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L& néi dau

TCVN 12103 :2017 hoan toan twong dwong véi ISO 16439:2014.

TCVN 12103:2017 do Vi Thu vién bién soan, BS Van héa, Thé thao
va Du lich @& nghi, Tdng cuc Tiéu chun Bo lwéing Chét lvong thim
dinh, Bo Khoa hgc va Cang nghé cong b,
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L&i gi6i thidu

Tiéu chudn nay huwéng dn cong ddng thur vién vé phuong phap @anh gia tac ddng va gia tri clia thu
vién. Tiéu chudn duoc xay deng nhém Gap ng nhu cdu danh gia tac dong clia thy vién trén pham vi
toan qubdc.

Tiéu chuéin nay khéng phan &nh tat ca cac phirong phép hay k§ thuét danh gia kha'thi ma chi gidi thiéu
nhiing phuwong phép da dwgce s dyng phd bién va dugc ching minh fa c6 higu qua nhét trong danh
gia tac dong cla thu vién. Tiéu chudn nay khdng bac bd viéc sir dl,ing cﬁc bhwng phéap danh gia
khdng dwgre néu trong tiéu chudn.

C6 nhidu loai hinh thw vién khac nhau, véi chirc nang nhiém vy va déi teong phuc vy khéc nhau, ¢6
nhirng d4c trung riéng (v& co cdu t chive, ngén séch, quan 1y, v.v...) va chiu dnh hwdng bdi nhiéu yéu
t6 hoan canh. Do vdy, cAn leu ¥ ring khéng phai moi phrrong phap duge md ta trong tiéu chudn sé
hiru ich cho mgi thw vién.

Phu luc A clia tiéu chuin nay cung cip vi du vé céc diéu tra tac dong. Phy lyc B khuyén nghi lya chon
céc phuong phap tiy thuée vao cac muc dich khac nhau. Phy lyc C md ta trwdng hop téc dong cla
thw vién dwgc danh gia trong pham vi danh gia cta co quan, td chirc cdp cao hon. Phy lyc D: Danh
muc thuét nglr va dinh nghia theo trét tw chi¥ céi Tiéng Viét.
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Thong tin va tw tiéu — Phuwong phép va tha tuc danh gia tac dong

ctia thw vién

Information and documentation — Methods and procedures for assessing the impact of libraries

1 Pham vi ap dung

Tiéu chuan nay qui dinh céc thuét ngk diing dé danh gia tac dong cta thu vién va cac phwong phép
tién hanh danh gia nham

- Phyc vy cho ké hoach chién lwge va quan by chét weng ndi b clia thw vién;

- Tao diéu kién cho viéc so sanh tac dong clia thw vién theo théi gian va gika cac thw vién cb cling loai
hinh va nhiém wy;

- Néng cao vj thé clia thw vién trong hoat ddng hoc tép va nghién clwu, trong gido duc va vin héa, trong
ddi séng kinh té xa hoi;

- H& tre’ ra quyét dinh v& cép dé cung cép dich vu va muyc tidu chién Ivgc cia thu vién.

Tiéu chudn ndy xem xét tac ddng clia thw vién ddi véi ¢4 nhan, co quan t§ chire va x& hdi. Tiéu chudn
nay ng dung dwoc cho moi loai hinh thw vién. Tuy nhién, diéu d6 khdng cé nghia Ia moi phwong phép
dwgc dé cép trong tigu chudn ndy déu &ng dung cho tt ca cac thw vién. Gidi han (rng dung tirng
phuwong phap cu thé duoc néu trong cac phan md ta.

2 Tailiéu vién dan

Cac tai liéu vién din sau rat cin thiét cho viéc ap dyng tiéu chudn nay. B6i véi cac tai ligu vién din ghi
n&m cdng bé thi 4p dung phién ban dwoc néu. Bdi v6i cAc tai liéu vién din khdng ghi n3m cdng bd thi
ap dung phién ban méi nhat, bao gdm ca céc stva dbt, bd sung (néu cb).

1SO 2789:2013, Information and documentation - International library statistics (Théng tin va tw ligu -
Théng ké thw vién quéc té).

3 Thuét ngi¥ va dinh nghia

Tiéu chudn ndy st dung cac thuét ngl va dinh nghia sau:
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3.1

Thw vién dai hoc (academic library)

Thuw vién ¢ chirc n3ng chil yéu |2 dap (ng nhu ciu thong tin v& hoc t4p va nghién clru.
CHU THICH: Bao gdm thir vién thudc co s& gido duc dai hoc va vién nghién ciru tong quét.
[NGUON: 1SO 2789:2013, dinh nghta 2.1.1}

3.2

Truy cép (access)

Kha naing tiép cén va st dung dich vu hoc tién ich.

3.3

Kha nang truy cap (accessibility)

S dé dang tiép can va sl dung dich vu hay tién ich,

INGUON: TCVN 11774:2016(1SO 11620:2014), dinh nghta 2.2}
3.4

Ngwori ste dung thure (active user)

Noedi str dung ¢6 dang ky da dén hodc slr dung cac tién ich, dich vy clia thw vién trong thdi gian béo
céo.

CHU THICH: C6 thé bao gdm viéc st dung céc dich vy thy vién dién t&, néu phan bigt dugc vige sie dyng dién ti
va c4c chuyén tham 3o clia mdt ngudi st dyung cy thé, hodc néu danh gia duwgc die liéu théng qua didu tra.

[NGUON: ISO 2789:2013, Ginh nghta 2.2.3]

35

Bang chirng gial thoai (anecdotal evidence) _

Béng chirng dira trén cac giai thoai hodc chuyén k&, thu dwoe mét cach khdng chinh thirc nhdr quan
s4t va kinh nghiém ca nhan, khdng 6 hé théng hodic duwgc kiém chirng.

3.6

Tinh s3n ¢6 (availability)

Mirc dd ma thur vién c6 thé cung cép ndi dung, tai ligu, tién fch hodc dich vu tai thdi diém ngudi siv
dung yéu céu.

[NGUON: TCVN 11774:2016 (ISO 11620:2014), dinh nghfa 2.6}

3.7
Lei ich (benefit)

Hiéu qua tét hodic hivu fch, hodc cd thé hiru ich.
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3.8

Thang dw tiéu ding (consumer surplus)

Khoan tién chénh léch ngui tiéu ding dinh gia cho mét san pham hosc dich vy so véi gia mua.

3.9

Dinh gia ngau nhién (contingent valuation)

Phuong phap xac dinh gia trj kinh & ctia to chirc phi lgi nhuan va dy an thudc finh vire dich vu cdng,
dya trén phan hdi cia ngudi str dung tiém nang trwéc cic cau hai didu tra, vi dy mirc do s&n long chi
tra clia hg cho mét lgi Ich ho¥ic tinh ning, hodc mre @ sin sang chép nhéan bdi thudng khi mat mot lyi
ich hodc linh nang.

CHU THICH: Vi dy, phuang phap nay dwgc ding trong Iinh vize chim soc st khde va bdo vé méi treong.

3.10

Phan tich chi phi-lgl ich (cost-benefit analysis)

Qua trinh d4nh gia gitra chi phi thire hién va lgi ich dat duoc tinh bang gia trj tién mat.

3.1
Phwong phap ghi chép sw viéc quan trong (critical incident technique)
cIT

Phuong phép nghién ctru dugc thiét ké nhdm khai thac nhirng khia canh d4ng cha y nhét cia mot sy
kién ho&c mét kinh nghiém.

CHU THICH: Phwong phép ghi chép si viéc quan trong c6 thé diing trong cac cudc phong vén ca nhén, phdng
vén nhdm tap trung hodc cac cude didu tra.

3.12

Kinh té hoc viin héa (cultural economics)

Mat nhanh clia kinh té hoc, nghién clru méi lién hé gitra van hoa véi the dong kinh té va tim hiéu céc
hién twong van héa dugc coi la nhan tb kinh té.

3.13
Khai thac dif liéu (data mining)

Quy trinh st dung may tinh dién tir d& nhan dang cac méu bing cach phan tich di liéu dinh lwgng trén
céc quan diém va phwong dién khéc nhau.

314

S6 hoa (digitization)

Qué trinh chuyén ddi tai ligu dang tuvong ty sang dang sb.

CHU THICH 1: Khang bao gdm trudng hop s héa phuc vy vide cung cAp tai ligu tir von Lai liéu th vién cho mét
ngudi str dung hodc co quan té chirc.
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CHU THICH 2: Bao gbm trwdmg hop sé hoa phyc vy cho muyc dich bao quén.

CHU THICH 3: Bao gdm s6 héa theo I6.

CHU THICH 4: Khéng bao gdm trurérng hop mua céc ban sao dién tir dé thay thé cho ban in.
[INGUON: ISO 2789:2013, dinh nghia 2.3.15]

3.15

Tai fiéu (document)

Théng tin dwgre ghi tai hogic ddi twong vat chét, duge coi nhiw mdt don vi x Iy trong quy trinh tw ligu.
CHU THICH: Tal liéu khac nhau v& loai hinh va déc diém.

[NGUON: TCVN 5453:2009 (ISO 5127:2001), dinh nghfa 1.2.02]

3.16

Téac déng kinh té (economic impact)

Anh hudng clia mét chinh séch, t3 chirc, chwong trinh hogic sy kién 1én kinh t& ciia mdt khu e cy
thé.

CHU THICH: Téc dng kinh té thwing dugc danh gia dia trén nhieng thay d3i vé téng trudng kinh té (sén lvong
hodc gi4 tri gia ting) va nhieng thay ddi di kém v8 viéc lam va thu nhip.

3.17
Tinh hléu qua (effectiveness)

Danh gi4 mire 3 dat myc tieu dé ra.

CHU THICH: Qui trinh chuydn ddi tai ligu dang twong tw sang dang sb.

[NGUON: TCVN 11774:2016(1SO 11620:2014), dinh nghia 2.15)

3.18

Tinh higu suét (efficiency)

Danh gi4 vidc st dyng cac ngudn lpe & thye hign dwge mot myc tigu cu thé.

CHU THICH: Mt hoat ddng dugc coi 13 ¢ higu sudt khi sir dung tdi thidu cac ngudn Iye hodic dat duwge hiéu qua
hoat ddng tét hon véi ciing ngudn lye.

[NGUON: TCVUN 11774:2016(1SO 11620:2014), dinh nghia 2.16]

3.19
Vén tai ligu dién tir (electronic collection)

Mol ngudn lyc thong tin duéi dang dién tir trong vén tai lidu thw vién, gdm ngudn lye théng tin sé va
ngudn lyc thdng tin dugc chuydn dang 6.

10
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CHU THICH 1: Vén tai lidu dign tl bao gbm c4c co s& dir lidu, xuét ban phim dién t& va tai lidu sb, Cac ngudn
I théng tin mién phi trén Internet duge the vign bign muyc trong muc lyc trie tuyén hodc co s& di liéu can dugc
tinh riéng.

CHU THICH 2: Cac ngudn lye c6 thé duoc két nbi mang, duoc cai it trén cac may tram doc 14p hodic dugc fuu
trlr trén cac vat mang tin vat ly.

[NGUON: ISO 2789:2013, dinh nghta 2.3.21]

3.20

Dich vu dién tir (electronic service)

Dich vy thwr vién dugc ph&n phdi qua cac phwong tién dién tl, bao gdm phén phdi tir may chi ndi bd
hodc cung ¢4p qua mang.

CHU THICH 1: Dich vy thi vién dign tl bao gdm muyc luc trirc tuyén, trang thang tin Gién t& clia thw vién, vén tai
ligu dién ti, cung cAp tai liéu dién t (qua trung gian), dich vy tham khao dién i, dao tao ngudi str dung qua cc
phuong tién dién t&, dich vy cho thiét bj di ddng, dich vy st dyng tuong tac (bao gdm cac dich vy trén mang xa
héi) va truy cép Intemet do thir vién cung cép.

CHU THICH 2: Khong bao gdm dich vy dit chd vat Iy (vi dy: a3t phong hodic thdm quan thw vién) qua céc
phuong tién dién tl.

[NGUON: ISO 2789:2013, dinh nghia 2.2.8]

3.21

Banh gia (evaluation)

Qua trinh xac dinh tinh hiéu qua, tinh hiru hiéu, lgi ich va sy twong thich cla djch vy hodc tién [ch.
[NGUON: TCVN 11774:2016(I1SO 11620:2014), dinh nghta 2.19]

3.22

St kién (event)

Hoat dong d& Ién k& hoach c6 muc dich van hoa, gigo duc, x& hdi, chinh trj, hoc thuét hodic cac muyc
dich khac, vi dy: trién 1am, n6i chuyén chuyén da, thao luan, hdi thao, v..v..

CHU THICH 1: Chi bao gém céc sy kién (trong hay ngoai thur vién) do thur vign t8 chire hogc phdi hep té chire
véi cac don vj khac. Khéng tinh cac si kién duge mat don vi khac td chirc trong khudn vién thie vién ma khong
cd s tham gia clla thuw vién.

CHU THICH 2: Khdng bao gdm hoat ddng dao tao ngudi si¥ dyng va cac chuyén tham quan thu vién.
CHU THICH 3: Bao gdm céc chwong trinh lién tuc. M&i budi clia mat chuong trinh dugce tinh 1a mét sy kign.
CHU THICH 4: Bao gdm c4c su kién o,

[NGUON: 1SO 2789:2013, dinh nghta 2.2.9)

1
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3.23
Phong van nhém tap trung (focus group interview)
Thao luén nhém tép trung (focus group discussion)

Phdng van nhém tap trung dwéi hinh thire thao ludn cb kiém soét trong mdt nhém nhd céc cé nhan
dugce lya chon vé cac chli @@ do ngudi chi tri dwa ra.

3.24

Muc dich (goal)

Trang thai dat Guge cdng viée nhw mong mudn nhér thye thi ddy 6l chinh séch d& thoa thuén.
[NGUON: TCVN 11774:2018(1SO 11620:2014), dinh nghia 2.24]

3.25

Téc ddng (impact)

Sw chuyén bién hodc thay ddi trong mdi ca nhén hay nhém nguwéi sau khi st dung dich vy thir vign.
CHU THICH: Sy thay ddi d6 ¢6 thé 1a h(ru hinh hoZc v hinh,

3.26

Niéng lue thong tin (information literacy)

Kha niing nhén biét nhu cAu théng tin, tim kiém, danh gi4, tb chirc va ste dyng thong tin c6 hiu qua.

CHU THICH 1: Naing lyre, theo nghfa 12 kha naing biét doc, biét viét & mire 44 téi thidu, chinh 12 ndn tang cho nang
Iyrc théng tin,

CHU THICH 2: Bao gdm céc ki ning sir dyng cbng nghé thong tin d8 tiép c&n va tra clru thong tin,
3.27

Céu héi ldy théng tin (information question)

Cau hoi mang tinh dinh hwéng vashosic hanh chinh dwoc néu ra cho nhéan vién thu vién,

CHU THICH 1: Vi dy nhuw cdc ciu hdi @& x4c dinh vi trf clia nhén vign hay tién ich, cdc cau hdi lign quan dén gidy
phuc vy va thit tyc daing ky, céc cau hdi vé cach st dyng thiét bj nhw may in hogc méy tinh,

CHU THICH 2: Cau hdi c6 thé dwc dura ra mot cach tripe didn hodic qua cc phurong tién nhw dién thoai, thu tin,
fax ho3c cac phwrong tién dién t (qua thu dién t, trang théng tin dign tlr cla thw vién hofic céc phurong tién
truyén thong két ndi mang khac).

INGUON: SO 2789:2013, dinh nghia 2.2.13]
3.28
Yéu 16 dau vao (inpuf)

Viéc dong g6p cac ngudn lyc dé& hé tro thw vién (vi du nhie kinh phi, nhan sy, vén tai liéu, khdng gian,
tién ich).

12
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3.29
Truy cép Internet (Internet access)

Viéc két néi Interet duge ngudi siv dyng thire hign t méy tram cla thir vién hodc tlr may tinh ca
nhén cla hg trong pham vi thu vién thdng qua mang cla thw vién.

CHU THICH 1: Céc truy cép Internet chi ¢6 thé duoc tinh néu ngwdi siv dung d4 dang ky hodc xac nhan ban than
khi fruy cap vao Internet.

CHU THICH 2: Truy cap Intetnet qua méy tinh c4 nhan clia ngudi siv dung (vi dy: laptop hodc thiét bj cAm tay)
qua mang khdng day clia thir vién trong pham vi thie vién can phai dugc tinh va béo c4o riéng.

[NGUON: ISO 2789:2013, djnh nghta 2.2.17]

3.30

Phong vén (interview)

Ky thuat dat cau hoi bang hinh thirc d6i thoai giip ngwdi phdng vén hodc nha nghién clru thu thap
théng tin tir ngudi dwoc phong van.

CHU THICH 1: Ky thuat nay gidp thu dwgc nhirng phan (ng true tiép trede cac cau hél, trai nguge vai Ky thuat
digu tra bang héi hosc tw danh gia.

CHU THICH 2: Phdng vén c6 thé dwoc phan chia, tiy theo s6 lwong ngudi duge phong vén, thanh cac cude
phéng vén ca nhan hay phong vin nhém.

CHU THICH 3: Phdng vén c6 thé e6 c4u tric, ban céu trie hodic phi cau trac.

CHU THICH 4: Phéng vén ban ciu tric hodc phi cdu tric dwgc sir dung cho mot nhom ngudi tra 194, thudng goi
14 hodc thao ludn nhém tap trung.

3.31
Thw vién (library)

Té chirc hodc bd phan clia mot td chirc ¢6 muc dich xay dung, duy trl vén tai lidu va hd tro st
dung ngudn ligc thdng tin va cac tién ich theo yéu cdu dé& @4p (mg nhu clu théng tin, nghién clru,
gido dyc, van hoa hodc gidi tri clia ngwdi st dung.

CHU THICH 1: Cung cAp ngudn lyc thong tin theo yéu cdu cé thé dwgc hoan thanh bing viéc xdy dyng va
duy trl vén tai ligu va/hodc biing viée td chirc truy cap ngudn lyc thong tin.

CHU THICH 2: Bay 1a nhirng yéu cAu co ban cho mdt thw vién va bao gdm ca ngudn lwe va dich vy bd sung
bd tro' cho myc dich chinh ctia thw vién.

[NGUON: 1SO 2789:2013, dinh nghfa 2.1.6]

3.32
Vén tai lidu thw vién (library collection)

TAt ca tai liéu ma mét thw vién cung cp cho nguwdi st dung.
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CHU THICH 1: Bao gdm ngudn lyc thdng tin dugre lteu tri ndi b3 va ngudn lyc théng tin bén ngoai ma thi vién c6
quyén truy cép.

CHU THICH 2: Quyén truy cp c6 thé do thwr vién tw mua hodc thang qua hinh thirc mua phdi hgp varoic théng
qgua cac ngudn ngan sach bén ngoai.

CHU THICH 3: Vigc bd sung cin dugc hidu 12 la chon thén trong mét téi liéu, bdo dam quyén truy cép va dua
tai lidu 18n myc lyc trc tuyén hay cac co' s& di lidu khac clia thu vién. Khang bao gdm viéc mugn lién thy vign
va giao nhén tai ligu.

CHU THICH 4: Khéng bao gdm céc fién két téi nhitng ngudn lyc thong tin trén Internet ma thu vién khdng bao
dam quyén truy cip theo thda thuan phap Iy (vi du: quyén fwu chidu), theo gidy phép hodic cac hinh thirc thda
thuan hep ddng va/hoic phdi hop khéc. Can tinh riéng cac nguén lye thdng tin mién phi trén Internet do thw vién
bién muc trén muc lyc tnge tuyén hay co s& di ligu.

CHU THICH 5: Khong bao gém tai liéu ndm trong cac kho Iy trlr. Nhibng tai ligu nay cdn dugoe tinh riéng trong
truong hop the vién tham gia vao viéce thu thap tai ligu lwu trl vihodc Gidu hanh kho ltu tri.

3.33

The vién thude co s& gido duc dai hoc (library of an institution of higher education)

Thu vién ¢6 chire nding chi yéu |a phuc vy sinh vién, nghién clru vién va gidng vién trong tredng dai
hoc va co st gido duc khac tir bac dai hoc trd 1én.

CHU THICH: Thir vién cling 6 thé phuc vy quang dal quén chiing.

3.34

Trang thong tin dién ti cta thw vién (library website)

Tén mién duy nhét trén Intemnet bao gbm tap hop cac trang thdng tin dién tlr do thur vién x8y dng
@& hd tro s dung cac dich vy va ngudn lyc cha thw vién.

CHU THICH 1: C4c trang trong mdt trang thang tin dién t& thwéng dugre lién két véi nhau thong qua céc lién
két siéu van ban.

CHU THICH 2: Khéng bao gdm c4c tai ligu phll hop voi dinh nghta v& vén tai ligu dién ti v cac ngudn
Internet mi&n phi dwgre két ndi tir trang thdng tin dign ti cla thw vién.

CHU THICH 3: Khdng bao gdm dich vy trén cac trang mang trong tén mién clia thw vién duge van hanh
nhan danh cac té chirc khac.

[NGUON: 1SO 2789:2013, dinh nghia 2.2.18]
3.35
Nghién ciru lich dai (longitudinal study)

Tir hai didu tra trd 18n, cling sv dung cdng cu didu tra nhw nhau d& khao st ciing mot cong ddng, sau
mdt khodng thoi gian thich hep, nhdm danh gia nhing thay ddi trong cac mu diéu tra v& tap quén,
nhan thikc, thai dd, v.v...
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3.36
Nhiém vu (mission)

Lot tuyén bb dwoc cac cip co thdm quydn théng qua quy dinh muc tiéu va lwa chon cla t& chirc
trong viéc phat trién san pham va dich vy.

[NGUON: TCVN 11774:2016(1SO 11620:2014), dinh nghia 2.33]

3.37

Thuw vién qudc gia (national library)

Thir vién chiu trach nhiém thu thap va bao tdn tit ca cac tai liéu thich hop trong nwérc; cb thé hoat dong
nhw mat thw vién Iwu chidu.

CHU THICH: Mat th vién quéc gia cling thuang dam duong mot sb hodc tét ¢a cac chire nang sau: xuét ban
thur muc qubc gia, lwu gitr va cip nhat mét s6 wong (6n va tigu bidu tai lidu nwoc ngoai viét vé qubc gia do; gitr
vai trd fa trung tam théng tin thu myc québc gia; bién soan myc lyc lién hop; giam sét viéc quén Iy cac thu vién
khac valhogic thic ddy sir hop thc gira cac the vién; phdi hop nghién ciru va phét trién dich vy, v..v..

INGUON: ISO 2789:2013, dinh nghia 2.1.9]

3.38
Phdng vin nhém danh nghia (nominal group interview)

Phodng vén nhém khéng thyc hién twong tac nhém ma méi thanh vién trong nhém sé& viét ra gidy ndi
dung trd I cac cau héi clia nguedi ch trl, sau @6 cac y kién sé dwgc ¢ nhdm cling thdo luan va sip
x8p trét tw vu tién.

3.39
Ngwoi khdng st dung thw vién (non-user)

Nguwoi ném trong d6i twong phuc vu clia mdt the vién cu thé nhung khdng st dung céc dich vy truyén
théng varhodc dién tir clia thw vién.

CHU THICH: Binh nghfa ndy bao gdm ¢ nhlng ban doc cfi clia thw vién.

3.40

Muc tiéu (objective)

Bich hwéng dén cy thé clia mot hoat dong can phai dat dwgc d& déng g6p cho myc dich clia td chirc.
[NGUON: TCVYN 11774:2016(1SO 11620:2014), dinh nghia 2.34]

M
Quan sét (observation)

Phwong phép thu thap d lidu trong 46 nguwdi nghién clru quan sét trang thai cla ddi twong nghién
clru va ghi chép lai cac sw kién, hoat ddng va hanh vi cb lién quan.

CHU THICH: Ngwdi nghién ciru ¢6 thé st dyng cac thang danh gia khi quan sat hanh vi.
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342

Truy cdp mo (open access)

Truy cép khdng gidi han t&i théng tin, tai ligu hoge dich vy thdng tin

CHU THICH: Theo nghia hep, thuét ng® nay chi nhitng ndi dung théng tin dugc truy cap mién phi trén Internet,
[NGUON: TCVN 5453:2009 (ISO 5127:2001), dinh ngha 6.2.11, c6 chinh sira ~ B& sung CHU THICH)
3.43

Gier m& cira (opening hours)

S6 gitr 1am vidc thdng thwdng trong moét tudn ma the vién cung cép cac dich vy cho nguwdi s dung
(vi duy: dijch vy tham khao, dich vu mwon, phong doc)

[NGUON: ISO 2789:2013, dinh nghta 2.4.7)

3.44

Két qua hoat ddng (outcome)

Anh hirdng tryc tiép, da xac dinh trdc clia san phim du ra gan lién véi cac myc dich va muyc tiéu
trong ké& hoach clia thw vién (vi dy: s6 lwgng ngudi s& dung, mirc 3§ hai long clia ngudi st dung)

CHU THICH: Bao gdm c4c két qua lién quan t6i thy vién va cong ddng.

3.45

Yéu td dau ra (output)

San pham clia cac hoat ddng nghiép vy ctia thw vién (vi dy: s6 legng tén ti liéu dugc bién muyc, sb
Iwot mwon, s6 lwgng cau hoi tham khdo dwoc tré 104).

3.46

Hoat dong (performance)

Tinh hidu qua khi thw vién cung cdp dich vy va higu suat trong viéc phan bd va str dung ngudn lyc
khi cung cép dich vy.

[NGUON: TCVN 11774:2016(ISO 11620:2014), dinh nghia 2.38]

3.47

Chi s6 danh gia hoat dong thw vién (performance indicator)

Sy thé hién dwoi dang s6, bidu tegng hodic ngdn tir dya trén s6 lidu thdng ké va dir ligu cla thu
vién dé mod ta hoat dong thw vién.

[NGUON: TCVN 11774:2016(1SO 11620:2014), dinh nghia 2.39)

3.48

D6i twong phuc vu cda thw vién (population to be served)

S8 lwong nguwoi ma the vién cd nhiém vu cung cip dich vu va tai ligu.
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CHU THICH: Béi véi thu vién cong cdng, dbi tweng phuc vy clia th vién thudng 13 dan cu thude mét don vi
hanh chinh; @i voi thw vién trudmg dai hoc, déi teong phuc vu thwdng la toan bd nghién clu vién, gidng vién,
sinh vién va can bd nha truedng.

[NGUON: ISO 2789:2013, dinh nghia 2.2.25)

3.49

Ngwoi siv dung tiém niing (potential user)

Ngwoi thude dién déi twong phuc vy clia thw vién.

CHU THICH: Binh nghlia ndy bao gbm c& nguei st dung va ngudi khong st dung cac dich vy thu vién.

3.50

Qua trinh (process)

Tap hop céc hoat dong c6 quan hé véi nhau hodc anh huéng 13n nhau ciing chung nhiém vu chuyén
abi yéu td ddu vao thanh yéu té diu ra (vi dy: bién myc, cho mwen tai liéu, dich vy tham khao).

3.51

Thw vién cong céng (public library)

Thu vién tdng hgp m& cira cho cong chung va phuc vu moi ting Iép nhéan dan dia phuong hoéc viing
lan can. Thwdng hoat ddng toan bd hodc mét phén bang ngan sach nha nwéc.

CHU THICH: Mét thw vién cong cdng c6 nhiém vy mé clra cho cbng chiing, ngay ca khi dich vy thi vién dugc td
chirc ch yéu nhdm phyc vy cho mdt nhém déi twong dic biét trong dién phuc vy cla thw vign, nhw tré em,
ngui khiém thi, bénh nhan. C4c dich vy co ban ciia thw vién cong cdng d&u mién phi hodic c6 mec phi bao cép.
Binh nghta nay bao gdm nhi¥ng dich vy do thw vién cdng cdng cung cdp cho cac trudng hoc va nhirng dich vu do
mét & chive cép viing cung ¢ép cho cac thw vién cdng ¢ng frong viing.

[NGUON: I1SO 2789:2013, dinh nghta 2.1.10]
3.52
D& lidgu dinh tinh (qualitative data)

D@ lidu chi mo ta ma khong do ludng cac thude tinh clia mat d6i tuong, nham ly gidi nguyén nhan cac
hanh ddng clia con ngudi.

CHU THICH: Cac dac tinh 6 thé duge phan thanh cac 16p c6 gan tr sb.

3.53

Chét lwong (quality)

Merc dd clia mét tap hop cac dac tinh vén cb dap tng cac yéu chu.

CHU THICH 1: Thuat ngtr “chét Ivgng” ¢6 thd dwoc siv dung v6i cac tinh tr nhw kém, tdt, tuyét hdo.

CHU THICH 2: “Vén ¢c&”, trai v&i "duge gan cho”, nghia [a tdn tai trong c4i gi do, dic biét nhw mdt dac tinh lau
bé&n hay vinh vién.

[NGUON: TCVN ISO 9000:2007 (ISO 9000:2005), dinh nghfa 3.1.1]
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3.54
Dir liéu dinh lwong (quantitative data)
D liéu dang sé bidu thi mdt s6 lugng, khéi Irgng hodc pham vi cu thé, tuén theo cic thao téc théng ké.

CHU THICH: D fiéu dinh lvgng thuwéng dwoc bidu thi duéi dang cac don vi do lwdng, vi du: s6 twot muon, ty 16
phan trdm nguwdi dwyc phdng van da dén the vién.

3.55
Béng héi (questionaire)
Bé cau héi phyc vy cho mdt cudc didu tra hay mdt cude phong vén ¢b cdu tric hodic ban cAu tric.

CHU THICH: Cac cau héi co thé & dang déng (tra i bang cach chon cac phwong 4n da xéc dinh treérc) hodc
dang mé (ddi héi nguwdi trd 167 phal dwa ra phuong én riéng cla minh).

3.56

Céu hoéi tham khao (reference question)

Giao tiép théng tin ddi hoi nhan vién thur vién phai van dung tri thire hodic siv dung mét hay nhiéu ngudn
théng tin (nhw: cac tai lidu dang in va phi in 4n, cac co s& diF ligu doc may, cac muc lyc cla thw vién va
¢éc co quan khéc).

CHU THICH 1: Ciing c6 thé bao gbm viéc khuyén céo, gidi thich, chi dAn khi sz dung cac ngudn thdng tin 46.
CHU THICH 2: Mét ciu héi tham khdo co thé dién dat mdt vai vén dé.

CHU THICH 3: Céu hdi d6 c6 thé dwoc néu trye tiép hodic qua cac phwong tién nhw dién thoai, thw tin, fax hodc
céc phwong tién dién (i (qua thuw dién tl, trang thdng tin dién tir clia thu vién hodc cac phrrong tién truyén thang
két néi mang khéc).

CHU THICH 4: Didu quan trong 1a c4c thw vién khong dugc tinh cée cau hdi 1y thong tin (mang tinh dinh huéng
hay hanh chinh), vi dy: tim vj tri nhén vién thw vién hodc tién ich, lién quan @én gio* md cira hodc cach si dyng
thiét bj nhu may in hay méy tinh.

INGUON: ISO 2789:2013, dinh nghia 2.2.26)

3.57

Dich vu tham khao (reference service)

Vigc cung cép théng tin va hd tro, dap ng cac yéu cau, do mét co quan thong tin tw ligu thyc hién.
[NGUON: ISO 5127:2001, dinh nghta 5.5.06]

3.58

Nguwi stv dung 6 ding ky (registered user)

Ca nhén hay td chire ¢6 dang ky st dung von tai fiéu varhodc dich vu thu vién & trong hodc ngoai
thur vién.

CHU THICH 1: Ngu&i stv dung c6 thé dang ky dira trén yéu chu hosc dugc ty dong dang ky khi b4t ddu ghi
danh vao thw vién.
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CHU THICH 2: Vigc dang ky lam thé can duoc kidm soat theo dinh ky, téi thidu |2 3 nam 1 14n dé& loai bd
nhirng ngudi str dung khéng st dung the vién ra khéi danh sach dang ky.

[NGUON: SO 2789:2013, dinh nghfa 2.2.28]

3.59

D3 tin cay (reliability)

Cép dd ma theo d6 mot phurong thivc danh gia mang tinh I4p lai va nhat quan cho ra cling mét két qua.
[NGUON: TCVN 11774:2016(ISO 11620:2014), dinh nghfa 2.46)

3.60

Lo tirc dau tw (retum on investment-ROI)

Twong quan gitva tdng Igi nhuan kinh t& ctia thi vién véi tdng ngudn lye da ddu tw vao thi vién.

CHU THICH 1: Loi tirc d4u tw thieding dwgc tinh theo ndm tai chinh, bang cach chia igi nhudn kinh té wéc tinh
cho téng chi phi cla thu vign.

CHU THICH 2: Loi tire Gu tr ¢b thé duge tinh cho ca thu vign hodc cho mdt dich vy thir vién ey thé.
3.61
Thw vién trwdng hoc (school library)

Thu vién thude hé théng triedrng hoc dwdi bac dai hoc, ¢6 chire ndng chinh Ia phyc vy hoc sinh va gido
vién trong trdng.

CHU THICH: Thw vién trdng hoc cling c6 thé phyc vy dong ddo quén ching.

3.62
Tw danh gia (self-assessment)

Qua trinh t xem xét clia mdi ¢4 nhan vé k§ nding, kién thirc va sy tu tin.

CHU THICH: Viéc danh gia thwong duge thye hign thong qua mdt bang héi in ra gidy hodc tryc tuyén, trong dé
mét s hodic tht ¢a cac cau hai yéu chu nguwdi tra 1o te danh gia ban than theo mdt thang danh gia cuy thé.

3.63

Hb s ca nhén (self-recording)

Hb so clia ngudi sr dung ghi lai hanh vi vathosc théi d6 ciia he khi tim kiém va st dung théng tin qua
mét khoang théi gian, thuong & dang nhét ky.

CHU THICH 1: Hb so ndy c6 thé dwgc dung 68 xac dinh tac d9ng cfia thyr vien,

CHU THICH 2: Nhat ky c6 thé cé chu trac, chi din nhirmg gl cAn theo dai, hogic phi cAu truc, d& ngui viét by Iwa
chon vén @&,
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3.64

Tac dong xa héi (social impact)

Anh hudng do thy vién va cac dich vy thw vién tao ra dbi véi cong ching trong cfng ddng hosc trong
xa hi néi chung.

3.65

Loi tlc xa hdi clia dau tw (social return on investment-SRO!)

Phuong phap xac dinh cac gia tri ngoai tai chinh (vi dy: gia trj moi trwdng va xa hdi hién khong dugc
phan anh trong cac béo cao tai chinh thdng thudng).

3.66

Thw vién chuyén nganh (special library)

Thu vign doc 1ap cb von tai liéu bao quat mét nganh hay finh wire tri thie cu th&, hodic phuc vu cac nhu
cau riéng clia dia phuwong.

CHU THICH: Thut ng thw vién chuyan nganh bao gdm céc thw vign chli yéu phuc vy mét dbi tuong ngudi st
dung nhét dinh, hodic thudng c6 vén 1ai liéu theo mét dang tai ligu nhét dinh, hodc céc thw vign dugc bao try bdi
mot t8 chirc d& phyc vu cho cac muyc tigu hoat ddng clia t& chire 4.

[INGUON: ISO 2789:2013, dijnh nghta 2.1.12 stra ddi; bé CHU THICH 2)

3.67

Diéu tra (survey)

Phirong phap thu thap de liéu s dung cac bng hdi dé tép hop théng tin t toan bd dbi twong diéu tra
hay mdt mu didu tra da xac dinh trwéc.

CHU THICH: €6 thd tién hanh didu tra mdt cach truc dién, qua cac phiéu didu tra phat tay, qua dién thoal, thw
dién t(r hodc Internet.

3.68

D6i tweng muc tidu (target population)

Nhom ngudi stz dyng thye t& hodc tidm ning phil hop véi mot thw vién cy thd véi tu c4ch 13 déi
twong huéng dén cla mot dich vy hoZc nhdm ngudi sl dyung chinh clia céc t3i liéu riéng biét.
[NGUON: TCVN 11774:2016(ISO 11620:2014), dinh ngha 3.47)

3.69

D6l twong muc tiéu cé nhu ciu dic biét (target population with special needs)

M6t bé phan déi twong phuc vu ctia th vién ¢6 nhu ciu st dung cac dich vy thi vién d3c biét.

CHU THICH 1: Cac nhu chu dic biét c6 thé bit ngudn tir nguyén nhan ngwdi st dyung bj suy gidm vé thé chat va
sirc khde, ¢6 hoan canh kinh t& khé khan (vi dy: thét nghiép dai han), nhirng khac biét vé van héa (vi du: khéng
phéi 1a ngudi ban dja, ngudi méi dén), trinh 46 hoc vén, hodc cac nhu ciu vé cac dich vy thue vién déc bigt khac.

CHU THICH 2: Khéng bao gbm tré em, thanh thiéu nién va nguwdi 1én khdng cb nhu ciu bd sung.
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CHU THICH 3: Mat thw vién c6 thé cé nhidu nhém ddi tweng muc tidu ¢o nhu ciu ddc biét,

CHU THICH 4: Mét c4 nhan c6 thé ndm trong nhiéu nhém d8i twong muc tidu.

[NGUON: I1SO 2789:2013, dinh nghia 2.2.35]

3.70

Ngw&i st dung (user)

Nguwei tiép nhén dich vu thw vién.

CHU THICH 1: BGi twgng si¥ dung c6 thé 12 mdt cé nhan hodic mdt to chire, bao gom cac thir vign.

CHU THICH 2: Dich vy thu vién bao gdm dich vy dién ti, dich vy truyén thdng va viéc tham quan try s& thu vién.
[NGUON: ISO 2789, dinh nghfa 2.2.36]

3.7

Khu vre danh cho ngwdi st dung (user place)
Khdng gian danh cho ngudi st dyng doc séch hodic hoc tap, c6 hay khong cé chd ngéi hoac trang
thiét bj.

CHU THICH 1: Bao gbm ché ngdi trong khoang tw hoc, phong hdi nghj, phang nghién cru, phong nghe nhin
va phang danh cho thiéu nhi clia thir vién, chd ngdi thoai mai & sanh, khu vyc hoat ddng nhém, v.v.

CHU THICH 2: Khdng bao gdm ché trong dai sénh, phong dién thuyét danh riéng cho khéan gia ciia sie kién
dic bigt. Cling khong bao gdm khoang dién tich san & cac ting va tim dém ma nguwdi st dung ngdi.

[NGUON: 1SO 2789:2013, dinh nghia 2.4.11}
3.72

Diéu tra miec 46 hai 1dng clia ngwoi st dung (user satisfaction survey)

Diéu tra dwgc thire hién rén mdt nhom ngwdi st dung thw vién nhim tim hiéu nhirng danh gia ciia ho
vé chét legng thw vién va thu thap y kién gop y @& cai thién chét legng hoat dong clia thw vign.

CHU THICH 1: C6 thé tién hanh didu tra mdt cach truc dién, qua phiéu didu tra phét tay, qua dién thoai, thu dién
tlr hodc Internet.

CHU THICH 2: Biéu tra c6 thé dwa ra céc cau hdi v& tinh trang ngudi stz dung, tan suét va cach thire ho thwdng
stv dung ngudn luc va dich vy ma thi vién cung cép.

CHU THICH 3: Trong mot nghién ctru lich dai, c6 thd thye hién nhidu 13n véi cing mét cong cy didu tra, sau mdi
khoding thoi gian thich hyrp, nhim 24nh 5i4 nhing thay dd1 trong miu didu tra vé viec sl dung, nhan thic, théi 85, vy,

373
Pao tao ngwdi stk dyng (user training)

Hoat dong dao tao duwgc xay dung véi chuong trinh gidng day cu thé, nhdm muc dich dat dwoc
cac két qua hoc tap cu thé trong viéc sz dung thw vién va céc dich vy théng tin khéac.
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