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User attitudes to new library services

This paper describes the user survey of February 2004 in three university libraries in St. Petersburg as part of the Tempus/Tacis Project Copeter
. The participating libraries are: the State University of Economics and Finance (FINEK), the State Polytechnic University (STU) and the State University of Electronical Technology (ETU). The European Union partners in this project are: the University of Antwerp in Belgium and the University of Maastricht in the Netherlands. 
Reforms in the Russian society as a whole, political and economic changes and broad scale informatisation led to a significant increase in the amount and diversity of the information needs of the Russian people. Under these circumstances libraries too have to adapt to the changing needs of their users. This includes a new mission statement and significant changes in the entire library organisation.

Surveys are an invaluable source of information about user needs (educational needs as well as information and cultural needs). Surveys provide information on the environment in which and for which the research library works and on the attitudes of users to the innovation in the library.
· How does the user react to changes related to the dynamic development of the information provision by the library?

· Is the user ready for using the new information system?

· What are the barriers for access to the available information?
The survey intended to find out about the attitudes and reactions of users to the various information resources and services offered through the library. The emphasis was on the new electronic resources and services.

Preparation phase
The Russian libraries of ETU, FINEK and STU went through a training program in libraries in Belgium, the Netherlands and Germany, attending training seminars and workshops. The team’s training also included joint work with the European partners.
In the preparation phase of the project the research to be conducted was defined: the challenges, broader goals, objectives and the concept of the survey, types and methods of research to be used. 
· Challenges
-
The dynamically changing information environment.

-
The development of the library in accordance with the users’ needs.

-
The adaptation of users to the new services offered through the library.

· Broader goals

-
Further development of the information services offered by the library in accordance with the user needs.

-
Removal of the (possible) barriers to information.

· Objectives of the survey

-
Obtaining statistical data on the degree of user satisfaction with the information services provided by the libraries.
-
Seeking information and suggestions in order to improve the quality of the information provision and the library services.

-
Finding out about possible negative reactions and attitudes of users.

· Type of research
Applied research.
· Instrument
A survey using a questionnaire, combining qualitative (user’s opinion) and quantitative data (age, type of user, number of visits to the library, etc.). Just measuring quantities would not yield an assessment of users’ needs and attitudes towards the library. On the other hand quantification helps in formulating proposals for further development of the library.
· Categories of users
Current but also potential users of the university library have been included in the survey, students as well as faculty and staff. Students being motivated to learn and to be successful in their studies are highly motivated, which makes them active users of the new technologies.
· Subject of the survey
The objective of the survey is to find out about the users’ attitude towards the new information services provided by the libraries: on line catalogues, access to corporate electronic resources, electronic ordering of documents, electronic document delivery, access to databases and to internet resources. The cover title that has been selected is: Working together for a strategy on library development.
· The questionnaire as part of the research plan
Quite a bit of time went into the development and testing of the questionnaire. Indeed, preparing a questionnaire is a complex process. The working group of the three universities held numerous sessions in order to prepare the final version of the questionnaire. In the end, eleven questions were selected and defined. Some of these are open questions, others are closed questions. These eleven questions were grouped into five groups.
- Availability of resources
- Infrastructure and technical equipment
- Electronic services
- Advertising new services
- Service quality
At any time the respondents could add a narrative comment via the special comment section after each question. The survey starts with a brief instruction, informing the respondents about the origin of the survey, the objectives, the significance and the possible impact of the survey. Then follow the questions, arranged in a logical order in relation to the main objective: to reveal the attitudes of the users to the new information services provided by the three libraries. The last questions deal with the identity of the respondent. An English version of the questionnaire is provided as appendix to this paper. The questionnaire was uniform for all three libraries at the exception of the section on personal information. That section took into account the curriculum of each university.
· Way of administrating the questionnaire

Paper form 

The paper form of the questionnaire was distributed via student groups, departments and sections of the university and the library.

Electronic form

The electronic form was available on the library web site. It could be filled out in the library, on the intranet and the internet.

· A PR campaign

A public relations awareness campaign for the survey was set up.
- Information on the survey on the web sites of the libraries and the universities.

- Brochures for faculties and departments and the various sections of the library.

- Announcements at faculty and senate meetings.

The survey was also a valuable instrument for making known the new library services, especially for those who were not (yet) aware of the changes that had taken place in the libraries.

· Number of replies required

Taking into account the number of students and academic staff to be divided later on over several categories, each university was recommended to collect 450 usable questionnaires. Categories to be used:
- undergraduate students

- graduate students

- academic staff

- administrative and technical staff

· Help

The questionnaire was administered by specially trained staff, available for additional information on the questionnaire and survey. Experts in statistics and sociological methodology were called in as consultants in the survey.
· Timing
The survey took place in February 2004.

Data collection
Each library organized the administration of the questionnaire independently from the others. FINEK for example distributed the paper questionnaire during classes. This resulted in the best replies, combining answers from actual users and potential users. Also productive were the questionnaires distributed in the library itself. This was especially the case at the circulation desk, attracting such rare categories as part-time students and correspondence students. FINEK also made the questionnaire available on line on the official website of the university. Many of the questionnaires were filled out in the internet classrooms of the library. These are the kind of students most familiar with the information provided by the library. Graduate students and faculty staff tended to use the computers in their offices and browsing rooms. Questionnaires were also administered in the catalogue section, reaching out to the users that still rely on the card catalogues. 
The two other universities used similar means in order to obtain the 3 x 450 = 1.350 filled out questionnaires. That figure was easily reached and in the end all categories of users took part in the survey.

Data processing
The data processing stage is quite a time-consuming part of the survey. The questionnaires were numbered and the various answers coded. A special Excel sheet was developed for data entry and data linking (sex, user category, discipline). The replies containing extra comments were marked in the Excel table with a special code.
Each library did the data entry individually. Afterwards the three datasets were combined. Such an operation requires strict adherence to the rules and regulations developed for data entry in Excel. The individual number of each questionnaire was represented in the Excel table so that, if need be, one could return to the original questionnaire.

The most difficult part of the data processing was the content analysis of the answers to the open questions. It is not always easy to understand well what the respondent had tried to express in his/her comments. All comments and recommendations of the users were grouped into categories and classified according to the number of occurrences.


The results of the survey
It is known worldwide that library use is subject bound. Therefore it will surprise no one that FINEK as a university for economy and finance has a higher library use than the two other mostly science and applied science oriented universities.
`
Survey participants
Just over half of the participants in the survey are men. FINEK has the highest number of female respondents (60%).
	Users
	FINEK
	STU
	ETU
	Total

	Men
	178
	39,6%
	276
	61,3%
	300
	66,7%
	754
	55,9%

	Women
	272
	60,4%
	174
	38,7%
	150
	33,3%
	596
	44,1%

	Total
	450
	
	450
	
	450
	
	1350
	


Fig. 1. Sex of respondents
Since the majority of respondents are students over 80% of all respondents are up to 25 years old. 11% of the FINEK respondents are aged 26 – 35 years.
	
	FINEK
	STU
	ETU
	Total

	< 20
	170
	37,8%
	143
	31,8%
	227
	50,4%
	540
	40,0%

	21-25 
	167
	37,1%
	200
	44,4%
	176
	39,1%
	543
	40,2%

	26-35 
	48
	10,7%
	21
	4,7%
	15
	3,3%
	84
	6,2%

	36-55 
	43
	9,6%
	37
	8,2%
	16
	3,6%
	96
	7,1%

	> 55
	22
	4,9%
	49
	10,9%
	16
	3,6%
	87
	6,4%


Fig 2. Age of participants
Figure 3 supplies information on the level of education of the respondents. One in five is a starting university student. Just over half are mature students. Another 25% have completed their graduate schooling. Only 3% of the respondents (none at STU) are holders of a PhD or are preparing for that degree.
	
	FINEK
	STU
	ETU
	Total

	High school
	105
	23,3%
	54
	12,0%
	113
	25,1%
	272
	20,1%

	HEE not completed
	170
	37,8%
	266
	59,1%
	260
	57,8%
	696
	51,6%

	HEE 
	132
	29,3%
	130
	28,9%
	77
	17,1%
	339
	25,1%

	Candidate or doctor of sciences degree
	43
	9,6%
	0
	0,0%
	0
	0,0%
	43
	3,2%


Fig. 3. Education of respondents

Figure 4 gives information on the status of the respondents. Three quarter of the respondents are students and 8% postgraduate students. Academic staff 14%, other staff for 4%. FINEK returned many questionnaires by postgraduate students (16%). This is due to the fact that FINEK has one of the largest graduate business schools in North-West Russia. At STU the group of academic staff is well represented (almost one in five).
	
	FINEK
	STU
	ETU
	Total

	Student
	286
	63,6%
	331
	73,6%
	387
	86,0%
	1004
	74,4%

	Post-graduate student
	74
	16,4%
	20
	4,4%
	14
	3,1%
	108
	8,0%

	Faculty
	67
	14,9%
	84
	18,7%
	34
	7,6%
	185
	13,7%

	Other staff
	23
	5,1%
	15
	3,3%
	15
	3,3%
	53
	3,9%


Fig. 4. Categories of respondents

Frequency of use of the library
FINEK respondents are the best clients of the library. 87% visit the library at least once a month, and 42% at least once a week. This is explained by the very nature of the studies at FINEK whereby economy and business students often require current information to be taken from new books, current periodicals, newspapers and statistical collections. Especially the graduate students at FINEK are therefore heavy users of the library.
The use figures at ETU are partly comparable to FINEK. 84% visit the library at least once a month. However, only 19% use the library at least once a week (against 42% at FINEK). The use figures at STU are just below these of ETU: 70% visit the STU-library at least once a month, and 18% at least once a week.
	
	FINEK
	STU
	ETU
	Total

	Every day
	24
	5,3%
	5
	1,1%
	13
	2,9%
	42
	3,1%

	1-2 times a week
	165
	36,7%
	75
	16,7%
	74
	16,4%
	314
	23,3%

	1-2 times month
	203
	45,1%
	232
	51,6%
	290
	64,4%
	725
	53,7%

	1-2 times per year
	57
	12,7%
	134
	29,8%
	73
	16,2%
	264
	19,6%

	Do not use
	1
	0,2%
	4
	0,9%
	0
	0,0%
	5
	0,4%


Fig. 5. Frequency of use of the library 
When one relates use with user categories there are substantial differences between the three universities. FINEK shows a large number of library-active graduate students, whereas STU has a larger number of active faculty members using the library. Non-users of the library in the survey count for less than 1%.


Self acquisition of literature
Almost 20% buy literature in their field of research or study on a regular basis. 70% do this when they feel there is real need. 11% never buys this kind of literature.
	
	FINEK
	STU
	ETU
	Total

	Yes, regularly
	84
	18,7%
	103
	22,9%
	78
	17,3%
	265
	19,6%

	Yes, if there is a need
	306
	68,0%
	316
	70,2%
	316
	70,2%
	938
	69,5%

	No
	60
	13,3%
	31
	6,9%
	56
	12,4%
	147
	10,9%


Fig. 6. Self acquisition of literature

Rating of the library collection

Book collection
The respondents were asked to rate the collection of the libraries from 1 (very bad), over 2 (bad), 3 (acceptable), to 4 (good) and 5 (very good). The highest score is for the FINEK book collection. 80% of the respondents give a rating of 4-5 (good, very good). The collections of the technical universities get a lower but still satisfactory rating: 3-4 (acceptable to good). The higher rating for FINEK is explained by the very fact that FINEK issues sets of text books to all the students (with the exception of the newly created courses), whereas ETU and STU do not do that. There might be also a lack of new text books at these two universities, especially for the newly created human sciences departments.
	
	FINEK
	STU
	ETU
	Total

	1
	8
	1,8%
	2
	0,4%
	8
	1,8%
	18
	1,3%

	2
	14
	3,1%
	15
	3,3%
	30
	6,7%
	59
	4,4%

	3
	69
	15,3%
	107
	23,8%
	174
	38,7%
	350
	25,9%

	4
	281
	62,4%
	249
	55,3%
	192
	42,7%
	722
	53,5%

	5
	78
	17,3%
	77
	17,1%
	46
	10,2%
	201
	14,9%


Fig. 7. Quality of the book collection (1 very bad, 5 very good)

Scientific literature
Again FINEK gets the higher score: 4 to 5 (good to very good), whereas the research collections of ETU and STU get a 3 to 4 (acceptable to good). Indeed FINEK spends more money on acquisition than the two other universities (2004: 4 million RUR). Negative ratings are usually related to the lack of foreign research books in the library.
	
	FINEK
	STU
	ETU
	Total

	1
	8
	1,8%
	1
	0,2%
	8
	1,8%
	17
	1,3%

	2
	14
	3,1%
	12
	2,7%
	33
	7,3%
	59
	4,4%

	3
	92
	20,5%
	121
	26,9%
	149
	33,1%
	362
	26,9%

	4
	235
	52,3%
	243
	54,1%
	216
	48,0%
	694
	51,5%

	5
	100
	22,3%
	72
	16,0%
	44
	9,8%
	216
	16,0%


Fig. 8. Quality of the scientific literature (1 very bad, 5 very good)

Journals
Also for the provision of periodicals FINEK gets the higher score: 4 to 5 (good to very good). The others follow with a 3 to 4 (acceptable to good). Especially in the pure and applied sciences the periodical collections have suffered from the underfinancing of the Russian libraries since 1990 and the periodical crisis: the fast growing price inflation for periodicals of the last 20 years (an average of over 7% per year).
	
	FINEK
	STU
	ETU
	Total

	1
	15
	3,3%
	8
	1,8%
	54
	12,0%
	77
	5,7%

	2
	15
	3,3%
	41
	9,1%
	83
	18,4%
	139
	10,3%

	3
	94
	20,9%
	150
	33,3%
	137
	30,4%
	381
	28,2%

	4
	219
	48,7%
	173
	38,4%
	140
	31,1%
	532
	39,4%

	5
	107
	23,8%
	78
	17,3%
	36
	8,0%
	221
	16,4%


Fig. 9. Quality of the journal collection (1 very bad, 5 very good)
The overall satisfaction rate for the library collection is high: an unbeatable 4 to 5 for FINEK and a 3 to 4 for ETU and STU. This indicates that, despite the unfavorable budget situation, the three university libraries have acquired the titles most in need by the various categories of users.

Working conditions in the library
Most users in FINEK and STU are satisfied with the working conditions in their libraries: a score of 4 to 5 (good to very good). Indeed both FINEK and STU have good and partly renovated library premises. The less good figure for ETU reflect the poor working conditions at ETU prior to the opening of the new reading hall (old, cramped space, unattractive interiors). The opening of the new, attractive reading room at ETU came just after the closing of the survey and would have been yielded much higher figures. A frequently seen comment: the wish to get free access to the stacks.
	
	FINEK
	STU
	ETU
	Total

	1
	11
	2,4%
	4
	0,9%
	29
	6,4%
	44
	3,3%

	2
	9
	2,0%
	20
	4,4%
	55
	12,2%
	84
	6,2%

	3
	61
	13,6%
	76
	16,9%
	117
	26,0%
	254
	18,8%

	4
	218
	48,6%
	192
	42,7%
	177
	39,3%
	587
	43,5%

	5
	150
	33,4%
	158
	35,1%
	72
	16,0%
	380
	28,2%


Fig. 10. Working conditions in the library (1 very bad, 5 very good)

Technical equipment
The users’ ideas about the technical equipment mainly if not solely deal with PC provision and internet access in the library. STU (4 to 5) and FINEK (3 to 4) have the highest scores. FINEK has by far the most computer equipment in the library with the internet centers providing access to the internet via 40 PCs. Moreover readers have at their disposal: copiers, printers, scanners, PCs for downloading and storing data on floppies etc.
Surprisingly, STU got the best score for their technical equipment and this in spite of the rather limited number of PCs for users. The overall computer intensive library environment at STU must have had a positive influence upon the rating.

After opening a new reading hall ETU will have to work on the technical environment as well: a rather weak score of 2 to 3 (bad to acceptable).

	
	FINEK
	STU
	ETU
	Total

	1
	13
	2,9%
	11
	2,4%
	85
	18,9%
	109
	8,1%

	2
	25
	5,6%
	35
	7,8%
	111
	24,7%
	171
	12,7%

	3
	125
	27,8%
	98
	21,8%
	140
	31,1%
	363
	26,9%

	4
	195
	43,4%
	189
	42,0%
	103
	22,9%
	487
	36,1%

	5
	91
	20,3%
	117
	26,0%
	11
	2,4%
	219
	16,2%


Fig. 11. Technical equipment (1 very bad, 5 very good)

Use of electronic services
Almost half of the readers use the local electronic catalogue. ETU has the highest score with 64% of all respondents stating that they consult the electronic catalogue. Already 10% of all respondents use the new union catalogue of St. Petersburg (a union catalogue of over 1 million records: 29% of its records coming from ETU, FINEK and STU). 16% use free electronic information on the web. 10% use external databases, but up to 16% at FINEK.
Electronic ordering (5%) and delivery of documents (2%) still have to grow. STU started this service some years ago and counts already 8% of users. An average of 11% does not use the electronic services of the libraries (as high as 25% at STU).

	
	FINEK
	STU
	ETU
	Total

	Electronic catalogue of the library
	327
	45,3%
	178
	28,9%
	447
	63,8%
	952
	46,7%

	The union catalogue of Saint Petersburg
	56
	7,8%
	62
	10,1%
	86
	12,3%
	204
	10,0%

	Electronic ordering of documents
	30
	4,2%
	51
	8,3%
	12
	1,7%
	93
	4,6%

	Electronic delivery of documents
	9
	1,2%
	16
	2,6%
	12
	1,7%
	37
	1,8%

	Free electronic information on the web
	117
	16,2%
	116
	18,8%
	93
	13,3%
	326
	16,0%

	External databases 
	115
	15,9%
	36
	5,8%
	49
	7,0%
	200
	9,8%

	Do not use
	68
	9,4%
	157
	25,5%
	2
	0,3%
	227
	11,1%


Fig. 12. Use of electronic services offered by the libraries
When comparing user categories with the various electronic services offered through the library the general conclusion is quite straightforward: the students and especially the graduate students in human and social sciences use the electronic services most frequently. Not surprisingly, respondents under 25 years of age use the electronic services most frequently. Users over 55 use these services the least. 

Information provision about the library
Most information on the library comes from colleagues and the library consultations (63%). The library web site is good for just over 11%. Other information resources are: the web site of the university (7%) and the leaflets produced by the library (7%). 6% do not get any information at all about the library. There are very few variations between the three libraries.
	
	FINEK
	STU
	ETU
	Total

	Internet site of the library
	109
	13,7%
	88
	12,3%
	57
	7,4%
	254
	11,2%

	Internet site of the university (news)
	77
	9,7%
	44
	6,2%
	49
	6,4%
	170
	7,5%

	Information leaflets
	65
	8,2%
	60
	8,4%
	45
	5,9%
	170
	7,5%

	The university newspaper
	41
	5,2%
	35
	4,9%
	28
	3,6%
	104
	4,6%

	Consultations in the library
	216
	27,1%
	193
	27,1%
	307
	39,9%
	716
	31,4%

	Communication with colleagues
	216
	27,1%
	254
	35,6%
	255
	33,2%
	725
	31,8%

	Receive no information
	72
	9,0%
	39
	5,5%
	28
	3,6%
	139
	6,1%


Fig. 13. Sources for information about the library

Internet access
Nearly half of the respondents have access to the internet from their homes (minimum FINEK: 37%, maximum ETU: 56%). Second comes the university (18%) and third the library (16%). 20 % uses other facilities. At FINEK 32% of the respondents rely on the library for access to the internet.
	
	FINEK
	STU
	ETU
	Total

	At home
	241
	37,4%
	277
	46,6%
	322
	55,8%
	840
	46,3%

	At the university
	100
	15,5%
	152
	25,5%
	73
	12,7%
	325
	17,9%

	In the library
	206
	32,0%
	52
	8,7%
	38
	6,6%
	296
	16,3%

	Other places
	97
	15,1%
	114
	19,2%
	144
	25,0%
	355
	19,5%


Fig. 14. Places for internet access

Quality of search engines in the electronic catalogues
The service mostly used in the library is the electronic catalogue. To assess the quality of the search engines the user must know how to use them (the various types of queries and the correct formulation of a particular query). Instruction about the catalogues is delivered in several ways: through instruction classes as in ETU and FINEK, through information brochures, search instructions, consultation of the library staff etc. Proper user training seems to be the most effective method. At FINEK a dedicated information and education center has been set up with modern multimedia support. Special methodological procedures are used including all the new trends in library science, whilst at the same time the information needs of the users are constantly monitored.

The survey gives the search engines at ETU and FINEK a quality rating of 4 to 5, at STU 3 to 4. The overall rating is 4 to 5.

	
	FINEK
	STU
	ETU
	Total

	1
	18
	4,1%
	8
	1,8%
	9
	2,0%
	35
	2,6%

	2
	11
	2,5%
	23
	5,1%
	20
	4,4%
	54
	4,0%

	3
	77
	17,7%
	112
	24,9%
	95
	21,1%
	284
	21,3%

	4
	231
	53,1%
	216
	48,0%
	225
	50,0%
	672
	50,3%

	5
	98
	22,5%
	91
	20,2%
	101
	22,4%
	290
	21,7%


Fig. 15. Quality of the search engines (1 very bad, 5 very good)

Service quality
The overall service quality of the libraries is good: a rating of 4 to 5 for all three libraries.

	
	FINEK
	STU
	ETU
	Total

	1
	10
	2,2%
	4
	0,9%
	24
	5,3%
	38
	2,8%

	2
	15
	3,3%
	16
	3,6%
	32
	7,1%
	63
	4,7%

	3
	58
	12,9%
	51
	11,3%
	91
	20,2%
	200
	14,8%

	4
	220
	49,0%
	182
	40,4%
	195
	43,3%
	597
	44,3%

	5
	146
	32,5%
	197
	43,8%
	108
	24,0%
	451
	33,4%


Fig. 16. Overall service quality of the library (1 very bad, 5 very good)
42% of users at FINEK, 27% of users at ETU and 12% of users at STU made suggestions for improving the service. These suggestions have been analysed and grouped into five blocks.
· collections
· services
· technical equipment
· electronic services 
· problem areas
· Collections
The results indicate the interest of the respondents in the quality of their library collections. Suggestions and proposals of users are uniform for all three libraries. 

User Comments
Gaps in the collections:
- Textbooks in new curriculum areas.
- New special literature.
- New foreign literature.
- New directories.
- Instructional and scientific electronic publications.
- Specialized magazines and newspapers.
Reasons for these shortcomings, according to the respondents
Respondents not only make negative comments about the collections. They quite often also come up with an indication of the origin of the gaps in the collections.

- Lack of budget.
- Insufficient orders.
- Neglect of the electronic publications.
- Insufficient participation of the faculty in the collection development.
Conclusion
The conclusions are straightforward. The libraries have to create a new information environment for education and research. Thereby the user needs prevail. The way the collection is being built has to be better organised with a good relationship between the faculty and the library. Collection building encompasses both paper and electronic information.
· Services

User Comments
- Low service culture.

- Inconvenient opening hours.

- Lack of copies available for loan.

- A far too difficult shelving system.

- Lack of librarians in reading rooms.

- Long lines at checkout counters.

- Lack of information on the structure and services of the library.

User suggestions
-
A new service culture.
-
An increase of the salaries of .librarians.
-
More opening hours, especially in the evenings and on Saturdays.
-
More borrowing facilities (short loan collection, charging for loans).
-
Open access to the stacks.
-
Publication of a booklet on the library: the physical organisation, the services, opening hours etc.
Conclusion
Today’s library service is still far too conservative and has many shortcomings. The library has to become client centered. Old rules and regulations must be changed when these are not any longer in line with the user expectations and requirements. The suggestions in the survey should be the starting point for a management change and for creating a new client climate in the library.
· Technical equipment

User Comments
- State of the art PCs are missing
- More computers with internet access.
- Too many access restrictions to computer programs.

- More scanners, printers and copiers.

- Facilities for saving an e-copy on a disc.

- The intranet is not yet fully operational at FINEK.

Conclusions
It is clear that the technical infrastructure and especially the computer and telecom infrastructure have to be enhanced: faster and broader than they have been up to now. On the other hand the complaints and suggestions by the respondents exceed by far the responsibilities and capacities of the library.
· Electronic services

User Comments

-
Searching the electronic catalogues of the libraries is complex and requires additional training of the users.
-
Electronic catalogues do not cover the entire collection (starting date: mostly from 1991 onwards).
-
Not enough full-text resources in the Russian language.
-
The electronic library of the consortium has an insufficient assortment of titles.
-
Foreign full-text electronic resources are needed.
-
An overview of the accessible databases is missing.
-
No good PR campaign.
-
Electronic order and delivery services are insufficiently developed.
-
Electronic libraries of university publications must be added.

User Suggestions

-
Training classes for electronic information sources.
-
Retrospective conversion of the card catalogues prior to 1991.
-
Access to Russian and foreign full-text resources.
-
More and better PR-instruments.
-
Use of direct e-mail for the distribution of new services.
-
Creation of a service for marketing and advertising the new library services.
-
The introduction of paid services.

Conclusions
New electronic services are developing fast. Their number is growing. This is especially the case for full text resources, electronic libraries, and electronic corporate resources. At the same time the need for electronic ordering and delivery of paper documents intensifies. There are, however, a series of barriers to making these services available to the academic community of staff and students. Not the least: the financial barrier.
· University problems

-
Lack of budget.
-
Absence of a Library Council, comprising faculty, staff, students and librarians. 
· Library problems

-
The libraries still have to create promotional materials.
-
Absence of a system for the promotion of the services.

-
Missing organisational skills for organising properly the new services. 

-
Staff qualifications not any more adapted to the environment in the “new library”.
· User problems

-
Foreign language proficiency (improvement is under way).
-
Lack of knowledge of Boolean logic when formulating search queries.
Conclusion
Users are aware of the need to use the new electronic ICT-based information systems. Users are even prepared to pay for such services. Will this lead to the commercialisation of libraries and information provision in the future?
Users in the three libraries are overwhelmingly positive about their libraries. They are prepared to help by advancing reasons why their libraries cannot perform as they should and make suggestions for improvement.
The Copeter project has been instrumental in changing the libraries to user centered organisations. Equipment was able to be acquired, new technologies for improved information provision were introduced, staff has been trained etc. Access has been obtained to Russian but also the foreign full text databases (EBSCO). A link has been established with IMPALA, the Belgian electronic document ordering and supply system. Also this user survey has been conducted during the runtime of the TEMPUS-project. Still library management has to be improved, especially in the sector of electronic information provision. The information gathered through the survey will be used for further developing the libraries into service oriented information providers. This could be an example for a strategic plan for other libraries in the Russian Federation and the CIS-countries that want to go the same way. Moreover, the results of Copeter and the findings of the user survey can serve as cornerstones for a new state policy for financing innovative projects in libraries. Therefore the Copeter local management team of St. Petersburg has made the following decisions:

· To study and discuss the survey results in the three Copeter libraries.
· To make a presentation of the survey results for the Faculty Senate meetings.

· To inform the rectors of the three universities about the outcome of the survey so that they can take steps for the implementation of the changes that are required and that have been proposed.

· To create a synopsis of the study for the Central Library Information Commission of the Ministry of Education and Science in Moscow, as well as for the Committee for Science and Higher Schools in St. Petersburg.

· To publish the results in university newspapers and in Russian library journals.

· To publish the results of the survey at an international seminar.

Dear readers!
Let's create together a strategy for the development of the library!
The library of the university is conducting a survey aiming at studying the users’ current demands and getting feedback on some services.
We kindly ask you to answer the following questions. This will take no more than 5 minutes.
Your answers will help us in the decision-making on the improvement of the quality of the library services and the elimination of existing barriers in access to information.
You will be informed about results and measures taken through both the university newspaper and the university website.
We thank you for your co-operation in advance.
1 . How OFTEN do you use the librarY services?
	Every day
	

	1-2 times a week
	

	1-2 times a month
	

	1-2 times per year
	

	Do not use
	


2.  DO you BUY yourself literature for STUDYIng / JOB activities?
	Yes, regularly
	

	Yes, if there is a need
	

	No
	


_ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ 
Attention, please!
In answering the questions № 3, 4, 5, 9, 10  please, use the scale from 1 to 5:
1-very bad, 5-very good
3.  HOW do you estimate the completeness of the library’s collection?
3.1. Text-books, educational materials

	1
	2
	3
	4
	5
	

	 
	
	
	
	
	


Please comment on your estimation, if you’d like to do so.
3.2. Books (scientific literature)


	1
	2
	3
	4
	5
	

	 
	
	
	
	
	


Please comment on your estimation, if you’d like to do so.
3.3. Journals


	1
	2
	3
	4
	5
	

	 
	
	
	
	
	


Please comment on your estimation, if you’d like to do so.

4. How WOULD you estimate the overall conditions for readers in the library?

	1
	2
	3
	4
	5
	

	 
	
	
	
	
	


Please comment on your estimation.

 5 . How would you estimate the equipment of the library (computers, scanners, printers, etc.)? 

	1
	2
	3
	4
	5
	

	 
	
	
	
	
	


Please comment on your estimation.

6. Do you use the services and tools listed below? ( If “YES”, put your mark «٧» in the right column)

	Electronic catalogue of the library 
(Resources of our library)
	

	The union catalogue of Saint Petersburg libraries
www.ruslan.ru:8001/rus/consortium/ (Joint resources of libraries - members of a consortium)
	

	Electronic ordering of documents (From our library collection or from the collections of other libraries through the union catalogue)
	

	Electronic delivery of documents
(Delivery of copies of documents in electronic form)
	

	Free electronic information on the web
(Full texts through free access in Internet)
	

	1.1.1. External databases (paid*)
(GARANT, CONSULTANT PLUS, e-library RFFI, EBSCO, etc.)
	



* - paid by the University, available from a limited number of computers in the university library 
7. Via which channel do you receive information about the services of the library? (put your mark  «٧» in the right column)
	Internet site of the library 

	

	Internet site of the university (News)

	

	Information leaflets 

	

	The university’ newspaper 

	

	Consultations in the library 

	

	Communication with colleagues 
	


8. Do you have access to Internet? (put your mark «٧» in the right column)
	No
	

	At home
	

	At the university, but not through the library)
	

	In our library
	

	Other places
	


9. How would you estimate the QUALITY of searching in the ELECTRONIC CATALOGUE of the library?

	1
	2
	3
	4
	5
	

	 
	
	
	
	
	


Please comment on your estimation, if you’d like to do so.

10. How you estimate the quality of the readers service in the library?

	1
	2
	3
	4
	5
	

	 
	
	
	
	
	


Please comment on your estimation.

11. WE WOULD LIKE TO IMPROVE LIBRARY SERVICES. WOULD YOU PLEASE GIVE US ADVICE ON WHAT WE SHOULD DO FIRST?

12. Please, give some information about yourself.
12.1. Your sex
	1
	М
	

	2
	F
	


12.2. Your age
	1
	Younger than 20 
	

	2
	21-25 years old
	

	3
	26-35 years old
	

	4
	36-55 years old
	

	5
	Older than 55
	


12.3. Your education

	1
	High school
	

	2
	 HEE not completed
	

	3
	HEE
	

	4
	Candidate or doctor of sciences degree
	


12.4. Your position at the university
	1
	Student
	

	2
	Post-graduate student
	

	3
	Faculty
	

	4
	Other staff
	


12.5. What is your sphere of research activities (your major)
	1
	Economics
	

	2
	Computer science
	

	3
	Law
	

	4
	Linguistics
	


Thank you for your collaboration!
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