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1.
INTRODUCTION

This package is an extension of the original Document Delivery Performance CAUL Performance Indicator Kit B developed by Margaret Robertson, of the Queensland University of Technology Library, in 1994. The proliferation of integrated library management systems over the past decade has facilitated the automatic generation of systems data to assist libraries in assessing their performance. Despite the extensive use of automated systems, not all libraries have fully automated document delivery systems. This kit has been especially developed for this audience to enable such libraries to assess the time taken to process and fill document delivery requests on behalf of their clients.

1.1
Purpose of common measures

In developing common performance measures and methods, CAUL aims to:

· Provide an approved recommended standard tool for academic libraries to monitor their own performance

· Enable central reporting or sharing of performance information via the CAUL Best Practice website http://www.anu.edu.au/caul/best-practice/PerfInd.html
This methodology is intended to be a tool that libraries can use as required to evaluate the efficiency and effectiveness of their document delivery practices and compliance with national resource sharing code protocols.

1.2
How to use measurement outcomes

Libraries are encouraged to monitor document delivery performance on an ongoing basis to firstly establish an internal benchmark – baseline data –with which future performance measures can be compared. This will provide an indication over time of whether performance is improving, declining or remaining constant and whether performance outcomes are meeting client needs and expectations.

Sharing data with other libraries via the document delivery database located in the CAUL Best Practice website http://www.anu.edu.au/caul/best-practice/PerfInd.html will enable the comparison of performance outcomes and possibly, where appropriate, benchmarking opportunities to learn how other libraries are achieving higher performance outcomes.

The purpose of this Performance Indicator Kit is to provide an indication of how document delivery processes are performing. This is not a complete diagnostic tool, if the indicator points to a lack of acceptable performance, libraries will need to conduct their own investigation and analysis of your processes to identify performance inhibitors or barriers and the identification of improvement opportunities.

1.3
Scope of measurement

Document delivery refers to services whereby the library undertakes to provide at the specific request of a client, a specific known bibliographic item (loan or copy) which is not held by the home library and must be sourced from other libraries or document supply services. The scope of measurement within this kit is limited to the library’s performance as a requestor.

2.
Definitions

	Document:
	A copy of a bibliographic item in any medium



	Transaction:
	The process of seeking a document through the document delivery system



	Interlibrary Resource Sharing Code:


	A system for resource sharing based on cooperation and fairness between libraries through compliance against agreed service level standards. The four service types are: Express, Rush, Priority and core

	Document Supply:


	The supply of an item in response to a document delivery application

	Application:
	The document delivery request for an item to one library. 


3.
FILL RATE

Recommended definition

The fill rate is the number of transactions that result in document supply expressed as a percentage of the total number of completed transactions.

A completed transaction is one in which activity has been completed by the library, i.e. the library intends to do no more work on it.

Note: The definition of fill rate does not involve the total number of client requests received. A client request for document delivery does not always result in a document delivery transaction. Client requests may not reach the status of a transaction for a number of reasons, e.g. not a valid document delivery request, insufficient information provided, no location found, client unwilling to pay charges.

3.1
Calculation of the fill rate

Fill Rate = number of transactions initiated x 100%
                number of completed transactions

A transaction may be completed for a number of reasons, the most common being that a document is supplied, however, some other reasons for completion are:

· All locations have been tried and the response is negative

· The transaction is cancelled because the need for an item has passed

· The transaction is cancelled because the costs of completion will be excessive either to the client or the library

· The transaction is cancelled or abandoned because no response has been received from the final choice of supplier.

4.
COLLECTING THE DATA

Determine the sample period to be used to monitor document delivery performance, i.e. a sample period could be three days, two weeks, one month, 50, 100, 500 request slips. Allow a further two weeks for receipt or notification, i.e. a three day sample period PLUS two weeks to receive materials.

4.1
Steps for completing the manual data collection sheet

· Assign a running number and record the date and time on requests as they are received by the Document Delivery department. (Requests may be received in hard or electronic copy)

· Record the number of the request, service level (e.g. core, rush) and the date and time it was received on the manual recording sheet (available from the Excel workbook)

· Determine if the transaction is to be initiated, i.e. does the request provide sufficient information and the item requested is not held in the library? Yes: record the date and time initiated on the manual sheet. No: record the date and time in the column – Date & Time Request Ret’d to Client and send annotated request back to the client.

· On receipt of supplied materials, i.e. books, copies, retrieve the original request slip, note the running number and record the date and time received on the manual sheet in the column Date & Time Rec’d in the row corresponding with the Client Request No.

· Record the date and time the client is notified of materials availability in the Date & Time Client Notified column against the relevant Client Request No. row.

· Not all initiated requests are fulfilled. If a supplier is unable to supply record the date and time in the Date & Time Negative Response Received column as well as the Date & Time Client Notified. Or if the request is to be abandoned, i.e. not filled within a specified time or cost threshold, record the date and time in the Date & Time Transaction Abandoned/Cancelled and Date & Time Client Notified columns against the relevant Client Request no. row.

5.
PROCESSING THE DATA

Once the sampling period has concluded and all data has been recorded on the manual data collection sheet, you are ready to enter the data into the spreadsheet

5.1
Steps for entering data into the Excel spreadsheet.

· Open the spreadsheet and select Data from the tabs of the spreadsheet workbook.

· Click on the next empty cell in Column B (service). A pull down arrow will appear. Select the relevant service level for the request, e.g. core, rush, priority, express.

· The running transaction number will be automatically generated in Column A when the service level is selected.

· Enter the date and time the request was received in Column C (request received) in 

dd/mm/yy 00:00 format. There is one space between the date and time. Time must be entered in 24 hour format, e.g. if a request is received at 1.30pm the correct entry format is 13:30.

· Enter dates and times in relevant columns for the Client Request No.

· Remember to regularly save your work.

· There is no need to enter data in the sheet labelled calculations. This sheet is used to perform the inbuilt calculations. See Troubleshooting to interpret the contents of this sheet.

5.2
Steps for viewing fill rate

The fill rate is calculated automatically each time entered data is saved. To view the fill rate select the worksheet tab Fill rate. The fill rate is calculated by:

Fill Rate = number of transactions initiated x 100%
                  number of completed transactions

5.3
Steps for viewing processing times

To determine the frequency resource sharing code standards are met, click on the worksheet tab Standards. The first table is a summary outlining whether the resource sharing code was met or not met. It will be necessary to ‘refresh’ the data in this table. To do this, right click in any cell of the table and select the Refresh Data option.

Pivot tables have been established to view processing times for the three key stages in the document delivery process: initial processing time, response processing time (the time taken to receipt supply and notify the client) and total turnaround time. It will be necessary to ‘refresh’ the data in this table. To do this, right click in a cell of the table and select the Refresh Data option. The processing times are expressed as hours.

The tables available express processing times as the:

· Maximum time taken

· Minimum time taken

· Average time taken

6.
CALCULATIONS

The Calculations sheet processes the data entered in the Data sheet. Do not enter data in this sheet. The sheet has been formatted to accommodate 1,000 rows of data.

You are encouraged to check the Calculations sheet periodically to check the accuracy of data entry in the Data sheet.

6.1
Interpreting the Calculations Sheet

	Request No.:
	This is the running number assigned to a request



	Service Level:
	The service level for a request using the Australian Interlibrary Resource Sharing Code framework



	Fill Status:
	Filled – the request has been initiated and transaction completed

Not filled – The transaction has not been filled as the library is still awaiting the document to be supplied or the request has been returned to the client

	Transaction Status:
	ILL - request resulted in a transaction

Returned - request was returned to the client

FALSE – no data has been entered in the data sheet for this corresponding row

	Completed Status:
	TRANS.COMPLTD – Transaction has been completed

RETURNED – The request was not initiated and the request is returned to the client

	Turnaround Time [hours]:
	The time taken in hours from the time the request is received by the library to the time request has been received and the client notified of availability

	Initial Processing Time [hours]:
	The time taken in hours from the time the request is received by the library to when the request is initiated

	Response Processing Time [hours]:
	The time taken in hours from when the item is received in the Library to when the client is notified of the item’s availability

	Target Time [Standard]:
	The Australian Interlibrary Resource Sharing Code expressed in hours

	Target Met:
	An indication of whether the request has been processed with the Australian Interlibrary Resource Sharing Codes guidelines, i.e. the item or a negative response has been received within the specified time


7.
SYSTEM REQUIREMENTS

The program can be used on a PC running Microsoft Office 98 or Microsoft Windows 2000.

7.1
Installation

Copy the file named ‘workbook’ from the floppy disk to the directory you wish to use and then open the program using Excel.

The spreadsheet consists of:

· Data Collection Form - which can be printed off for the recording of request transactions
· Data sheet - for the entry of data collected manually during the sampling period

· Calculations – to process data entered. Do not enter data in this sheet.

· Standards – summarises the frequency within which the Australian Interlibrary Resource Sharing Codes are met; the maximum, minimum and average times taken during the three key stages of a transaction

· Fill Rate – the % of transactions that were filled

8.
TROUBLESHOOTING

	#VALUE displayed in cells in the calculations sheet
	Note the request number for the corresponding row, e.g. 12 and go to the Data sheet and check the data entry for that request number. What to look for:

· Date and time entered in the recommended format, e.g. DD/MM/YY HH/MM, 12/11/02 14:35

· The correct dates and/or times have been entered, e.g. the date and time initiated should be later than the date and time the request is received



	Blank cells in the calculations sheet
	If data is missing in Columns F, G, H and data has been entered in the data sheet, note the request number for the corresponding row, e.g. 12 and go to the Data sheet and check the data entry for that request number. What to look for:

· Date and time entered in the recommended format, e.g. DD/MM/YY HH/MM, 12/11/02 14:35

· The correct dates and/or times have been entered, e.g. the date and time initiated should be later than the date and time the request is received



	########### displayed in the pivot table


	This is an indication of incorrect data entry in the Data sheet. Follow the steps described above.

	Data hasn’t changed in the pivot tables
	The pivot table does not update automatically. After you have entered a batch of data and want to view the contents within a pivot table, right click in a cell within the table and select the refresh data option.


9.
Further Help

Assistance is available from the University of Wollongong Library. Contact Margie Jantti, Quality and Marketing Manager:

	Email:
	margie@uow.edu.au


	Telephone:
	02 4221 4869



	Fax:
	02 4221 4663


10. Service Level Standards – Australian Interlibrary Resource Sharing Codes

	Service Level
	Maximum supplier turnaround time

	Express
	2 hours 

The item or a negative response is sent within two hours of receiving the request



	Rush
	AM/PM

For a request received in the morning, item or a negative response sent the same day. For a request received in the afternoon, item or a negative response sent the morning of the next working day



	Priority
	48 hours

48 hours measured in elapsed time



	Core 
	5 working days

Working days measured in whole days




(Source: Australian Interlibrary Resource Sharing Code January 2001. Australian Library and Information Association, http://www.alia.org.au/interlibrary.lending/

11.
Examples from Excel workbook
11.1 Data Sheet

	Request Number
	Service
	Request Received
	Transaction Initiated
	Document Received
	Client Notified
	Request Returned  to Client
	Negative Response Received
	Transaction Abandoned /Cancelled

	1
	Core
	11/11/02   11:00
	11/11/02   13:00
	16/11/02   09:30
	17/11/02   10:00
	 
	 
	 

	2
	Core
	11/11/02   11:00
	11/11/02   13:30
	22/11/02   14:00
	22/11/02   17:00
	 
	 
	 

	3
	Priority
	12/11/02   08:30
	12/11/02   09:00
	14/11/02   10:00
	14/11/02   10:30
	 
	 
	 

	4
	Core
	12/11/02   10:00
	12/11/02   10:15
	12/12/02   13:30
	12/12/02   14:00
	 
	 
	 

	5
	Core
	12/11/02   10:00
	 
	 
	 
	13/12/02 11:15
	 
	 

	6
	Core
	12/11/02   10:00
	12/11/02   10:15
	15/11/02   11:00
	15/11/02   11:30
	 
	 
	 

	7
	Rush
	12/11/02   10:00
	12/11/02   11:30
	15/11/02   11:30
	15/11/02   11:45
	 
	 
	 

	8
	Express
	13/11/02   08:30
	13/11/02   09:00
	13/11/02   13:00
	13/11/02   13:15
	 
	 
	 

	9
	Core
	13/11/02   09:00
	13/11/02   13:00
	 
	21/11/02   10:00
	 
	21/11/02 09:30
	 


11.2
Calculations Sheet
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11.3
Standards – Pivot Tables

Frequency of target being met
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Maximum initial processing time by IRS Code
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Maximum response processing time by IRS Code
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