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Aims of the presentation 

- Brief background of St Johnés College and the 

College Library 

- The user survey designed: aims and purpose 

- Key findings from the survey 

- Evidence-based decision making 

- Some challenges and implications of user 

surveys 
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Aims of the survey: 
 

 

To investigate the extent to which the 

Working Library 

 

- is used by College members 

- is considered to meet their needs 

- is responding to changes in patterns of 

usage 

 



Structure/Design of the Survey 

Identify 8 sections/areas: 
 
 1. Demography 

 
 2. Library usage patterns 

 
 3. Library rules 

 
 4. Satisfaction with present provision of resources/facilities 

 
 5. Changes in pattern of Library usage, if any 

 
 6. Satisfaction with the working environment of the Working Library 
and     services offered by Library staff 

 
 7. Delivery on Departmental aim 

 
 8. Comment on any services users would like to see improved in the 
Library      or made available 
 



Strong claim 1: Frame survey by clear aims and 

research questions linked to library improvement 

 

Research questions generated for each section  

For example:  
 
Section 2 ä Library usage patterns 
 
RQ 1. How often do users use the Library and 
when? 
 
RQ 2. What are their purposes in using the Library? 
 
RQ 3. Which of the library services do users use? 
 



Strong claim 2: Research questions converted into survey 

questions 

 
 

 

Section 2 ä Library usage patterns 

 

2.1. Please indicate how often on average you use the 

Working Library: (Please tick one) 

 
¿  Every day 

¿ Two or three times a week 

¿ Once a week 

¿ Once every two weeks 

¿ Once a month 

¿ Once a term 

¿ Not at all  



Example of question with implications for staff deployment  

 2.2. Please indicate the pattern of your usage across three academic Terms. 

 

Å Heavy usage = three or more times per week  

 

Å Moderate  usage = approximately once or twice a week 

 

Å Low usage ä approximately once every two weeks or less frequently 

 

         Heavy usage       Moderate usage          Low usage 
 No usage 

 

1. Michaelmas Term 

 

2. Lent Term 

 

3. Easter Term 

 



Example of question with implications for improving various services  
 
2.3. Please indicate the pattern of usage of the Library services listed below for all three  
academic Terms. Please place an appropriate number in each box. 

 
Å 3= Heavy usage (three or more times per week) 
Å 2= Moderate usage (once or twice a week) 
Å 1= Low usage (once every two weeks or less frequently) 
Å 0= Not at all  
    Michaelmas Term      Lent Term      Easter Term 
          

1. Borrow/renew/return items       

2. Consult books/journals in the Library 

3. Photocopy/print/scan  

4. Study/revise 

5. Use computers 

6. Use the Library catalogue 

7.    Use lockers 

8.    Use the Seminar Room 

9.    Use the Audio-Visual Room 

10.  Recommend Library purchase of books/DVDs 

11.  Buy snacks from the vending machine    



Some questions took many drafts before 

they were acceptable 

 Example 1 of a rejected question ä information not specific enough  
 
2.3. What are the most common purposes for which you use the Working 
Library? (Please tick as many boxes as apply)        

 

Ç   Consult books/journals 

Ç   Study/revision 

Ç   Use computers 

Ç   Use the Library catalogue 

Ç   Use lockers 

Ç   Use the Audio-Visual room 

Ç   Photocopy/print/scan  

Ç   Recommend Library purchase of a book(s)/DVD(s) 

Ç   Buy snack from the vending machine 

Ç   Other, please specify______________________________ 
        
 



Final draft ä Accepted 

 2.3. Please indicate the pattern of usage of the Library services  listed below for all three 
Terms. Please place an appropriate number in each box. 

 

3= Heavy usage (three or more times per week) 

2= Moderate usage (once or twice a week) 

1= Low usage (once every two weeks or less frequently) 

0= Not at all  

    Michaelmas Term  Lent Term        Easter Term

    

1. Borrow/renew/return items 

2. Consult books/journals in the Library 

3. Photocopy/print/scan 

4. Study/revise 

5. Use computers 

6. Use the Library catalogue 

7. Use lockers 

8. Use the Seminar Room 

9. Use the Audio-Visual Room 

10. Recommend Library purchase of books/DVDs 

11. Buy snacks from the vending machine    



Strong claim 3: Define key terminology to 

standardise scales 
 
 Example:  

 

 1 = Low usage (once every two weeks or less 
        frequently) 

     

           2 = Moderate usage (once or twice a week) 

     

           3 = Heavy usage (three or more times per 
        week) 

 



Strong claim 4: Think carefully about scales  

 

 

 

Deciding the number of points on a Likert scale 
 

Four points? Five points? Six points? Seven points? 

 

Two examples: 

 

Very satisfied/Satisfied/Dissatisfied/Very dissatisfied 

 

Strongly agree/Agree/Disagree/Strongly disagree 

  

èDoes not applyé option - 

 

Å Essential to cater to those for whom the question is 
irrelevant 

 

Å Some respondents may not have a view, or may use the 
Library infrequently 

 



Strong claim 5: Run a pilot survey 

 
Once the final draft is ready, ités necessary to pilot it. 

 

Purpose:  

 

ÅEliminate questions that are ambiguous, too complex, or 
do not yield usable data 

 

ÅFind out if the survey can be completed within the 
anticipated time frame ä usually 20 minutes 

 

ÅCheck if the instructions and wording for each question are 
clear 

 



Feedback after piloting 

 Examples: 

ÅThe pilot survey took about 15 minutes 

 

ÅThe question asking students to give the year 

in which they were currently studying was 

deleted 

 

ÅIn order to provide a better range of options 

for one question, a four point scale was made 

into a five point scale 

 



Strong claim 6: The survey was conducted 

online 
 



Strong claim 7: Follow-up with non -respondents 

pays dividends 

 
 

What happened after the survey was sent out?  

 

Å Survey was sent to 1,040 College members  

           

Å 10 % response rate on the first day after the survey was sent out! 

 

Å 5 days later, total response rate had reached 25% 

 

Å First reminder sent out after 5 days 

 

Å After 7 days (original deadline),  response rate was 29%  

 

Å It was decided to extend deadline by 3 days 

 

Å Second and final reminder sent 

 

Å Total response rate hit 41% - VERY HIGH! 

 

 



Possible reasons for such a high response 

 
üOnline administration of survey 
 Allows personalisation of emails 
 !ƭƭƻǿǎ ΨǎŀǾŜ ŀƴŘ ŎƻƴǘƛƴǳŜΩ ƭŀǘŜǊ 
 Allows quick easy reminders to be sent to those yet to 
 complete 
  
ü Setting out the purpose of the survey in the first place; its 

usefulness to assist in future library improvements to benefit users 
 
üMaking clear the realistic approximate time for completion - around 

15 minutes ς not too long 
 
ü Piloting the survey 
 
ü Providing incentive ς ΨǎƛƎƴƛŦƛŎŀƴǘΩ ōƻȄ ƻŦ ŎƘƻŎƻƭŀǘŜǎ 
 



Strong claim 8: Analysis and clear presentation of 

findings 

 
 

 
A selection of key findings 

Library usage patterns 

 



A selection of key Findings 

 
Use of Library learning resources 

 

Rank       Most used 

  

1. Print books     

2. E-journals     

3. E-books      

4. Print journals      

      Least used 



Undergraduate levels of satisfaction with 

Library collection 



Levels of satisfaction with the physical 

environment 



Strong claim 9: Transiting from survey findings to 

actions - evidence-based decision making 

ÅFindings reported to Head Librarian 

 

ÅFindings submitted to the Library and Records Committee 
(composed of the Librarian, the Archivist, and elected representatives 
of students and academic staff) 

 

ÅFull report submitted to every member of the Committee  

 

ÅMeetings with the usersé groups 

 

ÅManagement decision-making 

 

ÅPrioritise allocation of resources 

 

ÅLiaise with Maintenance and Facilities Department 
 



Examples of evidence-based decision making 

 
1. Easter Term (exam Term) is the busiest Term  

 - èDesk in useé slips 

 

2. One-third of undergraduates were not satisfied with the 
Library collection 

 -èAdopt a booké scheme 

 - e-books of core texts have been purchased 

 

3. Inadequate lighting and cold temperature  

 - New lighting has been fitted to all Library floors   

 - Heating has been turned on 24/7 during cold winter 
    months 



Challenges and implications of responding to 

user surveys 
 

Respond to all requests?  

 

Mediate/ Weigh up pros and cons  

 

Alignment with Library aims and purpose in 
meeting College mission? 

 

Resource availability? 

 



Strong claim 10: Update user survey questionnaire 

periodically in line with library priorities and needs  

 

 

 

4 yearsé onÞ.Library user survey 2017 

 

Revamp the questionnaire 

ü What is to be the aim of the survey? 

ü Go through the survey report in 2013 

ü Are there different priorities in 2017 compared to 2013?  

ü Eliminate questions which did not yield useful information 

ü Consult my colleagues ς what issues they think are 
currently important and over next 4 years to put in the 
questionnaire 

ü Ask my colleagues to read the questionnaire to ensure 
clarity of the questions 

 

 

 



Changes made in 2017 survey 
2013 2017 

1. Demography 1. Demography 

2. Library usage pattern 2. Library usage pattern 

3. Not surveyed 3. Section for non-users 

4. Library rules 4. Not survey 

5. Not surveyed 5. Work space 

6. Partly surveyed 6. Collections 

7. Satisfaction with present provision of 
resources/facilities 

7. Satisfaction with present provision of 
resources/facilities 

8. Changes in pattern of Library usage 8. Changes in pattern of Library usage 

9. Satisfaction with the working 
environment of the Working Library and 
services offered by Library staff 

9. Satisfaction with the working 
environment of the Working Library and 
services offered by Library staff 

10. Delivery on Departmental aim 10. Delivery on Departmental aim 

11. Comment on any services users would 
like to see improved in the Library 

11. Comment on any services users would 
like to see improved in the Library 



Overall design of 2017 data collection 

1. User survey ς Qualtrics 

 

2. Follow-up findings by interview 



Qualtrics ä online survey tool 

Customise your questionnaire  


