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Foreword

ISO (the International Organization for Standardization) is a worldwide federation of national standards bodies
(ISO member bodies). The work of preparing International Standards is normally carried out through ISO
technical committees. Each member body interested in a subject for which a technical committee has been
established has the right to be represented on that committee. International organizations, governmental and
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Introduction

This |

nternational Standard is concerned with the evaluation of libraries of all types.

The main purpose of this International Standard is to endorse the use of performance indicators in libraries
and to spread knowledge about how to conduct performance measurement.

This

international library community has expressed its commitment to the development of gn

Standlard for library performance indicators. By the establishment of this International Standar

perfo
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rmance indicators can be advanced and libraries in developing and developed countries wil

nternational Standard acknowledges and supports the standards prepared\by ISO/TC 176.

performance indicator in this International Standard is given a unique name. This nam
5 from the literature upon which its description is based. Such\differences are docum
iptions of the performance indicators.

performance indicators included in this International Standard are either in widespread
mented in the literature. Some of the descriptions of perfermance indicators incorporate mg
rmance indicators described elsewhere: these refleétipractical experience or the need t

'rmance indicators as defined in this International-Standard.

Ther¢ are some library activities and services for\which, during the development of this Internatio

there
impa
requi

was a general lack of tested and well:-documented performance indicators. These include
ct measures for libraries. Electronic .sérvices will continue to develop and evolve, and such
‘e monitoring as related to the performance indicators in this International Standard. Th

International
i, the use of
benefit from

nowledge and skills associated with formal planning procedures and data collection processés.

huality of library services is related to the broader topic of quality management and quality assurance.

E sometimes
ented in the

use or well
difications of
b generalize.

and resource based ratios are very well documented in the literature and provide a contgxt for library

nal Standard,
butcome and
evolution will
b library and

inforrmation community is encouraged, to establish mechanisms and to give a high priority tp developing
relevant performance indicators forexisting and emerging library services and resources.

This [International Standard-does not include performance indicators for the evaluation of the [outcomes of
library services either on individuals, the communities that libraries serve, or on society at this time. This is an
evolMing area of performarice measurement for libraries. This International Standard will be maintained and
developments monitored. Additional performance indicators will be incorporated as they ar¢ tested and
validated.

Perfgrmance ‘indicators may be used for comparison over time within the same library. Comparisons between
librarles may-also be made, but only with caution. Between library comparisons will need to take] into account
any difféerences in the constituencies of the libraries, with good understanding of the performance indicators
used| and careful interpretation of the data (see 5.3.5)

There are other limitations to the performance indicators in this International Standard that depend on local
factors such as the community the library serves, service mandates, and technology infrastructure
configuration. It is advisable that results from the use of performance indicators listed in this International
Standard be interpreted with regard to these factors.

The performance indicators included in this International Standard do not reflect all possible measures or
evaluation techniques. The International Standard offers accepted, tested, and publicly accessible
methodologies and approaches to measuring a range of library service performance.

This International Standard is not intended to exclude the use of performance indicators that have not been
specified within it (see Clause 5).

© 1SO 2008 — All rights reserved
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More detailed information concerning methodology and analysis in establishing performance indicators in
libraries can be found in References [1] to [30] listed in the Bibliography.

A group operating under the auspices of ISO/TC 46/SC 8 is responsible for maintaining this International
Standard. Newly developed performance indicators are vetted by an appointed group of experts and
descriptions are published as amendments to this International Standard as rapidly as possible after ballot
submitted to the national committees.

Vi © ISO 2008 — All rights reserved
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INTERNATIONAL STANDARD ISO 11620:2008(E)

Information and documentation — Library performance
indicators

1 cope

This |nternational Standard specifies the requirements of a performance indicator for libraries an
a sef of performance indicators to be used by libraries of all types. It also provides guidanc
implgment performance indicators in libraries where such performance indicators afe,not alread
list off performance indicators are summarized in Annex A and details given in Anpex-B.

This |nternational Standard provides a standardized terminology and concise-definitions of the
indicators. Furthermore, this International Standard contains concise. descriptions of the
indicators and of the collection and the analysis of data needed.

This |nternational Standard is applicable to all types of libraries inalV countries. However, not all
indicators are applicable to all libraries. Limitations on the applicability of individual performance i
listed for each performance indicator in Annex B.

This |nternational Standard does not specify performancerindicators for all services, activities, an
resoyrces of the library, either because such performance indicators had not been proposed and
time pf formulation of this International Standard, or\because they did not fulfil the criteria specifie

2 Terms and definitions
For the purposes of this document, the following terms and definitions apply.

21
accepsibility
ease|of reaching and usjrigya’service or facility

2.2
active borrower.
regisfered userwho has borrowed at least one item during the reporting period

2.3
activediser

 establishes
e on how to
in use. The

performance
performance

performance
hdicators are

d uses of the
tested at the
d (see 4.2).

regis ered-user-whohas-visitedormadeuseof iiblaly facilittesor-services dwilly the |ch|ti||g P
NOTE This may include the use of electronic library services.

24
appropriateness
suitability of any given performance indicator for evaluating a specific activity

25
availability

iod

degree to which content, documents, facilities or services are actually provided by the library at the time

required by users

© 1SO 2008 — All rights reserved


https://standardsiso.com/api/?name=ce3a883789223c1c6ec7a9cb84987eec

ISO 11620:2008(E)

2.6
computer fil

e

data or software program, e.g. computer game, language course and other application software that is
available on computer-readable disks, tapes or other storage media to users for loan or in-house use

NOTE

2.7

Adapted from ANSI/NISO Z39.7:2004.

content downloaded

content unit t

[ISO 2789:2Q

hat is successfully requested from a database, electronic serial or digital document

06 deafinition-23 3 Q]
O G HHHO OO~

2.8

content unit
computer-prd
a digest of off

cessed uniquely identifiable textual or audiovisual piece of published work that maybe origi
her published work

nal or

NOTE 1  Adapted from item in COUNTER code of practice, Release 2:2004.

NOTE 2 Descriptive records are excluded.

NOTE 3 PIDF, Postscript, HTML and other formats of the same content unit will be.Gounted as separate items.

[1ISO 2789:2Q006, definition 3.2.9]

29

database

collection of felectronically stored descriptive records or content units (including facts, full texts, pictures, and
sound) with § common user interface and software for the retrieval and manipulation of the data

NOTE 1 THe units or records are usually collected with a particular intent and are related to a defined topic. A datpbase
can be issued|on CD-ROM, diskette, or other direct-access method, or as a computer file accessed via dial-up methpds or
via the interne}.

NOTE 2  Li¢ensed databases are counted separately even if access to several licensed database products is effected
through the sgme interface.

NOTE 3  A|common interface providing access to a packet of serials or digital documents, usually offered| by a
publisher or vendor, is also to be counted as database. Additionally, the single serials or digital documents need|to be
counted as sefials or digital documents.

[ISO 2789:2006, definition'3-2.10]

210

descriptive record

computer-prgcéssed bibliographic or other individual record in a standard format that references gnd/or
describes a decumentin any phyaiucﬂ formor-a—content-unit

NOTE 1 A collection of descriptive records is usually published in the form of a database.

NOTE 2  The record can include elements such as title, author, subject, abstract, date of origin, etc.

[ISO 2789:2006, definition 3.2.11]

2.11

digital document
information unit with a defined content that has been digitized by the library or acquired in digital form as part

of the library

collection

© 1SO 2008 — All rights reserved
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NOTE 1 This includes eBooks, electronic patents, networked audiovisual documents and other digital documents, e.g.
reports, cartographic and music documents, preprints, etc. Databases and electronic serials are excluded.

NOTE 2  Items incorporated in databases are covered by 2.9.
NOTE 3 A digital document can be structured into one or more files.
NOTE 4 A digital document consists of one or more content units.

[ISO 2789:2006, definition 3.2.12]

212
document
recorded information or material object, which can be treated as a unit in a documentation proces

L2

[ISO Bb127:2001, definition 1.2.2]
NOTE Documents may differ in their physical form and characteristics.

213
download
successful request of a descriptive record or content unit, e.g. for displayifig, ‘printing, saving, or efmailing

NOTH For web server logs, successful requests are those with specific,return codes, as defined by NICSA (National
Centgr for Supercomputing Applications).

[ISO R789:2006, definition 3.3.4]

214
effectiveness
measgure of the degree to which given objectives areachieved

NOTH An activity is effective if it maximizes.the‘results it was established to produce.

2.15
efficiency
measgure of the utilization of resources to realize a given objective

NOTEH An activity is efficient-if it minimizes the use of resources, or produces better performance pith the same
resoufces.

2.16

electronic book

eBogk

digitgl document) licensed or not, where searchable text is prevalent, and which can be seen in|analogy to a
print pook (monograph)

NOTH 1 The use of eBooks is, in many cases, dependent on a dedicated device and/or a special reafder or viewing
software.

NOTE 2  eBooks can be lent to users either on portable devices (eBook readers) or by transmitting the contents to the
user’s PC for a limited time period.

NOTE 3 Doctoral dissertations in electronic format are included.
NOTE 4  Documents digitized by the library are included.

[ISO 2789:2006, definition 3.2.15]
217

evaluation
process of estimating the effectiveness, efficiency, utility and relevance of a service or facility

© 1SO 2008 — All rights reserved 3


https://standardsiso.com/api/?name=ce3a883789223c1c6ec7a9cb84987eec

ISO 11620:

2.18

2008(E)

external user
user of a library who does not belong to that library’s population to be served

[ISO 2789:2006, definition 3.3.8]

219
facilities
equipment, s

NOTE

tudy places, etc., provided for library users

cafes and public telenhones
14 14 T

Includes photocopiers, online terminals, CD-ROM workstations, seats for reading and study carrels, but
excludes toilets;

2.20
free internet
internet reso

[1SO 2789:2(

2.21
full-time equ
FTE
measuremer

EXAMPLE
works full-timg

NOTE N
measures bet
2.22
goal

desired state]

2.23

performance indicator

expression
persons) bot
and the asso

2.24

library
organization,
facilitate the
research, ed

NOTE1 TH

resource
irce with unrestricted access

06, definition 3.2.18]

ivalent
t equal to one staff person working a full-time work schedule for-one year

If out of three persons employed as librarians, one works guarter-time, one works half-time, an
, then the FTE of these three persons would be 0,25 + 0,5 + 150~= 1,75 librarians (FTE).

t all libraries may use the same number of hours per year to determine an FTE. Thus, any compg
veen libraries may need to consider any differences in‘hours.

of affairs to be achieved by the implementation of agreed policies

which may be numeric, symbolic or verbal) used to characterize activities (events, ob
h in quantitative and qualitative terms in order to assess the value of the activities characte
ciated method

or part of am-organization, the main aims of which are to build and maintain a collection

Icational, cultural or recreational needs of its users

n
use of<such information resources and facilities as are required to meet the informajonal,

d one

rative

ects,

fized,

dto

rvices

ese’ are the basic requirements for a library and do not exclude any additional resources and se

incidental to its main purpose.

NOTE 2

what is its primary function or, in extreme cases, divides its functionality and report data accordingly.

[ISO 2789:2006, definition 3.1.5]

NOTE 3
library.

Where a library has more than one function (e.g. school library and public library), it generally either decides

This may include virtual and/or electronic libraries provided that they adhere to the primary definition of a

© 1SO 2008 — All rights reserved
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2.25

library website

unique domain on the internet consisting of a collection of web pages that is published by a library to provide
access to the library’s services and resources

NOTE 1 The pages of a website are usually interconnected by the use of hypertext links.

NOTE 2 Excludes documents that fit the definitions of electronic collection and free internet resources that can be
linked from the library website.

NOTE 3  Excludes web services in the library’s domain that are operated on behalf of other organizations.

2.26
loan
direct lending or delivery transaction of an item in non-electronic form (e.g. book), of an @lectrofic document
on a|physical carrier (e.g. CD-ROM) or other device (e.g. eBook reader), or transmission of pn electronic
docufnent to one user for a limited time period (e.g. eBook)

NOTH 1 Loans include user-initiated renewals as well as registered loans within the, library (on-site loahs). Renewals
need fo be counted separately.

NOTHB 2 Loans include copied documents supplied in place of original documents (including fax) arjd printouts of
electrpnic documents made by library staff for the user.

NOTH 3  Loans of documents in physical form to distance users are.included here.

NOTH 4  Mediated electronic transmission of documents is counted as electronic document delivery [if their use is
permitted for unlimited time. This includes transmissions to members of the population to be served.

[ISO R789:2006, definition 3.3.14]

2.27
metadata
strucfured data about data, including data-associated with either an information system or ap information
objedt for purposes of description, administration, legal requirements, technical functionality, us¢ and usage,
and greservation

NOTE Adapted from Dublin Core’Metadata Initiative.

2.28
missjon
statenent approvediby the authorities formulating the organization’s goals and its choices in gervices and
prodycts developmeént

2.29
objeg¢tive
specifictarget for an activity to be attained as a contribution to achieving the goal of an organizatipn

2.30

performance

effectiveness of the provision of services by the library and the efficiency of the allocation and use of
resources in providing services

2.31

performance indicator

numerical, symbolic or verbal expression, derived from library statistics and data used to characterize the
performance of a library

© 1SO 2008 — All rights reserved 5
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2.32
population to be served
number of individuals for whom the library is set up to provide its services and materials

NOTE For public libraries, this will normally be the population of the legal service area (authority); for libraries of an
institution of higher education, this will normally be the total of academic and professional staff plus students.

2.33

quality

degree to which a set of inherent characteristics fulfils requirements

NOTE1  Th

e term “quality” can be used with adjectives such as poar_good or excellent

NOTE 2  “Igherent”, as opposed to “assigned”, means existing in something, especially as a permanent characteri

[ISO 9000:2(05, definition 3.1.1]

2.34
record dow
descriptive r

loaded

cord that is successfully requested from a database or the online catalogue
[ISO 2789:2Q06, definition 3.3.19]
2.35
operating expenditure

ordinary expenditure

money spen{ on staff, and on resources which are used and replaced regularly, excluding capital expen

such as main capital items, new buildings, extensions or modifications to existing buildings and com
equipment

NOTE Operating expenditure is calculated in various ways in different institutions, authorities and countries,
does not seefn possible to prescribe only one way of doing it. Calculation will have to be done according to 1
practice in thel context where this measure is applied. This also means that comparisons are only valid when calcul
are done accprding to the same principles. Operating expenditure normally includes: salaries and wages (ind
employee bengfits, social costs, etc.), costs of acquiring documents for the collection, administrative costs, maintena
buildings, collgctions, etc., rental costs or depréciation costs of buildings and equipment, and other operating exp|
(heating, lighting, electricity, etc.).Value-added, taxes, sales and service taxes or other local taxes are normally inc

unless a perfomance indicator is used forinternational comparisons.

2.36

registered u
person or ofr|
from the librg

er
hanization registered with a library in order to use its collection and/or services within or
ry

stic.

Hiture
puter

and it
ormal

ptions

uding
hce of
Enses
uded,

away

NOTE Users can.beregistered upon their request or automatically when enrolling in the institution.

[ISO 2789:2006,.definition 3.3.20]

2.37

rejected session

turnaway

unsuccessful request of a database or the online catalogue by exceeding the simultaneous user limit
NOTE Request failure because of wrong passwords is excluded.

[ISO 2789:2006, definition 3.3.21]

2.38
reliability
degree to wh

ich a measure repeatedly and consistently produces the same result

© 1SO 2008 — All rights re
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2.39
session
successful request of a database or the online catalogue

NOTE 1 A session is one cycle of user activities that typically starts when a user connects to a database or the online
catalogue and ends with explicit (by leaving the database through log-out or exit) or implicit (timeout due to user inactivity)
termination of activities in the database. The average timeout period would be 30 min. If another time period is used, this
needs to be reported.

NOTE 2  Sessions on the library website are counted as virtual visits.

NOTE 3  Requests of a general entrance or gateway page needs to be excluded.

NOTH 4  If possible, requests by search engines need to be excluded.
[ISO R789:2006, definition 3.3.25]

2.40
specjal grant
granf{of a non-recurrent nature to fund (or partly fund) projects

[ISO p789:2006, definition 3.5.4]

2.41
targgt population
groups of actual and potential users appropriate to an individuallibrary as the object of a specific[service or as
the pfimary users of specific materials

2.42
title
words at the head of a document thus identifying_it-and normally distinguishing it from others

[ISO p127:2001, definition 4.2.1.4.1]

NOTE For measuring purposes, “title” "describes a document, which forms a separate item with a distinctive title,
whetHer issued in one or several physical units, and disregarding the number of copies of the document held by the library.

243
user
reciplent of library services

NOTEH The recipient'can be a person or an institution, including libraries.

244
user [training
trainipg programme set up with a specified lesson plan, which aims at specific learning outcomgs for the use
of libraryyand other information services

NOTE 1 User training can be offered as a tour of the library, as library tuition, or as a web-based service for users.
NOTE 2  The duration of lessons is irrelevant.

[ISO 2789:2006, definition 3.3.28]

245

validity
degree to which a performance indicator actually measures what it is intended to measure

© 1SO 2008 — All rights reserved 7
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2.46

virtual visit

user’s request on the library website from outside the library premises, regardless of the number of pages or
elements viewed

NOTE 1 A website visitor is either a unique and identified web browser program or an identified IP address that has
accessed pages from the library’s website.

NOTE 2  The interval between two consecutive requests generally is no longer than a time-out period on 30 min if they
are to be counted as part of the same virtual visit. A longer interval initiates a new visit.

NOTE 3  Web servers providing services whose statistics are reported at another site are to be excluded from the
statistics of the-tbrary-website:

[ISO 2789:2Q06, definition 3.3.29]

247
visit
person (individual) entering the library premises
[ISO 2789:2Q006, definition 3.3.30]

NOTE Ingludes both simple counts and ratios between counts as long as theyyare used to characterize the
performance df a library.

3 Notation

By conventign, throughout the text, the names of performancé.indicators are printed with initial capitgls for
significant words, e.g. Library Visits per Capita so as to distinguish the names of performance indicators| from
supporting text.

4 Criteria and descriptive framework

4.1 General

4.1.1 The purpose of library performance indicators is

a) to functipn as tools to assess) the quality and effectiveness of services, resources, and other actlvities
provideq by a library, and

b) to assess the efficiency of resources allocated by the library to such services and other activities.

4.1.2 Anngx B presents a set of performance indicators that have been thoroughly tested by widespread
use in librarjes jor\through explicit testing by researchers and subsequent documentation in the literature.
Some descriptions of performance indicators include modifications which reflect practical experience, ¢r the
need to gen(-.uaiiw the pcl‘funllallbt: indicators-for gunclai appiibatiun.

4.1.3 All performance indicators included in Annex B fulfil the criteria presented in 4.2 and are specified
according to the descriptive framework presented in 4.3. Performance indicators to be added in revisions of
this International Standard will have to fulfil the same criteria and follow the same descriptive framework.

4.1.4 New or alternative performance indicators may be developed in order to cover other activities and
services or to serve a specific purpose. It is recommended that such performance indicators be evaluated and
described according to 4.2 and 4.3 (see also Clause 5).

NOTE Care has been taken to describe the performance indicators individually and independently of other
performance indicators. This need not imply that the performance indicators be used in isolation. When collecting data, it
will in many cases be possible and practical to collect data for two or more performance indicators at the same time, as is
shown in most manuals.

8 © 1SO 2008 — All rights reserved
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4.2 Criteria

4.21 In order to claim compliance with this International Standard, a library performance indicator has to be
thoroughly tested, validated, and (preferably) documented in the literature. Performance indicators that are in

widespread use in libraries may be accepted although they have not been explicitly documented.

4.2.2 The following criteria should be used to test a performance indicator:

a) Informative content. The performance indicator has to be informative as a tool for measuring an activity,
for identifying achievements, and for identifying problems and shortcomings in the performance of the
library so that action can be taken to remedy these. It should provide information for decision-making, e.g.

b) Reliability. A performance indicator has to be reliable in the sense that it consistently produges the same

sult when used repeatedly under the same circumstances.
OTE The fact that a performance indicator reflects the underlying variability of\the data, such as seasonal
ariations or fluctuations in loan activities does not in itself mean that the performanceé.indicator is not r¢liable.

c) alidity. The performance indicator shall be valid in that it shall measure-what it is intended to measure.
OTE The fact that some performance indicators are indirect performance indicators or rough gstimates does
ot in itself mean that they are not valid.

d) ppropriateness. The performance indicator shall be appropriate for its intended purpose} That is, the
nits and scale shall be suitable, and the operations necessary to implement the process of measurement

ghould be compatible with the library’s procedures, physical layout, etc.

e) Practicality. The performance indicator has to be& practical in the sense that it uses data tHat the library
¢an produce with a reasonable amount of effort in terms of staff time, staff qualificationg, operational
¢osts and users’ time and patience.

If the|performance indicator is intended for.comparisons between libraries, a sixth criterion [item f]] applies.

f)  Comparability. A library performance indicator allows comparisons between libraries if the|same score,
making allowance for the accliracy of the score, means the same level of quality of serviceq or the same
Ievel of efficiency in the libraries to be compared (see also 5.3.5).

NOTH 1 It is vital to ensure'that the activities being measured are comparable.

NOTH 2  This criterion,is sufficient for ranking libraries according to the score of the performance indicator, but is not

sufficient to determinge),for example, that a library with twice the score of another is twice as good.

4.3 | Descriptive framework

4.3.1| C(General

The performance indicators included in Annex B are described according to the following framework, which
should also be used in developing descriptions of new or alternative performance indicators.

4.3.2 Balanced Scorecard Approach

The presentation of the performance indicators in this International Standard follows the Balanced Scorecard
Approach (see Reference [11]). This approach creates a performance indicator framework with four major
areas of measurement:

Resources, Access, and Infrastructure, which presents performance indicators that measure the
adequacy and availability of library resources and services (e.g. staff, titles, public access workstations);

a)
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b) Use, which presents performance indicators that measure the usage of library resources and services
(e.g. library materials loans, electronic resource downloads, and facilities use);

c) Efficiency, which presents performance indicators that measure resource and service efficiency (e.g.
costs per loan, electronic resource session or download; time required to acquire or process documents;
and correct answer fill rate);

d) Potentials & Development, which provides performance indicators that measure the library’s input into
emerging service and resource areas and its ability to gain sufficient funding for development (e.g.
percentage of expenditures on electronic resources and attendances at formal training lessons by staff).

H H fion o il —+ £ £ L tandard itk abilit—t id ot ool
ThIS Orgar"L UUTT PMIUVIUTO UOoTTo Ul UlTo  otdiiuaru witln S autiity U TucTituty 11hidju

measuremerjt by content and type of performance indicator.

F—ar for—perfermance

Cdado

The performxnce indicators are further categorized along the five service/resource areas of collection, access,
facilities, staff and general.

4.3.3 Description of performance indicators

4.3.31 General

The description of each performance indicator shall be presented as outlinedin 4.3.3.2 to 4.3.3.9.

4.3.3.2 Name

Each performpance indicator shall have a unique, descriptive name.

4.3.3.3  Objective

Each performance indicator shall have an explicit objéctive, stated in terms of the service(s), activity(ig¢s) or
use(s) of respurces to be evaluated.

4.3.3.4 S¢ope of the performance indicator
The scope shall state the types of libraries)to which the performance indicator can be applied.

The scope may state whether the_performance indicator is suitable for comparison between librarieg and
whether therg are any limitations.Concerning comparability.

The scope may include otherlimitations in the application of the performance indicator.

NOTE THe scope.statement can include qualifications, instances and situations to show how the performance
indicator can {Te applied. For example, the scope can state whether the performance indicator is only suitable for dertain

parts of the cdllection such as the loan collection or the reference collection; or whether the performance indicator dan be
used both for|theylibrary service or activity as a whole, and for parts of the library service, or for showing differences
between subjectsorpartsofthepoputatiomserved:

4.3.3.5 Definition of the performance indicator

Each performance indicator shall be defined uniquely in terms of the data to be collected and/or the
relationship to be established between the data.

This statement should also include definitions of special terms used in the definition of the performance
indicator, that are not defined elsewhere in this International Standard, as well as terms used in the
description of the method(s) to be used.

Unambiguous terms used in the customary sense need not be defined.
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43.3.6 Method
The data to be collected and the calculations to be performed shall be described concisely.

If a measure needs to be repeated to determine the value of the performance indicator, this shall be stated
clearly.

Two or more equivalent methods may be described, i.e. different data and calculations used to produce the

same dial.

NOTE Examples of this are using total count versus sampling, and using a direct measure versus an estimate based
on differert-data-

If mqre than one method is described, the one most generally applicable shall be deseribpd first. The

desc

iptions supplied shall not include general statistical methodology such as sampling procedu

es, sampling

sizes} estimates of confidence intervals, statistical tests, etc.

If a questionnaire is to be used, only the question(s) to be asked and the score used are includ¢d, and not a
detailed description of the total questionnaire design.

If pogsible, the descriptions of methods shall indicate the effort necessary for preparation, data dollection and
analysis of results.

4.3.3{7 Interpretation and factors affecting the performance{indicator

The [interpretation statement may include information necessary to interpret the results ¢f using the

perfo

NOTH
Intern

The
varia

This
resul

provi
chan

4.3.3

Refe

Fmance indicator.

The total range of the performance indicator>can be given, as well as a statement telling th
ational Standard if a maximum, a minimum or an optimal value represents the state valued the most.

hterpretation statement may include information about the variability to be expected, such
ions or variations in time of day.

statement may also include infermation about factors internal or external to the library that
s, in order to help using theTperformance indicator as a diagnostic tool. This informatig
jed in such a way that itis-possible to see what actions taken by a library can contribute
je in the score.

8 Source(s)

ences are supplied to document the source of the performance indicator. The description

e user of this

as seasonal

ill affect the
n should be
to a desired

should state

clearly whether the performance indicator as described in this International Standard is a modifigd version of
the performance indicator described in the source document.

If the hame of the performance indicator is different from the one used in the source, the original name is
supplied In parentheses atter the reference.

The references may include documents supplying more detailed information about the use of the performance
indicator, methods of data collection and analysis, etc.

4.3.3.

9 Related performance indicator(s) (optional)

Where appropriate, there should be a statement of the relationship of the performance indicator to other

perfo

©I1SO

rmance indicators within this International Standard.
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5 Uses of performance indicators

5.1

5.1.1

General considerations

The performance indicators described in this International Standard can be used effectively in the

evaluation of libraries. In this process, the quality and effectiveness of the services and other activities of the
library, as well as the efficiency of the uses of the resources of the library, are evaluated against the mission,
goals and objectives of the library itself.

5.1.2

measurement and evaluation processes should occur regularly. The results should be reported in a wa

Performance indicators should be linked to systematic library planning and evaluation. Furthermore,

that

informs the d
51.3 Asa
a)

to serve
commury

b)

A secondaryf
services whi

514 Inr€
Several perf
Recent year:
contributed t
them in the d

5.1.5 Ther
years have
determining

ecision-making processes and demonstrates how the library fulfils its mission.

library planning and evaluation tool, performance indicators have two principal objectives:

to facilitate control in the management process;

as a basis for reference and for dialogues between library staff, funding bodies, and the
ity.

objective is to serve in comparative analysis of the performance)of libraries and inforn
h have equivalent missions or objectives.

cent years, libraries have been using a wide variety of performance indicators for this pur
prmance indicators are being used extensively and {hus represent an established pra
5 have also seen attempts to consolidate previous research efforts in this field, and both
D attain consensus among practitioners on a set of*performance indicators and how to imple
ay-to-day life of the library.

e are, and will continue to be, emerging ,areas of evaluation for libraries. For instance, r
witnessed the emergence of outcomes-based assessment (OBE) and new technique
ibrary quality under a number of circumstances using various protocols. A number of

evaluation efforts are in direct response to the meed for libraries to demonstrate the value, quality, and im

of their serv
performance
revisions of t

5.2 Selec

5.21 The
for libraries i
in different s

ces on the communities that they serve. It is important that these evaluation approachg

his International Standard.

lion of performance-indicators

N general. This-International Standard recognizes that there are many different types of libr
pttings, serving different user groups, having a range of unique characteristics (structure, fur

governance,
that the libr:
understand t
indicators ind

for use in a range of library settings.

5.2.2

etc.), and\affected by a number of situational factors that impact on the services and reso
bries ‘Can provide. Since there is such a wide variation around the world, it is importe
at_not all established performance indicators are useful to all libraries. The list of perforn

user

ation

bose.
ctice.
have
ment

bcent
s for
hese
pacts
s for

indicators continually be reviewed, analysed, and considered for possible inclusion in {future

performance indicators included in this International Standard are those seen to be most yseful

Bries,
ding,
Lirces
nt to
ance
ators

Libraries, in consultation with their host institutions and relevant authorities, such as local and national

government, as well as their users and other stakeholders, will need to decide which performance indicators
are most appropriate to a particular situation. This decision shall be made in the light of the mission, goals and
objectives of the library. For example, the assessment of publicly funded libraries takes place in the context of
the development of public policy.

It is desirable that all interested parties should be in agreement on the appropriateness of the performance
indicators used.
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5.2.3 In order to determine which performance indicators are most appropriate for a particular library, to
collect and analyse the data, and to interpret findings into a management strategy, a range of staff skills will
be necessary. Some libraries will find it important and necessary to engage in staff training and development
of educational skills prior to implementing performance indicators.

5.2.4 In selecting performance indicators for use in a particular library setting, consider the following factors.

a) Will the performance indicator assist the management of the library, the funding body and the population
to be served?

b) Does the librarian have some knowledge that a particular activity or area may not be operating as well as
i er-i—Hhis— intuitive i et i j a-very-goedreqson to use a

performance indicator to find out whether there is a problem.

c) hat level of effort can the library staff commit to the collection and analysis of the data td produce the
performance indicators? To produce performance indicators requires staff time and-resourcgs. Adequate
staff time and resources are necessary to produce a particular performance ,indicator. Staff will need to

ave practical knowledge of a range of statistical procedures.

d) [Does any external authority require data to be reported on particular ‘library service areasp If yes, it is

ecessary to decide whether the same data can also be used to produce library performancd indicators.

Local factors important to the library can affect the selection of performance indicators. Librarians shall make
a copscious decision in selecting the performance indicators that will be of most use in apsessing the
opergtion of the library in relation to its goals and objectives.

5.3 | Limitations

5.3.1] Optimizing scores on performance indicators

Users of library performance indicators should recognize that it is impossible to achieve optimum scores
simultaneously on all performance indicators. For example, a library may achieve a high level of user
satisffaction, but incur a high expenditureé per user. The scores on performance indicators shall He interpreted
in thq light of what the library intends to accomplish, and not simply in terms of optimizing scores|on particular
performance indicators.

5.3.2| Degree of accuracy

Care[should be taken with the interpretation of results. Lack of precision may occur due to sampling errors, or
to supjective aspects of the measuring process or to inadequate time or resources for the measyring process
(e.g. |performance.indicators B.1.2.3 and B.2.2.4). It can also imply that the performance ipdicators are
inherently imprecise (e.g. B.2.2.1).

NOTH [n~some cases, a rough estimate is sufficient and to seek greater precision would be a waste of gffort.

5.3.3 —User-skiﬂrversurﬁ'bra-y performance

To some extent, library performance indicators are affected by how well the user conducts various
transactions with the library. For example, user satisfaction with the availability of materials may be extremely
low at one library. This could indicate several things, one being that patrons lack adequate knowledge of how
to locate materials in that particular library, or that the library has insufficient documents to meet demand.
Thus, a low score suggests an area needing review. The review may suggest a need for strategies to improve
user knowledge and skills related to library activities; or it may suggest a need to improve the availability of
books by changing loan periods or buying additional copies.
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5.3.4 Linking resources to services

While poor performance may seem to indicate that additional resources may be required to improve library
services, this is not necessarily true. In fact, there may not be a strong correlation between resources and the
quality of library services provided. The range of staff skills, management approaches, and a variety of other
factors, including increased resources, may have different effects on increasing the quality of services at
different libraries.

5.3.5 Comparability of performance indicator data

A primary purpose of using library performance indicators is self-diagnosis. This may include comparisons of

one year's
meaningful 3
procedures f
with respect

pberrormance with another, within the same library. A secondary purpose IS 10 encolirage

nd useful comparisons across different libraries. Standardizing performance indicators~and the

br collecting those data assist in that process. However, such comparisons shall always)be made

or each library’s

a) mission,goals, and objectives;

b) performance on a range of performance indicators;

C) resourcgs;

d) user groups;

e) governahce structure;

f)  procedufes.

If comparisons of performance indicator scores across different libraries are made, they should be dong with

considerable|

14

care and in full recognition of the limitations 'of such comparisons [see also 4.2.2 f)].
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Annex A
(normative)

List of performance indicators for libraries

Table A.1 lists activities and services commonly undertaken or provided in libraries through a Balanced
Scorecard Approach. The performance indicators described in this International Standard are categorized with
respect to the activities or services to which they relate. A list of descriptions for each performance indicator

catedorized in Table A.1 is provided in Annex B. The notation is designed to facilitate future addjtions both to
the ligt of activities, and to the list of performance indicators.

NOTEH There are a number of performance indicators in use in libraries which are not described:

Table A.1 — List of performance indicators for activities and services commonly undentaken or
provided in libraries
Item Performance indicator Déscription/Objective
reference

B.1 Resources, Access & Infrastructure Performance jndicators that measure the adequgcy and
availability oflibrary resources and services (e.g| staff, titles,
public access workstations).

B.1.1 Collection

B.1.1.1 Required Titles Availability To assess to what extent titles owned or licensed by the
library, and in demand by the users, are actuallylavailable
when required.

B.1.1.2 Percentage of Required Titles in the To assess to what extent titles in demand by the|users are

Collection owned by the library. The performance indicator s used to
assess the fit of the collection to the requirements of the
users.

B.1.1.3 Subject Catalogue Search Success Rate [ To assess the library’s success in matching the §iser’s subject
search in the catalogue and in informing the usef where and
how to find information on a subject.

B.1.1.4 Percentage of Rejected Sessions To establish whether there are sufficient licenceg for each
electronic database to meet users’ demands.

B.1.2 Access

B.1.41 Shelving Accuracy To assess to what extent documents that are redorded in the
library’s catalogue are in their correct place on the shelves.

B.1.4.2 Median Time of Document Retrieval from | To assess whether the retrieval system is effectiye.

Closed Stacks

B.1.2.3 Speed of Interlibrary Lending To assess the time interval for successfully completing an
interlibrary loan or document delivery transaction, from initial
request to shipment of requested item(s).

B.1.2.4 Percentage of Successful Interlibrary To assess the fulfilment of interlibrary loans and document

Loans delivery requests relative to the total number of interlibrary
loans and document delivery requests.

B.1.3 Facilities

B.1.3.1 Public Access Workstations per Capita To assess the availability of workstations the library offers per

1 000 members of the population to be served.

© 1SO 2008 — All rights reserved
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Table A.1 (continued)

Item Performance indicator Description/Objective
reference

B.1.3.2 Workstation Hours Available per Capita To assess the availability of workstations by calculating the
average number of hours a workstation could be available for
a member of the population during a year.

B.1.3.3 User Area per Capita To assess the importance of the library as a place for study,
meeting, and as a learning centre, and indicates the
institution’s support for these tasks.

B.1.34 Seats per r‘npifa To-assess-the-numberof seats prn\/idarl per 1 000 membhers
of the population to be served for reading, studying, or.
working in the library.

B.1.3.5 Hours Open Compared to Demand To assess to what degree the open hours of alibrary
correspond to users’ needs.

B.1.4 Staff

B.1.4.1 Staff per Capita To assess the number of library employees per 1 000
members of the population to be senved. The number of
persons in the population to be:served can be considered
proportional to the amount,of work to be done.

B.2 Use Performance indicators‘that measure the usage of library]
resources and services (e.g. library materials loans, electronic
resource downloads, and facilities use).

B.2.1 Collection

B.2.1.1 Collection Turnover To assess, the overall rate of use of a loan collection. Thg
performance indicator can also be used to assess the fit ¢f the
collection to the requirements of the population to be seryed.

B.2.1.2 Loans per Capita To-assess the rate of use of library collections by the
population to be served. It may also be used to assess the
quality of the collections and the library’s ability to promofe the
use of the collections.

B.2.1.3 Percentage of Stock Not Used To assess the amount of stock not used during a specified
period. The performance indicator may also be used to
assess the fit of the collection to the requirements of the
population to be served.

B.2.1.4 Number of Content Units Downloaded per | To assess whether users find items of interest in an electyonic

Capita resource.

B.2.1.5 In-library Usepér Capita To assess the amount of usage of materials within the libfary.

B.2.2 Access

B.2.2.1 Library-Visits per Capita To assess the library’s success in attracting users of all its
services.

B.2.2.2 Percentage of Information Requests To establish the use made of electronic means of

Submitted Electronically communication (e.g. e-mail, digital reference) for submitting
enquiries.

B.2.2.3 Percentage of External Users To assess the percentage of library users who are external to
the library’s population to be served and thus the library’s
importance for learning and culture in the region. Also, the
performance indicator provides an estimate of the impact or
attraction of a library outside of its service area.

B.2.2.4 Percentage of the Total Library Lending | To assess the extent to which library services are used by

to External Users external users. To indicate the attractiveness of the library’s
collection to users outside the population to be served.
16 © ISO 2008 — All rights reserved
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Table A.1 (continued)

Costs

Item Performance indicator Description/Objective
reference
B.2.2.5 User Attendances at Library Events per | To estimate the attraction of library events for the library’s
Capita population to be served.
B.2.2.6 Number of User Attendances at Training | To assess the success of the library in reaching its users
Lessons per Capita through the provision of training on library services.

B.2.3 Facilities

B.2.3.1 Public Seating Occupancy Rate To assess the overall use rate of public seats provided for
reading and working in the library, by estimating the
proportion of the public seating in use at any given time.

B.2.3.2 Workstation Use Rate To assess the overall rate of use of workstations|provided in
the library, by estimating the proportion‘of the wgrkstations in
use at any given time.

B.2.4 General

B.2.4.1 Percentage of Target Population Reached | To assess the success of the‘library in reaching p target
population.

B.2.4.2 User Satisfaction To assess the degree-to which users are satisfied with the
library servicessasa whole or with different serviges of the
library.

B.3 Efficiency Performance indicators that measure resource ahd service
efficiency~(e.g. costs per loan, electronic resource session or
download; time required to acquire or process dgcuments;
and-correct answer fill rate).

B.3.1 Collection

B.3.1.1 Cost per Loan To assess the cost of the services of the library felated to the
number of loans.

B.3.1.2 Cost per Database Session To assess the contractual costs of a database related to the
number of sessions.

B.3.1.3 Cost per Content Unit Bownloaded To assess the contractual cost of an electronic r¢source
related to the number of content units downloadgd.

B.3.1.4 Cost per LibraryVisit To assess the cost of the library’s service related to the
number of library visits.

B.3.4 Access

.3.4.1 Median-Time of Document Acquisition To assess the degree to which suppliers of librafy materials
are effective, in terms of speed.

B.3.3.2 Median Time of Document Processing To assess whether the different forms of procesging
procedures are effective as to speed.

B.3.3 Staff

B.3.3.1 User Services Staff as a Percentage of To determine the library’s effort devoted to public services in

Total Staff relation to the background services.

B.3.3.2 Correct Answer Fill Rate To assess to what extent the staff are able to fulfil the primary
requirement for a good reference service, namely to provide
correct answers to enquiries.

B.3.3.3 Ratio of Acquisition Expenditures to Staff | To relate acquisition costs to staff costs in order to assess

whether the library invests a relevant part of its income in the

collection.

© 1SO 2008 — All rights reserved
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Table A.1 (continued)

Item Performance indicator Description/Objective
reference
B.3.3.4 Employee Productivity in Media To measure the average number of acquired media (print and
Processing electronic documents) processed per employee in a certain
period (usually one year). The performance indicator
exemplarily demonstrates employee productivity.
B.3.4 General
B.3.4.1 Cost per User
B.4 Potentials & Development Performance indicators that measure the library’s input,irjto
emerging service and resource areas and its ability togajn
sufficient funding for development (e.g. percentage.of
expenditures on electronic resources and attendantes af}
formal training lessons by staff).
B.4.1 Collection
B.4.1.1 Percentage of Expenditure on Information | To assess the extent to which the library is committed to
Provision Spent on the Electronic building an electronic collection.
Collection
B.4.2 Staff
B.4.2.1 Percentage of Library Staff Providing To assess the extent4o'which the library invests human
Electronic Services resources in providing technical support for electronic
services.
B.4.2.2 Number of Attendance Hours at Formal To assess the.\improvement of library staff skills by attending
Training Lessons per Staff Member training lessons.
B.4.3 General
B.4.3.1 Percentage of Library Means Received by | To assess the library’s success in obtaining additional
Special Grant or Income Generated financial resources.
B.4.3.2 Percentage of Institutional Means To measure the importance of the library (expressed in
Allocated to the Library monetary units) to and the support by the funding institutipn.
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Annex B
(normative)

List of descriptions of performance indicators

See Table A.1 for the list of performance of indicators referenced in this annex.

B.1 [Resources, Access & Infrastructure
B.1.1 Collection
B.1.1.1 Required Titles Availability

B.1.1.1.1 Objective

To agsess to what extent titles owned or licensed by the library, and in’ demand by the users| are actually
available when required.

B.1.1.1.2 Scope of the performance indicator

This performance indicator is applicable to all libraries.:Reference and loan collections should be measured
sepafately.

This performance indicator may be used for specified collections, subject areas, branches or tim¢g periods. For
each|specified area within the library, the resulting performance indicators may be compared [to see if the
availability differs significantly.

This [performance indicator may be used for comparing libraries with the same mission, prov|ded that the
samg method is used for calculatingithe performance indicator.

B.1.1.1.3 Definition of the performance indicator

The percentage of titles:0whed by the library and required by at least one user that are immediafely available
in either print or electronic format.

Available meansj for the purpose of this performance indicator, that one or more copies of the title is available
to usgrs for loan, in-library use, or downloading. Copies to be retrieved from closed stacks ar¢ counted as
beind available.

Copig¢sfaken out for processing, such as cataloguing, classification, bookbinding, reshelving, etd., and copies
missing because they are stolen, misplaced, etc., are counted as not available but the titles are included in the
total number of titles. In addition, copies indicated as part of the electronic collection, but inaccessible to users
at the time of request (e.g. simultaneous use, system downtime) are counted as not available but are included
in the total number of titles.

Titles may, for the purpose of this performance indicator, include individual articles in journals, books,
e-journals, or e-books, or other catalogued documents or resources, if they are included in the total number of
tittes as well. What is included has to be stated explicitly in each case.

B.1.1.1.4 Method

Draw a random sample of titles owned or licensed by the library in print and electronic formats and required by
at least one user. For each title in the sample, record whether a copy of that title is available. For a rough
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measure, check only the records of the library. For a more accurate measure, check the actual copies are

checked.

The Required Titles Availability, /g, is

IrTa=4
where
A
B isth
Round off Iz

A random sa

a)
and ther

are included in the sample. Remove duplicates of the same title. In order to achieve a truly ra

sample,
from eaq

b) Draw a

recalls and in-library use of documents. Remove duplicates of the'same title.

NOTE

have reslilted in a loan transaction. For some purposes, the resilt is adequate.

For libraries
attained by 1

the mean availability.

If reference
out of the ca

B.1.1.1.5 |
The perform
selected title
availability.

In some libra
may also be

The performa

number

composi

Ask for @ random sample of users what they are looking for in the library’s print and electronic colle

/B x 100

is the number of available required titles in the sample;

e total number of required titles in the sample.

- to the nearest integer.

mple of required titles may be established in two ways as follows.

discard any titles not owned or licensed by the library. Only specific tifles; not subject sear

either all required titles shall be taken from each user, or one title'.should be selected rang
h user.

random sample using actual loan transactions, requests for off-site storage retrieval, circu

This method is less obtrusive to the users, but reflects:only the demands for titles already acquirg

with marked variations, e.g. seasonal variations, a more accurate performance indicator m
neasuring the Required Titles Availabijlity~at intervals over a period of time and then calcu

opies and copies for loan are intermixed in the collection, reference copies should ideally &
culation.

Interpretation and factors-affecting the performance indicator

ance indicator iscan”integer between 0 and 100. It estimates the probability that a rang
owned or licensed by the library and required by users is available. A high score means

ries, marked seasonal variations are to be expected. Variations during the week or during th
expected.

of copies of each title, especially titles in much demand;

tion of the collection in relation to the demands of the users;

of documents authorized for borrowing simultaneously;

number

of titles available in electronic format at the time of calculation.

tions
ches,
ndom
omly

ation

d that

by be
ating

e left

omly

high

e day

standard loan period of the library, and specific loan periods for titles in heavy demand, and the number

Minor factors like the number of titles taken out for bookbinding or other processing, speed of reshelving, etc.,

will influence

20
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.1.6 Sources

he following references in the Bibliography for more information:

— Reference [18], p. 300;

— Reference [24], pp. 84-89 (“Availability”);

— Reference [29], pp. 60-71 (“Materials Availability”).

B.1.1

.1.7  Related performance indicator

See

B.1.1

B.1.1

To as
used

B.1.1

This

This
each

availability differs significantly.

This

B.1.1

The percentage of titles, required by at least one user, that are already owned by the library.

If ati

counfed as owned by the ibrary.

Titles
are in

B.1.1

Draw

Percentage of Required Titles in the Collection (B.1.1.2).
.2 Percentage of Required Titles in the Collection

.21 Objective

sess to what extent titles in demand by the users are owned by the library. The performang
to assess the fit of the collection to the requirements of the users.

.2.2 Scope of the performance indicator
berformance indicator is applicable to all libraries.

berformance indicator may be used for specified collections, subject areas, branches or time
specified area within the library, the resulting performance indicators may be compared

berformance indicator may be used for cofmparing libraries with the same mission.

.2.3 Definition of the performance indicator

le has been published.and’ordered before the investigation, but has not been received by th

may, for the purpose of this performance indicator, include individual articles in journals or
cluded in the(tetal number of titles as well. What is included has to be stated explicitly in ead

.2.4 Method

arandom sample of titles required by at least one user, by asking a sample of users W

e indicator is

periods. For
to see if the

e library, it is

pooks, if they
h case.

hat they are

lookir

NOTE

£ + 4l Ll [a) l 1 H Fera| 4 | s |
g1ornrurenorary. - odalTyIic Uy SPTUIMTIC TUUTS, TITUT SUUJTLTSTAl UITT S,

most purposes, the result is adequate even if all tittes named are used.

Reco

©I1SO

rd whether the library owns a copy of that title for each title in the sample.

2008 — Al rights reserved

This method will not result in a truly random sample unless only one required title is taken from each user. For
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The Percentage of Required Titles in the Collection, Igtc, is

where
A is the number of required titles in the sample owned by the library;

B

Round off /g,

is the total number of required titles in the sample.

c to the nearest integer.

B.1.1.2.5

Interpretation and factors affecting the performance indicator

The performénce indicator is an integer between 0 and 100. It estimates the probability that aitle requir

users is in
requirementg

NOTE Aq
also indicate
through the pr

The results t
library or pub

of the users.

well as indicating a poor fit between the collection and the requirements of‘the users, a low score
hat the users have a wrong perception of the subject coverage of the library. This could be addr
bmotion of the library’s services.

b be expected will depend on the type of library (e.g. specidllibrary or general library, acac
lic library, etc.).

B.1.1.2.6 $ource

See Referen
to Sought ite

B.1.1.2.7

See Require

ce [24], pp. 84-89 (Included in “Availability”: called “Acquisition Rate” or “Ratio of Acquired
ms”), in the Bibliography for more information.

Related performance indicator

i Titles Availability (B.1.1.1).

B.1.1.3 Supject Catalogue Search Success Rate

B.1.1.31 ¢

The objectiv
search in the

Dbjective

p of this performance indicator is to assess the library’s success in matching the user’s st
catalogue and-in informing the user where and how to find information on a subject.

B.1.1.3.2 $cope ofthe performance indicator

This perform

bd by

the library’s collection. A high score indicates a good fit between the ,collection and the

might
bssed

emic

tems

bject

bnce indicator is applicable to all libraries with subject or classified catalogues.

Comparison between libraries would require that the libraries use the same cataloguing rules and a similar
form of catalogue, usually an online catalogue.

NOTE

An online catalogue providing keyword or subject access is equivalent to a subject catalogue.

B.1.1.3.3 Definition of the performance indicator

The percentage of titles in the catalogue matching the user’s subject that are found by the user.

22
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B.1.1.3.4 Method

B.1.1.3.4.1 Users searching for a specific subject in the catalogue are asked to fill out a form
a) a short description of the subject they are seeking;
b) the subject headings and/or notations they consulted;
c) the subject headings and/or notations under which they found the titles they thought relevant;
d) the status of the user (optional). In order to define the user’s subject clearly, it has proved
road terms or at a high (general) classification level. The interview helps to precisely defin
desired by the user. The subject search is then repeated by library staff to check wheth
:teadings and/or notations matching the subject have been consulted. Subject -heading
roader than, or more specific than, the user’s defined subject, are excluded. All titles grod
subject heading and/or notation found by the user to be relevant are counted.
B.1.1.3.4.2 Users’ subject seeking procedures can also be analysed through transaction

When using this method, data protection rights have to be considered) Under certain ci
transpction logs allow the tracking of individual searches and the identification of what titles hav¢ finally been
ordered for loan or what electronic resources have been downloaded. This method may p

information about procedures and failures during the search.
Agair
user's
and/q
more
notat

B.1.1

wherg

Round off /gggg ta'the’nearest integer.

B.1.1

The ;rerformance indicator is an integer between 0 and 100.

, an interview, whether face-to-face or in online form, wilkbe necessary in order to precisg
subject. The subject search is then repeated by library staff to check whether all subj

specific than, the user’s defined subject, are excluded. All titles grouped under a subject hg
on found by the user to be relevant are counted;

.3.4.3 For methods B.1.1.3.4.1 and B/1)1.3.4.2, The Subject Search Success Rate, /554

4 is the number of titlesumatching the user’s subjects found by the user;

B is the number oftitles matching the user’s subject that are actually indexed in the catalog

.3.5 Jdnterpretation and factors affecting the performance indicator

showing:

necessary to
search with
e the subject
br all subject
s which are
ped under a

log analysis.
cumstances,
ovide useful

ly define the
bct headings

r notations matching the subject have been consulted. Subject headings which are brogder than, or

ading and/or

Ry IS

ue.

The success rate is affected by the user’s level of competence. A low success rate points to failures in user
information or in the user interface or retrieval system of the OPAC. It may also show that the subject
cataloguing rules do not match the search mode of the user.

Possible management decisions could be:

better help screens;
specific information about catalogues in user education;
adding “see references” or additional subject entries;

if possible, change of cataloguing rules.

© 1SO 2008 — All rights reserved
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If the user status has been requested in the questionnaire, then specific activities could be directed at certain
target groups. There may be seasonal variations, e.g. times when many new users come to the library. The
decision whether a title matches the user’s subject can be affected by the staff's communication or searching
skills.

B.1.1.3.6 Sources
See the following references in the Bibliography for more information:

— Reference [24], pp. 73-76 (“Subject Search”);

— Referenge [21], pp. 181-206.
B.1.1.4 Pefcentage of Rejected Sessions

B.1.1.4.1 bjectives

To establish Wwhether there are sufficient licences for each electronic database to meet Users’ demands.

B.1.1.4.2 cope of the performance indicator

This performpnce indicator is applicable to all libraries with licensed electroni¢ databases.

B.1.1.4.3 efinition of the performance indicator

The percentage of rejected sessions of the total attempted sessions for each licensed database durjng a
specified timg period.

Sessions by |ibrary staff and for user training should be included.

Sessions rejg¢cted because of incorrect passwords or-user IDs are not included.

B.1.1.4.4 Method

Count the tofal number of attempted sessions on a database and the number of unsuccessful attempts during
a specified time period.

The percentgge of Rejected Sgssions, Irg, is
]RS = A/B x 100

where

A is thesaumber of rejected sessions on a licensed database during a specified time period;

B is the total number of rejected and successful sessions on the electronic database during the same
time period.

Round off Izg to nearest integer, or one decimal place if less than 10.

B.1.1.4.5 Interpretation and factors affecting the performance indicator

The performance indicator is an integer in the range of 0 to 100. A high score indicates that the number of
licenses is not adequate to users’ needs.

The performance indicator should be considered separately for each database. There is nothing to be gained
by calculating a global figure for all databases.
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B.1.1.4.6 Source

See

Reference [3], (Pl 10), in the Bibliography for more information.

B.1.1.4.7 Related performance indicator

See

B.1.

B.1.2-1+—Shelving-Accuracy

B.1.2.1.1 Objective

The

library’s catalogue are in their correct place on the shelves.

B.1.2.1.2 Scope of the performance indicator

This

This

specified area within the library, the resulting performance indicators may be compared to see
accuracy differs significantly.

Comparisons between libraries may be possible if differences in storage and frequency of use g
consideration.

B.1.2.1.3 Definition of the performance indicator

The

at thg time of investigation.

Documents whose absence is accounted for in the library’s records, e.g. by being on loan,
bookpinding or repair or noted as-missing, are not included in the sample.

B.1.21.4 Method

B.1.2.1.4.1 Check)a random sample of shelves with the help of a shelf-list. Record for each
the list whether it.is shelved correctly. For all missing documents, check whether their absence
for in|the library’s‘records.

The

Required Titles Availability (B.1.1.1).

2 Access

bbjective of this performance indicator is to assess to what extent documents.that are rec

performance indicator is applicable to all libraries.

performance indicator may be used for specified collectionsysubject areas or branch librar

percentage of documents recorded in.the library’s catalogue that are in their correct place o

In free-access areas, the shelves should be checked out of opening times in order to includ

orded in the

es. For each
if the rate of

re taken into

h the shelves

aken out for

document in
is accounted

e documents
hting.

1{1at have been used in-house. Documents awaiting shelving should be reshelved before cou

Shelving Accuracy, Igpy, is

where

A is the number of documents correctly shelved;

B is the total number of documents in the sample (excluding those whose absence is accounted for in

the library’s records).

Round off /g4 to the nearest integer.

© 1SO 2008 — All rights reserved
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NOTE

The number of missing documents comprises both documents that have been misplaced and those that have

been stolen, if the latter have not been noted as missing in the library’s records. This assumes that correct shelving
implies frequent shelf-reading so that losses get noted at an early stage.

B.1.2.1.4.2

Check a random sample of shelves in the collection. Count the number of documents on

each

shelf in the sample. Record all documents that are found in the wrong place, irrespective of their being
misplaced near to or far from their correct position. In free access areas, the shelves should be checked out of

opening time

The Shelving

s in order to include documents that have been used in-house.

Accuracy, Igp,, is

Ispz = (
where
A isth
B isth
Round off /g

NOTE Ag

B.1.2.1.5

The performance indicator is an integer between 0 and 100. A high/score means high Shelving Accuracy.

Shelving Acg

the frequ

the spesg

The perform
transparent g

For libraries,
between par
separately, a

Interpretation and factors affecting the performance indicators

e total number of documents on the shelves at the time of investigation;
e number of misplaced documents on the shelves.

\» to the nearest integer.

an estimate, the simpler method B.1.2.1.4.1 could be sufficient.

uracy is affected by several factors. The most important are:
ency of shelf-reading;
d of reshelving.

ance indicator could also point to jthe classification or other shelf-location system not
nd easy to use or to the need for a security system.

with part of their collectionsin closed stacks, and part in free access, or where use varies
s of the collection, Shelving Accuracy should be assessed for the different parts of the collg
s documents in free;aceess areas and in frequent use will be more liable to misshelving.

B.1.2.1.6

bource

The

being

much
ction

See Reference [15], pp129-146 (“Shelf Availability”; includes shelf accuracy in the context of an availability

study), in the| Bibliography for more information.

B.1.21.7

elated performance indicator

See Required Titles Availability (B.1.1.1).

B.1.2.2 Median Time of Document Retrieval from Closed Stacks

B.1.2.2.1

Objective

The objective of this performance indicator is to assess whether the retrieval system is effective.

B.1.2.2.2 Scope of the performance indicator

This performance indicator is applicable to all libraries with part of their material in closed stacks.

26
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Comparing libraries may be possible if local circumstances concerning buildings, transportation, etc., are

taken

B.1.2

into account.

.2.3 Definition of the performance indicator

The median time elapsed between the request for a document placed in closed stacks and the moment it is
available to the user.

B.1.2

.24 Method

Draw_a random sample of documents owned by the library, stored in closed stacks and requested by the

usery.

Regis
the d
expre
The

asce

list. |
ranki

The s

a)
t

[

NOTE

B.1.2

The
minu

The sample is drawn among the titles owned by the library and not on loan. The requests

The sample is drawn among actual requests at.the time when the documents are ready to bd
he user. The method presumes that the dateé and time of the request is recorded as part ¢f the normal
foutine.

ter, for each request, the date and time of the day when the request was submitted)and t
ocument was ready to be collected by the user. Subtract the starting time from the fi
ssed in minutes or hours as seems most fit.

Median Time of Document Retrieval from Closed Stacks is established by ranking the
nding order by the retrieval time. The median time is the value of the request in the middle g
the number of requests is even, the median time is the average of the two values in the
ng list, rounded off to the nearest minute.

ample may be established in two different ways:

he investigators or their proxies at random times during the sampling period and the time
he request recorded.

Failed requests are left out of the calculation, since no finishing time can be assigned to a failed

.2.5 Interpretation and factors affecting the performance indicator

performance indicator ,is a“real number with no upper limit. The performance indicator is
es or hours and minutes.

A sh

timed.

B.1.2.2.6 <Solirces

See théfollowing references in the Bibliography for more information:

rt retrieval time is-Considered good. The retrieval time may be affected by the number of o

e time when
nishing time,

requests in
f the ranking
middle of the

are made by
pf handing in

collected by

request.

expressed in

ders at peak

B.1.2.2.7

Reference [25], pp. 202-205 (“Lending Speed”);

Reference [30], pp. 112-113 (items F 94, F 96, F 97, F 98).

Related performance indicator

See Speed of Interlibrary Lending (B.1.2.3).

©I1SO
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B.1.2.3 Speed of Interlibrary Lending

B.1.2.3.1  Objective

The objective of this performance indicator is to assess the time interval for successfully completing an
interlibrary loan or document delivery transaction, from initial request to shipment of requested item(s).

B.1.2.3.2 Scope of the performance indicator

This performance indicator is applicable to all libraries participating in interlibrary lending and document
delivery services.

Includes inteflibrary lending of library materials that are approved for loan outside of the library.

Includes document delivery.

B.1.2.3.3 Definition of the performance indicator

The number| of hours required for library staff to successfully complete an interlibrary loan or docyment
delivery requeest.

A request is gomplete when the item is sent to the requesting library by thedending library.

The time intgrval is measured in library business hours (the hours thenlibrary is open for business, excljuding
weekends, hplidays or other days that the library is closed).

Interlibrary Igan or document delivery request is all materials,approved for loan or permanent delivery| from
one library td a library outside of the fulfilling library’s administration.

Time received is the date and time the request is received by the lending library.
Time sent is the date and time the item requested-was sent to the requesting library.
B.1.2.3.4 Method
The Speed of Interlibrary Lending, I, is

Igy = AIB
where

A is the total number of hours to complete a specified number of interlibrary loans or document delivery
requiests;

B is tHe number of interlibrary loans plus document delivery requests included in 4

Exclude days library is closed for business. Round /g, to the nearest whole hour.

Sampling is possible. The recommended method is “typical week.” A “typical week” is a time that is neither
unusually busy nor unusually slow. Avoid holidays, vacation periods, days when unusual events are taking
place in the community or in the library. Choose a week in which the library is open regular hours.

If “full count” method is preferred, collect data monthly to reduce the burden to staff when analysing the results.

B.1.2.3.5 Interpretation and factors affecting the performance indicator

The performance indicator is a positive real number with no upper limit.
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A lower score is usually considered as good. It will inform the library whether its processes are organized
efficiently.

The performance indicator will be influenced by internal conditions. Staffing, collection size, days the library
may be closed for business, and delivery delays can greatly influence the score.

The performance indicator shall be judged against the mission and objective of the library.
B.1.2.3.6 Source

See Reference [11], (4.3), in the Bibliography for more information.

B.1.2.3.7 Related performance indicators
See
— [Percentage of Successful Interlibrary Loans (B.1.2.4);

— Median Time of Document Retrieval from Closed Stacks (B.1.2.2).
B.1.2.4 Percentage of Successful Interlibrary Loans

B.1.2.4.1 Objective

The pbjective of this performance indicator is to assess the fulfiiment of interlibrary loans apd document
delivgry requests relative to the total number of interlibraty foans and document delivery requests

B.1.2.4.2 Scope of the performance indicator

This [performance indicator is applicable to, all” libraries participating in interlibrary lending apd document
delivgry services.

Includles interlibrary lending of library-materials approved for loan to a library outside of the fulfjlling library’s
admipistration.

Inclufies document delivery.

Exclddes resource sharing-within the same library administration.

B.1.2.4.3 Definition of the performance indicator

The percentage of successfully completed interlibrary lending or document delivery transagtions for all
matefials-approved for loan or permanent delivery from one library to a library outside of the fulfjlling library’s
admipistration.

Successful completion of an interlibrary lending or document delivery transaction is when an item requested is
delivered to the requesting library.

Delivery includes all methods of transmission of an item (e.g. facsimile, digital image, PDF, postal or other
form of surface delivery service).
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B.1.2.4.4

The Percent

2008(E)

Method

age of Successful Interlibrary Loans, Ig, , is

ISU”_ = A/B X 100

where
A
B

is the number of successful interlibrary loan and document delivery transactions;

is the total of all interlibrary loan and document delivery requests.

Round off /g, o the nearest integer.

Collection pdint is the library department responsible for interlibrary lending.

The total nu

Effort is low
delivery req

Sampling is

unusually b
place in the

B.1.2.4.5

The perform
A higher sc

collection an

The perform
lending at th

A low score

to which they

The perform

B.1.2.4.6

See Referen

B.1.2.4.7

See Speed ¢

B.1.3 Faci

B.1.3.1

B.1.3.1.1

ber of all requests and successful interlibrary lending transactions is required.

r libraries with automated methods for determining the number of interlibrary loan and docu
sts and successfully completed transactions.

ossible. The recommended method is “typical week.” A “typical week™ is a time that is n
y nor unusually slow. Avoid holidays, vacation periods, days when unusual events are t
ommunity or in the library. Choose a week in which the library is\0pen regular hours.

Interpretation and factors affecting the performance indicator

ance indicator is an integer between 0 and 100.

ore is usually considered as good. It is a performance indicator of the quality of the lib

1 shows the library’s importance to the library .community.

bnce indicator will be influenced by a highipercentage of documents on loan or not availab

Ltime of collection.
ay indicate that other libraries have’an incorrect perception of the subject coverage of the |
send the requests.

ance indicator shall be judged’against the mission and objective of the library.

$ource

Ce [11], (3.0), innthe Bibliography for more information.

Related performance indicator

f Interlibrary Lending (B.1.2.3).

ment

Bither
pking

rary’s

le for

brary

lities

Public Access Workstations per Capita

Objective

The objective of this performance indicator is to assess the availability of workstations the library offers per
1 000 members of the population to be served.

B.1.3.1.2

Scope of the performance indicator

This performance indicator is applicable to all libraries with a defined population to be served.

30
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Comparing libraries may be possible if differences in the mission of the library and the clientele are taken into
account, and if only the same types of workstations (e.g. with internet access, stand alone, CD-ROM only, online
catalogue) are included in the definition.

Libraries may make separate calculations for networked and non-networked workstations.

B.1.3.1.3 Definition of the performance indicator

The ratio of publicly accessible workstations per 1 000 defined library population to be served.

B.1.3.1.4 Method

Establish the number of workstations that are publicly available to users in the library.

The Rublic Access Workstations per Capita, Ippyc. is

is the number of public access workstations;
is the number of the population to be served.

Round off /oy to the nearest integer.

B.1.3.1.5 Interpretation and factors affectingthe performance indicator

The performance indicator is a real numberiwith no upper limit. A high number is regarded as petter than a
low gne. The performance indicator measures the provision of resources related to the population.

The pumber of workstations available elsewhere in the institution will have a great effect on the |nterpretation
of thig performance indicator.

A low result here may not be so significant if workstations from which library services can be gccessed are
widely available to users €lsewhere, or where libraries make available wireless internet access services.

— [RRefetence [2], p. 28 (adapted from “Public access internet workstations in proportion to the [legal service
area population”);

— Reference [5], p. 12 (adapted from “Total number of electronic workstations available to users per
thousand population”);

— Reference [10], p. 70 (adapted from “Number of students to a student workstation”).
B.1.3.1.7 Related performance indicator

See
— Workstation Hours Available per Capita (B.1.3.2);

— Workstation Use Rate (B.2.3.2).
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B.1.3.2 Workstation Hours Available per Capita

B.1.3.2.1

Objective

The objective of this performance indicator is to assess the availability of workstations by calculating the
average number of hours a workstation could be available for a member of the population during a year.

B.1.3.2.2 Scope of the performance indicator

This performance indicator is applicable to all libraries with a defined population to be served. Comparing
libraries may be possible if differences in the mission of the library and the clientele are considered. Libraries

may make s¢parate calculations for networked and non-networked workstations.

B.1.3.23 |

The number

Workstations

B.1.3.2.4

Establish the
users and th
for the works
made at ran
service shou
are at users’

The Workstation Hours Available Per Capita /\ypapc1 iS

hwHAPC1
where

A s th

B s th

C isth

D s th
If a part of th

calculated se

Method

Definition of the performance indicator
pf hours that a workstation is available for a member of the population to be sefyed during a

reserved exclusively for the use of staff are excluded.

number of workstations in the library, the number of hours that)the workstations are availa
p number of the population to be served. Make a correction tothe number of workstations to
tations that are not working or being repaired. In order to make this correction, a count shou

d be deducted from the total number of workstations:“The number of hours that the worksta
disposition is usually the same as the number of hours that the library is open.

[(4-B)xC)Y D

e total number of workstations;

e number of workstatiens not in service;

e number of hours-the workstations are available to users during a year;
e population’to be served.

e workstations are in library areas that have different opening hours, these workstations sh
parately. Workstation Hours Available Per Capita I\yyapco are then

year.

ble to
allow
Id be

Hom times throughout a typical working day. The mean-humber of workstations that are ot in

tions

all be

hyvhapc

where

32

={[(44 = By) x C4]1 +[(45 — By) x C,l} D

is the total number of workstations in area 1;

is the number of workstations not in service in area 1;

is the number of hours the workstations at area 1 are at users’ disposition during a year;
is the total number of workstations in area 2;

is the number of workstations not in service in area 2;
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C, is the number of hours the workstations at area 2 are at users’ disposition during a year;
D is the number of the population to be served.

Round off /ypapc to the nearest integer.

B.1.3.2.5 Interpretation and factors affecting the performance indicator

The performance indicator is a real number with no upper limit. The normal range will depend on the type of
library. The performance indicator estimates the mean number of hours that a workstation is available to a
person in the population to be served. The higher the number the better the library’s ability to cope with
demgndfrom users for workstations.

For academic and special libraries, the number of workstations available elsewhere will have)a gfeat effect on
the irfterpretation of this performance indicator.

A low result here may not be so significant if workstations from which library senvices can be gccessed are
widely available to users elsewhere, or where libraries make available wireless internet access services.

B.1.3.2.6 Sources

See the following references in the Bibliography for more information:
— [Reference [3], (P1 9);

— [RReference [10], p. 70 (adapted from “Hours of availability of open access workstations per stlident”).
B.1.3.2.7 Related performance indicators
See
— [Public Access Workstations per Capita(B.1.3.1);
— \Workstation Use Rate (B.2.3.2):

B.1.3.3 User Area per Capita

B.1.3.3.1  Objective

The pbjective of this-performance indicator is to assess the importance of the library as a place for study,
meet|ng, and as a’learning centre, and indicates the institution’s support for these tasks.

B.1.3.3.2. \/Scope of the performance indicator

Th afformaneaindicaotar o o liagha o Sl Bleoriana vty mhhvainal s maio e
IS pefrermanceRaieatoris appnCaoric o an nmoTaric S wit T PrTyStoarr ProTiitST ST

Comparison may be possible if differences in the mission of the library and clientele are considered.

B.1.3.3.3 Definition of the performance indicator

The sum of user area that the library offers to members of its population to be served.

User area in the sense of this performance indicator is the net useable area for user services. It includes
space for reading, studying, information delivery, computer terminals and any other services delivered to
users, also open-access storage areas as integrated parts of user service areas (see ISO 2789).

Premises not usually available to users should be excluded.
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B.1.3.3.4 Method

Define the population to be served.

Calculate the relation between the library’s user area in square metres and the size of the population to be

served.

User Area per Capita, I pc, is

Iyac = AIB

where
A is the library area available for user services expressed in square metres;
B is the population to be served.

Round off [

B.1.3.3.5

\c to one decimal point.

Interpretation and factors affecting the performance indicator

The performance indicator is a real number with no upper limit. A higher score*will usually be considered

The perform
meeting facil

B.1.3.3.6
See the follo
Referen

Referen

B.1.3.4 Se

B.1.3.41 ¢

bnce indicator is affected by the extent to which the institution provides studying, reading
ties outside the library premises.

$ources

ving references in the Bibliography for more information:
ce [6] (Pl 1.1);

Ce [25] pp. 46-50.

ats per Capita

Dbjective

The objectiv

of this performance indicator is to assess the number of seats provided per 1 000 memb

the population to be served for reading, studying, or working in the library.

B.1.3.4.2

cope_of the performance indicator

good.

and

brs of

This performpnce indicator is applicable to all libraries with a defined population to be served and with re

Ading

and working facilities.

B.1.3.4.3 Definition of the performance indicator

The ratio of publicly available seats, whether with or without equipment, per 1 000 defined library population to

be served.

For this performance indicator, seats include seats in carrels, in seminar and study rooms and the audiovisual

and children’

34

s departments of the library. Exclude seats reserved exclusively for the use of staff.
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B.1.3.44 Method
Establish the number of seats available for reading, studying, or working in the library.
The Seats per Capita, /g, is

Igc = A/B x 1000

where

A is the number of available seats;

B is the number of persons in the population to be served.

Round off /g to the nearest integer.

B.1.3.4.5 Interpretation and factors affecting the performance indicator

The performance indicator is an integer with no upper limit. A higher score is-Gsually considered 3

The humber of seats provided elsewhere in the institution for reading;”studying, or working n
impagt on the interpretation of this performance indicator.

B.1.3.4.6 Sources
See the following references in the Bibliography for more‘information:

eference [22], 3.3a (variation of “Total Reading’and Working Places”);

eference [28], pp. 82-88 (a special case of “Facilities Use Rate”).

B.1.3.4.7 Related performance indicators
See
ublic Access Workstations per Capita (B.1.3.1);

ublic Seating Occupancy Rate (B.2.3.1).

B.1.3.5 Hours:Open Compared to Demand

B.1.3.5.1 . Objective

s good.

nay have an

The ¢bjective of this performance indicator is to assess to what degree the open hours of a librar

y correspond

to users’ needs.

B.1.3.5.2 Scope of the performance indicator

This performance indicator is applicable to all libraries.

Comparison may be possible if differences in the mission and clientele of the library are considered.

The performance indicator can be used with different target groups, e.g. students, academic
people.

staff, elderly

The performance indicator can be used for branch libraries or departments of the library with deviating

opening times.

© 1SO 2008 — All rights reserved
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B.1.3.5.3 Definition of the performance indicator

The actual number of a library’s open hours compared to the number of hours desired by users.

Open hours in the sense of this performance indicator are the hours in a normal week that the main services
of the library (e.g. reference and loan services, reading rooms) are available to users.

B.1.3.5.4 Method

Design a simple questionnaire asking for satisfaction with open hours and giving the option to name additional
times the library should be open. Questions about user status can be added as they will help to identify the

needs of sp
EXAMPLE

How would yo
[1Very Unsati
[ 1 Unsatisfact
[ 1 Moderately
[ ] Satisfactory
[1 Very Satisfd

Please specif
appropriate bg

gt usergroups.

Example of a survey:
U rate your satisfaction with the present open times of the library?
sfactory

ry

Satisfactory

ctory

x. The present open hours are already represented by an*X*

the hours other than the present hours you would like the library to be open, by placing an “O”

Opening Day of4he week

hours Mon Tue Wed Thu Fri

Sat

Sun

Oto7

7t08

8to9

9to 10

10 to 11

11 to 12

121013

13 to14

141015

15to 16

in the

36

16 to 17

17t0 18

18to 19

XX | XX | X|X]|X]|X]|X

19to0 20

20 to 21

XIX|IX|IX]IX|[X[|X|[X]| XXX XX
XAXPXIX XXX | X[ X[ X[ X[X] XX
XAIX|IX|IX|IX|IX||X|X[X[X[X[X]X]X
XAIX|IX|IX|IX|X|[|X|X[X[X[X[X]X]X
XAXIXIX|IX|X|X|X[X[X[X[X]X]X

211022

221023

23t0 24
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Draw a random sample of users and ask them to complete the questionnaire. The data may be collected by
handing out the questionnaire in the library, by postal questionnaire, by an electronic questionnaire, or by
telephone interview, as appropriate. The survey could also be added to a comprehensive survey of user
satisfaction with the library’s services.

If libraries have different open hours during academic term or vacation, it would be advisable to have separate
surveys during term and vacation time.

The Hours Opened Compared to Demand, Ijocp, is
Inocp = 4/B
wherg

If a library is open 60 h per week and in the questionnaire users ask for an additional 10 h, the sc

B.1.3.5.5 Interpretation and factors affecting the performance indicator

The

the dpy/week such additional hours open are required.
If a h|gh percentage of respondents is dissatisfied wijth*the existing open hours and asks for exter]
a different distribution of hours over the day/week, libraries should react to modify and/or exte
hourg. This may be difficult, especially if users.,démand extended times on weekends or during th

A po

The

Bud

B.1.3.5.6 Sources

See the following ‘references in the Bibliography for more information:

B.1

4 is the number of current hours open;

B is the number of hours that the users state that they need (present hours f\additional ho

performance indicator shows not only whether users needadditional hours open, but also fof

tary and other local’factors may affect a library’s ability to meet user requests for additional

eference [9], p. 15 (“Opening Hours Compared to Demand”);

Irs).

pre would be

what time of

ded hours or

Id their open

night.

5sible solution might be to open théelibrary without offering full service, so that non-profg¢ssional staff
could run the library during these times!

erformance indicator will be-affected by other libraries nearby offering extended open houfs for reading
and gtudying.

hours open.

Reference [25], pp. 54-59 (“Opening Hours Compared to Demand”).

.4 Staff

B.1.4.1 Staff per Capita

B.1.4.1.1 Objective

The objective of this performance indicator is to assess the number of library employees per 1 000 members
of the population to be served. The number of persons in the population to be served can be considered
proportional to the amount of work to be done.

© 1SO 2008 — All rights reserved
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B.1.4.1.2 Scope of the performance indicator

This performance indicator is applicable to all libraries with a defined population to be served.

Comparing libraries may be possible if differences in the mission of the library and socio-economic factors in
the population are taken into account.

B.1.4.1.3 Definition of the performance indicator

The ratio of employees

1 000 members in the population to be served.

including student assistants and project-related employees defined per

B.1.41.4 Illlethod

Obtain the néimber of employees (FTE) including student assistants and project-related staff.

To calculate

— Annual ¢gmployment: weekly working hours divided by the regular working hours_pef week;

— Non-anr
multiplie

the FTE for part-time employees:

d with the quotient (number of weeks employed divided by 52).

The Library $taff per 1 000 members of the Population, 7 g, is

I = Al% x 1000

where

A is tHe number of employees in FTE;

B is tHe number of persons in the population'to be served.

Round off /, ¢ to the nearest integer.

B.1.4.1.5 |

The perform

A high scorj
combination

Interpretation and factors-affecting the performance indicator

nce indicator is an.integer with no upper limit.

ual employment: weekly working hours divided by the regular working hours per week and then

is usually ‘eonsidered as good. This performance indicator should only be considergd in

ith performance indicators measuring the quality of services and the efficiency of processes.

ibtiography formorenformmatiorn:

— Reference [6], (Pl 1.2);

— Reference [25], pp. 82-87.

38
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Use

B.2.1 Collection

B.2.1

B.2.1

.1 Collection Turnover

.1.1  Objective

The objective of this performance indicator is to assess the overall rate of use of a loan collection.

The
popu

B.2.1
This
This
acqu

to se

This
perio

B.2.1

The

peTforTance mdicator cam atso beused to—assessthefitof thecottectiomtotheTequire
ation to be served.

.1.2 Scope of the performance indicator

berformance indicator is applicable to all libraries with a loan collection.

performance indicator may be used with specified collections, subject areas, brang
sitions. For each specified area within the library, the resulting performance indicators may

b if the turnover differs significantly.

performance indicator may be used for comparing libraries, with the same mission, if th
1 is used.

.1.3  Definition of the performance indicator

otal number of loans in the specified collectiontduring a specified period of time, norma

dividg¢d by the total number of documents in the coll€ction.

B.2.1

Coun
numl

The (

wher

Vy

4

.1.4 Method

t the number of loans registered.in the specified period for the collection specified. Ca
er of documents in the collection.

Collection Turnover, I, is
CT = A/B
{ is thesnumber of registered loans in the specified collection;

P “is the total number of documents in the specified collection.

nents of the

hes or new
be compared

E same time

lly one year,

unt the total

Round off /o1 to one decimal place.

If the total number of documents is not available, an estimate may be substituted. Such estimates are the
length of the shelf list, or the length of occupied shelves in the loan collection, multiplied by the estimated
mean number of documents per unit length.

If a large number of reference copies are intermixed with copies for loan in the collection, the reference copies
should not be included in the calculations.

©I1SO

2008 — Al rights reserved
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B.2.1.1.5 Interpretation and factors affecting the performance indicator

The performance indicator is a real number with no upper limit. The normal range will depend upon the type of
library. The performance indicator estimates the mean number of times the documents in the collection have
been on loan during one year, but the library may measure the turnover during another period of time. The
higher the number, the more intensive is the rate of use.

The Collection Turnover is influenced by several factors. The most important are as follows:

a) the composition of the collection in relation to the demands of the users; a collection with a large
proportion of out-of-date or inappropriate material will result in a lower turnover;

b) the poligy of the library in weeding out obsolete titles and extra copies no longer needed;
c) the numper of copies of titles in much demand;
d) the propprtion of in-library use to loans. High in-library use may result in lower turnover. rates;

e) the stanflard loan period of the library and any special loan periods for titles in demand, and the nymber
of documents authorized for borrowing simultaneously;

f)  the pronjotional activities of the library and the skills of the staff in the area of promotion;
g) the easq of effecting renewals.

Where data pn individual documents is available from the library’s_circulation system, further details may be
provided by ¢alculating:

— the percpntage of stock not used within a specified period,

— the percentage of stock used at least once within ‘a'specified period.
B.2.1.1.6 $ources

See the following references in the Bibliography for more information:
— Referenge [13], pp. 38-40;

— Referenge [20], p. 31 (“Cireulation Rate”);

— Referenge [25], pp. 128-131 (“Collection Use”);

— Referenge [28],p:47 (“Turnover Rate”. Includes documents in reference collection);

— Referenge’]29], pp. 54-55 (“Circulation per Volume Held”, given as a variation of “Circulation”. On [p. 60
also “T Al Matariala Llaa by \ /b~ LIAIAY A~ e o variatians ~n CT Ata] AMatariale Llan” anA nal Jding

ar viotoTaris- OSC— oy v OIamc—TTICiU—, grhveTmas— o varaaor Ol roariviatcTriars OoC— arra i ior

in-library use).

B.2.1.2 Loans per Capita

B.2.1.2.1 Objective
The objective of this performance indicator is to assess the rate of use of library collections by the population

to be served. It may also be used to assess the quality of the collections and the library’s ability to promote the
use of the collections.
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.2.2 Scope of the performance indicator

This performance indicator is applicable to all libraries with a loan collection.

This performance indicator may be used with specified collections, subject areas, or branches. For each
specified area within the library, the results may be compared.

This performance indicator may be used for comparing libraries if differences in the mission of the library,

sSocio

B.2.1

-economic factors, and lending periods are taken into account.

.2.3 Definition of the performance indicator

The t

B.2.1

The |

wher

Vs

y,

Roun

For t

ptal number of loans in a year divided by the population to be served.

.2.4 Method
loans per Capita, /| pc, iS
Lpc = A/B
{ is the total number of loans in a year;

is the number of persons in the population to be served.
d to nearest integer, or to one decimal place if less than 10.

ne purpose of this performance indicator, copies provided by the library as substitutes for |

inclugled. Interlibrary loans are excluded. It is important that the inclusions and exclusions are de

the p

B.2.1

brformance indicator is used for comparing libraries.

.2.5 Interpretation and factors affecting the performance indicator

The performance indicator is a réal humber with no upper limit.

A change in loan periods_ér in the number of books authorized for borrowing simultaneously ¢

perfo
by su
wher

The
partig
other

rmance indicator substantially. Further details may be provided by analysing the performa
b demand is low~or unsatisfied and to point to areas where use could be increased.
performance’indicator is sensitive to a number of uncontrollable variables and relates only

ular, it '€an be affected by the studying conditions in the library, levels of literacy, levels of
socio“economic variables.

bans may be
scribed when

an affect the
nce indicator

bject or by differént categories of borrowers. The performance indicator can also be used t¢ show areas

o lending. In
poverty, and

There is a strong relation between the performance indicator and the ability of the library staff to promote the
collection.

B.2.1

.2.6 Source

See Reference [28] pp. 42-44 (“Circulation per capita”), in the Bibliography for more information.

B.2.1

See |

©I1SO

.2.7 Related performance indicator

n-library Use per Capita (B.2.1.5).

2008 — Al rights reserved

41


https://standardsiso.com/api/?name=ce3a883789223c1c6ec7a9cb84987eec

ISO 11620:2008(E)

B.2.1.3 Percentage of Stock Not Used

B.2.1.3.1

Objective

The objective of this performance indicator is to assess the amount of stock not used during a specified period.
The performance indicator may also be used to assess the fit of the collection to the requirements of the

population to

be served.

B.2.1.3.2 Scope of the performance indicator

This performance indicator is applicable to all libraries.

This perform

Within each
percentage d

B.21.3.3 [

The percentage of physical items in stock not used during a specified period%(rounded off to the ng

integer).

Used means
loan, or has
In-house use

The period u
way that ref|
appropriate.

B.2.1.3.4

B.2.1.3.4.1
whether that
used in the li

The Percentage of Stock Not Used(is; /pgny1. IS

Methods

hnce indicator may be used for specified collections, subject areas, branches or time pefiody.

of these categories, the resulting performance indicators may be compared to see ‘whethgr the

f items not used differs significantly.

Definition of the performance indicator

for the purpose of this performance indicator, that an item Has'been recorded as having be
otherwise been registered as having been used in the library during the specified time p
is included only when a library records it on a continuous-basis.

sed for measurement is fixed by the user of the performance indicator. This should be don
ects the mission and policies of the library. ln~general, a period of one year is the min

Draw a random sample of items owned by the library. For each item in the sample, r
item has been borrowed during.the specified time period, or otherwise registered as having
brary.

arest

BN on
priod.

B in a

mum

pcord
been

Ipsnut T (C — 4 — B)IC x-100
where
A is the number of items in the sample which have been borrowed;
B is the-numbe
borrowed,;
C is the total number of items in the sample.

Round off /pgpy4 to the nearest integer.

B.2.1.3.4.2

Using the records from a computerized issue system, count the number of items which

been on loan during the specified time period.

42

have
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The Percentage of Stock Not Used, Ipgno; IS
Ipgny2 = (B—4)/B x 100
where
A is the number of items which have been on loan;

B is the total number of items in the loan stock.

Round off 7 pgyys2 to the nearest integer.

This fecond method overesiimaies the frue rate, since it does not include data on items WAIC]
used|in the library, but not borrowed.

B.2.1.3.5 Interpretation and factors affecting the performance indicator

The performance indicator is an integer between 0 and 100. It estimates the, probability tha
selegted document owned by the library has not been used during the specified time period.
mearjs a low rate of use.

The performance indicator is affected by several factors, including:

e mission of the library, for example whether the library has.an archival mission or not;
e promotional activities of the library;

e acquisition and weeding policies and practices inthe library.

B.2.1.3.7 Related performance indicator

See Collection Turnover\(B:2.1.1).
B.2.1.4 Numberof Content Units Downloaded per Capita

B.2.1.4.1 Objective

The pbjective of this performance indicator is to assess whether users find items of interest in

have been

a randomly
A high score

An electronic

resource.

B.2.1.4.2 Scope of the performance indicator

This performance indicator is applicable to all libraries.

B.2.1.4.3 Definition of the performance indicator

The number of content units downloaded in part or in whole from each electronic resource, divided by the

population to be served during a specified time period.

Use of electronic resources by library staff and for user training is included in the count of content units

downloaded.

© 1SO 2008 — All rights reserved
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The population to be served is the preferred measure, however, a specific target population may be
substituted and so specified when reporting.

B.2.1.4.4 Method

Count the number of content units downloaded from each electronic resource during a specified time period
and divide that number by the number of population to be served by the same resource during that time period.

The Number

Incupc =

of Content Units Downloaded per Capita, Iycypc: is

AIB

where

A

timg
B isth
Round off I

NOTE In s

students) for this performance indicator

B.21.45 |

The perform
one.

The perform|

Examples are: the level of users’ skills, the level-of network access, whether or not fees are chargsg

access or do

The number
strategies.

It is not recq
deliver differ
for particular

sessiong

docume

is the number of content units downloaded from a specified electronic resource during a spe)

Interpretation and factors affecting the performance indicator

period;
e population to be served.

~upc to nearest integer, or to one decimal place if less than 10.

bme special cases, the library may wish to use a particular targef population (e.g. faculty, senio

bnce indicator is an integer with no upper limit. A\high number is regarded as better than

ance indicator may be affected by several factors, some outside the control of the li
wnloading, and the promotion of services.

of content units downloaded ‘could be affected by the quality and efficiency of users’ s

mmended that the data should be used to obtain a global figure for all services, as sef
bnt types of content‘units, e.g. some deliver full text, some citations. However, the data obt
services may be ‘eompared. If libraries want to use performance indicators like
per database; or

nts downloaded per electronic journal, digital document, or database,

cified

level

B low

prary.
d for

barch

vices
hined

these can be
per Capita.

B.2.1.4.6

See Referen

B.2.1.4.7

deérived from the data elements used for the performance indicator Content Units Downld

aded

Source

ce [3], (adapted from PI 4), in the Bibliography for more information.

Related performance indicator

See Cost per Content Unit Downloaded (B.3.1.3).

44
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B.2.1.5 In-library Use per Capita

B.2.1.5.1 Objective
The objective of this performance indicator is to assess the amount of usage of materials within the library.

B.2.1.5.2 Scope of the performance indicator

This performance indicator is applicable to all libraries. Further details may be provided by analyzing the
documents used by subject. This performance indicator may be used with specified collections.

B.2.1.5.3 Definition of the performance indicator

The pumber of library documents used in the library in a year divided by the population to.be servied.

B.2.1.5.4 Method

Fix al period for sampling. During this period ask the users not to reshelve(documents used in the library.
Count the documents before reshelving.

The Ip-library Use per Capita, /)¢, is
Ruc = (4/B x C)/D

wherg
4 is the number of documents counted during the sampling period;
B is the number of opening days in the sampling period;

is the total number of opening days in the full year;

b is the number of persons in the population to be served.
Documents which have been issued\for loan are not included in 4.

Round off /¢ to nearest integer; or to one decimal place if less than 10.

B.2.1.5.5 Interpretation“and factors affecting the performance indicator
The performance indicator is an integer with no upper limit.
Someé high-use*documents may be used by more than one person before they are reshelved; others may be

taker] off the-shelves but not actually used. Some documents may be used by non-members of thhe population
to be[served.

The count can be affected by the library’s policy concerning the binding of periodical volumes.

In-library use is affected by the speed with which documents are reshelved by staff, and the retrievability of
documents waiting to be reshelved.

B.2.1.5.6 Sources
See the following references in the Bibliography for more information:
— Reference [24], pp. 56-61 (“Collection Use”);

— Reference [29], pp. 55-59 (“In-library Materials Use”).
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B.2.1.5.7 Related performance indicator

See Loans per Capita (B.2.1.2).
B.2.2 Access

B.2.2.1 Library Visits per Capita

B.2.2.1.1  Objective

all its

DI'S in

mber

For the purppse of this performance indicator, a visit is the act<of entering the library premises or accessing
the library’s Website in order to use one of the services provided by the library.

B.2.2.1.4 ethod

B.2.2.1.4.1 Use a turnstile or similar deviceto automatically count the number of people leavihg or
entering the library. Count either entries or exits, not both.

Count the number of external virtual visitsto‘the library’s website.
The Library Visits per Capita, 1 1S

Iyct = {lIB
where

A is the estimated total number of physical plus virtual (turnstile + external virtual visits) library vigits in
a full year;

B is the number of persons in the population to be served.

Round off 1 \,¢4 to the nearest integer, or to one decimal place if less than 10.

B.2.2.1.4.2 Count the number of persons entering or leaving the library during one or more sampling
periods. Only count one entry or exit, not both. Calculate the external virtual visits for the same sampling
period. The number and length of the periods are selected by the user of the performance indicator. Estimate
the total number of visits for one year by extrapolation, using available information about variations during the
year.

NOTE Public libraries will typically use one period of one week; academic libraries, two or more periods reflecting the
cycle of academic activities.
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The Library Visits per Capita are

ILvcz =4IB

where

A

B is the number of persons in the population to be served.

Roun

d off to the nearest integer, or to one decimal place if less than 10.

is the total number of physical plus virtual (turnstile + external virtual visits) library visits in a full year;

For t
of ca

B.2.2

The performance indicator is an integer with no upper limit. A high score is normally considered g

If at
users

The
librar

ne calculation of virtual visits, see 1SO 2789:2006, A.5.3. The library should select one ofth
culation for use with this performance indicator.

.1.5 Interpretation and factors affecting the performance indicator

irnstile is used, the count may be too high because staff and other. nenusers are included
have to exit and re-enter for a variety of reasons.

capturing of virtual visits can depend on the method of calculation, software used, and the
y to extract only external virtual visits.

Whe
time

B.2.

See

B.2.

See

B.2.

B.2.2:2:

uring which use is more regular.

.1.6 Sources

he following references in the Bibliographyfor more information:
eference [2], pp. 29, 34-35;

eference [6], (Pl 2.1);

eference [25], pp. 112-119.

.1.7 Related performance indicator

ost per Libtary Visit (B.3.1.4).

.2 Percentage of Information Requests Submitted Electronically

ese methods

bod.

, or because

ability of the

e there is a substantial amount of seasonal variationyjthe count should be made for shorter periods of

To establish the use made of electronic means of communication (e.g. e-mail, digital reference) for submitting
enquiries.

B.2.2.2.2 Scope of the performance indicator

This performance indicator is applicable to all libraries.

B.2.2.2.3 Definition of the performance indicator

The number of information requests submitted electronically during a specified time period as a percentage of
the total number of information requests received during the same period.

©I1SO
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B.2.2.2.4 Method

Record all information requests received by all library staff within a representative (sample) period of time,
noting the means of submission. As a subdivision, count the number of information requests submitted
electronically, whether by e-mail to the library’s service points, to individual librarians, or online in a chat or
other digital reference service.

The Percentage of Information Requests Submitted Electronically, /p|rgE, iS

where
A is number of information requests submitted electronically during a specified time period;
B is tgtal number of information requests received during the same time period.

Round off /pjggg to the nearest integer.

B.2.2.2.5 Interpretation and factors affecting the performance indicator
The perform@nce indicator is an integer in the range of 0 to 100. This figure/gives an indication of the extent to
which the libfrary’s users are switching to electronic means of communigation. For example, a high nymber
may indicate|that:

a) a high proportion of the library’s users are comfortable with.elé¢tronic media and use them to accegs the
library’s lservices;

b) a high ntmber of users operate at some distance from,the library.
A low numbgr may indicate that:

— a high pumber of users are not familiar~with electronic media (there is a need for user trainipg or
promotign of electronic reference services);

— users pgssibly avoid submitting information requests electronically because of bad response times ¢f the
library sfaff (e.g. only once per‘week).

The score cgn be affected by-the usability of the library website or by the online reference service peing
restricted to gertain times of'the day.

B.2.2.2.6 $ources

See the folloying.references in the Bibliography for more information:

— Reference [2], p. 30 (“Percentage of virtual reference transactions to total reference questions”);
— Reference [3], (P17);

— Reference [5], p. 78 (“Percentage of electronic reference transactions of total reference”).

B.2.2.2.7 Related performance indicator

See Percentage of Target Population Reached (B.2.4.1).
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B.2.2.3 Percentage of External Users

B.2.2.3.1 Objective

The objective of this performance indicator is to assess the percentage of library users who are external to the
library’s population to be served and thus the library’s importance for learning and culture in the region. Also,
the performance indicator provides an estimate of the impact or attraction of a library outside of its service
area.

B.2.2.3.2 Scope of the performance indicator

This performance indicator is applicable to all libraries serving external users.

B.2.2.3.3 Definition of the performance indicator
The percentage of external library users out of all library users.

In thé sense of this performance indicator, an external user is defined ascan external activel borrower, a
regisfered user who has borrowed at least one item during the reporting period.

For ipstitutions of higher education, this normally includes users who are not members of the academic and

professional staff or students. For public libraries, this will normally/be‘the population outside the|legal service
area [authority).

B.2.2.3.4 Method

Detefmine the number of external active borrowers and“the total number of active borrowers gt a specified
point|of time, usually at the end of the year.

The Percentage of External Users, Ipgy, is
wherg
4 is the number of external active borrowers;
1 is the total number of active borrowers.

Round off /pg, to the-nearest integer.

B.2.2.3.5 _‘Interpretation and factors affecting the performance indicator

The ;Performance indicator is an integer between 0 and 100.

A higher score indicates the library’s importance and attractiveness beyond its population to be served, and
can reflect the relevance of the library’s services to a broader population. Whether this is considered as good
depends on the library’s mission and goals.

The performance indicator could provide information on the weakness of library service in some areas and
potential or required developments in other areas.

The performance indicator can also be used to estimate the library’s workload in the area of external users.

B.2.2.3.6 Source

See Reference [7], p. 2 (Table 2), in the Bibliography for more information.

© IS0 2008 — Al rights reserved 49


https://standardsiso.com/api/?name=ce3a883789223c1c6ec7a9cb84987eec

ISO 11620:2008(E)

B.2.2.3.7 Related performance indicators

See

— Loans per Capita (B.2.1.2);

— Percentage of Target Population Reached (B.2.4.1);

— Percentage of the Total Library Lending to External Users (B.2.2.4).

B.2.2.4 Percentage of the Total Library Lending to External Users

B.2.2.4.1 bjective

The objectiv¢ of this performance indicator is to assess the extent to which library loan services are us
external usefs.

The objectiv¢ of this performance indicator is to indicate the attractiveness of the library's collection to
outside the population to be served.

B.2.2.4.2 cope of the performance indicator

This performance indicator is applicable to all libraries that provide Jlean services to users outsid
population tg be served.

B.2.2.4.3 efinition of the performance indicator

The percentdge of the library’s total loans to non-members of-the population to be served.

For institutionps of higher education, this normally includes' users who are not members of the academi
professional staff or students. For public libraries, this"will normally be the population outside the legal se
area (authority).

B.2.2.4.4 ethod
Count the nymber of loans to externatl users and the number of the library’s total loans. The library sy

shall be abl¢ to count separately the numbers of loans to external users and loans to active users i
population to be served.

The Percentage of the Totaltibrary Lending to External Users, Ip | gy, iS

where

bd by

LIsers

e the

c and
rvice

stem
h the

A is tHe_ pumber of loans to external users;

B is the total number of loans.

Round off /o1 | gy to the nearest integer.

B.2.2.4.5 Interpretation and factors affecting the performance indicator

The performance indicator is an integer in the range of 0 to 100. A high rate indicates that the library offers a
high amount of services to users outside the population to be served. Whether this is considered as good will

depend on the library’s mission and goals.

The performance indicator will be affected by the extent to which the library offers services to external users.
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B.2.2.4.6 Source

See Reference [14] in the Bibliography for more information.

B.2.2.4.7 Related performance indicator

See Loans per Capita (B.2.1.2).
B.2.2.5 User Attendances at Library Events per Capita

B.2.

To egtimate the attraction of library events for the library’s population to be served.

B.2.2.5.2 Scope of the performance indicator

Predpminantly public libraries, but may also apply to other libraries that offer various evs
population.

B.2.2.5.3 Definition of the performance indicator

may be different events for children, youths and adults.

Only levents arranged by the library are included.

Exhiljitions are excluded.

B.2.2.54 Method

Count the number of attendances-at‘€ach library’s event and sum up for the year.

When the same person attends-more than one event, he/she should be counted every time.
Detefmine the numberof\pérsons in the population to be served.

The Attendances at Library Events per Capita, /5 ¢, is

nts for their

e population.

wherg

A is the number of attendances at the library events;
B is the number of persons in the population to be served.

Round off /5 g to the nearest integer.

The performance indicator could be used separately for events for adults, youths or children separately, if the

number of persons belonging to each group in the population to be served is known.
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B.2.25.5 |

nterpretation and factors affecting the performance indicator

The performance indicator is an integer with no upper limit.

A high score indicates that the events that the library arranged were suited to the population to be served.

Attendants not belonging to the population to be served might be included in the counts.

B.2.2.5.6 Sources

See the following references in the Bibliography for more information:

Referen

Referen

B.2.2.5.7

See Number|

ce [9], (P 8);

Ce [25], pp. 154-157.

Related performance indicator

of User Attendances at Training Lessons per Capita (B.2.2.6).

B.2.2.6 Number of User Attendances at Training Lessons per Capita

B.2.2.6.1 ¢

Dbjective

The objective of this performance indicator is to assess the success ©f.the library in reaching its users thjough

the provision

B.2.2.6.2

This perform

B.2.2.6.3 [

The number
to be served

User training
specific learr
as tour of the

B.2.2.6.4

specified tim

of training on library services.

$cope of the performance indicator

hnce indicator is applicable to all libraries,with a defined population to be served.

Definition of the performance indicator

of user attendances at training\lessons during a specified time period per 1 000 of the popu

is defined as a training programme established with a specified lesson plan, which ai?
ing outcomes for the-Use of library and other information services. User training can be offered

library, library tuitien, or as a web-based service for users.

Method

b period (usually one year). These numbers should be cumulated at the end of the period.

Count the nymber.of persons that attend library instruction (and, if applicable, tours of the library) du%ing a
ount

the number

pf-Sessions on the library’s (interactive) online training modules during the same period.

ation

s at

hese

numbers should also be cumulated at the end of the period. The sum of these numbers Is used for the

performance

The Number

INuATLC
where
A
B

C

52

indicator.

of User Attendances at Training Lessons per Capita, IyyatLc, iS

= [(4 + B)IC] x 1 000

is the number of attendances at library instructional sessions (and, if applicable, tours);
is the number of sessions on the library’s (interactive) online training modules;

is the population to be served.
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Round off IyyaT.c to nearest integer.

NOTE In some special cases, the library might wish to use a particular target population (e.g. faculty, senior level
students) for this performance indicator.

B.2.2.6.5 Interpretation and factors affecting the performance indicator

The performance indicator is a real number with no upper limit. A higher number shows efficiency in reaching
users by training lessons.

The performance indicator is affected by the amount of training provided by the library. The performance
indicator does not allow evaluation of the quality of the fraining programme, nor assessment df the optimal
expenditure on training activities.

B.2.2.6.6 Sources

See the following references in the Bibliography for more information:
— [RReference [6], (Pl 2.3);

— [RReference [25], pp. 145-149.

B.2.2.6.7 Related Performance indicator

See User Attendances at Library Events per Capita (B.2.2.5).
B.2.3 Facilities
B.2.3.1 Public Seating Occupancy Rate

B.2.3.1.1 Objective

The pbjective of this performance tindicator is to assess the overall use rate of public seats|provided for
reading and working in the library;by estimating the proportion of the public seating in use at any [given time.

B.2.3.1.2 Scope of the performance indicator
This performance indicator is applicable to all libraries with reading and working facilities.

Meagurement may.be conducted at specified time of the day, the week or the year, e.g. peak timgs or off-peak
timeg. This should be stated explicitly when using the performance indicator.

B.2.3.1.3\, 'Definition of the performance indicator

The percentage of public seats in use at the time of investigation. Public seats reserved exclusively for the use
of staff are not included.

B.2.3.1.4 Method

Make a survey of public seats provided for reading and working, whether with or without equipment at the time
specified.

Count the number of public seats in use. Informal seating is included. Public seats in seminar rooms or group

study rooms are included when under the library’s administration. Public seats in halls, lecture and auditory
theatres intended for audiences and special events are excluded.
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The Public Seating Occupancy Rate, IpgoR, is

IpsoRr = (4/B) x 100
where
A is the number of public seats in use;
B is the total number of public seats provided.

Round off Ipgng to the nearest integer.

Public seats |which show evidence of being used, such as coats, bags, notebooks, etc., placed at-seats
counted as being in use, even if the user is absent. Due to the inherent variability of the performanc¢e’indi

5, are
Cator,

a more accufate performance indicator may be attained by measuring the Public Seating Occupancy Rate at

random intervals over a period of time and then calculating the mean occupancy rate (usihg’the cumd
sum of the pliblic seats in use, divided by the cumulated sum of the public seats provided, times 100).

B.2.3.1.5 Interpretation and factors affecting the performance indicator

The performpance indicator is an integer in the range 0 to 100. It estimates’ the probability that a rang
selected public seat in use at any time, or at the times specified.

B.2.3.1.6 $ource

See Reference [29], pp. 82-88 (A special case of “FacilitiesUse Rate”), in the Bibliography for
information.

B.2.3.1.7 Related performance indicator

See Workstdtion Use Rate (B.2.3.2).
B.2.3.2 Wogrkstation Use Rate

B.2.3.2.1 bjective

The objective of this performancé-indicator is to assess the overall rate of use of workstations provided
library, by estimating the propertion of the workstations in use at any given time.

B.2.3.2.2 cope of the-performance indicator

This performpnce indicator is applicable to all libraries.

lated

omly

more

n the

Measuremer]t may be carried out at representative (sample) times of the day, the week or the year, incl

Liding

peak times or off-peak times, and should be added up to achieve a mean value. Libraries may make separate

calculations for networked and non-networked workstations.

B.2.3.2.3 Definition of the performance indicator

The percentage of workstations in use at the time of investigation.

B.2.3.2.4 Method

The most accurate value will be found by measuring the Workstation Use Rate at random intervals over a
period of time and then calculating the mean use rate (using the cumulated sum of the workstations in use,
divided by the cumulated sum of the workstations provided, times 100). Make a correction to the number of
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workstations to allow for the workstations that are not working or being repaired each time a count is taken. In
order to make this correction, a count should be made at random times throughout a typical working day. The
mean number of workstations that are not working should be deducted from the total number of workstations.

Some workstations may offer different electronic library services, e.g. Online Catalogues, stand alone
CD-ROMs, or internet only, and these machines may have differing patterns of use and demand. If this is the
it is preferable to calculate this performance indicator for workstations offering different services
separately. If a global figure for all workstations is required, this will be the mean of all separate values.

case,

The Workstation Use Rate, Iy r4, is

wher

Py

4

Roun

Ales

Coun

The

wher

Vy

4

Roun

B.2.3
The

seled
work

The

{ is the mean number of workstations in use;
is the mean number of operable workstations provided.

d off /,yyr1 to the nearest integer.

5 accurate method is to make a survey of the workstations proyided at the time specified.
t the number of workstations in use.

Vorkstation Use Rate, Iy ro, is

\WUR2 = (4/B) x 100

{ is the mean number of workstations' in use;

P is the mean number of opetable workstations provided.

d off I,y ro to the nearest integer.

.2.5 Interpretation“and factors affecting the performance indicator

stations_provided are being heavily used and may indicate a need for increased resources.

numbe

aerformance indicator may be affected by the pollcy for booklng workstations, the conn

alternatives to electronic sources.

B.2.3.2.6 Sources

See the following references in the Bibliography for more information:

— Reference [2], p. 83 (“Percentage of public access workstations in use”);

— Reference [3], (PI 8).

©I1SO
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berformance ‘indicator is an integer in the range 0 to 100. It estimates the probability that a randomly
ted workstation is in use at any one time, or at the times specified. A higher number indidates that the

bct time, the
at can act as
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B.2.3.2.7

See Public S

Related Performance indicator

eating Occupancy Rate (B.2.3.1).

B.2.4 General

B.2.4.1

B.2.4.1.1

Percentage of Target Population Reached

Objective

a indiceatar 1ot~ ~conco tho cuincnca ~F tha
T orCotO—To—tO—a oot oot C—outCTCC oo~ OT—trC

The objectiv,
population.

NOTE Th
or some other

B.2.4.1.2
This perform

This perform
provided that

B.241.3 |

The percents
A user is, fg

services of t
used as an €

$cope of the performance indicator

P

arget

b target population may be the population to be served by the library, a specific group within that population,

group that the library is aiming to serve.

ance indicator is applicable to all libraries.

ance indicator may be used for comparing libraries aiming toServe similar target populations,
the same method is used for calculating the performance indi¢ator.

Definition of the performance indicators
ge of the target population using the library.

d the
by be

r the purpose of this performance indicator;.aperson who has visited the library or use
he library in other ways during the last year-The number of users with registered loans m
stimate of the number of users in the target-population.

A user may} for the purpose of this performance indicator, be an individual or a corporate body (an
organization | institution or company).

B.2.4.1.4 Methods

B.2.4.1.41 Draw a random sample from the target population. Ask each person in the sample whether

they have vis

The Percentage of TargetPopulation Reached, Ip1pr, is

IpTpR1 T

where

ited the library, or-Used the services of the library in other ways, during the last year.

(41B) 100

A

B

is the number of persons answering “Yes”;

is the total number of persons answering.

Round off /p1pr4 to the nearest integer.

B.2.4.1.4.2

Using the records of the computerized issue system, count the number of users (belonging to

the target population) who borrowed documents within the last year.

Estimate the

56

number of persons in the target population.
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The percentage of the target population reached, Iptpro, is

where

A is the number of active borrowers belonging to the target population;

B is the total number of persons in the target population.

Roun

d off Ip7pR, t0 the nearest integer.

Since
the tr

B.2.4.1.5 Interpretation and factors affecting the performance indicator

The performance indicator is an integer in the range of 0 to 100. A higher scare)is normally cons

than
spec

The proportion of the target population using the library may be affécted by several factors, man

influg
level
stude
econ

The
servi

B.2.4.1.6 Sources

See 1
Refe

Refe
the p

Refe
Refe

Refe

not all uses by an individual are taken into account, this method may result in a score-that
e percentage.

a lower score, but a relatively low score may be considered satisfactory from the point
fic library, e.g. with a specific type of target population.

nce of the library. Examples are: demographic composition of the target population; level of
of education; characteristics of institutions served (e.g. teaching methods, level of financi
nts); book-buying habits; geographical distances between libraries and users; general soci
bmic climate; etc.

score ought to be sensitive to active promotion-of the library services, as well as improv
Ces provided.

he following references in the Bibliography for more information:
ence [6] (Pl 2.1);

ence [20], p. 35 (“Percentage of the Population who have Books on Loan”, using loans as a
brcentage of the popdlation who has used the library);

ence [25], pp~100-104 (“Market Penetration”);
ence [28], pp. 41-42 (“Registrations as Percentage of Population”);

ence [30], pp. 88-90.

is lower than

idered better
of view of a

y outside the
urbanization;
al support to
bl conditions;

bment of the

h estimate of

B.2.4.1.7 Related performance indicator

See

— Library Visits per Capita (B.2.2.1);

n-library Use per Capita (B.2.1.5);

— Collection Turnover (B.2.1.1).

©I1SO
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B.2.4.2 User Satisfaction

B.2.4.2.1

Objective

The objective of this performance indicator is to assess the degree to which users are satisfied with the library
services as a whole or with different services of the library.

B.2.4.2.2 Scope of the performance indicator

This performance indicator is applicable to all libraries.

Comparing the same library at different points in time is possible. Comparing different libraries is, in geperal,
very difficult] and only valid if the circumstances, questions and procedures are identical. For example, if
surveys are ¢arried out simultaneously in branches of the same public library, meaningful comparisens yould
be possible.

The performance indicator may be used to assess the satisfaction of specific user-categories| e.g.
undergraduates, faculty members, or elderly people.

The performance indicator can be used for measuring users’ perceptions of any“of‘the public serviceg of a
library. For ekample:

— opening|hours;

— study fagilities;

— availabilfty of documents;

— interlibrgry lending service;

— inquiry gnd reference service;

— user traihing;

— attitudeq of library staff;

— library service as a whole.

Different aspects of individual sefvices may also be assessed within the same survey.

B.2.4.2.3 Definition of the.performance indicator

The average|rating byrusers of the library services as a whole or of different services of the library. The fating
should be onfa numeric scale, either:

— a four-pgintscale, from 1 to 4 with 1 as the lowest value; or

a seven-

a five-point scale, from 1 to 5 with 1 as the lowest value; or

point scale, from 1 to 7 with 1 as the lowest value.

B.2.4.2.4 Method

Design a simple questionnaire listing the specific services, and/or aspects of services, which are to be
assessed. A four-, five-, or seven-point scale is provided for answering the questions. The same scale should
be used throughout the questionnaire.

Questions about user status can also be included in the questionnaire. Different categories of users have
different needs, so the data may be analysed to identify how satisfaction is related to these variables.
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Draw a random sample of users and ask them to fill out the questionnaire. The data may be collected by a

postal questionnaire, by an electronic questionnaire, by face to face interview, or by telephone
appropriate.

The average User Satisfaction for each service or aspect of service, I g, iS
where

A is the sum of the values for each service indicated by the users;

interview, as

is the number of persons answering the questions.

Round off /5,5 to one decimal place.

This performance indicator is calculated and reported separately for each question in the surv
servige, also count the frequency with which each value appears. Then caleulate the percent

ey. For each
pge for each

valug. This additional analysis shows how the users’ perceptions are (distributed across the range of

possibilities.

A specific selection of questions in the survey can be used to identify{ specific sources of dissati
to idgntify the relative importance of various services.

B.2.4.2.5 Interpretation and factors affecting the performance indicator

For gach service or aspect of a service, this performance indicator is a number with one
betwgen 1 and 4, 1 and 5, or 1 and 7, depending onthe scale chosen.

Users’ opinions are very subjective, and depefid on individual circumstances at the time of th
impoftant factor is the expectation of the users. If they have not had experience of high quality
may be satisfied with lower quality, which.is-éne reason why it is difficult to compare one library w|

B.2.4.2.6 Sources

See the following references in the Bibliography for more information:
— [RReference [13], pp.118-122;

— [RReference [25], pp. 105-111;

— [Reference\[29], pp. 43-53.

sfaction, and

ecimal point

B survey. An
services they
th another.

B.3 Fffirinnr‘y

B.3.1 Collection
B.3.1.1 Cost per Loan

B.3.1.1.1  Objective

The objective of this performance indicator is to assess the cost of the services of the library related to the

number of loans.
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B.3.1.1.2 Scope of the performance indicator

This performance indicator is applicable to all libraries with a loan collection.

This performance indicator may be used to compare the:

unit cost

unit cost

of loans for a specific library for a given period with that during another period;

of loans for a specific library with that of another library of equivalent type.

B.3.1.1.3 Definition of the performance indicator

Total recurre]

The total rec

telecommunication, rent and maintenance of premises, utility costs (héat, electricity, water, sew

a) acquisiti
b) staff (ing
c) all othe
repair o
copying,
etc.
Capital expdq

computer sys

When used

are not inclugled in recurrent expenditure.

B.3.1.1.4

Calculate the
current year,

The Cost pef

IcpL =4
where

A isth

ht expenditure in a full financial year divided by the total number of loans in the same petiod
irrent expenditure is the sum of expenditures for:

bns (including binding, licenses, and pay-per-view costs);

Method

luding project staff, student assistants, etc.);
purposes: operations and maintenance of computers and network, software licenseg
replacement of existing furnishings and equipment, and ether costs like cataloguing red
postage, promotion of services, stationery, insurance, transport and communications, const
nditure (on acquisition of, or addition to, building  sites, new buildings and extension

tems, furniture and equipment) is excluded.

or international comparisons, value-added-taxes, sales and service taxes and other local

total recurrent expenditure for-one financial year, using accounts data. To get an estimate f
data from the budget may-be’used instead.

Loan, Icp|, is

B

e total’ recurrent expenditure for one financial year, expressed in the relevant currency;

and
age),
ords,
Iting,

on

faxes

br the

B isth

e total number of loans In the same period.

Round off /op, in the manner customary with the currency used.

For the purpose of this performance indicator, copies provided by the library as substitutes for loans may be
included. Outgoing interlibrary loans are included. Incoming interlibrary loans are excluded. It is important that
the inclusions and exclusions are described when the performance indicator is used for comparing libraries.

B.3.1.1.5 |

nterpretation and factors affecting the performance indicator

The performance indicator is a real number with no upper limit. The normal range will depend on the type of

library and th

60

e currency used.
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The performance indicator establishes a relation between the number of loans and the cost of providing all the
services of the library, but cannot in the normal case be interpreted as an estimate of the average cost of a
loan transaction. Especially in libraries where loans are the dominant service, the performance indicator may
be used to assess the overall efficiency of the service.

Interpretation of the results is dependent on local factors such as negotiated licensing agreements, service
contracts, etc.

This performance indicator should not be used by itself. It is useful for placing the service performance
indicators in a more general context.

B.3.11T.6 Source

See Reference [13], pp. 50-51 (“Cost per use”, using an estimate of the actual cost of the-girculation service),
in thg Bibliography for more information.

B.3.1.1.7 Related performance indicators
See
— Cost per User (B.3.4.1);

— Cost per Library Visit (B.3.1.4).
B.3.1.2 Cost per Database Session

B.3.1.2.1  Objective

The pbjective of this performance indicator is to~assess the costs of a database related to tHe number of
sessipns.

B.3.1.2.2 Scope of the performanceiindicator
This performance indicator is applicable to all libraries.
This performance indicator may-be used for comparisons over time, to other databases or the same database

in anpther library if differences in collection policies and socio-economic factors in the populatipn are taken
into gccount.

B.3.1.2.3 Definition of the performance indicator
The ¢ost of each database divided by the number of sessions during a specified period.

The ¢ost of a database is the acquisitions, subscription or licensing costs paid by the library. Pay-per-view

costspaid-by-the libraryare-included;—pay-per-view-costspaid-by the users-are-not-included-in-this definition.

This performance indicator applies only to priced databases.

B.3.1.2.4 Method

For each database, the costs during a specified period (usually a full financial year) are divided by the number
of sessions during that period. If the time periods between costs and sessions measured differ, they should be
normalized.

For multiple databases comprised of several individual databases, further information should be provided as
to the separate databases.

Sessions by library staff and for user training should be included in the number of sessions.

© IS0 2008 — Al rights reserved 61


https://standardsiso.com/api/?name=ce3a883789223c1c6ec7a9cb84987eec

ISO 11620:

2008(E)

Electronic versions of titles acquired in a package with the print versions should be excluded if cost per use
can not be clearly separated. The costs of databases acquired by bulk purchase should be allocated pro rata.

The Cost per Database Session, I-pg, iS

where
A is the cost of each database for a specified period;

B s th

Round off /o

B.3.1.25 |

The performénce indicator is a real number with no upper limit. The normal range willldepend on the cur

used.

A lower valu
with the imp
session.

Data of sess
some cases,

User surveys

The performénce indicator should not be used by itself(but in conjunction with the performance indicaton

per Content| Unit Downloaded and with user satisfaction surveys. If libraries want to use perforn
indicators likg

— sessiong per database,

— content pinits downloaded per electronic journal, digital document, or database,

they can der
per Session.

Interpretation

contracts, et¢.

B.3.1.2.6

See Referen

B.3.1.2.7

See

62

e number of sessions on each database during the same period.

hs in the manner customary with the currency used.

Interpretation and factors affecting the performance indicator

e indicates cost efficiency for the database. This should, however,*be considered in conjur
bet value of the database, especially with the number of dociments or entries downloade

several users one after the other might make use of thieé same established connection.

or interviews can be used to validate the value-of the performance indicator.

ve these from the data elements used for the performance indicator Content Units Downld

of the results is dependent on local factors such as negotiated licensing agreements, s¢

ource

fency

ction
d per

ons will not be readily available in all cases. Vendors may deliver differing or incomplete ddta. In

Cost
ance

aded

rvice

ce [3], (P1 5), in the Bibliography for more information.

Related performance indicators

Cost per Content Unit Downloaded (B.3.1.3);

Cost per Loan (B.3.1.1).
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.3 Cost per Content Unit Downloaded

.3.1 Objective

The objective of this performance indicator is to assess the cost of an electronic resource related to the
number of content units downloaded.

B.3.1

.3.2 Scope of the performance indicator

This performance indicator is applicable to all libraries.

This
resou
taker

B.3.1

The
from

The
resol

For
down

berformance indicator may be used for comparisons over time, to other electronic resources
rce in another library if differences in collection policies and socio-economic factors in_thep
into account. The performance indicator only applies to priced electronic resources.

.3.3 Definition of the performance indicator

osts of each electronic resource divided by the number of content units-downloaded in pa
that electronic resource during a specified period.

ost of an electronic resource is the acquisitions, subscription or licensing cost paid by the |
rce. “Pay per download” costs are not included in this definition.as the costs per download a

he purpose of this performance indicator, an entry in ‘an electronic resource or ds
loadable information entity consisting of one or more data files, the essential information

full t¢xt. Downloading is achieved by requesting a content, unit from a server, usually by meg

brow:

B.3.1

For €
numl
shou

Dowr

Elect
use ¢
rata.

The

wher

Ber.

.3.4 Method

ach electronic resource, the cost during a-specific period (usually a full financial year) is d
er of downloads during that period. If the time periods between costs and sessions measurg
d be normalized.

loading or viewing by library staff and in user training should be included in the number of d
Fonic versions of content(units acquired in a package with print versions should be exclude

an not be clearly separated. The costs of resources acquired by bulk purchase should be

Cost per Content Wnit Downloaded, /scyp, is

ccup = 4B

a}
e

or the same
ppulation are

t or in whole

brary for that
re evident.

tabase is a
isually being
ns of a web

vided by the
d differ, they
bwnloads.

i if costs per
bllocated pro

pa

B

s Tostsof eachefectronic tesource for aspecifiedperiod;

Round off /o yp in the manner customary with the currency used.

B.3.1

.3.5 Interpretation and factors affecting the performance indicator

is number of content units downloaded from each electronic resource during the same period.

The performance indicator is a real number with no upper limit. The normal range will depend on the currency
used.

A lower value indicates cost efficiency for electronic resources. This should, however, be considered in
conjunction with the demand for the resource, especially with the number of sessions.
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Depending on the users’ browser cache configurations and use of proxy servers, the number of documents
downloaded indicated by server statistics will usually be lower than the real number.

User surveys or interviews might validate the value of the performance indicator.

The performance indicator should not be used by itself, but in conjunction with the performance indicator Cost
per Database Session and with user satisfaction surveys. If libraries want to use performance indicators like

— sessions per database,

— content units downloaded per electronic journal, digital document, or database,

they can derfve these from the data elements used for the performance indicator Content Units Downidaded
per Session.

Interpretation of the results is dependent on local factors such as negotiated licensing agreements, service
contracts, et¢.

B.3.1.3.6 $ource
See Referenge [3], (Pl 6), in the Bibliography for more information.
B.3.1.3.7 Related performance indicators

See
— Cost penl Database Session (B.3.1.2);

— Cost pelfLoan (B.3.1.1).
B.3.1.4 Cost per Library Visit

B.3.1.4.1 OQbjective

The objectivg of this performance indicatortis to assess the cost of the library’s service related to the nymber
of library visits.

B.3.1.4.2 $cope of the performance indicator

This performpnce indicator is-applicable to all libraries.

The performance indicator:may be used for comparison between libraries with the same mission, providgd the
calculation of expenditure is conducted in the same way.

B.3.1.4.3 Definition of the performance indicator

The total recurrent expenditure of the library in a full financial year divided by the number of visits (including
virtual visits) to the library.

The total recurrent expenditure is the sum of expenditures for
a) acquisitions (including binding, licenses, and pay-per-view costs),
b) staff (including project staff, student assistants, etc.),

c) all other purposes: operations and maintenance of computers and network, software licenses and
telecommunication, rent and maintenance of premises, utility costs (heat, electricity, water, sewage),
repair or replacement of existing furnishings and equipment, and other costs like cataloguing records,
copying, postage, promotion of services, stationery, insurance, transport and communications, consulting,
etc.
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Capital expenditure (on acquisition of, or addition to, building sites, new buildings and extensions, on
computer systems, furniture and equipment) is excluded.

For the purpose of this performance indicator, a visit is a person (individual) entering or leaving the library
premises (only count one entry or exit, not both). A virtual visit is a user’s request on the library website from
outside the library premises, regardless of the number of pages or elements viewed.

B.3.1.4.4 Methods

B.3.1.4.4.1

Use a turnstile or similar device to automatically count the number of people leaving or

entering the library. Count the number of virtual visits for the same time period. Calculate the total recurrent

expefiditure for one financial year using accounts data. An estimate for the current year may b4
budggt data.

The

wherge

Round off /¢ /4 in the manner customary with the curreéncy used.

B.3.1.4.4.2 The number of visits and virtualvisits can also be assessed by sampling. Coun|
of pefsons entering or leaving the library and.of requests on the library website during one or m
periofds. The number and length of the perieds is selected by the user of the performance indicgtor. Estimate
the tptal number of visits and virtual visits for one year by extrapolation, using available infor
variafions during the year.

NOTH Public libraries will typically use one period of one week; academic libraries, two or more period
cycle pf academic activities.

The

wherge

4 is the total recurrent expenditure of the library in a full financial year, expressed in

Cost per Library Visit, Iy, is

currency;
B is the total number of physical library visits in a full yeat;

is the total number of virtual visits in a full year.

Cost per Library Visit, 7¢ v, iS

made using

the relevant

t the number
pre sampling

mation about

5 reflecting the

4 “is the total recurrent expenditure of the library in a full financial year, expressed in

the relevant

currency;
B s the total number of physical library visits in a full year;

C s the total number of virtual visits in a full year.

Round off /5y, in the manner customary with the currency used.

For the calculation of virtual visits, see ISO 2789:2006, A.5.3.
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B.3.1.4.5 Interpretation and factors affecting the performance indicator

The performance indicator is a real number with no upper limit.

This performance indicator should not be used by itself. It is useful for placing the service performance
indicators in a more general context. It should be considered in relation to the scope and quality of the
services and, more generally, to library objectives. When judged against objectives, it can be useful in
justifying expenditure of public funds and helping to understand differences of costs between similar libraries.

The calculation could be affected by differences in accounting methods.

R t £ Ll H +al 4. 1 'y H H 4l la 4l ) 1 la H
emote use pranorary-viacampusS-wide etworKs,etc;can-signincantuy-changetheusSers—oenaviour:

If a turnstile |s used to count visitors, the count may be too high because staff, and possibly othef Ronysers,
are included.

This performiance indicator is less relevant for libraries with a substantial amount of electronic or teleghone
requests or gther types of services to remote users.

Where there|is a substantial amount of seasonal variation, the count should be made for shorter peridds of
time during which use is more regular.

Interpretatior) of the results is dependent on local factors such service contracts.

B.3.1.4.6 $ource

See Referenge [4], pp. 52-53 (variant of “Cost per User”), in the:Bibliography for more information.
B.3.1.4.7 Related performance indicators

See
— Cost pef User (B.3.4.1);

— Library VYisits per Capita (B.2.2.1).
B.3.2 Accegss

B.3.2.1 Mgdian Time of Document Acquisition

B.3.2.1.1  Qbjective

effective, in terms of speed.

The objectivF of this-performance indicator is to assess the degree to which suppliers of library materials are

B.3.2.1.2 Scope of the performance indicator

This performance indicator is applicable to all libraries. The performance indicator is especially useful for
monograph acquisition.

Comparing suppliers may be possible.

B.3.2.1.3 Definition of the performance indicator

Median number of days between the date of ordering a document and the date it arrives at the library. Exclude
documents acquired by gift or exchange, and documents ordered before publication.
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B.3.2.1.4 Methods

B.3.2.1.4.1 For libraries with a computerized acquisition system: All monographs recently ordered or
received by the library are checked in the order file as to

— day of ordering;
— day of receipt;

— supplier’s name (if the library uses different suppliers).

For gach-title—caleulate—the—number-of-days-between-ordering—and—receipt—Rank-the-tiles—ascprding to the

number of days elapsed.
The Median Time of Document Acquisition is the number of days that is in the middle of the ranking list.

NOTH Documents which have not yet been received are left out of the calculation, sifiee/no finishing time can be
assighed to an incomplete transaction.

If thejnumber of titles is even, the Median Time of Document Acquisition, Iy;rpa~1S

-

MTDA = (4 + B)/2
wherge 4 and B are the two values in the middle of the ranking list:

Round off Iy;rpa to the nearest integer.

B.3.2.1.4.2 For libraries without a computerized “acquisition system: Draw a random sample of
monagraphs in different subjects. If the library usesca-number of suppliers, make sure that diffefent suppliers
are r¢presented in the sample.
Procg¢ed as in B.3.2.1.4.1.

The results can be analysed by supplief.and by subject.

B.3.2.1.5 Interpretation and factors affecting the performance indicator

The performance indicator iSan integer with no upper limit.

The performance indicator could point to failures in vendor performance (the publishers as| well as the
vendprs) and inefficient library claiming procedures.

Manggement decisions based on the results could lead to

— o¢nline‘ordering;

— approval plans;

— improved claiming of overdue orders;

— change of vendors;

— improved vendor performance (if they are informed of the results).

Acquisition speed is affected by the time taken by publishers to respond to orders from vendors. It may be
difficult to reach a sufficient sample of recently acquired books out of one publisher’s production to assess the
publisher’s reaction to orders.

Libraries that place most of their orders before the publication date will get a sample with an undue proportion
of older, foreign, grey and similar documents, resulting in a very high score.
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B.3.2.1.6

Sources

See the following references in the Bibliography for more information:

Reference [1];
Reference [19];

Reference [23];

Reference [25], pp. 189-192 (“Acquisition Speed”).

B.3.2.1.7 ILeIated performance indicators

See Median

B.3.2.2 Me

B.3.2.2.1 (

Time of Document Processing (B.3.2.2).
dian Time of Document Processing

Dbjective

The objectiv

are effective fas to speed.

B.3.2.2.2

This performy
monographs

Comparisong
cataloguing,

differences in computerization and the use of copy cataloguing should be given special attention.

B.3.2.23 |

Median num
user.

B.3.2.2.4

B.3.2.2.4.1
indicator. Co

computerized library-system or by a log sheet accompanying the document through the process.

For each titlg

Methods

of this performance indicator is to assess whether the different forms of processing proce

cope of the performance indicator

ance indicator is applicable to all libraries. The performance indicator is especially usef
It can be applied to different types of documents:or different subjects.

between libraries are possible, but only if differences in mission affecting the level of descr
subject cataloguing, binding policies, etciare taken into account. When interpreting the re

Definition of the performance_ indicator

The period Used for measurement (e.g. one month) is fixed by the user of the perform
lect datacontdocuments arriving in the library during the specified period. Keep a log, eithel

, fecord the exact dates of all of the following stages of document processing:

Hures

il for

ptive
Sults,

ber of days between the day/a document arrives at the library and the day it is available for the

ance
by a

binding;

shelving

68

receipt, including administrative process;
cataloguing/metadata tags;
subject cataloguing/metadata tags;

bindery preparation;
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For each title, calculate the number of days between arrival and availability. Rank the titles according to the
number of days elapsed.

The Median Time of Document Processing is the number of days that is in the middle of the ranking list.

NOTE Documents for which processing has not been completed are left out of the calculation, since no finishing time
can be assigned to an incomplete process.

If the number of titles is even, the Median Time of Document Processing, Iyytpp1, is

IMTDP1 = (A + B)/2

wherge 4 and B are the two values in the middle of the ranking list.

Round off Iyytpp4 to the nearest integer.

Specjal processing procedures for different documents (e.g. rush procedures, “rare documents, gift and
exchange documents) should be analysed separately. The median time of each stage of procefssing can be
calculated in the same way.

B.3.2.2.4.2 The period used for measurement (e.g. one month) is fixed by the user of the |performance
indicator. Collect data on documents which complete their processing:in the library during the specified period.
Inspdgct the documentation or computer files to determine the dates of
— feceipt, including administrative process,

— ¢ompletion of cataloguing/metadata process,

— ¢ompletion of subject cataloguing/metadata process,

— g¢ompleting bindery preparation,

— g¢ompleting binding,

— ghelving.

For dach title, calculate thenumber of days between arrival and availability. Rank the titles acgording to the
number of days elapsedCThe Median Time of Document Processing is the number of days that is in the
middle of the ranking list.

If thejnumber of titles'is even, the Median Time of Document Processing Iyytppa, iS

wherge Z.and B are the two values in the middle of the ranking list.

Round off Iytpp, to the nearest integer.

Special processing procedures for different documents (e.g. rush procedures, rare documents, gift and
exchange documents) should be analysed separately. The median time of each stage of processing can be
calculated in the same way.

B.3.2.2.5 Interpretation and factors affecting the performance indicator

The performance indicator is an integer with no upper limit.
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