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Abstract: - Public services are an important part of every economy. Because the providing of this type of
services is financed from public budgets, it is important to evaluate the benefits which may flow from them to
the society. Evaluation of benefits is quite difficult, because it needs the huge empirical survey which is made
among the consumers of the services, who are asked for their individual benefit from the services.

This paper presents the results of empirical survey which has been realized during the year 2012 among public
services consumers which are provided by the Municipal Library of Prague. The contribution of the paper
consists on determining the exact value of benefit from the public library services providing to their users.
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1 Introduction provided for remuneration, in so far as they are not

Public services, their method of production and their governed by the provisions relating to freedom of
efficient delivery, are an important part of every Mmovement for goods, capital and persons [4].”
economy, since the cost of their providing Accordmg' to the above-mentloned Article 57,
significantly affects the range of public budgets [7]. the term service shall include:
Perception of the importance of public services lies  a) activities of an industrial character,
in the dlfflCUIty of determining the benefits of these b) activities of a commercial nature,
services for society and the economy as a whole. ) activities of craftsmen,
Valuation of the benefits of public services and the () activities of the professions.
effectiveness of the provision are realized ex-post,
i.e. based on subjective assessment services
consumers.

Areas of investigation into the perceived benefits

Subsequently, the concept of services is defined
by Directive 2006/123/EC of the European
Parliament and of the Council of the 12 December

of public services and subsequent valuation of the 2006 on services in the internal market. This

benefits are provided in the context of this paper by definition is based on the ab'ove'z-mentioned Article
public libraries. Research has taken place in the past®/ Of the Treaty on the Functioning of the European

(British Library, Florida), whose objective was to Union. Pa_ragraph 1 of the directive states that th_e
evaluate library services and to evaluate their (€M services means any self-employed economic

contribution to society and the economy as a whole. activity normally provided for remuneration within
In the Czech Republic, similar research was the meaning of the aforementioned Article 57 of the

conducted in 2011 and 2012. The initiator of this 1r€aty [5]- _ _ _
research is the Municipal Library of Prague In the context of this paper, services will not be

sponsored by the Ministry of Culture. Because the Understood as an economic activities provided for
research is highly demanding, the library also remuneration, but as one of the key activities of the
collaborates with the University of Pardubice. public sector, i.e. performance of the public sector.
In the context of the research it is necessary to | ne definitions of the public sector [8], [12] show
first define the concept of service. This term is that this sector provides public goods and services.
defined in Article 57 of the Treaty on the Services in thl_s context, as a ruI(_a,_are _not_prowded
Functioning of the European Union defines: fOr remuneration but their provision is financed
“Services shall be considered to be ‘services’ within Tom public funds, either at the central, provincial or

the meaning of the Treaties where they are normally Municipal levels.
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The main objective of public service is to satisfy 2 Library services

the needs of society and to maximize the benefits of A definition of library services provided by public
users from those services. The general trend is 0 |jpraries can be found in the law and
create a model scheme, in which the state createsygcommendatory documents that define a basic set
conditions for public services systemic delivery of services. Some of the main documents defining
where local government is responsible for the |iprary services are: Library Act, IFLA/UNESCO
appropriate delivery of public services according to Gyidelines for Development, IFLA/JUNESCO
set parameters with the optimal use of local manifesto on Public Librariesl, Glasgow
conditions including specific funding [1]. Declaration on Libraries, Information Services and
Currently, public services are divided into three |ptellectual Freedom, Recommendation No.
types [1]: R(99)14 of the Council of Europe and
l. Methodological guideline of the Ministry of Culture
Il. to the standard definition of public libraries and
M1 information  services provided by libraries

material public services,
administrative activities,
financial support.

o . . established and/or operated by municipalities and
The classification of public services allows the

public sector division into blocks according to needs '
[13]. These areas are: social services, health,
education, employment, culture, transport, defense,
home affairs, communications, environment,
infrastructure, technical services, and information
services.

A key area in the context of this paper is culture
as it includes the activities of libraries which are the
theme of the following case study. In the Czech

t

egions in the Czech Republic.
Library services can be defined as services used
0 meet the needs of citizens in the area of

knowledge, information and culture. The role of
Library services is also mentioned in [9]. These are
services that fall within the category of public
services and are provided to all citizens regardless
of their gender, race, religion, nationality, physical
and mental health, political and cultural beliefs, etc.

It can be generally argued that library services

Republic, libraries are mainly financed from public  p5ve the following features [2]:

budgets of lower territorial self-governing units
namely towns and cities. Libraries provide citizens
with a wide range of services that are considered as
public services.

Given the situation that the activities of libraries
are funded from public funds, it is necessary to
analyze the cost-effectiveness of this funding. Since
the benefits of this funding are difficult to measure

directly, these analyses are often very expensive a”dlibrary

time consuming. However, in this context, there are |
a number of studies focusing on measuring the f
benefits and in this relation the effectiveness of
public funding [11], [10].

The aim of this paper is to analyze the perception *
of individual services benefits provided for clients
of Prague municipal library. Subsequently, based on .
the results, the aim is to show whether Prague
library services brings benefits for their clients and
whether or not they are able to appreciate these
benefits. The result of this paper will define the
most widely used library services and the value of °®
the benefits which the library brings to its clients.

The paper is divided into several parts. The
introduction includes a theoretical basis and defines |
the basic concepts and issues of public services and
subsequently a definition of the services of the
Municipal Library of Prague is made. The second

* they fall within the area of public services -
library services are defined as services to the
public;

* they are based on the principle of equality,
coninuity, priority (public interest takes
precedence over private interest) and adaptation.

The basic services that should be provided by a
according to the above-mentioned

FLA/UNESCO guidelines for development are as

ollows [14]:

loan of books and other media;

provision of books and other materials for use in
the library;

information services using print and electronic
media;

readers’ advisory services including reservation
services lending of books and other materials;

community information services;

user education including support for literacy
programs;

programming and events.

part describes the methodology and a case study;
including the conclusions that arise from this study.
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This is not an exhaustive list but an indication of
some of the key services of public library. The range
and depth of provision will depend on the size of the
library and the size of community it serves. Service
provision should not be confined to the library .
building but also provided directly to users who the
access to library is not possible.

A classification of services provided to the
public by the Municipal Library of Prague is based
on these concepts. These services will be described
in more detail in the case study, which is elaborated
in the following chapters.

Prague municipal library is a universal public
library. Its mission is to obtain process, store and
provide information, literature and other cultural
values. The composition and definition of library
services correspond to its mission.

3 MLP Case .
3.1 Definition of Prague municipal library

services

A definition of the individual services and their
classification into different categories is based on
the main mission of the library and a detailed
condition survey of the various services provided by
the Municipal Library of Prague. Due to the fact that

it is a universal public library with a mission to
obtain, process, store and provide information,
literature and other cultural values, the structure and ,
definition of the individual library services
correspond to this mission. These services are
classified into nine groups based on their
orientation. In addition, individual services have
been assigned a unique identifier that is listed in
parentheses and is then used in the analysis of the
research results.

* Charge out loan services - home lending

* Loan of books, magazines, CD retrieved
without the assistance of a librarian (P15A
[1])

* Loan of books, magazines, CDs from stock,
retrieved with the assistance of a librarian *
(P15A [2))

« In-house loan services - in the library

* Reading books, newspapers or magazines,
etc. studying documents etc. in the library -
retrieved without the assistance of a ,
librarian (P15B [1])

* Reading of books, newspapers or
magazines, etc. study of documents etc. in
the library — retrieved with the assistance of
a librarian (P15B [2])
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Copying and printing

e Copying or printing documents (with or
without the assistance of a librarian) (P15C
[1])

Digital services - in the library building

e Catalogue search in the library - Konias
(P15D [1])

* Use of specialized electronic databases (e.g.
Proquest, EBSCO, Anopress, Newton) on
computers inside the library or in the library
building (except for use of the library
catalogue Konias) (P15D [2])

* Reading e-books and other electronic
documents on computers in the library or in
the library building (P15D [3])

e Use of computers in the library for Internet
access or for office applications, image
editing, etc. (not for work with catalogues
and databases) (P15D [4])

Digital services - outside the library

e Catalogue search on the MLP website
(P15E [1])

* Downloading e-books
website (P15E [2])

« Downloading/viewing articles and other
electronic documents from professional
databases (e.g. Proquest, EBSCO) via the
website (except for use of the library
catalogue Konias) (P15E [3])

Information, retrieval

e Catalogue search in the card or paper
catalogues in the library (P15F [1])

* Requesting assistance from a librarian in
finding information in the library or on the
Internet, fact finding (except for questions
on the library services and the books in the
library) (P15F [2])

e E-mall or telephone requests for assistance
in finding information, fact finding (except
for questions on the library services and the
books in the library (P15F [3])

Cultural and educational events

e Participation in educational or -cultural
programs in the library or programs held by
the library outside the library (e.g., World of
Books, Bambiriada etc.) (P15G [1])

Technical and other services

e Use of electrical plug sockets for your own
computer, tablet or similar device (P15H
[1])

e Use of Wi-Fi connection in the library
(P15H [2])

from the MLP
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* Use of other technical equipment of the
library - players, digital piano, game
consoles, etc. (P15H [3])

e Use of MLP for City Opencard related
services (P15H [4])

e Spending time in the library

» Spending time in the library for personal
relaxation, study of documents or other than
library materials, meeting and talking with
friends, etc. (i.e., time spent in the library
more than the time required for processing
the loan and the other above mentioned
library services) (P15l [1])

3.2 Methodology and aims of the research

The research was conducted in July and August
2012 usng an online CAWI-type questionnaire.
The questionnaire was created from questions
piloted in the fall of 2011 and June 2012. A pilot
study was conducted using both online
questionnaires and face-to-face interviews with
MLP users. The aim of the pilot study was to verify
the proposed method of determining the empirical
data between respondents and compiling the final
form of the questionnaire, which was then sent via
email to the respondents.

The initial background material for the creation
of the questionnaire was an extensive and well-
documented set of questions published in studies
undertaken by the British Library [3] and Florida
[6]. Subsequently, these questions were modified
based on the above-mentioned piloting and
supplemented by new questions that reflect the
Czech conditions.

The resulting questionnaire comprised 55
questions that were divided into several groups,
crucial for the current study:

e Socio-demographic data,

¢ Reading behavior,

* Questions about the calculation of costs and
appreciation of benefits (Cost/Benefit).

The basic set included MLP readers who in May
2012 met the following criteria:
* age over 15 years,
* borrowed at least one item in 2012,
e gave an e-mail address.

Based on the reader definition, a basic set in
which readers fulfilled the criteria was generated
from the reader database. Simple random sampling
was made from the database of readers who
fulfilled the criteria. The total return of
questionnaires was 20 %, from 11 397 polled
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readers 2227 the
guestionnaire.

The basic set for conducting the questionnaire
survey can be described using the features listed in

Table 1.

respondents completed

Table 1Population descriptive characteristics

Gender

Female 1645 73,87 %
Male 534 23,98 %
No response 48 2,15%
Total 2227 100 %
Age category

19 and less 162 7,27 %
20-24 298 13,38 %
25-29 252 11,32 %
30-34 210 9,43 %
35-39 285 12,80 %
40-49 343 15,40 %
50 and over 602 27,03 %
No response 75 3,37 %
Total 2227 100 %
Frequency of visits

Daily 7 0,32 %
Several times per week 62 2,78 %
About once per week 168 7,54 %
About once per fortnight 396 17,78 %
About once per three 336 15.09 %
weeks

About once per month 835 37,49 %
About once per 2 months 287 12,89 %
About once per 3 months 92 4,13 %
About once per half year 21 0,94 %
Less than once per half 6 0.28 %
year

No response 17 0,76 %
Total 2227 100 %
Loans per month

1to2 566 25,42 %
3to4 635 28,51 %
5t06 500 22,45 %
7t09 143 6,42 %
10 and more 338 15,18 %
Less than 1 25 1,12 %
No response 20 0,9 %
Total 2227 100 %

Source: own work based on the final report of the survey
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The research questions were then compiled in « P15A [1] - Loan of books, magazines, CD

accordance with the main aim of the paper. The retrieved without the assistance of a librarian,
basic question is to determine which of the services « P15E [1] - Catalogue search on the MLP
of the library are considered as the most important website,

by its customers. Then we will determine whether « p15p [1] - Catalogue search in the library.
the library provides benefits to its clients. This will
be verified through the analysis of the questionnaire, From the responses it is clear that traditional
which asks whether the absence of the library would library services are the most used. These are
cause the clients problems and whether obtaining essentially the basic services for which public
services not provided by a public library by an libraries are established. The least popular services
alternative method would be more expensive. are shown in Table 2

By analyzing these responses from the
guestionnaire it will be possible to define which Table 2 The least popular library services

library services are used the most and, consequently, Age group The least popular services

the value of the benefits that the library brings to its 1. 2. 3.

customers. Up to 35 let | P15H [3] | P15F [1]| P15D [3]
36 —55let | P15H [3] | P15D [3]| P15C [1]

3.3 Research results Above 56 let | P15H [3] | P15H [1]| P15D [4]

The importance of the individual library services Source: own work based on the results of the research

In the first stage an analysis of the Table 2 shows that differences can be observed
benefits/importance of library services for its among the age groups for the least popular libraries
customers was performed. Figure 1 shows that the services. In the table, there are three commonly
respondents were divided into three groups cited least important services in the corresponding
according to age. A scale from 1 to 5 was used to order, which is shown above the relevant column.
valuate the significance of individual services, The least important service is the same for all age
where 1 means very important and 5 unimportant. groups i.e. P15H [3] - Use of other technical
Thus, the most important service was awarded the equipment of the library - players, digital piano,
lowest value. game consoles, etc.

As for other services, there are clear differences.
Fig 1 The significance of library services for its For age category up to 35 years they are P15F [1] -

customers Catalogue search in the card or paper catalogues in
5000 the library and P15D [3] - Reading e-books and
4000 other electronic documents on computers in the
library or in the library building.
3000 4" — Again for ages 36 to 55 years the service P15D
2000 il [3] - Reading e-books and other electronic
i I i documents on library computers or in the library
1000 i i I I building, and also P15C [1] - Copying or printing of
0 documents (with or without the assistance of a
O A A F S\ P e M SN e M SO M librarian).
< m O Q0 QWWwWlLWwL T IH In addition to the above-mentioned service P15H
O 0O O W0 Wnwwwin ;n g
A S S S TN, [3], the last age category over 56 years least
(o MY« W o Yo WY a RN o RN @ A & M Y a . ;
preferred the service P15H [1] - use of electrical
® Up to 35 yeards 36-55 years® 56-85 years outlets for your own computer, tablet or similar

device. This reply is to be expected based on the
Source: own work based on the results of the research composition of this age group, because all of the

i . ) customers are in the retirement age, so there is an

Almost identical results were observed in all age  assumption that this group does not own a laptop or
categories, so we can say that age has no effect on  tapjet and therefore the service is less importance
the perception of the significance of the individual  for them. Related to this, the third least popular
services. The figure shows that customers perceived gepyice in this age group, is P15D [4] - Use of

the following services as the most important: computers in the library for Internet access or for
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office applications, image editing, etc. (not for w
with catalogues and databases).

Customer valuation of librafyenefit:

Questions regarding the perception of
benefits fom the existence of the public libraries
their users provide key data for assessing
perceived value of the benefits of the serv
provided by public libraries. It is therefore neces:
to pay due attention to them. Firstly, respond
were askd: If you did not have access to the libri
would this complicate life for you somehow? T
gquestion can help tdecide whether the Irary is
important for its usersResponses are shown
Figure 2

Fig 2 If you did not have access to the libre
would this complicate life for you somehc

r 45%n Definitely yes,

there would b
large
complications
99¢

10%___

H Yes, there woul
be
complications
927

42%

Source: own work based on the results of the rest

Figure 2 above clearly shows that the library
a positive meaning for its customers, a % of
respondentsaid that if they did not have acces:
the library it would complicate their life. Of whic
45 9% of the respondents stated that there woul
large complications. Thus, based on the resul
this question it can be argued that the existen
the library provides benefits to its custom

The following research questions were use:
quantify these benefits: Does the library saver
money? How much money does the library ¢
you? A final question concerning the quantifical
of benefits relateso the possibility that the libra
would stop providing services to its customAnd
then if customers are reatb accrue their costs fi
acquiring an alternative to library public servi
The question therefore aims to quantify these «

The first question concerns whether library u:
are able to evaluatehe benefitsfrom library
existence The following question will provid
specific values for the befies perceived by it
customers (see Fig 3).
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Fig 3 Doeghe library save you mone

6% D% H Yes; 1672
)
75%

Source: own work based on the results of the rest

From this figure it is clear that for thi-quarters
of the respondents (75%0) the library provide
guantifiable benefits. It is therefore possible
continue with thequestion directed to a speci
evaluation of the benefits of the existence of ptL
libraries and subsequently a question on the oy
cost of alternatives to the public services provi
by the public library. Both of these questions
show in Figure 4.

Fig 4 Expression of the benefits of the library ¢
cost of alternatives tdne services of public librari

4000 3550 3250

2850

3000
2000
1000

0

unde 35 36-55years above 56
years years
m Median value for benefits from visiting tl
library

® Median value for cost of alternat

Source: own work baseazh the results of the resea

The respondents most often anred the
guestion “how muchdoes the library save you
(based on their last visit) with values of 300 C.
500 CZK and D00 CZK. The median of the
values for each age group of respondents is sl
in Figure 4, and ranges between the values of
CZK and 800 CZK. If we considall of the users as
a single group, then the median value is 500 C
so as a result the value of the benefit car
considered 500 CZK. This question was, howe
only related to the last visit to the libre
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If we took into account that the public libraries which was carried out by means of an electronic
ceased to exist, then the current users would accruequestionnaire sent to randomly selected library
cost for the acquisition of an alternatives to library readers with a return of 20 %.
public services. How customers are able to valuate  The results of the survey confirmed that the most
these costs is also illustrated in Figure 4. used and therefore most important for customers

Figure 4 shows that the median value for an was the services of loan of books, magazines, CD
alternative is significantly higher than the value of retrieved without the assistance of a librarian and
the median size of the benefits that the library online catalogue search either in the library or from
brought to the user on their last visit. It is also clear home. On the contrary, the least important services
that in the age group 36 - 55 years the median valueto customers are the use of other technical
of both is the highest in comparison between two equipment of the library - players, digital piano,
neighboring groups with lower median value. The game consoles, etc. and reading e-books and other
overall median value for all users in the case of electronic documents on library computers or in the
alternative costs is equal to the value of 2 000 CZK. library building.

The question thus arises whether there is a  The results of this analysis can assist in the
relationship between the question of saving money further development of library services. Based on
by the library users and the question of accruing this analysis, it is possible to decide which services
costs. This relationship was tested using the should be further developed, which can be
Spearman’s rank correlation coefficient, which is considered as being merely supplementary, or which

shown in the following Table 3. should no longer be offered.
Subsequently, the benefits for customers arising
Table 3 Spearman’s rank correlation coefficient from the existence of public libraries were
Spearman’s rank correlation evaluated. The analysis shows that if users have not
ChD omitted in pairs access to the library this would cause complications.
Correlations are significant at  Almost half of the respondents stated that it would
<0,05 mean large complications. It is therefore possible to
Variable PG p7 say that the library has a great importance for

society. In connection with this question, citizens

How much does 1,000000| 0,508262 : , ) . .
also perceive the financial savings resulting from

the library save

you? (P6) the existence of the library. Therefore, it is possible
' to perform a valuation of the benefits of the

Cost of| 0,508262| 1,00000¢ existence of the library.

alternative (P7) The analysis was conducted by an evaluation of

Source: own work based on the results of the research ~ questions directed to the valuation of a single visit
to the library “how much you may save by using
Because of this positive relationship in Table 3, library services?” and valuation of alternative costs
we can conclude that if the library user calculates in the case that library does not exist. Among these
high financial savings from one visit to the library questions was demonstrated a significant positive
(question P6 in the questionnaire), then we can correlation relationship. The resulting value of
assume that the cost of an alternative to the servicesbenefits that clients stems from the existence of
of public libraries will be high. Hence, it can be public libraries was therefore set at 2 000 CZK.
argued that the value of the customer’s benefits  Defining the value of benefits from public library
arising from the existence of the public libraries existence, will help in further analysis of the type of
2 000 CZzK. cost/benefit in which this value is needed. The
results and methodology of this research can be used
to analyze the benefits of similar types of public
4 Conclusion services. The research will be further enhanced with
The aim of this paper was to determine both the @n empirical survey among users of public libraries
importance of individual library services for their in other cities than Prague. It will therefore be
customers and to analyze the perception of the POssible to assess whether the size of the catchment
benefits of the public services provided by the aréa has animpact on the perception of the value of
Municipal Library of Prague. The ability of benefits of the existence of public libraries.
customers to valuate the benefits from the existence
of public libraries was analyzed. The analysis was
based on data obtained through an extensive survey
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