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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 Darwin 18 Sept 2009 and by teleconference 3 November 2008 and had many email consultations.

1.Customer satisfaction
A Draft updated Insync Customer satisfaction survey instrument  was sent to CAUL. Several responses were received and considered by the Group and incorporated into the survey. The penultimate survey was sent to Insynch who returned several suggestions to clarify and simplify questions. The final version is available at CAUL April meeting.

 BPWG considered the question of weightings by email and will meet again before CAUL on the issue. A recommendation will be put to the CAUL April meeting.

2. Materials  Availability

Stephen Parnell (UniSA) and Eva Fisch (Latrobe) are giving a paper at Educause in Perth. April BPWG  meeting will consider recommendations for updating the instrument.



	Achievements since last report
	 Work has continued on updating  the Insync Customer Satisfaction Instrument. The “final” version is now available.

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



	Plan for forthcoming activity
	 Continued work on Instruments

Workforce planning

Performance measures and statistics

	CAUL budget implications
	Possible request for funds to update Materials Availability Survey Instrument

	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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