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	Section
	III.  DELIVERING QUALITY AND VALUE

	Action
	16. Continue to develop, extend, scope and cost a range of agreed performance measures   

	Responsibility
	BPWG

	Time-line
	ongoing

	Activity since last report
	BPWG  met in Sydney April 3rd.

1.Customer satisfaction

 A series of email consultations with the group culminated in a meeting between Helen Livingston, Philip Kent and Mike Samarchi  from Insync in Melbourne 31/7/2008

 Further email consultation has ensued. The group will meet again on Thursday 18 September.

Draft updated Insync Customer satisfaction survey was sent to CAUL Exec on 1/8/2008. Draft Survey Instrument  and 2009 price schedule has been sent to CAUL members for discussion at Darwin meeting.

2. Materials  Availability

 A survey (1 May 2008) and subsequent summary of responses ( 15 Sept 2008)  sent to CAUL



	Achievements since last report
	Most work has concerned changes to the Insync Customer Satisfaction Instrument. The main focus has been to modernise the language , move to customer focussed language, reduce the number of Questions regarding Library staff and to introduce some new concepts. The ultimate draft will be presented for ratification to CAUL at the Darwin meeting.

	Publicity, reports, publications since last report
	1. Draft Customer Satisfaction Instrument

2. Summary of Materials  Availability  Survey

	Plan for forthcoming activity
	 Continued work on Instruments

Workforce planning

Response to CCA report

Performance measures and statistics

	CAUL budget implications
	

	Recommendations to CAUL
	CAUL ratify the changes to the Customer Satisfaction Instrument and continue to encourage CAUL members to use the instrument.
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