CAUL Strategic Plan

Report to CAUL 

Author:  Felicity McGregor

 (Date: 24.3.06; Date of previous report: 8.8.05)

	Section
	BEST PRACTICE

	Action
	1. Review and develop indicators of the quality of library information and research services and develop measures to support them.

2. Other indicators

3. Rodski surveys

	Responsibility
	Best Practice Working Group (Felicity McGregor)

	Time-line
	1. Project to be completed by end 2005



	Activity and

Achievements since last report
	Performance Indicators for Digital Reference (Information and Research) Services 

See report from the project group included in CAUL papers.

In summary the project, which was sponsored by UNISON, has concluded. UNISON has not yet had the opportunity to discuss the report, however, it was decided to forward to CAUL and the BPWG to avoid further delays. 

The purpose of this project was to develop a set of PIs which are easily applied in all Australian university libraries.

It is recommended that:

Implementation of the Performance Indicators

Some or all of the Performance Indicators identified through this project are implemented for digital reference service evaluation in UNISON Libraries during 2006.

Benchmarking

Unison Libraries review the Performance Indicators and, in order to enable effective benchmarking, develop an agreed standardized model of data collection including:

· Definitions of reference categories

· Data interpretation methodology

· Data collection forms.

CAUL

The report be sent to CAUL with the suggestion that the Performance Indicators be implemented for digital reference services evaluation in CAUL Libraries.

Electronic Materials Availability Indicator

No further progress to author’s knowledge.

Rodski Satisfaction Survey

The CAUL Best Practice Working Group (BPWG), at its September ’05 meeting, agreed to work on updating the questionnaire to remove duplication and better represent areas of emerging importance whilst maintaining ‘the core’ to ensure validity of time series data.

Although it is recognised that all surveys have limitations and should be supplemented by other measures, the Rodski survey has been valuable for benchmarking and continuous improvement evaluation over time. The fact that university libraries have a common, widely-used survey is well regarded in AUQA audits. 

BPWG members agreed that the survey instrument has become dated and did not adequately reflect increasing emphasis on provision of information and services via electronic means and that questions were duplicated across categories.

Process

BPWG members were provided electronically with the following data:

· Current list of 35 questions;

· Importance rankings for each question as assigned by respondents to each question;

· ‘Additional’ questions as included at individual libraries request;

· A compilation of ‘Virtual Library’ questions as prepared by Rodski and a sub-group of CAUL libraries

Members were requested to respond to a simple questionnaire, indicating their preferred questions within the categories of Communication, Service Quality, Service Delivery, Facilities Equipment and Virtual Library.

Responses were collated and distributed with further invitation to re-visit, re-order or re-word.  BPWG members reconsidered the collations over three iterations, with a final ‘agreed’ set of questions achieved in December ’05.  Rodski was consulted to ensure validity of final draft.

Following feedback from the CAUL Executive, a few further changes were made to the survey. It is recognised that the survey does not meet everyone’s needs. The changes reflect an attempt to incorporate feedback from members using the survey while not losing time series data for the major categories. The revised list of questions is attached.

Rodski Employee survey UOW implemented the survey last year. I am not aware of other libraries’ experience.

The International Client Satisfaction Survey This has been completed and some participants have commenced administering the survey.



	Publicity, reports, publications since last report
	

	Plan for forthcoming activity
	

	Recommendations to CAUL
	Rodski:  Caul members implement the revised Rodski survey.

Performance Indicators for Digital Reference (Information and Research) Services: CAUL endorses the relevant recommendations of the Project Group.




List of questions for CAUL Rodski surveys 2006

	Communication

	
	Library staff describe clearly the services on offer

	
	Library staff provide clear and accurate answers / responses to my queries

	
	Library staff keep me informed about new services, resources and collections 

	
	Library catalogue provides clear and useful information

	
	Library information guides are clear and useful

	
	Library web pages provide clear and useful information 

	
	Adequate signage exists within the library 


	Service Quality

	
	Library staff provide quality service

	
	Books and journals are reshelved quickly

	
	Library staff act on my suggestions and ideas

	
	Prompt corrective action is taken regarding missing books and journals

	
	Services for clients with disabilities are adequate

	
	Library staff are proactive in their dealings with me


	Service Delivery

	
	Opening hours meet my needs

	
	Service staff respond in a timely manner

	
	Inter-library loan requests are filled promptly

	
	Requests for inter-campus loans are filled promptly

	
	The library collection is adequate for my needs

	
	Library staff are readily available to assist me


	Facilities & Equipment

	
	Photocopying & printing facilities are adequate

	
	Individual seating is adequate

	
	Group study facilities are adequate

	
	Access to computers to support study / research is adequate

	
	Quiet study facilities are adequate

	
	Facilities for using personal laptops are adequate

	
	Wireless facilities are adequate


	Library Staff

	
	Library staff treat me fairly and without discrimination

	
	Library staff display professionalism

	
	Library staff are friendly and helpful


	Virtual Library

	
	The library web site is easy to use

	
	The library catalogue is easy to use 

	
	Course-specific resources are easy to find and access

	
	Access to electronic resources is easily available

	
	Off-campus access to electronic information resources and services is adequate

	
	Online help services are adequate
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