnym potfebam kazZdého uzivatele.

Primeér Min. Max. Modus
Dostate¢na 3,51 1 5
Realna 4,18 1 5
Idealni 4,59 1 5
Tabulka 10 — Otazka 3-5
3-5. Dostupnost tiSténych dokumenti potiebnych ke studiu/praci.
Prameér Min. Max. Modus
Dostate¢na 3,60 5
Realna 3,57 5
Idealni 4,52 5
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Tabulka 11 — Otazka 3-6

3-6. Dostupnost tiSténych a/nebo
studiu/praci.

elektronickych casopisii (¢lankii) potiebnych ke

Primér Min. Max. Modus

Dostatecna 3,58 1 5 4
Reélna 3,69 1 5 4
Ideélni 4,49 1 5 5
Tabulka 12 — Otazka 3-7
3-7. Nabidka elektronickych dokumenti potiebnych ke studiu/praci.

Primér Min. Max. Modus
Dostate¢na 3,59 1 5 4
Realna 3,73 1 5 4
Idealni 4,50 1 5 5
Tabulka 13 — Otazka 3-8
3-8. Dostupnost elektronickych zdroji z domova/kancelare.

Primér Min. Max. Modus
Dostate¢na 3,51 1 5 3
Reélna 3,64 1 5 4
Ideélni 4,45 1 5 5
Tabulka 14 — Otazka 3-9
3-9. Piehlednost a uiplnost informaci na webovych strankach knihovny.

Primér Min. Max. Modus
Dostate¢na 3,60 1 5 3
Reélna 3,96 1 5 4
Idealni 4,55 1 5 5

Tabulka 15 — Otiazka 3-10

3-10. Snadna orientace ve vyhleddvacich nastrojich knihovny (katalog, databaze

elektronickych zdroji).

Primér Min. Max. Modus
Dostate¢na 3,67 1 5 4
Realna 3,93 1 5 4
Idealni 4,61 1 5 5
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Tabulka 16 — Otazka 3-11

3-11. Poloha a dostupnost knihovny (pfedev§im vramci dalSich soucéasti Vasi
fakulty/institutu/katedry, kam pravidelné dochézite).

Primér Min. Max. Modus
Dostate¢na 3,60 5 3
Redlna 4,28 5 4
Idealni 4,60 5 5

Tabulka 17 — Otazka 3-12

3-12. Moderni vybaveni knihovny (napf. pocitacova vybaveni, elektronické Ctecky
aj.).

Primér Min. Max. Modus
Dostatecna 3,42 5 3
Redlna 3,81 5 4
Idealni 4,50 5 5

Tabulka 18 — Otiazka 3-13

3-13. Prijemné a pohodlné prostiredi (napt. odpocinkové zony s kiesly, obCerstveni,
kvétiny, obrazy aj.).

Primér Min. Max. Modus
Dostate¢na 3,29 5 3
Realna 3,49 5 4
Idealni 4,43 5 5
Tabulka 19 — Otazka 3-14
3-14. Usporadani a zajiSténi interiéru knihovny .

Primér Min. Max. Modus
Dostate¢na 3,45 5 3
Realna 3,75 5 4
Idealni 4,49 5 5
Tabulka 20 — Otazka 3-15
3-15. Jak celkové hodnotite kvalitu vSech sluZeb v jinonické knihovné?
Primér 4,15
Min. 1
Max. 5
Modus 4
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Tabulka 21— Otazka 3-16

3-16. Navstévujete jinou knihovnu na UK vice nezZ jinonickou?

Ano 258
Ne 417
Celkem 675
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