Key Performance Indicators Project Update for CAUL Best Practice Working Party.

Milestones:

The project has reached a new milestone. Data collection for the project is ready to begin. The survey packs were sent out to the Unison Libraries  for data to be collected in August.   Each library can choose the two weeks that best suit the institutional semester program. The survey pack was sent by both mail and email and contained:

    1. The cover letter

    2. The survey instructions

    3. The library profile and digital reference survey

    4. a. The staffing and training programs survey

        b. The staffing and training programs survey-example

    5. The digital reference statistics survey

    6. The digital reference client satisfaction survey

Pilot Test Survey Report:

Feedback from the test group identified shortfalls with the survey documentation and highlighted several areas of inconsistency. A discussion was held on what is a reference question, or a service question, or referred on. Each library may use strict guidelines, or group various question categories together, and this could slant results.

It was decided that the survey will ask the UNISON libraries to use their own current, in-house definitions of what is a reference question.

Timing for statistics collection for the test survey encountered problems, as the survey ran across Easter and mid-semester. The test survey highlighted many problems in collecting the statistics, as each library collected different statistics, in different methods, and on different systems.

The collection of email data was also an issue. A discussion was held on whether to include questions sent electronically to individual subject specialist librarians. 

It was decided that it should be noted when the survey is sent out to the UNISON libraries that it was not necessary to include individual email/chat enquiries to subject specialist/ faculty librarians / subject liaison officers / department/school librarians. However the various libraries should note if they are/are not included.

Participating Libraries will also include a one paragraph description on what they are counting in their statistics. Knowing some of the differences can lead to getting better information for KPIs in the future.  The project KPIs are listed below.

ASK Model: Key Performance Indicators


	ASK Performance Indicator
	ASK Model Definition
	Performance Measure

	ATTRIBUTES

Analytical skills       
	Ability to analyse the information needs of a range of users and provide solutions that meet the resource constraints of the situation    


	Customer satisfaction survey

Rodski survey

	SUPPORT

Staffing the reference service
	Level, quality and consistency of staffing that is provided to meet the information demands of the teaching, research and learning objectives of the institution. Development of staff skills through training, teamwork and continuing education
	Training of staff for digital reference services

	KNOWLEDGE

Matching resources to user needs
	Proactively building collections and providing access to information resources that meet the needs of the user
	Completion of weekly digital reference statistical survey



	(CAVAL Reference Interest Group. Working Party on Performance Measures for Reference Services, 1998)


