Return on Investment (ROI) Framework for E-Resources Negotiated by CEIRC 

ROI is defined as the difference between the costs and the benefits of an investment and are often expressed in money-related terms.  However, in higher education the real value of an investment may not be limited solely to the specific use of the product but may also be connected to the learning and research outcomes made possible because of its availability.  Often these are called soft benefits and may be hard to measure in financial terms.  As a result, the balanced scorecard
 approach is used to develop a comprehensive set of measures and indicators that can be used by CEIRC members to evaluate ROI for electronic information resources in the context of their Library’s strategic, operational and project plans.  It is important to use metrics that the University and the Library values.

	Measure 
	Key Performance Indicators

	Financial

Cost of the product

Associated costs 


	Product cost per FTE, EFTSU

CEIRC discount vs non-consortial purchase

CEIRC membership fee vs Library staffing costs

Bandwidth costs

CPI/annual inflation rates & price caps

Item cost vs ILL, DD rate

Opt out options

Incentives for e-access only

Annual cost comparatives for outputs, eg f/t downloads, abstracts, etc.



	Customer Service

How the products are used by the customers

Customer expectations and satisfaction levels 
	Student satisfaction

Faculty satisfaction

Use statistics for f/t downloads, abstracts, alerts, etc

Frequency of use statistics, eg daily, monthly, quarterly, etc.

References in course outlines

Ease of use

Currency and comprehensiveness of information

Search accuracy

Reference/research statistics

Use by type of client including offshore



	Business Processes

What internal business processes are required to access these products?

Staff time spent managing and maintaining access to products
	Downtime as % of time product is unavailable or off-line

Maintenance/integration with library catalogue, A to Z lists, web pages

Level of user instruction required

Time & expertise to negotiate licences

Help desk statistics

Integration with other software, eg EZProxy, federated searching tools

Ease of trials and collecting customer feedback



	Innovation & Growth

What product value-added services are provided.

Vendor innovation and responsiveness to changes and improvements.


	Content duplication

New content added, 

Content removal

Alumni services

Ability to unbundle

Perpetual rights

Archive access

Open URL compliant

ILL/DD rights

Inclusion in online delivery software, eg BB

Flexible definitions of users, institutional sites including offshore
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