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Ha N¢i, ngay 22 thang 5 ndam 2017
BAO CAO
Két qua khao sat, danh gi4 cla ban doc vé hidu qua ciia viée dbi méi
cong tac phue vu tai Phong doc theo mé hinh Phong phuc vu mét cira

Thuc hién ké hoach cong tac nim 2017 vé viéc tbng két, danh gia hiéu qua
ctia viée “Ddi méi cbng tac phuc vu tai Phong doc” theo md hinh phuc vu mot
ctra, Trung tAm Thong tin Thu vién tién hanh khao st bing phiéu didu tra xa hoi
hoc nhim thu thap v kién danh gi4 ciia ban doc vé chét luong cua cdng tac ddi
moi. Téng s6 ban doc dugc khao sat: 402 trong d6: S& phiéu phat ra 400 phiéu,
s6 phiéu thu vé 395 phiéu, 2 ban doc dugc tra 10i khao sat truc tuyén, dat ty 1&
98,76%. Nhém xin béo céo két qua nhu sau:

I. KET QUA XU LY PHIEU

1. Danh gia m6 hinh phong phuc vu mgt cira
- Danh gia ciia ban doc vé phwong thitc phuc vu theo “Mé hinh phong
phuc vu mft cira” khi khéng c6 cin bd thw vién truc c6 dinh tai quiy phuc vu

Phong doc 1 va 2:

+ Miire hop ly Co 83,12% ban doc danh gia m6 hinh nay 1a hop 1y véi cac
ly do: 72,12% tao tAm ly thoai mai cho ban doc; 42,42% st dung tai lidu d&
dang, nhanh chéng. Cic ly do khac nhu: Rut ngén quy trinh nhdm giam thiéu
thoi gian, cong stc bd ra, giam b6t nhan sw cho thu vién; d& cao tinh thin ty gidc
cua ban doc.

+ Mire khong hep ly: C6 16,37% ban doc cho ring mé hinh nay khong
hop ly véi céc ly do: Tu vén, hd trg cho ban doc khong kip thoi 53/66 ban doc

chiém 81,54% va 1am ting tinh trang ban doc vi pham ndi quy thu vién 37/65
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ban doc chiém 56,92%. Mbt sb ly do khac: Ban doc khéng tim duoc tai liéu
mong mubn; cén bd thu vién c6 thé néng tinh néu ban doc qua dong.

- V& tw vAn, hd trg tai ché khi khong c6 cin bd thw vién true ¢b dinh
tai quiy phuc vu Phong doc 1 va 2:

+ V& sw khé khiin ciia ban doc: C6 dén 82,87% ban doc khong gép khé
khén va nguoc lai c6 16,88% ban doc gip khé khin khi can tu vén, hd tro khi
khong c6 can b thu vién truc tai Phong doc 1 va 2; 0.25% ban doc khong tra 10i.

Céac ly do cho sy khé khén ctia ban doc ¢6 35 y kién: tim tai liéu do viéc
sap xép tai liéu 16n xdn, cin muon sach (16 v kién), hd trg trong viéc photo tai
liéu, str dung didu hoa, mang internet (7 y kién), dam bao trat tu (1 y kién), tu
vén, hd tro (10 y kién), mdt s6 can b thu vién chua that sw nhiét tinh (1 ¥ kién).

banh gia: So véi ddnh gid nam 2015 ¢6 24,75%, thi nim 2016 d& giam
con 16,88% ban doc gip kho khan khi can tu vAn, hd trg khi khong c6 can b thu
vién truc ¢6 dinh. Nhu vay, c6 thé khéng dinh ban doc da quen v4i mo hinh nay
nhiéu hon, dbi véi sinh vién khéa 40, 41 dugc st dung thu vién trong didu kién
Thu vién d4 van hanh mé hinh nay.

+ V& cach thire siv dung khi can tw vin, hd tro:
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ban doc xung quanh (57,68%); truc tiép dén Qudy L& tan (48,61%); goi dién
thoai dén Qudy L& tan (1,76%); nho tu van hd trg qua facebook, email (5,29%).
- Mot ban doc nho sy hd tro clia thanh vién CLB Thu vién tré.

cao nhét |

D>

Ty 1€ ban doc sit dung cac cach thirc nhur sau: chiém ty 1

+ V& viéc b6 tri can bd phuc vu ¢6 dinh tai Qudy phuc vu Phong doc 1,
Phong doc 2: C6 dén 60,7% ban doc cho rﬁng can bb tri can bd truc ¢b dinh va
nguoc lai c¢6 38,29% ban doc cho rﬁng khong can b tri can bd truc ¢b dinh. C6
1,01% ban doc khong tra 101i.

C6 121 ban doc ¢ y kién khéc trong d6:



* C6 112 y kién cho rﬁmg nén cé bd tri can bd truc véi cac ly do: Tu vén, hd
tro, giai dap thic méc cla ban doc (98 ¥ kién), hd tro st dung méy photo, dam
bao duy tri trat tu trong Phong doc, han ché ban doc vi pham NQTYV, quan ly ban
doc (14 y kién);

* C6 9 v kién cho rang khong cin bd tri cén bd truc ¢b dinh véi céc ly do:
Ban doc c6 thé tu tim va tra tai liéu, dd hoc ndi quy nén khoéng c6 khoé khan,
khong thuong xuyén cin phai tu van, néu thic méc c6 thé hoi ban xung quanh,
t6n nhan cong khong giai quyét dugc vén d8, c6 camera giam sat; tao khong gian
thoai mai, thuén 1gi cho sinh vién trong viéc doc sach.

Pénh gia: So v6i ndm 2015 thi c6 53% thi ndm 2017 ¢6 60,7% ban doc cho
rang cén c6 can bd truc cb dinh tai cac bd phan phong doc, tang 7,7%. Nhu vay,
ty 18 ban doc ¢6 nhu cau dugc tu vén truc tiép tang 1én.

- Vé viée c¢6 nén duy tri mé hinh phuc vu médt cira: Co dén 82,87% ban
doc cho ring nén duy trinh md hinh nay va chi c6 14,86% ban doc cho ring
khéng nén, 2,27% ban doc khong tra 10i.

2. Panh gia vé chat lwong phuc vu (Quy wéc cic mire nhw sau: 1. Hoan
toan khong hai long; 2. Khong hai long; 3. Binh thuong; 4. Hai long; 5. Hoan
toan hai long)

- Vé Thoi gian phuc vu ciia Phong doc: j

+ Gi0 phuc vu: Panh gia hoan toan hai long la 42,32%; hai long co
35,77%; binh thuong 1a 14,11%; mic khong hai long 1a 3,02% va hoan toan
khong hai long 1a 3,02%. Nhu vay 78,09% la ty 1€ ban doc hai long va hoan toan
hai long va chi c6 6,04% ban doc khong hai long va hoan toan khong hai long

doi voéi gio phuc vu cta thu vién.



DPanh gia: So véi két qua danh gia dot 1 nam 2015 thi ¢6 17,75% ban doc
thdy gid phuc vu khéng hop ly thi ndm 2017 khéng hai 1ong va hoan toan khéng
hai long dbi véi gio phuc vu ctia thu vién 14 6,04%.

+ Ngay phuc vy tlr thir 2 dén tht 7: 44,33% hoan toan hai long; 31,74%
hai long; 11.08% binh thudng; 5,04% khong hai long va 4,03% hoan toan khong
hai long, 3,78% ban doc khong tra 16i. Nhu vay mitic hai long va hoan toan hai
long chiém 76,07% va 9,07% khoéng hai long va hoan toan khong hai long.

- Panh gi4 ciia ban doc vé tinh thin, thai d9, tw thé, tic phong phuc
vu ciia CBTV tai Phong doc va Phong mwen lan lwet 13: 36,77%, 30,73%
hoan toan hai long; 42,07% va 39,80% hai long; 15,11% va 20,15% binh
thuong; 2,27% va 3,78% khong hai long va 2,27% va 2,52% hoan toan khong
hai 1ong, ban doc khoéng tra 161 Phong doc 1,51% va Phong muon 2,27%. Nhu
véy, dugc danh gid ¢ muc hai long va hoan toan hai long tai Phong doc la
78,84% cao hon 8,31% so véi Phong muon 13 70,53%.

So vé6i két qua khao st ndm 2016 v thai d ctia can bd thu vién 72% ban
doc danh gid nhiét tinh, than thién, 12,1% ban doc d4nh gia chua nhiét tinh, chua
than thién.

- V& sir tro gifip cia can bg tai Phong doc va Phong muon: 33,50% va
30,98% hoan toan hai long; 39,04% va 39,04% hai 1ong; 21,41% va 20,91% binh
thuong; 1,51% va 3,02% khong hai long va 2,52% va 2,77% hoan toan khong
hai long, ban doc khéng tra 1oi Phong doc 2,02% va Phong muon 3,28%. Nhu
vay, dugc danh gid & mic hai 1ong va hoan toan hai long tai Phong doc 1a
72,54% cao hon 2,52% so véi Phong muon 13 70,02%.

Danh gia: So véi ndm 2015, 2016 ban doc danh gid mirc khéng nhiét tinh
du 14 9% thi nim 2017 danh gia mirc khdng hai long va hoan toan khong hai

long tai Phong doc 1a 4,03% va Phong muon 14 5,79% va mitc nhiét tinh nim



2015 ¢06 80,5% thi ndm 2017 murc hai long va hoan toan hai long 1a 72,54%, binh
thuong 1a 20,91%.

- V& su quan tam cua CBTV dbi v6i khé khin, ling ting cua ban doc:
23,93% hoan toan hai long; 38,79% hai long; 31,48% binh thuong; 2,27% khong
hai long va 2,02% hoan toan khong hai long, 1,01% ban doc khong tra 16i. Nhu
vy mic hai long va hoan toan hai 1ong chiém 62,72% va 4,79% khéng hai long
va hoan toan khong hai long.

Panh gia: Su chi dong hd trg cia can bd thu vién ddi véi ban doc chua
duoc danh gia cao so vdi tidu chi vé sy trg giup cua cén bg thu vién va tinh than,
thai dg phuc vu.

Nguyén nhén: mot sb cén bd thu vién chua chu ddng hd trg ban doc do
tinh chi ddng cda can bd phuc vu ban doc chua cao, trong qua trinh phuc vu can
b phai thuc hién céc cong viéc chuyén moén khéac nén chua tép trung chinh vao
cong tac phuc vu.

- V& chi dAn sir dung trang thiét bi thw vién: Chiém ty 18 cao nhét 13 33,76%
hai 1ong, tiép dén 13 31,74% binh thudng, 17,63% hoan toan hai long, khong hai long
va hoan toan khong hai long 15,11%. Nhu vay, mtc hai long va hoan toan hai long 1a
51,09%, déy 1a ty 18 kha thép so v6i cac tiéu chi d4nh gia khac.

- Hé théng trang thiét bi thw vién: Nhu viy, muc hai 1ong va hoan toan
hai long chi c6 42,82% va mic khong hai long va hoan toan khong hai long 1a
26,70%.

Péanh gia: Néu so sanh v6i céc tiéu chi danh gia khac thi hé thong trang thiét
bi ctia thu vién c6 chi s6 danh gia thép nhét va ding véi thuc trang clia thy vién.

Nguyén nhén: hé thdng may tinh, mang wifi da bi xubng cip, chua duge
khic phyc kip thoi, thudng xuyén bi 161 mic di Trung tim da thudng xuyén lién

hé dé nghi hd tro.



- V& vén tai lidu: 33,00% hoan toan hai 1ong; 44,84% hai long; 16,12%
binh thuong; 2,77% khéng hai long va 1,76% hoan toan khong hai long, 1,26%
ban doc khong tra 10i. Nhu vdy muc hai ldong va hoan toan hai long chiém
77,84%% va 4,53% khong hai long va hoan toan khéng hai long, 1,51% ban doc
khong tra 10i.

- V& céach sap xép tai lidu trong kho: 33,50% hoan toan hai long; 44,08%
hai long; 16,12% binh thuong; 2,02% khong hai long va 3,27% hoan toan khong
hai long, 1,01% ban doc khéng tra 16i. Nhu vdy mic hai long va hoan toan hai
long chiém 77,58%% va 5,29% khong hai long va hoan toan khéng hai long,
1,01% ban doc khéng tra 1oi.

Péanh gia: Mirc d6 hai long vé vén tai lidu va cach sip xép tai liéu trong kho
duge ban doc danh gia kha cao. Chi ¢6 4,53% va 5,29% ban doc khong hai 1ong
va hoan toan khéng hai long véi vén tai liéu va cach sép xép tai liéu ctia thu vién.

- D4nh gia chung vé chit lwgng phuc vu ciia thw vién: Co6 75,7% ban doc
hai long va hoan toan hai long véi chét luong phuc vu ctia thu vién va 18,73% ban
doc danh gia chit lugng phuc vu clia thu vién 13 binh thuong. Chi ¢6 4.56% ban
doc khong hai long va hoan toan khong hai long va 1,01% ban doc khéng tra 15i.

Danh gid: So véi ndm 2015 thi chi ¢4 7,25% ban doc dénh gia chét lrong

il e A -

phuc vu chua t6t thi nim 2017 chi c6 4,56% ban doc khong hai long va hoan toan
khong hai long véi chét lugng phuc vy ctia thu vién va mic t6t va rt tét 1a 92,4%
thi ndm 2017 chi c¢6 75,% hai long va rat hai long, 18,73% ban doc hai long.
IL. Pé xuit
Thong qua két qué khéo sét cling véi v kién déng gép tir phia ban doc Trung
tdm thong tin th&icién d8 xuét mot sb nodi dung sau:

1. V& mé hinh phuc vu mdt cira tai Trung tAm



- Tiép tuc duy tri mo hinh phuc vu mét ctra va diéu chinh mot sb noi dung cho
phtt hop véi thuc tién.
- Lanh dao Trung tdm bd tri cén bd thu vién hop ly phtt hop véi tinh cach dé
giam thiéu mau thuin gitta can bd thu vién va ban doc, phat huy duoc su hd tro,
than thién ctia can bd thu vién.
- Cén bd thu vién: nang cao trinh d chuyén mén, k¥ ning giao tiép, tinh thin
thai do phuc vu va trach nhiém véi cong viée, thuc hién nghiém tic quy trinh
chuyén mon nghiép vu tai Trung tdm. Cén bg dam bao duy tri nguoi truc c¢b dinh
tai cac quiy phuc vu trong thoi gian sinh vién déng; cén bd can chi dong trong
ca lam viéc thudng xuyén di chuyén trong khu vyc 1am vige & kip thoi nhéc nhé |
sinh vién vi pham ndi quy cling nhu tu vén, hd trg khi ban doc can; tang cuodng
gidm séat qua hé théng camera; can bo tryc tai Qudy 12 tAn phai tap trung chl y
quan sat sinh vién ra vao d kip thoi phét hién céc trudng hop ban doc mang tai
liéu ra ngoai thu vién.

2. Vé phia cac don vi lién quan va nha truong:
- P& nghi nang cip hé théng mang tai thu vién, trang bi thay thé may tinh méi.
Thudng xuyén kiém tra, thay thé sira chita kip thoi cac thiét bi hong.
- Son lai, cai tao, stta chita tdoa nha D.
- P& nghij nha truong phé duyét chu truong cho phat trién céc dich vu c6 thu tai
trung tAm nhim dép ung t6t nhat nhu cau cia ban doc, quang ba hinh anh cla
thu vién va nha trudng.
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