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Evaluation

 Ethos of evaluation and 
continuous quality improvement

 Benchmarking against others

Obtaining and using feedback 
from customers

 Evidence of impact

Usage statistics, national 
comparisons (SCONUL)



Continuous quality 
improvement

 Charter Mark award

 Service standards – setting and 
monitoring

User feedback
– Surveys (Library, University, national)

– Customer comments cards

– Course committees

– Students Union

 Benchmarking – consortium, LIBQUAL 
survey (SCONUL)

Mystery “shopping”



Why is feedback important?
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Obtaining feedback

University-driven

• Annual student 
survey

• Course committees

• Focus groups

• Student 
representatives

• Annual quality 
reviews

• Quality Assurance 
Agency

Library-driven

• Surveys

• user satisfaction

• services, e.g. 
24hour opening

• Customer comments

• Focus groups

• Meetings with 
Students Union

• Liaison groups



“In the team’s view, Learning & 

Information Services makes a 

significant contribution to the 

University’s success in achieving its 

aim of becoming a student-centred 

institution.”

Quality Assurance Agency 
Institutional Audit Report, 
2005



Library services overall

Opening hours

Study facilities

Staff helpfulness

Counter services

Shelf tidiness

Information Desks

Library cleanliness

Library website

Audio-visual loans

Printed guides

Guiding and signs

Information skills teaching

Library Survey – Users’ 
importance ratings



Up-to-date books in my subject

Wider range of books and journals in my subject

Faster and more reliable computer system

More copies of popular books

More computers

Make e-journals/internet resources easier to find

Longer opening hours

Make the printing system more reliable

More printers/photocopiers

Make the catalogue more accurate

Tidy the shelves

Staff to give us more help

Tell us what services are available

More help in using the photocopiers/printers

Stop people using mobile phones in the Library

More scanners

Copy card machines that give change or use credits

Better guiding 

& signs

Library Survey – Users’ 
priorities



“LSS sets high standards, meets 
them and provides a high level of 
frontline customer service supported 
by efficient and effective support 
teams… Continuous quality 
improvement is clearly ingrained 
within LSS and customer service is 
second nature to staff.”

Charter Mark Assessor



Current issues

 Raising awareness of academic staff

 Sharing customer service ethos

 Accountability and justifying existence
o University of Wales Bangor (April 2005)

 Value of information skills to “Google” 
generation

User-friendliness of electronic services

 Services across long opening hours

Managing day-to-day whilst developing 
new services



SCONUL Top Concerns 2005
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The future

How can we meet greater expectations 
when students pay higher fees?

Will we need library buildings for the 
virtual library?

Will we need librarians?

What kind of support will students 
need?

What is the most effective structure for 
library services?



Questions?

Putting learning and support
in the centre




