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'Tajni kupac' u hrvatskim narodnim knjiznicama

Sazetak

Glavna je svrha ovoga rada prikazati rezultate vrednovanja dviju hrvatskih narodnih knjiznica,
Gradske knjiznice PoZega i Gradske knjiznice i Citaonice Vinkovci, metodom tajnoga kupca.
Istrazivanje prikazano u radu provedeno je tijekom svibnja 2024. godine te je inspirirano
benchmarking projektom pod nazivom Library Ranking Europe u kojem se metodom tajnog kupca
vrednuiju i rangiraju europske narodne knjiznice. Ovaj je projekt jedan od rijetkih u svijetu koji kod
vrednovanja knjiznica naglasak stavlja na perspektivu primatelja usluge, a ne na objektivne
pokazatelje uspjeSnosti. U ovom istraZivanju knjiznice su procijenjene prema sljedec¢im
kategorijama: informacije o knjiznici (na internetu, kartama grada i turistickim vodicima); lokacija,
vidljivost i pristup (pristupacnost zgradama, oznake na i unutar zgrade i lokacija knjiznice); usluge i
opskrba (kvaliteta temeljnih knjizni¢nih usluga, ali i onih dodatnih, npr. kafi¢, restoran); objekti/ prvi
dojmovi (iskoriStenost, estetika i uporabljivost prostora); fond (raznolikost sadrZaja); sloboda
izrazavanja i izbora (zastupljenost kontroverznih naslova i autora) te multikulturalnost / inkluzija
(vidljivost knjiznica na stranim jezicima, uklju¢enost u promicanje multikulturalnosti i inkluzije,
dostupnost informacija i grade za ranjive i ugroZzene skupine te migrante i ratne izbjeglice).
Vrednovanje performansi provodilo se ocjenjivanjem svake pojedine usluge prema ljestvici s
razradenim kriterijima od 1 do 5. Ocjene su pretvorene u postotak zadovoljstva po kategorijama, a
ukupno zadovoljstvo performansama po knjiznici izraZzeno je kumulativnim postotkom. Vrijednost
ovoga istrazivanja je u njegovoj jedinstvenosti, s obzirom na to da se ovakva istraZivanja na razini
Republike Hrvatske rijeko provode. Dodatna vrijednost ovog rada je zasebna kategorija posvecena
multikulturalnosti / inkluziji bududi da ove teme nisu bile ukljuene u projekt Library Ranking
Europe, niti su zastupljene u radovima vrednovanja hrvatskih knjiznica pomodu ove metode, a
izuzetno su vazne s obzirom na dinamiku i opseg drustveno-politickih dogadanja u Europi i Sire te
su, kao takve, ne samo moralna obaveza, nego i strateski imperativ za hrvatske knjiznice. Rezultati
istrazivanja mogu posluziti kao smjernice za daljnje unaprjedenje knijizni¢nih usluga u narodnim
knjiznicama, ali i kao poziv na provodenje sli¢nih istrazivanja i u drugim vrstama knjiznica sa svrhom
poboljsanja kvalitete usluga knjiznica i zadovoljstva njihovih korisnika.

Kljucne rijeci: Hrvatska; multikulturalnost/inkluzija,; narodne knjiznice; tajni kupac; vrednovanije
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'Mystery' Shopper in Croatian Public Libraries



Abstract

The primary purpose of this paper is to present the evaluation results of two Croatian public
libraries, the PoZega City Library and the Vinkovci City Library and Reading Room, using the mystery
shopper method. The research was conducted during May 2024, and is inspired by a benchmarking
project called Library Ranking Europe, where European public libraries are evaluated and ranked
using the mystery shopper method. This project is one of the few in the world that, in evaluating
libraries, places emphasis on the perspective of the service recipient, rather than on objective
performance indicators. In this research, libraries were evaluated according to the following
categories: library information (online, on city maps and tourist guides); location, visibility, and
access (accessibility to the buildings, signage on and within the building and the location of the
library); services and supply (the quality of core library services, as well as supplementary ones, i.e.
café, restaurant); facilities | first impressions (utilization, aesthetics, and usability of space);
collection (diversity of content); freedom of expression and choice (representation of controversial
titles and authors); and multiculturalism / inclusion (the visibility of libraries in foreign languages,
involvement in promoting multiculturalism and inclusion, and the availability of information and
materials for vulnerable and endangered groups, as well as migrants and war refugees). The
performance evaluation was conducted by rating each individual service according to a scale with
developed criteria from 1 to 5. The ratings were converted into a satisfaction percentage by
categories, and the overall satisfaction with performance per library was expressed as a cumulative
percentage. The value of this research is in its uniqueness, considering that such studies are rare at
the level of the Republic of Croatia. An additional value of this work is a separate category
dedicated to multiculturalism / inclusion, as these topics were not included in the Library Ranking
Europe project, nor are they represented in the works evaluating Croatian libraries by using this
method, but are extremely important given the dynamics and extent of socio-political happenings
in Europe and beyond and, as such, are not only a moral obligation, but also a strategic imperative
for Croatian libraries. The research results can serve as guidelines for furtherimprovement of library
services in public libraries, but also as a call for conducting similar research in other types of libraries
with the aim of improving the quality of library services and the satisfaction of their users.
Keywords: Croatia; evaluation; multiculturalism/inclusion; mystery shopper; public libraries
Presentation format: presentation
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