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1. INTRODUCTION 

1.1 Background 
University of Tasmania Library is committed to 'continuous improvement' and to be 
recognised as an organisation consistently exhibiting "best practice" goals and values. 
These goals and values can be illustrated through the Best Practice Model. This model 
identifies tbe drivers for University of Tasmania Library's continuous improvement 
programs. 

EMPLOYEE 
(measured by Employee 

Attitude Survey) 
* 

VALUE & 
QUALITY 

! 
COMPETITIVENESS 
& SUSTAINABILITY 

CUSTOMER 
(measured by Customer 
surveys) 

Figure 1 - The Best Practice Model 

*On completion if employee and ctlstomer Stlroeys we can enhance yotlr tlndirstanding if this relationship 
and its implications. 

Consistent witb tbese values, University of Tasmania Library has conducted a survey of its 
customers so tbat tbeir views, ideas, and suggestions can be fully considered as an integral 
part of its commitment to improvement. 

The results of University of Tasmania Library's customer survey are compared against botb 
otber organisations (customer surveys) and other University Libraries in our database. 
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1.2 Objectives 

The primary objective of the customer survey is to provide University of Tasmania library 
with a means to identify key customer concerns that may presendy exist. More specifically, 
the objectives of the survey are likely to include: 

1. To identify and manage the key prioritised issues affecting customers; 

2. To provide the ability to measure and monitor the performance of University of 
Tasmania library over time; 

3. To allow customers the opportunity to communicate openly and honesdy with the 
management team of the library; and 

4. To compare results against other University Libraries database so that strategies for 
improvement can be shared with other organisations. 

1.3 The Survey Process 

The survey questionnaire forms the core of the customer research. It comprised the 
"Attitude Benchmark"co technique that sought from customers of University of Tasmania 
library their responses to key variables considered critical to its continuing success. 

The customer survey contained 39 variables in a bivariate format. That is, the survey 
required respondents to assess both the Importance and Performance of each of the Best 
Practice factors (on scales of 1 to 7), as they relate to University of Tasmania Library. 

Customers of University of Tasmania library were given the opportunity to participate in 
the survey in October 2001 by completing the questionnaire anonymously. This anonymity 
helps to ensure that the true concerns of University of Tasmania library's customers are 
identified. The survey could be completed online or by using paper questionnaire. 

© Rodski Behavioural Research Group 2 
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1.4 Response Statistics 

The following table illustrates the number of usable survey forms received from customers of 
University of Tasmania Library. 

At the aggregate level, 1072 responses is a strong result and provides a high degree of 
confidence in the results obtained through the quantitative analysis. 

The majority of responses received were from the paper questionnaire. Seventy percent 
(n=747) of the responses were completed using paper questionnaires, with thirty percent 
(n=325) of respondents completed the survey on-line. All non-responses were received from 
the on-line environment. Approximately 95 site visits (to the on line ~urvey) were received 
without completing the questionnaire. In the additional analysis, th Library Branch of 
'North-West Centre Information Resource Centre' is not referred to, du. to them having less 
than ten responses. Similarly, the Categories of 'From Another Univedity' and 'Other' are 
not reported in the additional analysis. v ~ 

, '. or .... ·,,-- <: t,\-· ,O~jL''/ .. '? 
\\~ ,1-). " 

, j /,~ 

.~,' - J 'I 
,t:. ;-, ' University Of Tasmania October 2001 

Response Statistics 

Total 1072 
Library 
Art Library 70 
Clinical Library 51 
Launceston Campus Library 258 
Law Library 54 
Morris Miller Library 387 
Music Library 24 
Science Library 161 
North-West Centre Information Resource Centre 5 
Unspecified 62 
Category 
Undergraduate 718 
Postgraduate 173 
Academic/Research Staff 102 
General Staff 23 
From Another University 8 
Other 6 
Unspecified 42 
Faculty 
Faculty of Arts 424 
Faculty of Commerce 90 
Faculty of Education 88 
Faculty of Health Science 121 
Faculty of Law 58 
Faculty of Science and Engineering 236 
Unspecified 55 
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1.5 What Customers Said Was Important 

In terms of the relative ranking of mean scores obtained through the bivariate quantitative 
analysis, the highest ranked importance factors for customers of University of Tasmania 
Library as a whole (ranked in descending priority order) are: 

The Ten Most Important Factors 

October 2001 
Most Important Factors Mean 
Library catalogue provides clear and useful information 6.23 

Information resources (books, electronic, etc) are easily accessed 6.22 

Library staff treat me fairly and without discrimination 6.19 

Library staff provide quality service 6.19 

Library staff are friendly 6.14 

Opening hours meet my needs 6.13 

Library staff provide accurate answers 6.12 

Photocopying facilities are adequate 6.10 

Requests for information are followed through 6.05 

The Library provides an appropriate environment for study and 6.05 
learning 

An observation of the Top 10 Importance Table is that the priorities of University of 
Tasmania library'S customers include issues about information resources, library catalogue, 
photocopying facilities, library staff, study and learning environment, opening hours and 
receival of infonnation. 
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1.6 How Customers Feel University of Tasmania Library 
is Performing 

When analysing the perfonnance results, it is important to keep in mind that we are dealing 
with customers' perceptions of how University of Tasmania Library is performing. 

In terms of the relative ranking of mean scores obtained through the bivariate quantitative 
analysis, the highest ranked perfonnance factors for University of Tasmania Library as a 
whole (ranked in descending order) are: 

Top 10 Highest Performing Factors 

October 2001 
Highest Performing Factors Mean 

Library staff treat me fairly and without discrimination' 6.06 

Library staff are friendly' 5.90 

Library staff display professionalism 5.80 

Library staff provide quality service' 5.69 

Library staff acknowledge and handle problems in a professional 5.63 
manner 
Library staff give my enquiries appropriate time and attention 5.60 

Library staff deliver on promises made to me 5.59 

Library staff respond clearly and accurately to enquiries 5.58 

Requests for inter library loans are followed through 5.57 

Library staff provide accurate answers' 5.56 

(NB: Factors marked * have been identified as Top Ten Importance issues) 

The Top 10 Perfonnance list contains four factors from the Top 10 Importance list, 
namely, library staff treat me fairly and without discrimination, library staff are friendly, library stcif! 
provide quality service and library staff provide accurate answers. In other words, not only are these 
factors among the most important issues to customers, they are also being performed well 
by the University of Tasmania Library. 

An observation of the Top 10 perfonnance list is that it contains survey factors related to 
staff and inter library loans. 
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The lowest ranked performance factors for University of Tasmania Library are shown in 
the table below: 

The Ten Lowest Performing Factors 

October 2001 
Lowest Performing Factors Mean 

Number of computer workstations is adequate t 55 
-- / 

Photocopying facilities are adequate' 3.74 

Computer facilities/electronic equipment are adequate 4.01 

Prompt corrective action is taken regarding missing books and 4.28 
iournals 
Access to electronic databases is easily available 4.54 

Library staff act on my suggestions and ideas 4.68 

Aids are provided for users with disabilities 4.71 

Materials are processed rapidly for inclusion in the collection 4.78 

Library staff provide an innovative service 4.79 

Opening hours meet my needs' 4.83 

(NB: Factors marked * have been identified as Top Ten Importance issues) 

The Lowest 10 Performance list contains two factors from the Top 10 Importance list, 
namely, photocopyingfacilities ar. adequate and opening hours meet my needs. These are areas where 
customers perceive that University of Tasmania Library is performing relatively poorly on 
issues that are also of high importance to them. In other words, they represent areas of 
potential frustration to customers. 

The focus of the list includes factors regarding number of computers, photocopying 
facilities, missing books and journals, electronic databases, library staff being innovative 
and acting on suggestions and ideas, processing of material, aids for those who are disabled 
and opening hours. 
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1.7 Where Customers Feel University of Tasmania 
Library Can Improve 

In identifying factors for greatest improvement we analyse the perceptual 'gaps' between 
the respective Importance and Performance scores for each factor. Gaps indicate areas of 
frustration or dissatisfaction for customers and also represent improvement opportunities. 
Based on our research perceptual gaps around 2.00 are considered significant, with people 
exhibiting high levels of frustration for the majority of customers identified when gaps 
greater than 3.00 are communicated. Analysis of these 'gaps' provides University of 
Tasmania Library with the ability to prioritise strategies for improvement in terms of those 
factors considered in need of most attention by customers. 

The factors highlighted with the largest gaps across University of Tasmania Library as a 
whole (ranked in descending order) are: 

Top Ten Factors for Improvement 

facilities are adequate 

equipment are adequate 1.97 

Prompt corrective action is taken regarding missing books and journals 

resources are 

Opening hours meet my needs * 1.31 

to electroni 

Library ue clear useful information * 1.09 

Materials are processed rapidly for inclusion in the collection 

an and learning * 0.95 

(NB: Factors marked * have been identified as Top Ten Importance issues) 
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The Top 10 Improvement list contains five factors from the Top 10 Importance list, 
namely, photocopying facilities are adeqllate, information resollrces (books, electronic, etc) are easilY 
accessed, opening hOllrs meet my needs, library cataloglle provides clear and IIsifnl itiformation and the 
library provides an appropriate environment for stllc!J and learning. 

Two factors in the Top 10 Improvement list have a gap greater than 2.0. These factors are 
nllmber of compllter workstations is adeqllate and photocopying facilities are adeqllate. These are the 
priority improvement opportunities to be identified via the survey. 
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1.8 Gap Grid Analysis 

The Gap Grid for the aggregate results is presented in Appendix A. Gap Grids provide a 
unique visual tool that incorporates the importance, performance and grid scores of the 
survey variables. 

The Gap Grid is effective at an aggregate level and also at a specific demographic level. 

The horizontal axis defines the performance score of each of the variables. The performance 
median for the particular demographic is highlighted by the small blue dot on the axis. 

The vertical axis defines the importance score of each of the variables. The importance 
median is also highlighted by a small blue dot on the axis. 

The gap score is calculated by reference to the difference between the importance and 
performance score of a particular variable. The gap score is also an indication of how certain 
we are that a majority or minority of your customers perceives a variable to be indicative of 
an issue or concern. The gap size is represented by colour coding on the grid. 

The pattern placement of the variables on the grid is broadly speaking of three types: 

• Clustered, suggesting that your customers hold similar views about the majority of issues. 

• Disparate, suggesting that your customers hold widely differing views about the majority 
of issues. 

• A combination of the above two and or no discernible pattern, suggesting that there is 
minimal correlation amongst the variables and that your customers' perceptions are not 
uniform. 

The following observations are made in respect of University of Tasmania Library's 'Overall' 
Grid (see Appendix A): 

• The variables are relatively spread, suggesting that University of Tasmania Library's 
customers hold very differing views around many of the issues; 

~ Rodski Behavioural Research Group 9 
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1.9 Prioritised Improvement Opportunities 

Gap scores should be considered in conjunction with their corresponding importance 
scores. The reason for this is that a low priority, together with a significant Gap score, is 
indicative of a non-issue. Conversely, high priority and large Gap suggests an area of 
concern for customers. 

Gap Grids are a powerful tool for developing a hierarchy of improvement opportunities 
based on both the Gap size and Importance of an issue. For an issue to be in need of 
attention it suggested that it has to have both a Gap around 2.0 and be of above average 
Importance. On this basis, the priority issues to address are as follows (ranked in 
descending order or Importance to customers): 

• Number of computer workstations is adequate 

• Photocopying facilities are adequate 

• Computer facilities/ electronic equipment are adequate 

Consideration of the Gap Grid identified three additional factors that while identified as 
having a gap score lower than 2.0, are of relatively high importance to customers. These 
factors are: 

• Information resources (books, electronic, etc) are easily accessed 

• Opening hours meet my needs 

• Library catalogue provides clear and useful information 

It is therefore recommended that these issues not be discounted as current or potential 
concerns to customers. 

© Rodski Behavioural Research Group 10 
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1.10 Comparison to other University Libraries 

... 

The objective of the survey is to identify areas of potential improvement within University of 
Tasmania Library and to provide you with comparative results against other university 
Libraries who have undertaken similar surveys. 

The following graph shows the perfonnance scores of University of Tasmania within the 
range of other Library scores across the five Best Practice Categories. Customers perceived 
perfonnance as highest on the category of 'Library Staff.' The categories 'Communication,' 
'Service Quality,' 'Service Delivery' and 'Library Staff are performing in the highest half (fop 
50% of Libraries). University of Tasmania is performing in the lowest half (Bottom 50% of 
Libraries) in the category of 'Library Facilities & Equipment.' 

More detailed views of results on each variable within each of these categories can be found 
in Appendix A 

COMMUNICATION 

Best Practice Categories Graph 
"How we are performing" 

r-... 

~ 
X ~ 

/ 
V 

SERVICE QUALITY SERVICE DELIVERY LIBRARY FACiliTIES & 
EQUIPMENT 

Library Satisfaction Categories 

___ University Of 
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September 
2001 (1072) 

/ 
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• Median 
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1.11 Comparison to other Customer Surveys 
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While comparisons to other University Libraries provides you with a view of performance 
within that context, it is also important to understand performance in a broader 
benchmarking environment. As a result we have provided a view of your results within the 
broader Rodski customer survey database. 

The following graph shows the performance scores of University of Tasmania against other 
customer survey scores across the six Best Practice Categories. Customers perceived 
performance as highest on the category of 'People.' The categories 'Quality,' 
'Promotion/Image' and 'People' have created new highs in the database (scores better than 
previously found in any other organisations). University of Tasmania is performing slightly 
lower on the categories 'Communication,' 'Customer' and 'Delivery,' although performance is 
still in the 1" or 2nd Quartile (Top 50% of organisations). 

More detailed views of results on each variable within each of these categories can be found 
III Appendix A. 

..... 

COMMUNICATION 

Historical Comparison USing Common Variables Only 
"How we are performing" 
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The results on the scorecard below are derived using a weighting system adopted by the Australian 
Quality Council. Unweighted results are presented in the Best Practice Categories Graphical 
Analysis (Appendix A). 

University of Tasmania has recorded an overall Best Practice score of 702 points (76%), indicating 
an above average score against other customers in the database. University of Tasmania have been 
perceived to have performed highest on the category for 'People' with scores of 79% and lowest 
on the categories for 'Communication' and 'Delivery' with scores of 74%. 

Practice 

University Of Tasmania Weighted Performance Index 

Employee Attitude Benchmark Survey 

.5 -., E 

.g ., 
n-

111 79 98 70 

152 76 133 67 

80 64 80 57 72 

161 81 141 71 

90 75 79 66 

140 78 126 70 
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2. OVERALL SATISFACTION 

~ 
u ., 
;I'. 

Respondents were asked to provide an overall rating of level of satisfaction with the Library. 
The responses at the aggregate level are provided below. The majority of customers reported 
moderate levels of satisfaction with University of Tasmania Library. In particular, 39% of 
respondents identified their level of satisfaction as extremely high (rating 6 or 7 on 7 point 
scale), with only 4% indicating their level of satisfaction as extremely low (rating 1 or 2 on 7 
point scale). 

Custome~a Overall Satisfaction With The Library 
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3. ADDITIONAL CUSTOMER INFORMATION 

Respondents were further asked to indicate how often they access the online library services. 
The responses at the combined level are provided below. The majority of customers reported 
infrequent use of the online services with University of Tasmania library. In particular, 31 % 
of respondents indicated their access of the online services as extremely frequent (indicating 
daily or 2-4 days a week), with 42% indicating their access of online services as extremely 
infrequent (indicating rarely or monthly). 

1()("' 

"'" ... 
'" 
'" ~ ... ~ 

~ ... 
",. 
20. 

". 
" D"y 

How Often Do You Remotelv Access The Online Library Services? 

2-4dly •• weak W18kly Fortnightly Monthly Rlrely (Ie .• faw 
tim •• I relr) 

Respondents were also asked to provide an overall rating of quality of service of the library. 
The majority of responses reported high levels of quality of service, with 47% of the 
respondents identified the quality of services as extremely high (rating 6 or 7 on 7 point 
scale). 

Customer's Personal Assessment Of The Overall gualltvOf The LlbrarvServices 
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4. RESULTS By DEMOGRAPHICS 

Although there were some areas of frustration or dissatisfaction in the specific 
demographics categories collected, there was a large degree of similarity in the issues 
identified across the different Faculties, Categories and Library Branches. (See Appendices 
B to D for detailed analyses). In other words, the same issues appear consistently across 
many of the demographic groups. Those issues include: number,!! computer workstations is 
adequate, photocopying facilities are adequate, computer facilities I electronic equipment are adequate and 
prompt comctive action is taken regarding missing books and journals. The following tables show the 
Top 5 Improvement lists for each of the demographic groups in the survey. 

@ Rodski Behavioural Research Group 16 
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Top Five Factors for Improvement for Faculty 

facilities are 

1.74 

databases Is 1.36 

Faculty of Law {58} 

facliities are 2.39 

i facilities are facilities are 2.02 

1.79 

110"81 (lpe,,'" "hours meel my needs 1.66 

(books, 1.47 

Gap scores greater than 2.0 were evident in all Faculties. The highest number of gap scores 
greater than 2.0 were identified for the 'Faculty of Commerce' and 'Faculty of Law' with 
three significant gaps. Furthennore, 'Faculty of Commerce' identified one factor with a gap 
greater than 3.0. 'Faculty of Arts', 'Faculty of Education' and 'Faculty of Science and 
Engineering' identified two gap scores greater than 2.0. Furthennore, 'Faculty of Health 
Science' identified one gap score greater than 2.0. Three factors were evident in all the 
groups Top 5 lists, number of computer workstations is adequate, photocopying facilities are adequate 
and computer facilities/electronic equipment are adequate. Two further factors were included as 
Top 5 concerns in the majority of Libraries. Specifically, prompt corrective action is taken 
regarding missing books and journalr and information resources (books, electronic, etc) are easi!! accessed. 
'Faculty of Commerce' identified one unique factor, namely access to electronic databases is easi!! 
available. 'Faculty of Education' also identified one unique factor, this was materialr are 
processed rapid!! for inclusion in the collection. 
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Top Five Factors for Improvement for Category 

workstations facilities are 
2.00 

1.35 

1.33 

(books. 

General Staff (23) 

facilities ara 

pro.vides clear 

I~~::l,::::::~~ electronic databases. is. 1.26 

When the results are considered across the categories, once again, consistency in the 
factors of concern were found. The same three factors were evident in all categories, 
namely number of computer workstations is adequate, photocopying facilities are adequate and prompt 
corrective action is taken regarding missing books and journals. Furthermore, one factor was evident 
in three of the groups, computer facilities/ electronic equipment are adequate. One category had two 
significant gaps greater than 2.0, namely, 'Undergraduate.' The 'Postgraduate' and 
'Academic/Research Staff category of users had one factor with a gap score greater than 
2.0. All categories identified a unique factor, specifically 'Undergraduates' included two as 
Top 5 improvemen t opportunities. 
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Top Five Factors for Improvement for Library Branch 

1.74 

I[Q116[ ()p"O'O" hours meet my needs 1.45 

clear 
1.36 

Law Library (54) 

of computer workstations 
3.54 

facilities are facilities are 2.88 

2.39 

clear 1.50 

Opening hours meet my needs Ph"'oo,pyllngr,cl"W,, ". 1.48 

facilities are 2,43 

of computer workstations i 2.01 

1.75 

1.74 

1.56 

Three factors were evident all seven library branches, specifically number of computer 
workstations is adequate, photocopyingfaci/ities are adequate and computer facilities! electronic equipment 
are adequate. One factor was evident in five of the branches, namely prompt corrective action is 
taken regarding missing books and journals, followed by the factor opening hours meet my needs, 
present in four branches. Three library branches, 'Law Library,' 'Morris Miller Library' and 
'Music Library' had three factors with significant gaps greater than 2.0, specifically 'Music 
Library' identified one factor with a gap greater than 3.0. Two branches had two factors 
with significant gaps greater than 2.0, namely 'Art Library' and 'Science Library'. 
Furthermore, 'Launceston Campus Library' had one factor with a gap score greater than 
2.0. 
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5. DISCUSSION 

University of Tasmania Library has conducted a survey of its customers so that their views, 
ideas, and suggestions can be considered as an integral part of its commitment to 
improvement. 

The results of the survey indicate that the priorities of University of Tasmania Library's 
customers include issues about information resources, library catalogue, photocopying 
facilities, library staff, study and learning environment, opening hours and receival of 
information. 

Within the range of other Library scores University of Tasmania is performing in the 
highest half (fop 50% of Libraries) on the category 'Communication,' 'Service Quality,' 
'Service Delivery' and 'Library Staff.' Customers perceived performance as highest on the 
category of 'Library Staff.' The category 'Library Facilities & Equipment is performing in 
the lowest half (Bottom 50% of Libraries). Against other customer survey scores, 
customers of University of Tasmania perceived performance as highest on the category of 
'People.' The categories 'Quality,' 'Promotion/Image' and 'People' have created new highs 
in the database. University of Tasmania is performing slightly lower on the categories of 
'Communication,' 'Customer' and 'Delivery,' although performance is still in the 1st or 2nd 

Quartile (fop 50% of organisations). 

Customers of the Library rate the performance of staff and inter library loans as the highest 
performing factors. University of Tasmania Library Top 10 performance list has four 
factors from the Top 10 Importance list, namely, library stcfiJ treat me fairlY and without 
discrimination, library stcfiJ are friendlY, library sttfiJ provide quality service and library sttfiJ provide 
accurate answers. 

In contrast, University of Tasmania Library is performing relatively poorly in relation to 
issues such as number of computers, photocopying facilities, missing books and journals, 
electronic databases, library staff being innovative and acting on suggestions and ideas, 
processing of material, aids for those with a disabiliry and opening hours. Furthermore, 
two issues of Top 10 Importance to customers were perceived to be performing relatively 
poorly, namely photocopyingfadlities are adequate and opening hours meet my needs. 

As mentioned previously, from the Gap grids analysis, a hierarchy of improvement 
opportunities can be developed based on both the Gap size and Importance score for each 
issue. On this basis, the priority issues to address for customers are: 

• Number of computer workstations is adequate 

• Photocopying facilities are adequate 

• Computer facilities/ electronic equipment are adequate 

Additional factors identified as potential concerns to customers were: 

• Information resources (books, electronic, etc) are easily accessed 

• Opening hours meet my needs 

• Library catalogue provides clear and useful information 
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Customers appear to be moderately satisfied with the Library overall, in particular, 39% of 
respondents identified their level of satisfaction as extremely high (rating 6 or 7 on 7 point 
scale). The majority of customers reported infrequent use of the online services, 
specifically, 42% of respondents indicating extremely infrequent access (indicating rarely or 
monthly). Customers appear to be highly satisfied with the quality of service of the Library, 
in particular, 47% of respondents identified their level of satisfaction as extremely high 
(rating 6 or 7 on 7 point scale). 

Although there were some areas of frustration or dissatisfaction in the specific 
demographic categories collected, there was a large degree of similarity in issues across the 
different, Faculties, Category of Library Users and Library Branches. The consistent issues 
of concern included: number of computer workstations is adequate, photocopyingfad/ities are adequate, 
computer fadlities/ electronic equipment are adequate and prompt comctive action is taken regarding 
missing books and journals. 

When considered across the demographic groups customers from the following areas were 
identified with the greatest number of significant frustrations: 

• Faculty of Law; 

• Faculty of Commerce; 

• Law Library; 

• Morris Miller Library; 

• Music Library; 
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