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Preface
It is with real pleasure that we present to you this volume describing the state of the art of performance
measurement in Society of College, National, and University Libraries (SCONUL) member libraries in the UK
and Ireland. It is a companion volume to the Association of Research Libraries (ARL) SPEC Kit 303 Library
Assessment focusing on the US and Canada.
Performance measurement, or library assessment, has seen parallel expanding interest on both sides of the
Atlantic over the last twenty years. ARL and SCONUL have kept in touch with each other’s learning and development efforts in this period. Both organizations have long histories in collecting annual statistics describing
basic library activity, and both have in more recent years committed to programs to extend their performance
measurement tools and techniques into new areas.
In 2000, Ian Winkworth from the University of Northumbria participated in a milestone event, the symposium on Measuring Library Service Quality organized by ARL. In more recent years, the active involvement
and leadership of Stephen Town, currently at the University of York (and formerly of Cranfield University), has
led to his role as a member of the LibQUAL+® Steering Committee. From the US to the UK, workshops and
presentations from Colleen Cook, Fred Heath, and Bruce Thompson (Texas A&M), Duane Webster, Charles
Lowry, and Martha Kyrillidou (ARL) have contributed to the exchange of ideas and experiences. These exchanges have helped establish the fundamental understanding that academic and research libraries on both
sides of the Atlantic are broadly similar in at least three ways:
(a) the way they serve and “touch” their users’ lives
(b) the way they provide access to information, and
(c) in the ways their physical buildings accommodate user’s needs.
The basic shared aim of the preservation, organization, and delivery of knowledge means that comparison
of performance is both possible and desirable, and the aims of both collective organizations in improving
academic and research library performance supports and underpins collaboration.
More recently, questions about the value of libraries and their impact in the learning, teaching, and research process have actively occupied our thinking, much enhanced through two biennial conferences: the
Northumbria International Conference on Performance Measurement in Libraries and Information Services
held primarily in the UK, but often rotating as an IFLA satellite conference, and the Library Assessment
Conference held in the US.
Library assessment is characterized by an openness in using different methods though lacking at times strategic focus. In more recent years, consulting services like the Effective, Sustainable, and Practical Assessment
service led by Jim Self (University of Virginia) and Steve Hiller (University of Washington) have helped us
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understand the breadth of assessment activities in library organizations. Inspired by their work, their colleagues
Lynda White and Stephanie Wright developed the Library Assessment SPEC survey that focused on the
breadth of assessment activities across all ARL libraries.
This state of the art survey of assessment activities was modified for the environment in the UK and Ireland
by Selena Kilick and Tracey Stanley. Some of the challenges are the same in both contexts: the need for strategic
thinking and integration of performance measurement strategies into the larger organizational framework,
the need for critical evaluation of the data sources, and the need for training and skills enhancement within
the library workforce.
The information world is changing rapidly; what formerly took a century to build, as described in the
SCONUL and the ARL statistics in terms of volumes held within libraries, is now becoming accessible in
seconds. The way that libraries add value, and can justify the investment made in them in this new context,
requires new ways of assessing value and worth. With the world in the midst of unprecedented financial crisis,
the demand that we examine evidence carefully, describe where we are, and define a compelling future vision
for academic and research libraries is paramount. Our continuing role in supporting increasing numbers of
students and academic staff in their learning journeys will depend on effective advocacy based on effective
performance measurement, assessment, and evaluation.
This volume is a response to these opportunities and challenges. In it we can learn from each other about
how we use local and standard surveys, about differences in emphasis regarding usability testing, and about
the common need to train library staff in utilizing evidence effectively. Ultimately, the capacity for strategic
thinking based on our measurement frameworks is only as good as the intellectual capability of our staff and
their capacity to engage in active learning in this field.
We hope you enjoy this volume and from it gain some insight into building better libraries.
Martha Kyrillidou, Association of Research Libraries
Stephen Town, University of York, UK
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Survey Results

EXECUTIVE SUMMARY
Introduction
This survey was a joint initiative between Society of
College, National, and University Libraries (SCONUL)
and the Association of Research Libraries (ARL), that
since 2004 has sponsored a program to assist libraries
with the assessment of services that they offer their
users and the processes that support those services.
It was based on an ARL SPEC survey published as
SPEC Kit 303 Library Assessment in December 2007. The
intention of this survey was to produce a similar publication focused on activities in UK and Irish academic
institutions, and reflects a matching SCONUL desire
to provide tools, techniques, and data for performance
measurement and improvement through its Working
Group on Performance Improvement.
The survey was distributed to the 180 members of
SCONUL in September 2008. Seventy-seven libraries
completed the survey, resulting in a response rate of
43%. All of the libraries that responded indicated that
they engaged in various performance measurement
activities beyond the annual collection of data for
SCONUL.

Performance Measurement Activities
The survey results indicate that, whilst a few libraries engaged in performance measurement activities
before 1985 (one as early as 1960), the majority became
involved between the late 1980s/early 1990s and 2005.
The vast majority of respondents listed user surveys
as their first assessment activities. The main reasons
for becoming involved in performance measurement
were the desire to know more about customers and the
desire to identify library performance objectives. This
indicates that the main impetus was service-driven

and user-centred, rather than externally driven. These
findings accord with those of the 2007 SPEC survey.
The survey asked which of 26 specific assessment
methods the library is currently using or has used
in the past. The responses show that a wide range of
performance measurement activities are being used;
each respondent currently uses between 3 and 19
of the listed methods, with an average of 10.6 and a
median of 10. The most used methods are statistics
gathering (73 responses or 96%) and suggestion boxes
(69 or 91%). These are followed by datamining (55 or
72%) and student learning outcomes evaluation (51 or
67%). Benchmarking and key performance indicators
tie for fifth place (48 responses or 63%). Surveys of use
of specific services, focus groups, locally designed
user satisfaction surveys, and online user feedback
(pop-up windows, etc.) complete the top 10 methods
(47, 45, 44, and 32 responses, respectively).
These results are broadly similar to those in the
SPEC survey, which found that the top methods used
in North America are statistics gathering and suggestion boxes. The main differences are in the next
most used methods, Web and user interface usability
testing, which do not, as yet, appear to have made
as strong an impact in the UK as in North America.
In the UK, there also appears to be a greater reliance
on internally developed surveys, whereas the SPEC
survey respondents are tending to switch towards
externally developed survey instruments such as
LibQUAL+®.
The least used measurement methods in the UK
and Ireland are value/ROI assessment, impact assessment, balanced scorecard, physical orientation
studies, and mystery shopper studies. These findings
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are similar to the SPEC survey results that included
balanced scorecard, Mystery Shopper, and physical
orientation studies among the least used methods.
Performance measurement takes place across
every aspect of the library service. Every one of the
27 library functions listed in the survey is reported
as having been assessed by at least six respondents
(development/fundraising), with the most assessed
areas being enquiry services and electronic resources
(56 respondents each or 92%). Other heavily assessed
areas are circulation (55 or 89%), acquisitions, interlibrary loan and the Web site (51 each or 84%), and
information literacy and the online catalogue (50 each
or 82%). The most popular methods of measurement
are surveys and statistics collection. In comparison,
the SPEC survey reported the Web site as the most
assessed area, most frequently undertaken with a
usability study. In the UK, the most popular method
to assess the Web site is reported as being the survey,
which again indicates that formal usability testing is
perhaps less common in the UK than in the US.
The least assessed functions in both the UK and
North America tend to be those that are not customer-facing: the administration, publicity/marketing, financial/business services, and development/
fundraising.

Organisation of Assessment Activities
Respondents were asked to identify who has primary
responsibility for coordinating or planning performance measurement activities within their organisational structure. Seventeen respondents (26%) reported that a single individual works part-time as an
assessment co-ordinator. Only one respondent (2%)
indicated that a single individual works full-time as
a co-ordinator. At ten libraries (15%) a standing committee is charged with this responsibility. At another
ten an ad hoc committee has this charge. Six respondents (9%) report that a department is charged with
carrying out performance measurement activities.
The remaining respondents (21 or 32%) described a
wide range of ‘other’ organisational structures. Often,
a range of different staff are involved in assessment
activities, depending on the nature of the activity. In
other cases, an ad hoc project team may be brought
together to oversee specific projects, or sections and
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departments within the library may undertake their
own assessments.
These results differ from the SPEC survey, which
reported a significantly higher percentage of full-time
co-ordinators (16%), more departments charged with
assessment (13%), and fewer part-time co-ordinators
(19%) and ad hoc committees (6%).
Assessment co-ordinators are involved in a range
of performance measurement activities, primarily
data collection, analysis, and reporting. Many also
collaborate on assessment activities with other nonlibrary departments, agencies, or units within the
institution, including institutional audit committees,
student survey groups, and academic quality and
standards units. A variety of job titles are used for assessment co-ordinators, such as Analyst, Performance
Management; Quality Assurance Manager; Head
of Communication, Standards, and Planning; and
Staffing and Quality Manager. The majority of the
co-ordinator posts (10 or 71%) have been created since
2000. All but a few of the individual co-ordinators are
within one reporting level of the library director.
Two of the assessment committees/project teams
were formed in 1990, but the majority have been created since 2001. These groups have between 3 and
11 members. The committee/team leader is typically
a senior staff member such as a department head,
assistant director, or the library director. The responsibilities of the standing and ad hoc committees are
similar, though the standing committees are more
likely to approve projects throughout the library.
Departments with performance measurement
responsibility are a more recent development and
typically serve multiple functions. They tend to have
a more active role in gathering and analysing data,
rather than just co-ordinating activities.

Library Assessment Results Distribution
Methods of distributing assessment results vary depending on the audience. The most popular method
of distributing results to library staff is via e-mail announcements and presentations. The Web site and
printed reports are used most heavily for distribution to the parent institution and the general public.
Other methods described include displays, posters
and plasma screens, team meetings, the intranet, and

the institutional virtual learning environment. The
most common performance measurement information published on the public Web site is analysis of
assessment activity results, followed by publications of
results and the online assessment tools. Staff-only Web
sites are most likely to be used to distribute general
library statistics and assessment data. These results
are broadly similar to those from the SPEC survey.

Performance Measurement Outcomes
Respondents were asked to list three outcomes that
were attributable to their assessment activities. A large
number of areas were reported, with changes to opening hours being the most frequent service improvement. Other improvements include changes to the
Web site, improvement in IT facilities, faster reshelving
of returned books, changes to loan regulations, investment in e-resources, and improvements to library
space. A number of respondents also reported changes
to staffing structures as a result of performance measurement activities, including changes to enquiry desk
staffing, staff training programmes, and creation of
academic liaison roles.
Respondents were also asked if their library strategy includes a specific commitment to assessment and
evaluation activities. Forty-nine respondents (79%)
reported a specific commitment, and several commented on how performance measurement is embedded in strategy.

Professional Development
When asked if their library provides some form of
assessment training for staff, about half of the respondents (32 or 51%) reported that no particular training
is provided. The others (31 or 49%) reported that training is provided outside of the institution and/or by
the library or parent institution. These results differ
markedly from the SPEC survey, which indicated that
71% of respondents had support for training, whether
provided in-house or by external means. When the
library provides training, the main focus is on assessment methods (62%), followed by report writing (54%),
basic statistics, and data presentation (46% each). Some
other areas of good practice were described, including
the use of external experts to look at how to get the
best out of SCONUL statistics.

Except for SCONUL, CILIP, and LibQUAL+®
training sessions, the majority of respondents had
not attended the assessment-related professional development events listed in the survey. Respondents
also mentioned other training providers such as
NOWAL and the M25 Consortium. All but a few of
those who had attended events would recommend
them to others.
When asked to identify professional development
needs that are not being met by currently available
events, respondents identified as key areas the need
for training on data analysis tools such as ATLAS
ti, understanding of survey techniques, and survey
design methodologies.

Culture of Assessment
The survey included a series of statements on the culture of assessment. Respondents were asked to rate
on a scale of 1 to 5 how well the statements described
their respective libraries, where 1 is strongly disagree
and 5 is strongly agree. The percentage response rates
for staff who agreed (4) or strongly agreed (5) with the
statements are shown below.
•

Assessment results are used to improve my
library (75%)

•

My library evaluates its operations and
programmes for service quality (69%)

•

Assessment is a library priority (67%)

•

Assessment is evident in our library planning
documents (60%)

•

Library managers are committed to
supporting assessment (60%)

•

Staff accept responsibility for assessment
activities (34%)

•

My library has local assessment resources and
experts (28%)

•

There is support and/or rewards for staff who
engage in assessment activities (26%)

•

Staff have the necessary assessment expertise
and skills (26%)

•

Staff development in assessment is adequate
(13%)
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The results show that, whilst there is some agreement that assessment is taken seriously at the senior
level in library services, and that results are actively
used to improve services, there are some serious concerns about engagement with assessment at all staff
levels, support and reward, skills levels, and access to
training and expertise. As with the SPED survey results, there appears to be a strong senior management
commitment to performance measurement that does
not translate to the organisation as a whole.
Slightly more than half of the survey respondents
(33 or 53%) indicate that their library has some form
of assessment plan in place, whether for the entire service or for specific units. This is a little higher figure
than in the SPEC survey where 46% of respondents
reported having an assessment plan in place.

Conclusions
Typically, SCONUL institutions began their performance measurement programmes in the 1990s,
commencing with an in-house user survey. This was
driven by a need to gain a better understanding of
customer views and expectations, in order to drive
service developments. All performance measurement
programmes include statistics gathering, but many
institutions are also using other methods such as suggestion boxes and data mining. Programmes have
tended to focus on the customer-facing aspects of services rather than internal administration. SCONUL
institutions appear to be less likely than their ARL
counterparts. to conduct Web usability studies and
user interface usability studies
Typically, performance measurement activities are
spread across the job descriptions of several members
of staff, or staff may be brought together for ad hoc
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and one-off projects. Where co-ordinators have been
appointed, this has typically been in the last five years.
Co-ordinators are typically within no more than two
reporting levels of the library director, and may be
running a team. Assessment committees are typically
chaired by a department head. The tasks performed
are similar across the roles, and most will have a link
with other assessing units in their institution.
Results of performance measurement activities
are usually distributed through the library Web site,
or via e-mail to library staff. There is considerable
evidence that performance measurement leads to
programmatic changes in library services—primarily
around opening hours, the Web site, IT services, and
loan periods.
Training in assessment receives limited support
from the library and is mostly outsourced rather than
delivered locally. The most highly regarded training
tends to come from SCONUL or CILIP-sponsored
events. Staff are concerned that there is a significant
skills gap in this area, especially around survey techniques and data analysis.
Senior managers are typically committed to the
concept of a performance measurement culture, but
there are concerns that not all staff at all levels are
sufficiently engaged. Many staff do not have the skills
or rewards to carry out performance measurement
activities.
Most libraries have developed an assessment plan,
or are in the process of doing so.
Overall, there is a wealth of activity taking place
in the area of performance measurement, and there
has been considerable progress over the last 20 years.
Staff training is a key requirement, if that progress is
to continue.

SURVEY QUESTIONS aND RESPONSES
This survey was developed by Tracey Stanley, Head of Planning and Resources, University of York,
and Selena Killick, Research and Development Officer, Barrington Library, Cranfield University, based
on a 2007 SPEC survey designed by Lynda S. White, Associate Director, Management Information
Services, University of Virginia, and Stephanie Wright, Natural Sciences Information Services Librarian/
Management Information Librarian, University of Washington. These results are based on data submitted
by 77 respondents from the 180 SCONUL member libraries (43%) between September 2, 2008, and
January 13, 2009. The survey’s introductory text and questions are reproduced below, followed by the
response data and selected comments from respondents.

This survey is a joint initiative between SCONUL and the Association of Research Libraries of North America. SPEC surveys are
intended to gather information from ARL member institutions on current library practices and policies, and to promote best practices
in particular aspects of library services. Since 2004, ARL has sponsored a program to assist libraries with the assessment of services
that they offer their users and the processes that support those services, and SPEC Kit 303 Library Assessment was published in
December 2007. (The table of contents and executive summary are available at http://www.arl.org/resources/pubs/spec/complete.
shtml). The intention of this survey is to produce a similar publication focused on activities in UK and Irish academic institutions, and
reflects a matching SCONUL desire to provide tools, techniques, and data for performance measurement and improvement through
its Working Group on Performance Improvement.
The survey has been developed by ARL staff with input from SCONUL to tailor it for our context. In order to provide benchmarking
data between the UK and Ireland and North America we have maintained consistency with the original ARL SPEC survey as far
as possible. Please note particularly that the term ‘assessment’ is used to cover what would usually be known as performance
measurement, improvement or library evaluation activities in the UK. This survey is intended to encompass responses about all these
types of activity, and any arising from quality initiatives within SCONUL libraries.
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Background
1.

Does your library engage in any assessment of library activities (such as statistics collection,
conducting surveys, conducting focus groups, Web usability testing, benchmarking, etc.) beyond
collecting annual data for the SCONUL statistics? N=77
Yes

77

100%

No

0

—

Assessment Activities
2. Please indicate which of the specific assessment methods below your library is currently using or
has used in the past. Select “Currently Used” for methods that the library continues to use to assess
activities. Select “Previously Used” for methods that were once used but are no longer used. Select
“Never Used” for methods the library has never tried. Select one category for each row. N=76

Surveys N=76
N

Currently Used
N=71

Previously Used
N=60

Never Used
N=67

Locally designed user satisfaction survey

75

44

25

6

SCONUL Satisfaction Survey

72

18

15

39

Surveys of use of specific services

71

47

20

4

LibQUAL+ Survey

70

25

13

32

Online user feedback (pop-up windows, etc.)

68

32

10

26

Worklife/employee surveys

68

23

6

39

Priority Research Survey

68

14

17

37

Other externally produced customer surveys

67

15

8

44

®
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Surveys
80

70

60

50

40

30

20

10

0
Locally designed user SCONUL Satisfaction
satisfaction survey
Survey

Surveys of use of
specific services

LibQUAL+®

Online user feedback
Worklife/employee
(pop-up windows,
studies
etc.)

Priority Research
Survey

Other externally
produced customer
surveys
15

Currently Used

44

18

47

25

32

23

14

Previously Used

25

15

20

13

10

6

17

8

6

39

4

32

26

39

37

44

Never Used
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Qualitative Methods N=76
N
Suggestion Box
Focus Groups
Interviews
Observation
Mystery Shopper Studies

76
73
73
70
69

Currently Used
N=74
69
45
24
25
14

Previously Used
N=45
4
21
23
14
12

Never Used
N=61
3
7
26
31
43

Qualitative Methods
80

70

60

50

40

30

20

10

0

Suggestion Box

Focus Groups

Interviews

Observation

Mystery Shopper Studies

Currently Used

69

45

24

25

14

Previously Used

4

21

23

14

12

Never Used

3

7

26

31

43
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Statistics N=76

Statistics gathering (e.g., e-resource usage, gate
counts, SCONUL statistics, etc.)
Data mining and analyses (e.g., of e-resource usage)
Key performance indicators

N

Currently Used
N=76

Previously Used
N=15

Never Used
N=20

73

73

—

—

72
70

55
48

6
11

11
11

Statistics
80

70

60

50

40

30

20

10

0

Statistics gathering (e.g., of e-resource
usage, gate counts, SCONUL statistics,
etc.)

Data mining and analyses (e.g., of eresource usage)

Key performance indicators

Currently Used

73

55

48

Previously Used

0

6

11

Never Used

0

11

11
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Usability N=75
N

Currently Used
N=33

Previously Used
N=29

Never Used
N=61

Physical orientation studies (e.g., wayfinding)

73

13

7

53

Web usability testing

69

24

21

24

User interface usability testing

69

18

19

32

Usability
80

70

60

50

40

30

20

10

0

Currently Used
Previously Used
Never Used

Physical orientation studies (e.g.,
wayfinding)

Web usability testing

User interface usability testing

13

24

18

7

21

19

53

24

32
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Other Methods N=74
N

Currently Used Previously Used
N=67
N=40

Never Used
N=69

Student learning outcomes evaluations (including
information literacy evaluation)

73

51

7

15

Benchmarking

73

48

19

6

Process improvement

73

27

14

32

Unit cost analysis

73

16

19

38

Balanced Scorecard

73

12

5

56

Impact assessment

70

12

6

52

Value/ROI assessment

69

7

4

58

Other method not included above

35

5

1

29

Other Methods
80

70

60

50

40

30

20

10

0

Currently Used
Previously Used
Never Used

Student learning
outcomes
evaluations

Benchmarking

Process
improvement

Unit cost analysis

Balanced
scorecard

Impact
assessment

Value/ROI
assessment

Other method not
included above

51

48

27

16

12

12

7

5

7

19

14

19

5

6

4

1

15

6

32

38

56

52

58

29
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If you selected “Other method not included above,” please specify that assessment method. N=7
Currently Used
Biennial monitoring by panel. Outcomes of monitoring and review of academic programmes.
Customer Value Discovery
Lean process review
Student projects, e.g., Statistics Dept.—studies on user populations; Physiology Dept.—ergonomic practices at
counter (ongoing every year).
User panel
Previously Used
Previously accredited to ISO 9001, including internal and external auditing of procedures and customer feedback,
comments and complaints.
Never Used
More “anecdotal” qualitative evidence collected (though not systematically), e.g., complimentary student e-mails,
student dissertations where thanks is given to library staff, etc. in acknowledgements. Also LISU evaluative review of
RAC library carried out in 2004, combining different methods incl. benchmarking, academic staff questionnaire, etc.

3. In what year did your library begin assessing library activities beyond the annual SCONUL data
gathering? What was the first assessment activity (survey, focus group, usability test, etc.)? N=70
Range=1960 to 2008
18

16

14

12

10

8

6

4

2

0

Not Known

before 1986

1986–1989

1990–1995

1996–1999

2000–2005

2006–2008

15

4

3

13

16

17

2
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First Assessment Activity N=63
Before 1986
Use Surveys, Focus Groups, Use Surveys
Enquiry desk survey (looking at numbers and types of enquiries, distribution through the day, etc.)
Annual user satisfaction survey
Surveys
1986–1989
User satisfaction survey with new OPAC facilities
Library Liaison Groups
CNAA annual survey
1990–1995
In-house surveys
Student questionnaire – feedback from inductions, etc.
User survey
User surveys
Survey questions
User surveys (designed and carried out internally), followed by use of focus groups
Regular surveys of students/staff
Survey
Benchmarking
Customer satisfaction survey, Materials availability survey
User satisfaction survey
Library user survey, service level definition monitoring
Satisfaction survey
1996–1999
Surveys
User satisfaction assessment exercise
User survey
Priority Research survey
Surveys, focus groups
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User survey
Focus group and survey
Focus groups and Priority Research Survey
Focussed surveys (Actually, I’m sure we were doing these long before 1998.)
I have only worked here for 9/10 years and the service was already assessing library activities then.
Local designed user survey
User satisfaction survey, Priority Research
Internal satisfaction survey
Priority Research survey
User satisfaction survey
2000–2005
Establishing a set of Customer Service Standards based on key library services and processes, monitored annually
Focus groups mainly
Process improvement projects
User survey
Focus groups
KPIs, User survey, cost analysis of services
Priority Research (full) Survey
Survey of Information Services
LibQUAL+®
Online survey
SCONUL Satisfaction survey
Various localised assessments, resulting from merging various library & IT services
Survey of student perceptions and views of opening hours
User survey
Customer value discovery
Focus groups
User satisfaction survey
2006–2008
Local user survey
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Not known
Annual user survey
Feedback from user education classes
I was appointed in 2004 and immediately undertook focus groups and a survey of user preferences for future
development.
LibQUAL+® was first run 2003.
Not Known
Satisfaction, patterns of use, specific service expectations and comments, etc. etc.
Statistics. More recently focus groups and surveys for strategic planning.
Survey
Survey
Survey of students

4. What was the impetus for beginning these assessment activities at your institution? Select all that
apply. N=70

Desire to know more about your customers 			

59

84%

Desire to identify library performance objectives			

48

69%

Investigation of possible new library services or resources		

33

47%

Desire to know more about your processes			

29

41%

Accountability requirements from your parent institution		

21

30%

Need to reallocate library resources				

17

24%

Institutional or programmatic accreditation process 		

6

9%

Proposal from staff member with assessment knowledge		

4

6%

Other							

9

13%

Please specify other impetus for beginning these assessment activities. N=9
Being able to know what students thought of us and also to be able to evidence what we offered and how it was
regarded to the academic departments within the organisation.
Desire to target resource application effectively, inter-institutional comparison, service improvement.
Impending reorganisation of library services.
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Inform a library refurbishment.
New buildings or extensions, new Web site.
New director who wanted to know customers’ expectations.
New library and looking at services offered, what workloads and demands were, etc.
Not known (before my time).
Own desire to provide evidence of activity to institution.

5. Please indicate which of the following departments/units your library has assessed since 2003 and
what methodologies were used for those assessments. Select all that apply. N=61

Library Function

N

Surveys

Qualitative
Methods

Usability

Other

Have Not
Assessed

N=47

Statistics
Collection
& Analysis
N=59

N=60

N=33

N=24

N=52

Enquiry services

60

30

17

49

4

3

4

Acquisitions

60

5

10

45

1

9

9

Circulation

59

24

13

49

7

3

4

Online Catalogue

59

34

16

21

15

1

9

Electronic Resources

58

29

15

48

10

3

2

Web site

58

30

15

23

19

5

7

Staff Training/ Development

58

21

22

24

3

4

10

Cataloguing

58

2

6

42

4

7

11

Shelving

58

12

7

35

3

4

17

Employee satisfaction

58

33

6

5

1

—

19

Interlibrary Loan

57

18

11

45

4

3

6

Information Literacy

56

30

24

25

6

4

6

Digital Initiatives

56

13

13

24

8

3

19

Collection management

55

16

13

36

2

4

13

Facilities

55

35

13

13

3

4

15

Subject Liaison

55

24

19

14

3

3

16

IT Systems

55

22

7

24

12

2

18

Human Resources

55

12

3

12

—

2

32

Publicity/
Marketing

55

11

7

1

—

1

37

Administration

54

5

6

12

3

2

34

Preservation

54

3

6

9

1

3

38
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Library Function

N

Surveys

Qualitative
Methods

Usability

Other

Have Not
Assessed

N=47

Statistics
Collection
& Analysis
N=59

N=60

N=33

N=24

N=52

Development/
Fundraising

53

1

3

3

—

1

47

Branch Libraries

52

24

8

28

4

—

21

Financial/
Business Services

52

2

2

12

—

6

36

Special Collections

50

12

9

15

3

3

25

9

3

1

1

—

—

6

Other

Please specify other library function that was assessed. N=13

Library Function

Assessment Method

(Multiple functions)

Customer Value Discovery

(Multiple functions)

Sampling techniques (e.g., incoming inspection of purchased
items for cataloguing and processing compliance).

Acquisitions

Focus groups

Cash handling processes being leaned

(Not specified)

Collection Management, Digital Initiatives

Initial consultation with stakeholders

Extent to which another local library was being used by our
students and ways in which it was being used

Focus groups, online form, analysis of statistics, feedback
sought from Schools.

Financial;
Human Resources

Audit;
Establishment review

Internal communication audit

Interviews and questionnaire

Opening hours; loan periods;
Preservation;
Staff training and development

(Not specified);
Real life experience of disaster reaction;
Investors in People Standard

Preservation;
Special Collections;
Website

External evaluator for preservation and special collections;
Internal team to assess website.

Satisfaction with range and currency of various types of
resource, opening hours, environment, efficiency, efficacy of
e-access to various services and facilities, external access via
PC, staff

Daily feedback system web-based and written input. Schoolbased Staff/Student Liaison Committees attended by Library
staff

Service quality; Library environment

Session assessment sheet (information skills). Feedback
requests (facilities).

Services to disabled students

Survey and qualitative input
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Organisation of Library Assessment Activities
6. Who has primary responsibility for coordinating and/or planning your library’s assessment
activities? Select the one item below that best describes your organisation. N=65

A single individual working part-time as an assessment coordinator		

17

26%

A standing committee(s)/team(s) that is charged with assessment		

10

15%

An ad hoc committee that is charged with assessment			

10

15%

A department/unit that is charged with assessment				

6

9%

A single individual working full-time as an assessment coordinator		

1

2%

Other								

21

32%

Part-time Assessment Coordinator
7.

Please provide the following information about the part-time assessment coordinator: position
title, year position was created, by how many reporting levels the coordinator is removed from the
library director (e.g., Director --> Dept Head --> Assessment Coordinator = 2). N=17

Position Title

Year Created

Reporting Levels

Analyst, Performance Management

2004

2

Assistant Director I.S

1990

1

Deputy Librarian

1990

1

Deputy Librarian

Not known

1

E-Resources Librarian

Not known

1

Executive Secretary

1995

1

Head of Communications, Planning and Standards

2003

1

Head of Planning and Development

Before 2003

1

Head of Planning and Resources

2007

1

Librarian

(unspecified)

1

Library Manager

1998

1

Library Services Manager

2008

1

Manager - Administrative Support

2006

1

Quality Assurance Manager

2008 (!) but previous
quality role here 1992

2

Research & Development Officer

2003

1

Staffing and Quality Manager

2000

1

(unspecified)

(unspecified)

2
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8. For which functions below is the part-time assessment coordinator responsible? Select all that
apply. N=17

Analyses, interprets, and reports on data collected in assessment activities

14

82%

Coordinates collection of data across the library				

14

82%

Coordinates the reporting/archiving of the library’s statistical data		

14

82%

Consults with staff on assessment methods and needs			

12

71%

Submits external surveys (SCONUL, CURL, JISC, etc.)			

12

71%

Fills requests for library data						

10

59%

Monitors/coordinates assessment projects throughout the library		

8

47%

Performs assessment activities						

6

35%

Approves assessment projects throughout the library			

4

24%

Provides training on assessment topics					

1

6%

Other 								

3

18%

Please specify other function.
Monitors utility of assessment approaches and suggests developments.
Note: most of this is initiated by myself, Director of LIS.
With assistance from other staff members.

9. Does this position collaborate on assessment activities with other non-library departments,
agencies, or units within the institution? N=16

Yes

9

56%

No

7

44%

If yes, please list the department(s), agency, or unit(s). N=8
Academic Registry
Depends on the area of assessment
Human Resources, Academic Departments, UCLan Academic Quality and Standards Unit
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Information Systems, Liaison & Training
Institutional audit committee
Registry, Principal’s Office, SFC
Student Services – feedback. Member of University Working Group for Student Experience Evaluation
University Student Opinion Working Group

Standing Assessment Committee/Team
10. Please provide the following information about the standing assessment committee/team: Name
of standing committee/team; Position title of standing committee/team leader; Year standing
committee/team was created; Number of staff on the standing committee/team. N=9

Name of Standing Committee/
Team

Position Title of Committee/Team
Leader

Year
Number of
Created Members

Department Management Team

Head of Department

2001

5

Library Management Group

Head of Library Services

1990

11

Library Management Team

Head of Library & Archives Service

2005

5

Library Planning Forum

University Librarian

2005

10

Management Information Group

Senior member of staff

Quality Assurance Group

Director

2008

5

Quality Group

Library Service Manager

1997

6

Senior Management Team

Librarian

Senior Management Team

Librarian

6

4
1990

4

11. For which functions below is the standing committee/team responsible? Select all that apply. N=9

Approves assessment projects throughout the library			

7

78%

Analyses, interprets, and reports on data collected in assessment activities

6

67%

Coordinates the reporting/archiving of the library’s statistical data		

5

56%

Monitors/coordinates assessment projects throughout the library		

5

56%

Submits external surveys (SCONUL, CURL, JISC, etc.)			

5

56%

Coordinates collection of data across the library				

4

44%

Performs assessment activities						

4

44%
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Fills requests for library data						

3

33%

Consults with staff on assessment methods and needs			

2

22%

Provides training on assessment topics					

2

22%

Other 								

1

11%

Please specify other function.
The QA Group has only recently been established and will cover IT and Library issues in a converged service.

12. Does this standing committee/team collaborate on assessment activities with other non-library
departments, agencies, or units within the institution? N=9

Yes

5

56%

No

4

44%

If yes, please list the department(s), agency, or unit(s). N=5
Contributes to academic department periodic review, RAE, and also IT department assessments.
Human resources
ICT Services University Quality Enhancement Unit Students Union
Quality Team who organise School-wide student surveys.
University Registrar, Bursar, Director of Institutional Research Higher Education
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Ad hoc Assessment Committee/Team
13. Please provide the following information about the ad hoc assessment committee/team: Name of
ad hoc committee/team; Position title of ad hoc committee/team leader; Year ad hoc committee/
team was created; Number of staff on the ad hoc committee/team. N=6

Name of ad hoc Committee/
Team

Position Title of Committee/
Team Leader

Year
Created

Number of
Members

Information Services Survey Project Group

University Librarian

2007 (for
latest survey
in 2008)

c. 10

Management team

Assistant Director

1999

5

Resources

Information and Service Planning Manager 2007

Varies

Survey Working Group

Deputy Librarian

2003

4 to 10

Survey Working Group

Head of Library Services

Ad hoc = as
and when
required

Varies

2001

3

User Satisfaction Survey Team

14. For which functions below is the ad hoc committee/team responsible? Select all that apply. N=6

Analyses, interprets, and reports on data collected in assessment activities

6

100%

Coordinates collection of data across the library				

6

100%

Coordinates the reporting/archiving of the library’s statistical data		

4

67%

Monitors/coordinates assessment projects throughout the library		

4

67%

Performs assessment activities						

4

67%

Fills requests for library data						

3

50%

Submits external surveys (SCONUL, CURL, JISC, etc.)			

3

50%

Consults with staff on assessment methods and needs			

2

33%

Approves assessment projects throughout the library			

1

17%

Provides training on assessment topics					

1

17%

Other								

0

—
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15. Does this ad hoc committee/team collaborate on assessment activities with other non-library
departments, agencies, or units within the institution? N=6

Yes

2

33%

No

4

67%

If yes, please list the department(s), agency, or unit(s). N=2
Member of staff tasked with collecting data for the SCONUL (and UCISA) returns
Quality Office

Assessment Department/Unit
16. Please provide the following information about the assessment department/unit: Name of
department/unit; Position title of department/unit head; Year department/unit was created;
Number of staff in the department/unit; By how many reporting levels the department/unit head
is removed from the library director? (e.g., Director --> Dept Head --> Assessment Coordinator = 2).
N=4
Name of Department/
Unit

Position Title of
Department/Unit Head

Year
Number of
Created Staff

Client Services

Assistant Director of Information
Services (Client Services)

2000

Unit has multiple
functions. 14 Subject
Librarians have
some assessment
responsibility, plus
three others who
lead it across the
converged service.

Communication, Planning and
Standards

Head of Communications,
Planning, and Standards

2003

11 (people not FTE)

Library systems and
management support

Manager

N/A

Strategy and Planning

Deputy Head of Learning
Resources

2008

7
10 (2 have primary
remit for statistics)

Reporting
Levels

1
2
1
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17. For which functions below is the department/unit responsible? Select all that apply. N=4

Analyses, interprets, and reports on data collected in assessment activities

4

100%

Consults with staff on assessment methods and needs			

4

100%

Fills requests for library data						

4

100%

Monitors/coordinates assessment projects throughout the library		

4

100%

Performs assessment activities						

4

100%

Coordinates collection of data across the library				

3

75%

Coordinates the reporting/archiving of the library’s statistical data		

3

75%

Submits external surveys (SCONUL, CURL, JISC, etc.)			

3

75%

Approves assessment projects throughout the library			

2

50%

Provides training on assessment topics					

2

50%

Other								

3

75%

Please specify other function.
A wide range of other activities not related to assessment, for example: liaison with academic departments,
information skills training, management of the library materials budget.
Coordinates and leads on all assessment activities across the converged service.
Main role is to manage the Library systems - Talis and smartcard; stats are an adjust to this and thus larger scale
performance monitoring and management information.

18. Does this department/unit collaborate on assessment activities with other non-library
departments, agencies, or units within the institution? N=4

Yes

4

100%

No

0

—

If yes, please list the department(s), agency, or unit(s). N=4
Academic departments; University administration
All academic departments and faculties, plus external audits by HEFCE, and any others which come up.
Centre for Learning and Quality Enhancement
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Finance - Corporate planning section - coordinates University stats including HESA return. Academic Registry Teaching and learning - University surveys and research.

Full-time Assessment Coordinator
19. Please provide the following information about the full-time assessment coordinator: Position title;
Year position was created; By how many reporting levels the full-time assessment coordinator is
removed from the library director (e.g., Director --> Dept Head --> Assessment Coordinator = 2).
N= 1

Position title

Year Created

Reporting Levels

Administrative Office (Quality and Benchmarking)

2005

2

20. For which functions below is the full-time assessment coordinator responsible? Select all that
apply. N=1

Analyses, interprets, and reports on data collected in assessment activities

1

Consults with staff on assessment methods and needs			

1

Coordinates collection of data across the library				

1

Coordinates the reporting/archiving of the library’s statistical data		

1

Fills requests for library data						

1

Performs assessment activities						

1

Submits external surveys (SCONUL, CURL, JISC etc.)			

1

Approves assessment projects throughout the library			

—

Monitors/coordinates assessment projects throughout the library		

—

Provides training on assessment topics					

—

Other								

—
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21. Does this position collaborate on assessment activities with other non-library departments,
agencies, or units within the institution? N=1

Yes

1

100%

No

0

—

If yes, please list the department(s), agency, or unit(s).
None provided

Other Organisation of Assessment Activities
22. Please briefly describe the organisation of assessment activities in your library. N=20

A team is formed on an ad-hoc basis each time an assessment activity is done. The team members will be different
each time.
Ad hoc.
All roles are ambiguous. My J/D says “to assist in.” In practice I seem to have taken on responsible for trying to coordinate every thing - far from successfully! We have a part-time member of staff who has gradually become THE
person who gathers and analyses statistics retrieved via surveys and is someone I rely on more and more to create
our own surveys (using e-Informs). Additionally, we have a nominated person to collect data for SCONUL. As we are
restructuring I am hoping the future will be less confusing!
As and when needed/appropriate in a small library.
Assessment activities are wholly managed within the LRC. We carry out an annual satisfaction survey, annual
suggestions harves, suggestions box and other ad-hoc surveys as required. We also gain feedback from the
College’s module and programme questionnaires.
Coordinated by different team managers across Library services depending on the type of service we would like to
assess.
Designated member of senior management team (for Quality) acts as co-ordinator, but person responsible for any
given assessment may vary dependent on activity under consideration. A member of SMT usually oversees the
activity.
Devolved to different people reporting on different assessment activities.
Each department can do their own assessments; the total organisational assessments are coordinated by the
Director’s Team.
Head of Administration co-ordinates routine management reporting, ad hoc/specific section based assessment coordinated by relevant section head.

36 · Survey Results: Survey Questions And Responses

Library Management group has overall responsibility and each member looks after their own areas of assessment.
Linked to annual reporting and renewals of subs. Also as part of strategic planning. Not systematic as it should be,
largely deputy librarian who would undertake.
Planned activity by activity without any specific structure or regime.
Previously overseen by Director. Recently appointed Manager with responsibility for assessment as part of his job
description - co-ordinating activity across Service.
Several individuals have quality enhancement responsibilities as part of their job descriptions.
Some activity co-ordinated by Deputy Librarian and through administrative office; Departments also responsible
for assessing own areas of work; process reviews undertaken by a senior member of Library staff or by institutional
internal audit.
There is currently no formal organisation of assessment activities beyond a co-ordination role for the University
Librarian. However as a newly merged institution under new management this will change in the next year as new
management practices are adopted.
This is the responsibility of the Leadership team (4 senior staff) with all service and project owners involved in
reporting through a Business Reporting Framework (monthly report on activity, costs, achievements against PIs,
issues and risks).
UAL LLR has recently undergone restructuring. We are now in a position of having two sections, Academic Services
and Resources and Systems. Depending what the assessment activity is different staff would be involved. However,
one section (R&S) is responsible for the processes.
We have Charter Mark so that is co-ordinated by one individual (working with a wider team from across the
service). Other activities and assessments are usually done locally within each division.

Library Assessment Results Distribution
23. What methods are used to distribute data/analysis/results of library assessment activities? N=64

Distribution Method

N

To Library
Staff
N=62

To Parent
Institution
N=63

To General
Public
N=32

Not
Used
N=33

E-mail announcements

61

51

31

4

7

Web site

61

42

46

29

6

Presentations

60

46

37

3

8

Print reports (e.g., annual report)

60

35

47

11

9

Library newsletter articles

57

39

28

7

9

Campus newsletter articles

57

16

40

8

12

Other

18

8

6

5

9
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Please specify other distribution method(s). N=15
To Library Staff
Intranet
Use of Institution’s VLE to create a quasi-programme accessed only by LRS staff. We share discussions, news, policy
documents, minutes, etc. Currently not used for staff development, though that’s possible.
To Library Staff and Parent Institution
Reports to Library Users Group and Institution-wide Student Learning Experience Steering Group
Team meetings, informal meetings with deans, etc.
To Library Staff, Parent Institution, and General Public
Displays in Library Foyer
Feedback posted on notices, & reported back through all relevant committees & forums
Plasma screens within University
Written reports produced as Planning and Research notes
To General Public
Papers/presentations at conferences
Unspecified
LCD screen in main Library
Notice boards
Posters will be used, showing actions taken in response to feedback
Report to panel monitoring the department
Survey reports and digests
We have recently undergone an internal Service Review. The report which was written by the Director provided a
snapshot of activities, including some benchmarking activities.
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24. If your library has either a staff-only or publicly accessible library assessment Web site, please
indicate which kind of information is published there. Select all that apply. N=41

N

Staff-only
Web site
N=30

Publicly accessible
Web site
N=28

Analysis of assessment activity results

28

17

16

General library statistics

27

20

10

Online assessment tools (e.g., surveys)

23

11

14

Assessment data

21

17

6

Presentations

20

16

6

Publications

19

9

15

Links to other library assessment sites or information

8

7

4

Other

6

3

5

Please specify other information that is published on the staff-only Web site. N=3
Comments from staff. It is an interactive site, recording discussions about topics.
Shared directories of data available to staff; Intranet in development.
The University runs three major surveys for undergraduates, research and taught postgraduate students with
significant Library components. The results are accessible via Student Services Web pages.

Please specify other information that is published on the publicly accessible Web site. N=5
Survey outcomes posted on University portal (for students and staff)
Public Web site under development
New events and activities: enhancements of e-library, Blog, etc.
National Student Survey data
About the library, IT & training services and how to access & use them
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Assessment Outcomes
25. Please describe up to three demonstrable outcomes that have been made to your library’s
programmes, policies, or services based on information collected via assessment activities. N=62

Opening hours
24 hr opening (x4)
Increase in opening hours (x26)
Mainstreamed overnight opening in the run-up to exams

Services
Changes to loan regulations (x4)
Changes to policy on issuing books when the user has fines outstanding
Changes to service delivery – enquiry services (x3)
Creation of a Reception Desk in the main branch to improve customer relations and ease pressure on the main
service desk
Development of information literacy framework
Development of training and information relating to electronic resources
Efficiency savings identified in document delivery (requests falling, quality standards being exceeded) and staff
resource reallocated to another area
Evidence collected to successfully bid for new self-service machines
Exploration of how to achieve inter-branch loaning and returns
Faster reshelving of returned library books (x3)
Improved services to distance learners
Improvement in quantity and quality of student IT facilities (x5)
Increase in teaching for academic staff on how to use e-resources
Installed book return boxes
Laptop loans
Maintenance to a number of PCs in the Library, in addition to wireless and spaces for laptops
Merged IT and Library helpdesk
Process improvements for counter services – processes simplified for customers, and resources released to support
management of e-resources
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Provision of access to IT facilities beyond staffed opening hours
Provision of stationery for customers
Provision of wireless and additional PCs
Reclassification of the collection into one schema, as users said the previous schemes were confusing
Redesign of Web site (x4)
Review of colour copying charges
Revised fines procedures
Revision of procedures for inter-library loans and the IT system used to manage them
RSS feeds in the student portal
Service improvements, e.g., increased printing facilities, changes to opening hours
Streamlining of ordering processes and elimination of some outdated practice as a result of process review of
acquisitions
University agreed Collection Management Policy
We have improved embedding of Info Literacy in curricula by demonstrating its value using a combination of
quantitative and qualitative methods (e.g., by showing that NSS satisfaction levels are higher for those students
who receive embedded IL.)

Content
Additional resources devoted to teaching level collections and e-books
Book fund allocation guided by use of statistics
Changes to expenditure on resources – print/electronic
Demonstrated value for money of investment in e-resources to institution
Improvement in satisfaction in the library collection due to better management of stock
Improvements to e-resource provision and usability of access tools
Increased funding for electronic resources
Increased investment in e-resources and transfer of bound journal volumes to closed store as usage figures
demonstrate popularity of digital formats
Increased provision of key texts (x4)
Increased stock fund
Investment in e-book provision
Loan allocations increased
Purchase of specific bibliographic databases
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Strategic investment in e-journals (x4)
Targeted provision of library materials for student support

Environment
Change in use of study carrels from monthly bookable to daily bookable units
Changes to food and drink policy
Creation of a social learning space (x2)
Designation of more group study areas (x2)
Furniture replacement
Learning zones
Library café
Noise management policy
Occupancy levels of study spaces evaluated and changes made to study space provision
Re-organisation of library space (x9)
Rezoning of the entire libraries (all campuses) to create defined spaces for silent, quiet and noisy areas (x3)
Soft seating areas for students and specific zoning
Study environment – group study rooms, more powered desks for laptops, coffee bar and social area
We are currently refurbishing three branch libraries. The funds were obtained because of demonstrable student
demand, and the refurbishments have been planned to meet specific identified needs.

Staffing
Actual enquiries logged and analysed leading to changes in staffing on our enquiry desk
Better understanding of relative workloads across Information Services, and year-on-year trends
Business cases made to support the need for more staff resource in enquiries
Changes in staffing to counter and enquiries desk
Creation of academic liaison section focusing on research and teaching instead of subject specific
Deployment of part-time staff in a different way based on usage analysis
Establishment of staff development committee
Personnel changes
Re-structured e-resources support team
Robust customer training programme for front-line staff
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Staff development policy
Staff restructuring
Staff training programme on customer service as a result of LibQUAL+® survey in 2003
Statistics on issues and occupancy have informed our decisions about staffing levels, both by campus and by school

Other
Ability to compare performance with other institutions, to identify opportunities for improvement
Ability to inform institutional management of the value of our work and the need to invest in it
Ability to substantiate additional budget request
Additional marketing in response to survey
An agreement on the need to develop integrated services with other support services, as student needs as
expressed through surveys cannot be contained within developments to one service alone
Change in services
Changed registration procedures at hospital library
Extended our partnership with a supplier for another 12 months
Greater understanding of service impact
Improved student satisfaction in key areas where we identified problems
Improved user satisfaction survey results
Increased funding
More institutional investment in the Library
Regular inflation increases to book fund arising from analysis and presentation of satisfaction survey data to
University executive
Services tailored to user needs

Strategy
26. Does your library strategy include a specific commitment to assessment and evaluation activities?
N=62

Yes

49

79%

No

13

21%
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Comments
Yes
Commitment included in strategic plan and annual operational plans.
Develop an active response to evaluation and feedback Plan 2004/10 and “Staff will...design services around the
needs of users, be responsive to feedback...” 2008/9.
Involvement in university-wide assessment and evaluation procedures and specific library activities e.g. LibQUAL+®.
Library strategy monitors quality.
Library strategy mirrors University strategy which is to review and improve all core processes and systems.
Quality enhancement is a key issue for both the Library and the institution.
Sconul and Ucisa required on an annual basis.
The University has a stated commitment to evidence based practice as does the LIS strategy.
We have a commitment to quality and also the assessment and improvement of service through a variety of means
including KPIs.
We have a strategic objective “to ensure the best possible return on investment in the Library by carrying out
regular critical evaluation of services and establishing means of demonstrating impact.” The institution is developing
an Evaluation Framework for all the administrative and support Departments which comprise the Registrar’s
Division.
We have just written our new Medium Term Strategy which will inform all our activities in the next 5 years. We have
a commitment to evidencing our activities and evaluating success.
No
A new Library Strategy is currently under development to provide a framework for the newly-merged Library service
and that will include key performance indicators and a commitment to both quantitative and qualitative evaluation.
Although I have answered no, we do have a firm commitment to assessment and evaluation. We have also
produced a strategic response document to our LibQUAL+® results.
In process of writing a strategic plan - mention we use data to make decisions in certain areas but nothing specific
about assessment and evaluation.
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Professional Development
27. Does your library provide assessment training for library staff? Select all that apply. N=63

Yes, training is provided by the library					

13

21%

Yes, support is given for training provided by our parent institution		

14

22%

Yes, support is given for training provided outside of our institution		

25

40%

No, there is no particular training provided				

32

51%

If training is provided by the library, what kinds of topics are covered? Select all that apply. N=13

Assessment methods

8

62%

Report writing		

7

54%

Basic statistics		

6

46%

Data presentation		

6

46%

Value of assessment

4

31%

Data analysis		

3

23%

Survey construction		

3

23%

Sampling techniques

2

15%

Other 			

1

8%

Please specify other training that is provided by the library.
Process improvement

Additional Comments
I organised for [an expert] to work with a small team of LLR staff to look at how to get the best out of SCONUL
Statistics.
Training has largely been in response to the needs of specific surveys, e.g., LibQUAL+®.
Training on assessment and quality issues will be introduced in the future.
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28. For each of the following assessment-related professional development events that assessment
staff have attended, please indicate whether they would or would not recommend the event to
others as a good way to learn and network about assessment. Select “Have Not Attended” if no
assessment staff have participated in an event. Select one category in each row. N=58

N

Would
Recommend
N=50

Would Not
Recommend
N=7

Have Not
Attended
N=52

LibQUAL+® training sessions

55

29

2

24

Northumbria International Conferences on Performance
Measurement in Libraries

53

16

1

36

Evidenced-Based Library and Information Practice Conference

53

7

2

44

Library Assessment Conference (e.g., Charlottesville 2006)

53

1

—

52

CILIP assessment-related events

53

30

2

21

SCONUL assessment-related meeting

53

33

1

19

ARL assessment-related meetings

52

4

—

48

Other

17

7

—

10

If you selected Other above, please specify which other assessment-related professional
development event(s) assessment staff have attended. N=10
Events organised by Library and Information Research Group
I am not sure what has been undertaken
IFLA conferences
In-house training on specific evaluation tools
M25 Consortium
Non-Library related events to do with customer satisfaction, managing expectations, etc.
Nowal events (North West Academic libraries)
One to one support by external provider of software (Priority Research)
SCONUL statistical training - purchased to run in-house
Training, e.g., on snap, elements of management courses (DMS, MBA, etc.)
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29. Please describe any professional development needs that assessment staff at your library have that
are not being met by the events above. N=7

Data Analysis
Evaluation/assessment activity is only a small part of the work of some librarians
Software package support, e.g., Atlas ti
SPSS training; survey design methodologies
The inter-relationship of different assessment methods and how to co-ordinate evaluation for specific purposes
Understanding of survey techniques, question setting and statistical significance of results
Use of tools like SPSS and Invivo

Culture of Assessment at Your Library
30. Please rate your agreement with the following statements on a scale of 1 to 5 where 1 is strongly
disagree and 5 is strongly agree. N=63

N

Assessment is evident in our library planning
documents such as the strategic plan

63

1
Strongly
Disagree
N=17

2

N=45

5

9

3

4

N=55 N=58
11

22

5
Strongly
Agree
N=34
16

Assessment is a library priority

63

3

7

11

25

17

Library managers are committed to supporting
assessment

62

3

4

18

23

14

Staff accept responsibility for assessment activities

62

3

16

22

15

6

There is support and/or rewards for staff who engage
in assessment activities

62

7

24

15

14

2

My library evaluates its operations and programs for
service quality

62

2

7

10

29

14

Staff have the necessary assessment expertise and
skills

62

—

19

27

16

—

Staff development in assessment is adequate

62

3

25

26

7

1

My library has local assessment resources and experts

61

5

18

21

15

2

Assessment results are used to improve my library

60

3

3

9

26

19
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31. Does your library have assessment plans for departments/units or a library-wide assessment plan?
N=62

Yes, the library has an assessment plan for every department/unit

2

3%

Yes, the library has an assessment plan for some departments/units

9

15%

Yes, the library has a library-wide assessment plan			

22

35%

No, the library has no assessment plan				

29

47%

Comments N=14
Assessment plan for some departments/units
Currently under development to be ready early 2009.
Library-wide assessment plan
Assessment is conducted where there is a need; as well as a regular overall review.
Chartermark has ensured this is integral.
Evidence is required for the departmental monitoring process.
Library assessment is included with assessment of computing services - we are a converged service.
No assessment plan
As a one-time Planning, etc. Librarian (at Northumbria when it was a Poly) I have long regretted the inability
to perform assessment activities. With the consolidation of the University onto one campus, and a major staff
restructure, I have designated a unit to rectify this deficit.
Assessment is linked to strategic planning and evaluation of innovation and service improvement.
Assessment plan under development.
I would welcome seeing an example from another library to help us decide if we should have one.
The University has a Lean Team to facilitate service improvements. The Library makes extensive use of this team
This is a bad time to be completing the survey as the Library is just beginning to plan a full KPI and assessment
framework as a result of a change of management.
We are about to restructure and this is likely to come, currently there has been nothing formal in place.
We have pockets of assessment activity, and a rather ad hoc approach, but have no mechanism for pulling it all
together and maximising the benefits.
We have recently appointed to a new role which will have quality improvement as a major goal. This individual will
be tasked with developing an assessment plan for specific areas starting with front-line services.
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Additional Comments
32. Please enter any additional information regarding assessment activities at your library that may
assist the authors in accurately analysing the results of this survey. N=15
Annual satisfaction survey on the SCONUL model. Annual comparative PIs mostly based on the SCONUL Annual
Library Statistics, which form part of more general University PIs. Targeted survey on services or for customer groups.
Focus groups, e.g., on IL, research needs. Electronic suggestions forms, &c.
As noted above, the UWS is a newly-merged institution with a new management team and is therefore just
beginning to develop a new strategy that will include performance indicators and a measurement and assessment
regime. This will form a major part of our future development but it will be around a year before it is fully developed
and implemented.
Assessment structure: 1. University-led surveys with strong Library component reported to the Academic Standards
and Quality Committee which Library reports responses to. 2. Annual Library survey adapted from SCONUL survey.
3. Daily feedback system. Five-day response time and actions taken publicised. 4. Staff/Student Liaison committees.
Feeds into Schools Annual Learning and Teaching Reports. 5. Ad-hoc site or service-based surveys, or focus groups
as required.
I do not wish to seem disloyal but I would view us as “bumbling along” with regard to assessment. We currently do
just enough to show our users we are “DOING OK.” We do not do enough to turn the information gathered to our
advantage. This is really to do with staff resource available. As we become more business minded this will change.
I don’t like ‘assessment’. Continuous improvement is what we are trying to achieve; cultural change.
I have found some of the questions difficult to answer - as we do investigate service activities - but perhaps not
robustly enough to be called assessment. I am very interested in receiving information on your findings and having
examples of best practise from other organisations.
Library assessment is in the early stages of active development. We have always collected data and statistics,
adopted service level agreements (particularly for front-of-house activities) and for some years have carried out user
satisfaction surveys. We are now moving to a much more structured approach and are actively attending to impact
assessment and qualitative analysis as opposed to simply data collection and quantitative analysis.
Library assessment plan currently being revised in light of strategic review institutionally.
Performance assessment has been recognised as an increasingly important factor and the aim is to give it a higher
priority in the coming years, particularly in relation to e-resources.
There is a strong commitment to the development and use of service standards, and to encouraging and using
customer feedback. Both are integral to our commitment to maintaining our Chartermark for customer service
excellence.
Viewed as very important but still more ad hoc than we would like. Had planned to address this but failed to recruit
to a post and staff cuts may now mean this is on hold.
We are a very small academic library where assessment is important but not formalised as much as it might be in a
larger library.
We did a LibQUAL+® survey in 2004 after the opening of a new library extension, with the intention of revisiting
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the same survey later. Currently initiating a new LMS and planning to integrate into new website based on focus
groups and interviews.
We initiated an International Benchmarking Exercise involving 13 University Libraries Worldwide.
We undertake user satisfaction surveys every two years, plus ad hoc subject specific surveys as required.

50 · Survey Results: Survey Questions And Responses

Responding Institutions

University of Aberdeen
Aberystwyth University
Anglia Ruskin University
University of the Arts London
Aston University
University of Bedfordshire
Birkbeck, University of London
University of Birmingham
Birmingham City University
University of Bolton
University of Bristol
Brunel University
Cardiff University
University of Central Lancashire
University of Chichester
Coventry University
Cranfield University
University of Cumbria
De Montfort University
University College Dublin
Durham University
University of East Anglia
Edge Hill University
University of Edinburgh
University of Exeter
National University of Ireland, Galway
University of Glamorgan
Glasgow University
Glasgow Caledonian University
Glasgow School of Art
University of Gloucestershire
Goldsmiths College
University of Huddersfield
University of Hull
Heriot-Watt University
Kingston University
London School of Hygiene & Tropical Medicine
University of Lancaster

University of Limerick
University of Liverpool
Liverpool John Moores University
University of Manchester
Middlesex University
Manchester Metropolitan University
Napier University
Newcastle University
Northumbria University
University of Nottingham
Nottingham Trent University
Open University
University of Oxford
University of Portsmouth
Queen Mary, University of London
Royal College of Surgeons in Ireland
Robert Gordon University
Royal Holloway, University of London
Roehampton University
Royal Agricultural College
University of Salford
St George’s, University of London
Sheffield Hallam University
School of Oriental and African Studies
University of Southampton
University of St Andrews
University of Strathclyde
University of Surrey
University of Sussex
Swansea University
Trinity College Dublin
Trinity College Carmarthen
University of Wales Institute, Cardiff
University of Warwick
University of the West of England, Bristol
University of the West of Scotland
University of Westminster
University of York
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Representative Documents

Planning Documents
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Aberystwyth University

Information Services Strategic Plan 2006/07–2008/09
http://www.inf.aber.ac.uk/central/strategic-plan/StratPlan06_2_.pdf

56 · Representative Documents: Planning Documents

Aberystwyth University

Information Services Strategic Plan 2006/07–2008/09
http://www.inf.aber.ac.uk/central/strategic-plan/StratPlan06_2_.pdf
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Aberystwyth University

Information Services Strategic Plan 2006/07–2008/09
http://www.inf.aber.ac.uk/central/strategic-plan/StratPlan06_2_.pdf
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Aberystwyth University

Information Services Strategic Plan 2006/07–2008/09
http://www.inf.aber.ac.uk/central/strategic-plan/StratPlan06_2_.pdf
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Aberystwyth University

Information Services Strategic Plan 2006/07–2008/09
http://www.inf.aber.ac.uk/central/strategic-plan/StratPlan06_2_.pdf

60 · Representative Documents: Planning Documents

Aberystwyth University

Information Services Strategic Plan 2006/07–2008/09
http://www.inf.aber.ac.uk/central/strategic-plan/StratPlan06_2_.pdf
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Aberystwyth University

Information Services Strategic Plan 2006/07–2008/09
http://www.inf.aber.ac.uk/central/strategic-plan/StratPlan06_2_.pdf
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Aberystwyth University

Information Services Strategic Plan 2006/07–2008/09
http://www.inf.aber.ac.uk/central/strategic-plan/StratPlan06_2_.pdf
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Aberystwyth University

Information Services Strategic Plan 2006/07–2008/09
http://www.inf.aber.ac.uk/central/strategic-plan/StratPlan06_2_.pdf
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Aberystwyth University

Information Services Strategic Plan 2006/07–2008/09
http://www.inf.aber.ac.uk/central/strategic-plan/StratPlan06_2_.pdf
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University of York

Quality Assurance Cycle

66 · Representative Documents: Planning Documents

University of York

Quality Assurance Cycle
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University of York

Quality Assurance Cycle

68 · Representative Documents: Planning Documents

University of York

Quality Assurance Cycle
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University of York

Quality Assurance Cycle

70 · Representative Documents: Planning Documents

University of York

Quality Assurance Cycle

Library Performance Measurement in the UK and Ireland · 71

University of York

Quality Assurance Cycle

72 · Representative Documents: Planning Documents

University of York

Quality Assurance Cycle
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University of York

Quality Assurance Cycle

74 · Representative Documents: Planning Documents

Performance Standards
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University of Bolton

Performance Standards
http://www.bolton.ac.uk/Students/StudyResources/Library/AboutUs/PerformanceStandards.aspx
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University of Bolton

Performance Standards
http://www.bolton.ac.uk/Students/StudyResources/Library/AboutUs/PerformanceStandards.aspx
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University of Bolton

Performance Standards
http://www.bolton.ac.uk/Students/StudyResources/Library/AboutUs/PerformanceStandards.aspx
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University of Bolton

Performance Standards
http://www.bolton.ac.uk/Students/StudyResources/Library/AboutUs/PerformanceStandards.aspx
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University of Hull

Balanced Scorecard for Library Services
http://www.hull.ac.uk/lib/using_our_libraries/performance/balanced_scorecard/index.html

80 · Representative Documents: Performance Standards

University of Hull

Our Service Standards
http://www.hull.ac.uk/lib/using_our_libraries/performance/service_standards.html
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Survey Web Sites
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Aston University

Library & Information Services Surveys
http://www1.aston.ac.uk/lis/aboutlibrary/survey/

84 · Representative Documents: Survey Web Sites

Durham University

Library Surveys
http://www.dur.ac.uk/library/about/strategy/surveys/
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University of East Anglia

User Survey
http://www.uea.ac.uk/is/usersurvey

86 · Representative Documents: Survey Web Sites

Newcastle University

Library Survey Results 2007
http://www.ncl.ac.uk/library/about/standards/surveys/2007/
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Performance Reports
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University of Aberdeen

2007 Library & Historic Collections Survey Report
http://www.abdn.ac.uk/library/2007survey_report.shtml
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University of Aberdeen

2007 Library & Historic Collections Survey Report
http://www.abdn.ac.uk/library/2007survey_report.shtml
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University of Aberdeen

2007 Library & Historic Collections Survey Report
http://www.abdn.ac.uk/library/2007survey_report.shtml

92 · Representative Documents: Performance Reports

University of Aberdeen

2007 Library & Historic Collections Survey Report
http://www.abdn.ac.uk/library/2007survey_report.shtml
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University of Bolton

Library Performance Report 2007/8
http://www.bolton.ac.uk/Students/StudyResources/Library/AboutUs/SurveysReports/PerformanceReport2007-8.pdf

94 · Representative Documents: Performance Reports

University of Bolton

Library Performance Report 2007/8
http://www.bolton.ac.uk/Students/StudyResources/Library/AboutUs/SurveysReports/PerformanceReport2007-8.pdf
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University of Bolton

Library Performance Report 2007/8
http://www.bolton.ac.uk/Students/StudyResources/Library/AboutUs/SurveysReports/PerformanceReport2007-8.pdf
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University of Bolton

Library Performance Report 2007/8
http://www.bolton.ac.uk/Students/StudyResources/Library/AboutUs/SurveysReports/PerformanceReport2007-8.pdf
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University of Bolton

Library Performance Report 2007/8

http://www.bolton.ac.uk/Students/StudyResources/Library/AboutUs/SurveysReports/PerformanceReport2007-8.pdf
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University of Bolton

Library Performance Report 2007/8

http://www.bolton.ac.uk/Students/StudyResources/Library/AboutUs/SurveysReports/PerformanceReport2007-8.pdf
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University of Bolton

Library Performance Report 2007/8
http://www.bolton.ac.uk/Students/StudyResources/Library/AboutUs/SurveysReports/PerformanceReport2007-8.pdf
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University of Bolton

Library Performance Report 2007/8
http://www.bolton.ac.uk/Students/StudyResources/Library/AboutUs/SurveysReports/PerformanceReport2007-8.pdf
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University of Bolton

Library Performance Report 2007/8
http://www.bolton.ac.uk/Students/StudyResources/Library/AboutUs/SurveysReports/PerformanceReport2007-8.pdf
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University of Bolton

Library Performance Report 2007/8

http://www.bolton.ac.uk/Students/StudyResources/Library/AboutUs/SurveysReports/PerformanceReport2007-8.pdf
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University of Bolton

Library Performance Report 2007/8
http://www.bolton.ac.uk/Students/StudyResources/Library/AboutUs/SurveysReports/PerformanceReport2007-8.pdf
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University of East Anglia

ISD User Survey 2007 Report
http://www.uea.ac.uk/is/usersurvey
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University of East Anglia

ISD User Survey 2007 Report
http://www.uea.ac.uk/is/usersurvey

106 · Representative Documents: Performance Reports

University of East Anglia

ISD User Survey 2007 Report
http://www.uea.ac.uk/is/usersurvey

Library Performance Measurement in the UK and Ireland · 107

University of East Anglia

ISD User Survey 2007 Report
http://www.uea.ac.uk/is/usersurvey

108 · Representative Documents: Performance Reports

University of East Anglia

ISD User Survey 2007 Report
http://www.uea.ac.uk/is/usersurvey
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University of East Anglia

ISD User Survey 2007 Report
http://www.uea.ac.uk/is/usersurvey
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University of Hull

University of Hull Library Services Balanced Scorecard 2008/09
http://www.hull.ac.uk/lib/using_our_libraries/performance/scorecard_0809.pdf
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University of Hull

University of Hull Library Services Balanced Scorecard 2008/09
http://www.hull.ac.uk/lib/using_our_libraries/performance/scorecard_0809.pdf
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University of Hull

University of Hull Library Services Balanced Scorecard 2008/09
http://www.hull.ac.uk/lib/using_our_libraries/performance/scorecard_0809.pdf
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University of Hull

University of Hull Library Services Balanced Scorecard 2008/09
http://www.hull.ac.uk/lib/using_our_libraries/performance/scorecard_0809.pdf
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University of Hull

Service Standards. Brynmor Jones Library. August 2008 to January 2009
http://www.hull.ac.uk/lib/using_our_libraries/performance/standards_bjl_jan09.pdf

Library Services
SERVICE STANDARDS
Brynmor Jones Library
August 2008 to January 2009
The Library Service has agreed service standards in key areas of library activities. The standards apply to services in the
Brynmor Jones Library during the normal working week, Monday-Friday, 9 am to 5.15 pm. Service standards for the Keith Donaldson
Library are displayed separately.
Our performance against the standards during the period August 2008 to January 2009 is displayed below. Results from the previous
period (Feburary to July 2008) are given in brackets.
We would like to know what you think of our service standards. For example, do they cover the services which are most important
to you, and are they good enough to meet your needs? In response to your comments and suggestions, we will keep our standards
under review and revise them if necessary.
You can give your comments and suggestions in the following ways:
Through our suggestions scheme, "Are we getting it right?" - forms are available in all libraries.
By emailing us - the address is libhelp@hull.ac.uk.
By writing to the Customer Services Manager, Brynmor Jones Library, Cottingham Road, University of Hull, HULL HU6 7RX.

Service Standard

Achieved

We will contact at least 95% of customers who
report an item missing within three weeks, and
the remainder within four weeks (after three
thorough searches by Library staff), to inform
them if the item has been found, or if not,
whether another copy can be purchased or
otherwise made available.

79.5% (3 weeks)
91.4% (4 weeks)
(77.4% + 86.4%)

We will invoice, catalogue, process and send
for shelving, at least 80% of purchased items
within two weeks of their receipt, and the
remaining 20% within three months of receipt.

95.5% (2 weeks)
99.9% (3 months)
(96.85% + 100%)

We will catalogue, process and make
available for collection within four working
days 100% of items being processed
which have been requested by users.

100%
(99.3%)

Comments

ü

ü
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University of Hull

Service Standards. Brynmor Jones Library. August 2008 to January 2009
http://www.hull.ac.uk/lib/using_our_libraries/performance/standards_bjl_jan09.pdf

Service Standard

Achieved

We will record receipt of and shelve at least
95% of unbound periodical parts on the day
of receipt.

100%
(100%)

We will record receipt of and send for shelving
at least 95% of bound periodical volumes
within one working week of their return from
the binders.

100%
(100%)

We will transmit 95% of document supply
requests to the appropriate supplier within one
working day of receipt.

100%
(100%)

We will send out photocopies of articles and
letters notifying users that inter-library loan
books are available for collection within one
working day of receipt of these items in at
least 95% of cases.

100%
(100%)

We will shelve all items within 24 hours of
their return to the Library, giving priority to
seven day loan items.

99.7%
(99.9%)

We will process 95% of photocopying
requests for Archives materials within three
working days of receipt of payment.

98.2%
(100%)

We will acknowledge or respond to 95% of
written, telephone and email queries regarding
Archives materials within three working days
of receipt of the query.

96.4%
(100%)

We will ensure that the Library Catalogue
is available via the campus network for
at least 99% of the time, 24 hours a day,
7 days a week, subject to the availability of the
University computer network.

100%
(100%)

116 · Representative Documents: Performance Reports

ü

ü

ü

ü

ü

ü

ü

Comments

National University of Ireland, Galway

Library Research Support Survey 2008
http://www.library.nuigalway.ie/services/Library_Publications/index.html
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National University of Ireland, Galway

Library Research Support Survey 2008
http://www.library.nuigalway.ie/services/Library_Publications/index.html
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National University of Ireland, Galway

Library Research Support Survey 2008
http://www.library.nuigalway.ie/services/Library_Publications/index.html
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National University of Ireland, Galway

Library Research Support Survey 2008
http://www.library.nuigalway.ie/services/Library_Publications/index.html
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National University of Ireland, Galway

Library Research Support Survey 2008
http://www.library.nuigalway.ie/services/Library_Publications/index.html
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National University of Ireland, Galway

Library Research Support Survey 2008
http://www.library.nuigalway.ie/services/Library_Publications/index.html
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National University of Ireland, Galway

Library Research Support Survey 2008
http://www.library.nuigalway.ie/services/Library_Publications/index.html
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National University of Ireland, Galway

Library Research Support Survey 2008
http://www.library.nuigalway.ie/services/Library_Publications/index.html
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National University of Ireland, Galway

Library Research Support Survey 2008
http://www.library.nuigalway.ie/services/Library_Publications/index.html
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National University of Ireland, Galway

Library Research Support Survey 2008
http://www.library.nuigalway.ie/services/Library_Publications/index.html
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National University of Ireland, Galway

Library Research Support Survey 2008
http://www.library.nuigalway.ie/services/Library_Publications/index.html
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National University of Ireland, Galway

Library Research Support Survey 2008
http://www.library.nuigalway.ie/services/Library_Publications/index.html
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National University of Ireland, Galway

Library Research Support Survey 2008
http://www.library.nuigalway.ie/services/Library_Publications/index.html
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National University of Ireland, Galway

Library Research Support Survey 2008
http://www.library.nuigalway.ie/services/Library_Publications/index.html
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National University of Ireland, Galway

Library Research Support Survey 2008
http://www.library.nuigalway.ie/services/Library_Publications/index.html
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National University of Ireland, Galway

Library Research Support Survey 2008
http://www.library.nuigalway.ie/services/Library_Publications/index.html
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National University of Ireland, Galway

Library Research Support Survey 2008
http://www.library.nuigalway.ie/services/Library_Publications/index.html
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National University of Ireland, Galway

Library Research Support Survey 2008
http://www.library.nuigalway.ie/services/Library_Publications/index.html
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National University of Ireland, Galway

Library Research Support Survey 2008
http://www.library.nuigalway.ie/services/Library_Publications/index.html
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National University of Ireland, Galway

Library Research Support Survey 2008
http://www.library.nuigalway.ie/services/Library_Publications/index.html
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Swansea University

Comparative Library and ICT Statistics: 2006–07
http://www.swan.ac.uk/lis/AboutLis/reports/
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Swansea University

Comparative Library and ICT Statistics: 2006–07
http://www.swan.ac.uk/lis/AboutLis/reports/
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Swansea University

Comparative Library and ICT Statistics: 2006–07
http://www.swan.ac.uk/lis/AboutLis/reports/
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Swansea University

Comparative Library and ICT Statistics: 2006–07
http://www.swan.ac.uk/lis/AboutLis/reports/
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Deputy Director and University Librarian
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Communication and External Relations Manager
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University of Warwick

Administrative Officer (Quality and Benchmarking)

Role Description Form
Job Title:

Administrative Officer (Quality and Benchmarking)

Job Holder/s:
Sub Department:

Planning and Resources

Department:

Library

Responsible to (title and
name):
Responsible for (title and
numbers):

Head of Planning and Resources

Job Purpose:

To develop and embed a range of quality of service and
benchmarking techniques and to make available a meaningful
portfolio of management information to inform the Library’s future
strategic planning and service development

Area

Activity and Responsibility

Principal Accountabilities

Post-specific accountabilities

Currently no formal line management responsibility. See
comment at ‘Supervision given’

Collect and analyse a range of appropriate library
performance indicators and management information,
working in cooperation with the Administrative Officer
(Planning and Resources)

In collaboration with relevant Library colleagues,
implement assigned, long-term impact factor projects,
creating collaborative relationships with participants so as
to maintain their engagement.

%

50

20

Work closely with colleagues in other sections of the
Library to offer expert advice on the collection of
management information data, assisting with solutions to
facilitate its collection and advising on its interpretation.

5

Develop and populate with data, a databank of
management information to inform strategic decisionmaking across the Library and ensure that it is available
to all relevant staff

10

As appropriate, provide training and ongoing support in
the use of such statistical analysis packages as are
adopted

5

Keep abreast of quality of service and benchmarking
activities, collaborate as appropriate with comparator
libraries, institutions and other sector organisations, and
contribute to relevant national and international initiatives
in the field

5

July 2005
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Core accountabilities
Plan pre-designated projects, including the definition of
hypotheses, evaluation and review methodologies,
resource requirements and the production of timelines,
deliverables and milestones, implement projects and
programmes, managing teams as and when required and
appropriate and develop exit strategies to embed project
and programme outcomes into the mainstream activity of
the Library as a whole
Produce progress reports (both text and data) regularly,
including progress against project plans, evaluation and
recommendations for the review and adaptation of
projects and programmes.

Knowledge, Skills and
Experience

Supporting Information
Communication

Relevant first degree, postgraduate qualification or equivalent
Relevant professional qualification desirable but not essential
Experience of data collection and statistical analysis at degree
level or equivalent
Operational experience of project work, with the capability to
deliver projects independently and collaboratively
3 years’ relevant experience, preferably in a service environment
Experience of drafting and presenting reports
In depth knowledge of relevant research methods, including
customer consultation
Thorough working knowledge of relevant statistical techniques
and packages
Good information and data management skills, including the
ability to gather, analyse, interpret and present information and
data effectively and comment on its significance
Knowledge and understanding of a service environment
Ability to establish and maintain systems
Ability to prioritise tasks of different levels, types and complexities
Ability to think laterally and flexibly, to adopt non-traditional
approaches to solving problems and to innovate
Ability to be responsive and proactive
Excellent organisational, communication, advocacy and
interpersonal skills, with the ability to team-build and to lead
teams

Internal to the Library:
Head of Planning and Resources (line management
accountability)
Administrative Officer (Planning and Resources)
Librarian and all members of the Library Management Team
Other senior library managers and any library staff engaged in
collection of management information at whatever level
Systems team
Internal to the University:
Students’ Union, Communications Office, Alumni and
Development Office, Quad Research (as required), Academic
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Office (relevant sections), RSS, CAP, IT Services
External:
National and international contacts to support activities involving
QOS, benchmarking, management information

People Management –
Supervision given

There is currently no formal line management responsibility, but it
is expected that, as the work of the Planning and Resources
section develops and specific projects are undertaken, it will be
necessary for the post-holder to supervise and lead project teams
formed for fixed periods of time.

People Management –
Supervision received

Line management accountability to the Head of Planning and
Resources.
Expected to plan and organise own workload, and to coordinate
activities within the context of Planning and Resources’ and the
Library’s overall priorities and targets, as agreed with the Head of
Planning and Resources, the Librarian and other members of the
Library Management Team as appropriate

Financial/Resource
management

No direct budgetary or financial responsibility, but the results of
work undertaken will have an indirect effect in that they will inform
the Library’s future financial planning and decision-making

Additional Information

Working Environment

Signatures:
Signed

Printed

-----------------------------

----------------------------

-----------------------------

----------------------------

-----------------------------

---------------------------

-----------------------------

----------------------------

-----------------------------

----------------------------

-----------------------------

----------------------------

-----------------------------

----------------------------

-----------------------------

---------------------------

Head of Department
Line Manager

Job holder/s
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Head of Planning and Resources

Role Description Form
Job Title:

Head of Planning and Resources

Job Holder/s:
Sub Department:

Library Management Team

Department:

Library

Responsible to (title and
name):
Responsible for (title and
numbers):

Librarian
Direct responsibility: 1 (0.5FTE) X FA7, 3 (3FTE) X FA6, 1 (1.0
FTE) X FA5, 1 (0.5 FTE) X FA2 (to be appointed)
Overall responsibility: 11 staff, including above, plus 1 (0.82) X
FA3, 1 (0.5 FTE) X FA2, and 5 (4.09 FTE) X FA2 (library porters)

Job Purpose:

To lead, develop and co-ordinate the work of the Library’s
Planning and Resources Team in support of the implementation of
the Library’s Strategic Plan

Area

Activity and Responsibility

%

Principal Accountabilities

Management responsibilities:

20

Direction and leadership to the development of the
Planning and Resources team to ensure cost efficient and
effective support to the institutional mission.
Development and implementation of supporting strategy
to assist implementation of the Library Strategic Plan,
particularly in relation to development of the user-focused
library (strategic goal one) and the development of
infrastructure support (strategic goal five).
Co-ordinate the development of the team’s annual workplan to enable implementation of that supporting strategy.
Ensure appropriate policy is developed, documented and
disseminated to assist library managers and other staff in
understanding and, where appropriate, implementing
policy developed within the team e.g. HR policy and
practice.
Financial management responsibilities:

20

Overall responsibility, reporting to the Librarian, for
budget-setting, financial strategy and expenditure
monitoring to ensure resources are deployed optimally to
support the needs of the University.
15
Staff management responsibilities:
Overall management of the staff deployed to work in the
Planning and Resources team, ensuring that they are
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Head of Planning and Resources
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Head of Planning and Resources
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Head of Planning and Resources
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Structure
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Middlesex University

Organization Chart
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Library Organisational Structure - from October 2008
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