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Introduction

This workbook is designed to assist with all the stages of evaluating the IT services in your library, from how to gather statistics to interpreting interview data to using the results of your findings.


Chapter 1 provides a brief introduction to the purpose of the workbook; why should we evaluate services, and how can this help their development?  Chapter 2 takes you through the different approaches to collecting data, from counting numbers of bookings for a particular service, to more in-depth approaches such as interviewing individuals about their particular use of the facilities.  Details on the methods developed for VITAL and how to implement them are presented in Chapter 3.  How to analyse the data and present findings is covered in Chapter 4, and the final Chapter presents some ideas on how to disseminate the findings for maximum effect.


The appendices contain model questionnaires and interview questions, as well as examples of what the results may look like.

The methods described in this workbook have been designed to facilitate an overall view of IT facilities, providing rich detailed “stories” of individual use within the context of the overall value of the services.  Consequently, each stage of the process is essential to the overall methodology and should be completed as fully as possible.  It is not, however, necessary for a single member of staff to undertake all the parts of the research, and tasks may be assigned to the member of staff with the appropriate skills (for example, some staff may be particularly good at interviewing, whilst others may have good report-writing skills).

The VITAL methodology concentrates on the gathering of qualitative data about the value of library facilities, and does not seek to duplicate existing quantitative methods, such as those developed by CIPFA, therefore using these where appropriate.

Chapter 1: Why evaluate?

During recent years, public libraries have increasingly introduced IT facilities for public use alongside the more traditional services on offer.  These facilities include OPACs, PCs for wordprocessing and other computer programs, Open Learning facilities using computer assisted learning packages, access to CD-Roms, and, increasingly, access to the Internet (see NETbase on the People’s Network website for an overview of developments: http://www.lic.gov.uk/pno/netbase/index.html).  Many of the developments in this area, particularly with regard to Internet provision, have occurred on rather a piecemeal basis, often as one-off exercises, funded by external bodies or in partnership with other organisations, e.g. local colleges and cable companies.  The DCMS/Wolfson Challenge Fund, which has been available for the last three years, has enabled some libraries to set-up or enhance their IT facilities on a scale not seen before.  The New Library proposals and the roll out of the People’s Network will also accelerate this process.  However, the long-term resource implications for providing these services are enormous; technology becomes obsolete at an ever-increasing rate, and, as more services are introduced, user expectations rise, not merely with regard to the physical access to the facilities, but in terms of increasing expectations of staff expertise in this area, bringing further training and time implications.  Although the long-term effects of these changes are unclear, the example of the academic sector suggests that IT-based services, and end-user IT access, will become parts of the core service quite rapidly.

However, whilst the trend for libraries to increase their provision of IT facilities seems set to carry on, particularly with the articulation of the opportunities this provides to underpin the role of the library in the Information Society in influential documents such as New Library, there has been, and remains, little work done in the area of assessing the value of these IT services to the end-users themselves.  Who are we reaching with these services?  Existing library users with no other access to IT services?  Or are we attracting new users to the library?  Should that be our aim?  What is the role of the library in providing a safety net for the “information have-nots”, and how can this best be achieved?  What about the “information want-nots”?  Are public libraries playing a role in IT-based learning?  Or is usage primarily leisure based?

Increasingly, libraries are collecting statistics on all areas of service provision, from those required by the Audit Commission, to those used in annual library plans.  Libraries have also always collected feedback from users, through comment forms, user surveys and other evaluation exercises in order to assess levels of satisfaction with the service overall.  For several years, many of you will also have undertaken the user surveys designed by CIPFA , and with the recent Best Value developments, the emphasis on comparative data is becoming more important.  The need now is for robust methods of collecting and analysing data to be also applied to the use of IT-based services.  The methodologies in this workbook will assist with evaluating the IT services available in libraries, enabling librarians to assess whether specifically articulated goals are being, or can be, met by IT provision.

A thorough evaluation of services, and assessment of their value for, and impact on, end-users, will provide the underpinning needed to develop services further, and to attract the necessary ongoing funding to keep valuable services in place.  The more knowledge we have about how the public use the services available, what value they provide for different individuals and communities and the impact they have on people’s lives, the better we can plan future services and enhance the role of the library in the community.

Chapter 2:  Data collection methods

This chapter provides a basic introduction to data collection methods, concentrating on the methods recommended for VITAL.  This is to give you an idea of some of the issues involved in data collection.  You will not be required to design methods yourself.  Detailed instructions for the carrying out of the VITAL methods are given in the next chapter.

Quantitative data collection

Quantitative data is data that can be counted in some way; for example numbers of people using the library, book issues per capita, Internet bookings per week etc. etc.

As mentioned in the introduction, libraries are already increasingly collecting this type of data, often on an annual basis.  Existing statistical information may be collected for the following purposes,  and you are probably familiar with some of these collection exercises:

Audit Commission requirements
Library annual plans
CIPFA PLUS surveys


Why is this information useful?

Collecting statistical data can be quite a straightforward and unobtrusive method of assessing patterns of usage in very general terms; for example, you will be aware of the trend of falling book issues in libraries across the country.  Long-term patterns of library use, and use of particular areas of the service can be monitored in this way, as statistical information is easy to compare across years, within library authorities, and (provided care is taken) between libraries nationally.  This type of information can also be used for internal management purposes.

For the purposes of evaluating IT services, some quantitative information will be highly useful to provide the context within which issues of value can be examined.  Data collection will include counting the number of bookings of facilities, which services are being used (e.g. CD-Rom databases, the Internet, Open Learning packages), numbers of people enrolling for training, e.g. on the ‘Computers Don’t Bite’ programme etc.


These statistics can be examined with reference to overall patterns of usage of the library, used to identify areas where take-up is high or low, to recognise shifts in usage across time and so on.

There are many different ways of collecting quantitative data, including automated counting methods, and through use of questionnaires or surveys.  As a general principle, and because data collection can be an expensive exercise, existing data sources should be used wherever possible.  For example, if a library already uses a booking system of, say, half-hour slots, it will be more efficient to use this data than to devise a new method of counting uses.  Care must, however, be taken to ensure that the data being collected does reflect the evaluation question being asked and that it will still be possible to use the data collected for comparative purposes later.   In the VITAL methodology, we recommend using as much existing statistical data as already exists (from library plans as well as other local authority data), and the use of questionnaires to gather new data on IT use by both library users and non-users.

What can’t statistics tell us?

Whilst statistical information can provide a very broad picture of overall patterns of usage, it does not provide any assessment of that usage.  For example, 10,000 “hits” to a website can mean 10,000 individuals have looked at that website, or that one individual has made 10,000 visits, and any permutations in between. It can also mean that a piece of software has accessed the site many times over for reasons that may be obscure.   Similarly, knowing that the IT facilities in your library are booked consistently 98% of the time available does not tell you who is using the facilities, why they are using them, how they are using them, levels of satisfaction, or the impact of their availability.  For this reason we also need to collect qualitative data.

Qualitative data collection

Qualitative data, in contrast to quantitative, does not simply count things, but is a way of recording people’s attitudes, feelings and behaviours in greater depth.  The use of qualitative data allows a rich, detailed picture to be built up about why people act in certain ways, and their feelings about these actions.  Most qualitative data collection exercises, by necessity, focus on smaller numbers of people than large statistical data gathering, and are much more resource and time intensive.  However, the resulting data can be extremely rich and useful, and certainly essential when examining questions of value and impact.

There are a variety of qualitative data collection methods available, including: questionnaires, interviews, focus groups, critical incident analysis, self-reporting activities such as diaries, and observation.  Some methods allow the collection of both quantitative and qualitative data at the same time.  For the purposes of VITAL, the qualitative data gathering will be done largely through a series of semi-strucured interviews, although the use of ‘open-ended’ questions in the questionnaire also yields qualitative data.

Questionnaires

Questionnaires provide a method of gathering quite large quantities of data, both quantitative and qualitative, in a relatively simple and resource efficient way; although the questionnaire itself can be deceptively difficult to design well, it is easy to distribute, does not require too much time or effort to complete, and can be analysed fairly quickly to provide a useful snapshot, or, if administered repeatedly, comparative data about services over a longer time span.

Before embarking on a data gathering exercise using questionnaires, it is useful to consider the following issues:

· What exactly do you want to find out?

· Is this the most appropriate method?

· Who do you need to ask?

· How will the questionnaire be distributed?

· What size of sample do you need?

· What analytical method will be used to assess the results?

A consideration of these questions helps to focus the reasons that evaluation is being carried out, allows the targeting of particular groups, and helps to assess the best ways to reach those groups.

Questionnaire design

More detailed discussion about questionnaire design can be found in some of the texts included in the bibliography at the back of this workbook.

Always bear in mind the function of the questionnaire when designing questions; for example, if the exercise is to compare urban and rural users, make sure to include a question on where the respondent lives, for example by recording  postcodes.  Questions can be closed (i.e. requiring a yes/no answer, or one answer from a given list) or open-ended (e.g. “What do you think about…?”  and space for the answer).  Closed questions are easier for respondents to answer, yet limit the variety of answer available, and thus can bias the results unless great care is taken.  Whilst open-ended questions can yield very rich data, they are more time-consuming to analyse, harder to use for comparative purposes, produce very variable results, and may put respondents off if too many are included.  Bear in mind that many people receive questionnaires all the time, and the longer the questionnaire and the more the effort needed to complete it, the less likely they are to do so.

Some important dos and don’ts:

· Do use clear, unambiguous wording, and make questions as brief and focused as possible.

· Do include instructions, brief details about the reason behind the questionnaire, and contact details should respondents have questions.  Explain confidentiality and anonymity where appropriate.

· Do make it manageable!  Don’t ask hundreds of detailed questions.

· Do make the design attractive; space questions well, and provide enough room for comments.

· Don’t ask leading questions (i.e. ones which will automatically provoke a certain response, e.g. “Should local authorities spend more on libraries?”).

· Don’t ask two or three questions in one (e.g. “Do you borrow books and videos from the library on a weekly basis?”).

· Don’t ask questions which make a prior assumption (e.g. “When you come to the library, do you…?  [respondent may be a non-user]…).

Once the questionnaire design has been completed, it is important to test it in a small pilot and get feedback, in order to make any changes or corrections, and to allow for any unforeseen issues to emerge.

There are a variety of different distribution methods for questionnaires; questions can be asked over the telephone, or the questionnaire can be sent via the post or left for users to pick up themselves.  The approach to distribution should be seen as a sales exercise; it should be as attractive and easy as possible for respondents to locate, fill out, and return the questionnaires.  For example, if sending questionnaires by post, a stamped addressed envelope should be included.  Do bear in mind, however, that distribution costs can be high: a postal questionnaire, including return postage costs, could incur  an expenditure of £1 or more per completed response, leaving aside the staff costs involved in sending them out and analysing the results.

Interviews

Conducting interviews allows for much greater focus on specific issues and greater flexibility, and this method is often used in conjunction with questionnaires to provide an overall picture and detailed consideration of certain areas of interest.

How to conduct interviews

Many of the issues involved with designing questionnaires can also be applied to interviewing; for example, it is essential to have in mind before starting exactly what you wish to get out of the interview.  Having said that, the interview is a far more flexible format than the questionnaire, and it is possible, and often desirable, to use a semi-structured approach, whereby you have a checklist of questions/topics to be covered, but can allow the interviewees to expand on particular areas or issues which seem most relevant to them.  Interviews can lead to certain areas or issues becoming prominent in an evaluation exercise because of interviewees’ concerns being articulated, whereas in a questionnaire format the respondent is reacting to a pre-determined set of issues, with less space for influencing the direction of the evaluation.

When asking questions, again it is essential to avoid influencing the interviewee unduly by asking leading questions.  Be aware, however, that there is always an element of this in that interviewees may be responding along the lines they think you require, or which show them in a good light – for example, many people will not admit to ignorance! 

It is important to make the setting of the interview as conducive as possible to the interviewee’s comfort, convenience and therefore willingness to engage with the exercise.  It should not be, for example, in a cramped, uncomfortable space with a lot of background noise.  Timing may vary, according to the individual person, but an indication of length should be given beforehand, and kept to, whilst allowing the interviewee space for articulating any concerns or asking you any questions.  It is also important not to schedule too many interviews in one day; this allows for running over time, and also gives you some space to relax between interviews!  Successful interviewing can be quite an intensive process, and you will not be able to devote your full attention to each individual if you overload yourself.

It is useful, and convenient, where there is no objection, to record the interview; respondents should be asked beforehand whether they mind, and the confidentiality of the interview should be reinforced at this point.  However, recording an interview is not a replacement for actually listening!  It is a good idea to take notes as well, particularly if something is mentioned you may later wish to come back to.  It is also essential to familiarise yourself with the recording equipment being used beforehand, and to check you have the relevant materials (tapes, new batteries etc.) with you.

It is not easy or straightforward to conduct successful interviews.  You must pay attention, and listen to what is being said, as well as what may not be being said.  Give interviewees scope to elaborate on areas, but try to keep the interview focused on the topic.  Don’t interrupt constantly, give interviewees time to think in response to your question, and make a note of any points you wish to come back to, or follow up, which arise during the flow of conversation.  Even if you have a well-prepared checklist of questions, others will occur to you, or arise from the responses given, during the course of the interview.  Give positive feedback whenever possible: for example, if an interviewee makes a suggestion about service improvement, respond with, “That’s a good idea”, and make a note of it – you may also be able to pass on such ideas, anonymously, to the manager concerned.

Focus groups

Focus groups are groups of people brought together to discuss their experiences or views on a given subject.  They are a way of gathering input from several people at once, benefiting from the interaction within the group, so that an observation by one member can be picked up and commented on by others.  Focus groups can serve to investigate a particular topic in great depth and to follow the development of people’s ideas during the exchange of experience.  It is, however, not straightforward to run a focus group; a skilled facilitator is needed to steer the conversation, introduce topics 

and ensure that everyone gets a chance to speak and no one person dominates.  At 

the same time the facilitator must not lead the discussion, and must be capable of fading into the background and acting purely as an observer when the conversation between participants is proceeding satisfactorily.

Sampling

When conducting any type of survey, it is not always possible to survey the whole of your target population (population in this case means your target audience, which can be the whole population, library users, IT users only etc.), and it is therefore necessary to survey a sample of the population involved.  There are a variety of different types of sampling method, some which make it easier to make statistical generalisations, and others which do not (but from which you can, nevertheless, generate useful findings about that sample, and therefore identify some useful issues).

Types of sampling

In order to generate a sample from which you can generalise about your entire target population, you will need to use some form of probability sampling.  Probability sampling ensures that each member of your target population has a known (and equal) chance of being selected.  There are various forms of probability sampling:

· Random sampling: where cases are selected randomly, for example using a table of random numbers, or a lottery method.  You do need an entire list of your target population, however, in order to use this method.  

· Stratified sampling: where the population is divided into groupings according to certain characteristics (e.g. age, gender, ethnicity) and a sample selected from each group, using the above random sampling method.  This method can ensure that the sample closely reflects the overall make-up of the target population.

· Cluster sampling: where the population is divided into segments, for example by street, and several segments chosen at random.


The other type of sampling is non-probability sampling, where members of the population do not have a known or equal chance of being selected, and therefore the sample may not be representative.  It is not advisable to make generalisations about the target population on the basis of this type of sample.  Types of non-probability sampling include the following (presented in order of ‘most acceptable’ to ‘less acceptable’:

· Systematic sampling: where every nth case is chosen (i.e. the 5th, 10th, 15th etc.).

· Quota sampling: where cases are selected on the basis of set criteria (e.g. age, gender, ethnicity etc.).

Accidental/convenience sampling: where cases are selected by choosing the nearest and most convenient people to survey.  This method is often criticised for being “cheap and dirty”, and does not produce representative results, but can be a quick way of identifying some of the issues involved.

Chapter 3:  The VITAL  methodology

The methods developed and piloted for VITAL consist of three main activities, which are designed to be conducted as parts of a whole exercise.  It is strongly recommended that you undertake all the data gathering exercises, in order that a rounded picture of the value of your services to the public can be presented.  Some parts of the methodology will require more time, effort, resources and expertise than others; different sections can be undertaken by different members of staff, but all sections should be completed as fully as possible.

This chapter is divided into three sections:

1. Background profile of library service(s)

2. Questionnaires – users and non-users

3. Interviews

Examples and model questionnaires are included in the appendices.

Background profile

The aim of this part of the research is to collect background information and monitoring statistics which will provide the context within which to assess the results from the rest of the project.  Much of this information should be readily available from existing sources within your authority, for example, from annual library plans, and will not need to be collected again.  Once the information has been gathered, it should be written up as a report which describes the context of your library services, and presents statistical data on current IT facilities.  An example of what this background profile might look like is included in Appendix 1.

The library profile should cover the following areas:

· General information about each branch/community library and the community it serves.  This should include location (e.g. within shopping centre, stand-alone site etc.), facilities and services offered (e.g. access to buildings and services for people with disabilities, special collections etc.).

· Demographics of population served (authority-wide and within individual districts/library areas).  This information should be available from your authority from census returns and other data, e.g. mid-year population estimates.

· Percentage and demographics of population who are library members.


· Annual book issues within authority.


· Total library expenditure.


· Library opening hours across the authority and for each library point.

· Number of visitors per library site per week.

In addition, more specific information relating to the delivery of electronic services should be provided.  Some of this will be descriptive (relating to policy, funding of projects etc.), whilst most should be statistical data on provision and use.

· Policy issues relating to the development and use of IT services, e.g. policy papers relating to the introduction of Internet connections; booking systems; charging structures; filtering and ‘acceptable use’ policies; access to, and use of e-mail and newsgroup facilities.

· How IT facilities have been funded (e.g. DCMS/Wolfson funding, in partnership with other organisations etc.).

· Location of IT facilities (e.g. as a separate IT suite, part of the main library, provision for children etc.).

· Provision of IT support staff.  Are they technicians or user support staff?

· Is any user training provided?  Give details of how, when, how often, by whom etc. (e.g. at time of use, specific training programmes etc.).

· Is staff training provided?  Is it formal or informal?  Is there time for staff to practice skills, and is this timetabled, ‘as and when’ or in own time?

· What publicity exists for IT services?  Is this particularly directed at any group(s)?  Is there a policy on this?


· Information about other IT facilities and training opportunities within the area.

Statistical information on the IT facilities available at any library site should include the following:

· Number of PC workstations available (across library authority and in each specific site).  Break down the numbers by: public use; staff use; or indicate where shared.


· Breakdown of applications available at each workstation (e.g. word processing, spreadsheets, Internet, web browser etc.).


· Internet machines: indicate where e-mail facilities also available, and if web-based.


· Number of PC hours available: daily, weekly, monthly.


· Number of PC hours booked/used: daily, weekly, monthly.


· Number of IT users per week at each branch.


· Number of adult IT users per week per service point.


· IT budgets (gather as much data as feasible).



Questionnaires

Two questionnaires  have been developed for VITAL, a printed one for use with library users, which can be distributed by frontline staff, and one to be used on a face-to-face (or telephone) basis with non-users.  Both questionnaires are intended to gather mostly quantitative data on use of, and attitudes to, existing library IT services, though they also contain some open-ended questions designed to gather some brief but valuable qualitative data on perceptions of IT services, and the value placed on them.


User questionnaires
We recommend adopting the methods already used by CIPFA for distributing the questionnaires, and for calculating the number needed.  Not only have these methods been tested and proven successful, they are also familiar to the majority of public library staff.  You should refer to the relevant section of your CIPFA guidelines for the details of how many questionnaires to distribute, and when.

The questionnaire to be used is included as Appendix 2.

Remember that conducting surveys is a marketing exercise, and you should make it as easy and convenient as possible for users to complete the questionnaires.  Ideally, questionnaires should be handed to users in person, and may be handed in to library staff, or posted in an anonymous collecting box (this will provide confidence in the anonymity of the survey).  Also, provide, if possible, seating arrangements, pens etc., and you may want to offer some incentive for completion (this may range from a free pen, to entry into a prize draw, but bear in mind that this could compromise anonymity).  You should also ensure that all library staff are aware of the research, and are all following the same guidelines for distributing and collecting questionnaires, and check regularly with them that the process is working in practice.  Ideally, one member of staff should co-ordinate the distribution and collection of questionnaires, but ensuring that all staff are involved in the project and feel part a team working towards a worthwhile goal, will facilitate better return rates and results.

When you have decided on the number of questionnaires to be distributed, and during which time periods (according to the relevant CIPFA guidelines), you should number and code each questionnaire, and make a note of which ones are handed out during which periods.  This will later enable you to identify return rates for each time period selected.



Non-user questionnaires

The questionnaire to be used with non-users is designed to be printed off and used in a face-to-face (or telephone) situation; it is suggested that several copies are printed and then laminated.  The questionnaire is reproduced in Appendix 3.  

Various methods for gathering responses from non-users were used during the pilot: 

1) a telephone survey of existing known non-users (taken from a council database), which was carried out by a separate department within the local authority; 2) a “street survey” approach, based on asking people in busy town areas; and 3) a more targeted, but selective method, approaching known community organisations and surveying their members.  Each approach has its advantages and disadvantages, and may be more or less suitable for your authority.  For example, in rural authorities, the street survey approach would be very time consuming, and probably yield poor results.  The more targeted approach can be more successful, as likely non-user groups can be selected, but these results are highly selective.  None of these methods will yield a truly random or representative sample, and therefore caution will be needed when interpreting the results, as they cannot necessarily be generalised to a wider population.  However, this does not render the data useless or invalid, provided care is taken when making claims based on the results.

Whichever method you choose as most suitable, you should record the results in a standardised manner; Appendix 4 includes example recording sheets which can be used for all three methods.  If using the telephone survey method, however, it may be more efficient to input results straight into some form of database.  When using the street survey approach, you should bear the following things in mind:


· It can be very difficult, time-consuming and demoralising to do this exercise alone, so where possible have at least two members of staff involved;

· As statistics suggest that roughly two thirds of the population are library users, it can be difficult to locate non-users, so try to establish where you might be more likely to be successful (i.e. not near the library!) – collaborating with other council departments who have experience of survey work may be fruitful;

· This exercise is also a good way to promote library services to non-users, some of whom may be unaware of the range of services on offer.

Experience from Cheshire suggests that tying this type of survey in with a promotional event (as had been successfully done using an author book signing by the Bookstart project) may be a useful way to attract non-users.

Sampling methods for the non-users survey

In order to sample a representative selection of your non-user population (which would, in reality have to be the total population of your local authority, as there would be no reliable way of identifying just the non-users), you would have to carry out a survey using a probability sampling method.  It is recommended that you survey between 100-400 people.  This would then give you results from which you could make generalisable findings about your non-users.  Although possible, this would be very time and resource intensive, and you make not feel that it is feasible.  The types of sampling method used in the pilots by Cheshire and Birmingham authorities (non-probability types) may be a more realistic approach to take, but you must bear in mind that the results will not be representative and therefore cannot be generalised.  Particular care should be taken if you decide to approach particular community groups, as the selection of these will have a direct impact on any findings.  For example, if the groups selected are very specific (e.g. are mostly older users, or mostly from one particular ethnic grouping), your results will only reflect the use of those groups of people, and the issues identified may be unreliable as indicators of issues within the wider population.  If, however, you wish specifically to target certain non-user populations, this may be a useful method to gather some helpful information.

Interviews

An interview schedule to be used with IT users is included in Appendix 5 – the aim is to use the questions to conduct semi-structured interviews, so all the questions should be asked at some stage of the interview, but you may find you wish to change the order, or adapt some of the questions.  Remember that the aim of the schedule is to allow you to structure the interview, and to act as a prompt, but you should ideally try to make the interview as relaxed and “conversation-like” as possible, and allow for any issues of importance to the user to be brought up and discussed.  There is, of course, always a balance to be struck between enabling the interviewee to direct the course of the interview and not ending up with lots of irrelevant information, and at some points you will inevitably have to steer the conversation back to the topic.  Try to keep the interviews to a length of up to 30 minutes, but not too much longer. 

You should also ask interviewees to fill in a short questionnaire about themselves (age, gender, etc.) if they are willing, and explain to them that all information they give will be anonymous and confidential.  The questionnaire (similar to the demographic questions in the questionnaires) is also included in Appendix 5.  You should code each one of these reply sheets, and date them, so that you can later match them to the interviews.  The interview transcripts should carry the same code (i.e. a library site abbreviation and the number of the respondent, e.g. MAH1).

Number of interviews

Qualitative research tends to involve smaller numbers of participants than survey work, usually a minimum of 30 but not more than a few hundred.   This raises some particular issues with regard to sampling; namely that more care needs to be taken to address issues of representativeness, and that caution is needed when generalising on the basis of the findings.  A lot of (valid) small scale studies do not use probability sampling when dealing with smaller numbers of respondents, as often it would not be possible to include all the variants within the target population (especially where the target population = the whole population).  

You should do a minimum of between 30-50 interviews.  You should also be aware of the time implications of having a large number of interviews (for transcribing and analysis). Although you will be dealing with smaller numbers than with the questionnaires, you should still try to ensure that the sample is as representative as possible.  To do this will require some form of probability sampling.  

One method would be to draw up a timetable of library opening hours, and allocate timeslots, as with the CIPFA questionnaire methodology (ensuring that quieter and busier times are both represented).  You could then ask users during those timeslots if they would be willing to do an interview (which might be scheduled for a later date).  However, if you are likely to want to analyse the interview data according to the characteristics of your user population (e.g. men, women, those over 50, those under 25, white users, black users etc.) and even according to multiple characteristics (e.g. black women over 50) you will need to ensure that each category is covered by your sample (for example, 10 users for each categoey represented), which will require a greater number of interviews in total.

If you use a type of non-probability sampling, such as systematic sampling, and choose every nth person to book time on the facilities, you are less likely to secure a random sample.  As with the non-users, any sample which is selected on the basis of non-probability sampling will not be representative of your population (in this case, library IT users), and your findings will only be reflective of the group of users interviewed.  Provided that care is taken when writing up the results, you will still have useful data, and be able to identify key issues and themes.  Individual examples of the experience and outcomes of IT use can be extremely powerful evidence of the library’s impact.  

You should be particularly careful when presenting percentages, as stating that 10% of users (out of a sample of 40) hold a particular view is somewhat misleading when this actually only represents the views of 4 people.  With smaller samples of this kind, each response holds a greater weighting than is the case in larger surveys, which can lead to a certain amount of misrepresentation.  For example, if 3 of your interviewees have particularly strong (and possibly extreme) views on one area and your sample is only 30, this view carries a 10% weighting, whereas out of a sample of 200, their view becomes much less significant.


Recording interviews

Ideally, it is useful to record the interviews (refer to instructions on page 8), but where this is not possible, try to take full notes, including verbatim quotes where especially relevant.  This may mean that the interviews take a little longer, and can interupt the flow of the interview a little, but saves time later on.  The data resulting from this method will not be as rich as that from fully transcribed interview tapes, but that does not mean it will not yield useful results.

If you do choose to record interviews, you should be aware of the time required for transcribing, which has been estimated as between 3-5 hours transcribing time per hour of recorded data.  Interview transcripts should include the demographic details about the interviewee, but no other identifying factors, and should be set out in a similar fashion to the example in Appendix  6, with wide margins to allow for notes/coding to be made as part of the analysis process.

It is a good idea to do a couple of test interviews (using your colleagues for example) in order to get a good idea of the length, and also to familiarise yourself with the interview process as well as the equipment.  Try to remain relaxed, attentive, and above all, non-judgmental, and encourage the interviewee to develop ideas which you feel will be particularly relevant to research.  Do not be afraid of allowing short periods of silence (interviewee may be considering a response, and an unnecessary interruption may put them off).  When faced with a series of monosyllabic responses, try to encourage the interviewee to elaborate; this can be done by asking questions such as: “Could you say a bit more about that/how you feel about that…?”  etc. or by presenting an idea or alternative and asking for their view on it.  Not all interviews will be of the same length or “quality”, and sometimes respondents cannot be enticed to be forthcoming but you will usually find that valuable information has, nonetheless, been gathered.

Chapter 4:  Analysis of results

Questionnaire analysis

The aim of the analysis is to provide overall statistics on usage, as well as using the figures to illustrate use of – and value attributed to – IT services by different groups of users.  For example, you may wish to discover whether feelings about the value of IT facilities differ across age ranges, or whether certain ethnic groups are currently more or less likely to use the facilities provided.  This data can then be used, if you wish, to implement service developments or to devise strategies for targetting services at particular groups of users (or, of course, non-users).

There are various software packages you may use to input the data from the questionnaires in order to analyse the results, including Microsoft Excel (a spreadsheet package), Access (a database package), and SPSS (a statistical analysis package) or you may have other software your library or authority already uses.  During the pilot testing, a Microsoft Access database was used, which proved to be fairly straightforward, and which yielded some quick statistics; however, we do not want to recommend one package over another, and so have not included detailed instuctions on database design etc.

The majority of data from the questionnaires will be quantitative data, from which you can present numbers or percentages of the target group who exhibit a certain behaviour or who agree/disagree with certain statements.  For example, you can discover how many library users use IT facilities in the library, how many of them only have Internet access via the library etc.  It is also possible to ascertain the characteristics of your selection of IT users according to the demographic information they provided at the end of the questionnaire; i.e. that a certain number are, for example, over 65, or are employed full-time etc.  Where you have asked respondents to indicate their (dis)agreement with a statement, you will be able to present results which show that a certain percentage of your users either agreed or disagreed with that statement.  Examples of how your results might look are included in Appendix 7.

Some of the questions in the questionnaire are, however, open-ended questions, which provide qualitative not quantitative results.  These questions allow the respondents to write in their own words their feelings about a particular topic, so will need to be analysed in a similar way to the interview data collected.  If you have used an Access database to input your questionnaire results, the data from these questions will need to be printed out (or exported to a wordprocessing file); you should however try to retain the identifier in order to trace the comments back to the rest of the results for any individual.  Below is an extract of the results of a question from one of the authorities in the pilot, taken from an Access database:

Q: How would the withdrawal of computer facilities affect you?

48 responses [89% of 54], a selection of which are listed below:

	Che02  
	Loss of amenity

	Che53  
	Would not be able to continue course

library to be used at home.

	Che54
	Greatly

	Che56
	Not much

	Che79
	It would stop my only access to future technology

	Che88
	It would make me unable to do my job properly

	CHnes03
	Badly!
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Although this data is not extensive, so will not provide the type of rich pictures which that emerge from interviews, it helps to augment the statistical data, and can provide some useful insight into how customers feel about services, especially where they have the opportunity to make comments and suggestions.  Where open ended questions have been asked, and you have quite a lot of text, you may want to do an analysis of these answers and include them as a discussion within the section on questionnaire results.  For example (using data  from Cheshire):

This sort of commentary can be repeated for the responses from those users who considered the provision of IT facilities to be either an add-on service, or to be unnecessary, and is a similar process to that used for analysing and writing up interview data.

Analysing interview data

If you have chosen to tape interviews and transcribe them fully, you will have a set of transcripts similar to the example in Appendix 6  To analyse these transcripts, you should follow a number of stages:

1. Read through all the transcripts to get an idea of the “big picture”, and make a note of any particular issues/themes which emerge from them.

2. Go through all the transcripts again, and make a note of all the issues which arise.

3. Assign a code to each of the issues, and then code your transcripts accordingly (some data segments will fall into more than one coded category).

4. Using the ‘cut and paste’ function of a wordprocessor, gather together all the relevant data for each code (i.e. each issue).

5. Study the data and try to see if any patterns or connections emerge.  Key questions to ask are:

Does this issue/topic relate to any others?  If so, how?

What patterns, connections, contradictions occur within and across topics?

Could there be any causal links between topics?

If you have not transcribed interviews, or if the time available for transcription is limited, you may wish to use a ‘critical comment’ approach, namely to read through the notes/listen to the tapes, and just extract the most useful or relevant data (i.e. that which directly relates to the questions asked, and is not ‘peripheral’ or ‘essential’), and transcribe just that data for analysis.  This will speed up the process quite considerably, but you should be aware that this ‘shortcut’ approach will result in data – and, by extension analysis – that is more limited than that which would be yielded from a full transcription of inteview tapes.  Also, the chances of introducing bias because you hear “what you want to hear” are considerably greater.  These issues will not invalidate your findings if care is taken, but the picture you build up will not be as detailed or rich. 

An example of extracted data relating to an individual question is given below. Most of the text is paraphrasing of what users have said, but that in italics is a direct quote.

Question 7: Why did you choose to come to the library to use IT facilities? 

Che05: Come from Ellesmere Port – there’s problems there, only have 2 machines – one was down and someone was wordprocessing on the other one.  

Che06: Its less daunting, I’m familiar with using a library.  If you enrol for college, you’re perhaps a bit more up tight on the first day.  Whereas here you recognise some of the staff.  Theres different types of people, some people are beginners – like some of the elderly, trying out computers for the first time, then you get lots of whizzkids typing away at the speed of light.  I think its very handy.  And its excellent that I can actually go on it without paying.  Being unemployed I haven’t got much money and I’ve got a huge student debt to pay off as well.

Che10: Have references, written references can refer to.  Can check topics are doing in reference books and then look it up on the computer as well.  Use to back each other up and reinforce information.  

CHE11: I like being able to work at my own pace, in my own time.  The library is nearer my home than West Cheshire College (WCC).  The library is so central, it’s a very convenient location.

I love the idea of just making an appointment and doing something that afternoon.

It’s a great advantage having the facility here, especially for retired people.  Its much better than doing a course on a late night once a week.  Its much better to come in during the day in your own time.  If the weather’s bad, or you feel ill it doesn’t matter if you miss a few days.  Its good to be able to come in several times a week, since you don’t forget so much in between.  With evening classes its easy to miss a few, you forget what you were doing.  It can be difficult to get back into it.

Crw01: Not having a computer at home, I just find it easier to come in here.  Its quiet.   … Quite handy to pop-in, you can have as much time as you like really.  Usually fairly quiet, its convenient and quite cheap as well.

CRW02:  Leisure, time to be on own.  Helps to put “educational stuff” into head rather than TV.  Helps to interact language all together – can do this in library because of range of written material + computer to write up.  Computer helps because typing and reading at the same time – can store information in mind.

CRW04:  Its in centre of town, its easy to get to – if unemployed, with leisurecard – very cheap.  Paid £1.25 for 2 hours, 10 copies of a 1 page document.  

Cheap, easy to use, good location.  Staff – good.  Really didn’t expect it to be here, really pleased, that’s why I’ve been coming back so many times.  And probably will continue to do so, even if I was working, cos its not always appropriate in the workplace, if you want to do things cos its in their time.  So where do you go?  You come to the library!
CRW05:  More convenient than going to friends’ in Stoke.  Location is very good – central, easy to get to.  Other material around here – newspapers etc in same area – could check those as well – for job adverts, wouldn’t need to buy my own paper.  If doing general w/p have got reference books and other material all around.  “I think its excellent to have those two things together” [computers and reference].  

“I feel more comfortable in the library setting than in one of those wonderful cafés on Birmingham New Street.  …… I did come across one [cyber café] in Birmingham, I had a look at it, and I think this is partly an age thing, I’m sure that the younger generation would love the sort of atmosphere that goes with these things, but I just feel happier in the library.”    
The next stage is to write up the above data in a readable format, which clearly sets out (and, to a certain extent, comments upon) the different approaches/feelings as articulated by users.  Some of the main reasons for choosing to use library facilities, as identified by the above users, are: convenience, being able to access facilities at most convenient time, and use them at own pace; existing familiarity with library environment; cheap access.  You would write up the findings organised in topics such as these, using direct quotes to illustrate your points.  This is a very similar process to the writing up of the qualitative data from the user questionnaires (see page 19).

You may want to prioritise certain issues if they are particularly important for your authority, e.g. you may be thinking of introducing/abolishing charges for Internet access, and it may be useful to see what your library users (both IT users and IT non-users) currently feel about charging.

Remember, the idea is NOT to impose preconceived theories/ideas or desired outcomes onto the data, so try to be as objective and neutral as possible, even when the results that emerge are not what you anticipated (or, not what you desired!!).

Once you have established categories and analysed the data within them, it is helpful to write up your results in a report, set out under themed headings, for example, “Most common use of facilities”, “Attitudes to charging”, “Value of access in the library”, “Access to IT at other locations” etc. etc.

Summary

The aim of collecting both quantative and qualitative data is to build up a picture of IT facilities within the overall service provided by the library.  Thus, the background profile of the library authority sets the context for the data collected, the statistical information provides a general pattern of use, what services are used, and by whom, and the qualitative data fills in the details of why people use the services, and how they value them.  Bringing together all these data in one report will provide you with a useful tool for both assessing your current provision, as well as highlighting policy areas you may wish to address as a consequence, and giving valuable insight into how users regard the services provided.



Chapter 5: dissemination of results

Once you have completed the analysis and written a report of your findings, you will want to make these available to a variety of audiences, which may include, but not be limited to:

Library staff
Library managers
Other council departments
Local councillors
Library users
General public in your local area

The format of what you wish to present will inevitably be quite different for each of these groups, and you may use a variety of methods.  For example, to present the results to your library users, a display board with the key findings is probably the most appropriate way to reach a wide number of users.  Reaching non-users may best be achieved by publicising findings in local and/or free newspapers. To target local councillors and senior managers, a short presentation, in conjunction with an executive summary and your main findings, may be more effective.  All channels of communication available should be considered, including:

Library website (summary of key findings, and link to download a larger report)
Council intranet or database
Staff newsletter
Local press, including free newspapers, council newsletter etc.

These are all suggestions, and you may have other ideas or means of distribution which are more appropriate to your locality.  What is essential to keep in mind, however, is the make-up of your target audience and the most appropriate format for them (including the time available they have to read and digest new information, the particular message you wish to get across, how you wish them to act on the information provided).

Further reading

You should read, if you haven’t already, your library authority’s annual plan, mission statement, ICT strategy and, where appropriate, DCMS/Wolfson bid.

Other essential background reading should include:

DCMS, Libraries for All: Social Inclusion in Public Libraries, 1999, available at: http://www.culture.gov.uk/pdf/socialin.pdf.

IT for All web site, at: http://www.itforall.org.uk , especially the research into attitudes towards IT (http://www.itforall.org.uk/resources.html).

Library and Information Commission (1997), New Library: The People's Network, available at: http://www.ukoln.ac.uk/services/lic/newlibrary/

Library and Information Commission (1998), Building the New Library Network, available at: http://www.lic.gov.uk/publications/policyreports/building/index.html
(useful summary by EARL available at: http://www.earl.org.uk/news/noticeboard/BNLNsummary.pdf)
The People's Network Online web site http://www.lic.gov.uk/pno/index.html
If you would like do some background reading on research methods, the following are recommended:

Denscombe, Martyn (1998), The Good research guide for small scale social research projects. Open University Press.

Leedy, P. D. (1997), Practical Research Planning and Design (6th ed.).  Prentice Hall.

Robson, Colin (1993), Real world research.  Blackwell.

Zweizig, Douglas et. al. (1996), The Tell It! Manual: The Complete Program for Evaluating Library Performance.  American Library Association.

Appendix 1: background profile
The following is extracted from the profile of Cheshire library authority:

Please visit http://www.cheshire.gov.uk  for a general introduction to Cheshire.

Quantitative information about Cheshire and the Library Service 

Demographics of Population served:

The population statistics available for Cheshire are based on estimates for 1997, which are the most recent figures available.  Cheshire Libraries and Archives have split the county area into three geographical sections, known as divisions, for ease of management.  I have thus provided population statistics below based on these divisions. 

Cheshire Total Population




670,200 (100%)

West Division
(Chester, Ellesmere Port and Neston)

199,000 (30%)

Mid Division
(Crewe and Nantwich, Vale Royal

231,000 (34%)

East Division
(Congleton, Macclesfield)


240,200 (36%)

The mean population per borough is 16.6%.  Three boroughs have almost exactly this  percentage population; Chester, Vale Royal, Crewe and Nantwich.  Macclesfield has a slightly larger population than the other 5 boroughs (23%), whilst Ellesmere Port and Neston has a slightly smaller population (12%), very similar in size to Congleton (13%).

Percentage and Demographics of Population who are library members:
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Cheshire Library Card Holders, (Percentage of Total Population) 218,105 (33%)
Figure 2 shows the percentage of the local adult, junior and OAP populations who are library card holders in each district/division.  Thus it is possible to compare the percentage of each discrete population who are library card holders in each area.  I have also included the figures for total population of library card holders and shown what this means in terms of percentage of the local population. 

As a rule it is clear that a higher percentage of the junior population are library card holders than adults or OAPs.  In only one Borough is the percentage of library card holders less than 30% of the total population, Crewe and Nantwich.  These percentages mean that Mid Division has the lowest percentage of the local population who are library card holders (29%).  East Division has the highest percentage (36%), whilst West Division has the mean percentage (33%).  However, Mid and West Division have an identical proportion of the total library card holders.

Annual Book Issues within Authority

The latest book issue statistics available are for the year ending March 1999.

Cheshire Total Book Issues




7,095,295 (100%)

West Division
(Chester, Ellesmere Port and Neston)

2,040,068 (29%)
Mid Division
(Crewe and Nantwich, Vale Royal

2,227,174 (31%)
East Division
(Congleton, Macclesfield)


2,828,053 (40%)
The divisional split shows that the areas with the highest population borrow the greatest number of books.  

Chester

1,192,051 (17%)

Congleton

1,074,952 (15%)

Crewe/Nantwich

1,029,368 (15%)

Ellesmere Port/Neston
  848,017  (12%)

Macclesfield

1,753,101 (24%)
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Vale Royal

1,197,806 (17%)

Figure 3 shows how the percentage of book issues is split between the different Borough areas.  East Division has substantially higher issues than the other divisions, whilst West Division has substantially lower issues.  Such a discrepancy is due to the variation between Macclesfield Borough and Ellesmere Port and Neston Borough.

Quantitative information about IT facilities

No. of  PC workstations available.  

There are currently 72 public access computers throughout Cheshire at 16 service points.  In addition there are 21 PCs for staff use only.  In practice the majority of these are rather old and basic and staff tend to use the public PCs for wordprocessing.  There is only one staff machine with Internet Access, this is at Macclesfield Library.  I have not included OPACs or any other ALS computer in this count since these are only used for Library Management purposes and do not have wordprocessing software or the capability to run CD-ROMs.

Breakdown of applications available per workstation.

Ten libraries offer Internet Access to the public.  All sixteen libraries offer wordprocessing and CD-ROMs.  Nine libraries offer some form of Open Learning, although this is generally at a very basic level.  Appendix A is a table giving the numbers of PCs available for Internet, Wordprocessing, CD-ROMs and Open Learning. Appendix B has a detailed listing of the variety of applications available in each IT library.

Email Availability.

All libraries with Internet machines offer web-based email.  This is the preferred option for all Cheshire Libraries since it frees the library service from the maintenance of Email accounts.  Some libraries (Chester, Congleton, Ellesmere Port, Macclesfield, Northwich) also offer Eudora software, providing a public access account for users who do not wish to set up their own accounts online.  

Number of PC hours available and Number of PC hours booked: daily, weekly, monthly.

All libraries with public PCs offer access to the computers whenever the library is open.  Thus the number of PC hours available is the same as the number of hours the libraries are open.  The only other statistics available are instances of PC use.  Cheshire libraries do not differentiate between users who turn up on spec and users who book in advance.  

It is also impossible to find out how many individuals use the IT facilities, since records are only kept for the number of instances of use, not for the number of people using the facilities.  Some individuals may use the facilities several times a week, whilst others may only visit once a month.  Likewise no record is kept of the length of time of bookings, these may vary from 15 minutes to several hours.

Appendix C is a table showing the number of PC hours available and the number of instances of use per library with IT facilities. 

APPENDIX C

	Library
	Monthly PC hours Available
	Weekly PC hours Available
	Daily PC hours Available

	Bishops High
	40.00
	10.00
	5.00

	Blacon
	102.00
	25.50
	5.10

	Chester
	180.00
	45.00
	7.50

	Congleton
	164.00
	41.00
	8.20

	Crewe
	180.00
	45.00
	7.50

	Ellesmere Port
	180.00
	45.00
	7.50

	Hope Farm
	102.00
	25.50
	5.10

	Little Sutton
	110.00
	27.50
	5.50

	Macclesfield
	190.00
	47.50
	8.00

	Malpas
	44.00
	11.00
	6.00

	Nantwich
	158.00
	39.50
	7.90

	Neston
	142.00
	35.50
	7.10

	Northwich
	164.00
	41.00
	6.80

	Sandbach
	142.00
	35.50
	7.10

	Wilmslow
	164.00
	41.00
	6.80

	Winsford
	154.00
	38.50
	7.70


	Library
	Bookings 98-99
	Bookings Monthly*
	Bookings Weekly*
	Bookings Daily*

	Bishops High
	257
	86
	20
	10

	Blacon
	
	
	
	

	Chester
	3704
	403
	93
	16

	Congleton
	509
	170
	39
	8

	Crewe
	3508
	343
	79
	13

	Ellesmere Port
	2550
	487
	112
	19

	Hope Farm
	40
	8
	2
	1

	Little Sutton
	130
	27
	6
	2

	Macclesfield
	3247
	691
	159
	27

	Malpas
	
	
	
	

	Nantwich
	319
	71
	16
	3

	Neston
	89
	12
	3
	1

	Northwich
	502
	43
	10
	2

	Sandbach
	46
	15
	4
	1

	Wilmslow
	91
	24
	5
	1

	Winsford
	311
	104
	24
	5


*These figures are estimates, based on the bookings for the last quarter and I believe they are misleading.  There is no distinction between adult and junior use of the facilities.

The term “Bookings”.  Strictly speaking this word refers to the ‘instances of use’ of the IT facilities, not actual bookings, since the majority will not have been booked in advance.

The figure for Daily opening hours is an average of the weekly opening hours and is also misleading.  Daily hours vary considerably from library to library.  All but the largest Cheshire libraries are closed all day Wednesday, many are closed for lunch between 1.00pm and 2.00pm.  Most libraries are open half day Saturday, whilst all have at least two late nights when they are open until 7.00pm, 7.30pm or 8.00pm depending on the library.

Appendix 2: library users questionnaire

You should download the electronic version of this questionnaire from our website, and make the necessary amendments before distributing it.  As well as adding your own authority logo, additional insertions or deletions are indicated in square brackets.
NB: take care when checking the final version, as the formatting may have shifted a little; the questionnaire should resemble this copy, except that the spacing of questions will be better.  Do not forget to delete the instructions!


	YOUR LIBRARY/AUTHORITY LOGO


We are carrying out an evaluation of some of the library’s services, to see if we can improve facilities and make them more relevant for our customers.  Thank you for taking the time to fill in this questionnaire; it should only take 10 minutes.  Please return your completed questionnaire to any member of library staff, or put it in the box provided. [delete as appropriate] Your answers will be treated with complete confidentiality, and unless you choose to provide an e-mail address, will be entirely anonymous.  If you have any questions about this questionnaire, please contact [insert contact name].

Section A 

1. Do you use the library, on average: (please tick one)

less than once a month





(

once a month






(
once every two weeks





(
once a week






(
two or three times a week





(
daily







(



2. Which library facilities do you use?  (please tick all that apply)

books (lending)






(
audio cassettes  & music CDs




(
video cassettes






(
CD-Roms (lending)





(
talking books






(
reference books/information (e.g. newspapers)


(
computer facilities






(
other (please say what)





(




3. What is your main use of the library?




If you DO NOT use any of the computer facilities in the library (other than the library catalogue), please go to question 12 (Section B.)

If you DO use the computer facilities, please continue with question 4 below.


4. What do (or have) you used the computer facilities for?  (please tick all that apply).

word processing






(
spreadsheets






(
open learning courses





(
CD-Roms







(
World Wide Web






(
e-mail







(
other Internet application (please say what)


(
other (please say what)





(


5. a.  Which application do you use most?  (please tick one)

word processing






(
spreadsheets






(
open learning courses





(
CD-Roms







(
Worldwide Web






(
e-mail







(
other Internet application (please say what)


(
other (please say what)





(



b.  What is your main reason for using this facility? (please tick one)

to support course of study




(
leisure/general enjoyment 




(
independent learning/research




(
looking for jobs






(
keeping in touch with family/friends



(
shopping







(
other (please say what)





(


6. How often do you use the computer facilities? (please tick one)


daily







(
once or twice a week





(
once every two weeks





(
once a month






(
less than once a month





(
7. Is the library your only access to computer facilities?

Yes







(
No








(


If yes, please go to question 9.
If no, please continue with question 8.




8. If you have access to/use computer facilities elsewhere, please say where:
(please tick all that apply)

home







(
school/college/university





(
cybercafé







(
work







(
other (please say where)





(


9. Do you consider yourself:

a beginner







(
an intermediate user





(
a fairly experienced user





(
a very experienced user





(




10. How would the withdrawal of computer facilities from the library affect you?






11. Do you have an e-mail address?

Yes







(
No








(

If you would not mind being contacted by us in the future, please write your 
e-mail address below.  


Now please go to question 14.

Section B.  (For non-users of library computer facilities only)


12. If you do not use the computer facilities in the library, could you please say why: (please tick one)

didn’t know they were there




(
no interest/use






(
don’t know how to





(
have access elsewhere





(
no-one to help/reluctant to ask for help



(
other (please say what)





(


Please now continue with sections C. and D.



Section C.  (All respondents)




13. Would you be interested in training on how to use the computer facilities?


Yes







(
No








(
14. How important is it for public libraries to provide computer facilities? 

very important






(
quite important






(
not very important





(
not at all important





(



15. Which of these statements most reflects your view of the IT facilities?

a vital service






(
an add-on service, secondary to other library services

(
an unnecessary expense





(

Please give a reason for your view:


16. Are there any ways the library could improve your access to the IT services on offer?

Section D. (All respondents)

17. Are you a resident of [insert local authority area]?

Yes







(
If yes, please indicate your postcode below:



No








(
If no, are you visiting from:
within the UK






(
outside the UK






(
 


18. Are you a member of [insert local authority area] libraries?

Yes 







(

No  







(


19. Are you: 

male







(

female  







(


20. Are you:

full-time employed





(
part-time employed





(
self-employed






(
not in paid employment





(
student







(
student and working





(
retired







(
other (please say what)





(



21. Are you: 

under 16  







(

16-25  







(

26-35  







(

36-45  







(

46-55  







(


56-65  







(

over 65 







(
22. How would you describe your ethnic background?  

White







(
Black Caribbean






(
Black African






(
Black Other






(
Indian







(
Pakistani







(
Bangladeshi






(
Chinese







(
Other, please say what





(





23. Do you consider yourself to have a disability?

No








(
Yes







(
(please specify)

Thank you very much for taking the time to complete this questionnaire.

Please hand it back to a member of staff, or put it in the box provided.

  [Delete as appropriate]

If you have any other comments, please add them below:

Appendix 3:  Questionnaire for library non-users

Instructions:

Firstly, ask the respondent if they use library services, and record their answer.  If yes, ask them if they use computer facilities, and mark this answer down.  Then explain that you are interested in surveying non-library users only, and thank them for their time.

If the respondent answers no, explain that you are carrying out an evaluation of some of the library’s services, in order to improve facilities and make them more relevant for the local community.  Then ask them the following questions:

1. Do you currently use a personal computer?

Yes










No











If no, please go to question 7


2. What do you currently use a computer for?  (please tick all that apply).

work








education 








leisure
other (please say what)










3. What computer applications do you use?  (please tick all that apply).

word processing







databases








spreadsheets







games








World Wide Web







e-mail








Internet discussion groups





other (please say what)



4. What else would you like to use a  personal computer for?


5. Where do you use computers?  (please tick all that apply).

work








home








school/college







library








cybercafé

community centre







other (please say where)






6. Where would you go if you wanted to learn (more) about using computers?


7. Are you aware that some local libraries have computer facilities available?


Yes 








No












8. Would you use computer facilities in the library?


Yes









No










Why?/ Why not?



9. What facilities or services would you most like to have available in your local library?

word processing







open learning facilities






internet access







training in computer skills: 
basic








advanced








other (please say what)




The following questions are intended to provide us with a profile of respondents; emphasise that it would be very helpful to have the following information, and repeat that all answers will be entirely confidential and anonymous.








10. Are you: 

male









female  




11. Are you: 

under 16  








16-25  









26-35  









36-45  









46-55  










56-65  
over 65  


12. Are you:

full-time employed






part-time employed






self-employed







unemployed







student








student and working






retired








other (please say what)








13. How would you describe your ethnic background?  

White








Black Caribbean








Black African








Black Other








Indian









Pakistani









Bangladeshi








Chinese









Other (please say what)

14. Do you consider yourself to have a disability?

Yes








No












15. Are you a resident of [insert local authority area]?

Yes








 If yes, please ask for their postcode.


No









If no, are you visiting from:
within the UK







outside the UK







 
 




Ask them if they have any other comments, and if they do, note them below:


Thank them for taking the time to answer the questionnaire.

Appendix 4: non-users survey: instructions for using the recording sheets

General instructions for the non-users survey


When you have decided a time and location for a session to approach non-users, you should prepare the recording sheets in the following way:

· Decide your target number of people to approach for that session (a session may be an afternoon, all day, or a couple of hours).

· Prepare the required number of recording sheets in advance: if you intend to ask 100 people that session,  take 5 sets of the recording sheets and a few extras.


· Write in the date on each set of sheets, and assign a code for that session (something to reflect the area you choose). 


· You should also take with you some extra sheets, some blank pieces of paper and a good supply of pens!

· You may also wish to take some publicity material both about VITAL and your library IT facilities.


How to use the recording sheets


You will first need to approach people and ask if they are library users:
“Have you used public library facilities during the last year?”

If they are not library users, explain a little about the research to them and ask if they would mind answering a few questions.  If they agree, hand them the questions on the laminated sheets, and mark their answers on the recording sheets.


Once you have written the number in the top of the column, you can begin recording the answers to the questions.  The respondent will be able to see the questions at the same time, and when they give their answer, you can write the corresponding number in the relevant column.  Where there is a yes/no question, you should still use the numbers 1 or 2, as this will make it easier when transferring results for analysis.

If you find that the space provided is not sufficient for comments, note them on a separate blank piece of paper, making sure to carry across all the necessary identifying codes, question number etc.

An example of a completed recording sheet is provided on the following pages.

DATE: 5/5/2000

VITAL PROJECT: NON-USERS SURVEY RECORDING SHEET



CODE: MMU

	
	1
	2
	3
	4
	5

	QUESTION NUMBER
	
	
	
	
	

	1
	2


	1
	1
	1
	2

	2
	
	1
	2
	1,3
	

	3
	
	1,2,5
	1,4,5,6
	1,2,3,4,5
	

	4
	
	Nothing
	Nothing
	Studying
	

	5
	
	1
	1,3
	1,2,4
	

	6
	Don’t know
	Work
	College
	Night school
	Library

	7
	2
	2
	1
	1
	1

	8
	1

Could get help there


	2

No need
	2

Have to pay
	2

Have facilities at home
	1

Have training and help

	9
	3,4a
	N/a
	3 (free)
	N/a
	2,4a

	10
	1


	1
	2
	2
	2


DATE: 5/5/2000

VITAL PROJECT: NON-USERS SURVEY RECORDING SHEET



CODE: MMU

	
	1
	2
	3
	4
	5

	QUESTION NUMBER
	
	
	
	
	

	11
	2


	4
	5
	4
	7

	12
	2
	1
	5
	1
	6

	13
	1
	2
	5
	1
	8

	14
	2
	2
	1
	2
	2

	15
	2a
	1 (M15 2YP)
	1 (M23)
	2a
	1 (M20 6BS)

	16:

COMMENTS


	Think libraries should give training
	No
	Libraries should have free access to the Internet
	No
	Have been meaning to use computers in the library for a while, interested in Internet


Appendix 5:  interview schedule

Those users who already use library IT services should be approached and asked if they could spare half an hour to take part in an interview.  

The interview should be semi-structured, and last roughly half an hour.  Begin with an introduction to yourself and why you are carrying out the interview.  Whilst the interview will necessarily concentrate on what the interviewee sees as the role and impact of IT, you should try to cover the following areas/ask the following questions.  The aim of these interviews is to build up a set of narratives or stories about the value and impact of having access to IT facilities, or services, in an individual’s life.  

1. How long have you been using the facilities in the library? 

2. How long do you use the facilities for at each visit?  Do you have a regular time for using the facilities?


3. Which services/facilities do you currently use in the library?

4. What is your main use of the facilities?  (E.g. study, independent research, leisure etc.).  Try to get interviewee to expand answer and give details about the value of what they do.

5. Are there any facilities you would like to use but don’t?  Why?  (E.g. not available, don’t know how to etc).

6. How did you find out about the IT facilities available in the library?


7. Why did you choose to come to the library to use these facilities?

8. Has access to these facilities/services enabled you to do anything you might otherwise not have been able to?  Has it made anything you needed to achieve easier?  (E.g. access necessary information; develop or pursue leisure interests; develop new skills (IT or other); follow a course of study/support existing study; communicate with friends/family or official bodies).

9. Do you have access to IT facilities elsewhere?  If yes, what are the benefits of using IT in the library? Are there any drawbacks?

10. What, if any, training have you had in IT skills?  Where?  How useful was it?  Where would you ideally like to have training?  (If further training is identified as desirable).

11. If you need help, do you ask library staff?  Are they usually able to assist you?

12. How would it affect you if you could no longer access IT facilities in the library?

13. How would you feel if you had to pay (more) to access IT facilities in this library?  (This question will depend somewhat upon the set-up in your library)

14. What do you see as the role of libraries in providing access to IT?

15. Overall, what is your impression of the IT facilities provided in this library?

16. What other library services do you use?

These sheets are to be given to interviewees at the end of the interview, in order to collect some demographic information.  You should date and code them, and ensure that the code matches that on your notes or interview tape.  As with the questionnaires and interview schedule you can download this file from the VITAL website.  Don’t forget to make the necessary changes.



DATE:








CODE:

It would be very helpful if you would complete this background nformation about yourself.  All information given will remain anonymous and confidential. Thank you.

1. Are you a resident of [insert authority name]?

Yes






(

If yes, please indicate your postcode below:


No







(
If no, are you visiting from:
within the UK





(
outside the UK





(

 


2. Are you a member of [insert authority name] libraries?

Yes 






(

No  






(



3. Are you:

full-time employed




(
part-time employed




(
self-employed





(
unemployed





(
student






(
retired






(
other (please say what)




(



DATE:








CODE:

4. Are you: 

male






(

female  






(



5. Are you: 

under 16  





(

16-25  






(

26-35  






(

36-45  






(

46-55  






(


56-65  






(


over 65  






(



6. How would you describe your ethnic background?  


White






(
Black Caribbean




(
Black African





(
Black Other





(
Indian






(
Pakistani






(
Bangladeshi





(
Chinese






(
Other, please say what




( 



7. Do you consider yourself to have a disability?


No







(
Yes






(
(please specify)

Appendix 6:  example of transcribed interview [extract]

CHE01


9TH August 1999

Cheshire resident, member of Cheshire Libraries, part-time employed, male, 36-45, white, does not consider self to have a disability.

X: What sort of facilities do you use in the library, generally?

CHE01: Generally, before I began to use the IT centre, I just used it for books.  Just general interest and info for college.  Mainly I’m into ‘how do you do things’, [practical info – if you’re going to S. America how much is it going to cost, and how do you get there]  Travel books mainly and DIY, photography.

X: If you think about what you’ve been able to get out of using those sorts of facilities.  The value those services have been to you?

CHE01: If I hadn’t had some of the info, I wouldn’t have gone abroad in the first place, cos I wasn’t going to buy the books and then not go.  So to use the books to look at and then go was a lot easier.  DIY books – once again I can just pick the bits out that I need, rather than buy a whole book.



    […..]

X: So have you ever used the Internet at all?

CHE01: Internally at college – its not the Internet its an in-house thing.  Its not the same, I haven’t actually used the Internet yet, but I want to some time soon.  That’s why I’m doing the typing one now, otherwise its going to cost me a fortune at the speed I go.

X: So now you’re doing a typing tutor?

CHE01: Yes, just to get my speed up, cos I feel that’s one of the most important things.  Most of the stuff in the books, in the work I do, I don’t think I would use anyway.  So long as I’ve got the basics.

X: So what do you see yourself using these skills for?

CHE01: CVs, letters, hotmail, just bits and pieces like that.

X: And if you weren’t able to do that in the library, would you have been able to…

CHE01: I can do it at the college, the problem is they’re based on students there.  I’ve tried to learn some stuff there and the courses there are not very good in terms of they’re not helpful enough.  You go in the library and you ask them to help you if you get stuck for instance and they come along and go ‘tick tack tick tack’ [on the keyboard] and they walk off and you go ‘hold on, how did you do that?’ And they won’t spend time to show you.

They don’t seem to have the resources to learn as easily as you do here.  You seem to have a lot more here, its more organised.  At the college it seems to be they expect the students to know it all, they get taught it as part of their lectures.  Because I actually work there, I’m not a student I work there and our department doesn’t have computers in it.  They don’t seem so keen to put time aside to help you learn it.  They say they do and they put courses on.  We’re having a course in September, about 4 of them.  But they’re only for about an hour and a half, just basic courses.  If you know nothing its still not really going to push you that far ahead, you need to get hands on and do.  With somebody coming over to say ‘look’ and that’s what you get here. 

X: So, being able to use the library has helped you to gain things that you wouldn’t have been able to do at work?

CHE01: Yes, and because I can just come in off the street and book a time in my time, rather than having to fit it around the times when courses are run, just makes it so much easier.  I do part-time work, and can be here, there and everywhere, so I can actually fit it in.  So that’s a big bonus to me.  

X: How long do you spend using computers?

CHE01: When I was on the books I could do up to 2 hours if it was flowing.  [but sometimes less – if had problems eg. with excel had difficulty, not sure if maths was wrong, or if excel was wrong.  Sometimes sat there for ½ hour, would then ask – usually something easy.]

I think sometimes you’re a bit short on actual staff in there, which you’re probably pleased to hear.  That’s probably what you want me to say.  When its busy, you can see you’re rushed off your feet.

Appendix 7: examples of data from user questionnaires

This appendix provides examples from the analysis of data from Cheshire Library Authority (figures) and Cumbria Library Authority (pie charts and graphs).  As you can see, the basic analysis is sometimes supplemented with some commentary or explanation of the figures, as well as some first attempts to cross tabulate some of the figures.

You do not have to set out your results in an identical fashion – this is merely meant to give you some ideas.

Note that indication has been made where the questions have been incorrectly answered (e.g. more than one box ticked when the question requested to only tick one) – this helps a) to highlight where questions may be unclear, and b) where to exercise care in interpreting results, as it is not always clear what the respondent intended.

Library-user Questionnaires

Q1 How often do you use the library?

420 answered this question [99.5%]

Less than once a month

  31

  7% [of 420]

Once a month



  86

21%

Once every two weeks

  94

22%

Once a week



122

29%

Two or three times a week

  80

19%

Daily




    7

  2%

Q2  Which library facilities do you use? 

books (lending)
226
95%

audio cassettes & music CDs
81
34%

video cassettes
101
42%

CD-ROMs (lending)
8
33%

talking books
26
11%

reference books/information
94
39%
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2.  library facilities

reference books/information

talking books

CD-ROMs (lending)

video cassettes

audio cassettes and music CDs

books (lending)


Q4 Do you use any of the computer facilities?

422 answered this question [100%]

Yes
54 
13% [of 422]

No
368
87%

Q6a  Which application do you use most?

54 answered [100%], 

10 answered incorrectly – ticked more than one box (19%)

Wordprocessing

18


Spreadsheets


1

Open learning


4

CD-Roms


2

WWW



11

Email



5

Internet other


0

Other



3

Q6b main reasons for using IT in libraries

54 answered [100%]

8 answered incorrectly – ticked more than one box (15%)

Support study


9

Leisure


14

Independent learning

16

Other



7

	Che54  
	keeping in touch with friends

	Che94  
	Jobs/CV's

	CHnes18
	researching authors and books available

	CHnes20
	find work

	CHnes53
	to find a job

	CHcrw52
	job applications

	CHcrw26
	cv & job applications


Q7  How often do you use the computer facilities?

daily
1
2%

once or twice a week
11
26%

once every two weeks
11
26%

once a month
4
10%

less than a month
14
33%
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Q14 Why don’t you use the computer facilities?

[328 in total] 78% of 422

289 answered this question correctly

39 answered this question incorrectly – ticked more than one box. [12% of 328]

Didn’t know there

  11

  4% [of 289]

No interest


  81

28%

Don’t know how

  48

17%

Access elsewhere

136

47%

No-one to help
  
    4

  1%

Other



    9

  3%

Q25 Which statement most reflects your view of the computer facilities?

360 answered this question [85% of 422]

Vital

153 
42% [of 360]

Add-on

194
54%

Unnecessary
  13
  4%

110 people gave a reason [26% of 422, 31% of 360]

Vital

48
31% [of 153]

Add-on

55
28% [of 194]

Unnecessary
6
46% [of   13]

Personal Details

The profile of your non-users will be interesting and valuable as a broad indication of the group, but what is potentially more useful is how demographic features interact with particular answers, i.e. are some users more likely than others to be tempted into the library to use IT?

You can interrogate the database of results to provide quite detailed and specific information on particular groups of users and their habits.  For example, this multiple query from the Birmingham results indicates that the number of female users, from an ethnic minority, who are are IT users in the library and also have access at home is 6.

	comp-use
	m/f
	ethnic-id
	home

	Yes
	f
	in
	Yes

	Yes
	f
	in
	Yes

	Yes
	f
	bc
	Yes

	Yes
	f
	in
	Yes

	Yes
	f
	pa
	Yes

	Yes
	f
	in
	Yes


Non Library-user Questionnaires

Again, these examples are from the data collected by Cheshire and Cumbria authorities.

111 surveys carried out

13 by phone to Cheshire County Council workers– could be anywhere in county [12%]

85 in Chester [76%]

1 in Congleton [1%]

8 in Crewe [7%]

4 at John Moores University – Cheshire residents on course [4%]

Those carried out in Chester: 


Tesco 


6
7% [% of Chester/85]
5% [% of whole/111]
2 hours

Surgery 

15 
18%


14%


3 hours

Riverside

13 
15%


12%


4 hours

Citycentre 

46 
54%


41%


20 hours 

Northgate Arena 
5
6%

 
 4%


2 hours

There is a clear bias towards Chester residents and visitors which was not originally intended.  However Chester proved to be the location where it was most convenient for me to carry out the bulk of the non-user work.  The best hourly response rate was obtained in the local health centre.  This was partially due to the extremely helpful staff who apprached patients on my behalf and were very keen to help.

Q1: PC Users

58 use PCs

52%

53 don’t use PCs
48%

These figures may be biased towards IT users due to my targeting of Cheshire County Council staff.

Q2: What use computer for.

Do you use a computer for:

work
65
69%

education
24
26%

leisure
54
57%
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Q3: Main Use

Work

33 
57%

Education
13
22%

Leisure
11
19%

One user was unable to decide saying that his main use was half work and half leisure. [2%]

This question caused fewer problems that a similar question used in the library user questionnaire because I was able to give direct instructions to interviewees.

Q4: Applications Use at Moment

W/P

51

88%

Spreadsheets
37

64%

Games

27

47%

WWW

32

55%

Email

38

66%

Int Diss Gps
  8

14%

Other 

17

29%

Q5: What else would you like to use a PC for?

54 answered 49% of 111

28 – no, none, nothing extra

28 – listed various things  

Q6: Where do you use computers?

at work
60
64%

at home
61
65%

school/college or university
4
4%

at a cyber café
1
1%

other
1
1%
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Q9: Know about Library PCs?


YES
67
60%

Q10: Would use PCs in Library?

YES

58
52%

[means that 53 (48%) would not use PCs in a library]

Are any of these 52% who say they would use IT in libraries really serious about it?  Can we realistically expect to get them into libraries and using computers there?

Why would use in library – 53 responses: including  - 

	CHchescentreOCT55


	To help me with my college work



	CHchescentreOCT50


	Would use library if home computer not available.

library to be used at home.

	CHchescentreOCT65


	If someone showed me how to use them.



	CHcccOCT75


	I don't have a printer, so would try to use the library's.



	CHcongletonAUG31


	Libraries are safe places, lots of people go there.



	CHcrewcentreAUG23


	if had to - ie. Nowhere else - "if need arose"



	CHchescentreOCT69


	If I were interested in computers I would




Why would not use in library – 43 responses: including –

	CHchessurgeryOCT43


	Don't need library - have access at work and home



	CHchesriversideOCT51


	Not sure how to use computers - no clue what to do.

library to be used at home.

	CHchesarenaOCT60


	got own computer



	CHcrewcentreAUG28


	No cause to as yet,  Might do if need arose.



	CHchessurgeryOCT89


	Would go to college, don't visit libraries



	CHchessurgeryOCT91
	Wouldn't expect library to have computers.  Would expect to go

to library for books, not computers, so wouldn't even think of going there.

	CHchescentreAUG01


	I don't use computers because I don't like them




Presenting a sample of views in table format provides a quick overview of issues raised, but you will aslo want to analyse these in more depth in a discussion section as well.

Using the results

You may want to look closely at the reasons why people would or would not use the library to access IT facilities – are there any particular reasons which apply to particular groups of people which the library could do something about eg.  older people who are frightened of computers/ don’t see the need or relevance of computers to them.

� EMBED Excel.Sheet.8  ���
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153 (42%) library users responded that computer facilities in the library are a vital part of the service; this is a commonly held view, even amongst those who do not actually use the facilities themselves:





I know other people use it regularly - for their work and such,


just because I don't use it, doesn't mean it has no use.





For others, access at the library is essential for themselves, and others, who do not have access elsewhere:





Not everyone has IT equipment at home.  Vital for such people.





It is good for people to have access if they do not have a 


computer at home.





Some users see computer access as necessary for libraries to keep up to date:








Libraries too must keep up-to-date with up-to-date equipment and services





It is bringing to the 20th Century what public lending libraries brought to the 19th.





The benefits of electronic services (in terms of speed, and coverage) are also important to some users:





Computer facilities are a means of accessing information


faster and in a more organised way than books, but of 


course, they do not yet contain the depth of written


information so the two facilities are complementary.
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2.  use of PC
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6.  Where do you use PCs
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		Quarter Ending March 1999
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