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I. BACKGROUND INFORMATION 

The community Forums (stakeholder consultations) within the planning phase 

of the Project Bulgarian Libraries – Access Points to Information and 

Communication for All were conducted to receive input and explore the 

expectations and vision for the public libraries among main stakeholders in 

order t further verify and complete the project planned priorities. 

The stakeholders invited to participate in the six locations were representing 

different social and professional groups. They were identified based on a 

preliminary stakeholder analysis and verification with locally based informants 

and contact people. 

The methodology and structure of discussion was developed based on 

preliminary consultations with key informants within the communities and 

meetings with the Project team.  

The Community forums including an average of around 40 people were 

structured in two main sessions. During some of the time participants were 

divided in smaller groups and had a facilitated discussion.  

The analysis of the profile of the participants further in the report was made on 

the basis of individual registration cards filled in the beginning of the Forum. 

This information and self identification was used to divide participants in 

groups.  

Each participant received summary information on the project. Apart from 

participating in smaller groups, in the large forum discussion, the stakeholders 

had the opportunity to present ideas and views in individual working sheets.  

For the purposes of the report and analysis, FORA used the individual working 

sheets, the posters from the small groups, the posters and products from the 

large forum discussion and the summary and analysis of each facilitator of 

each group.  

FORA Foundation team for the consultation meetings included:  

Design and methodology: Methody Methodieff  

Team leaders facilitators: Methody Methodieff and Mariana Bancheva  

Facilitators: 

Methody Methodieff, Ventzi Panchev, Iva Taralegkova, Iren Stefanova, 

Ljubomira Nikolova, Mariana Georgieva,  Mevzune Bejtulova , Milcho Minchev 

Local coordinators: 

 Pavlikeni – Darina Miteva 

 Panicherevo – Ivanka Angelova 

 Shivachevo – Plamen Kurumilev  
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 Turgovishte  – Mevzune Mejtulova  

 Cenovo – Aneta Irmanova 

 Sofia– Georgui Tzvetkov 

 

Final report author: Methody Methodieff 

 

I. 1. Locations and schedule  

 

 
Location Region Hall Date 

Facilitators team 

1. Pavlikeni (small 

town- 
municipality 

center) 

Veliko 

Tarnovo 

The local 

chitalishte” 

July, 16, 

2008  

M. Bancheva 

М. Georgieva 

М. Minchev 

2. Panicherevo 
village- small 

village 

Stara Zagora village mayor 
building 

July, 
17,2008  

М.Bancheva 

М. Georgieva 

М. Minchev 

3. Shivachevo – 

small town  

Sliven Chitalishte 

Prosveta 

July, 22, 

2008  

M. Methodieff  

I. Taralegkova  

T. Velichkova 

4. Targovishte –

regional center 

Targovishte The city hall 

building 

July, 

23,2008 

M. Methodieff  

M. Bejtulova 

L. Nikolova 

T. Velichkova 

5. Cenovo village- 
municipality 

center 

Ruse Municipality 
building 

July,24,2008  M. Methodieff  

M. Georgieva 

T. Velichkova 

6. Sofia – capital 

city 

Sofia The city 

library 

July,28,2008  M. Bancheva 

I. Stefanova 

V.Panchev 

 

II. 2. Participants’ profile 

Total number of people who participated in the fora: 217. 

Pavlikeni had the highest number of participants. 
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Ag e profile

25 - 65 

107 

partic ipants

58%
>  16 

17 

partic ipants

9%

16 - 24 

19 

partic ipants

11%

< 65

41 

partic ipants

22%

 

 

 

Occupation 

Gender dis tribution 

men

43

20%

women

174

80%
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Y outh, 14%

R etired

29 partic ipants , 13%

Academia

40 partic ipants  18%
B us ines s

17 partic ipanats , 8%

chitalis hta and their 

libraries  

40 partic ipants , 18%

NGOS

20 partic ipants , 9%

Media

6 partic ipants , 3%

Local government 

25 partic ipants , 12%

R egional libraries  

5 partic ipants , 2%

Unemployed 

3 partic ipants , 1%

Other

1 , 0%

 

 

Every participant filled in a registration card where they have indicated their 

occupation and interests: 

  

T he library and thos e c onnec ted to it

0 5 10 15 20 25 30 35 40 45 50

Local government adminis tration

R egional ins titutions

Local government C ulture committee

C hitalis hte board

C hitalis hte members

L ibrarians

pa rtic ipa nts
 

1. Users of the services of the library 

2. The library and the service providers connected to it – IT and 

communication 

3. Partners of the library 

 



 

FORA Community Development Foundation 

REPORT, August, 2008  

7 

Each of those groups was divided into subgroups (Attachment 1). 

 

Most of the participants indicated their belonging to more than one group. 

 

Summary of the registration cards:  

Total number who self-identified themselves as users: 140 

a. Answers to what is the purpose of their using the library included:   

P urpos es  of us e of the library

0 20 40 60 80 100 120

E ducation

E ntertainment

P rofes s ional development

Information

C ommunication

pa rtic ipa nts
 

2. Total number who self-identified themselves as part of the library or of 

those connected to it: 97 

T he library and thos e c onnec ted to it

0 5 10 15 20 25 30 35 40 45 50

Local government adminis tration

R egional ins titutions

Local government C ulture committee

C hitalis hte board

C hitalis hte members

L ibrarians

pa rtic ipa nts
 

3. Total number of participants who identified themselves as belonging to 

the group pf partners to the library: 86 
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P artners

0 5 10 15 20 25 30

C lub members

Local government

P ublic  organiz ations  in the cultural area

Academia

Media

Government C ulture commiittee

Internet s ervice providers

P ublis hing hous es

Donors

NGOs

pa rtic ipa nts
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II. SUMMARY ANALYSIS AND PROPOSALS TO DRAFT PROGRAM PRIORITIES 

 II. 1. THE LIBRARY NOW 

 

A. The purpose and mandate of public libraries in the area of 

providing access to information and communication 

In the forum participants’ opinion, the roles of the two main types of 

public libraries (town/regional and community-centre /chitalishte based) 

ones) are relatively similar but the difference of resources available to them 

predetermine some disparities in their operational patterns and state of 

development. 

a. RLs play the role of an informational centre offering services to their 

users that are not available anywhere else, and -- though not without 

some limitations -- make use of the available Internet resources. They 

are entities with a certain degree of autonomy which try to maintain a spirit 

of networking and collaboration with other potential partners. 

b. The CLs offer a narrow range of services traditional for libraries 

without using the Internet in a significant way and does not offer the 

necessary and expected services in the area of offering access to 

information. 

c. A CL is at the same time part of an organizational structure of 

community centres CHITALISHTE and is being recognised as an 

institution with key significance and role in terms of community 

identity, culture and education. 

d. The CL is the only public source of local culture literature. 

e. The RLs have a technical assistance role mandated in legislation in 

terms of the CLs. 

f.  A specific place has the Brail library (BL) as the only such type of 

library offering access to information (directly or through its partners). 
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The library is being recognized as one who offers the following types 

of services in the area of communication and information (to the 

following groups):  

Ensuring access to information and communication from the Library  

 

1. To whom is access to information provided? 

 

Main groups of individual users: 

a. Students in schools  (who also use the school libraries) and students 

in colleges and universities (who use the RL and mostly the University 

based libraries), who use the materials for educational purposes and for 

whom the L is the main channel for access to such information.  

b. Retired – they use mostly the press and general literature and the L is 

their main channel for access to such literature.  

c. “Employees”/”Workers” – they are much less as a number as users 

of the L in comparison with students and the retired and are mostly 

teachers. 

d. Parents – they mainly look for literature for their kids.  

e. People with disabilities – mostly blind people who use specially 

adapted literature which is extremely scarce as availability and for whom 

the L is the main channel for access to information if the L offers 

such information.  

f. The L sees itself as having a limited number of users among the business 

and the unemployed. 

 

Main institutional users of the L services  

 

The library is recognized as providing some limited service to the 

kindergartens and primary schools, the pensioners clubs.  
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2. To what type of information is being access to information 

provided? 

 

In general the L is a source of information for research, education or 

leisure time.  

The “Information” that is mainly searched for is general literature, which 

is mainly used among pupils.  

The L is offering access to informational materials (periodicals, 

catalogs) and administrative documents and services related to them 

(mainly through the processing and delivering of such information). 

The Library is offering a “no alternative” access to local culture 

and traditions literature. 

 

“Format”/carriers of the information  

 

The L fund includes: 

 mainly (and almost only for the CL) items in print (most books are old 

and in a bad condition, new books and magazines are not available),  

 electronic format (audio and video only on the RL),  

 access to periodicals,  

 special fund (albums – the CL may be requested to make copies of music 

records). 

 

Sources of information  

 

The libraries obtain literature through purchasing from publishers and 

distributors (in the recent years they were provided with 3 million leva but 
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according to some representatives of the publishers they would need 24 mil 

per year). 

The L offers access to information that is offered in the mass media, 

which is mainly used by retired people and in the small cities and villages 

there is no alternative for access to such information. 

The RL has records of “talking books”, which are provided by the CL.  

The RL scans & copies texts from the printed media but scanned copies 

are not being archived.  

The RL provide access to electronic versions of the mass media and are 

subscribed to editions of the legislation which are being sent via Internet.  

 

Channels for distribution of the information  

 

The readers use the L searching for books service mainly in two ways:  

a. Borrowing of books for home from the collection of the L or 

from another L through interlibrary exchange services;  

b. Reading in the L. 

The CL is recognized by a limited range of users as a place for free but 

limited access to Internet. The RL has a local computer network.  

The L is offering access to a spectrum of technical services (mainly in 

the RL and in few CLs) – related to process and transfer of administrative 

information (which can be a unique service to the small cities and villages). 

The RL is offering specific services: 

1. publishing activities of catalogs and periodicals;  

2. digitalization (transferring info to electronic format). 

 

CL/RL provide alternatives for working with kids on texts. 
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Environment for the distribution of information 

 

Internal environment 

The services of the L are being used “in place”, thus the readers have 

to go to the L during a fixed period of time.  

The physical space is limited, there is no heating or ventilation but it has 

special spaces for different groups (for instance for kids). 

The CL have no computer equipment or if it is available it is only used 

by the librarian. The RL has such equipment. Both Ls have copying machines.  

The RL have internet sites where their electronic catalogs are posted as 

well as software for maintaining and using the electronic catalog. There is a 

possibility to request items electronically. Some CL have started working on 

creating electronic catalogs. 

The CL have limited human resources in terms of number and skills 

who also have “traditional professional” knowledge. The staff in the CL is 

not bound to the legislation of the public libraries but with the one of the 

chitalishte. There is turnover of staff because of low wages.  

A large number of specialists work in the RL and each one of them has 

specific expertise but the expectations towards them are related to developing 

of additional competence (mainly foreign languages and computer literacy). 

 

External environment 

The library identifies as partners the main groups of users thus the notion 

of partnership is mixed with the one of clients. The way the notion of 

membership is understood is also very interesting. Having membership rights 

is nowhere associated with having rights to participate in governance of the L.  

In relation to organizations and institutions the L is the traditional place to 

search for additional information. Its main partners are: 

1. NGOs 

2. Chitalishte (the community centers) or the libraries within them 

3. schools 

4. some local authorities or regional institutions 
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5. “The state” is not being mentioned as a partner.  

The individual donors are people who donate their own books.  

Another group recognized as a partner and as a donor is the one of the 

publishing houses. The software companies who provide services to the 

libraries are also defined as partners. 

 

Even though it was difficult for participants to identify competitors for the 

services the L offers, the following ones were named: 

a. Internet clubs  

b. The school libraries and other institutional libraries 

 

Working in a network  

A national library information system is being developed which will create 

common informational resources. Some of the big libraries do retro conversion 

– creation of electronic catalogs in databases for all regional L and posting 

them on the Internet.  

Some libraries have joint projects.  

The L does not maintain information and does not have access to 

good practices from Bulgaria and other countries in relation to L 

services and work. 

 

Approach and rules (both common/informal and legally-

grounded/formal) of providing services in the area of access to 

information and communication. 

 

A library is widely recognized as an entity providing equal and free-of-

charge access for everyone on the basis of formal subscription/membership 

(that consists of paying a symbolic annual fee). 
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Books are borrowed for a fixed time period and libraries assign penalty 

fees for failure to comply with a deadline to return the book and with 

established rules and terms agreed upon. 

Libraries offer additional paid services. 

Volunteer work is not being applied in offering certain services by the 

library (and even in the few cases where it is, participants don’t seem to 

acknowledge it as volunteer work). 

 

II.2. THE “NEW /DESIRED” LIBRARY 

 

Transforming the libraries, especially those in smaller communities 

(CLs), into information service centres offering a wider range of 

activities than the traditional library and ensuring everyone’s access to 

the information they need. This change should cover not merely the type of 

services but the way they are offered as well.   

The regional library could be a consultative/resource centre for all 

smaller libraries based on the peer type of education: “libraries train 

libraries”. 

The libraries and their functioning as informational centers and also as 

cultural centers (“intellectual and emotional”) should transform them from a 

place to communicate with books to place for (providing opportunities 

for) communicating with other people united in their interests towards 

reading and personal development.  

The L is expected to get transformed from “a warehouse for books” into a 

public real and virtual forum, into a place to interpret information and 

exchange views and opinions, and not only a place to ensure individual 

access and use of information.  

The libraries should provide wide access to public information in the 

community – specific information, related to the local population (community 



 

FORA Community Development Foundation 

REPORT, August, 2008  

16 

heritage and memory, tourist and other information) and other general 

information.  

Changes are expected in relation to the librarians. It is expected that the 

librarian becomes a mediator between information and citizens, between 

the available information and the needs for information of the users, 

as well as between users. 

The librarians should be qualified, motivated, and active, with skills 

relevant to the new purposes of the library that would include development of 

communication skills, computer and foreign language skills.  

The L should ensure access to all types of information carriers. The 

public library should become PUBLIC by providing access to public 

information (the L should provide access to the e-government) and create its 

local e-content.  

The home based computers and the access to Internet at home are the 

strategic opportunities for the library to get out of its physical limitations.  

 

It is expected that the library: 

1. Provides “complex services”, related to the communication needs.  

2. Structures training spaces and provides complementary or 

educational services. 

3. Provides trainings in browsing the Internet to users. 

4. Provides new or develop the existing types оf services for the main 

groups of users: 

а/ Kids and pupils – develop the L as a type of children center 

(clubs activities, online communication), where children are 

supported through new technology to appreciate reading and 

relate to it.  

b/ Enhancing the opportunities for access to information for people 

with sight impairments.  
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The ensuring of wider access to the library print collections in the frame of the 

entire network of libraries through increasing the exchange of books 

between the RL and the CLs or identifying new forms to provide it.  

 

It is expected that servicing is “a faster and more comprehensive service” if e-
services are utilized. 

Introduction and/or increase of the number of services provided by 

volunteers. 

Introduction of mechanisms for regular feedback between users and partners 

on one side, and the L on the other.  

 

Ensuring of access to the necessary information in electronic form  

The change in the L supposes civic action from the community, and also that 

the state and the state institutions should support the L and the librarians.  

 

 

II.3. THE “NEW LIBRARY” AND THE DRAFT PROGRAM PRIORITIES AND PLANNED 

IMPACT  

 

“People cannot imagine what exactly should a modern library be like/provide to 

them because they have never seen one” – a quote from a participant.  

 

The library should be: 

1. Virtual library – It would be good if the CL offered wireless internet 

access to the entire village, not limiting it only to the physical boundaries 

of the L. This should happen on the basis of sharing and leveraging 

resources and their management, thus the L should provide internet 

access to the village, on the other side (part of) the users take on part of 

the cost (the organizations pay fees, the individual members –

membership subscription or fees) and the maintenance (the 

municipality).  
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2. “Open” library  – The CL should provide access to information to 

users where users are, not only within the L:  

a.  Through its virtual model (for example through providing wireless 

access to Internet, access is provided in the school, at home) 

b. Through taking access to information physically closer to the user 

– through creating electronic informational places with access to 

specific information which can be available at key community 

locations – municipality building, post office, school, store, etc.  

c. Through the increase of interlibrary exchange  

d. The provision of information should happen though the 

participation of the community members, who can take part in the 

creation and maintenance of the local e-content (for instance, 

create family memory). 

3. Forum of the community for “interpreting information” – Besides 

ensuring information, the L ensures opportunities to discuss the 

information, to express opinions and views, to share beliefs, in relation to 

the information within the virtual (Internet based space which allows for 

discussion and exchange of opinions in relation to a specific community) 

and physical environment (creating of a cozy environment for live 

discussion, training and social activities).  

4. Community memory/heritage – The CL should provide 

opportunities to create a digital library, which can serve as an archive 

of the substantial information, important to the community itself – 

administrative information, family information, cultural heritage, business 

and tourist opportunities, etc.  

5. Working in a network of libraries – The development of the L should 

be part of the development of the national library network and its 

functioning on different levels. The Program should take into account the 

differences in the status, functions, the resources and the objectives of 

the regional/public and the chitalishte based libraries.  

a. Electronic catalog; 
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b. Shared electronic information and shared efforts to transfer 

information on electronic carriers;  

c. Key role of the RL as a resource center and development of the 

network RL – the chitalishte libraries. 

The development of community network will also have a key importance 

– involving a wide range of stakeholders and transforming the L into a 

community center. The L and the changes within and for it should be 

regarded as happening with the participation of everybody, not only the 

librarians. The L does not have enough resources to implement the changes 

expected form it and to provide the public services related to providing 

access to information. For this purpose the L should share the available 

resources during the process of transformation with other key community 

resources – for example, instead of somebody being employed by the L to 

train people how to use Internet, this can be done by a school teacher – 

thus the process of developing the “new” libraries requires community 

development and not only the introducing of information technology.  

III. DESCRIPTION, SUMMARY AND ANALYSIS. 

III.1. Structure and Objectives of the Forums. 

The following types of public libraries were targeted (as assigned) in the 

conducted consulting meetings: 

b. Chitalishte (Community Centre) Libraries (CL) at the municipalities of 

Pavlikeni, Cenovo and Targovishte, as well as the ones in the village of 
Panicherevo and the town of Shivachevo. 

c. The Regional Library (RL) of Targovishte and the Metropolitan Library 
(ML) which provide methodological assistance to libraries associated with 

community centres (chitalishte) and – as is the case of Metropolitan 

Library – schools. 

 

Two main topics for discussion included: 

1. The LIBRARY’s current state in providing access to information and 
communication. 

2. The LIBRARY’s desired state in providing access to information and 
communication, and attaining the working priorities of the Bulgarian 

Libraries: Access Points to Information and Communication for All 
Program. 
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During the second part of each discussion session, the process went through 

the following steps: 

A PMU team member introduced: 

a. The Bill and Melinda Gates Foundation’s Global Libraries Initiative 

b. The Bulgarian Libraries: Access Points to Information and 

Communication for All Project 

 

The initial manner of working was for each group to work on the same 

assignment (Assignment 2). A flipchart was prepared in advance to display 

priority areas in the changes of state pursued, on the individual level as well as 

on the local community and town level. Worksheets 2&3 were provided to the 

groups for completing this assignment. 

During the second discussion session in Panicherevo, following the British 

consultants’ suggestions, a modification was made to the methodology that 

had been planned in advance and applied to all other sessions. The change 

consisted of introducing an additional prerequisite before the group work could 

begin. The additional prerequisite was as follows: the desired state of the 

LIBRARY (L) and the possible changes to its service portfolio in the area 

of provision and improvement of access to information and communication 

should be made with the assumption that the L has been provided with 

computers, high-speed Internet connection, training for librarians and users, 

as well as an upgraded physical environment corresponding to the changes 

made by the L. The discussion participants were also expected to determine 

the impact those changes, if made, would have on their community. 

 

III.2. Description of the current state of the LIBRARY and what it 

does to ensure access to information and communication -- from the 

key stakeholders’ perspective. 

 

A. The purpose and mandate of public libraries in the area of 

providing access to information and communication. 

 

In the forum participants’ opinion, the roles of the two main types of 

public libraries (town/regional and community-centre ones) under discussion 

are relatively similar but the difference of resources available to them 

predetermine some disparities in their operational patterns and state of 

development (“RLs and CLs are running on different tracks”). 
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a. RLs offer a wide range of services related to access to information & 

communication, and -- though not without some limitations -- make use 

of the available Internet resources. They are entities with a certain 
degree of autonomy which try to maintain a spirit of networking and 

collaboration with other potential partners: “We are libraries, not 
information centres per se.” 

b. RLs boast rich and diverse library (book) resources which meet the 
variety of interests, needs and ages across their pool of users, although “a 

vast portion of the books are antiquated.” 

c. RLs assume the functions of information centres of a kind, offering 

unparalleled service packs to their users, and ensure the 
methodological compliance of CLs. 

d. On their hand, CLs, being unable to provide the required and anticipated 
public services, subsequently offer a limited range of traditional library 

services without taking significant advantage of the tools available though 
the Internet (“We are living in the information society while CLs are falling 

way behind in terms of information supply. Nowadays people obtain the 

information they need mainly through the Internet”). 

e. A CL is part of an organizational structure of community centres 

CHITALISHTE (it is not uncommon for their users to confuse their 
activities with the general ones of the community centre) and as such “their 

operation is not subject to the state regulation on public libraries but that 
on community centres”. It is important to take into consideration the similar 

experience some community centres have had in setting up computer labs 
and Internet access, and eventually losing them. 

f. A CL is perceived as having a key role within the community in the 
following contexts: 

 

- Cultural life: “The library is the pool that holds everything that is related 
to intellectuality”, “The library sows and will continue to sow culture”, 

“The community centre and the school are two foundation stones 
underpinning the cultural life of our village” 

- Education: “Having the library means having knowledge; it enables local 
citizens to reach information” 

- Identity – national: “The library is like the verse, I am a youthful 
Bulgarian”, and local: “The library is the collective memory of our village” 

- A centre of spirituality: “The library is a sanctuary”, “The library is a 
shrine” 

- A social environment: “The most valuable thing about the library is not 

only the literary experience but also the communication one enjoys with 
both books and other people sharing the same interests.” 

- “Being in the library is an experience of its own kind that is worth going 
through.” 
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g. A CL is recognised as an institution which provides access to 

reading – which bears particular value/significance to a certain group of 

readers: “When you read, you can feel the book; while if you listen to it 
recorded by a narrator while driving or watch the movie based on it, you 

perceive it the way it has been rendered for you”. 

h. A symbolic representation of a library is “a cosy place” and this notion is 

associated with the experience of reading, to begin with, but also with the 
building it occupies – usually located in a convenient, familiar and easily 

accessible place – even though the attitude to the condition of the premises 
is in stark contrast with the feeling of comfort: “Libraries are in an 

appalling/pitiful condition – with their weather-beaten buildings and the 
freezing cold pervading the reading rooms during the winter”. 

 

B. Services from the access to information and communication 

range offered by the Library (as assessed by its users) 

A Library is recognized as an entity which offers the following main 

types of services for access to information and communication 

(divided by groups, as follows): 

 

1. Access of a group of users, self-identifying as readers, to literary works 

(fiction, scientific, educational and reference) for temporary usage (this 
being the service naturally recognised as the most traditional among library 

approaches). The readers of an RL have access to rich library resources 
(books), a searchable database (an electronic catalogue as well as 

information in audio and video format). 

2. The resources available at the CL include different kinds of literary and 

reference works but the majority of them are outdated and in a poor 

condition, while the most up-to-date books and magazines are not available 
there at all. Even so, a CL provides access to a limited number of new 

books that enter its pool of resources, and for certain groups of 
users the access to them is unmatched. Subscribers use the library 

resources mainly through two types of services: 

 

a. Lending books for usage at home (“To lend books is one of the 
library’s main tasks”, “The library lends books”) from its own 

resources or those of others, through an inter-library exchange 

system. 

b. Using reference literature in the library rooms (although this 

practice mostly pertains to RLs and ML). 

 

3. Seeking access to literary works is a service vastly preferred by students, 
especially those from junior secondary school. They have “a regular visitor 

status due to the school requirements to get acquainted with lists of 
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compulsory reading all available in the library, which is the reason why 

these users borrow books for home reading”. Each RL has a special section 

for children’s literature. 

4. Another library service perceived as rather traditional is the preparation of 

informational and bibliographical references at the user’s request. 

 

a. A reference can be delivered orally or in writing (according to the 
user’s request) and is based on either a catalogue or Internet 

search. 

b. Some RLs also make their electronic catalogue and “an e-module 
for thematic or bibliographical reports” accessible to their users 

while some libraries have both. 

c. Consultations are offered on using websites, e-libraries and book 

stores on the national level. 

d. RLs even have their own websites and search reports can be made 

through them. 

 

5. A library offers access to periodicals in its reading rooms – a service mainly 

used by the retired population, although to them the library is also a 
place for socialising with their peers along with that. 

6. A library also offers access to a wide range of technical services (this mainly 
refers to RLs and certain/individual and limited services available at CLs): 

printing (of informational materials and administrative documents), 
scanning and photocopying of information, using multimedia devices and 

multimedia products (“at reasonable prices, since not everyone can afford 
to have those at home”). 

7. A CL is recognised by a small number of users as the place of free but 
limited Internet access (due to the limited number and capacity of the 

computers there). 

 

a. The situation at an RL slightly differs from that and has been 

continuously improving during the recent years – there are a 
growing number of special spaces equipped with computer work 

stations and Internet access. 

b. One of the community centres used to have a computer lab which 

is presently not functioning! 

 

8. In addition, a library is perceived (however vaguely this may pertain to the 

CLs and their subscribers) as the entity which offers its users other 
services besides reading: 

 



 

FORA Community Development Foundation 

REPORT, August, 2008  

24 

a. Summer activities for children 

b. Events organised jointly by the school and the municipality 

c. Reading days and meetings with writers and poets (“but they have 
become a rarity lately”) 

d. Some elderly users recall the reader conferences which used to be 
held at the library. 

e. Trainings: English language courses 

f. Public services for the benefit of the kindergarten and the school: 

“with the aid of a computer, the librarian types and prints out 
useful forms and documents” 

 

To sum up, the library is predominantly perceived as an information 

source that meets research, educational and entertainment needs. 

 

C. Main groups of users self-identifying as service recipients. 

 

a. Students: the main groups of CL users are the students from the local 

school; RLs have university students originating from the local 
communities – they mostly use materials to help their studies. 

b. Retired people: varying in terms of interests and level of education – 

mainly benefit from the reference service reading periodicals/the press. 

c. Working population: a key group of relatively low percentage 

compared to students and retired, as indicated by the discussion 
participants: 

 

- Predominantly from the education sector (teachers) 

- Other professional groups (depending on the type of reader) 

- Technical practitioners, seeking specialised resources 

 

d. Parents: mostly looking for literary resources for their children. 

e. People with disabilities: for the most part with visual impairment, 

using literature in the special adapted format. 

f. Village visitors and tourists were identified as a slightly different group 

of library service users - rather as potential users. 

g. The main conclusion reached by the forums was that the library works 

equally well with all social groups, offering some of them special 

products and terms. For example, “for visually-impaired customers there 
are adapted editions and a reduced fee, and for the unemployed – 

accessible terms for using the main services”. 
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h. A library is perceived as an entity providing services and maintaining a 

very limited group of users among the business circles (entrepreneurs) 

and the unemployed. These two groups had very low representation at 
the discussion series. 

 

During one of the sessions the issue was brought up of the nature and number 

of users (“How many people use the libraries? – Very few do…”) 

According to the Bulgarian Book Association, Bulgarian citizens’ access to 

books per year is 20 times lower than the average for Europe (0.6 versus over 

10 books per annum). The book market is very small. 

 

D. Approach and rules (both common/informal and legally-

grounded/formal) of providing services in the area of access to 

information and communication. 

a. A library is widely recognized as an entity providing equal and free-of-

charge access for all 

b. Free services are available to members of the community centre 

or the library (i.e. obtaining a membership card) upon “payment of 
subscription fee”. Every member over 14 years of age pays an annual 

subscription fee. Fees are differentiated: students and retired people 
benefit from preferential membership terms/prices (with fees generally 

considered acceptable). 

c. Everyone is eligible for user status as long as they are willing to 
become one, regardless of residence or any other formal/administrative 

restriction. 

d. A library offers its services mainly within its regular working 

hours, during the days Monday through Friday, meaning 8 hours for 
each of those 5 week days. 

e. Libraries require that its resources be kept in a good condition by 
users. 

f. Libraries assign penalty fees for failure to comply with the 
established rules and terms agreed upon. 

g. In order to use the library services, readers need to go to the 
premises – no home services are offered (e.g. for disadvantaged 

people) yet not all libraries are physically accessible: “the library 
occupies the second floor of the community centre and there is only a 

narrow staircase that takes you to it – the place is not accessible to 

mothers with baby carriages, along with the disabled people”. 

h. Books are signed out for a certain time. If books are not returned in 

time, “the librarian calls to remind the users or visits their homes”. 

i. “A library is where silence has to be observed!” 
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j. Libraries offer additional paid services. (The users of a certain library 

weren’t clear about the terms of using paid services at the library, for 

example printing and photocopying. There were two different opinions 
and likewise, during the big group presentations it wasn’t made explicit 

which approach is better and how consistent it is.) 

k. Volunteer work is not being applied in offering certain services by 

the library (and even in the few cases where it is, participants didn’t 
seem to acknowledge it). 

 

E. What is the library knowledgeable about and capable of doing in order 

to provide access to information and communication? 

 

- Approaches the library applies in the field of service provision related 
to access to information and communication 

- Competences and experience that the library lacks/possesses in the 
area of providing access to information and communication 

 

a. Community centre libraries are not in the position to provide essential 
public services related to Internet-based information access because: 

 

- They lack any computer equipment or only have one computer 
used for administrative data processing, not for use by the library 

members, or where available, computer equipment is outdated. 

- There is a deficiency in computer software available in Bulgarian. 

- There is a need of digitalisation. 

- No electronic system or catalogue is available that could 

potentially become integrated into the expanding national-level 
integrated system (already functioning in several big libraries) and 

provide access to the resources of libraries across the country. 

 

b. Book resources are rather outdated and need to be improved in 

terms of both physical condition and contemporary trends, while “some 
valuable old books may be scanned and provided for use in electronic 

formats in order to be preserved.” 

c. CLs have limited human resources: 

 

- A small staff – usually one paid position is available for staff serving 
as both community centre secretary and librarian. “One staff member 

is not enough – at least one more person is required, someone who 
can use modern technology”. 
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- Staff/Librarian possesses the “traditional skills and knowledge 

required by the profession”. 

- Staff are not qualified and/or competent enough (some have 
computer literacy certificates “which is helpful to some extent in using 

IT”, but lack the required competency) – “There aren’t enough 
opportunities to upgrade one’s professional skills on an annual basis” 

or “training in the use of modern computer technology”. 

- No information is available on best practices in the field of 

library operations in Bulgaria and other countries. 

 

d. Library staff is not subjected to state regulation on public libraries but 

the one on community centres. 

e. For three years, the Ministry of Culture has provided grant funding for 

purchasing new literary works but “some CLs do not have the capacity to 
bid for them or do not have information about expected market 

developments – what we need to have is something like a “Books-in-
Print” catalogue which would compensate for this”. 

f. Space in a library is reportedly organised as follows: 

 

- small – but takes up most of the community centre facilities; 

- furniture is old-fashioned; 

- there is no heating or ventilation; 

- there is a special readers’ corner for children – it is a place that 
appeals to them and attracts them to the library, but there are no 

CD/DVD collections of educational games. 

 

g. There is a deficiency of funds to cover heating and renovations, and to 

sustain library operations in general. 

 

The Regional Library in Targovishte 

 

a. The library boasts substantial resources, comprising books, periodicals, 

specialised literature (e.g. note sheets, albums, audio and video tapes), 
electronic editions (books catalogue, database, tourism promotional 

materials). The library also has a local computer network, a copier and 

other peripheral devices, and audio-visual equipment. 

b. In order to facilitate access to information, the staff offer training to 

those customers willing to use the Internet but lacking the skills for 
doing so. Trainings are not structured or organised in any deliberate way 

but rather are in the form of individual consultations. 
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c. There are 22 payroll staff members with different and very specific areas 

of competence. All of them are also qualified to provide an additional 

service – digitalisation (transferring information from conventional to 
digital formats). 

d. The library stands out for an additional service in the publishing sphere: 
the ICT specialist there handles pre-press for a variety of publications, 

and the library publishes a number of periodicals such as catalogues, 
references, etc. 

 

The RL is equipped to provide the following: 

 

- Delivery of books to elderly or disabled people by volunteers 

- Space for holding off-site classes as part of the school curriculum 

- Space for display of art exhibitions and hosting other cultural 

events 

- Video shows 

 

The Metropolitan Library 

 

a. Serves as a methodological department for all community centre and 

school-based libraries. 

b. Features an online catalogue searchable through the library’s website. 

Users have the option of submitting their request for resources 
electronically. 

c. There are digital editions. 

d. One of the services offered is copying music recordings. 

e. There is scanning and photocopying equipment available (although the 
scanned files are not kept on file – if they were, they could be used by 

visually-impaired users). 

f. The library subscribes to the electronic newsletters covering legislative 

updates. 

 

The Metropolitan Library provides some forms of extracurricular activities for 

children related to language use: 

a. Fairy-Tale Hour for the Smallest Ones (aged 3 to 6) – ongoing, all-year 
round; 

b. Literary Studio (reading sessions for students in grades 4 through 8) – 
for children with artistic talent/interests; 

c. Painting and Modelling Studios; 
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d. There are similar studios at some community centre libraries; 

e. Literary Contests. 

 

There is considerable staff turnover because of the low wages: “budget for 

salaries – even though the State guarantees a wage of 360 BGN, the 

community centre (its Managing Board) does not provide that minimum?!” 

 

F. Partners of the library in the provision of access to information 

and communication 

 

Discuss the external environment a library operates in. 

 

Which are the main parties (social groups, organisations and institutions) 

having a vested interest in the services from the access to information and 

communication range provided by the library? 

 

1. “Partners” for joint supply of services 

2. “Competitors” who provide/are in the position to provide similar services 
to the same groups 

 

a. It is common for all users, with no exceptions, to be recognised as 
Partners, e.g. partnership is conceived as equal to membership. 

b. From the perspective of organisations and institutions, a library is a 
traditional point of research for additional information and partnership 

initiatives (“The regional library has built up a reputation of playing a 
key role in organising events in support of the cultural and 

information vibe of Targovishte”). 

c. Participants shared the opinion that the library’s strongest and most 

active partners have traditionally been NGOs, community centres, 
information points and cultural institutions. 

d. The list of real partners includes organisations and institutions such 
as: 

 

- NGOs; 

- Community Centres; 

- Other libraries, as part of the inter-library exchange system; 

- Educational establishments; 
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- The Media; 

- Cultural Institutions; 

- Choirs and theatre groups; 

- Information points at a number of institutions – the tourism board, 

the community centre; 

- Retired people’s clubs which use the library to prepare 

presentations, discussions and quiz contests they organise for their 
members; 

- For some libraries: local government, district government and 
regional structures, e.g. the Regional Inspectorate for Protection 

and Control of Public Health. 

 

e. Publishers form another group that appears along with other partners 

and is determined as donation provider. Similarly, with organisations 
that libraries maintain trade relations with, such as software 

companies and book distributors – they have also been labelled as 
partners. 

f. Within the donors’ group there is marked recognition for a number of 
individuals donating books to expand library resources. 

g. State and local government are considered reliable partners to a 
smaller extent as far as organising events and routine operations is 

concerned: “The State is not a partner, it allocates 3 million per year 
plus 10% from the budget funds”, while “a budget allocation of 24 

million is required for libraries to fill in the enormous gaps”. 

h. Regional development (in the Regional Development Operational 
Programme) is interrelated with information access and informational 

development but only on the planning scale: “Presently libraries are 
experiencing the worst possible positioning. How is business supposed 

to develop without access to information? Still the State should have 
a crucial role”. 

 

Participants struggled with the task to identify the libraries’ “competitors” 

(capable of) offering similar services to the same target groups or 

concluded that libraries had no competition with regard to their main activity. 

Some specific suggestions made are listed here: 

 

a. Internet clubs – “Easily accessible Internet alone” is the reason for 

narrowing down the library’s role as an information point. 

b. It was also indicated that besides being partners, libraries compete 

with each other as well. 

c. School libraries – “the most pathetic ones in Bulgaria”. 
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d. Information points/centres. 

e. Private schools. 

f. Bookstores – “books can be purchased there”. 

g. “One can buy books or obtain them otherwise (through borrowing or 

the Internet)”. 

 

Networking 

 

A National Automatic Library Information Network is currently being 

established within a project that began with Open Society funding and aims to: 

 

a. Build the information resources of large libraries; 

b. Develop e-catalogues for the National Library and regional libraries, and 

make them available on the web; 

c. Ensure that retro conversion is available at some of the libraries; 

d. Create a database for all regional libraries. 

 

Project work 

 

a. REGINA – the resources of 4 libraries are integrated into a single joint 
catalogue showing available titles. 

b. Retro conversion project – there is already an electronic array of 
literature converted into digital format. 

 

“Funding though a certain project or programme is a temporary solution – it is 

important that the implemented changes lead to updates in legislation.” 

 

III. 3. The DESIRED state of the library and the opportunities for 

change of its activities in the area of provision and improving access to 

information and communication, and attaining the priorities of the 

Bulgarian Libraries: Access Points to Information and Communication 

for All  Programme 

 

A. What should be changed in the purpose of the library with regard to 

provision of access to information and communication? 
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In the framework of the discussion dedicated to the future development 

of the libraries in Bulgaria, the participants shared the flowing ideas in relation 

to change of the purpose and the mission of the LIBRARY:  

Transforming present libraries, especially those in smaller communities 

(CLs), into information service centres offering a wider range than the 
traditional library activities and ensuring everyone’s access to the 

information they need. This change should cover not merely the type of 
services but the way they are offered as well. Participants regard libraries as a 

place which provides community members with an unrestricted access 
to public information. 

 

The RL, on the other hand, does not have the identity of a 

community center. The different activities which it performs in its work have 
a restricted number and type of audience, who the L identifies as users who 

are not members and it wishes to be more recognizable among them. 
Therefore opportunities may be sought to expand and increase the number 

and types of services and increase in the number and types of users. The RL 

thinks its future development is one of a source of “reliable” 
information and a consultative center.  

1. The library is the one which can train and coach on how to search 
information in the Internet and how to find credible and reliable 

information. The consultations and services that the Library wants 
to develop are aimed at the pupils, the elderly, the small and 

starting business.  

2. Given the large base of resources, the RL could well serve the role 

of a consultative center for smaller libraries based on the model 
“libraries train libraries”. 

 
The change in the L should be guided from the vision to transform it from 

a place for archiving print information (“warehouse for books”) and providing 
access to it to a place, providing access to information mainly using the 

Internet. At the same time the L should go to a next level in terms of 

using the information as an environment for discussion (interpreting 
the information and sharing personal views).  

The libraries and their functioning as informational centers (as cultural hubs) 
should be transformed within the Program into a place for connecting with 

books, and communicating with other people who share the same 
interest for personal development and reading. 

The ideas for attaining these changes were seen as related to the provision of 
free access to computers and the Internet (as well as to other 

equipment), and they should enable the L to change the informational 
resources and provide integrated resources (from a catalogue to the text itself) 

through provision of: 

 

1. open access to books and information as a whole; 
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2.  access to information in all formats; 

3. access to an e-catalogue of the network of libraries and the 

opportunity to make an e-request and borrowing; 

4.  access to e-editions of fiction literature, electronic library 

exchange and using Internet in an electronic or printed format 
(printing information). 

Computers and Internet access at home are a significant opportunity for 
the libraries in this direction; therefore it is necessary that the L “offer „live 

connection” to knowledge and skills”. Modernizing the L is not only bound to 
providing the modern technology for access to communication and information. 

The L should “turn more towards its client”. This can happen by: 

1. providing better servicing based on the individual users needs, 

2. individual consultations (how to search for different information or 
fill in documentation),  

3. providing trainings (of different type of literacy), 

4. using multimedia equipment for training and social activities (“even 

movies can be played”). 

The L should be developed as a public L through the providing of public 
information (providing access to eGovernment). 

It is expected that the form of access is also changed – from access only 
in the L, to access where the users are (home delivery for instance). 

 

The librarians in the Library should change. One doesn’t need a librarian to have 

access to books (as far as borrowing books is concerned) and instead of 
meeting “a librarian-clerk you need to meet people who you can communicate 

with”. It is expected that the librarian encourages users to systematise 
information. “... It is good to have the technical equipment in place for self-

serviced access to information.”)  

 

The librarians should be mediators between the library and the 
clients, between the available information and the needs for such. They 

should be highly qualified and motivated. They should have computer skills, 

language skills, communications skills and skills to provide services. The 
system for continuous qualifications of staff in the libraries will be very 

applicable here. 

 

B. What can change in the provision of services from the IC access 

range and in the groups of recipients of these services? 

 

B-1.The leading principle of the recommendations was to expand the 

services for traditional library users: 
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1. Recommendations mostly weighed toward attracting the younger population 

to use libraries. For a library to remain attractive to them it is necessary to 

introduce non-traditional yet appealing forms. The main positive effect of 
working with this group is the opportunities it obtains to communicate – 

there will be increased communication among youth, enabling them to 
share knowledge and skills with their peers. Some new services to young 

people which could supposedly “attract and retain” them at the library could 
be: 

 

a. Clubs, meetings, competitions, etc. 

b. Equipment and internet operation training programmes applying 

the peer-to-peer principle 

c. Traditional forms of influence and training in the fields of 

lifestyle and risk behaviour delivered in a non-conventional 
environment – aiming to reduce substance abuse and risk 

sexual behaviour, handling aggression and stress, etc. 

 

2. Young people, however, recognise the library as the source of opportunities 

to leave the small village. They consider the available access to information, 
dictionaries, language training, finding a job abroad and so on as a way out 

of their present lifestyle and social circle which they are obviously not 
satisfied with. Young users’ expectations were predominantly in the 

direction of: 

 

a. access to information about higher level education – scholarships, 

university programmes, projects in the area of education and the labour 
market; 

b. opportunities for distance learning, self-study and continuing study, 
including facilitation of language learning; 

c. access to exam results without having to travel; 

d. job search, including for positions abroad; 

e. using a wider range of library services would have a positive effect on 
young people who would then “have something meaningful to do with 

their time.” 

 

3. Another group in need of additional services is the group of people with 

different disabilities. Access to information, particularly through the 
Internet, is presently limited for diverse groups of people with disabilities 

and libraries should change to address the following needs: 

 

a. Providing access after all technical tools have been set up, acquisition of 

specialised literature and specialised training for people with visual 
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impairment – audio books and Braille software, the AB application, and 

other software. 

b. Removing the present architectural obstacles would also provide or 
facilitate the access for people with mobility impairments. 

c. Library staff – consultants helping users with special information and/or 
learning needs. 

 

4. There are particular groups of users identified as “disadvantaged people”: 

these are social groups determined as groups of low income, young and old 

illiterate Roma, or the library’s eldest subscribers – these are people who 
need increased opportunities for access to information and knowledge on 

using the equipment, or consultations for gathering the specific information 
they need. 

5. The library is interested in expanding its groups of users to include 
emerging and small businesses by offering them consulting services on 

developing a business plan, preparation of administrative documentation, 
etc. Thus libraries would increase their paid services whose potential clients 

are businesses. It can be anticipated that this will lead to: 

 

a. better access to information about business projects, education and 

social services; 

b. reduced time for decision-making and getting acquainted with the 

market; 

c. making informed decisions about production and its placement; 

d. increased opportunities for studying practices and establishing 
partnerships. 

 

6. Information and services to professional groups – agricultural, economic, 
legal, funding programmes, new technologies, etc. Thus the library has the 

potential of becoming a professional level meeting place for information 
exchange, for bringing various groups together and for sharing ideas about 

development and funding a business, or will thus encourage overall 
economic growth. 

7. Design of a library website allowing for promotion of the town 
(advertisement, tourist products, history) which should lead to an increased 

flow of visitors, tourists, investment and other business pursuits – all of 
these ideas were supported by both local government representatives 

(mayors, deputy-mayors) and the local business. “Establishing a good 
partnership with the municipality with the goal of advertising Cenovo as a 

rural tourism destination”. 

8. The following suggestions stood out as more specific: 
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a. “Information available at the library can be used in the preparation of 

educational sessions for mothers and useful tips in child care.” 

b. A screen displaying information about the town/village 

 

B-2. Services 

 

1. New and diverse books for all ages 

 

- The library resources should be expanded by the addition of 
biographical data for all individuals who have contributed to 

community development -> patriotic sings 

 

2. Offering new (administrative) services – it is the users’ belief that 

there is a package of new or modified services related to Internet access 
that the library could provide, such as consulting and informing them about: 

 

a. “filling in documents (including online), administrative forms, 

etc.”; 

b. monthly medical prescription forms for elderly people; 

c. utility bills and taxes; 

d. legislative changes. 

 

3. A library is expected to provide package/technical services related to 
communication needs – to acquire the equipment required for typing, 

printing, scanning, playing of sound, and, respectively, for receiving and 
sending files through different media and in different formats – fax, e-mail, 

printer, scanner, multimedia and others. It is recommended that these 

services be available at a “fixed price, meaning one that is comparable to 
the current market trends and which should be, if not lower, then at least 

one that doesn’t continuously go up”. 

4. Shaping training space and delivery of educational support services 

(mainly designed for students) 

 

a. staff should be available to help children with their educational needs 
(information search, homework, assignments, etc.) 

b. trainings on using the Internet 

c. self-study language course books 

d. self-study guides for software products and consultations/advice on 

working with them 
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e. a school for parents – equipped with relevant resource library 

f. literacy courses (reading and writing) 

g. basic training/instructions on the library operations and what the usage 
rules are, and instruction sessions for readers – “so that they would 

know how to fill in the reader records” 

 

5. Internet training for users – to help improve public access to up-to-date 
information 

 

- Older users express an interest in learning how to use a computer and the 

Internet saying “the one who taught me how to read will also be able to teach 

me how to use a computer.” 

 

6. Changes to the library environment are linked to changes of services 
offered, such as “extra-library services besides signing out books for home 

reading”. 

 

a. Book Lovers Club: to hold meetings for book discussion – “literary 

readings with the participation of writers, author reviews, and other 
events”, “meetings with book authors (in the fantasy genre) for 

students”, “some sort of organised activity such as art classes or quiz 
contests for students and all-school competitions”. 

b. Virtual Literature Club: to host discussions on books read, an author, 
original writing (a children’s forum – perhaps assessed and 

moderated?!). 

c. Kids on the Web – how to use the Internet, safe surfing. 

d. Using Internet applications in class – to aid the school process (for 

example in solving math problems). 

e. Forum for different groups of readers – clubs for online communication 

at the library, for discussions on books, development of various ideas 
and projects (a project can consist of a single meeting with a writer or a 

poet). 

f. Young mothers’ club and a school for young mothers and parents. 

g. Special meetings for professional groups. 

h. Internet café at the library – “at the library over a cup of coffee” – this is 

an example of an approach applied in the US – holding informal theme 
gatherings – which will lead to: 

 

- establishing a spirit of belonging and connections between citizens 
and the library; 
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- strengthening internal community relations. 

 

7. Multimedia presentation room and a weekly bulletin for its schedule – movie 
shows (video & audio resources) and opportunities for holding trainings 

there. 

8. Expanding services: 

 

a. Internet information search 

b. Inter-library online exchange (an electronic catalogue: regional 

libraries have those as well as electronic resources) 

c. Exchange on availability catalogues among libraries and 

subscribers 

d. Advising readers how to track down a certain title 

e. Access to the press 

f. Access to information for people with visual impairment 

g. More foreign language titles 

 

Expanding services and accessibility by means of increased professionalism 

and competence will result in: 

 

a. increased attractiveness of the library as a reliable, useful and competent 
source of information and knowledge; 

b. more (young) people staying in the community due to emerging business 
and development ideas; 

c. the library would become an inviting place for different people who would 
have more opportunities to communicate with each other. 

 

C. The main principles (common or legal) of offering services on the 

field of IC access are listed below: 

 

1. Introduction and/or expansion of computer-based service which saves 
user time and increases the number of users serviced. 

2. “A faster and more comprehensive service” will be achieved through e-
services. 

3. Automated book borrowing system (at the RLs), requiring special 
equipment. 

4. Delivery of services to users’ homes along with services offered on-site. 
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5. Expanding the exchange between RLs and CLs. 

6. Full automation of library services: users make requests online or 

through the e-catalogue. 

7. Introduction and/or expansion of volunteer-based services. 

8. Introducing mechanisms for regular feedback between users and 
partners on the one hand, and the library on the other. 

9. Feedback can be instrumental in evaluating staff development needs. 

10. Pricing should be fixed after research and assessment. 

11. Hiring students and university undergraduates as seasonal staff at 
the libraries. 

 

D. Changes in the capabilities and competencies of libraries. 

 

D-1. What should change in the approaches/methods used by the 

library in providing services related to IC access? 

 

A computer lab is required – if the library has computers and Internet 

access, the capacity of the library is expected to improve by: 

 

- The references that the library will be able to prepare in response to user 

requests; 

- The automated user service that the library will be able to offer (or at least 

by the self-service). 

 

Participants also agreed that changes are desirable on the other end of 

the chain as well – the users. Those changes should be sought in: 

 

1. E-access to information: 

 

a. Users request access to information in electronic format (e-copies of 

books) which they could otherwise receive as hard copy. This includes 
books, periodicals, technical literature, dictionaries and so on which one 

can use from their home entering the details of an electronic 
membership card (“Suppose you are at home when an argument begins 

on some topic – you could practically right away, using your personal 
computer, enter the e-catalogue and find the information you need 

without having to go to the library”). 



 

FORA Community Development Foundation 

REPORT, August, 2008  

40 

b. Updating the library is not regarded as a mere acquisition of computer 

and other equipment. In order to speed up user service, there must be 

library software for processing the database of subscribers and the e-
catalogue of available resources. 

 

2. A new form of service provision – “delivery” of the service: 

 

a. Books delivery is a different type of service which can be developed (if 
there is a library-owned vehicle, it can serve in making deliveries to 

users’ homes or between the RL and CCLs). 

b. Complete automation of library services: through the Internet and the e-

catalogue, the user submits a book request and it is delivered to his or 
her home (there is the option of using delivery volunteers – yet this is 

something that wasn’t clearly defined). Service is computer-based, saves 
readers’ time and allows for a larger number of users to be processed. 

 

3. In addition to equal access to information, the library is a desired place for 
spending leisure time learning news and interesting information. Users wish 

to have access to contemporary mass media – screens that show the news 
or interesting facts about the community. 

 

D-2. What should change in the competences and capacity of the 

library in providing services related to IC access? 

 

1. There is a need of HR change through increasing the qualifications and 
number of staff in order to improve library operations and better address 

users’ requirements. 

 

As new and diverse commercial activities/services are developed to strengthen 

the library’s financial resources, it is expected that a larger number of 

employees will be hired for their specific skills and qualification. Some 

examples of such specialists are: 

 

- ICT specialists to assist readers in preparing library references and 

direct them to websites; 

- University and secondary school students to work on a volunteer basis 

at the library. 
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2. Change of competences 

 

Librarians should assume the role of mediators between information and 

citizens. They are expected to be more than clerks – they need to be self-

driven and motivated to perform their duties. It is also necessary to increase 

the wages of library staff to make these positions more attractive to people 

with higher competences. Librarians must be provided opportunities for 

continuous education. Anticipated competence changes include: 

 

- Information literacy – an ability to conduct information search and to 

operate databases; 

- Communication and communicative skills – “how to communicate with 

people” (although participants stated that this is studied at the 
Institute); 

- Presentation skills enabling staff to introduce library services; 

- Customer service skills; 

- Computer literacy: users believe that library staff need to acquire the 
knowledge and skills to work with computers and Internet, not only to 

show a certificate for successfully completed training; 

- Language skills in general (RL team members should speak several 

languages) and mostly English. 

 

3. Update the roles, duties & responsibilities of staff: 

 

a. There is a necessity for hiring qualified individuals – specialised 
in IT, a systems administrator – to maintain the computer 

system; 

b. a library specialist knowledgeable in database operation; 

c. “It is ridiculous for the village librarian to teach visitors how to 
use a computer,” i.e. there needs to be professional staff 

providing each service (“at the moment librarians are being 
hired for the connections they have, without meeting the 

requirements”). 

d. The librarian has to be proactive (committed to the profession), 

open to change (or else everything remains plain speculation) – 
but this is related to citizen participation which is dependent on 

financial stimuli. 
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With regard to HR participants noted the need of mechanisms for regular 

feedback between users and partners on the one hand, and the library on the 

other. Feedback should serve in the evaluation of staff development needs. 

 

E. Technology in the libraries available in support of IC access. 

 

a. Change the library interior - “The library has to become a more 

comfortable and welcoming place.” Solutions should be found to 
increase the attractiveness of the building and instil a cosy 

atmosphere – so that more users will be drawn in to communicate 
in the library and promote it. 

 

Some ways to address this goal are: 

 

- “The library should be bigger”, with larger spaces, a larger reading 

room, more special-purpose halls. 

- New space is necessary for the regular library operations – a 

separate, equipped room has to be allocated for testing and 
evaluation of new acquisitions or donations (books, videos, audios, 

games, multimedia products). 

- “Improved interior and exterior,” including new or modern 

furniture. 

- Heating during the winter. 

- Air-conditioning for the computer rooms. 

- More individual visitor stations. 

 

b. Reorganisation of the environment depending on users’ age group 
– café corners and playing areas. 

 

- “The elders” would prefer the playing areas to be secluded while 

children wish to see the library interior changed. Their idea is one of a 

large, bright, “colourful” place, equipped with automated doors, AC, 
new furniture in the junior reading room – in general, a place that is 

more welcoming. 

 

c. Expanding the types of information formats: 

 

- create more sections within the library besides books, such as: audio 

section, video section, art section, multimedia section; 
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- make books available in electronic format. 

 

d. Design of a library website featuring an online catalogue: this will 
lead to opportunities for economic growth through the increased IT 

access. Participants have indicated that IT specialists will be 
required for this purpose as well as foreign language speakers and 

people experienced in advertisement and web site development. 

 

Bringing new technology into the library will lead to: 

 

a. Increased demand of libraries: they address their users’ needs of 
quick access to up-to-date information; 

b. Increased number of users; 

c. Transforming the library into a frequented and pleasant place for 

the population to visit. 

 

F. What should change in the external environment a library 

operates in? 

 

1. Main stakeholders (social groups, organizations and institutions) in the 

provision of IC access-related services by the library. 

2. Who should be the partners to collaborate with (if this should be deemed 
beneficial) in providing those services? 

- Changing the library involves citizen participation within the 
community: “Being a public institution, is a library capable of making 

those changes on its own? What kind of environment does it operate 
in? Who should be its new partners?” 

- Libraries and librarians should have support by state institutions. 

- The business needs literate and educated personnel, and is able to 

donate periodicals. 

- Businesses are potential customers as well: libraries must have 

meeting spaces and modern equipment available for rent. 

- Anyone willing to provide personal details submits it to the library in a 

variety of formats and layouts. 

- It is also necessary to involve state institutions, the business (through 

identifying its interest), and the NGO sector and information 

organizations into the library’s activities. 

- A Law on Public Libraries is necessary, as well as lobbying for this 

Law. 


