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Abstract: Traditional models of library quality and functionality assessment
are mainly based on the use of statistical data and indicators. The need
to expand these patterns started to be noticed, taking into account both
the recipients of the services, as well as the environment in which the libra-
ries function. The comprehensive analysis of libraries should cover all areas
and components of their functioning. The aim of the article is to present
a model that is constructed within the framework of the project Perfor-
mance Analysis for Polish Research Libraries. The model includes: the as-
sessment of functionality by the means of using statistical data and indica-
tors, opinions and evaluations obtained in user satisfaction surveys, as well
as the impact and value assessment. Libraries at higher education facilities
have been using functionality indicators since 2001, since 2011 work has
been carried out concerned with the addition of an indicator (introduced to
the forms in 2017), the study of the impact and value of libraries is a new
issue. Knowledge on this subject can be derived from international recom-
mendations (ISO 16439) and projects implemented in other countries.
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[ Introduction

In the Act of 20 July 2018, The Law on Higher Education and Science
(Dziennik Ustaw [Journal of Laws|, item 1668) libraries are directly men-
tioned only twice: Art. 11, item 1 and Art. 49, item 2 (Aez..., 2018). No more
accurate information on the specificities of the functioning of the higher edu-
cation libraries is present. Moreover, librarians were not included as a separate
group of the university staff (as it has been, so far). This raises many ques-
tions about the academic libraries future and their place in the university
structure.

The next few years will be a period of the new Law’s provisions being
implemented. Universities must reformulate their statutes and courses of ac-
tion in order to adjust them to the regulations under the new Law. Often-
times, in the process of organizational or structural changes, libraries fall vic-
tim of ‘budget cuts’, constraints of surface area or employment reduction
(Oakleaf (Ed.), 2010, p. 11). To avoid this, they will have to be presented to
the organizers as functional, useful and beneficial for the university. This is
not only equal to proving that libraries fulfill assigned tasks and meet their
objectives, but moreover that they do so in a manner that is efficient (fully
employing given resources), profitable (the best results at the lowest cost),
optimal (the highest scoring under strict conditions), operational (organized
propetly) and effective (giving the expected results) (Wojciechowska, 20006,
p- 320). For that, concrete evidence is needed, i.e. figures capable of persuad-
ing the superiors and the public opinion (Derfert-Wolf, 2012, p. 23). Methods
and tools used in the collection, presentation and correct use of numerical
data which holistically illustrate the functioning of libraries, will be described
during the review and analysis of the literature on the management and re-
search quality in libraries.

The criteria for assessing library functioning

The functional analysis of libraries should cover all aspects of their opera-
tions. It must not be limited only to the measurement of the per task rate of
performance, it must also regard their quality and efficiency. Assessing the
functionality of a non-profit institutions in the public sector (libraries, in this
case) requires precise and well-defined criteria (Szmigielska (Ed.), 2017, p.11).
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The first models were created in the 1970s, specifying the recommended cri-
teria for the operating of libraries assessment. (Glowacka, 2015, p. 20). In
1977, J. Barton Cunningham identified the following criteria: achieving the
objectives, optimal resource distribution, appropriate organizational
processes, harmonization of organizational elements, organizational structure
adapted to set objectives, social outcomes, cooperation and outreach, and
customer satisfaction (1977, pp. 463—474). In 1980, Rosemary Ruhig Du
Mont highlighted four areas of efficiency assessment: achievement of goals,
optimal resource efficiency, effectiveness of operation, employee satisfaction
and user satisfaction (Glowacka, 2000, p. 53). In 2009, by contrast, Roswitha
Poll’s paper based on the work of other researchers at that time, had three key
areas of library assessing indicated (Poll, 2009, pp. 61-67):

e functionality assessment,
e assessment done by users and
e assessment of effects and value.

Functionality assessment relies on the use of statistics and functional in-
dicators. Collecting of statistics of own resources and services by libraries has
been long in operation (e.g. the compulsory national reporting for central sta-
tistical offices). In 2001, a project determining functional indicators based on
statistics (largely in line with those reported to the Polish Central Statistical
Office, GUS) was created for the AFBN (Analysis of the Functionality of
Research Libraries project) in Poland. These indicators allow library expendi-
ture referencing (financial, personal, spatial, material) to the effects of opera-
tions in progress, as well as the real demand (of the user community). Cur-
rently, the AFBN project is part of a greater venture by the Association of
Polish Librarians (Stowargysgenie Bibliotekargy Polskich, SBP) known as the
Analysis of the Functioning of Libraries (Analiza Funkcjonowania Bibliotek,
AFB). In addition to scientific libraries, public libraries (a subproject titled
Analysis of Public Library Functioning — Analiza Funkcjonowania Bibliotek
Publicznych, AFBP) are also involved and pedagogical libraries in the same
way, (Analysis of Pedagogical Library Functioning — Analiza Funkcjonowania
Bibliotek Pedagogicinych, AFBE).

Since 2011, work has been cartied out for the addition of another indica-
tor to the set. However, that indicator has been significantly different from
others in how it would be determined and interpreted: namely, the ‘User Sa-
tisfaction’ indicator (added to the AFBN form in 2017). The issues of user
opinions or needs as well as surveying and measurement of their satisfaction
was a significant factor in all of the cited collections of library assessment cri-
teria. Users are also a focal point in many institutional TQM-type (Total Qual-
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ity Management) strategies. Ewa Glowacka (2000, p. 75) reports that a TQM
approach to libraries and information systems has raised the role and impor-
tance of users.

Additionally, the key concept of guality in this strategy is defined as fulfil-
ling users’ expectations or needs, while the assessment of the operational
quality of an institution is measured through the relative satisfaction of users
of the services provided, collected resources and solutions to or forms of ser-
vicing. For a TQM approach, it is deemed necessary to systematically study
the library users response. This can be done using a variety of techniques;
analysis of data, surveys, interviews, etc.

The third fundamental of a study of functionality of libraries is measuring
their effects on the community and the benefits of its existence. This subject
has garnered much attention in the 1990s, (Glowacka, 2017, p. 23), and the
turning point was the 2014 establishment of the International Standardization
ISO 16439 Information and documentation — Methods and procedures for assessing
the impact of libraries.

According to Roswitha Poll, the concept of assessing libraries covers all
aspects and areas of their operations. This model can be described as holistic,
due to the comprehensive manner of the conducted analysis. Such a view
does not only constitute a sum of separate assessments of the separated three
bases, but also refers to their mutual relation and complementarity.

Standards

After assessing the institution’s operations, another question is whether
the received results are satisfactory? Standards and norms will grant us the
answer. They will indicate the optimal, expected level of institution’s func-
tioning. The standard is a point of reference, to strive and to achieve it:
a model of a kind, of the best action and the best solution. (Szmigielska (Ed.),
2007, p. 7) The norm refers to a fixed, generally accepted operating principle:
a state that is not diverging from the average (Szmigielska, 2011, p. 51).

However, is it possible to create one universal pattern (standard) for all
libraries in Poland? Definitely not, which is related to a large variety of library
types, their tasks, size, funding sources, serviced user community, or organiza-
tional-legal status, etc. It cannot be expected of a public urban-rural library
offering service to a community of 5,000 users to meet the same operational
standards as a higher education public library serving a community of 35,000
users. Therefore, institutionally characterizing and differentiating factors
should be taken into consideration when creating standards and norms.
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Operational standards for libraries should be set on the basis of concrete
methodology and reliable data. Long-term, systematic and comprehensive
research into how libraries function, based on library statistics, indicators, user
surveying and the effects and value of libraries can lead to a development of
standards applicable in self-assessment and comparison between libraries. The
formulation of such standards is one of the overarching operational objec-
tives of the AFBN project (Analysis of the Functionality of Research Libra-
ries project). Based on the data provided by the libraries participating in the
project, a summary has been published, presenting measures of central ten-
dency (median, arithmetic mean) of the functionality indicators for all libraries
or given institutional group (type-distinct: university libraries, technical, medi-
cal, economics, art, physical education). This data is a good source for indivi-
dualized assessment through comparison with an average national level.

There are currently three key standardization documents that determine
how library statistics are conducted and how research is done that verifies
the functioning of the institution. These recommendations aim to standardize
the methods and techniques of gathering and using qualitative or quantitative
data which are the basis of the description and assessment of library opera-
tion. We possess the following norms:

e PN-ISO 2789:2016 Information and documentation — International li-
brary statistics (pol. Informacja i dokumentagja — Miedzynarodowa statys-
tyka biblioteczna) (definitions of statistical terms, guidelines for gather-
ing, analyzing and interpreting of statistical data),

e PN-ISO 11620:2017 Information and documentation — Functionality
indicators of libraries (pol. Informacia i dokumentacja — Wskazniki
funkcjonalnosei bibliotek) (a description, techniques for setting, the
meaning of functionality indicators which aim to assess the quality
and efficiency of the libraries’ functionality),

o SO 16439:2014 Information and documentation — Methods and proce-
dures for assessing the impact of libraries (methods and procedures for
assessing the effects and value of libraries on individuals, institutions,
economic or social environment).

The assessment of functionality

Traditional models of library functionality assessment are based on the
use of unprocessed statistical data. These are usually absolute values which
describe the volume of a given event, namely the quantity, e.g. the number of
employees, the state of the collection, the budget, the surface area, the num-
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ber of registered users, etc. They are referred to as input data (inputs)
(Glowacka, 2015, p. 43). They show what the library possesses and offers.
Financial, material and personal investments (input assets) undergo a string of
different actions and processes (processes) in order to produce creations, prod-
ucts and provide services. Exemplary processes which use input assets might
be: accumulation (inter alia, the purchase), cataloguing and developing of ma-
terials, incorporating them into the assets, followed by sharing and providing
information. Investments are transformed into services (e.g. outside loans,
loans for in-house use, training programs, sessions in databases) expressed in
specific numbers. They are the output data (oufputs). Statistical data serves to
monitor the actual state. It describes how the investments have been trans-
formed (through processes) into results. They maintain descriptive and in-
formative functions and can be compared over time but only within a given
institution.

It is already known that the use of the statistical data alone is not enough
for the assessment of how libraries operate. It is crucial to supplement the set
of statistical data with indicators which are numeric, symbolic or verbal ex-
pressions taken out of library statistics (Szmigielska, 2011, p. 57). Through the
introduction of indicators, we receive information about the quality of ser-
vice, the relationship between investments and creations (products), relation to
the demand for specific service (Outcomes — effects, score, results). They act as
tools for assessing the quality and efficiency of operations, make it possible to
create summaries and comparisons for nationwide averages or averages in
groups of institutions (with similar parameters), also in a specific timeframe
(Derfert-Wolf, 2012, p. 26).

[ The assessment done by users

Both statistical data and indicators focus on the institution and are gener-
ated from the same organization (input and output data). They are of an ob-
jective nature and the manner of their measurement and setting has been
standardized and thoroughly described through norms (PN-ISO 2789:2016
and PN-ISO 11620:2017). On the other side of the spectrum there are clients,
that is, users of the services and resources of libraries — their presence and
operations are described by data defining the results and effects of work of a
library (Standards for Libraries in Higher Education, 2018). Functionality indica-
tors highlighting the behavior of users and their use of services can indirectly
help to determine the level of their satisfaction with how a library works.
However, simple analogies such as: “users are loaning books, which means
that they are satisfied with the resources of the library” are an unacceptable
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simplification. The understanding of the opinions, demands and expectations
of the recipients of services and resources as well as the assessment of the
performance of an institution done from their perspective poses as an exten-
sion of and complement to the analyses conducted using statistical data and
indicators. Extraction of information from the users makes it possible to cha-
racterize their community (its demands, expectations, socio-demographic cha-
racteristics) and expansion of knowledge about the function of library coming
directly from the users.

Among a set of indicators recommended in the norm PN-ISO 11620 the
“User satisfaction” indicator can be found. However, it is determined in an
entirely different process than the other measurements. Satisfaction is an ab-
stract term; therefore, it is relatively difficult to measure and articulate it in a
numeric, verbal or symbolic manner (which is how indicators are expressed).
Satisfaction is an emotional reaction, a subjective feeling. The same aspect can
evoke a feeling of satisfaction in one subject but not in the other. It arises
from meeting the expectations, demands, satisfying the need (Stoma, 2012,
p- 34). It is connected with: feeling positive emotions due to the results; the
observation that the proportion between the costs and profit is appropriate;
as a consequence of performed comparisons (Balon & Maziarczyk, 2010,
pp. 11-27). A range of factors can influence its occurrence: personal (mood,
state of health), situational (weather, directly preceding events), factors origi-
nating in the service provider (communication and the image of institution)
(Strzelezyk, 2017, pp. 144-145).

The development of methods and tools enabling the satisfaction mea-
surement focus mainly on establishing if and to what degree the needs of the
clients have been met. There are also known techniques involving the deter-
mination of differences between the expected and the received service (Serv-
qual), methods of studying the key events (the method of sequential, critical
events), the measurement of complaints (Sidor, 2005, p. 50). Satisfaction can
be studied using direct methods (surveys, interviews) or indirect ones by
checking the indicators that reflect the behavior of the users in the library
environment (e.g. traffic indicators) (Kedzierska, 2015, p. 188). Research tools
can refer to objective criteria or subjective opinions, pertain to a specific as-
pect/atrea or a global approach to the functionality of the institution (Stoma,
2012, p. 58).

Satisfaction is a term that lacks objectivity as sometimes the user might
feel pleased with the use of a low-quality service. This could be a result of
their modest expectations, no comparison with other institutions or lack
of awareness about the norms and standards that concern the optimal level of
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service implementation (Strzelczyk, 2017, p. 145). For this reason, the satis-
faction assessment should be regarded with a lot of reserve on the grounds
that the opinion is too subjective and human nature is variable. However, it is
important to observe that the studies on user satisfaction carried out using the
research techniques based on scientific theory make it possible to obtain ac-
curate and reliable data and the conclusions drawn on their basis can provide
a lot of valuable information.

Studies on user satisfaction in AFBN

The need to add the “User satisfaction” indicator into the set of functio-
nality indicators in the AFBN project has been seen almost from the very
beginning of its existence. Work on this aspect lasted for a few years, which
was due to the necessity to test the research instrument (the construction of
questions and the list of possible answers in the questionnaire), the technique
of choosing research sample (random and non-probability sampling have
been tested), designed tools and instruments for data analysis.

The method of determining the “User satisfaction” indicator, which was
a result of the AFBN project, is based on questionnaire surveys conducted
among the users of libraries (visiting the library in person or making use of its
services remotely). The data is collected using a standardized questionnaire.
Questionnaire templates (different layouts) were prepared for print together
with a digital template designed through Google Sheets. Quota selection of
the sample for the studies has been recommended (a spreadsheet facilitating
its calculation and the making of a quote analysis have been prepared) which
is to ensure subject representativeness — the structure of the sample is con-
gruent with the structure of population according to the selected variables.
The collected data can be analyzed through the spreadsheet showing the
pooled data, charts and cross tabs. All of the stages of research on user satis-
faction have been described in a self-help book How fo do research on user satis-
Saction. A self-help book for librarians (pol. Jak przeprowadzic badania satysfakeji
ugytkownikdow. Poradnik dla bibliotekarsy) (last update: November 2018). Some
research was already conducted as part of a national initiative in scientific
(Derfert-Wolfand et al., 2018), public (Sobielga & Strzelczyk, 2017) and peda-
gogical libraries (Zawatkiewicz, 2017).
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The impact and value assessment of libraries

Libraries do not operate in a vacuum and their functionality is not limited
to meeting the needs of individuals but it also leaves traces in a much broader
social or economic environment. Looking for these traces and examining
their size and stability is the focus of research into library impact and value.

An impact, according to The Universal Dictionary of Polish (pol. Uniwersal-
ny stownik jezyka polskiego) (Dubisz, 2003), is an influence on someone or
something and the result of that influence. In other words, an impact is a
change resulting from the operations of people, institutions, etc. It includes
both the likely and unlikely, real or potential (for future generations), negative
or positive, long-term or short-term results (Wainwright, 2003, pp. 9-10).
It can be immediate (obtained information, a solved problem) or its effects
can be observed after some time has passed (habit changes, the increase in
level of national education) (Glowacka, 2013, p. 433). The effects of the in-
fluence can be more or less extensive, can concern many areas of human life
or how the institution works or only its narrow fields. The results of impact
can be hard or soft in nature. The first is an achievement, e.g. of material
or financial advantage. Soft results are the changes in attitudes and behavior
of people, mainly psychological or behavioral in nature, e.g. the development
of knowledge, gaining new skills (Wainwright, 2003, p. 9).

Examining the impact is about searching for causal and effect connec-
tions which have a difficult nature to capture and they are not subjects to
simple arithmetic rules. (Wojciechowska, 20006, p. 24). Changes resulting from
the impact (of something or someone) are often indirect and intangible, so
they can be difficult to identify and classify. In addition, the impact of an ob-
ject is usually not the only one as well as it is not exclusive, the influences can
also come from other sources which often interpenetrate and connect with
each other.

Methods of examining the impact can be classified as follows: those re-
quiring inference (e.g. functional indicators), those user interaction (e.g. sut-
veys, interviews), those requiring requiring observation (ISO 16439, 2014,
p. 21). When examining the impact, the first step to identify the areas of op-
eration of libraries that cover in the study (e.g. training offer, use of library
space), enunciate the expected areas of impact (increase in knowledge and
skills, development of social bonds), then collect data that will confirm or
indicate its absence (Creaser, 2018).

The value of libraries can mean both an intangible value (validity, mean-
ing, role) and a value from an economic perspective (also known as an eco-
nomic impact). Then, operations of the institution are analyzed in terms of its
cost-effectiveness (Glowacka, 2015, p. 151). Methods of measuring the eco-
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nomic value (or impact) of libraries focus not on how much the library
spends and on what, but what the losses (lost financial benefits) would be if
the library was liquidated (Glowacka, 2012, p. 16) or in the collation of costs
incurred together with the achieved benefits (Grygrowski, 2014, p. 167). To
measure this aspect, libraries borrowed and adapted to their needs tools
which were used to study phenomena in commercial markets.

An exemplary method for measuring the economic value of libraries is
CEA — Cost Effectiveness Analysis which consists in combination of costs
incurred with obtained benefits. Sometimes these benefits can also be prepos-
sessed, similarly as costs, in monetary units (then we use the CBA method
— Cost-Benefit Analysis) (Grygrowski, 2014, p. 167). Another example is
a conditional assessment, which checks what costs respondents would be able
to incur to keep the library and be able to use it (Glowacka, 2011, p. 221).
The definition of proxy process is to determine the quantity of fees that users
could pay for use of the same services and resources that the library provides,
except that in the commercial market — the so-called “calculation of replace-
ment costs” (Glowacka, 2015, p. 186). The most common technique is ROI
referred to as a Return of Investment (Glowacka, 2011, p. 227). This value is
determined as a ratio of total economic benefits of the library to total funds it
invested. Items included in benefits (expressed in money) are not only the
library's offer (value of services and resources), but also benefits for em-
ployees, local authorities and cooperating companies.

The interest in studying the economic impact of libraries is growing in
situations in which they must seek funding or to repel allegations of “exces-
sive” absorption of public funds. This kind of analyses has a strong marketing
message, and slogans such as “every invested money brings 5 times more in
return” are catchy. However, methods for determining the value of services,
achieved benefits or savings sometimes turn out to be very questionable and
based on uncertain conditions (e.g. determination of the value of provided
information, saved time, etc.). Dariusz Grygrowski (2014, p. 169) recom-
mends as the main method of examining the cost effectiveness of libraries
using functional indicators (taken from ISO 11620) to verify that a specific
level of funding a library affects measurable effects of its work. The presented
CBA/ROI methods may complement conclusions drawn from analysis of the
indicators, but their estimated nature should be taken into account. Thus,
the most appropriate solution for researching the influence and value of libra-
ries seems to be using several methods of measurement simultaneously (quan-
titative and qualitative), using statistical data and indicators, conducting sur-
veys or interviews, supplementing them with cost analyses.

[22]



A holistic model for the analysis...

Assessment of effects and value of libraries in AFBN

Establishing an international norms ISO 16439 — Methods and proce-
dures for assessing the impact of libraries, which harmonized terminology and
presented a coherent method of measuring the impact of libraries, resulted in
development of work carried out on these issues also in Poland. As a part of
work of the Team for studying efficiency of libraries' was prepared content
Study of social and economic impact of public libraries. An overview of methods and
practices used in the world, which describes dozens of studies, projects and initi-
atives carried out in different countries (Derfert-Wolf, 2018a). The develop-
ment of the project to study impact of libraries on users as well as the social
and economic community would be the culmination of the AFBN project
and creation of the holistic (holistic and comprehensive) system for assessing
the functionality of libraries for schools offering higher education. Lidia Der-
tert-Wolf (2018b, p. 301) points to the considerable potential of the AFBN
project, which can be successfully used to design a study on impact and value
in Poland. However, wotk is needed to select relevant data and indicators,
location and determining the availability of other necessary information (e.g.
from universities), developing areas of research, defining problems, preparing
tools for measurement and testing the entire method.

The scope of impact of academic libraries is very wide, they can influence
(ISO 16439, 2014, p. 16-17):

e Individual users: students, university staff (academics, teachers, re-
searchers, administrative staff, outsiders) or groups of persons (e.g.
employees carrying out a research project, course participants, etc.).

—  The effect of the impact may be: solving a problem; execution of
a task; the evaluations obtained; changes in knowledge, skills, at-
titudes, behavior; achieving greater success in research, science
and career; graduation; obtaining a grant, rewards; saving time
and money;

e The home institution and the cooperating institutions.

—  Effects: increase in prestige of the university; position in rank-
ings; rank in the environment; reputation; attracting scientists; fi-
nancial benefits (earnings) for cooperating institutions; develop-
ment of accompanying services e.g. catering, entertainment;

e Society, economy, culture.

— Effects (noticeable in the long term): the protection of cultural
heritage; increase in the quality of education; cultural diversity;

Uhttp://afb.sbp.pl/
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countermeasure to digital exclusion; building social capital; local
economic development; decrease in unemployment.

According to Glowacka (2015, p. 152-180), different areas of impact of
school libraries and types of impact can be identified:

e Teaching and information
— Areas of analysis: education of students, information skills,
search skills, obtained assessing, graduation, finding a job, con-
tinuing education, preparation of classes by didactics, etc.

e Research
— Areas of analysis: support of scientific staff, obtained grants, pa-
tents, implementations, awards, research projects, publications,
academic degrees, citation, etc.

e (Culture
— Areas of analysis: access and protection of cultural creations, use
of digital libraries and repositories, development of interests, cul-
tural aspirations, promoting reading, digital education, new tech-
nologies, etc.
e Environmental
— Areas of analysis: integration of the local environment, counteract-
ing exclusion, integration of foreigners, building social capital, eli-
minating barriers, etc.
e Hconomic
— Areas of analysis: Financial situation (savings) of the users, the
quality of the service on the commercial market, earnings of as-
sociated and collaborating companies, etc.

Surveys are methods which can be used in research of library influence
mainly on individual users). They can provide information about negative
ot positive consequences of contact with a library (library usage — effect
— consequence) declared by users. A library’s impact on the behavioral and
cognitive sphere of the users is then measured. The surveys can also be used
to estimate the economic value by asking about acceptable costs borne by
the users for the sake of the library (conditional evaluation) or alterna-
tive/competitive places and forms (and costs) of using the services offered by
the library (replacement costs) (Derfert-Wolf, 2018b, p. 293). Surveys should
be supplemented with data from other sources: library statistics, data (exam
grades, assessment of the scientific achievements, etc.), or qualitative studies.
Only a compilation of several measurement tools provides valuable informa-
tion about the influence of the libraries.
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By making use of the achievements of the AFBN project (statistical data,
functionality indicators, user satisfaction surveys) it is possible to try and cap-
ture a wider impact of the libraries on the various aspects of social, economic
and cultural life of the users, other institutions or the society. Data and indica-
tors can be used to detect progress and changes which show the impact. For
example, by using financial indicators it is possible to learn about the eco-
nomic impact of the libraries. Indicators showing resources and their usage
point out didactic and informational impact and indicators related to the in-
frastructure — the cultural or environmental impact. The information derived
from the indicators should be supplemented by data from user satisfaction
surveys carried out in accordance with the method developed for the sake of
the project. In addition, these analyses are worth expanding to include sur-
veys, interviews and other methods of obtaining information from recipients
of services where re-search focuses strictly on measuring the influence and
impact of the library (Salisbury & Peasley, 2018, p. 110). Analysis of the eco-
nomic impact and value of the libraries can be carried out by estimating the
cost-benefit ratio (CBA/ROI).

How can the analytical process of capturing and measuring the influence
of the university libraries work by using the AFBN project? It can, for exam-
ple, examine the influence of the traditional resources offered by the library
on the process of studying (the identified area of library operations). We are
trying to answer the following questions: does using traditional resources
make getting good grades easier, increase the amount of knowledge, develop
skills, or save time and money? (formulation of the expected areas of influ-
ence). We have access to indicators regarding the number of collections and
acquisitions per student and their level of usage (borrowings per user and
usage of the study room collections per student). We supplement analyses
with assessments of said collections made by carrying out user satisfaction
surveys (regarding completeness, usefulness, number of available copies, how
current they are compared to the expectations) and information about the
importance of the purpose of the visits among other main purposes of using
the library indicated in the survey. Asking the students direct questions (in
surveys, interviews, focus groups) regarding the usefulness of the traditional
resources and results of their usage during the course of studies will complete
the analyses. One may also be tempted to estimate the economic influence of
the traditional re-sources on the financial situation of the students, e.g. by
estimating the costs of replacing (the value of books on the commercial mar-
ket) or conditional evaluation.

Another area of analysis may be the study of the environmental influence
of the libraries on the academic community. We ask questions: whether the
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library is seen and used as a meeting place, a place to spend your free time, one
that develops interests and provides cultural entertainment; is staying there
beneficial to the development of the social ties and integration of the commu-
nity? You can use indicators related to the area, number of visits, event partici-
pation per user. Additional information is provided by user assessments in user
satisfaction surveys. The following things are assessed: location assessment and
readability of the labeling in the library, equipment, opening hours, cultural
events. The analysis of the most frequent purposes of the visits and the number
of indicated answers NU — not using regarding these aspects allows to deter-
mine whether these services are known and used. Supplementing analyses with
cost effectiveness may rely on the assessment of the renting costs or organizing
events on the external market. University library may also influence preserva-
tion of cultural heritage (influence on the society) through participation in the
process of digitization of the resources. We possess indicators regarding the
numbers of digitized documents, figures of the items maintained and protected
as a percentage of the number of collections.

All the aforementioned assessments are analyzed in relation to each other
(Glowacka, 2012, p. 13). Limiting yourself to only one tool or area of analysis
when examining the effects and value of the libraries may prove to be insuffi-
cient, and the results obtained superficial and incomplete.

Summary

University libraries are included in the new organizational and legal reality
(Act..., 2018) and they must re-establish their place and position there. Many
things depend on the libraries themselves and how they will prove their use-
fulness and effectiveness regarding their work.

A complete and comprehensive assessment of the functionality of libra-
ries should apply to all areas of their operation. The presented model recom-
mends the usage of statistical data and functionality indicators, user satisfac-
tion surveys and assessment of effects and value of the libraries for the users
as well as for home institutions and the wider milieu. The model has been
described as holistic to emphasize the fact that the assessment of the func-
tioning of the institution should not be the sum of analyses of the various
areas or components of the system, but should refer to a holistic view in
which the data obtained from the analyses of the aspects shall be supple-
mented with information from other sources or obtained with the use of oth-
er techniques. For example, effectiveness indicator analyses complement the
data acquired from user satisfaction surveys, while estimating the economic
influence should not be carried out without referencing financial indicators.
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A holistic model for the analysis...

Carrying out a full and broad analysis and assessment of the libraries al-
lows for a description of the actual work and executed activities, verifying the
resources and achieved results, control of the effectiveness and profitability of
the work, support for management processes and reacting to the changing
environment. The expectations of the authorities and the general public are
clear: libraries will not avoid such assessments. Currently it is not enough for
the libraries to show how they function and how they use their financial, ma-
terial or personal resources. They are required to show that the operations
that are carried out are efficient, needed and effective.

Bibliography

Act of 20 July 2018, The Law on Higher Education and Science (Dziennik Ustaw [Journal of
Laws], item 1668).

Balon, U. & Maziarczyk, A. (2010). Satysfakcja klienta w systemie zarzadzania jakoscia. In:
T. Sikora (Ed.), Zargqdzanie jakosciq. Doskonalenie organizacii (pp. 11-27). Krakow:
Uniwersytet Ekonomiczny w Krakowie.

Creaser, C. (2018). Assessing the impact of libraries — the role of ISO 16439. Information and
Learning Science, 119 (1/2), 87-93. Accessed 20.07.2019, from: https://doi.org/10.1108
/ILS-05-2017-0037

Cunningham, J.B. (1977). Approaches to the Evaluation of Organizational Effectiveness.
Academy of Management Review, 2, 463—474.

Derfert-Wolf, L. (2012). Wskazniki funkcjonalnosci i statystyka biblioteczna — normy mig-
dzynarodowe, krajowe i sprawozdawczos¢ GUS. In: 1" Konferencja Biblioteki Politechniki
Fédzkief ,,Znaczenie i badania jakosci w bibliotekach”, 1.6d%/ Rogéw, 13—15 czermea 2012
(pp- 23-39). L.6dz: Biblioteka Politechniki L.6dzkiej.

Derfert-Wolf, L. (2018a). Badanie spotecznego i ekonomicznego wplywu bibliotek publicz-
nych. Przeglad metod i praktyk stosowanych w $wiecie. Accessed 20.07.2019, from:
http://pliki.sbp.pl/afb/BADANI_1.pdf

Derfert-Wolf, L. (2018b). Badania wplywu i wartosci bibliotek akademickich — narzedzia,
pomiary, dobre praktyki. In: M.W. Sidor (Ed.), Biblioteka przysztosci — wyzwania — trendy
— zagrogenia. Wybrane zagadnienia 3 zakresu zarzadzania bibliotekami ucgelni wygszych
(pp- 289-305). Nowy Sacz: Wyzsza Szkola Biznesu — National Louis University.

Derfert-Wolf, L. et al. (2018c). Ogdlnopolskie badania satysfakei ugytkownikow bibliotek s3kit
wyzszych w 2017 r. — raport. Analiza Funkcjonowania Bibliotek. Accessed 20.07.2019,
from: http://pliki.sbp.pl/afb/afbn/new/Sprawozdanie_akademickie_2018.pdf

Dubisz, S. (Ed.) (2003). Uniwersalny stownik jezyka polskiego. T. 4. T—Z. Warszawa: Wydaw-
nictwo Naukowe PWN.

Glowacka, E. (2000). Studium zastosowania kompleksowego zarzadzania jakosciq (TOM)
w bibliotekoznawstwie i informacji nankowej. Torun: Wydawnictwo UMK,

Glowacka, E. (2011). Badania wartosci ekonomicznej ustug biblioteczno-informacyjnych i ich
wplywu na otoczenie. Biblioteka, 15 (24), 217-230.

Glowacka, E. (2012). Cele i kierunki oceny jakosci bibliotek. In: 17 Konferencja Biblioteki Poli-
techniki 1.ddzkief ,,Znaczenie i badania jakosci w bibliotekach”, ¥.6d%/Rogow, 13—15 czerw-
ca 2012 (pp. 7-20). £.6dZ: Biblioteka Politechniki Y.6dzkiej.

[27]


https://doi.org/10.1108/ILS-05-2017-0037
https://doi.org/10.1108/ILS-05-2017-0037
http://pliki.sbp.pl/afb/BADANI_1.pdf
http://pliki.sbp.pl/afb/afbn/new/Sprawozdanie_akademickie_2018.pdf

Edyta Strzelczyk

Glowacka, E. (2013). Spoteczne korzysci z funkcjonowania bibliotek. Obszary, metody anali-
zy 1 oceny. Przeglad Biblioteczny, 4, 431-439.

Glowacka, E. (2015). Kultura oceny w bibliotekach. Obszary, modele i metody badaii jakosci gaso-
bow orag ustug bibliotecino-informacyjnych. Torun: Wydawnictwo Naukowe UMK.

Glowacka, E. (2017). Badanie spolecznego i ekonomicznego oddzialywania bibliotek akade-
mickich. In: M. Wojciechowska (Ed.), Zargadzanie jakosciq w bibliotece (pp. 23-35). War-
szawa: Wydawnictwo SBP.

Grygrowski, D. (2014). Zwrot nakladu z inwestowania w biblioteke. Prgeglad Biblioteczny, 2,
165-188.

ISO 16439:2014 Information and documentation — Methods and procedures for assessing the im-
pact of libraries.

Kedzierska, E. (2015). Badania uzytkownikéw bibliotek — od teorii do praktyki.
In: H. Brzezifiska-Stec & J. Zochowska (Eds.), Biblioteki beg nsytkownikéw...? Diagnoza
problemn, V" Ogdlnopolska Konferencja Nankowa, Suprasl, 14—16 wrzesnia 2015
(pp. 183-200). Bialystok: Wydawnictwo Uniwersytetu w Bialymstoku.

Oakleaf, M. (Ed.) (2010). Value of Academic Libraries: A Comprebensive Research Review and
Report. Accessed 20.07.2019, from: http://www.ala.org/actl/sites/ala.org.actl/files-
/content/issues/value/val_report.pdf

Poll, R. (2009). Benchmarking in the form of performance indicators and Balanced Score-
card. In: M. Heaney (Ed.), Library Statistics for the Twenty-first Century World: proceedings
of the conference beld in Montréal on 18—19 Aungust 2008 reporting on the Global Library
Statistics Project (p. 61-71). Miinchen: K. G. Saur.

PN-ISO 2789:2016. Informacja i dokumentacja — Miedzynarodowa statystyka biblioteczna.

PN-ISO 11620:2017 Informacja i dokumentacja — Wskagniki funkcjonalnosci bibliotek.

Salisbury, F. & Peasley, J. (2018). Measuring the academic library: Translating today’s inputs
and outputs into future impact and value. Information and Learning Science, 119 (1/2),
109-120. Accessed 20.07.2019, from: https://doi.otg/1 0.1108 /ILS-07-2017-0068

Sidor, M.W. (2005). Jakos¢ ustug bibliotecznych: badanie metodqg SERVQUAL. Warszawa: Wy-
dawnictwo SBP.

Sobielga, J. & Strzelczyk, E. (2017). Badania satysfakcji uzytkownikéw w bibliotekach publicz-
nych wojewédztwa dolnoslaskiego. Toruriskie Studia Bibliologiczne, 10 (1), 87-101.

Standards for Libraries in Higher Edncation (2018). Association of College and Research Libra-
ties. Accessed 20.07.2019, from: http://www.ala.org/actl/standards/standardslibraries

Stoma, M. (2012). Modele i metody pomiaru jakosci ustng. Lublin: Q&R Polska.

Strzelezyk, E. (2017). Jakos¢ postrzegana jako satysfakcja uzytkownikéw. Zagadnienia metodo-
logiczne. In: M. Wojciechowska (Ed.), Zarzadzanie jakoscia w bibliotece (pp. 141-158).
Warszawa: Wydawnictwo SBP.

Szmigielska, T.U. (2011). Standardy oceny bibliotek akademickich. Warszawa: Wydawnictwo SBP.

Szmigielska, T.U. (Ed.) (2007). Standardy w bibliotekach nankowych. Stan obecny i przyszlosi.
Warszawa: Wyzsza Szkota Przedsi¢biorczosci i Zarzadzania.

Wainwright, S. (2003). Measuring impact: a guide to resources. London: National Council for
Voluntaty Otganisations. Accessed 20.07.2019, from: https://lemosandctrane.co.uk-
/tesoutces/ NCVO%20-%20Measuring%20impact.pdf

Wojciechowska, M. (2006). Ocena skutecznosci dzialania biblioteki. Przeglad Biblioteczny, 3,
319-335.

Zawalkiewicz, A. (2017). Podsumowanie wynikéw ogolnopolskiego badania satysfakcji uzyt-
kownik6éw bibliotek pedagogicznych. Biuletyn Nancgycieli Bibliotekarzy, 6, 38—48. Acces-
sed 20.07.2019, from: https://bnb.oeiizk.waw.pl/6-2017/9_zawalkiewicz.pdf

[28]


http://www.ala.org/acrl/sites/ala.org.acrl/files/content/issues/value/val_report.pdf
http://www.ala.org/acrl/sites/ala.org.acrl/files/content/issues/value/val_report.pdf
https://doi.org/1%200.1108/ILS-07-2017-0068
http://www.ala.org/acrl/standards/standardslibraries
https://bnb.oeiizk.waw.pl/6-2017/9_zawalkiewicz.pdf

The text is a translation of the article:

Strzelezyk, E. (2019). Holistyczny model analizy funkcjonowania bibliotek
szk6l wyzszych: ocena funkcjonalnosci, pomiar satysfakceji uzytkownikow,
ocena wplywu i warto$ci. Acta Universitatis Lodziensis. Folia Librorum, 2(29),
13-29. DOIL: http://dx.doi.org/10.18778/0860-7435.29.01




