Activity aimed at continuous Improvement in CSU (2004 – 2008)
Organisational Unit/Faculty/Division/Section
Division of Library Services
Contact:
Shirley Oakley, Executive Director
Time period (Start-End dates):
2002-ongoing
	Formal Name of Activity
	Council of Australian University Librarians Library Client Survey     Acronym: Library Client Survey                

	Description
	The Library Client Survey has been available to Australian and New Zealand university libraries as a major benchmarking tool since 1998. Running every two years, the survey uses a bivariate methodology which identifies gaps between client expectation and service delivery.  The survey, powered by Insyncsurveys, formerly Ambit Insights and Rodski Survey Research, allows the analysis of performance indicators in two year spans within an institution and longitudinally across the sector.
 The Library Client Survey sits within the Division of Library Services (DLS)’s Operational Priorities Plan and aligns with the University Strategy key objective 4: Support of the CSU Institutional Development Plan 2005-2011 ensuring change is underpinned by continuous improvement and quality assurance in support of learning and teaching.
The DLS has participated in the survey since 2002. The primary objective of the survey is to identify key client concerns and to allow performance to be measured and monitored over time. 
The first part is common to participating university libraries and rates specific services. The final section of the survey covers open-ended questions which are customised by the participating institution and which target services of specific concern to that institution.

Analysis of the ratings in the first section of the survey is provided by Insync and is benchmarked against the ratings for other institutions. Any gap between service delivery and client expectation is identified through analysis of results. Any such gap is analysed and changes are made to the appropriate service to address the issues.
Insync analyses the data and provides two reports:

· Library Client Survey report
· Analysis of Verbatim Comments  
The reports on the DLS for 2002 – 2008 are available on the Quality Enhancement pages of the DLS Website at:

Library Surveys - Division of Library Services - Charles Sturt University


	Conduct
	Design and implementation of the Library Client Survey is audited for quality control by the Senior Management Team (Executive Director, Directors Development and Operations and Manager Business Services). The survey is customised and implemented by the Client Survey working party which reports to the Director Development. The working party consists of:  
Coordinator    -   Section Manager Information & Liaison Services

Membership   -  Access Manager, Coordinator Training and Development,    
                               Coordinator Datasets, Coordinator Library Web
Library staff are fully informed throughout the process. The survey is available to all patrons, including Offshore students, Alumni, affiliated institutions and general staff. Promotion of the survey is managed through the marketing and communication plans and includes postings on student learning spaces, academic subject forums, prominence on the DLS Home Page and alerts on the University’s community online notice board What’s New.
The survey runs for two weeks during one of the busiest months of the academic year, August. Methodology for the distribution and collection of survey forms complies with procedures approved by the Executive Team. The survey is available online through the DLS Website and in print at service points within library buildings. The survey is anonymous. Prizes are offered as incentives to the university community to participate. Completed online surveys are submitted directly to Insync; print surveys are delivered to the central collection point in the Executive Office where they are posted to Insync. In 2008 the majority of survey forms were submitted online.
The Operations Leadership Team (OLT) is responsible for the management and delivery of Access Services, Collection Services and Information & Liaison Services. It is this team’s responsibility to interpret the Insync reports , address the issues raised in them and inform clients of the results and of the measures taken by the DLS to prioritise and manage key client concerns.


	Outcomes
	The OLT, in collaboration with the various Library Services committees reporting to it, puts in place strategies to address the survey results. These strategies are mapped against the DLS’ Operational Priorities Plan and support the Learning and Teaching objectives of the University.  
Library clients are given access to the Library Client Survey report on the Quality Enhancement pages of the DLS Website. Analysis of the report and actions taken to address client needs and service anomalies are documented by the OLT and uploaded to the website. Clients are then notified through the various communications channels as outlined in the Marketing Plan.
The 2008 Library Client Survey report provided by Insync is available at: 
http://www.csu.edu.au/division/library/about/docs/rodski-survey/2008-insync-comments.pdf
The actions taken by the DLS and disseminated to  clients is available at:

2008 Library Client Satisfaction Survey: Introduction - Division of Library Services - Charles Sturt University
In the 2008 survey the DLS rated highly in staff performance, specifically fairness, professionalism and timely responsiveness with a score of 87.6%. The lowest score was identified on Virtual Library at 71.3%. Overall performance by the DLS rated against performance results from the 2006 survey, and in comparison to other university libraries, gives a score of 76.9%. This result places the DLS on the cusp of the first (top 25%) and second (top 50%) quartiles. 
Changes to the DLS’ policies and practice resulting from the 2008 survey target:
· Keeping clients better informed of new resources and services

· Providing easier access to ebooks and ejournals

· Further developing course related resources

· Improving off campus access to online resources

· Improving wireless facilities

· Extending group study facilities

· Increasing electronic resources to cover a wider area of the curriculum
· Enhancing usability and accuracy of the library catalogue


	Follow up
	As part of the QA process, receiving client feedback is embedded in the daily work practices of the DLS. Feedback forms are available on all public pages throughout the Website. Negative client feedback is circulated and addressed urgently; positive feedback is circulated for comment and filed. All feedback is regularly monitored by the Section Managers.

Formal usability studies of the DLS Website are carried out annually to monitor services for consistency and relevance and to assure access to these services complies with best practice.

	Other Comments

	Collaboration with other university libraries allows open communication and cooperation on service delivery. DLS managers and directors sit on a variety of tertiary education committees and forums. Client survey results and their contribution to evidence based management are shared at meetings such as the Queensland University Library Office of Cooperation (QULOC) groups. These collaborations provide a framework for best practice development.
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