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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 non-governmental, in liaison with ISO, also take part in the work.
ISO collaborates closely with the International Electrotechnical Commission (IEC) on all matters of
electrotechnical standardization.
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Introduction

This

document is concerned with the evaluation of libraries of all types.

The main purpose of this document is to endorse the use of performance indicators regarding the
quality of library services in libraries and to spread knowledge about how to conduct performance
measurement.

Performance indicators can be used for comparison over time within the same library. Comparisons
between libraries can also be made, but only with caution. Comparisons between libraries will need
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e are other limitations to the performance indicators in this document that depend‘on
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structure. Results from the use of performance indicators in this document are int
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quality of library services is related to the broader topic of quality management
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Information and documentation — Library performance
indicators

1 Scope

This document specifies the requirements of a performance indicator for libraries and establishes a

set
perfq

This
indig
arel
This
india
analy

This

rmance indicators in libraries where such indicators are not already in use.

document is applicable to all types of libraries in all countries. However, notrall
ators apply to all libraries. Limitations on the applicability of individual performang
sted in the scope clause of the description of each indicator (see Annex A).

document provides a standardized terminology and concise definitions of the f
ators. Furthermore, it contains detailed descriptions of the indicatens and of the colleg
sis of data needed.

document is not intended to exclude the use of performange\indicators not specified ir

2 Normative references

Ther]
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— 1
— 1

3.1
acce
<virt

[SOU
3.2

e are no normative references in this document:

Terms and definitions

he purposes of this document, the following terms and definitions apply.
nd IEC maintain terminology databases for use in standardization at the following adg

SO Online browsing platferm: available at https://www.iso.org/obp

EC Electropedia: available at https://www.electropedia.org/

KS
ual> successfulrequest of a library-provided online service

RCE: [S0:2789:2022, 3.2.1]

acce

implement

erformance
e indicators

erformance
tion and the

Iresses:

5S

<physical> right, opportunity, means of finding, using or retrieving information, of using a service; or
entering a building

[SOURCE: IS0 15489-1:2016, 3.1, modified — “of using a service; or entering a building” has been added.]

3.3

accessibility

ease

©ISO

of reaching and using a service or facility
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3.4
active borrower
registered user who has borrowed at least one item during the reporting period

Note 1 to entry: This count underrates the number of active users, but is still for many libraries the only
manageable measure.

[SOURCE: ISO 2789:2022, 3.2.3]

3.5
active user
registered user who has visited or made use of library facilities or services during the reporting period

Note 1 to entfy: This includes active borrowers.

Note 2 to enfry: This can include the use of digital library services, if it is possible, to identifydigital usp and
virtual visits|of the individual user, or if data can be obtained by means of surveys.

Note 3 to enjtry: If a library identifies non-registered active users, e.g. by surveys, these should be cofinted
separately.

[SOURCE: IS0 2789:2022, 3.2.4]

3.6
appropriatgness
suitability off any given indicator for evaluating a specific activity

3.7

availability
degree to which content, documents, facilities, or services are actually provided by the library 4t the
time required by users

3.8
capital exppnditure
expenditurq which results in the acquisition/of;or addition to, fixed assets

Note 1 to enfry: This includes expenditure\en building sites, new buildings and extensions, furnishingf and
equipment fgr new and expanded buildings, computer systems (hardware and software), etc. When appligable,
local and nat{onal sales/purchase taxes§ [e.g. Value Added Tax (VAT)] are included.

[SOURCE: IS0 2789:2022, 3.6.1]

3.9
closed stacks
stacks that 4re not aecessible to users

[SOURCE: ISO/TR#1219:2012, 2.19, modified — Note 1 to entry has been deleted.]

3.10
conservation

preservation measures and actions applied to prevent, arrest or delay deterioration of a document or
other material object

[SOURCE: ISO 5127:2017, 3.12.1.01]

3.11
content unit
original or a digest of other published work

Note 1 to entry: This includes documents or parts of documents (e.g. articles, abstracts, content tables, images)
and descriptive records.

2 © IS0 2023 - All rights reserved
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Note 2 to entry: PDF, Postscript, HTML and other formats of the same content unit will be counted as separate
items.

[SOURCE: ISO 2789:2022, 3.3.9]

3.12

database

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

Note 1 to entry: The units or records are usually collected with a particular intent and are related to a defined
topic. A database can be issued on CD-ROM, diskette, or other direct-access method, or as a computer file accessed
via dial-up methods or via the Internet.

Note |2 to entry: Licensed databases are counted separately even if access to several licensed\datahjase products
is affected through the same interface.

Note B to entry: A common interface providing access to a packet of serials or digital. documents, ugually offered
by a publisher or vendor, is also to be counted as database. Additionally, the singlé.serials or digithl documents
should be counted as serials or digital documents.

[SOURCE: ISO 2789:2022, 3.3.10]

3.13
descriptive record
computer-processed bibliographic or other individual record in a standard format that refdrences and/
or ddscribes a document in any physical form or a contentunit

Note [L to entry: A collection of descriptive records is usually published in the form of a database.
Note R to entry: The record can include elements suclivas title, author, subject, abstract, date of origin.
[SOURCE: ISO 2789:2022, 3.3.12]

3.14
digital collection
all rgsources in digital form in thelibrary collection, whether born digital or digitized

Note |l to entry: The digital collection includes databases, electronic serials, and digital documents.

Note [2 to entry: Free Internet' resources which have been catalogued by the library in its online cptalogue or a
dataByase are counted separately.

Note |3 to entry: The resources can be networked, installed on stand-alone workstations or storefl on physical
carriers.

[SOURCE: 1S6+2789:2022, 3.3.13]
3.15

digitaldocument
information unit with a defined content, born digital, or digitized, that has been created or digitized by
the library or acquired in digital form as part of the library collection

Note 1 to entry: 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 to entry: Items incorporated in databases are covered by 3.12.

Note 3 to entry: A digital document can be structured into one or more files.

Note 4 to entry: A digital document consists of one or more content units. Before digitization, the library should
decide which content units should be searchable afterwards, e.g. articles in serials or songs on records.

©1S0 2023 - All rights reserved 3
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[SOURCE: ISO 2789:2022, 3.3.14]

3.16
digital service
library service delivered digitally, whether from local servers or provided via networks

Note 1 to entry: Digital library services include the online catalogue, the library website, the digital collection,
electronic lending, electronic document delivery (mediated), digital reference service, digitally delivered user
training, services for mobile devices, services for interactive use (including services on social networks), and
Internet access offered via the library.

Note 2 to entry: This does not include booking physical services (e.g. rooms or library tours) digitally.

[SOURCE: IS0 2789:2022, 3.2.10]
3.17
digitization
process of cpnverting analogue materials into digital form
Note 1 to entfy: Digitization for document supply from the library collection to a user or ihstitution is excluded.
Note 2 to entfy: Digitization for preservation purposes is included.

Note 3 to entfy: Mass digitization is included.

Note 4 to entfy: Purchase of electronic copies for replacing print copies is.excluded.

[SOURCE: 10 2789:2022, 3.3.17]

3.18
document
recorded information or material object, which can be-treated as a unit in a documentation procesjs

Note 1 to entfy: Documents can differ in form and characteristics.
[SOURCE: IS0 5127:2017, 3.1.1.38, modified £—)Notes to entry have been deleted and replaced.]

3.19
download
successful request of a content unit from a library-provided online service or other Internet servige

[SOURCE: IS0 2789:2022, 3.2.12]

3.20

eBook
electronic bpok
non-serial djigital.-decument, licensed or not, where searchable text is prevalent, and which can be[seen
in analogy tp a‘print book (monograph)

Note 1 to entry: The use of eBooks is, in many cases, dependent on a dedicated device and/or a special reader or
viewing software.

Note 2 to entry: eBooks can be lent to users either on portable devices (eBook readers) or by transmitting the
contents to the user's PC or other device for a limited time period.

Note 3 to entry: Doctoral dissertations in electronic format are included.
Note 4 to entry: Documents digitized by the library are included.

[SOURCE: ISO 2789:2022, 3.3.22]

4 © IS0 2023 - All rights reserved
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3.21

educational services

learning sessions and learning materials and programmes in all formats for children and adults for the
purpose of enhancing skills in library and information use

Note 1 to entry: This includes the provision of services for schools and the cooperation with other libraries in
preparing and offering educational services.

Note 2 to entry: Education of librarians is excluded.

[SOURCE: 1SO 21248: 2019, 3.22]

3.22
effeqtiveness
meagure of the degree to which given objectives are achieved

Note [1 to entry: An activity is effective if it maximizes the results it was established to-prioduce.

3.23
efficiency
meagure of the utilization of resources to realize a given objective

Note|l to entry: An activity is efficient if it minimizes the use of resources-or produces better perfgrmance with
the sgme resources.

3.24
electronic document delivery, mediated
electfronic transmission of a document or part of a_ doecument from the library collectign to a user,
mediated by library staff, not necessarily via another‘library

Note [l to entry: Electronic transmission of documentsto members of the population to be served is|included. Fax
trangmission is excluded.

Note |2 to entry: Can be split up as to transmjission with or without charge to the user.
Note B to entry: Unmediated downloading’by users from the electronic collection of the library is excluded.
[SOURCE: 1SO 2789:2022, 3.2.14}

3.25
evalpation
process of estimating’the effectiveness, efficiency, utility, and relevance of a service or faciljty

3.26
event
pre-grrangedactivity with cultural, educational, social, political, scholarly, or other intent

EXANPLE Exhibitions, author visits, literary discussions, workshops

Note 1 to entry: Only events arranged by the library on its own or in partnership with other institutions are
included, whether inside or outside the library premises. Events inside the library premises organized by
institutions outside the library without the library’s cooperation are excluded.

Note 2 to entry: User training lessons and library tours are excluded.

Note 3 to entry: Ongoing programs are included. Each session of a program is counted as one event.

Note 4 to entry: Virtual events are included.

[SOURCE: ISO 2789:2022 3.2.16]

© IS0 2023 - All rights reserved 5
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external user
user of a library who does not belong to that library’s population to be served

[SOURCE: IS

3.28
facilities

0 2789:2022, 3.2.19]

equipment, study places, etc. provided for library users

Note 1 to entry: Includes photocopiers, online terminals, CD-ROM workstations, seats for reading, and study

carrels, bute

cludes toilets, cafes, and public telephones

3.29

fixed level ¢
FLP
minimum b
learning asg

[SOURCE: U
version 1.0)

3.30
free Intern
internet res

[SOURCE: IS

3.31
full-time ed
FTE
measureme

Note 1 to ent

bf proficiency

enchmark of basic knowledge in a domain (literacy or numeracy) measured thr
essments

bt resource
burce with unrestricted (open) access for which no payment is required

0 2789:2022, 3.3.26]

juivalent

ht equal to one staff person working a fuill-time work schedule for one year

ry: For example, if out of three persons-émployed as librarians, one works quarter-time, one

half-time, andl one works full-time, then the FTE'of’these three persons would be 0,25 + 0,5 + 1,0 = 1,75 libra

(FTE).

Note 2 to en
comparative

3.32
functional
ability to un
one’s goals,

[SOURCE: O
3.33

ry: Not all libraries can use.the same number of hours per year to determine an FTE. Thu
measures between libraries’'might need to consider any differences in hours.

iteracy
derstand, evalirate, use and engage with written texts to participate in society, to ac
hnd to develop one’s knowledge and potential

CD, 2016]

ough

NESCO SGD indicator metadata - Indicator 4.4.1 (Harmonized metadata template - format

vorks
rians

, any

hieve

functional numeracy
ability to access, use, interpret and communicate mathematical information and ideas, in order to
engage in and manage the mathematical demands of a range of situations in adult life

[SOURCE: OECD, 2016]

3.34
goal

desired state of affairs to be achieved by the implementation of agreed policies

3.35
impact

difference or change in an individual or group resulting from the contact with library services

Note 1 to entry: The change can be tangible or intangible.

6
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[SOURCE: ISO 16439:2014, 3.25]

3.36

ICT

information and communication technology

diverse set of technological tools and resources used to transmit, store, create, share or exchange
information

Note 1 to entry: These technological tools and resources include computers, the Internet (websites, blogs and
emails), live broadcasting technologies (radio, television and webcasting), recorded broadcasting technologies
(podcasting, audio and video players and storage devices) and telephony (fixed or mobile, satellite, visio/video-
conferencing, etc.)

[SOURCE: UNESCO SGD indicator metadata - Glossary]

3.37
ICT proficiency
ability to perform an ICT related activity, which constitutes a learning target that can be asgessed in the
context of a training lesson

[SOURCE: UNESCO SGD indicator metadata - Indicator 4.4.1 (Harmonized metadata template - format
versipn 1.0).]

3.38
ICT skills
skillg that allow an effective use of ICT, independently.of the device used, measured through the
accomplishment of ICT related activities.

[SOURCE: UNESCO SGD indicator metadata - Indicator 4.4.1 (Harmonized metadata template - format
versipn 1.0).]

3.39
indirect user
non-registered user who uses library setvices via a registered user

[SOURCE: ISO 2789:2022, 3.2.22]

3.40
indi¢ator
expression (which can beintimeric, symbolic, or verbal) used to characterize activities (events, objects,
perspns) both in quantitative and qualitative terms in order to assess the value of the activities
characterized, and€héassociated method

3.41
in-hguse use

in-libraryuse

use df documents on the premises having been taken by a user from open access stock

Note 1 to entry: In-house use includes browsing at the shelves in the sense of a short investigation of the contents
but excludes looking at the side or spine titles only for selecting material.

[SOURCE: ISO 2789:2022, 3.2.24]

3.42

institutional repository

open access repository for storing the publications of an institution, or a group of institutions, such as
e-prints, technical reports, theses and dissertations, datasets, and teaching and learning materials

[SOURCE: ISO 2789:2022, 3.3.29]

©1S0 2023 - All rights reserved 7
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3.43

interlibrary loan

transaction of lending a document in its original physical form or delivery of a document, or part of it, in
copied form, from one library to another which is not under the same administration

Note 1 to entry: Mediated transmission of documents in electronic form is counted as electronic document

delivery.
[SOURCE: IS

3.44
library

02789:2022, 3.2.25, modified — Note 2 to entry has been omitted]

organizatioﬁ, or part of an organization, the main aim of which is to facilitate the use of such inform

q

resources,
cultural or 1

ervices and facilities as are required to meet the informational, research, educati
ecreational needs of its users

Note 1 to emtry: The supply of the required information resources can be accomplished-by building

maintaining

Note 2 to ent
services incig

[SOURCE: IS

3.45
library res(
systematic 4

Note 1 to ent
alibrary and

[SOURCE: IS

3.46
library staf
research pu

Note 1 to ent
[SOURCE: I

3.47

library wel
unique dom|
provide accq

Note 1 to ent

h collection and/or by organizing access to information resources.

ry: These are the basic requirements for a library and do not exclude any ‘additional resource
lental to its main purpose.

0 2789:2022, 3.1.6]

parch
tudy and analysis of some aspect of library and information science

'y: The results are usually published in a journal of library and information science or presen
information conference.

0 2789:2022, 3.5.4]

f research publication
blication by library staff in professional and academic subjects

Fy: Includes publications in all\formats, and presentations at conferences.

0 2789:2022, 3.5.5]

site
ess to thelibrary’s services and resources

"y: The’pages of a website are usually interconnected by the use of hypertext links.

htion
onal,

r and

s and

fed at

hin on the Internet consisting of a collection of web pages that is published by a librarry to

Note 2 to entl

rv—~Excludes documents that fit the definitions of electronic collection and free Internet resol

1rces

that can be linked from the library website.

Note 3 to entry: Excludes web services in the library’s domain that are operated on behalf of other organizations.

[SOURCE: IS

3.48
loan

0 2789:2022, 3.2.27]

directlending or delivery transaction of an item in non-electronic form (e.g. book), of a digital document
on a physical carrier (e.g. CD-ROM) or other device (e.g. eBook reader), or transmission of a digital
document to one user for a limited time period (e.g. eBook)

Note 1 to entry: Renewals are excluded but can be counted separately.

© IS0 2023 - All rights reserved
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2 to entry: Loans include registered loans within the library (on-site loans).

Note 3 to entry: Loans include copied documents supplied in place of original documents (including fax) and
printouts of electronic documents made by library staff for the user.

Note 4 to entry: Loans of documents in physical form to distance users are included.

Note 5 to entry: 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.

[SOURCE: ISO 2789:2022, 3.2.29, modified — Note 6 has been omitted.]

3.49

metgdata

strugtured data about data

Note |l to entry: The data are associated with either an information system or an information object
of desgcription, administration, legal requirements, technical functionality, use and usage;and prese
Note P to entry: Adapted from Dublin Core Metadata Initiative, 2005.

3.50

misgion

statgment approved by the authorities formulating the organization's goals and its choice

and products development

3.51
mob
port
and ]

[SOU

3.52
non-

pers
and/|

Note

[SOU
3.53
obje
spec

3.54
oper|

jle device
hble computing device, typically having a display‘screen with touch, pen and/or key
nternet connection

RCE: ISO 2789:2022, 3.2.32]

user
bn belonging to a specific library’s population to be served but not using that libraj
pr digital services

1 to entry: The definitionin¢ludes former users of the library.

RCE: ISO 16439:2014,-3.39]

ctive
fic target-for-an activity to be attained as a contribution to achieving the goal of an org

ling hours

for purposes
rvation.

5 in services

board input

y’s physical

ranization

hour

s i’ a normal week when the main phycira] services of the Iihrqry (p g reference and lg

reading rooms) are available to users

[SOU

©ISO

RCE: IS0 2789:2022, 3.4.8]
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operating expenditure

ordinary expenditure

recurrent expenditure

expenditure incurred in the running of a library

Note 1 to entry: This is money spent on staff and on resources that are used and replaced regularly. This
includes expenditure on employees, rent, acquisitions and licensing, binding, computer network (operations
and maintenance), telecommunication, building, maintenance, utilities (electricity, water, sewage, heating, etc.),
repair or replacement of existing furnishings and equipment, and events, etc. This can also be termed “current”
or “recurrent” expenditure. When applicable, local and national sales/purchase taxes [e.g. Value Added Tax

(VAT)] are in

cluded

[SOURCE: IS

3.56

partnershi
ongoing, foi
other librar

Note 1 to ent
e.g. expertisg

Note 2 to ent

Note 3 to ent
(see 3.61).

Note 4 to ent
only receivin

[SOURCE: IS

3.57

performan
effectivenes
resources in

3.58

performan
numerical, §
the perform

3.59
population

number of individials for whom the library is set up to provide its services and materials

Note 1 to ent

0 2789:2022, 3.6.4]

D
malized cooperation between a library and one or more other organizations, incly
es, usually concerning particular services or activities

ry: A partnership will usually have a contractual basis. Partners can ntake different contribu
, funding, training, materials in kind, premises, etc.

y: Cooperation between two or more libraries within a single administrative unit is excluded.
"'y: Time-limited cooperation on a specified project is excludeéd and counted as a cooperative p

ry: A one-way relationship, whether paid or unpaid,where one partner is only supplying, the
o services, is excluded.

0 2789:2022, 3.5.6]

Ce
s of the provision of services by'the library and the efficiency of the allocation and u
providing services

ce indicator
ymbolic, or verbal'eXpression derived from library statistics and data used to charact
ance of a library.

to be served

FyEor public libraries, this will normally be the population of the legal service area (authority

1ding

fions,

roject

other

se of

erize

). For

LLLLL £1

libraries of a

. el 1 s gl 211 A T | 41 P B 1 . 1 £ .
I LU LIUIT UT TITE IITT  TUUT A LTUTTL U - WIHIT TIUT HITAITY DT UTCT LU LA T UT dU dUTIIIU dITUPTUTTS S TUTTA

plus students.

3.60

preservation
all measures taken, including financial and strategic decisions, to maintain the integrity and extend the
life of documents or collections

[SOURCE: IS

10

05127:2017, 3.2.1.39, modified — Notes 1 and 2 to entry have been omitted.]

staff
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3.61

project

unique process, consisting of a set of coordinated and controlled activities with start and finish dates,
undertaken to achieve an objective conforming to specific requirements, including the constraints of
time, cost, and resources

[SOURCE: IS0 9000:2015, 3.4.2]
Note 1 to entry: An individual project can form part of a larger project structure.

3.62

qualijty
entinety of features and characteristics of a product or service that bear on its ability tesatisfy stated
or implied needs

Note |l to entry: The quality of products and services includes not only their intended function and performance,
but also their perceived value and benefit to the customer. See ISO 9000:2015, 2.2.1.

[SOURCE: ISO 10845-1:2020, 3.27, modified — Note to entry has been added.|

3.63
rare/materials
incupabula, manuscripts, books published before 1800, and newer books that are made |precious by
their{limited issue, by their binding, by dedications, and similafrcharacteristics.

Note |1 to entry: Usually, such materials belong to special collections with special shelf marks angl are shelved
sepatfately in a secure location to which access is restricted.

Note [2 to entry: This excludes archives and records conceérning private persons, institutions, and ¢rganizations
(collgctions containing manuscripts, letters, notes, photos, and other material given by bequest to the library or
purchased as such by, or on behalf of, the library).

[SOURCE: ISO 21248:2019, 3.75]

3.64
reference question
information contact that involves:the knowledge or use of one or more information squrces (such
as printed and non-printed-‘materials, machine-readable databases, the library's own and other
institutions' catalogues) by library staff

Note [l to entry: This canralso involve recommendations, interpretation or instruction in the use of $uch sources.
Note P to entry: Onejreference question can address several issues.

Note B to entryf The question can be delivered personally or by means of telephone, regular mail, fax) or electronic
medip (via email, the library website, or other networked communications mechanisms).

Note [4-toventry: It is essential that libraries do not include informational (directional and administrative)
i j i eni i 2 andli ipment, such as

printers or computer terminals.
[SOURCE: ISO 2789:2022, 3.2.43]

3.65

reference service

provision of oral or written information and assistance, in response to requests, by the staff of an
information and documentation organization

[SOURCE: IS0 5127:2017, 3.11.5.03]

©1S0 2023 - All rights reserved 11
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registered user
person or organization registered with a library in order to use its collection and/or services within or

away from t

he library

Note 1 to entry: Users can be registered upon their request or automatically when enrolling in the institution.

Note 2 to entry: The registration should be monitored at regular intervals, minimum of every three years, so that
inactive users can be removed from the register.

[SOURCE: IS

0 2789:2022, 3.2.46]

3.67
rejected ac
turnaway
unsuccessfy

Note 1 to ent
the simultang

Note 2 to ent
[SOURCE: IS

3.68
reliability
degree tow

3.69
renewal
extension of

Note 1 to ent
[SOURCE: I

3.70
research sy
library sery
researcher,

Note 1 to ent
their role as 1

3.71

restoration
actions take
as closely af

Cess

1 request of an online service via the library

(y: The failure can be due to the library having no license for the service or to the request exce
bous user limit.

y: Request failure because of wrong passwords is excluded

0 2789:2022, 3.2.47]

hich a measure repeatedly and consistently produces.the same result

the loan period for a document usually initiated by the user

Fy: Automatic renewals generated by the library system without user interaction are included

0 2789:2022, 3.2.48]

|pport
ice that allows a researcher to spend more time, more efficiently in his/her role

hnd contributes positively to the quality of the research

ry: Generally, res€anch support services are offered to academics at universities in order to su
esearcher.

n toreturn a document or other material object which has suffered deterioration or da
practicable to its original state

eding

as

pport

nage

Note 1 to entry: In archival restoration, no attempt is made to recreate missing text, etc., and all restoration work
is kept clearly evident.

[SOURCE: ISO 5127:2017, 3.12.1.02, modified — The term “preservation” has been excluded in the

definition, a

3.72
special coll

nd Note 2 to entry has been omitted.]

ection

collection of materials segregated from a library collection according to form, subject, genre, period,
geographical area, condition, rarity, source, or value

Note 1 to entry: Special collections are usually administered separately.

Note 2 to entry: Access to special collections can be restricted.

12
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RCE: ISO 21248:2019, 3.83]

special grant
grant of a non-recurrent nature to fund (or partly fund) projects

[SOU
3.74

RCE: ISO 2789:2022, 3.6.6]

stable condition

suita
Note

bility for use

1 to entrv: Stable material can have some dqmngp but can be used without imme

iate risk of

furth
[SOU

3.75
staff
form|

Note
Note
Note
[SOU

3.76
targ
grou
serv

3.77
title
word

documents

[SOU

Note

distinctive title, whethefissued in one or several physical units, and disregarding the number of

docu

Note

Note
Stand

er damage. Unstable material will be further damaged if used.

RCE: 1SO 21248:2019, 3.85]

training

al pre-planned training in professional skills and competences, including social skills
1 to entry: The training can be held in-house or externally, and deliveredby'library staff or extgq
P to entry: Web-based training services are included.

B to entry: Informal training, e.g. point-of-use training, is exclude

RCE: ISO 2789:2022, 3.7.6]

bt population
ps of actual and potential users appropriate to an individual library as the object
ce or as the primary users of specific materials

s or symbols at the head of a document that identify it and normally distinguish-it

RCE: 1SO 5127:2017, 3.7:4.01, modified — Note 1 has been omitted]
1 to entry: For measuring purposes, "title" describes a document, which forms a separatsg
ment held by thelibrary.

P to entry: This applies equally to print, digital, audiovisual and other library materials.

3 to entry: A book or serial title can be distinguished from other such titles by its unique
ard Book Number (ISBN) or International Standard Serial Number (ISSN).

rnal experts.

bf a specific

from other

item with a
copies of the

International

[SOU

3.78
unst

RCE: ISO 2789:2022, 3.3.58]

affed opening hours

hours when a library, or a specified library area, is open to controlled access, without staff present but

with

facilities for self-service

Note 1 to entry: Access can be restricted to a specified part of the population to be served, e.g. researchers and
postgraduate students.

[SOU

©ISO

RCE: ISO 2789:2022, 3.4.10]
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DEPRECATED: patron
DEPRECATED: customer
recipient of library services

Note 1 to entry: The recipient can be a person or an institution, including libraries.

Note 2 to entry: Library services include digital services, physical services, and visiting the library premises.

3.80
user place

place provid

Note 1 to enf
departments

Note 2 to ent
Also excludeq

[SOURCE: IS

3.81
user servic
part of thel

ed for users for reading or studying, whether with or without seating or equipment

ry: Includes places in carrels, in seminar and study rooms, and in the audiovisual and-chilg
of the library, and informal seating in lounges, group areas, etc.

ry: Excludes places in halls and lecture auditory theatres intended for audiendes-of special ey
floor space and cushions on which users can sit.

0 2789:2022, 3.4.12]

e area
brary that is accessible to users

Note 1 to enftry: This includes space for reading and studying (individual or group), lending, referenc

information,
robots), also
areas as integ

3.82
user trainij
training prg

and any other services delivered to users, self-servicé areas (lending and returning plus sg
areas for recreation and communication, sickroonis; the entrance hall, and open access st
brated parts of user service areas; media centres,workplaces for staff in these areas.

g
gramme set up with a specified lesspn plan, which aims at specific learning outcomg

the use of library and other information services

Note 1 to ent
for users.

Note 2 to ent
[SOURCE: I

3.83
validity
degree tow

3.84

I'y: User training can be offered‘as a tour of the library, as library tuition, or as a web-based sq

y: The duration of lessons is irrelevant.

0 2789:2022, 3.2:59]

hich an-indicator actually measures what it is intended to measure

visit

ren's

rents.

b and

rting

brage

s for

rvice

<physical> person (individual) entering the library premises

[SOURCE: IS

3.85
visit

02789:2022, 3.2.61]

<virtual> continuous cycle of user activities that starts when a user causes a page impression on a

digital servi

ce

Note 1 to entry: A visitor is no physical person, but a browser or end device.

Note 2 to entry: Each following page impression that the user causes is counted as belonging to this visit.

14
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Note 3 to entry: A visit is counted as finished when for more than 30 minutes no age impression has been caused
by the user (time-out).

Note 4 to entry: The visit does not allow information about the time span or intensity of the activities.
Note 5 to entry: If possible, requests of a general entrance or gateway page should be excluded

[SOURCE: ISO 2789:2022, 3.2.62]

4 Performance measurement

4.1 | Quality management

Qualjty management comprises all coordinated activities to direct and control an prganjzation with
regard to quality (ISO 9000).

The first step in quality management requires that mission and goals of the Specific indtitution are
defirled; this should be done in consensus with the stakeholders, for-instance a library’s parent
institution, financing body, population and staff.

Wheh the mission and the general goals have been described, long=-and short-time goals fan be fixed
and resources (funds, space, staff time) can be allocated to the’activities that are essential for the
attainment of the goals.

After some time, it will be necessary to control whether.the goals and the desired quality have been
attaiped. This will probably lead to re-planning and to re-defining goals for the next period,

The §imple model of quality management is shown.in Figure 1.

definition of
mission and goal

re-planning
long- and control of goalpg
short-time goals and quality
activities,
processes

Figure 1 — Simple model of quality management

4.2 Performance measurement in quality management

Performance measurement is a method used in quality management; it evaluates the performance of an
institution against its mission, goals, and objectives. Quality of performance in libraries comprises the
effectiveness of service delivery as well as the cost-effective use of resources for those services.

© IS0 2023 - All rights reserved 15
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Performance measurement is used for the support of planning and resource allocation, for taking
actions to achieve higher quality, for documenting the effect of such actions, and for promoting the
achieved state.

The process of performance measurement consists of collecting and analysing statistical data
-quantitative and qualitative - that describe the performance of a library. The data are combined to

form indicators of performance quality.

4.3 Use of performance indicators

4.3.1 Ge

eral

Performanc
measureme
that informs

4.3.2 Obj
As alibrary
1) to facili

2) to servd
commu

A secondary
services wh

Performanc
policies and

4.3.3 Seld

4.3.3.1 Gq

Libraries, in
government
most appro
goals, and ol
that all inte]

In order to

collect and 4
will be nece
educational

e indicators should be linked to systematic library planning and evaluation. Furthery
t and evaluation processes should occur regularly. The results should be reportedin g
the decision-making processes and demonstrates how the library fulfils itssmission.

pctives of performance indicators
planning and evaluation tool, performance indicators have two prineipal objectives:
fate control in the management process, and

as a basis for advocacy and for dialogues between library’staff, funding bodies, the
hity, and other relevant external stakeholder constituencies.

objective is to serve in comparative analysis of the performance of libraries and inform
ch have equivalent missions or objectives.

e indicators can also help libraries to align their performance with local, national or g
strategies.

ction of performance indicators

tneral

consultation with theirhost institutions and relevant authorities, such as local and nat|
as well as their users-and other stakeholders, will need to decide which indicator
briate to a particulay situation. This decision should be made in the light of the mig
bjectives of the libnary, as well as desired data regarding library performance. It is desi
ested parties,should be agreed on the appropriateness of the performance indicators

Hetermineywhich performance indicators are most appropriate for a particular libra
nalysethé data, and to interpret findings into a management strategy, a range of staff
ssaryy'Some libraries will find it important to engage in staff training and developme
skills prior to implementing performance indicators.

nore,
way

user

htion

lobal

ional
5 are
sion,
rable
1sed.

"y, to
bkills
nt of

4.3.3.2 Criteria for the selection of indicators

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 might not be operating
as well as it should? Even if this is only an intuitive feeling of the librarian, this could be a very good
reason to use a performance indicator to find out whether there is a problem.

c) What level of effort can the library staff commit to the collection and analysis of the data to
produce the performance indicators? Adequate staff time and resources are necessary to produce
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a particular performance indicator. Staff will need to have practical knowledge of a range of
statistical procedures.

d)

Does any external authority require data to be reported on particular library service areas? If yes,

it is necessary to decide whether the same data can also be used to produce library performance

i

ndicators.

Local factors important to the library can affect the selection of performance indicators. Librarians
should make a conscious decision in selecting the performance indicators that will be of most use in
assessing the operation of the library in relation to its goals and objectives.

4.3.

4.3.4

User
Scor¢
user

inter
SCOr¢

4.3.4

Care
errol
the 1
inhel

NOTH

4.3.4

To s
tran
be e}
knov

Limitations of performamnce measurement

.1 Optimizing scores on performance indicators

5 of library performance indicators should recognize that it is impossible/to achie
s simultaneously on all performance indicators. For example, a library, can achieve a
satisfaction, but incur a high expenditure per user. The scores on perfermance indicat
preted in the light of what the library intends to accomplish, and ngtsimply in terms
s on particular indicators.

.2 Degree of accuracy

should be taken with the interpretation of results. Lagk of precision can occur due
s, or to subjective aspects of the measuring process, or to inadequate time or rg
heasuring process (e.g. indicators A.1.2.3 and A=2:2.5). It can also imply that the in
rently imprecise (e.g. indicator A.2.2.1).

In some cases, a rough estimate is sufficient and to seek greater precision would be a wa

.3 User skills versus library performance

me extent, library performance_indicators are affected by how well the user condji
actions with the library. For example, user satisfaction with the availability of m
ktremely low at one library,"This can indicate several things, one being that users la
fledge of how to locate niaterials in that particular library, or that the library has

documents to meet demand. Thus, a low score suggests an area that requires review. The

sugg
can {

copig

4.3.4

st a need for strategies to improve user knowledge and skills related to library act

S.

.4 Linking resources to services

Whil

poOor performance can seem to indicate that additional resources are required to imp

serviceés, this is not necessarily true. In fact, there might not be a strong correlation betwese

&

ve optimum
high level of
s should be

optimizing

to sampling
psources for
dicators are

ste of effort.

Icts various
aterials can
ck adequate
insufficient
review can
ivities, or it

uggest a need té-improve the availability of books by changing loan periods or buying additional

rove library
n resources

and the quality of library services provided. The range of staff skills, management approaches, and
a variety of other factors, including increased resources, can have different effects on increasing the
quality of services at different libraries.

4.3.4.5 Comparability of performance indicator data

A primary purpose of using library performance indicators is self-diagnosis. This can include
comparisons of one year's performance with another, within the same library. A secondary purpose is
to encourage meaningful and useful comparisons across different libraries. Standardizing performance
indicators and the procedures for collecting the data assist in that process. However, such comparisons
shall always be made with respect to the following factors for each library:

a) mission, goals, and objectives;
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b) performance on a range of performance indicators, not only a single indicator;
C) resources;

d) user groups;

e) governance structure;

f) procedures.

If comparisons of performance indicator scores across different libraries are made, they should be done
with considerable care and in full recognition of the limitations of such comparisons.

4.4 Perfgrmance measurement versus impact assessment

4.4.1 Objgectives of the two approaches

Performanck measurement and impact assessment pursue differing goals:

es of
hility

lance measurement tries to identify how well a library fulfils its_tasKs, including issy
ciency. The quality is measured via characteristics such as speed, accuracy and availa
Ces, frequency of use, or adequacy for the needs of the populatios.

Perforn
cost-eff
of servi

idual
kills,
t are

hssessment tries to identify the effect of the library’s serviCes’and resources on the indiv

communities, or on society. Evidence of impact is shown by changes in knowledge, 3
ur and opinions of individuals, groups and society”’ Methods for assessing impac
bd in 1SO 16439.

Impact
user, on
behavid
describ

4.4.2 Methods of the two approaches

4.4.2.1 P¢rformance measurement

Performance measurement relies to a large extent on quantitative data. Quantitative data are numeric,
usually expressed in measurement units, e.g-"number of loans, opening hours, percentage of refefence
questions afswered within one day. A great part of the data that are used in performance indicators are

traditionally hrent
institution,
regarded as

Only a few
user satisfa
that describ
for human
percentage

' collected and reported by)libraries, other such data are derived from the library’s p
ts community, or from‘general socio-economic statistics. Quantitative data are geng
more objective than'qualitative data.

berformance indicators in this document rely on qualitative data: indicators that ag
Ction and indicators that ask for awareness of library services. Qualitative data are
e, but do_rniot'measure the attributes or properties of an object, in particular the reg
hctions \(see 1SO 16439:2014, 5.6.3). Such data can also be analysed quantitatively
bf interviewees saying they were satisfied with their last library visit.

rally

k for
data
sons

, e.g.

Performanc

b ‘indicators set data from different statistics in comparison, e.g. input statistics (fun

ding,

staff, collections, space, equipment) to output statistics (e.g. loans, visits, downloads, reference
transactions) or to actual and potential users.

4.4.2.2

lmpact assessment

Impact can, in most cases, not be calculated from existing data but shall be assessed via surrogate

measures. E

that ind

18

vidence of impact can be collected in the following ways:

icate changes in knowledge, skills, opinions and behaviour.

It can be observed by direct or indirect observation methods, including data analysis.

It can be inferred based on library statistics, performance indicators or user satisfaction surveys
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It can be captured by asking the users themselves or the general public. The methods used
(interviews, focus groups, self-assessment, surveys) provide qualitative, subjective data, that could
be corroborated by other methods.

4.4.2.3 User satisfaction

User satisfaction surveys ask for a user’s one-time or long-term experience with library services
or for experience compared to expectation. Satisfaction does not prove an impact, as users might be
satisfied without benefiting from library services. But generally, satisfaction predisposes users for
being influenced and furthers receptivity for new experiences and learning. High satisfaction rates can
therefore help to identify library services that may have had an impact on the user’s sKills, competences,
behalviour or opinions.

4.4.2.4 Awareness of libraries and library services

This
a liby

document describes two performance indicators that evaluate whether users’and nonfusers know

ary and its services:

ercentage of survey respondents that know the library;

ercentage of survey respondents who feel it is important that the community or town
library.

quarter has

In the same way as satisfaction with library services, awareness of a library’s services an
benefits predisposes users for being influenced. But awaneness in itself is not yet an in
peoplle are asked whether they know a library and its services, or whether they think it is
the gublic, they speak of potential benefits, not of dir€ct benefits that they experienced the

4.4. Possible “impact indicators”

4.4.3.1 General

The greater part of the methods mentidned in ISO 16439 for assessing impact do not lend th
the specified calculations as desctibed for performance indicators. There are a few excepti

4.4.3.2 Tests

Testg provide data that-are usually regarded as objective. If a person’s information liter
litergcy) is tested befoPe and after attendance at library teaching lessons, the results can d
an inffluence of thelibrary’s activity.

An “
quesfions _be*used to make results comparable. As information literacy teaching differ
libraries;.this seems difficult to achieve.

1 of possible

\)pact. When
valuable to

mselves.

emselves to
bNS.

ey (or data
rectly show

ndicator based on tests would require that a similar teaching session and the sampe set of test

s largely in

4.4.3.3 Perceived impact

Most methods used for assessing an influence or impact on people rely on asking the people themselves,
whether actual users or the general public. The main question is always whether respondents think
they profited by a library or a specific library service, that they learned something, got new information,
changed their opinions about something, etc. The questioning can be done via surveys, interviews,
focus groups, or other methods for requesting information or opinion.

[SO 16439 describes examples of such methods, especially of impact surveys. Though ISO 11620 cannot
cover the broad aggregation of impact assessment methods presented in ISO 16439, one indicator
named “Perceived Impact” is offered in this document, based on a questionnaire, similar to the indicator
“User Satisfaction”. This opens the possibility to include at least a simple form of impact assessment
into performance measurement.
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5 Performance indicators in this document

5.1 General

5.1.1 The performance indicators included in this document are those seen to be most useful for
libraries in general. This document recognizes that there are many different types of libraries, in
different settings, serving different user groups, having a range of unique characteristics (structure,
funding, governance, etc.), and affected by a number of situational factors that impact the services and
resources that the libraries can provide. Since there is such a wide variation around the world, it is
important to understand that not all established performance indicators are useful to all libraries. The

list of perfo]
indicators fq

Annex A pre
widespread
in the literaf
far as possil

5.1.3 All |
specified ac
in revision§g
framework.

NOTE (oF:
This does nof
possible and

5.1.4 Whi
may not be
this documd
automated ¢
calculation

5.2 Crite

521 Ino
tested, valig
widespread

5.2.2 The
a)

Informd

[e traditional library statistics are collécted over the complete reporting period,

mance indicators included In this document s best seen as a menu of possible perforni
r use in a range of library settings.

sents a set of performance indicators that for the most part have been thoroughly test
use in libraries or through explicit testing by researchers and subsequentidocument
ure. Some new indicators have been added based on existing indicators.in‘order to coy
le all current activities of libraries.

cording to the descriptive framework presented in 5.3. Perfarpmance indicators to be 3
of this document will have to fulfil the same criteria-and follow the same descri

re has been taken to describe the indicators individually and independently of other indic
imply that the indicators must be used in isolation, When collecting data, it will, in many cas
practical to collect data for two or more indicators at'the same time.

possible for all library services, e.g\in-house use or physical library visits Therg
ent allows for the application of sampling methods, where data cannot be collected
ystems, or where data collectigh;over a reporting period is too time consuming. Fo
bf a reliable sample size, handbooks of statistical procedures should be consulted.

Fia for performance indicators

Fder to conform with this document, a library performance indicator shall be thoro
lated, and (preferably) documented in the literature. Performance indicators that
use in libraries-¢an be accepted although they have not been explicitly documented.

following Criteria should be used to test a performance indicator.

tive'content — The indicator should be informative as a tool for measuring an activit

identify

ance

ed by
htion
er as

performance indicators included in Annex A fulfil the criteriaipresented in 5.2 and are

dded
ptive

htors.
bs, be

this
fore,
from

ir the

ghly
e in

y, for

ing ar‘hipvﬂmpnfc’ and for ir]nnfifying prnh]pmc and chnrfr‘nmingc in the pnrfnrmn

e of

the library so that action can be taken to remedy these. It should provide information for decision-
making, e.g. goal setting, budget allocation, prioritizing services and activities, etc.

e result when used repeatedly under the same circumstances.

The fact that an indicator reflects the underlying variability of the data, such as sea

variations or fluctuations in loan activities, does not in itself mean that the indicator is not reliable.

Validity — The indicator shall be valid in that it shall measure what it is intended to measure.

Reliability — A performance indicator shall be reliable in the sense that it consistently produces

sonal

That some indicators are indirect indicators or rough estimates do not in itself mean that they

b)
the sam
NOTE 1
0)
NOTE 2
are not valid.
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d) Appropriateness — The indicator shall be appropriate for its intended purpose. That is, the units
and scale shall be suitable, and the operations necessary to implement the process of measurement
should be compatible with the library's procedures, physical layout, digital services, etc.

e) Practicality — The indicator shall be practical in the sense that it uses data that the library can
produce with a reasonable amount of effort in terms of staff time, staff qualifications, operational
costs, and users’ time and patience.

If the 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

i

NOTH
but i

5.3

5.3.1

The
whic]

5.3.2

The
appr
sectd

The
with

B

r the same level of efficiency in the libraries to be compared (see also 4.3.4.5). Itis im;~
imilar libraries (e.g. mission, library type, target population) are used for comparative
s also vital to ensure that the activities being measured are comparable.

3 This criterion is sufficient for ranking libraries according to the score of the\performa
not sufficient to determine, for example, that a library with twice the score of.another is twice

Descriptive framework

General

berformance indicators included in Annex A are describéd according to the following

Balanced Scorecard approach

presentation of the performance indicators’ in this document follows the Balance
pach[12], The Balanced Scorecard (BSC)-is a management strategy developed for the
r, with the four perspectives: customers, finances, processes, learning and growth.

BSC approach was adapted to libraries in several projects. Figure 2 shows an indicatoj

four major areas of measurement.
e ) A
— Collectio O — Collection
— Acces . — Access
— Faci Q — Facilities
= Sé\‘ — Staff
Q—@eneral — General

Resources,
access, and Use
infrastructure

7 of services
erative that
purposes. [t

hce indicator,
as good.

framework,

h should also be used in developing descriptions of newor alternative performance indlicators.

1 Scorecard
commercial

framework

©ISO

Potentials and Efficiency

development
— Collection — Collection
— Access — Access
— Facilities — Facilities
— Staff — Staff
— General — General
\\ J

Figure 2 — Indicator framework based on Balanced Scorecard (BSC)
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adequacy and availability of library resources and services (e.g. staff, collections, user places).

(e.g. loans, downloads, and facilities use).

Resources, access and infrastructure: This perspective presents indicators that measure the

Use: This perspective presents indicators that measure the usage of library resources and services

Efficiency: This perspective presents indicators that measure resource and service efficiency (e.g.

costs per loan, time required to acquire or process documents, and employee productivity in media

ing).

nrging service and resource areas and its abilitv to gnin sufficient ﬁlnding for dpvp]np

Potentials and development: This perspective provides indicators that measure the library's input

ent

1y
2)
3)
process
4)
into em
(e.g. pe
lessons
This organi
performanc

The indicat
facilities, st{

53.3 Ind

5.3.3.1 G

Each indicaf

5.3.3.2 N:

Each indicat

5.3.3.3 Bc

The backgrd
the perform

The statemd
measures,/p|

‘centage of staff time spent on educational services and attendances at formal tra
by staff).

zation provides users of this document with the ability to identify major area
e measurement by content and type of indicator.

prs are further categorized along the five service/resource areas-of ‘collection, ag
\ff and general.

cator presentation

tneral

or is presented in the standard format described in, 5:3.3.2 to 5.3.3.9.

ime

or shall have a unique, descriptive name,

pckground

und statement describes the actual state and importance of the service, activity or a
ance indicator is meant to measure.

nt shows what is regarded as quality in the service, activity or aspect in libraries and
erformance indicatotshave as yet been used for assessing that quality.

5.3.3.4 Objective

The objectiy
to the librar

5.3.3.5 Sg

e of the performance indicator indicates what the indicator is meant to measure in rel
y’s goals.

ope

ning

5 for

cess,

bpect

what

htion

The scope shall state the types of libraries to which the indicator can be applied.

The scope shall state whether the indicator is suitable for comparison between libraries and whether
there are any limitations concerning comparability.

The scope may include other limitations in the application of the indicator.

NOTE

For example, the scope can state whether the indicator is only suitable for certain parts of the

collection such as the loan collection or the reference collection; whether the indicator can be used both for
the library service as a whole and for parts of the library service; for showing differences between subjects or
between target groups.
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5.3.3.6 Definition of the indicator

The definition describes the data that are necessary for the performance indicator and their relation.

This statement may also include definitions of special terms used in the definition of the indicator, if
this seems expedient for better understanding of the indicator, even though the definitions are listed in
Clause 3.

Unambiguous terms used in the customary sense need not be defined.

5.3.3.7 Method

This

If mg

re than one method has been shown to be effective for the same purpose, severdl met

subclause describes the way in which the data are collected and results are calculated|

hods may be

described; the one most generally applicable shall be described first.

NOTH Examples of this are total count versus sampling, and use of a direct,measure versug an estimate
based on different data.

The |descriptions supplied shall not include general statistical, methodology such 3as sampling
procedures, sampling sizes, estimates of confidence intervals, statistical tests, etc.

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

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

If pdssible, the descriptions of methods may indicate the effort necessary for prepafation, data
collertion, and analysis of results.

5.3.3.8 Interpretation and factors affecting the indicator

This|subclause discusses how the resultsmight be interpreted, especially reasons for low effectiveness.
It polnts to difficulties and to circumstances that could affect the results.

The |nterpretation statement/may include information about the variability to be expected, such as

seas
The
expld

5.3.3

Refel
whet
thes

bnal variations or variations in time of day.

btatement should nameé possible reactions to the results in order to achieve better re
jin what other indicators might be useful in the same context.

.9 Source(s)

rencesare supplied to document the source of the indicator. The description should
herithie indicator as described in this document is a modified version of the indicator
purce document.

sults. [t may

state clearly
Hescribed in

If the name of the indicator is different from the one used in the source, the original name is supplied in
parentheses after the reference.

6 List of performance indicators for libraries

Table 1 lists activities and services commonly undertaken or provided in libraries through a Balanced
Scorecard approach. The performance indicators described in this document are grouped with
the activities or services to which they relate, and reference is given to the descriptions provided in
Annex A. The notation is designed to facilitate future additions both to the list of activities and to the
list of indicators.
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A detailed presentation of each indicator is provided in Annex A in the manner described in 5.3.3.

NOTE

There are a number of indicators in use in libraries which are not described.

Table 1 — List of performance indicators for activities and services commonly undertaken or
provided in libraries

user places).

A.1 Resources, access, and infrastructure

Indicators that measure the adequacy and availability of library resources and services (e.g. staff, collections,

stable condition

Performance indicator ! Pl number ! ﬂhjprtivp

A.1.1 Collection

Required titles availability Al1.1.1 To assess to what extent titles owned or licensed by the
library and in demand by the users are actially available
when required.

Percentage ¢f required titles in the|A.1.1.2 To assess to what extent titles in, demand by the ysers

collection are owned or licensed by the library. The indicator is
used to assess the fit of the-cellection to the reqpire-
ments of the users.

Percentage gf rejected accesses Al113 To establish whether, tHere are sufficient licences for
each electronic databdse to meet users’ demands

Number of documents digitized per|A.1.1.4 To assess to what/extent the library fulfils its tagk of

1 000 docunjents in the Collection making the documentary heritage publicly available
in digitized format.

Percentage pf documents digitized |A.1.1.5 To assess‘to what extent the library fulfils its tagk of

per special cpllection making‘its special collections publicly availablle in
digifized format.

Percentage df the owner institution’s|A.1.1.6 To'assess to what degree the academic publications of

publications|in the institutional re- an institution are accessible through the institutjonal

pository open access repository.

A.1.2 Acces:

Shelving accuiracy Al2.1 To assess to what extent documents that are recorded
in the library’s catalogue are in their correct plage on
the shelves and thereby available for use.

Median time¢ of document retrievalfA.1.2.2 To assess whether the retrieval processes are effe¢tive.

from closed ftacks

Speed of intdrlibrary lending Al1.2.3 To assess the time interval for successfully completing
an interlibrary loan or electronic document deljvery
transaction, from the initial request to sending the
requested item(s).

Percentage df successful interlibrary|A.1.2.4 To assess the fulfilment of interlibrary loans and|elec-

loans tronic document delivery requests relative to the total
number of interlibrary loans and electronic document
delvery requests.

Speed of reference transactions Al1.2.5 To assess whether reference answers are provided in a
timely manner. The indicator can also be used to analyse
the effectiveness of processes in reference services.

Percentage of rare materials accessible |A.1.2.6 To assess whether the rare collections are accessible

via online catalogues via the web. The indicator also measures the library’s
engagement in promoting its rare collection.

Percentage of the rare collection in|A.1.2.7 To assess whether the rare collection is usable and

accessible in its original form. The indicator thereby
assesses the adequacy of the library’s activity to pre-
serve the originals.

24
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Table 1 (continued)

Percentage of rare materials needing
conservation/restoration treatment
that received such treatment

A1.2.8

rare material in its original form.

To assess the library’s activities in the conservation of

A.1.3 Facilities

ly added opening hours compared to
the gverage number during all other
operling hours

User area per capita Al13.1 To assess the importance of the library as a place for
study, meeting, and as a learning centre, and indicate
the institution’s support for these tasks.

User places per capita A.1.3.2 To assess the availability of user places in the library.

Hoursopen {‘nmpm‘pd to demand A133 Toassessto \A/hnfdpgrnp the nppninghnnrs ofa]ibrary
correspond to users’ needs.

Average number ofloans duringrecent- |A.1.3.4 To assess to what degree additional*oper}ing hours of

a library correspond to the times when 1
borrow materials.

sers tend to

Percentage of storage space which has
an appropriate environment

To assess whether the storage environmer
protects the collection.

tadequately

A.1.4 Staff

Staffiper capita Al41 To assess the,number of library employeps per 1 000
members ofthe population to be served. The number of
persons irthe population to be served can e considered
proportional to the amount of work to be [done.

A.2 Use

Indigators that measure the usage of library resources and sérvices (e.g. loans, downloads, and fac

lities use).

A.2.]1 Collection

Colldction turnover

=
)
i
[N

To assess the overall rate of use of aloan

ollection.

Usage of print publications acquired
duripg the previous three years

>
N
i
N

To assess the extent of the demand for ney
in the print publications collections.

v documents

Loar]s per capita A.22N3 To assess the rate of use of library colle¢tions by the
population to be served. It can also be uged to assess
the quality of the collections and the libraty’s ability to
promote the use of the collections.

Percpntage of stock not used A2.14 To assess the amount of physical and electronic collec-

tions not used during a specified period. ]
can also be used to assess the fit of the col
requirements of the population to be serv

'he indicator
ection to the
ed.

Numpber of downleads per document
digitized

To assess whether the library has digitize
that are relevant for users.

1 documents

A.2.2 Access

ing to external users

Libraryiisits per capita A22.1 To assess the library’s success in attracting users of its
services.

Percentage of visits to the online cat-|A.2.2.2 To assess the success of the library in reaching its users

alogue via mobile devices through services for mobile devices.

Percentage of external users A2.2.3 To assess the percentage of library users who do not
belong to the library’s population to be served and
thus, the library’s importance for learning and culture
in the region and its impact and attraction outside its
service area.

Percentage of the total library lend- |A.2.2.4 To assess the extent to which library loan services are

used by external users and therewith to indicate the
attractiveness of the library’s collection to users outside
the population to be served.

User attendances at library events
per capita

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

© IS0 2023 - All rights reserved
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Table 1 (continued)

N
N
[e))

Number of user attendances at training | A.2.2.
lessons per capita

To assess the success of the library in reaching its users
through the provision of training lessons.

To assess to what extent the library has succeeded in its
functional literacy and numeracy training.

Percentage of users attending func-|A.2.2.7
tional literacy and numeracy training
lessons that reach a fixed level of
proficiency

To assess to what extent the library has succeeded in
its ICT training.

Percentage of users attending ICT|A.2.2.8
training lessons that developed tar-
geted skills

A.2.3 Facilities
User places ¢ccupancy rate A.2.3.1

To assess the overall use rate of user places.proyided
for reading and working in the library, by)estimating
the proportion of the places in use at aniy\given tifne.

A.2.4 Generpl

Percentage ¢f the target population|A.2.4.1 To assess the success of the library.in reaching a target
reached population.

N

To demonstrate the whole spread of a library’s infpact
by identifying the hiddenyusers.

Percentage of the population reached, |A.2.4.
including indirect users

User satisfadtion A.2.4.3 To assess the degree to which users are satisfied with
the library services as a whole or with different seryices
of the library.

Willingness fo return A2.4.4 To assess theeffectiveness of a reference transagtion

by the usef/s willingness to return to the referenceldesk
(or to a*virtual reference service).

Percentage
who know tH

of survey respondents|A.2.4.5

e library

To assess to what extent a library is known to its[pop-
ulation to be served.

Percentage
who feel it
institution, 4

of survey respondents
s important that their
ssociation, community,

To assess whether the value of a library that offers spgcific
services for them is recognized by the potential ulsers.

region or colintry has a library

Perceived injpact A2.47 To assess the degree to which users feel that they are
benefited by the library as a whole or by different ser-

vices of the library.

A.3 Efficiengy

Indicators tHat measure resoufee*and service efficiency (e.g. costs per loan, electronic resource access or
download; tifme required tocquire or process documents; and correct answer fill rate).

A.3.1 Collection
Cost per collpction use A3.1.1

The indicator assesses the library costs per colle¢tion
use and therewith the cost-efficiency of library services.

Acquisition ¢ost.per collection use [A.3.1.2 The indicator assesses the library’s acquisition codt per

collection use and therewith the effectiveness anld us-

er-orientation of the library’s collection building policy.

Cost per download A.3.1.3 To assess the cost of a specified electronic resource

related to the number of downloads from this resource.

A.3.2 Access
Median time of document processing|A.3.2.1

To assess whether the different forms of processing
procedures are effective as to speed.

A.3.3 Staff

User services staff as a percentage of | A.3.3. To determine the library’s effort devoted to public ser-
total staff vices in relation to the background services.

w
w
U

>
o
w
)

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 questions.

Correct answer fill rate
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Table 1 (continued)

cessi

Employee productivity in media pro-

ng

To measure the average number of acquired media (print
and electronic documents) processed per employee in a
certain period (usually one year). The indicator exem-
plarily demonstrates employee productivity.

deliv

Employee productivity in lending and

ery services

To measure the average loan transactions per employee
in a certain period (usually a year). The indicator exem-
plarily demonstrates employee productivity.

Staff costs per title catalogued A.3.3.5 To assess the staff costs of a specific policy for producing
bibliographic records and therewith the efficiency of
thc };bl dal )’ ’D lJl a\.t;\,co aud lJl ULLOOLUS.

Stafficosts per loan A.3.3.6 To assess the efficiency of the library/s lefjding and
delivery services.

A.3.4 General

Cost|per user A.3.4.1 To assess the cost of the library’s service 1jelated to the
number of users.

Costper library visit A3.4.2 To assess the cost of the Jibrary’s service ifelated to the

number of library visits.

Indig
cient

A.4 Potentials and development

ators that measure the library's input into emerging service and-résource areas and its ability
funding for development (e.g. percentage of expenditures on eleéctronic resources and attendan|

to gain suffi-
ices at formal

trainjing lessons by staff).

A.4.] Staff

Numper of attendance hours at formal |A.4.1.1 To assess the improvement of library staff skills by

trairling lessons per staff member attending training lessons.

Percentage of staff time spentin train- |A.4.1.2 To assess the percentage of staff time allocqted to formal

ing training activities for the purpose of enhancipg staff skills.

Percdentage of staff in cooperative|A.4.1.3 To assess the library’s local, regional, rational, and

partherships and projects international cooperation and therewith the library’s
importance in and impact on the library world.

Percpntage of staff time spent on ed+|A4.1.4 To assess the percentage of staff time allpcated to de-

ucatjonal services veloping and delivering user training and educational
services in all formats for the purpose ¢f enhancing
skills in library and information use.

Percpntage of library staffproviding|A.4.1.5 To assess the extent to which the library invests human

research support resources in providing support for researchers.

Numpber of researchy publications per|A.4.1.6 To assess to what extent the library engages in library

professional staffmember and information research and other academic research.

A.4.2 General

Percgntageoflibrary means received |A.4.2.1 To assess the library’s success in obtaining additional

by sgecialgrant or income generated financial resources.

Percemntage of InStitutional means [A4.2.2 To Mmeasure the importance of the ibrary (expressed

allocated to the library in monetary units) and the support by the funding

institution.

Number of publications in the media
per event

A4.2.3

To assess the library’s success in obtaining media
attention and therewith public interest for its events.
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Annex A
(informative)

Description of performance indicators

urces, access, and infrastructure

A.1.1 Coll
A.1.1.1 Re

A1.1.1.1

The extent
indicator, Wi
public and 4
of the last c¢
materials as

In the actua
availability
resources oy

The indicatd
misshelving

A1.1.1.2 (

To assess to
available wl

q

N

A1.1.1.3

This perforiance indicatoris-applicable to all libraries.

Reference a
lent out, wh

Print and d

Background

ection

quired titles availability

to which the titles in demand are available for use when required by users is a cl
idely used as an overall library performance and collection evaluation measure in
cademic libraries. Studies of availability have appeared in_the literature since the th
entury, mostly conducted to determine the level of user satisfaction with the availabil
a measure of library effectiveness[32],

context, where library collections combine both print and digital materials, the tradit
roncept must be extended to measure user succesSs in immediately getting access to d
vned or licensed by a particular library.

r can also help to identify barriers to usersuccess such as incorrect catalogue inform4
insufficient number of copies or licenses, and dead links to digital documents.

Dbjective

what extent titles owned orlicensed by the library and in demand by the users are act
len required.

pcope

hd loan collections should be measured separately. In loan collections, many items c{
le items.in'reference collection are more liable to be misplaced or stolen.

gital ‘collections should also be measured separately, as the reasons for non-availa

differ very 1

assic
both
rties
ty of

ional
gital

tion,

ually

in be

hility

huch.

This indicator can be used for specified collections, subject areas, branches, or time periods. For each
specified area within the library, the resulting indicators can be compared to see if the availability

differs signi

ficantly.

The indicator can be used for comparing libraries with the same mission, provided that the same
method is used for calculating the indicator.

A.1.1.1.4 Definition of the indicator

The percentage of titles owned by the library and required by at least one user that are immediately
available in either print or digital format.
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Available means, for the purpose of this indicator, that one or more copies of the title are available to
users for loan, in-library use, or downloading. Copies to be retrieved from closed stacks are counted as
being available.

Copies taken out for processing, such as cataloguing, classification, bookbinding, reshelving, etc., 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 digital 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 can, for the purpose of this indicator, include individual articles in journals, books, e-journals, or
eBo r of titles as
well.

1 £l ol PR | 4 i E el H Ladad o 1l o & 1 L
NS, Ul ULIITI \,au:uusucu UUCTUIIITTILS Ul TTOUUI LTS, IT LllC_y dl T IHICIUUCTU TIT tIIT tutdl ITUIITy

What is included shall be stated explicitly in each case.

A.1.1.1.5 Method

formats and
is available.
ite measure,

Draw
requ
For 4
chec

 a random sample of titles owned or licensed by the library in printnand digital
red by at least one user. For each title in the sample, record whether a copy of that title
rough measure for print titles, check only the records of the library.\For a more accur4
k the actual copies. Titles in digital formats shall be checked directly.

equired titles availability is shown as Formula (A.1):

i><100

The 1

(A1)

|l is the number of available required titlesdn the sample;

B isthe total number of required titlés-in the sample.

Rournd off to the nearest integer.

A random sample of required titles can be established in two ways.

a)

Ask a random sample of users what they are looking for in the library’s print and digita
gnd then discard any-titles not owned or licensed by the library. Only specific titles

earches, are included’in the sample. Remove duplicates of the same title. In order

| collections
not subject
to achieve a

ruly random samiple, either all required titles shall be taken from each user, or one title should be
elected randomly from each user.

q
9
1
9

]

b) itle.

NOTH

Draw a random sample using actual loan transactions. Remove duplicates of the same {

1 , ‘Method a) can be used for print and digital collections, method b) only for print collectiops.

NOTH 220 Method b) is less obtrusive to the users, but reflects only the demand for titles already
have resulted in a loan transaction. For some purposes, the result is adequate.

hcquired that

For libraries with marked variations, e.g. seasonal variations, a more accurate indicator can be attained
by measuring the Required Titles Availability at intervals over a period of time and then calculating the
mean availability.

A.1.1.1.6 Interpretation and factors affecting the indicator

The indicator is an integer between 0 and 100. It estimates the probability that a randomly selected title
owned or licensed by the library and required by users is available. A high score means high availability.

In some libraries, marked seasonal variations are to be expected. Variations during the week or during
the day can also be expected.
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The indicator is affected by several factors. The most important are the following:
— number of copies of each title, especially titles in much demand;

— number of simultaneous users allowed for a licensed digital resource;

— composition of the collection in relation to the demands of the users;

— standard loan period of the library, specific loan periods for titles in heavy demand, and the number
of documents authorized for borrowing simultaneously;

— number of print titles also available in digital format.

Minor factors, such as the number of titles taken out for bookbinding or other processing, spegd of
reshelving, etc. will influence the score.

A.1.1.1.7 S$Source(s)

See the follgwing references:

— Referenice [28] p. 300;

— Referenice [36] pp. 84 - 89 (“Availability”);

— Referenfce [41] pp. 60 - 71 (“Materials Availability”).

A.1.1.2 Percentage of required titles in the collection

A.1.1.2.1 Background

One of a lijrary’s primary tasks is to select, maintain, and provide access to relevant information
resources which satisfy its users’ demand. Therefore, it is important to check to what extenf the
publicationd required by its users are owned ordicenced by a library.

This indicafor is closely related to the indicator “Required titles availability” (see A.1.1.1) gs its
necessary cpmplement when assessing the two main aspects of availability: whether the document that
a user requgst is in the collection andWhether it is available for use.

A.1.1.2.2 (Qbjective

To assess tojwhat extent titlesin demand by the users are owned or licensed by the library. The indifator
is used to agdsess the fit af’tle collection to the requirements of the users.

A.1.1.2.3 $cope

This perforrrmnce indicator is applicable to all libraries.

The indicator can be used for specified collections, subject areas, branches, or time periods. For each
specified area within the library, the resulting indicators can be compared to see if the availability
differs significantly.

The indicator can be used for comparing libraries with the same mission and a similar population to be
served.

A.1.1.2.4 Definition of the indicator
The percentage of titles, required by at least one user, that is already owned or licensed by the library.

If a title has been published and ordered before the investigation but has not been received by the
library, it is counted as owned by the library.
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Titles can, for the purpose of this indicator, include individual articles in journals or books, if they are
included in the total number of titles as well. What is included has to be stated explicitly in each case.

A.1.1.2.5 Method

Draw a random sample of titles required by at least one user, by asking a sample of users what they
are looking for in the library. Include titles in print and digital format. Sample only specific titles, not
subject searches.

NOTE This method will not result in a truly random sample unless only one required title is taken from each
user. For most purposes, the result is adequate even if all titles named are used.

Recolrd for each title in the sample whether the library owns or has licensed a copy of thattiitle.
The percentage of required titles in the collection is shown as Formula (A.2):

—‘%xlOO (A.2)
1

where

A is the number of required titles in the sample owned or licensed by the library;
B is the total number of required titles in the sample.

Rourjd off to the nearest integer.

A.1.1.2.6 Interpretation and factors affecting the indicator

The [ndicator is an integer between 0 and 100> It estimates the probability that a title required by
users$ is in the library’s collection. A high.gcore indicates a good fit between the collecfion and the
requjrements of the users.

NOTH As well as indicating a poor fit between the collection and the requirements of the userf, a low score
mighf also indicate that the users have . a wrong perception of the subject coverage of the library. This can be
addr¢ssed through the promotion-ofthe library’s services.

The results to be expected will depend on the type of library (e.g. special library or genleral library,
acadgmic library or publiclibrary, etc.).

A.1.1.2.7 Source(s)

See Reference{35] pp. 84 - 89 (Included in “Availability”: called “Acquisition Rate” or “Ratiolof Acquired
items to Sought items”).

A.1.1.3") Percentage of rejected accesses

A.1.1.3.1 Background

The high costs of licensed digital electronic resources are significant for libraries. As a result, It is
necessary for them to carefully evaluate the use of these digital resources, finding the necessary balance
between the users’ demand (translated into a specific number of access licences) and the restrictions of
the library budget.

High numbers of turnaways (rejected accesses) indicate that the number of simultaneous user licences
is insufficient for user demand.

A.1.1.3.2 Objectives

To establish whether there are sufficient licences for each database to meet users’ demands.
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A.1.1.3.3 Scope

This performance indicator is applicable to all libraries with licensed databases.

A.1.1.3.4 Definition of the indicator

The percentage of rejected accesses of the total attempted accesses for each licensed database during
a specified time period. In the sense of this indicator, a rejected access is an unsuccessful request on a
database due to the request exceeding the simultaneous user limit.

Accesses by library staff and for user training should be included.

Accesses rejlected because of incorrect passwords or user IDs are not included.

A.1.1.3.5 Method

Count the td
during a spH

tal number of attempted accesses on a database and the number of unsuccessful atte
cified time period.

mpts

The percentjage of rejected accesses is calculated as shown in Formula (A.3):

A
—x100 A3
B (A.3)

where

A isthe number of rejected accesses on a licensed database during a specified time period;

B s tl]

sanj

e total number of rejected and successful accesses on the electronic database durin
e time period.

g the

Round off td nearest integer, or one decimal placelif less than 10.

A.1.1.3.6 Interpretation and factors affecting the indicator

The indicatqr is an integer in the range'of 0 to 100. A high score indicates that the number of licenges is

not adequat

The indicat
calculating {

q

N

A.1.1.3.7

See Referen

A1.1.4 Nu

b to users’ needs.

pr should be considered separately for each database. There is nothing to be gaing
W global figure forall databases.

jource(s)

Ce [16](P1 10).

d by

Rer of d ligitized 1 000 d in the collecti

A.1.1.4.1 Background

Many libraries hold valuable documentary heritage collections. An urgent objective today is to preserve
these collections long-term and to make them available for public use via digitization.

Many libraries are digitizing material which in analogue formats can be fragile and at risk of loss in
order to conserve the original analogue document by offering a digital surrogate for use. Besides,
digitization improves wider access and collaborative sharing of information resources.

The level of digitization of its documentary heritage is, therefore, an important measure of library
collections accessibility, since it is essential for preservation, effective dissemination and integration of
these materials into the learning and research process.
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A.1.1.4.2 Objective

To assess to what extent the library fulfils its task of making the documentary heritage publicly
available in digitized format.

A.1.1.4.3 Scope

The performance indicator is applicable to all libraries whose tasks include preserving and promoting
the documentary heritage.

Comparing the results between libraries will be difficult, as the collection size can differ considerably.
But qomparisomover timre amd withrgoats wittbetmportant foreactrtibrary:

A.1.1.4.4 Definition of the indicator

The humber of documents digitized (by the library itself or other institutiors) per yeafr per 1 000
docujments in the collection.

NOTHE 1 Anitem is only counted as digitized if the complete item has been copied.
NOTH 2  Digitization for preservation purposes is included.
NOTHE 3  Mass digitization is included.

NOTHE 4  Purchase of digital copies for replacing print copies isexcluded.

A.1.1.4.5 Method

Establish the number of documents in the library/s-collection. Count the number of documents digitized
out df the analogue collection in the reporting year.

The pumber of documents digitized per 1 000 documents in the collection is shown as Forrhula (A.4):

1 %1000 (A4)

wherte

A is the number af-documents (physical units) digitized in the reporting year;
B is the totallnumber of documents (physical units) in the library’s collection.

Rournd off to thefearest integer.

A.1.1.4.6 \Interpretation and factors affecting the indicator

The indieatorisaninteger-between0-and1-0606-
A high score shows the library’s commitment to making its collection accessible.

The indicator will be influenced by the funding of local, regional, or national heritage programs.

A.1.1.4.7 Source(s)
See ISO/TR 28118:2009, A.5.1.
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A.1.1.5 Percentage of documents digitized per special collection

A.1.1.5.1 Background

Many libraries hold special collections that have intrinsic value to the institution, for instance rare
books, genealogy materials, archives, local history, theses, or books from local authors.

An important objective today is to make these collections universally available by digitization.
Digitization of special collections provides a new set of choices in the realms of preservation,
reformatting, and security of materials. It also brings significant benefit to the users by improving the
access to the material and thus increasing their use.

A1.1.5.2 (

This perfor
collections

q

N

A.1.1.5.3
The indicatd

The results
over time ar

A1.1.54 1

The indicat
special collg

NOTE 1
NOTE2 Dj
NOTE3 A

according to

NOTE 4
periodicals a

A.1.1.5.5

Establish th|
the number

Dbjective

mance indicator assesses to what extent the library fulfils its task of making'its sp
ublicly available in digitized format.

pcope
r is relevant for all libraries with special collections.

are not comparable between libraries as each special collection is unique, but compa
d with goals is important for each library.

Definition of the performance indicator

r is the percentage of documents digitized (by the library itself or other institutions
ction at a specified period of time.

An item is only counted as digitized if the complete item has been copied.

gitization for preservation purposes isdncluded.

special collection is defined as.a“Collection of materials segregated from a library colldg
form, subject, genre, period, geographical area, condition, rarity, source, or value.

The calculation of the perCentage could be based on the number of titles, copies, in the c3

so the number of annuahvolumes, or pages of objects/documents.

Method

e number ef.documents per special collection of the library. If a full count is not avai
may instead be estimated.

Count the nfimper’6f documents that have already been digitized per special collection.

The percent

é><1OO
B

where

A
B

ecial

rison

) per

ction

se of

able,

o oA xaantce Al axrpnarila (A CN

2
T OT o ta (2597

is the number of documents in the special collection that have been digitized;

is the total number of documents in the special collection.

Round off to the nearest integer.

34

(A.5)

© IS0 2023 - All rights reserved


https://standardsiso.com/api/?name=09831b4878c93c867be07c1e43eb2758

1SO 11620:2023(E)

A.1.1.5.6 Interpretation and use of results

The performance indicator is an integer between 0 and 100.

A high percentage is regarded as good as it shows the library’s commitment to making its collections
accessible.

A.1.1.5.7 Source(s)

Seel

SO 21248:2019, A.1.3.2.

A.l.

A.1.]
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to pr
thein
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thesg
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A.1.]
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learn]

Stud

.6 Percentage of the owner institution’s publications in the institutional reposit

.6.1 Background

ently, many educational institutions are setting up repositories for publicatiens of their
pvide open access to these materials as a means of increasing the publications visibilit
positioning in the international rankings, and facilitating scholarship communicati
, these institutional repositories are managed by libraries.

success of an institutional open access repository can be measaved by the volume and
ents which mainly depend on the participation of the academic institution’s scholarly c

.6.2 Objective

csess to what degree the academic publicationsCof an institution are accessible
futional open access repository.

.6.3 Scope

performance indicator is applicablelfor libraries responsible for the institution’s
sitory.

ndicator could be used for @ne institution or a group of institutions, and include th
Fent kinds of academic publications, such as journal articles, eBooks, e-prints, techn
s and dissertations, data sets, and teaching and learning materials.

barison is possible szith other institutions with the same open access policy and organ

.6.4 Definition of the indicator

bercentage ‘of the total number of the owner institution’s academic publications, suc
les, eBooKs, e-prints, technical reports, theses and dissertations, data sets, and t
ingimaterials, that are stored in the institution’s open access repository.

ory

researchers
y, improving
pn. In many

scope of its
ommunity.

hrough the

nstitutional

e storing of
cal reports,

zation.

h as journal
baching and

ES ] £ 3 Ladad
C1IU VWUI RO dI U 11Ul T1HICIUUtT

.

The indicator may include masters’ theses, or be used separately for these.

The indicator can only be used in institutions that keep records of published academic publications in
the institution.
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A.1.1.6.5 Method

It is desirable to calculate the indicator separately for records and open access full text academic

documents.

1) To assess the percentage of the owner institution’s academic publications available as records in
the institutional repository:

— establish the total number of academic publications that have been published (journal articles,
eBooks, e-prints, technical reports, theses and dissertations, data sets, and teaching and
learning materials) in the institution during the last three years;

estd

The percent
only) is calc

é><100
B
where
A ist
acc
B

staf
Round off td

2) To asse

iblish the number of these publications that are recorded in the institutional repositor

age of the owner institution’s academic publications in the institutional repository)(req

1lated using Formula (A.6):

ne number of records of the institution’s academic publigations in the institutional
PSS repository;

is the number of academic publications published by the ¥hstitution or the institution’s scie

f during the past three years.
nearest integer.

5s the percentage of the owner institution’s academic publications freely available a

text academic documents in the institutional repository:

estd
e-p
mat

esti
inst

The percen
calculated u

é><100
B

where

ords

(A.6)

open

htific

5 full

iblish the total number of academicpublications that have been published (journal artjicles,
"ints, technical reports, theses ‘and dissertations, data sets, and teaching and leafning
erials) in the institution durihg the last three years;
hblish the number of these publications for which the full text is available for all users ip the
itutional open access tepository.
fage of the ownes institution’s academic publications in the institutional repository is
sing Formula.fA)/):

(A.7)

A

repository;

staff during the past three years.

Round off to the nearest integer.

A.1.1.6.6 Interpretation and factors affecting the indicator

is the number of the institution’s academic publications stored in the institutional open access

is the number of academic publications published by the institution or the institution’s scientific

The performance indicator is an integer between 0 and 100. A high score indicates a good access for
external users to academic publications produced by the institution.
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A low score could be caused by low knowledge about the benefits of open access publishing or by a
missing open access policy in the institution.

A.l.

See

A1l

1.6.7 Source(s)
Reference [12].

.2 Access

A.1.2.1 Shelving accuracy

A.1.2.1.1 Background

Retufrning physical documents to their correct place on the shelves and thereby assuring t
availpble for use is an activity that still reflects the efficiency and effectiveness‘ofa librar
on slhelving processes has been addressing areas such as collection arrangement, shelvil
staff|efficiency. The accuracy level of documents re-shelved in the stacks is seen as main i
good processes in this sector.

A.1.2.1.2 Objective

To agsess to what extent documents that are recorded in theibrary’s catalogue are in t
place on the shelves and thereby available for use.

A.1.2.1.3 Scope

The
The

area(within the library, the resulting indicators can be compared to see if the rate of accu
significantly.

Comparisons between libraries are possible if differences in storage (open or closed
frequiency of use are taken into eonsideration.

Thislindicator does not measure the speed of shelving.

A.1.2.1.4 Definition ofthe indicator

The

shelyes at the time of investigation.

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

performance indicator is applicable to all libraties with physical collections.

indicator can be used for specified collections, subject areas, or branch libraries. For ea3

percentage gf.documents recorded in the library’s catalogue that is in the correct |}

hat they are
. Literature
g speed, or
ndicator for

heir correct

ch specified
racy differs

stacks) and

blace on the

aken out for

A.1.2.1.5 Method

a) Check a random sample of shelves with the help of a shelf-list. Record, for each document in the
list, whether it is shelved correctly. For all missing documents, check whether their absence is
accounted for in the library’s records. If all documents in a collection are equipped with barcodes,

scanning tools and wireless technology can be used instead of shelf-lists.

In open access areas, the shelves should be checked out of opening times in order to include
documents that have been used in-house. Documents awaiting shelving should be reshelved before

counting.

© IS0 2023 - All rights reserved
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The shelving accuracy is calculated using Formula (A.8):

A

—x100 A.8

B (A.8)
where

A isthe number of documents correctly shelved;

B

in the library’s records).

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

Round off tg

NOTE
that have be
correct shelv|

b) Check 3

in the s
misplac
checked

The shelvin

A-B
A

X

where

A ist

B ist
Round off tg
NOTE 1 Af

NOTE2 If
can be used i

!

the nearest integer.

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

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

random sample of shelves in the collection. Count the number of doeuments on each

ed near to or far from their correct position. In open access areas, the shelves shou
out of opening times in order to include documents that have been used in-house.

b accuracy is calculated using Formula (A.9):

100

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

the nearest integer.

an estimate, the simpler méthod b) can be sufficient.

all documents in a collecdtion are equipped with barcodes, scanning tools and wireless techn|
h the counting of doduments in the sampled shelves.

A.1.2.1.6 Interpretationand factors affecting the indicator

The indicatg
accuracy is

r is an integer between 0 and 100. A high score means high shelving accuracy. The she
hffected.by several factors. The most important are the following:

those
that

shelf

hmple. Record all documents that are found in the wrong place, infespective of their peing

Id be

(A9)

plogy

lving

— the frequency of shelf-reading;

— the speed of reshelving.

The indicator could also point to the classification or other shelf-location system not being transparent
and easy to use or to the need for a security system.

For libraries, with part of their collection in closed stacks and part in free access, or where use varies
much between parts of the collection, shelving accuracy should be assessed for the different parts of
the collection separately, as documents in open access areas and in frequent use will be more liable to
misshelving.

A.1.2.1.7 Source(s)
See Reference [36], C 13.
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A.1.2.2 Median time of document retrieval from closed stacks

A.1.2.2.1 Background

Most libraries are (or will be in a near future) hybrid since they offer a combination of traditional and
digital products and services. In hybrid library collections, digitized and born digital resources coexist
with non-digital documents, which are stored either in open access shelves or in closed stacks. To
retrieve documents from closed stacks, users must consult the library catalogue, submit a request and
wait for the delivery of the item.

In this context, the time spent in fetching documents from closed stacks is crucial for a quick and
effecftive access to the collection.

A.1.2.2.2 Objective

To agsess whether the retrieval processes are effective.

A.1.2.2.3 Scope
All lipraries with part of their material in closed stacks.

Comparing libraries can be possible if local circumstances con¢€rning buildings, transpdrtation, etc.
are tpken into account.

A.1.2.2.4 Definition of the indicator

The median time elapsed between the request for a document placed in closed stacks and the moment
itis 4qvailable to the user.

The fime interval is measured in library business hours (the hours the library is open for business,
exclyding weekends, holidays, or other days'when the library is closed).

A.1.2.2.5 Method

Draw a random sample of docuiients owned by the library, stored in closed stacks and requested by
the users.

Register, for each request;-the date and time of the day when the request was submitted and the time
when the document wasTeady to be collected by the user. Subtract the starting time from the finishing
time| expressed in miimutes or hours as seems most fit.

The median time of document retrieval from closed stacks is established by ranking the{requests in
ascending arder by the retrieval time. The median time is the value of the request in the npiddle of the
rankiing liSt-1f the number of requests is even, the median time is the average of the two vyalues in the
middle-of‘the ranking list, rounded off to the nearest minute.

The sample can be established in two different ways.

a) The sample is drawn among the titles owned by the library and not on loan. The requests are made
by the investigators or their proxies at random times during the sampling period and the time of
handing in the request is recorded.

b) The sample is drawn among actual requests at the time when the documents are ready to be
collected by the user. The method presumes that the date and time of the request is recorded as
part of the normal routine.

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

Requests for documents in off-site storage should be counted separately.
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nterpretation and factors affecting the indicator

The indicator is a real number with no top limit. The indicator is expressed in minutes or hours and

minutes.

A short retrieval time is considered good. The retrieval time can be affected by the number of orders at
peak times, by storage conditions, or shelving accuracy.

Delivery of materials stored in closed stacks placed in distant locations can take more time.

Results should be compared to the standard of service to which the library has committed.

A.1.2.2.7
See the foll
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To assess tle time interval for successfully completing an interlibrary loan or electronic docu
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ing references:
e [15];
e [36] pp. 202 - 205 (“Lending Speed”);
e [43] pp. 112 (item F 95).

eed of interlibrary lending

browing digital resources, the relevance of Interlibrary Lending (ILL) has not decre
vidual library or country can be self-sufficientinkmeeting all the information needs of

for performance assessment in interlibrary lending is evident, and there is a ge

is one of the primary and most widely used criteria.

Dbjective

hsaction, from the injtial request to sending the requested item(s).

pcope

mance indicator is applicable to all libraries participating in interlibrary lending
bcumentdelivery services.

is possible between libraries of similar mission and goals if a similar type of lending
tém is used.

hsed,
their

neral
btion

ment

and

r and

A.1.2.3.4 Definition of the indicator

The number of hours required for library staff to successfully complete an interlibrary loan or electronic
document delivery transaction.

Arequestis

complete when the item is sent to the requesting library by the lending library.

The time interval is measured in library business hours (the hours the library is open for business,
excluding weekends, holidays, or other days that the library is closed).

An interlibrary loan is a loan of a document in physical form or a delivery of a document, or part of it, in

copied form

40

, from one library to another which is not under the same administration.
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An electronic document delivery in the sense of this indicator is the electronic transmission of a
document or part of a document from the library collection to a user, mediated by library staff, not
necessarily via another library.

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.

A.1.2.3.5 Method
The speed of interlibrary lending is shown as Formula (A.10):

A
T A.10
3 (A.10)

where

A is the total number of hours to complete a specified number of interlibrary loans ¢r electronic
document delivery transactions;

B isthe number of interlibrary loan plus electronic document delivery transactions ificluded in A.
Exclyde days library is closed for business. Round to the nearest whole hour.

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

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

If on]y one of the services is available:ifi;the library (e.g. interlibrary lending or electronjc document
delivery), then A and B would reflect(the single service available.

A.1.2.3.6 Interpretation andfactors affecting the indicator
The indicator is a positivereal number with no top limit.
A lower score is usualy~considered as good. It shows whether its processes are organized gfficiently.

The ndicator isdnfluenced by internal conditions. Staffing, collection size, days the libfary can be
closgd for business, and delivery delays can greatly influence the score.

The Indicator should be judged against the mission and objective of the library.

A.1.2.377 Qnurt‘n(c)

See Reference [23], 5.3.
A.1.2.4 Percentage of successful interlibrary loans

A.1.2.4.1 Background

In times of growing digital environment, Interlibrary Loan (ILL) and document delivery maintain their
relevance.

There is a general agreement in the literature that the fill rate of requests and the turnaround time (see
Indicator A.1.2.3) are the two primary and most widely used criteria for evaluating interlibrary lending
and electronic document delivery.
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A.1.2.4.2 Objective

To assess the fulfilment of interlibrary loans and electronic document delivery requests relative to the
total number of interlibrary loans and electronic document delivery requests.

A.1.2.4.3 Scope

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

The indicator excludes resource sharing within the same library administration.

Al1.2.4.4

The perce
transaction$

An interlibr

item request

Delivery ing
other form (¢

An interlibr
copied form

An electron
document 0|

efinition of the indicator

age of successfully completed interlibrary lending or electronic document del

p.

hry lending or electronic document delivery transaction is successfully’'completed wh

ed is delivered to the requesting library or user.

ludes all methods of transmission of an item (e.g. facsimile, digital image, pdf, post

f surface delivery service).

hry loan is a loan of a document in physical form or a delivery of a document, or part of]

from one library to another which is not under the sahte administration.

ic document delivery in the sense of this indicator is the electronic transmission|
I part of a document from the library collection' to a user, mediated by library staf

necessarily

via another library.

very

tn an

hl, or

it, in

of a
F not

A.1.2.4.5 Method

The percentiage of successful interlibrary loans.s calculated as shown in Formula (A.11):

é><100
B

!

Round off td

h.11)

where

A  isthe number of su¢céssful interlibrary loan and electronic document delivery transactions;

B isthe total of allinterlibrary loan and electronic document delivery requests.

the nearést integer.

The total nymber of all requests and successful interlibrary lending and electronic document del
transactions

very

1At d
STCquITCUr

Collection point is the library department responsible for interlibrary lending and electronic document
delivery.

Effort is low for libraries with automated methods for determining the number of interlibrary loan and
electronic document delivery requests and successfully completed transactions.

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, and 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.
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A.1.2.4.6 Interpretation and factors affecting the indicator
The indicator is an integer between 0 and 100.

A higher score is usually considered as good. It is an indicator of the quality of the library’s collection
shelving accuracy and shows the library’s importance to the library community.

The indicator will be influenced by a high percentage of documents on loan or not available for lending
at the time of collection.

Alow score can indicate that other libraries have an incorrect perception of the subject coverage of the
library to which they send the requests.

The indicator should be judged against the mission and objective of the library.

A.1.2.4.7 Source(s)

See Reference [23], 3.0.
A.1.2.5 Speed of reference transactions

A.1.2.5.1 Background

Answering users’ reference questions is still an important service of libraries that has Increased in
outr¢ach with the introduction of digital reference.

Speef of providing answers in reference transactionsywhich is often referred to as turnground time,
is anpther quality aspect for reference services besides the accuracy of answers (see A.3.3.R). Libraries
should take care that the speed of answering does not influence the quality of the answers$. Therefore,
librafies should assess both speed and accuracy:of responses when evaluating their referernce services.

A.1.2.5.2 Objective

To agsess whether reference answers are provided in a timely manner. The indicator can aldo be used to
analyse the effectiveness of proceesses in reference services.

A.1.2.5.3 Scope
The indicator is relevantfor all libraries.

Comparison is pgssible between libraries of similar mission and goals if a similar type pf reference
service is provided (e.g. online reference).

A.1.2.5.4 UDefinition of the indicator

The average total time (r‘nmmnn]v known as turnaround fimp) required ta (‘nmplpfe reference
transactions, measured in minutes, hours or days, depending on the type of services.

NOTE1 This measures the total time of the transaction, not the staff time spent on the transaction.

NOTE 2  The time interval considers only library business hours (the hours the library is open for business,
excluding weekends, holidays, or other days that the library is closed).

NOTE 3  Reference questions can regard facts, documents, or advice on sources for the user’s subject.
NOTE4  The definition excludes directional and administrative inquiries, e.g. for locating staff or facilities,
regarding opening times, about handling equipment, such as reader printers or computer terminals, using self-

service functions.

NOTES5 Reference questions can be delivered by telephone, mail, electronic means (such as e-mail, text
messaging, or digital reference software) or personally (face to face).
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A.1.2.5.5 Method

Draw a random sample of reference transactions. A sample period should be a typical week, which
is neither unusually busy nor unusually quiet. Sample periods can be selected from various months
throughout the year to offset peak periods and off periods. Exclude days when the library is closed
for business. During the sample week, keep a count of the reference transactions on a daily basis. The
transactions shall be initiated within the sample week, but completion could take longer.

Record for each transaction the date and time that the library receives a reference question and the date
and time that the library delivers the answer to the users. Negative answers (e.g. no source found) are
included. The data can be collected by unobtrusive testing sheets. For digital reference transactions,
the data car

1 1l PR i | 1 L1
pTLulicticu Uy 1Ug TTICS.

The time n¢eded for each delivery should be calculated by counting only the business hours’ df the
reference sgrvices on the sampling days. Include all time taken before providing the answer to the|user
regardless df the actual time spent working on the specific inquiry.
NOTE Lipraries might want to assess different modes of reference transactions (online; face-to-face| etc.)
separately.
In case transactions of different units of time (minutes, hours, etc.) are incliuded in the sampleg, the
durations njust be converted to the same unit before using the formula of counting the speed of
reference transactions.
The speed of reference transactions is shown as Formula (A.12):
A
— (A12)
B
where
A isthe total number of minutes, hours or days, depending on the type of services, to completle the
refgrence transactions in the sample;
B isthe number of reference transactions in the sample.

A.1.2.5.6 Interpretation and factors’affecting the indicator
The indicatqr is a positive real mumber without top limit.

A lower scoi
efficiently.

e is usually cofisidered as good. It informs the library whether its processes are orgamized

When inter]
the referend
accuracy ca

preting the' results of this indicator, libraries should pay special attention to the qual
e answers. It is not always desirable to have shorter turnaround times because in such
h be'impeded by speed. When a question is complicated or a user expects a comprehe

ty of
rases
nsive

answer, lon

ber‘turnaround time migh‘r result in better service for the user Type and Qppri;\]it

of a

question will greatly influence the indicator result.

Some transactions can take much longer than others. It is useful to analyse the median speed and the

distribution

of turnaround times in such cases.

A.1.2.5.7 Source(s)

See ISO/TR 28118:2009, A.6.2.
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A.1.2.6 Percentage of rare materials accessible via online catalogues

A.1.2.6.1 Background

Many libraries hold rare materials such as manuscripts, incunabula and rare books in their collections.
Such materials are sometimes not yet fully catalogued, or the cataloguing data are only searchable
via book, card or manuscript catalogues. These older catalogues are gradually converted into online
catalogues in order to make the titles accessible for everybody via the web.

The percentage of rare materials that are findable via online catalogues is an indicator for the library’s
engagement in making its rare collections accessible.

A.1.2.6.2 Objective

To agsess whether the rare collections are accessible online. The indicator also measures the library’s
engagement in promoting its rare collection.

A.1.2.6.3 Scope
The performance indicator is applicable to all libraries with rare collections.

Comparison between libraries can be affected by national ,er{regional funding for re¢trospective
cataloguing.

A.1.2.6.4 Definition of the indicator

Percentage of rare materials in a library’s collection‘that can be retrieved in the online catalogue/s of
the Ifbrary.

In the sense of this indicator, rare materials axe incunabula, manuscripts, books published before 1800,
and newer books that are made precious by their limited issue, by their binding, by dedications, and
similar characteristics.

NOTE1  Usually, such materials will belong to special collections with special shelf marks andl are shelved
sepatfately in a secure location to which access is restricted.

NOTE 2 The definition excludes archives and records concerning private persons, institutions, and

organizations (collections containing manuscripts, letters, notes, photos, and other material given py bequest to
the liprary or purchased-assuch by, or on behalf of, the library).

A.1.2.6.5 Method

Count the tofalnumber of rare materials (titles) in the library’s collections. If the real nymber is not
availpble, anrestimate should be made.

Courlt“the number of rare materials’ cataloguing records that are contained in the library’s online
catalogues.

The percentage of rare materials accessible via online catalogues is calculated as shown in

Formula (A.13):

%xlOO (A.13)

where

A  isthe number of rare materials retrievable via online catalogues;

B isthe total number of rare materials.
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Round off to nearest integer.

The indicator can be split up as to materials.

A.1.2.6.6 Interpretation and factors affecting the indicator
The indicator is an integer between 0 and 100.

A high score is considered good. It means that a high percentage of the rare material is retrievable via
online catalogues and therefore can be easily located by users.

If the score is

> libra an, for exa rare
materials directly into the online catalogues.

A.1.2.6.7 $Source(s)
See ISO/TR p8118:2009, A.2.2.

A.1.2.7 Percentage of the rare collection in stable condition

A1.2.7.1 Tackground
a

The physicall condition of a collection is important for its suitability forvany form of use. Since unstable
material will suffer additional damage if handled, the distinegtion between stable and unstable
is a critical |one, separating material that can be used from thatwhich cannot. In the case of mould
infestation fhere may be also health risks to human beings.

Libraries whose tasks include preserving the documentary heritage need to assure an effective agcess
to their rarg collections. Therefore, collections should bé&in a stable condition.

A.1.2.7.2 (bjective

To assess whether the rare collection is usable/and accessible in its original form. The indicator thgreby
assesses thg adequacy of the library’s activity to preserve the originals.

A.1.2.7.3 $cope
The indicatqr is relevant for alldibraries whose tasks include preserving the documentary heritagg.

Comparison|between libraries with similar mission and collections is possible.

A.1.2.7.4 Definitionof the indicator

The percentpgefrare materials in the collection that is in a stable condition.

s 1o dafs 2| iralbla Fos [ N | ool ikt b 2| | TS 1
Stable conditioris-definedassuitable foruse—Stable-material gncnave-Soe-aatrage ot cairoe used

without immediate risk of further damage. Unstable material will be further damaged if used.

The indicator is restricted to the print and manuscript collection.

A.1.2.7.5 Method

A random sample of 400 items of the print or manuscript rare collections is surveyed as to the condition
of items in the sample. Items are classified in four categories:

1) good condition: usable with the normally advisable care for the collection;
2) fair condition: damaged, but stable if used with extra care and attention;

3) poor condition: moderately deteriorated, no use possible without further damage;
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4) unusable condition: strongly deteriorated, item is to be excluded from use by its fragility, by mould,
or pest infestation, respectively.

Categories 1 and 2 would be counted as stable, categories 3 and 4 as unstable.

The percentage of the rare collection in stable condition is:

é><100
B

where

(A.14)

Rour

The i

A.1.7
The i
A hig

The
the 4|

If th
medj

(e.g..
cani

is the number of items in stable condition;
is the total number of items in the sample.
d off to the nearest integer.

ndicator can be expanded to include the total collection.

.7.6 Interpretation and factors affecting the indicator
ndicator is an integer between 0 and 100.
h score is usually considered as good.

ndicator will be influenced by the frequency of use, of the collections, the storage cor
vailability of funding for preservation/conservation measures.

e results show low stability, further survéys could target specific parts of the col
eval or modern manuscripts, cartographi¢ material, newspapers) or the special kin
mechanical, biological, acid paper) in 6rder to prioritize preservation activities. Meg
hclude:

— improvement of environmental conditions (temperature and relative humidity);

—

—_— q

—

hanges in handling metheds;
torage in enclosuresye,g- boxes;

onservation treathient;

— 1nass deacidification;

— 1

JR— q

ebinding;

ubstitution of unusable items by copies or surrogates.

ditions, and

lection (e.g.
1 of damage
sures taken

A.1.2.7.7 Source(s)

See ISO/TR 28118:2009, A.8.1.

A.1.2.8 Percentage of rare materials needing conservation/restoration treatment that received

such

treatment

A.1.2.8.1 Background

Libraries that hold rare materials are obligated to preserve those materials as far as possible in their
original state. For this purpose, they can use preventive measures, such as storing the materials in an
adequate environment and substituting surrogates for usage. Preventive measures are usually much
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more cost-effective than intervention measures taken to remedy damage after deterioration has taken

place.

If the items have already some damage, conservation and restoration methods should be used.
Conservation aims at preserving the materials in their original and authentic form. All information,
including historic material and techniques, is retained, not only the textual information.

The percentage of rare materials showing damage that received conservation/restoration treatment
shows the library’s engagement in preserving its cultural heritage collections.

A.1.2.8.2 Objective

To assess th

q

N

A.1.2.8.3
The indicatg
Comparing {

comparison

A.1.2.84 1

The percent
treatment d

In the sensd
before 180(
dedications

NOTE1 Inf

e library’s activities in the conservation of rare material in its original form.

fcope
r is relevant for all libraries with rare materials collections.

he results between libraries is difficult, as the rare collections will differ considerably
over time and with goals is important for each library.

Definition of the indicator

age of all rare materials needing conservation/restoration treatment that received
iring one year.

of this indicator, rare materials are defined as:incunabula, manuscripts, books publ
, and newer books that are made precious by their limited issue, by their bindin
and similar characteristics.

the context of this indicator, conservation/restoration is restricted to the treatment of

materials andl means manual treatment techniques such as reinforcing joints or mending tears.

NOTE2 M

A.1.2.8.5

The numbe
during a rejj
by a survey
survey need

The percen
treatment iq

A

hss conservation (deacidification) is_excluded.

Method

 of rare materials dtems that received conservation/restoration treatment is coy
orting year. The ntumber of items needing conservation/restoration treatment is assq
(see A.1.2.7 “Pefeentage of the Collection in Stable Condition”). The groups 3 and 4 i
such treatment:

fage of rare materials needing conservation/restoration treatment that received

r. But

such

shed
2, by

rare

nted
ssed
n the

such

(4

\.15)

—x 100
B

where

A

reporting period that received such treatment during the reporting year;

B

of the reporting period.

Round off to the nearest integer.
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is the number of rare materials needing conservation/restoration treatment at the start of the

is the total number of rare materials needing conservation/restoration treatment at the start
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A.1.2.8.6 Interpretation and factors affecting the indicator

The i

ndicator is an integer between 0 and 100.

A high percentage is considered as good.

In order to get a more detailed view of conservation activities, the indicator should be calculated for
different types of materials, e.g. manuscripts, newspapers, cartographic material.

If the results show a low percentage of items treated, actions to be taken can be:

— promoting the importance of preserving the documentary heritage in its original form via public

media;

— 1

Given the marketing potential of rare material, such activities can be successful.

A.1.2
Seel

A.1.]
A.1.3

A.1.3

Trad
and
thes

With|
assig
infon

prog
and
refug
The
libra

A.1.3

To a

rying for additional funds, e.g. by an adopt-a-book programme.

.8.7 Sources(s)

SO/TR 28118:2009, A.8.2.

B Facilities
.1 User area per capita

.1.1 Background

tionally, libraries have been collection-centred organizations, sometimes more intent
storing collections than in serving users.-However, in the last decades the focus has §
torage and display of resources to a usef-centred approach.

decreasing frequency of their physieal collection’s use, libraries have had to rethink t
ned to their physical spaces. \Nowadays a library is required not only to satisf
mation needs, but also to provide effective spaces where a variety of services, ac
Fams can be carried out: group and individual work, interaction with librarians, use
hew technologies, meeting and socializing with other people, or using the library 4
re and contemplation:

hmount of spacecdedicated to user services and activities can therefore be seen as in|
['y’s engagementin user services.

.1.2 Objective

bsess the importance of the library as a place for study, meeting, and as a learning

on building
hifted from

ne functions
y its users’
tivities and
bf resources
s a place of

dicating the

centre, and

indid

atethe institution’s support for these tasks.

A.1.3.1.3 Scope

This

performance indicator is applicable to all libraries with physical premises.

Comparison can be possible if differences in the mission of the library and population to be served are
considered.

A.1.3.1.4 Definition of the indicator

The total user area offered by the library per 1 000 members of the population to be served.

User area in the sense of this indicator is the net useable area for user services. It includes space
for reading and studying (individual or group), lending, reference and information, and any other
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services delivered to users, self-service areas (lending and returning plus sorting robots), also areas
for recreation and communication, sickrooms, the entrance hall, and open access storage areas, as
integrated parts of user service areas; media centres, workplaces for staff in these areas.

Premises not usually available to users should be excluded.

A.1.3.1.5 Method

Establish the library’s total user area in square metres.

The user area per capita is calculated using Formula (A.16):

o

gxwo
where

A ist

B ist

Round off td

!

e library area available for user services, expressed; in square metres;
e number of persons in the population to be served.

the nearest integer.

A.1.3.1.6 Interpretation and factors affecting the indicator

The indicatd

The indicatd
facilities out

q

N

A.1.3.1.7

See Referen

r is a real number with no top limit. A higher score-will usually be considered good.

r is affected by the extent to which the institution provides studying, reading, and me
side the library premises.

jource(s)

Ce [36], pp. 46 - 50.

A.1.3.2 Usder places per capita

A.1.3.2.1

Adequate se¢
the actual ¢
number of 3
has becoms
must be res
circumstang
workspaces

Background

ating in libraries.is Tecognised as an important factor for user satisfaction, even mo
bntext of the libyary as learning, researching and meeting place. However, to estimat
eats a library~should provide in order to serve its institution or community adequ|

hapedtoe~meet the changing user needs. Whether seating is adequate can depend on
es,«slich as the size and type of the population, the building design, or options of
nearby.

\.16)

eting

re in
e the
ately

difficult\The functions of libraries have changed in the digital age, and their spaces

local
ther

It can be assumed that in higher education libraries where students often need a seat for the whole day,
the demand for working places will be higher than in public libraries, where users primarily need seats
for a shorter time of reading and browsing:

This indicator can help to identify whether a library’s seating availability is adequate to the population
to be served by benchmarking the results with other libraries of similar features.

A.1.3.2.2 Objective

To assess the availability of user places in the library.
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A.1.3.2.3 Scope

This performance indicator is applicable to all libraries with a defined population to be served and with
reading and working facilities.

A.1.3.2.4 Definition of the indicator

The ratio of publicly available user places, whether with or without equipment, per 1 000 defined
library population to be served.

For this indicator, user places include places in carrels, in seminar and study rooms and the audiovisual
and ctrifdren’sdepartmentsof the tibrary, amd-imformmat seatimg imrtoungesand group areas:

Exclydes places in halls and lecture and auditory theatres intended for audiences of special(events. Also
exclydes floor space and cushions on which users can sit. Also excludes seats reserved exfrlusively for
the use of staff.

A.1.3.2.5 Method
Establish the number of user places available in the library.
The Wiser places per capita is calculated as shown in Formula (A.17):

£41000 (A.17)

where

A is the number of available user places;
B is the number of persons in the population to be served.

Rourjd off to the nearest integer.

A.1.3.2.6 Interpretation and factors affecting the indicator
The indicator is an integer with no top limit. A higher score is usually considered as good.

The humber of user places provided elsewhere in the institution for reading, studying,|or working
might have an impact-on the interpretation of this indicator.

A.1.3.2.7 Souiie(s)
See the following references:

— Réference [30] 3.3a (variation of “Total Reading and Working Places”);

— Reference [41] pp. 82 - 88 (a special case of “Facilities Use Rate”).
A.1.3.3 Hours open compared to demand

A.1.3.3.1 Background

Though many library resources and services are today offered for remote access, libraries are in high
demand as studying, reading and meeting places. The library’s opening hours remain crucial for the
accessibility of its services and are frequently used as performance indicator in individual quality
assessment and benchmarking projects.
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A current topic among librarians is the desirability of opening the library 24 hours a day 7 days a
week (24/7). Counter arguments frequently focus on whether the users per hour justify the additional

resources.

This indicator provides help for finding the necessary balance between the efficient use of the library
resources and the quality of the service offered by adapting the library opening hours to the real
demand of users.

A.1.3.3.2 Objective

To assess to

what degree the opening hours of a library correspond to users’ needs.

q

N

A.1.3.3.3

This perforiance indicator is applicable to all libraries.

Comparison
considered.

The indicatd

The indicat
times.

A133.4 1

The actual 1
Opening ho

services of t

A.1.3.3.5

Design a sin
additional t
about user §

EXAMPLE

How would y
[]1Very Unsa
[ ] Unsatisfac

[ ] Moderatel

Method

fcope

can be possible if differences in the mission and population to be served.of the librar

r can be used with different target groups, e.g. students, academicStaff, elderly peoplg

pr can be used for branch libraries or departments of the Jlibrary with different opg

Definition of the indicator
umber of a library’s opening hours compared te:the number of hours needed by users

irs in the sense of this indicator are the hgurs in a normal week that the main phy
he library (e.g. reference and loan services,\reading rooms) are available to users.

mes the library should be epen and existing opening hours that are not needed. Ques
tatus can be included as they will help to identify the needs of special user groups.

Example of a survey

bu rate your satisfaction with the present opening times of the library?
isfactory

tory

y Satisfactory

[ ] Satisfactot

y are

, etc.

ning

sical

Iple questionnaire asking for satisfaction with opening hours and giving the option to pame

tions

L

J

[ ] Very Satisfactory

Please specify the hours other than the present hours you need the library to be open, by placing an “0”

in the appro

priate box.

The present opening hours are indicated by an “X”. As the library might not be able to meet the demand
for additional opening hours, please indicate which present hours are not necessary for you by crossing

through the
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appropriate “X” in the box.
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Opening Day of the week
hours Tue Wed Thu Fri Sat Sun
7to8
8to9
9to 10
10to 11
11to 12
12to 13
13to 14
14 to 15
15to 16
16to 17
17 to 18
18to 19
19 to 20
20to 21
21to 22
22 to 23
23 to 24

=
5
=1

PP DR | < <

el i e s R A R R s R R R e I R A e R
el i R e R s R e A R R e R R e I R A e R e
el i e s A e A R R s R R R e I R A e R
el i R e R s e A R R s R R i e I R A e R
N R s A A R s R R e I R A s R

Libraries might want to modify the hours in the table to meet their service context.

Draw a random sample of users and ask them to complete the questionnaire. The data can|be collected
throfigh a number of questionnaire types (e:g. printed survey distributed in the library, [postal mail,
onlinje survey, telephone interview) as appropriate. The survey could also be added to a cofpprehensive
survey of user satisfaction with the library’s services.

If libfaries have different open hours during academic term or vacation, it would be advispble to have
separate surveys during term @nd vacation time.

The hours open compared to'demand is calculated using Formula (A.18):

A
) (A.18)

where

A _71s the number of current opening hours;

B isthe number of hours identified as being needed by a minimum of 20 % of survey respondents;

C isthe number of current opening hours not needed by a minimum of 20 % of survey respondents.

EXAMPLE If alibrary is open 60 hours per week and in the questionnaire, users ask for 10 additional hours,
and the users select 3 hours they do not need, the score would be 60:67 = 0,90.

A.1.3.3.6 Interpretation and factors affecting the indicator

If a high percentage of respondents is dissatisfied with the existing open hours and asks for extended
hours or a different distribution of hours over the day/week, libraries should react to modify and/or
extend their open hours. This can be difficult, especially if users demand extended times at weekends
or during the night.
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The proposed method shows whether users need additional opening hours, what time of the day/week
such additional opening hours are required, and whether existing opening hours are not needed.

A possible solution might be to open the library without offering full service, so that non-professional
staff could run the library during these times. Libraries could also test unstaffed opening hours, when
the library, or a specified library area, is open to controlled access, without staff present but with
facilities for self-service.

Libraries should also review the usage of their opening hours by counting visits and monitoring user
activities during different opening hours.

The indicatq
and studying.

eading

Budgetary dnd other local factors can affect a library’s ability to meet user requests for)additjional
opening hoyrs.

A.1.3.3.7 $Source(s)

See the follgwing references:

— Referenice [20] p. 15 (“Opening Hours Compared to Demand”);

— Referenice [36] pp. 54 - 59 (“Opening Hours Compared to Demand}’).

A.1.3.4 Average number of loans during recently added opening hours compared to the avefrage

The hours that the physical library and its services.are accessible to users can influence not only the
type of population that visits the library but also-the type and amount of usage. Lending activities| that
users often perform in passing, are especially~liable to be biased by opening times that are accepfable
and convenient to the target population.

The library should carefully monitor the-effect of all changes in opening hours.

A.1.3.4.2 Objective

To assess to|what degree additional opening hours of a library correspond to the times when users|tend
to borrow mjaterials.

A.1.3.4.3 $cope

The performarice ‘indicator is applicable to all libraries with loan collections. It is especially useflIll for
libraries whiere/lending is still the most-used service.

Comparison between libraries is difficult, as users’ reasons for preferring specific hours can vary
greatly.

A.1.3.4.4 Definition of the performance indicator

The average number of loans during opening hours that the library recently added compared with the
average number of loans during the opening hours that already existed, measured over a specified
period.

Opening hours in the sense of this indicator are the hours in a normal week that the main physical
services of the library (e.g. reference and loan services, reading rooms) are available to users.
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A.1.3.4.5 Method

Several months after the introduction of additional opening hours, count the number of registered loans
over a specified period, separately for old and new opening hours. As far as possible, a normal time
should be taken which is neither unusually busy nor unusually quiet. Calculate the average number of
loans for both old and additional opening hours.

The average number of loans during recently added opening hours compared to the average number
during all other opening hours is calculated as shown in Formula (A.19):

4 (A.19)

where

A is the average number of loans during an additional opening hour;
B is the average number of loans during an old opening hour.

Rourjd off to one decimal place.

EXANPLE A library was open 50 hours per week and has recently added 10 more hours. Oyer 3 months,
there were on average 200 loans per “old” opening hour and 220 per.“new” opening hour. The scpre would be
220:400=1,1.

A.1.3.4.6 Interpretation and use of results

A scpre > 1 is considered as good. It shows the library’s success in planning its accegsibility and
could be used for promoting the new opening hours and, where applicable, for requesting funding for
maintaining or further enlarging those hours.

A.1.3.4.7 Source(s)

Not Available.
A.1.3.5 Percentage of storage)space which has an appropriate environment

A.1.3.5.1 Background

One [of the most impertant factors affecting the lifespan and usability of library colledtions is the
envifonment in which they are stored. Strict controls are necessary as to the levels of temperature,
relative humidity, light, and air pollution of the storage space. Controlling the adequacy of these factors
and naintaining a stable environment to avoid physical and chemical decay of the materialg are crucial
for tre préservation of collections. Compliance with relevant standards and professional gyidelines can
give fupport in this task.

Storing physical collections in an appropriate environment allows to reduce the rate of deterioration, to
avoid the need for costly repair and to prolong the lifetime of the documents, making them available for
future use.

A.1.3.5.2 Objective

To assess whether the storage environment adequately protects the collection.

A.1.3.5.3 Scope

The indicator is relevant for all libraries whose tasks include preserving the documentary heritage. It is
relevant for the whole physical collection.
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Comparison between libraries with similar mission and collections is possible.

A.1.3.5.4 Definition of the indicator
The percentage of storage space for the collection that offers an appropriate environment.

In the sense of this indicator, appropriate environment is defined as adequate temperature, relative
humidity (RH), light, air quality and restricting the use of contaminants. The adequacy of temperature,
RH, light, air quality, gaseous contaminants for the long-term preservation of the main library and
archive materials is given in ISO 11799:2015, Annex C.

A.1.3.5.5 Method

Due to climpte changes over the day and in the seasons, the data of temperature and RH,'should be
collected during a reporting year by non-stop measuring in storage rooms with professioftal measyiring
instrumentsg.

The area (in] square metres) of storage rooms with appropriate environmental conditions is compared
with the totpl area of storage rooms in the library.

NOTE R¢ading rooms with collections are excluded, as they are normally conditioned for the comfort pf the
library’s useys rather than for the preservation of the collection.

The percentage of storage space which has an appropriate environment is calculated ysing

Formula (A.R0):

A
=x100 A.20
B (p.20)

where

A isthe area of storage rooms with adequate environmental conditions;
B isthe total area of storage rooms in'the library.

Round off td the nearest integer.

A.1.3.5.6 Interpretation and factors affecting the indicator
The perfornpance indicator is-an integer between 0 and 100.
A high percéentage will be{considered as good.

If routine mpnitoring shows constant levels of temperature, RH, and light according to ISO 11799:2015,
Annex C, the environmental conditions for the documents are optimal.

It should be l(ppf in mind that in some countries with high temperature and hnmidify, thel real
environment can deviate from the appropriate environment given by ISO 11799:2015, Annex C.

Environmental monitoring can be relatively easy and inexpensive. It can be difficult to attain the
standards without installation of an air conditioning system, but it is important to aim for stability of
environment given the damaging influence of temperature and RH. By using ultraviolet protective glass
or filter, curtains, and sunshades to avoid the penetration of sunlight, the environmental conditions in
storage and reading rooms can be optimized.

The potential damage by pollution can be reduced by filtering external air entering storage areas, or if
filtration is not possible, by closing windows and doors effectively. To minimize the internal pollution
of materials, equipment components, e.g. paints, should be tested under this aspect. The use of storage
enclosures in archival quality will protect collections considerably.
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A.1.3.5.7 Source(s)

See ISO/TR 28118:2009, A.8.3.

A.1.4 Staff

A.1.4.1 Staff per capita

A.1.4.1.1 Background

The
and
with

products per FTE person are time-consuming and the results might become outdated-whe

libra

Consequently, this indicator follows a simpler approach: it compares the number of empl
population to be served to obtain an estimate.

A.1.4.1.2 Objective

To a

amonuint of work to be done can be considered proportional tocthe number of persons in th
to be served.

A.1.4.1.3 Scope

This

Comparing libraries can be possible if différences in the mission of the library and soc
factgrs in the population are taken into aegcount.

A.1.4.1.4 Definition of the indicator

The ratio of employees including student assistants and project employees defined per 1 0

in th

A.1.4.1.5 Method
Obtajin the numbér-of employees (FTE) including student assistants and project staff.
Volunteers at'e excluded.

To cglculate the FTE for part-time employees:

number and qna]ifirnh'nn of staff is the fnpi{‘ of an nngning debate between ﬁlnding

institutions

models for calculating the adequate number of employees. Models based on product

'y services and workflows occur.

bsess the number of library employees per 1 000 membéers of the population to be

performance indicator is applicable to all libraries with a defined population to be ser

e population to be served.

ibraries. Library associations, as well as funding institutions, have tried to addfegs this issue

jon times or
h changes in

byees to the

served. The
e population

red.

io-economic

D0 members

TITUAl employnent: weekly working hrours divided by the regular working rours perv

eek;

— non-annual employment: weekly working hours divided by the regular working hours per week and
then multiplied with the quotient (number of weeks employed/52).

The staff per capita is calculated using Formula (A.21):

4 x1000 (A.21)
B

where
A  is the number of employees in FTE;
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B is the number of persons in the population to be served.

Round off to the nearest integer.

A.1.4.1.6 Interpretation and factors affecting the indicator

The indicator is an integer with no top limit.

A high score is usually considered as good. This indicator should only be considered in combination
with indicators measuring the quality of services and the efficiency of processes.

A.1.4.1.7 {
See the folld
— Referen|

— Referen

A.2 Use

jource(s)

wing references:
ce [14] (PI 1.2);
ce [36] pp.82 - 87.

A.2.1 Collection

A.2.1.1 Coallection turnover

A.2.1.1.1 Background

High usage
to fulfil cury
use rate can|

Usage data
programs o}

A.2.1.1.2 (
To assess th|

The indicatd
be served.

A2.1.13 9

has always been seen as indicator for the quality of all library collections that are inte
ent user needs. This is especially relevaft for the recently acquired parts of collectiong
help to adapt the collection policy tejuser needs and to decide on weeding selections.

are less relevant for libraries Wwith archival functions, e.g. because of special colle
[ legal deposit.

Dbjective
e overall rate of usé-ofa loan collection.

r can also be Wsed to assess the fit of the collection to the requirements of the populati

pcope

nded
. The

cting

pn to

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

Can be used with specified collections, subject areas, branches, or new acquisitions. For each specified
area within the library, the resulting indicators can be compared to see if the turnover differs
significantly.

Can be used

for comparing libraries with the same mission, if the same time period is used.

A.2.1.1.4 Definition of the indicator

The total number of loans in the specified collection during a specified period of time, normally one
year, divided by the total number of documents in the collection.
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A loan is a direct lending or delivery transaction of an item in non-electronic form (e.g. book), or of a
digital document on a physical carrier (e.g. CD-ROM) or other device (e.g. eBook reader), or transmission
of a digital document to one user for a limited time period (e.g. eBook).

NOTE1 Renewals are excluded, but can be counted separately.
NOTE 2  Loansinclude registered loans within the library (on-site loans).

NOTE 3 Loansinclude copied documents supplied in place of original documents (including fax) and printouts
of digital documents made by library staff for the user.

NOTE4 Loans of documents in physical form to distance users are included.

NOTE 5 Mediated electronic transmission of documents is not counted as loan, but as electroLic document
delivery if their use is permitted for unlimited time. This includes transmissions to members. ofithe population to
be selved.

A.2.1.1.5 Method

Courlt the number of loans registered in the specified period for the collection specified. Count the total
numbper of documents in the collection.

The ¢ollection turnover is calculated as shown in Formula (A.22):

(A.22)

wherte

A is the number of registered loans in the.§pecified collection;
B is the total number of documents inthe specified collection.
Rournd off to one decimal place.

If the total number of documents.is-not available, an estimate can be substituted. Such egtimates are
the length of the shelf list, or/the'length of occupied shelves in the loan collection, multiplied by the
estimated mean number of do¢uments per unit length.

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

A.2.1.1.6 Interpretation and factors affecting the indicator

The indicateris a real number with no top limit. The normal range will depend upon the type of library.
The Indicator estimates the mean number of times the documents in the collection have Been on loan
duriqlg one year, but the library can measure the turnover during another period of time. The higher the
number, the more INtensive 1s the rate of use.

The collection turnover is influenced by several factors:

— 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;

— the policy of the library in weeding out obsolete titles and extra copies no longer needed;

— the number of copies of titles in much demand;

— the proportion of in-library use to loans; high in-library use can result in lower turnover rates;

— the standard loan period of the library and any special loan periods for titles in demand, and the

number of documents authorized for borrowing simultaneously;
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— the promotional activities of the library and the skills of the staff in the area of promotion.

Where data on individual documents is available from the library's circulation system, further details
can be provided by calculating

— the percentage of stock not used within a specified period and

— the percentage of stock used at least once within a specified period.

A.2.1.1.7 Source(s)

See the fol]ouring references:

— Referenice [25] pp. 38 - 40;

— Referenice [29] p. 31 (“Circulation Rate”);

— Referenfce [36] pp. 128 - 131 (“Collection Use”);

— Referenfce [41] p. 47 (“Turnover Rate”, includes documents in reference collection);

— Referenfce [42] pp. 54 - 55 (“Circulation per Volume Held”, given as a variation of “Circulation”. On
p. 60, also “Total Materials Use by Volume Held”, given as a variation on “Total Materials Use| and
including in-library use).

A.2.1.2 Usdage of print publications acquired during the preyvious three years

A.2.1.2.1 Background

The continujous decrease of the print materials demand<s a common phenomenon in libraries alljover
the world due to the increasing acquisition and use pf digital resources.

To know to] which extent the recently acquired print publications are demanded and used allows
libraries a better allocation of their economic resources and a more effective design of their acquigition

policy.
A.2.1.2.2 (bjective

This perforjmance indicator assesses the extent of the demand for new documents in the print
publicationg collection.

The indicat¢r can also beused to assess the fit of the print material collection to the requiremerts of
the library’q users and to-check to what extent is worth spending part of the acquisitions budget in this
type of publjications:

A.2.1.2.3 $Scope

This performance indicator is applicable to all libraries that acquire print publications.

The indicator can be used for comparing libraries with the same mission and similar collection areas.

A.2.1.2.4 Definition of the performance indicator

This performance indicator is the total number of loans + interlibrary loans registered during a year
from the print publications acquired during the previous three years before the reporting year, divided
by the total number of print publications acquired during the last three years before the reporting year.

NOTE1 Digital resources are excluded.

NOTE 2  Onsite loans are included.
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1.2.5 Methods

A.2.1.2.5.1 Count the number of loans + interlibrary loans registered during a year from the print
publications acquired during the last three years before the reporting year. Establish the total number
of print publications acquired during the last 3 years before the reporting year.

The usage of print publications acquired during the previous three years is calculated as shown in

Formula (A.23):

A
—x100 (A.23)
whefe
A is the total number of loans + interlibrary loans registered during a yeaf for print documents
acquired during the last 3 years before the reporting year;
B isthetotal number of print documents acquired during the last 3 years before the reporting year.

Rournd off to one decimal place.

A.2.
year,

The

Fornmula (A.24):

wherte

Rou

A.2.

A high score iS'considered as good. It shows the effectiveness of the library’s collection pol
publications:

If the usage of print publications is low, the following actions might be taken:

A.2.

See

1.2.5.2 Take a sample of print documents acquired duringthe last three years before t

isage of print publications acquired during the prewious three years is calculated

—4><100
B

A is the total number of loans *.interlibrary loans registered during a year for the d
the sample;

B isthe total number of documents in the sample.

1d off to one decimal place.

1.2.6 Interpretation and use of results

Establish the number of loans + interlibrary loans from€hoSe documents during a year.

he reporting

hs shown in

(A.24)

bcuments in

icy for print

promoting the print publications collection;
evaluating user requests;

assessing user needs by surveys of individual users or other libraries.

1.2.7 Source
1SO 21248:2019, A.1.1.3.
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ans per capita

A.2.1.3.1 Background

Lending from physical library collections is one of the most used library services. Borrowing books and
other materials for reading and studying at home or inside the library ranks high in users’ priorities.

The number of loans per member of the library’s population to be served can indicate the importance of

a library for

A.2.1.3.2

its users and the effectiveness of its collection policy.

Objective

To assess th
assess the q

q

N

A.2.1.3.3

e rate of use of library collections by the population to be served. It can also bé)us
uality of the collections and the library's ability to promote the use of the collections.

pcope

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

The indicatd
within the ]

The indicat
economic fa

A2.1.34 1

r can be used with specified collections, subject areas, or branches:*For each specified
brary, the results can be compared.

br can be used for comparing libraries if differences inthe mission of the library, s
ctors, and lending periods are taken into account.

Definition of the indicator

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

A loan is a ¢
digital docu
of a digital d

NOTE1 Rq
NOTE 2
NOTE2 Lg
NOTE3 Lg
of digital doc
NOTE4 L
NOTE5 M
time.

lirect lending or delivery transaction of.an item in non-electronic form (e.g. book), o
ment on a physical carrier (e.g. CD-ROMY)-or other device (e.g. eBook reader), or transmi
ocument to one user for a limited time period (e.g. eBook).

newals are excluded.

Infterlibrary loans are excluded:

ans include registereddeans within the library (on-site loans).

ans include copied documents supplied in place of original documents (including fax) and prin
uments made by library staff for the user.

ans of docunrents in physical form to distance users are included.

bdiated electronic transmission of documents is excluded, if their use is permitted for unli

bd to

area

ocio-

" of a
5sion

touts

mited

A.2.1.3.5 Method

Count the number of loans by the population to be served during a year. Count or estimate the number
of persons in the population to be served.

The loans per capita is shown in Formula (A.25):

A

B

where

A

62

(A.25)

is the total number of loans by the population to be served in a year;
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is the number of persons in the population to be served.

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

Itis important that the inclusions and exclusions are described when the indicator is used for comparing
libraries.

A.2.1.3.6 Interpretation and factors affecting the indicator

The indicator is a real number with no top limit.

diffe
unsa|

The
part
and

Ther]
colle

A.2.1
See K

A.2.]

A.2.]

Use 9
asfo
and 1

Libr4

stoc}
subs

A.2.]

To a9
can g

A.2.]

Ol DOOKS d dl1€OU
s can be pr catorby-s
ent categories of borrowers. The indicator can also be used to show areas where.dem:
isfied and to point to areas where use can be increased.

indicator is sensitive to a number of uncontrollable variables and relates only to
cular, it can be affected by the studying conditions in the library, levels of.literacy, levell
ther socio-economic variables.

e is a strong relation between the indicator and the ability ofithe library staff to |
Ction.

.3.7 Source(s)

Leference [41], pp- 42 - 44 (“Circulation per capita”).
4 Percentage of stock not used

4.1 Background

tatistics are usually the main methdd for evaluating a library’s collection policy, as well
- digital collections. The data can support weeding decisions as well as changes in selec
esource allocation to subjects.

ries without archival functions or specific collecting tasks can decide to remove
L not used. For the digital collection the analysis of use is essential for deciding or
Criptions.

4.2 Objective

sess theambount of physical and digital collections not used during a specified period. T|
Iso bewsed to assess the fit of the collection to the requirements of the population to &

ly can affect
ubject or by
ind is low or

lending. In
s of poverty,

bromote the

for physical
tion policies

some of the
continuing

he indicator
e served.

43 Scope

This

performance indicator is applicable to all libraries.

The indicator can be used for specified collections, subject areas, branches, or time periods. The
indicator should be calculated separately for the physical and digital collections of the library.

Within each of these categories, the resulting indicators can be compared to see whether the percentage
of items not used differs significantly.

A.2.1.4.4 Definition of the indicator

The percentage of documents in the library collection not used during a specified period (rounded off
to the nearest integer).
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Used means, for the purpose of this indicator, that a physical item has been recorded as having been on
loan, or has otherwise been registered as having been used or that an item in the digital collection has
been viewed or downloaded during the specified time period. In-house use of physical items is included
only when a library records it on a continuous basis.

NOTE Interlibrary loan is excluded.

The period used for measurement is fixed by the user of the indicator. This should be done in a way
that reflects the mission and policies of the library. In general, a period of one year is the minimum
appropriate.

A.2.1.4.5 Methods

A.2.1.4.5.1 | Physical collections

a) Draw afandom sample of items owned by the library. For each item in the sample;record whether
that item has been borrowed during the specified time period, or otherwise registered as having
been usged in the library.

The percentjage of stock not used is calculated as shown in Formula (A.26):

C-A-|

- ¥ 100 (A.26)

where

A s tIe number of items in the sample which have beén borrowed;

B is the number of items in the sample which hav&been registered as used in the library anf not
borfowed;

C s the total number of items in the sample.
Round off td the nearest integer.

b) Using the records from an automated circulation system, count the number of items which |have
been onlloan during the specified)time period.

The percentjage of stock not uséd)is calculated using Formula (A.27):

%x 100 (A.27)

where

A is thé-number of items which have been on loan;

B is the total number of items in the loan stock.
Round off to the nearest integer.

This second method overestimates the true rate, since it does not include data on items which have
been used in the library, but not borrowed.

A.2.1.4.5.2 Digital collections
Based on usage data, supplied by vendors or derived from the library’s own systems, count the number

of documents which are recorded as having been viewed or downloaded during the specified time
period. Count the number of distinct titles, not the number of instances of use.
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The percentage of stock not used is shown in Formula (A.28):
B-A

%100 (A.28)

where

A is the number of documents which have been viewed or downloaded;

B isthe total number of items in the digital collection.

1 Cco. 1 ——d
ROUI U UITtU LI TICdI CS U ITILEZCT.

This|might overestimate the true rate, if there are documents in the collection for which/np usage data
are gvailable. If possible, such documents should be excluded from the calculation lof B, fo provide a
more¢ accurate figure.

A.2.1.4.6 Interpretation and factors affecting the indicator

The |ndicator is an integer between 0 and 100. It estimates the probability that a randomly selected
document owned by the library has not been used during the specified time period. A high score means
a low rate of use.

The indicator is affected by several factors, including:
— the mission of the library, for example whether the library has an archival mission or npt;
— the promotional activities of the library;

— the acquisition and weeding policies and praétices in the library.

A.2.1.4.7 Source(s)
See Reference [36], pp. 132 - 136.

A.2.1.5 Number of downloads'per document digitized

A.2.1.5.1 Background

Many libraries hold-valuable documentary heritage collections. A crucial objective today is to make
thes¢ collections available through digitization projects. Digitization can have differgnt aims: to
consprve the original analogue material by offering a digital surrogate for use or to make the material
availpble for-public use.

The yisedata of digitized documents are important for the evaluation of a library’s digitizatfion policy. If
digitjzed titles are properly selected, they will meet user needs and expectations.

A.2.1.5.2 Objective

To assess whether the library has digitized documents that are relevant for users.

A.2.1.5.3 Scope

The performance indicator is applicable to all libraries whose tasks include preserving and promoting
the documentary heritage.

Comparing the results between libraries will be difficult, as the contents and therewith the
attractiveness of digitized collections can differ considerably, but comparison over time will be
important for each library.
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A.2.1.5.4 Definition of the indicator

The number of downloads per document digitized out of the library’s collection during a specified

period.

For the purp
included.

ose of this indicator, only those digitized documents that are available for public access are

A.2.1.5.5 Method

Establish the number of documents digitized out of the library’s collection and that are available for

public accegs—Coumntthe Tumber of dowmoads fromr these documents during a specified tinme pariod,

normally a year.

The number

A

B

where

of downloads per document digitized is calculated using Formula (A.29):

(A.29)

A is the number of downloads from documents digitized out of the library’s collection durjing a

sperified time period;

B is the total number of documents digitized out of the libraty’s collection.

Round off td

the nearest integer.

The indicatIr can be differentiated by types of materials;'e. g. manuscripts, doctoral dissertations, or

children’s b

A.2.1.5.6 Interpretation and factors affecting'the indicator

The indicatd

A high numl

oks.

r is a positive integer with no toplimit.

er of downloads will be regarded as good. It shows that the library has digitized docunjents

that are relgvant for its population; for researchers, or the general public. If, however, downloading

focuses on 9

The indicatd

— the leve] of networké@kcess;

— whethef or not fees are charged for access or downloading;

— the proT:otion of the services.
The numberof downtoads wilt also be affected by the quality and efficiency of USers Search strategies.

A2.157 S

limited number of decuments in the digitized collection, the results can be misleading.

p

r can be affected:by several factors, some outside the control of the library, such as:

ource(s)

See ISO/TR 28118:2009, A.5.3
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A.2.2 Access
A.2.2.1 Library visits per capita

A.2.2.1.1 Background

Users usually visit libraries in order to use their collections and services. Today libraries offer a growing
amount of online collections and services, accessible via virtual visits. In some libraries physical visits
have decreased, due to a high number of the library’s services and resources being available for remote
use. In other cases, physical visits have remained stable or have even increased. This may be due to a

grovwHng-tendeney-for-group-workintibraries,te-the-trend-ofusers-working-with-their-ewHa material in
libraries, and to the advantage of using both print and digital resources together with help)pnd training
services.

The [number of physical and virtual visits together can show whether theAdibrary hds remained
attractive as place and institution.

A.2.2.1.2 Objective

To agsess the library's success in attracting users of its services.

A.2.2.1.3 Scope
This|performance indicator is applicable to all libraries with+a defined population to be seryed.

Comparing libraries can be possible if differences jm~the mission of the library and socjo-economic
factdrs in the population are taken into account.

A.2.2.1.4 Definition of the indicator

The fotal number of visits to the library, either physical or virtual, during a full year divided by the total
number of persons in the population to;be served.

For fhe purpose of this indicatorfi\a ‘visit is the act of entering the library premises or agcessing the
librafy’s website in order to use'one of the services provided by the library.

A.2.2.1.5 Method

a) Use a turnstile-er_similar device to automatically count the number of people leaving or entering
the library. Gount either entries or exits, not both.

Count the number of visits to the library’s website.

The librdry visits per capita is calculated as shown in Formula (A.30):

= (A.30)

A  isthe estimated total number of physical plus virtual library visits in a full year;
B is the number of persons in the population to be served.
Round off to the nearest integer, or to one decimal place if less than 10.

b) 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 website visits for the same sampling period.
The number and length of the periods are selected by the user of the indicator. Estimate the total
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number of visits for one year by extrapolation, using available information about variations during
the year.

The library visits per capita is shown in Formula (A.31):

A
= (A.31)

where

A isthe total number of physical plus virtual library visits in a full year;

B s tllle number of persons in the population to be served.
Round off td the nearest integer, or to one decimal place if less than 10.
NOTE Fqr the calculation of website visits, see ISO 2789:2022, 7.2.13.

The indicatqr can also be used separately for physical and virtual visits.

A.2.2.1.6 Interpretation and factors affecting the indicator
The indicatqr is an integer with no top limit. A high score is normally cotfsidered good.

If a turnstilg is used, the count can be too high because staff and other nonusers are included, or begause
users have tpo exit and re-enter for a variety of reasons.

The capturihg of website visits can depend on factors, such<as the method of calculation and software
used.

Where therg¢ is a substantial amount of seasonal variation, the count should be made for shorter periods
of time duripg which use is more regular.

A.2.2.1.7 S$Source(s)

See the follgwing references:

— Referenice [13] pp. 29, 34 - 35;
— Referenice [14] (PI 2.1);

— Referenice [36] pp. 112.-)119.

A.2.2.2 Percentage of visits to the online catalogue via mobile devices

A.2.2.2.1 lFackground

With the rise in smartphone use, library users expect to connect to library services wherever they are.
Therefore, libraries create library applications or websites for mobile phones and other mobile devices,
such as tablets.

For several years now, libraries have been offering services for mobile devices, especially mobile
online catalogues. This is done either by a special catalogue application or by an interface of the online
catalogue for mobile visit.

The indicator shows the library’s success in reaching users in new ways.

A.2.2.2.2 Scope

The indicator is applicable to all libraries that offer services for mobile devices.

68 © IS0 2023 - All rights reserved


https://standardsiso.com/api/?name=09831b4878c93c867be07c1e43eb2758

1SO 11620:2023(E)

Comparison between libraries is possible if a similar type of application or mobile interface is used for
the online catalogue.

A.2.2.2.3 Definition of the performance indicator
The percentage of visits to the online catalogue via mobile devices.

A mobile device is defined as a portable computing device, designed to be held and used in the hands,
typically having a display screen with touch, pen and/or keyboard input and Internet connection.

EXAMPLES Mobile phones, eBook readers, or tablets.

In the sense of this indicator, a visit is a successful request of a library-provided online seryice.
NOTH A visit is one cycle of user activities that typically starts when a user connects £ @'librfary-provided

onling service and ends by a terminating activity that is either explicit (by leaving the ddtabase thfough log-out
or ex]t) or implicit (timeout due to user inactivity).

A.2.2.2.4 Method

Courlt the number of visits to the online catalogue via mobile devices as a subset of all acqesses to the
onlirle catalogue during a specified period.

If thg service has been designed independently of a special platform, weblog statistics can lpe used.

If it |is a specialized application, usage numbers should‘be able to be captured by means of that
application.

NOTHE 1  Ifthe online catalogue is used inside the libraky, several users might make use of the samg¢ workstation
one after another, and accesses could not be separated;In most systems, an access is cut off after a gpecified time
of noh-use thus avoiding part of the problem.

2]

NOTE 2  Browser or proxy caching is likely.to reduce the number of requests registered in log filgs.

The percentage of visits to the online catalogue via mobile devices is calculated using Formula (A.32):

(A.32)

SSREES

A is the number of visits to the online catalogue via mobile devices,
B is thetofal number of visits to the online catalogue.

Rourd offite'the nearest integer.

2= . -l 1 £ 1
A.2.2:25—Interpretatiomanduse of results

The performance indicator is an integer between 0 and 100. A high score indicates that the mobile
device catalogue is relevant for the library’s users.

The indicator may be affected by several factors, some outside the control of the library, such as:
— the level of network access;

— the quality of the interface;

— the distribution of mobile phones in a country;

— the promotion of the service by the library.
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A.2.2.2.6 Source

See IS0 21248:2019, A.2.2.3

A.2.2.3 Percentage of external users

A.2.2.3.1 Background

Many libraries permit “external” or “unaffiliated” users to use their collections and services. For a
university library, this could be the inhabitants of the community or students of other universities. For
public libraries, this can be persons from outside their legal community.

External us
workload fd
accounted f
delivered to
users can pf

environmenft.

A2.2.3.2 (

To assess tH
and thus, th|
outside its s

q

N

A.2.2.3.3

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

A2.234 1

The percent]

In the senss
external usq

For institutj
and profess
legal servicg

ers can come up to a high percentage of a library’s users and can create conSide
r library staff and therewith costs. Serving the needs of the general public ds\rot
br in the budgets. Therefore, external users will not always be welcome, aS\the ser
them may interfere with the main tasks of the library. However, a high number of ext
ove the attractiveness of the library’s services and the importance of the library in the

Dbjective

e percentage of library users who do not belong to the library’s population to be sg
fe library’s importance for learning and culture in the région and its impact and attra
ervice area.

pcope

Definition of the indicator
age of external library users outofall library users.

of this indicator, an externdl user is defined as an external active borrower, a regisf
r who has borrowed at leastone item during the reporting period.

ons of higher educatjon,-this normally includes users who are not members of the acad

area (authorityjs

rable
bften
vices
brnal
local

rved
ction

ered

emic

onal staff or studefits- For public libraries, this will normally be the population outside the

A.2.2.3.5 Method
Determine the number of external active borrowers and the total number of active borrowerd at a
specified pointef time, usually at the end of the year.
The percentage of external users is calculated as shown in Formula (A.33]:
A
—x100 (A.33)
B
where
A is the number of external active borrowers;
B isthe total number of active borrowers.

Round off to the nearest integer.
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A.2.2.3.6 Interpretation and factors affecting the indicator
The 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 indicator could provide information on the weakness of library service in some areas and potential
or required developments in other areas.

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

A.2.2.3.7 Source(s)
See df Reference [18], page 2 and Table 2.

A.2.2.4 Percentage of the total library lending to external users

A.2.2.4.1 Background

Many libraries extend the use of their collections and services tdusers outside their primdry clientele,
called “external” or “unaffiliated” users. In many cases, the,libraries offer only a certgin range of
services to external users. Onsite use of materials and borrewing rights are in most cases ipcluded, but
can lje restricted to the general collection.

The percentage of the total library lending to externaldisers can show the attractiveness angl the quality
of lijrary collections.

A.2.2.4.2 Objective

To agsess the extent to which library loan services are used by external users and therewith to indicate
the attractiveness of the library’s colléction to users outside the population to be served.

A.2.2.4.3 Scope

This [performance indicatoer is’applicable to all libraries that provide loan services to userq outside the
popylation to be serveds

A.2.2.4.4 Definition of the indicator
The percentage,of the library’s total loans to non-members of the population to be served.

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 populatior outside the

H L L. H A
legal Servicearea Lautuux 1t_yJ.

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

NOTE1 Renewals are excluded.
NOTE 2  Interlibrary loans are excluded.
NOTE 2  Loans include registered loans within the library (on-site loans).

NOTE 3 Loansinclude copied documents supplied in place of original documents (including fax) and printouts
of digital documents made by library staff for the user.
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NOTE4 Loans of documents in physical form to distance users are included.

NOTES5 Mediated electronic transmission of documents is excluded, if their use is permitted for unlimited
time.

A.2.2.4.5 Method

Count the number of loans to external users and the number of the library’s total loans. The library
system should be able to count separately the numbers of loans to external users and loans to users in
the population to be served.

The percent,

4100 (A.34)
B

where

A is tIe number of loans to external users;
B is the total number of loans.

Round off td the nearest integer.

A.2.2.4.6 Interpretation and factors affecting the indicator

The indicatgr is an integer in the range of 0 to 100. A high rate’indicates that the library offers ajhigh
amount of s¢rvices to users outside the population to be sexved. Whether this is considered as good will
depend on the library’s mission and goals.

The indicatpr will be affected by the extent to which the library’s policy allows offering services to
external usqrs.

A.2.2.4.7 $Source(s)

Not availablg.
A.2.2.5 Usder attendances at library events per capita

A.2.2.5.1 Background

Libraries offer variogus'Kinds of events to their users and the general public. Such events can have a
cultural or ljterary-intént, e.g. promoting the cultural heritage by exhibitions, author visits and lit¢rary
discussionsfor aneducational intent. In most cases, such events are offered free of charge.

Organ]zatlo aof hhrnrv events involves considerable effort and input of resources, pcnpr‘m]]v staff

resources. It is therefore useful if libraries can show what interest the events raise.

A.2.2.5.2 Objective

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

A.2.2.5.3 Scope

This performance indicator is predominantly applicable to public libraries, but can also apply to other
libraries that offer various events for their population to be served.
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A.2.2.5.4 Definition of the indicator

The total number of attendances at the library’s events during a full year per 1 000 members of the
population. Events, in the sense of this indicator, include activities with literary, cultural, or educational
intent, e.g. author visits, reading groups, literary discussions, workshops, etc.

There can be different events for children, youths, and adults.
Only events arranged by the library are included.

Exhibitions are excluded.

Include events attended online (i.e. via webcast, webinar, or other technologies).

A.2.2.5.5 Method

Courlt the number of attendances at each library event and sum up for the year:

Wheh the same person attends more than one event, he/she should be counted every time.
Determine the number of persons in the population to be served.

The fiser attendances at library events per capita is shown in Formula (A.35):

141000 (A.35)

where

A is the number of attendances at the libra¥y events;

B is the number of persons in the population to be served.
Rourd off to the nearest integer.

NOTE1 Theindicator can be usedseparately for adults, youths, or children, or for particular target populations
(e. g. [senior level students, immigrants, people with reading disabilities), if the number of persons|belonging to

each group in the population to-be-served is known.

NOTE 2  Theindicator can.also be used separately for events dealing with specific subject areas sfich as health,
communication skills, or'sustainable development.

A.2.2.5.6 Interpretation and factors affecting the indicator
The Indicatoris an integer with no top limit.

A high-Seore indicates that the events that the library arranged were suited to the popylation to be
served:

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

A.2.2.5.7 Source(s)

See the following references:

— Reference [20] (PI 8);

— Reference [36] pp. 154 - 157.
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A.2.2.6 Number of user attendances at training lessons per capita

A.2.2.6.1 Background

Most libraries have always offered training in the use of their services, either as guided library tours or
as general introductory lessons about the library services or a specified service. Information resources
and ways of information retrieval have changed. The difficulty today is how to find and select relevant
information. Public and academic libraries organize various training courses in information literacy,
techniques for information retrieval and assessment of information resources. Academic libraries

organize and training courses in scientific writing, open access, archiving, etc.

Developing ind offering training courses involves considerable effort and input of resources. Libr

should be
indicator sh

A.2.2.6.2 (

To assess th|

q

N

A.2.2.6.3

le to show at least basic data about input and output of their training activities
pws the interest of users in library training.

Dbjective

e success of the library in reaching its users through the provision oftraining lessons.

pcope

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

A2.2.6.4 1

The number
of the popul

Definition of the indicator

of user attendances at training lessons during acspecified time period per 1 000 menj
ation to be served.

User traininig is defined as a training programme established by the library with a specified lesson

which aims
training can
users.

A.2.2.6.5

at specific learning outcomes for the,uSe of library and other information services.
be offered as tour of the library, asJlibrary teaching lessons, or as a web-based servig

Method

Count the number of persons that(attend library instruction (and, if applicable, tours of the lib

during a sp
the period.

the same pe
numbers is |

The number

é><100
B

pcified time period (isually one year). These numbers should be cumulated at the e

aries
The

i\bers

plan,
User
e for

rary)
hd of

Count the number.ofisessions on the library’s (interactive) online training modules dfiring

riod. These numbers should also be cumulated at the end of the period. The sum of {
1sed for the indicator.

of user dttendances at training lessons per capita is calculated as shown in Formula (A

(=]

(4

hese

.36):

\.36)

where

A

should include the number of sessions on the library’s online training modules;

B

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

Round off to the nearest integer.

NOTE 1

is the number of attendances at library instructional sessions (and, if applicable, tours). This

The indicator can be used separately for training lessons for adults, youths, or children, or for

particular target populations (e. g. senior level students, immigrants, people with reading disabilities), if the

number of pe
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rsons belonging to each group in the population to be served is known.
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communication skills, or sustainable development.

A.2.2.6.6 Interpretation and factors affecting the indicator

The indicator can also be used separately for training on specific subject areas such as health,

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

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

A.2.2.6.7 Source(s)

See the following references:

A.2.2
reac

A.2.2

Liter]
Succy
(SDG
subs
outc
grou
sex”

Librg
literd
of lijfraries’ contribution to SDGs targets and specifically to the achievement of target 4.6.

A.2.2

To ag

A.2.2

The

train

eference [14] (PI 2.3);
eference [36] pp. 145 - 149.

.7 Percentage of users attending functional literacy and numeracy training less
h a fixed level of proficiency

.7.1 Background

acy and numeracy skills are essential for personal wellbeing, social inclusion an
ess. The relevance of these skills is reflected, forrinstance, in the Sustainable Develoj
s) 2030 Agenda, namely in SGD 4 target 4.6 which states that “By 2030, ensure that all
Fantial proportion of adults, both men and Women, achieve literacy and numeracy.” Th
mes are measured through one global-indicator: “4.6.1 Proportion of population in
p achieving at least a fixed level of preficiency in functional (a) literacy and (b) numer;
.|The target age group for this indicator is the population of 15 years and older.

ries, especially publiclibraries; are increasingly engaged in supporting youth and adult
icy and numeracy and need‘te prove the success of their effort. This indicator can prov

.7.2 Objective

sess to what extent the library has succeeded in its functional literacy and numeracy t

.7.3 Scope

performance indicator is applicable to all libraries that offer functional literacy an
ing;

pns that

d economic
bment Goals
youth and a
ese learning
a given age
icy skills, by

5’ functional
de evidence

raining.

d numeracy

Comparison between libraries requires

that the levels of proficiency are defined in the same way,

that similar tests are used,

— that the libraries’ resources and the socio-economic factors in the population are considered.

A.2.2.7.4 Definition of the indicator

The percentage of users attending functional literacy and numeracy training lessons that reach a fixed
level of proficiency.
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Functional literacy is defined as the ability to understand, evaluate, use and engage with written texts
to participate in society, to achieve one’s goals, and to develop one’s knowledge and potential.

Functional numeracy is defined as the ability to access, use, interpret and communicate mathematical
information and ideas, in order to engage in and manage the mathematical demands of a range of
situations in adult life.

Fixed level of proficiency (FLP) is the minimum benchmark of basic knowledge in a domain (literacy or
numeracy) measured through learning assessments.

User training is defined as training programme set up with a specified lesson plan, which aims at
specific learning outcomes The training can be offered as face-to-face tuition or as online training

A.2.2.7.5 Method

For each trajning in functional literacy and numeracy, the library shall define the level of proficiency that
is intended fo be reached. It is recommended to use established levels, such as the PIAAC - Programme
for the International Assessment of Adult Competencies levels.

The attendants should be tested at the end of the training course, separatelyas to functional lit¢racy
and numeragy.

The percentjage of users attending functional literacy and numeracy traifiing lessons that reach a fixed
level of profjciency is calculated using Formula (A.37):

gxwo (A.37)

where

A s tIe number of attendants reaching the fixed level of proficiency;
B is the total number of attendants.
Round off td the nearest integer.

The indicatqr may be differentiated,as.to age groups and sex of attendants.

A.2.2.7.6 Interpretation andfactors affecting the indicator
The indicatqr is an integerbetween 0 and 100.

A high score is seen-ag-good. It shows that the attendants of library training lessons have ggined
measurable|competencies in functional literacy and/or numeracy.

A.2.2.7.7 $Source(s)

See Reference [38].
A.2.2.8 Percentage of users attending ICT training lessons that developed targeted skills

A.2.2.8.1 Background

Information and communication technology (ICT) have radically reshaped people’s lives. But having
physical access to ICT does not necessarily mean that a person can fully benefit from these tools. The
lack of skills is a key barrier preventing individuals from realising the potential of ICT for personal and
community development.

The relevance of ICT skills for sustainable development is echoed on the UN’s 2030 Agenda goals and
targets, namely Goal 4, target 4.4. “By 2030, substantially increase the number of youth and adults
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who have relevant skills, including technical and vocational skills, for employment, decent jobs and
entrepreneurship”. Progress towards this target is measured through the global indicator: “4.4.1
Proportion of youth and adults with information and communications technology (ICT) skills, by type
of skill”. This indicator is collected by the International Telecommunication Union [(ITU) the United
Nations specialized agency for ICT] through national household surveys. The target group for this

indic

ator is the population aged 16 to 74 years.

Libraries, especially public libraries, are increasingly engaged in supporting youth and adults’ ICT skills
development and need to prove the success of their effort. By using an indicator that measures users’
proficiency at performing ICT related activities, libraries can gather evidence of their contribution to
SDGs’ target 4.4.1.
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.8.2 Objective

sess to what extent the library has succeeded in its ICT training.

.8.3 Scope

performance indicator is applicable to all libraries that offer ICT training.

barison between libraries requires:

hat users’ ICT proficiency is measured though the accomplishment of similar ICT actiy

hat similar tests are used;

.8.4 Definition of the indicator

percentage of users attending ICT trainihg lessons that developed targeted skills

igh the accomplishment of ICT related activities.

roficiency is the ability toperform an ICT related activity, which constitutes a learnin
e assessed in the contextef a training lesson. An attendant of an ICT training lesson tH
le to accomplish a task set as learning target is a user that developed the intended ICT

fic learning outcomes. The training can be offered as face-to-face tuition or as online

.8.5 Méethod

ach«araining in ICT, the library shall define the ICT skill that is intended to be reached. ]

kill,is expressed through a specific ICT activity. It is recommended to use established

ities;

hat the libraries’ resources and the socio-economi¢factors in the population are considered.

kills are skills that allow an effective use of ICT, independently of the device used, measured

b target that
at proves to
skills.

training is defined-as training programme set up with a specified lesson plan, which aims at

raining.

'he targeted
types of ICT

acti

ities, sucthras thre omes set by T T U for measuring 1€ T accessamd use by househotdsamn

and simultaneously monitor SGDs’ target 4.4.1 (UNESCO. Institute for Statistics, 2021):

©ISO

Table A.1 — ICT skill levels and activities

individuals

ICT SKills level ICT Activities

Using copy and paste tools to duplicate or move data, information and content
in digital environments (e.g. within a document, between devices, on the cloud)

Basic Sending messages (e.g. e-mail, messaging service, SMS) with attached
(e.g. document, picture, video)

files

Transferring files or applications between devices (including via cloud-storage)

2023 - All rights reserved
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Table A.1 (continued)

ICT Skillslevel |ICT Activities
Using basic arithmetic formulae in a spreadsheet
Connecting and installing new devices (e.g.a modem, camera, printer) through
wired or wireless technologies
Standard — — - —
Finding, downloading, installing and configuring software and apps
Creating electronic presentations with presentation software (including text,
images, sound, video or charts)
Setting up effective security measures (e.g. strong passwords, log-in attempt
MOt ITation) To Protect AevIiCes and ONIe acCouTts
Changing privacy settings on your device, account or app to limit the sharing
Advanced of personal data and information (e.g. name, contact information, photas)
Verifying the reliability of information found online
Programming or coding in digital environments (e.g. computer software, app
development)

The attendajnts should be tested at the end of the training course, to assess theirproficiency to per

the ICT actiyity.

The percentage of users attending ICT training lessons that developed-targeted skills is calculat

shown in Formula (A.38):

AxlOO
B

where

A s tIe number of attendants that developedargeted skills;

B ist

e total number of attendants.

Round off td the nearest integer.

The indicatqr may be differentiated,as to age groups and sex of attendants.

A.2.2.8.6 Interpretation andfactors affecting the indicator

The indicatqr is an integerbetween 0 and 100.

A high scorg¢ is seen as\good. It shows that the attendants of library courses have gained measu

skills in ICT

A.2.2.8.7 Source

form

bd as

\.38)

rable

See Reference [39].

A.2.3 Facilities

A.2.3.1 User places occupancy rate

A.2.3.1.1 Background

Most libraries have reading rooms or other working spaces to provide for on-site use of their services.
As facilities in such spaces have limited capacity, it is important to determine whether a library is
providing a sufficient number of seats for visitors.

78
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In general, measuring the user places occupancy rate means measuring the probability that a user will
find a free seat and therewith the priority that the library gives to its role as a place for reading and
studying.

A.2.3.1.2 Objective

To assess the overall use rate of user places provided for reading and working in the library, by
estimating the proportion of the places in use at any given time.

A.2.3.1.3 Scope

This performance indicator is applicable to all libraries with reading and working facilities

Meagurement can be conducted at specified times of the day, the week, or the yearne.g. pe¢ak times or
off-ppak times. This should be stated explicitly when using the indicator.

A.2.3.1.4 Definition of the indicator

The percentage of user places in use at the time of investigation. Userplaces reserved exflusively for
the yse of staff are not included.

User|places in carrels, in seminar and study rooms and the audieVisual and children’s degartments of
the ljbrary, and informal seating in lounges, and group areas are.included.

Exclyde places in halls and lecture and auditory theatres.ititended for audiences of special [events. Also
exclyde floor space and cushions on which users can sit;

A.2.3.1.5 Method

Make a survey of user places provided for reading and working, whether with or without equipment at
the tjme specified.

Count the number of user places in use.
The yiser places occupancy rate is'calculated using Formula (A.39):

1;1—)><100 (A.39)
1

wherte

A is thenwmber of user places in use;

B isithe total number of user places provided.

Round-off to the nearest integer.

User places which show evidence of being used, such as coats, bags, notebooks, etc. deposited at the
places, are counted as being in use, even if the user is absent. Due to the inherent variability of the
indicator, a more accurate indicator can be attained by measuring the user places occupancy rate at
random intervals over a period of time and then calculating the mean occupancy rate (using the
cumulated sum of the user places in use, divided by the cumulated sum of the user places provided,
times 100).

A.2.3.1.6 Interpretation and factors affecting the indicator

The indicator is an integer in the range 0 to 100. It estimates the probability that a randomly selected
place is in use at any time, or at the times specified.
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A.2.3.1.7 Source(s)

See Reference [41] pp.82 - 88 (a special case of “Facilities Use Rate”).

A.2.4 General

A.2.4.1 Pe

rcentage of the target population reached

A.2.4.1.1 Background

Most librari
services an
groups of ag
materials.

The penetry
to be served
the library H

A2.4.1.2 (

To assess th

NOTE
population (f]
aiming to ser

q

N

A.2.4.1.3

materials. Beside that main population, libraries often have various target populaf
tual and potential users as the object of a specific service or as the primary userscofisp

tion rate indicates whether the library aligns with needs and expectations;efits popul
and/or of a specific target population. It points to the library’s impact as\it assesses wh
as been successful in attracting its potential users.

Dbjective

e success of the library in reaching a target population.

br example, with needs that require special library services), or some other group that the libr
ve.

pcope

This performance indicator is applicable to all libraries.

The indicatq
that the san

A2414 1
The percent]

A user can,
institution,

A.2.41.5

a) Draw a
have vij

r can be used for comparing librarjes aiming to serve similar target populations, proy
e method is used for calculating the indicator.

Definition of the indicator
age of the target population using library services.

for the purpose-ofithis indicator, be an individual or a corporate body (an organizg
DI company).

Method

random sample from the target population. Ask each person in the sample whether

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

ide its

ions,
beific

htion
bther

The target population can be the population to be served by:the library, a specific group within that

ary is

rided

tion,

they

The percent
é>< 100
B

where

A
B

80

age of the target population reached is calculated as shown in Formula (A.40):

(A.40)

is the number of persons answering “Yes”;

is the total number of persons answering.
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Round off to the nearest integer.

b) 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 number of persons in the target population.

(A.41)

The percentage of the target population reached is calculated using Formula (A.41):
é>< 100
B

where

Rourjd off to the nearest integer.

Sincg¢ not all uses by an individual are taken into account, this method ean result in a score
than|the true percentage.

A.2.

The

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

The

outside the influence of the library. Examples are demographic composition of the target
level|of urbanization, level of education,.characteristics of institutions served (e.g. teachi
level| of financial support to students); book-buying habits, geographical distances betwsg

and

The

the services provided.

A.2.

See

A.2.

A.2.

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

B isthe total number of persons in the target population.

4.1.6 Interpretation and factors affecting the indicator

indicator is an integer in the range of 0 to 100. A higher score is normally considered h

users, general social conditions, économic climate, etc.

score ought to be sensitive te-active promotion of the library services, as well as to imp

4.1.7 Source(s)

the following referénces:

eference[14] (PI 2.1);

eference [29] p. 35 (“Percentage of the Population who have Books on Loan”, using
stimate of the percentage of the population who has used the library.);

rhat is lower

etter than a
of a specific

proportion of the target population using-the library can be affected by several factors, many

population,
hg methods,
en libraries

rovement of

loans as an

Reference [36] pp. 100 - 104 (“Market Penetration”);
Reference [41] pp. 41 - 42 (“Registrations as Percentage of Population”);
Reference [43] pp. 88 - 90.

4.2 Percentage of the population reached, including indirect users

4.2.1 Background

Registered users sometimes use the library on behalf of other persons, e. g. relatives, friends, colleagues.
This can include lending or copying of materials, downloading items from the library’s digital collection,
or finding information for specific topics via library services. The number of active users can thus be
higher than the counting described in A.2.4.1 shows as those indirect users generally remain hidden.
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Knowing more about the extent of their user community is not only important for the planning of
library services, but can provide good arguments when applying for resources.

A.2.4.2.2 Objective

To demonstrate the whole spread of a library’s impact by identifying the hidden users.

A.2.4.2.3 Scope

This performance indicator is applicable to all libraries, but can be especially useful for libraries whose

population i

s detained by monetary problems, bad transport means or reservation towards of

ficial

institutions

The indicat
the same mg

A24.24 1
The percent]

Indirect use|

A.2.4.2.5

The first stg
out of the pq

Great care {
structure ci
children, m

to visit the library.

r can be used for comparing libraries aiming to serve similar populations, prowvided
bthod is used for calculating the indicator.

Definition of the indicator
ge of the population to be served using library services, includingindirect users.

s are defined as non-registered users that use the library via anegistered user.

Method

p consists in assessing the percentage of indirect GiSers compared to all registered 1§
pulation to be served. This can be only achieved h{Zsurveying.

hould to be taken to get a representative sample of users to be questioned. The v
in differ very much in specific times of the“day, the week, or the year, e. g. more s
re seniors, more parents coming in behalf of their children. As far as possible, “nof

times shouldl be chosen.

Question a 4
The intervig

The questio

Did you
g.achil

Did you
a friend

NOTE Aj
they acted fo

wees should belong to the library’s population to be served.
hs could be:

borrow materials (e(g)books, games, music) for another person that has no library ca
], a friend, a colleague)?

seek information on specific topics for another person that has no library card (e. g. a
a colleague)?

registered users could also act in behalf of other registered users, it is important to ask wh
" persons without a library card.

The percent

ge nfrpcpnndpnfc that affirm hqving acted in hehalf of others dnring the visitis consid

that

ISers

sitor
rhool
mal”

ample of registered users after(a physical library visit in a follow-up interview or survey.

rd (e.

thild,

ether

ered

as representing the percentage of indirect users that use the library via registered users.

Identify or estimate the number of persons in the population to be served. Determine the number
of registered users belonging to the population to be served and add the determined percentage of

indirect use

Is.

The percentage of the population reached, including indirect users is calculated using Formula (A.42):

A+B

82

x100

(A.42)
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where
A isthe number of registered users belonging to the population to be served;
B is the number of indirect users;
C isthe total number of persons in the population to be served.

Round off to the nearest integer.

EXAMPLE The population to be served counts 12 000 persons, of which 4 300 = 35,83 % are registered
users.
Out df 400 respondents, 74 answer yes to one or both of the questions =18,5 %. Indirect usetnswould then be

18,5

The t|
42,44

NOTH
activ

NOTH
actin

The
the p

0 0f4300=795,5.

ptal number of persons in the population that the library reached, directly or via phoxy, would
%.

1  The questions can be included in surveys assessing the time duration of physical visit
ties during a visit.

2 The percentage of indirect users established by the survey can be too low, if interviews
b on behalf of more than one person, or if they were afraid to admitthat they borrowed materi

method can only be applied to virtual visits if users must.identify themselves, so that
opulation to be served can be differentiated.

The question at the end of a virtual visit could be:

I
q

As th

A.2.4

During your visit, did you seek and/or download information for another person with
ard (e. g. a child, a friend, a colleague)?

ere can be duplication between physical and virtual visitors, the counts should be kep

.2.6 Interpretation and factors affecting the indicator

The indicator is an integer in thesrange of 0 to 100. A higher score for the population reachec

cons

Whe
tasks
it dif
even
use i

dered better than a lowerScore.

ther a high or a loWirpercentage of indirect users is considered better, depends on
, its resources afd'on the demographic composition of the population. In surrounding
Ficult for a library to reach its population, it can be seen as evident success if it attracts

E, such as the members of an educational institution, it could be seen as insufficient i

reaches partof its population only in an indirect way.

A.2.4

2.7 Source

in an indire¢t way. On the other side, if a library serves a population that is in a wa

be 5 095,5 =
s or the user
es have been

h]s for others.

members of

but a library

[t separate.

is normally

the library’s
s that make
more users,
y obliged to
f the library

See Reference [21].

A.2.4.3 User satisfaction

A.2.4.3.1 Background

For all types of libraries, the assessment of users’ needs and their satisfaction with the resources and
services offered is a crucial issue. Users’ needs and wishes can, for instance, be ascertained by the
evaluation of usage data or of users’ complaints and suggestions. Focus groups and interviews can be
used for assessing user opinion. For a comprehensive overview most libraries prefer surveys that ask
for the satisfaction of the user with the library’s services and resources.
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s can ask for different levels of experience with library services:

the particular experience and satisfaction with library services during the last library visit or the

of a library service;

the long-time experience and satisfaction with all or individual library services;

the experience and satisfaction compared with the expected quality level.

surveys assist in adapting a library’s services to the needs and interests of the users. They

reveal reasons for dissatisfaction and thus help to detect problems and shortcomings in the service

delivery.

A.2.4.3.2

To assess t
services of

A.2.4.3.3
This perfor

Comparing
general, ver
There are a
can be used
survey proc

The indicat
faculty men

The indicat
the public s¢

opening

study f4

interlib
inquiry
user tra

Different as
reference st

availability of documents;

bjective
degree to which users are satisfied with the library services as a whole or'with different
e library.

cope
ance indicator is applicable to all types of libraries.

[he same library at different points in time is possible. Comparing different libraries fis, in
y difficult, and only valid if the circumstances, questions; and procedures are identical.
humber of user satisfaction surveys available, for bothypublic and academic libraries, which

for comparison between libraries of similar missien when the same questionnair¢ and
psses are used.

br can be used to assess the satisfaction of specific user categories, e.g. undergrady
bers, or elderly people.

ates,

r can be used for measuring users' perceptions of the library service as a whole or a
rvices of a library. For example:

ny of

hours;

cilities;

rary lending serviee;
and referenée-service;
ining.

pects of individual services can also be assessed within the same survey, e. g. attitudes of

hffor comfort of seating.

A.2.4.3.4 Definition of the indicator

The average
rating shoul

— afour-p

rating by users of the library services as a whole or of different services of the library. The
d be on a numeric scale, either:

oint scale, from 1 to 4 with 1 as the lowest value,

— afive-point scale, from 1 to 5 with 1 as the lowest value, or

— aseven-

Other types

84

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

of scales, like 0 or 1 to 9 or 10 etc. may also be considered.
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As some of the interviewees may not have information, experience or opinion about the topic in
question, an extra answering alternative outside the numbered scale should be offered (for instance “I

» o« » o«

have not used the service in question”, “I don’t have experience of the topic”, “I have no opinion”).

A.2.4.3.5 Methods

There are various and competing measurement approaches for user satisfaction. The most used
method is the direct measurement method, where users rate the services and their attributes by their
satisfaction and by the importance of the services to them on different scales.

Another well-known approach in the library sector is the expectancy-disconfirmation paradigm
in different variants. Users compare the actual product and service performance witH their prior
expefctations. In cases where user expectations are met or even exceeded, the user is sjtisfied. The
diffefence between the service performance and the expectation can be used as a measurg to describe
how well the goal has been achieved. This approach is also called gap analysis.

Libraries have also tested a very simple method developed in the commerciaksector that relies mainly
on ofe question and that can be used without connection to a broader survey: the Net Promoter Score
(NPS).

A nef project in Finland tries to measure satisfaction via a list pfiattributes that are yveighted by
coefflicients appointed by experts. An appropriate list is used @s well for the evaluatiop of specific
services as for the library as a whole. The method is called confposite index.

Quedtions about user status can be included in the questionnaires of all methods. Different categories
of users have different needs, so the data can be analysed to identify how satisfaction is reldted to these
varidbles.

a) Direct measurement method

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

Draw a random sample of users and ask them to fill out the questionnaire. The data can |pe collected
by a|postal questionnaire, by ah-electronic questionnaire, by face to face interview, or hy telephone
interjview, as appropriate.

The |average user satisfaction for each service or aspect of service is calculated as shown in

Formula (A.43):
A

+ A.43
- (A43)

wherte

ictha o F{-}«

A PR
TS CIIC—SUTIT OT CIT

B is the number of persons answering the questions.
Round off to one decimal place.

This indicator is calculated and reported separately for each question in the survey. For each service,
also count the frequency with which each value appears. Then calculate the percentage for each
value. 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 dissatisfaction,
and to identify the relative importance of various services.

b) Gap analysis method
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Gap analysis can be used for calculating user satisfaction as defined by this indicator, if questions are
posed appropriately. The method provides additional information about customer expectations which
is not used for the calculation of this indicator.

Design a questionnaire listing the specific services, and/or aspects of services, which are to be assessed.
Include questions asking users to rate the service they currently receive.

A four-, five-, or seven-point scale is generally provided for answering the questions. The same scale
should be used throughout the questionnaire.

Draw a random sample of users and ask them to fill out the questionnaire. The data can be collected
by a posta] juestionnaire electronic guestionnaire face to face interview or fp]pphnnp interview, as

appropriate

The averagg user satisfaction for each service or aspect of service is shown in Formula (A.44);

4 (h.44)

B

where

A s tIe sum of the values for each service as currently received by the users;
B is the number of persons answering the questions.
Round off tq one decimal place.

The gap (G) between perceived and expected service quality for each service or aspect of service is

calculated ulsing Formula (A.45):

A 4
G=—L1f"° (A.45)

A, is tIe sum of the values currently received (perceived) for each service indicated by the users;

is the sum of the values they'would like to receive (expected) for each service indicated by the
users;

B isthe number of pensons answering the question.
Include onlyj those persons answering both parts of the question. Round off to one decimal place.

This indicatjor is ealculated and reported separately for each question in the survey. For each sefvice,
also count the frequency with which each value appears. Then calculate the percentage for |each
value. This hdditi i ers' i istri

possibilities.

A specific selection of questions in the survey can be used to identify specific sources of dissatisfaction,
and to identify the relative importance of various services. Questions relating to users’ expectations
of the various services can be used to identify those where there is the greatest discrepancy between
expectation and experience.

c) Net promoter score (NPS)

The NPS was originally developed as company loyalty metric (see Reichheld 2003). The method found
broad interest because of its ease of use.
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The net promoter score is based on the assumption that when people recommend something to
somebody, they take a sort of responsibility for the quality of what they recommended. It uses a single
question answered on a numerical scale (0 to 10):

— How likely is it that you would recommend our company/product/service to a friend or colleague?

The scoring for this answer is based on a 0 to 10 scale (0 = not likely at all, 10 = very likely). Respondents
are grouped as follows:

— Score 9-10 Promoters: loyal customers who will recommend the institution/service to others

— Score 7-8 Passives: satisfied but unenthusiastic customers, vulnerable to competitive services if

The
perc

available

$core 0-6 Detractors: dissatisfied customers who can damage the reputationcof_the
gervice through negative word-of-mouth

NPS is calculated by subtracting the percentage of respondents whorare detracto
entage of respondents who are promoters. For purposes of calculating an NPS, pa

toward the total number of respondents, thus decreasing the percentage_of detractors an
and pushing the net score toward 0.

User|satisfaction is calculated as net promoter score as shown indormula (A.46):
R-D
where

P isthe percentage of promoters of all respondents;

D is the percentage of detractors of allrespondents.

Round off to one decimal point.

The NPS is a number on the range -100 to + 100.

institution/

s from the
bsives count
1l promoters

(A.46)

EXANPLE In a survey, 35 %of\respondents are promoters (ticking 9 or 10), 20 % are passiveq (ticking 7 or
8), arld 45 % are detractors (ticking O to 6). The NPS is 35 - 45 = -10.

In addition to their estimate of recommending the institution/service, the respondents afe asked the
simplle question “Why?* which gives the opportunity of justifying their estimate. There
defined answers. The advantage is that spontaneous answers may cover a broad field and
ideag. The disadvantage is that it is difficult and labour-intensive to code and analyse the co

are no pre-
contain new
|lected data.

Librgries havevstarted to use NPS as a quick and simple way for assessing satisfaction grades of their

user

d)

5. Net\promoter score can be used for the whole library as well as for specific services.

‘nmpncifp index

This method evaluates user satisfaction in a more differentiated way by assigning several variables
or attributes to the specific library services. Each attribute is weighted with coefficients derived from

expe

rts’ opinions on its importance.

EXAMPLE1  Weighted attributes of services

1) The service is useful (100)

2) lam able to find what I am looking for in the service (99)

3) The service is easy to use (87)

4) Using the service saves time (82)
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5) On a scale from 0-10, how likely is it that you would recommend the service to others? (0 being the lowest
and 10 being the highest) (78)

6) Using the service is enjoyable (62)
7) Onascale from 0-10, how would you rate the service? (0 being the lowest and 10 being the highest) (62)

The attributes used and their number for counting the Composite Index may be decided by the
individual library, but the requirements of benchmarking and the comparability of the time series
should be considered. The weight values are usually given in advance of a survey, but ex post weighting
is also possible.

The composjite Index 1s counted as Snowi 1n ExXample 2.

EXAMPLE 2 | Calculation of the composite index (with the weighted attributes of example 1)

. Measured :
Attribute 1 Wv?/ig}ll)t Ratio Score Min Max Range Weightedgcore Sw)
(W) (R)? M) 4 @ | ® | O
1 100 0,18 4,5 1 5 4 0,16
2 99 0,17 4,0 1 5 4 0,13
3 87 0,15 3,6 1 5 4 0,10
4 82 0,14 4,0 1 5 4 0,11
56 78 0,14 30,0 -100 100 200 0,09
6 629 0,11 39 1 5 4 0,08
7 629) 0,11 8,0 0 10 10 0,09
Weight um(S) 570 2) 1,003 Iyx=0,767)

1) Attribufes in the order decided by the experts aecording to relative weight (W) given
2) S=YW{wherei=1,..,N; Nisnumber of attributes

3) R=W/[S; sum of Ratios must be 1

4) Ms: Reslilts from the user survey

5) L =B -A|(of each Attribute)

RK(M,—A)
W L

Sy is tIe weighted score;

is theTatio;

is the measured score;

is the minimum attribute;

~ 0

is the range.
7) The Composite Index is calculated: Jux = };Sw;, where i =1, ..., N; N is number of attributes
8) In this example, the Net Promoter Score (NPS) was included as one of the attributes

9) More than one attribute can be given same weight value if desired
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The weighted scores represent the user satisfaction on each attribute. The weighted score for a specific
attribute is calculated as shown in Formula (A.47):

R*(Ms—-A)
L

where

R isthe ratio;

M. isthe measured score;

S

(A.47)

A isthe minimum attribute;

1 isthe range.

Rournd off to two decimal points.

For

domparability, the weights of the attributes shall be kept constant during several surve

theymust also be re-evaluated regularly.

A.2.

a)

b)

The
The

)

d)

4.3.6 Interpretation and factors affecting the indicator

Direct measurement: For each service or aspect of a service, this indicator is a numH
dlecimal place between 1 and 4, 1 and 5, or 1 and 7, depending on the scale chosen.

[ap analysis method:

If G = 0 (neutral), there is no gap between the;perceived and expected quality of servict
If G > 0 (positive gap), then perceived service is better than expected;

If G < 0 (negative gap), then perceived;Service is worse than expected.

floser the gap (G) is to zero, the better balance there is between satisfaction and impor
gap (G) between -0,5 and#0;5 may be considered acceptable, however:

If G is between +0,5 and #1,0, too many resources may be allocated for the aspect;

If G is between -0;5.and -1,0, measures to improve the aspect should be considered;

If G < -1,0 or{g->"+1,0, the situation is critical: Inmediate measures are necessary esp¢
[-value is-negative.

For the:Net Promoter Score that ranges from -100 to +100, a positive number will
¢onsidered as good.

y cycles, but

er with one

tance.

ecially when

renerally be

Composite index:

The weighted score is a number between 0 and 1. A higher number would indicate higher satisfaction.

e)

General:

The indicator user satisfaction, whether calculated via direct measurement, gap analysis, Net Promoter
Score, or Composite Index, should always be used together with other indicators for service quality and
with usage statistics for the services that are evaluated.

High satisfaction rates are seen as good and can be used as an efficient marketing tool of the library.
Low satisfaction with a service points to shortcomings in the service delivery. The open comments of
users in the questionnaires can give more information about the reasons for dissatisfaction.
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For the interpretation of the scores, it is important to bear in mind that the results are based on the
subjective opinion of a random sample of users. Individual circumstances at the time of the survey can
influence the answers.

An important factor is the expectation of the users. If they have not had experience of high quality
services, they can be satisfied with lower quality, which is one reason why it is difficult to compare one

library with

another.

A.2.4.3.7 Source(s)

See the following references:

— Referen|
Referen|
Referen|
Referen|

Referen|

Referen|
A2.44 W]

A2.441

Libraries pr
requests, bd
and speed o

The criterid
factors affe
behaviour, d

A2.4.4.2 (

To assess th
desk (or to g

q

N

A.2.4.4.3
The indicatd

Comparison

)

5] pp. 118 - 122;

—
~

ce

N

ce

[
[

‘ w
(o)

ce [36] pp. 105 - 111;

‘ S
N

ce [42] pp. 43 - 53;

N

ce

6] (Net Promoter Score);

N

[
ce [27] (Composite Index).

llingness to return

Background

pbvide reference services, i.e., oral or written information and assistance, in response to
th face-to-face and virtually. It is important for libraries to evaluate not only the accy
f their reference transactions, but also.thie users' appreciation of the service.

n of willingness to return points.fo user satisfaction with the service as a whole. I
ct this user appreciation, such(as'the quality of the reference response, the libraj
r the ease of the interface ina virtual reference service.

Dbjective

e effectiveness of ateference transaction by the user’s willingness to return to the refef
virtual reference-service).

pcope
r is relevant for all libraries with a reference service.

is-possible between libraries of similar mission and goals if a similar type of refef

user
[racy

Many
ian's

ence

ence

service is p

ovided.

The indicator is applicable for traditional face-to-face reference and for virtual reference.

A.2.4.4.4 Definition of the indicator

The percentage of reference transactions after which users state that they are willing to return to the
reference desk (to the virtual reference service) with another question.

NOTE 1
NOTE 2

NOTE3 Vi

90

Reference questions can regard facts, documents, or advice on sources for the user’s subject.

The definition excludes informational questions (directional and administrative inquiries).

rtual reference questions can be delivered by e-mail or web forms.
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This indicator does not assess the speed of the reference transaction or the accuracy of the reference
answers.

A.2.4.4.5 Method
a) Actual reference users

Actual users are questioned after a reference interview in a follow-up interview or survey. After a
reference transaction in a virtual reference service, a web survey is offered. Users answer the question
as to their willingness to return:

1 =l - dla . £ d dnn e 1 1l b 1.1 H
— dSTU UII LIIT UAIJCI ICIICC UL LITIS ITTITICLICTC LI AdI154dCLIULI, 11 _yuu IIdU LUIIT Ul} LIU1I, WOUuIu _yuu I 3turn tO thlS
feference desk (this virtual reference service) again with another question?

The willingness to return is calculated using Formula (A.48):

-‘;1—)><1oo (A.48)
A

where

A is the number of persons answering “Yes”;

I is the total number of persons answering.
ound off to the nearest integer.
b) Proxy user method

Proxly or surrogate users ask a reference question at the reference desk (in the virtupl reference
service). They observe staff behaviour and all.circumstances related to the reference transaction.

After the reference transaction, the proxy,users answer the question as to their willingness to return:

— Based on the experience of this reférence transaction, if you had the option, would you rgturn to this
feference desk (this virtual reference service) again with another question?

The yillingness to return is calculated as shown in Formula (A.49):

%100 (A.49)

where

A issthe number of persons answering “Yes”;

B “Jis the total number of persons answering.

Round off to the nearest integer.

In order to know more about the reasons of willingness or non-willingness to return, libraries could ask
more questions such as:

— Was the reference librarian (the virtual service) easily approachable?
— Did the reference librarian show competence?
— Did the reference librarian ask at least one question to find out more about your information need?

— If you were referred to a source, either inside or outside of the library, did the librarian check
whether you got a helpful answer?
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A.2.4.4.6 Interpretation and factors affecting the indicator

The indicator is an integer between 0 and 100.

Did the librarian finally ask you whether the information provided fully met your information

A high score is considered good. It means that a high percentage of reference transactions were
successful according to the rating of actual or proxy users.

If the score is low, the library can identify the reasons via the aspects rated by the users. One reaction

; P .. .. T
could be to ot gantzestatt trammg rmter persomar SKIrs:

q

N

A.2.44.7

See Referen
A.2.4.5 P¢

A2.451

It is vital fol
and the ser}
usage, but a

A.2.452 (

To assess to

q

N

A.2.4.5.3

The indicat
institution {

Alibrary of

jource(s)

Ce [19] and Reference [31].

rcentage of survey respondents who know the library

Background

all types of libraries that the potential users be aware of/thieir existence, their collec
ices that they offer. This awareness level can influencé not only the physical and vi
so the liberality of funders and donators.

Dbjective

what extent a library is known to its population to be served.

fcope

br is applicable to all librariesIt\is less relevant for libraries who are affiliated
vith a defined membership, where the population is in a way obliged to use them.

hn educational institutionor of a commercial firm will usually be known to the membé
n or firm. Public libraties can have more difficulties to achieve a high level of awarsg

the instituti
in their sur{]gundings. National libraries or general research libraries that serve researchers world
|

will have sti

Comparison

A2454 1

The percent]

1 more problems topeach publicity in their potential usership.

s between libraries of different types are therefore of limited validity.

Definition of the indicator

hge‘ofisurvey respondents that state that they know the library and/or its basic servic

tions
rtual

0 an

1S of
bness
wide

esS.

NOTE
services.

Tt

A.2.4.5.5 Methods

11S does not necessarilly mean that the respondents have already visited the library or used its

A.2.4.5.5.1 Survey a sample of the library’s population to be served, including active users and non-

users of the

library as to their awareness of the library.

The question is:

community, town quarter, region, country) and that you can use?

92

Do you know this library (name) that serves the specific interests of your institution (firm,
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The percentage of survey respondents who know the library is calculated as shown in Formula (A.50):
gx 100 (A.50)

where

A is the number of persons answering “yes”;

B is the total number of persons answering.

1 Cco. 1 ——d
ROUI U UITtU LI TICdI CS U ITILEZCT.

The question could be asked by phone or mail, or by interviewing a random sample of persons in specific
localjties or situations, e.g. in the cafeteria of an institution or in frequented parts of a.community:.

The population from which the interviewees are taken should as much as po§sible corregpond to the
individual library’s target groups.

A.2.4.5.5.2 In order to get a more detailed result, the survey can askWhether the interviewees know
the main services that the library offers.

The question could be:

— What services does this library (name) offer? Check all.you know.
EXANPLE1 (for aresearch library)
— digital collections

— (datalogues

— 1reference and information

— lending services

— tesearch support

EXANPLE 2  (for a public libragy)
— print collections

— digital collections

— (¢atalogues

— lendingservices

— ¢hildren’s library

— events, exhibitions

The percentage of survey respondents who know the library is calculated using Formula (A.51):
gx 100 (A.51)

where

A is the number of persons checking at least half the services named;

B is the total number of persons answering.

NOTE An average rating of awareness can be calculated for each service.
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A.2.4.5.6 Interpretation and factors affecting the indicator

The indicator is an integer between 0 and 100.

A high score is considered good. It shows whether the library has succeeded in making itself known.

A.2.4.5.7 Source(s)

See ISO 21246:2019, A.4.1

A.2.4.6 Percentage of survey respondents who feel it is important that their institution,

association|

A2.4.6.1

Libraries us
(e. g. a profe
town quartsg
for the infoy
addition, th
community

The indicat
existence.

A.2.4.6.2 (

To assess W
potential us

q

N

A.2.4.6.3
The indicatd

Comparison

A2.4.64 1

, community, region or country has a library

Background

hally serve either an institution (e. g. a school, a university, a commercial firmj,/an associ
ssional association, a learned society) or a specific geographical area (e.'g: a commun

I
1, a region or - as national libraries - a nation). They offer resources;services and facilities

mational, research, educational, cultural or recreational needs of thi€ir potential use
by often serve as meeting points and help to create a sense of belonging to the instity
or area.

br shows whether the library has succeeded in making)their potential users value

Dbjective

hether the value of a library that offers specific services for them is recognized b
ers.

fcope
r is applicable to all libraries.

between libraries of a similar type and mission is possible.

Definition of the indicator

The percent
their instit
region or na

NOTE 1
services.

T}

NOTE 2

age of survey respondents who feel it is important that there is a specific library that s¢
tion (e. g. schoel, university, commercial firm) or association, community or town quz
ion.

his does-not necessarily mean that the respondents have already visited the library or us

htion
y or

rs. In
tion,

their

7 the

brves
\rter,

bd its

Abin

A.2.4.6.5 Method

Survey a sample of the library’s population to be served, including active users and non-users of the
library as to their perception of the library’s importance.

The question is:

community, town quarter, region, nation)?

The question could be asked by phone, mail, or interview.

94

Do you feel it is important that there is a specific library serving this institution (or: association,
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The percentage of survey respondents who feel it is important that their institution, association,
community, region or country has a library is calculated using Formula (A.52):

A 100 (A.52)
B

where

A  is the number of persons answering “yes” to the question;

B is the total number of persons answering.

Rourd off to the nearest integer.
In order to get a more detailed result, a five-point scale could be offered for answering this|question:
— How important is it for you personally that there is such a library?
quite unimportant 1 - 2 - 3 - 4 - 5 extremely important)

In thpt case, an average rating of importance could be calculated from‘the answers.

A.2.4.6.6 Interpretation and factors affecting the indicator
The indicator is an integer between 0 and 100.

A high score is seen as good. It shows that the particularlibrary is considered valuable for itf population
to be served.

A.2.4.6.7 Source(s)
See IS0 21246:2019, A.4.2

A.2.4.7 Perceived impact

A.2.4.7.1 Background

Libraries conduct impact{surveys to assess the extent to which direct or long-term librafy impact is
expefienced by their usefs. Survey results show the degree to which users feel they are bengfited by the
librafry as a whole orby different services of the library. Although this information does not necessarily
dem@nstrate impact-on its own, it can be used as a first approach to identify potential libjary impacts
(see |SO 16439:2014, 5.2).

A.2.4.7.2 \,Objective

To adsess the degree to which users feel that they are henefited by the library as a whale orlby different
services of the library.

A.2.4.7.3 Scope
The performance indicator is applicable to all libraries.

Comparing the same library at different points in time is possible. Comparing different libraries is, in
general, very difficult, and only valid if the circumstances, questions and procedures are identical.

The indicator may be used to assess the perceived impact of specific user categories, e.g. students,
researchers, children, or elderly people.

The indicator can be used for assessing users' perceptions of any of the public services of a library, e. g.
digital collection, study facilities, reference service, user training.
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A.2.4.7.4 Definition of the indicator

The average rating given by users on a numeric scale ranging from completely disagree to completely
agree expressing their perception of their various benefits from library services as a whole, and from
individual services offered by the library.

The rating should be on a numeric scale, for example:

— afive-point scale, from -2 to +2 with 0 as neutral value;

— aseven-

point scale, from -3 to +3 with 0 as neutral value.

As some of
question, an

A.2.4.7.5
The library

numeric scalle). The same scale should be used throughout the questionnaire. Spaee should be givd

additional c
The survey
Special queq

The questio
questions at

Calculate th

A/B

where

Method

the Interviewees may not have information, experience or opinion about the top
extra answering alternative should be offered (“not applicable”).

designs a questionnaire that asks for the different aspects of perceived impact

bmments.
thould explain the purpose of the project to the participants.
tionnaires may be designed for different user groups.

nnaire should be tested by a small sample of users ineach user group to see whethe
e clear and understandable.

e mean impact for each aspect in the questionnaire as shown in Formula (A.53):

A ist

B ist

In order to
services, thg

a)
b)
‘)

user std
purposs

frequen|

!

e sum of the values for a form of impact indicated by the users;
e number of persons answering the questions.

check the perceived impact against the respondents’ status and experience of li}
following questiotis’'may be added:

tus, such as age.group, status (researcher, student, others);
of libraryjuse, such as study, research, professional interests, general interests;

cy of library use, such as frequency of library visits, frequency of remote use, frequen

ic in

on a

n for

I the

\.53)

rary

cy of

using sy

eCial services (interlibrary lending, reference, online catalogue, etc.).
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Table A.2 — Example of an impact survey for public library users

Have you benefited from visiting the library or using its online services? To what extent do you agree to
the following:

(+2 =1 completely agree; +1 = I mostly agree; 0 = neutral; -1 = I mostly disagree; -2 = I completely
disagree)

+2 +#1 0 -1 -2 not apL)licable

1. lhave developed new skills, I have learned 0 o o o 0 0]
gJomething.

2. lhave got new ideas, new interests. 0 0 0 0 0 0

3. 1 gothelpful information for school/learning. 0 0 0 0 0 0

4. The library has supported me in my research. 0 0 0 0 0 0

5. Thelibrary helped me to do better in 0 0 0 0 0 0

¢xaminations.

6. 1got helpful information for job seeking. 0 ) 0 0 0 0

7. 1 got helpful information for health and well- 0 ) 0 0 0 0
Ibeing.

8. I gothelpful information about my community/ 0 ) 0 0 0 0
neighbourhood.

9. The library helped me in my profession. 0 0 ) 0 0 0

10. The library helped me to_save time. 0 ) 0 0 0 0

11. I made contacts with{different kinds of people. 0 0 0 0 0 0

12. lexperienced thédibrary as an enjoyable, safe 0 ) ) 0 0 0

gdnd/or quiet place.

13. Other (please describe)
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Table A.3 — Example of an impact survey for researchers

Have you benefited from visiting the library or using its online services? To what extent do you agree to
the following:

(+2 =1 completely agree; +1 = I mostly agree; 0 = neutral; -1 = I mostly disagree; -2 = I completely

disagree)
+2 +1 -1 -2 not applicable

1. The library helps me to stay informed of the 0 ) 0 0 0
topics that interest me.

2. Thave gpt new ideas, new interests by using the o 0 0 0 0
library’s collections and services.

3. Igothelpful information for studying/learning. o 0 0 0 0

4. The librjary has supported me in my research o 0 0 ) 0
projectg and publications.

5. Igotesgential information that could be found o 0 0 0 0
nowherg else.

6. The librfary helped me in my profession. 0 ) 0 0 0

7. The librfary helped me to save time. 0 0 0 0 0

8. Imade ¢ontacts with other researchers working o 0 0 0 0
on my tppics.

9. Without this library, the conditions for m¥ 0 0 0 0 0
research would be much less convenient:

10. Other (please describe)

A.2.4.7.6 lnterpretation and-factors affecting the indicator

For each as
and -3, depe

Users’ opini
Users may d
any influend

ect of impact, this indicator is a number with one decimal place between +2 and -2,

nding on the’scale chosen.

e they experienced.

br +3

bns are vepy subjective, and depend on individual circumstances at the time of the sufrvey.
verrate.changes in their skills and behaviour; on the other side, they may not be aw4

re of

A.2.4.7.7 Source(s)

See the following references:

— Referen

ce [8];

— IS0 21248:2019, Clause 6.
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Efficiency

A.3.1 Collection

A.3.1.1 Cost per collection use

A.3.1.1.1 Background

Libraries are increasingly required to demonstrate that they use their funds efficiently and offer
services of high quality. In this context, cost analysis studies can help to assess the level of efficiency.

If thq

benc

Addi

A.3.1

The
serv

A.3.1
The i

Com
diffe

calcy

A.3.]

The
insta

The {
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b)
‘)

q

q

PPN T N

3ll other purpQses: operations and maintenance of computers and network, softw

TOSTS Per umit of imdividual products and Services are KITOWTT, COMpPariSons DetWeen
hmarking with other libraries is possible.

Fionally, the staff will gain a better understanding of the cost implications of practices

.1.2 Objective

ndicator assesses the library costs per collection use and therewijth the cost-efficien
ces.

.1.3 Scope
ndicator is relevant for all libraries with both a physical and a digital collection.

barison between libraries of similar mission, structure, and population to be served i
Fences in the collections and in lending policies.ate considered and if the recurrent ex
lated in the same way.

.1.4 Definition of the indicator

Fotal operating expenditure of the library in a full financial year divided by the totd
nces of collection use (loans plu§ dewnloads plus in-house use) in the same period.

otal operating expenditure:isthe sum of expenditures for
icquisitions of library materials of all formats (including binding, licenses, and pay-per

taff (including project staff, student assistants, etc.) and staff training, and

ind telecomnitnication, rent and maintenance of premises, utility costs (heat, electy
ewage),«epair or replacement of existing furnishings and equipment, and other c
ataloguing records, copying, postage, promotion of services, stationery, insurance, tr
omdnunications, consulting, etc.

bervices and

hnd policies.

ty of library

5 possible, if
penditure is

| number of

view costs),

are licenses
icity, water,
sts such as
ansport and

Ll d: ad
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computer systems, furniture, and equipment) is excluded.

Loans for the purpose of this indicator include:

i

i

NOTE

©ISO

ordinary loans;

n-house loans;

nterlibrary loans;

electronic document delivery transactions.

Renewals are excluded.
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In-house use in the sense of this indicator means a document taken by a user from open access stock for
use on the premises.

A download in the sense of this indicator is the successful request of a content unit (a document or part
of a document) from the library’s digital collection.

A.3.1.1.5 Method

Calculate the total ordinary expenditure for one financial year, using accounts data. To get an estimate
for the current year, data from the budget can be used instead.

Establish themmmberof coltectiomusecasestioans+imrhouseuse+downtoadsjforthesamepertgd.
In-house us¢ may be estimated from sample counts by one of several methods:

a) re-shelving count;

b) observgtion studies;

c) user questionnaire (handed out before the search);

d) technigpes used for book identification such as radio frequency identification (RFID).
The method|used should be reported.

The cost peff collection use is calculated using Formula (A.54):

A
Z \.54
B (f.54)

where

A s tIe total recurrent expenditure for onéfinancial year, expressed in the relevant currengy;

B isthe total number of instances of collection use (loans + downloads + in-house use) in the fame
perjod.

Round off in the manner customarywith the currency used.

A3.1.1.6 1nterpretation andAfactors affecting the indicator

The indicatgr is a real number with no top limit. The normal range will depend on the type of libbrary
and the curfency used:

The indicator establishes a relation between the number of loans + downloads + in-house use anfl the
cost of proviiding\all the services of the library, but cannot, in the normal case, be interpreted as an
estimate of [the,average cost of a loan, download transaction, or in-house use. Especially in librpries
where loansare thre dommimant Service, the imdicator cam be USed to assess tie overatt efficiency of the
service.

It should be kept in mind that loans and in-house use of physical materials and downloads from the
digital collection are quite different ways of collection use. However, as digital media are increasingly
replacing print media, both types of collection use together should be compared to the library costs
when assessing the efficiency of the library’s services.

The indicator can be influenced by other libraries nearby supplying services to the library’s population
to be served and by fees for library use.

This indicator should not be used by itself. It is useful for placing the service indicators in a more general
context.
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A.3.1.1.7 Source(s)

See the following references:

— Reference [25] pp. 50 - 51 (“Cost per use”, using an estimate of the actual cost of the circulation
service);

— Reference [36] Indicator C.3.

A.3.1.2 Acquisition cost per collection use

A.3.

Librd
They

.2.1 Background

ries are concerned to adapt their collection policy to the needs of the population
must therefore balance their acquisitions policy with budgetary constraints.'In thi

they serve.
s context, it

is important to assess the appropriateness and user-orientation of the library/s‘dcquisitions policy, i.e.

whet]

The
acqu

A.3.1
The

and yiser-orientation of the library’s collection building policy.

A.3.1
The i
The i

Comyj
diffe
is ca
A.3.1
The
divid
thes
NOTH

Loan

her the library's collection meets the needs of the users.

use of the collection shows the extent to which the library collection is user-or
[sition cost per use of the collection indicates the cost-effectiveness-of the collection.

.2.2 Objective

ndicator assesses the library’s acquisition cost per collection use and therewith the ¢

.2.3 Scope
ndicator is relevant for all libraries with beth'a physical and a digital collection.
ndicator can be used for comparing thé.cost of one instance of use in the same library

barison between libraries of similar mission, structure, and population to be served i
Fences in the collections and in lending policies are considered and if the acquisitions
culated in the same way.

.2.4 Definition of the'indicator

hcquisitions expenditure of the library in a full financial year for library materials o
ed by the totalmumber of instances of collection use (loans plus downloads plus in-h
hme period.

This.includes binding, licenses, and pay-per-view costs.

s for the purpose of this indicator include:

iented. The

ffectiveness

over time.

5 possible, if
expenditure

Fall formats
ouse use) in

— ordinary loans;

— i

— i

n-house loans;

nterlibrary loans;

— electronic document delivery transactions.

NOTE Renewals are excluded.

In-house use in the sense of this indicator means a document taken by a user from open access stock for
use on the premises.

A download in the sense of this indicator is the successful request of a content unit (a document or part
of a document) from the library’s digital collection.
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A.3.1.2.5 Method

Calculate th

e acquisitions expenditure of the library for one financial year.

Establish the number of collection use cases (loans + in-house use + downloads) for the same period.

In-house use may be estimated from sample counts by one of several methods:

a)

re-shelving count;

b) observation studies;

C) userqu

d) techniq

The method|

The acquisit

4 (4
B

where
A isthe total acquisitions expenditure for one financial yearyexpressed in the relevant currg
B s tIe total number of instances of collection use (loans# downloads + in-house use) in the

per

Round off in

A.3.1.2.6 Interpretation and factors affectingithe indicator

The perforn
type of libra

The indicat

cost of the pj

A lower val
collection p

[t should be
digital colle
replacing pr
costs when

FstiommaiTe (ramded out before thesearct;

1es used for book identification such as radio frequency identification (RFID).
used should be reported.

ion cost per collection use is calculated as shown in Formula (A.55):

od.

the manner customary with the currencyused.

hance indicator is a real numbetr with no top limit. The normal range will depend o
ry and the currency used.

r establishes a relation/between the number of loans + downloads + in-house use an
hysical + digital collection.

ue indicates costefficiency for the collection. It shows that the library has adaptg
plicy to the needs-of its population to be served.

kept in mind that loans and in-house use of physical materials and downloads fron
Ction are\quite different ways of collection use. However, as digital media are increas
int media, the total usage of the collection should be compared to the library’s acquis
hssessing the adequacy and user-orientation of the library’s collection policy.

\.55)

ncy;

baime

h the

d the

d its

h the

ingly
ition

The indicator can be influenced by other libraries nearby supplying services to the library’s population
to be served and by fees for library use.

A.3.1.2.7 Source(s)

See Referenc

e [36] Indicator C.3.

A.3.1.3 Cost per download

A.3.1.3.1 Background

User demand for digital content for learning, teaching, research and entertainment is growing. Libraries
therefore have to allocate a significant part of their budget to the purchase of licences for access to
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digital resources. In a context of limited budgets and growing demand for digital contents, libraries

need

evidence to justify their investment in digital resources.

The number of downloads from specific resources can support decisions to prolong or cancel licensed
resources and also to purchase additional digital media.

A.3.1.3.2 Objective

To assess the cost of a specified digital resource related to the number of downloads from this resource.

A.3.1.3.3 Scope

This

The
anot
takel

A.3.]

The (
a spd

The
that
are @

A do

A col
publ
part;

A.3.1

For e
num
diffe

Dow

Digif]

[performance indicator is applicable to all libraries.

indicator can be used for comparisons over time to digital resources or the 'Same
her library if differences in collection policies and socio-economic factors in the po
1 into account. The performance indicator only applies to priced digital reseurces.

.3.4 Definition of the indicator

cified period.
cost of a digital resource is the acquisitions, subscription; or licensing cost paid by th

vident.

vnload in the sense of this indicator is a successful request of a content unit.

shed work that can be original or a digest of other published work. This includes d
of documents (e.g. articles, abstracts;-content tables, images) and descriptive records

.3.5 Method
ach digital resource, the dost'during a specific period (usually a full financial year) is di

, they should be normalized.

resource in
pulation are

osts of each digital resource divided by the number of downloads'from that digital resqgurce during

e library for

resource. “Pay per download” costs are not included.in this definition as the costs p¢r download

1tent unit in the sense of this indicator is-a' uniquely identifiable textual or audio-vigual piece of

cuments or

vided by the

ber of downloads during that period. If the time periods between costs and downloads measured

hloading by library staff and in user training should be included in the number of downloads.

al versions-0f resources acquired in a package with print versions should be excluded if costs

cannpt be clearly separated. The costs of resources acquired by bulk purchase should be afllocated pro

rata.

The

faSt per download is calculated using Formula (A.56):

A
B

where

A s the cost of each digital resource for a specified period;

B is the number of downloads from each digital resource during the same period.

Round off in the manner customary with the currency used.
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A.3.1.3.6 Interpretation and factors affecting the indicator

The indicator is a real number with no top limit. The normal range will depend on the currency used.

A lower value indicates cost efficiency for digital resources. This should, however, be considered
in conjunction with the demand for the resource, especially with the number of visits. An expensive
resource can be crucial for a specific research project.

Depending on the users’ browser cache configurations and use of proxy servers, the number of

downloads i

ndicated by server statistics will usually be lower than the real number.

The indicator should not be used by itself, but in conjunction with user satisfaction surveys.

Interpretati
service cont

q

N

A.3.1.3.7

See Referen

A.3.2 Acc
A.3.2.1 Mg

A3.2.1.1

The backgrd
can be exprj
process thaf
services by

In many libfraries, acquisition and cataloguing-processes are now combined in a media proce

department

A3.2.1.2 (

To assess w

q

N

A3.2.1.3

This perfor
monographj

Comparison
of descripti

Background

pn of the results is dependent on local factors such as negotiated licensing agreeni
racts, etc.

jource(s)
ce [16] (P16).

ESS

pdian time of document processing

und processes in a library are important for the\delivery of library services. Their qu
essed by measures such as accuracy and speed. As the processing of new document
occurs in all libraries, it has proved convehiént to evaluate the effectiveness of backgr
'he example of document processing.

and are carried out in one operation.

Dbjective

hether the different forms of processing procedures are effective as to speed.
jcope

(print anddigital). It can be applied to different types of documents or different subjg

s between libraries are possible, but only if differences in mission affecting the
ve-cataloguing, subject cataloguing, binding policies, etc. are taken into account.

ents,

ality
5 is a
pund

5sing

mance indicator is applicable to all libraries. The indicator is especially usefull for

cts.

level
Vhen

interpreting

thn rncu]tc’ diffnrnnr‘nc inautomation and the use of COpy r‘at:\]nguing chnu]d bn

special attention.

A.3.2.1.4 Definition of the indicator

given

Median number of days between the day a document arrives at the library and the day it is available for

the user.

A.3.2.1.5 Methods

The period used for measurement (e.g. one month) is fixed by the user of the indicator. Collect data
on documents arriving in the library during the specified period. Keep a log, either by an automated
library system or by a log sheet accompanying the document through the process.

104

© IS0 2023 - All rights res

erved


https://standardsiso.com/api/?name=09831b4878c93c867be07c1e43eb2758

Fore

1SO 11620:2023(E)

ach title record, the exact dates of all stages of document processing should be logged:

— receipt or access (for library staff), including administrative process;

— cataloguing/metadata tags;

— subject cataloguing/metadata tags;

— bindery preparation;

— binding;

For ¢

address of its location (e.g. URI, URL, DOI) for a document on an external server has been ad

the i

For ¢
titles

The]

NOTH
finisH

If the number of titles is even, the median time of ‘document processing is calcu

Forn

1 1 -
HTIVIIIE.

hstallation of the document on the library’s server and the URL being addedin-the catd

ach title, calculate the number of days between arrival and availability, or accessibili
according to the number of days elapsed.

Median Time of Document Processing is the number of days that¢s'in the middle of the

ling time can be assigned to an incomplete process.

ula (A.57):

whel|
Spec
exch
be c3

The j

A.3.2
The
Whe
—

1+ B
2

e A and B are the two values in the middle of the ranking list.

al processing procedures for different documents (e.g. rush procedures, rare docume
hnge documents) should be analysed separately. The median time of each stage of pr
lculated in the same way.

brocessing speed for digital’'media should be assessed separately.

.1.6 Interpretation and factors affecting the indicator
ndicator is an integer with no top limit.
Fe data forall stages of processing have been collected, the indicator could point to

ailurestin the sequence of procedures,

—  delays due to stockniling (hacklogs) and
J r o\ o~J7

igital documents, the end of processing will either coincide with cataloguing, when the network

ded, or with
logue.

ty. Rank the

ranking list.

Documents for which processing has not been completed\are left out of the calculatfion, since no

lated using

(A.57)

nts, gift and
cessing can

— delays due to overload.

Possible management decisions based on the results could be

— streamlining the process,

— forwarding documents at shorter intervals to the next department, and

— additional assignment of staff.

A.3.2.1.7 Source(s)

See Reference [36] pp- 193 - 198 (“Media Processing Speed”).
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A.3.3 Staff

A.3.3.1 User services staff as a percentage of total staff

A.3.3.1.1 Background

Usually, a library’s stakeholders (active and potential users, financing authorities, politicians, and the
general public) are rather more interested in the library’s services for users than in the background
activities, even if these are crucial for the direct service delivery. Library activities such as acquisition
and cataloguing, admmlstratlon of soft- and hardware, or budget planning and staff development, are

ctad FE4I o £ lractlicar caxyzionc

often suspegt

It is therefol
direct user {

A3.3.1.2 (

To determin

A.3.3.1.3

This perfor

This perfor
to be served

A3.3.14 1

The number
of full-time

Direct user
interlibrary
spaces and

¢

aftale ch ot fF thaod
€601 \,ul\lxxs tooHer-Stat-HeHromtRe-aHre et HSer-Servees:

e helpful for the library’s reporting to be able to show the amount of staff time spento
ervices.

Dbjective

jcope

:Eance indicator is applicable to all libraries.

ance indicator can be used for comparing libraries with the same mission and popul
, provided that the same method of counting staff positions has been used.

Definition of the indicator

of full-time equivalent staff directly serving users expressed as a percentage of the nu
pquivalent staff of the library.

lending, educational services, ‘eontrol and support in reading-rooms, (group)wor

e the library’s effort devoted to direct user services in relation to thé background serv

services usually include the following functions: lending, reference and informz

makerspaces, entrance control, reprography; shelving and retrieving items, rese

n the

ices.

htion

mber

tion,
king-
arch

support (puplishing help, research dataymanagement), services for user groups with special needs, e.g.
persons with reading disability. Libraries may include other specific services that they offer to [their
users.

A.3.3.1.5 Method

The numbet of library staff employed in direct user services is calculated by adding the time spept by

all permanepnt and temporary staff, including project-based staff, on that service area. Several methods,

e.g. estimation and-time logging, are possible:

a) Estimate:LCalculate the number of full-time equivalent positions directly assigned to direct/user
services. Estimate the average time spent by employees of that service area on other services and
deduct the time from the number. Estimate the average time spent by employees of other service
areas spent on direct user services and add the time to the number of FTE positions.

EXAMPLE 23,5 FTE staff are directly assigned to direct user services. During the reporting period,
they spent 10 % of their time on other services. Staff members from other services (18 FTE) spent 20 % of
their time on direct user services. Total FTE for direct user services was then 23,5 - 2,35 +3,6 = 24,75.

b) Time logging: Choose a sampling period (normally one or two weeks) during which the user
services experience average workload. Record the time, by work diaries, that staff members,
including members of other areas, spend on direct user services. The sample counts are grossed up
to FTE numbers for the reporting period.
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The number of full-time employees is calculated on the basis of staff records. Full-time employees who
have worked for a full year count as one. Full-time employees who have worked for part of the year are
each counted as the proportion of the year that they have worked (expressed as a decimal number with

two

decimal places).

To calculate the FTE for part-time employees:

— annual employment: weekly working hours divided by the regular working hours per week;

— non-annual employment: weekly working hours divided by the regular working hours per week and

In case any of the responsibilities for direct user services have been out-sourced te
instifution (in return for payment or not), this indicator should only be applied if the extern

can

Exclude janitorial and building maintenance staff from the calculations.

The

where

Rourd off to the nearest integer.

A.3.

The

services is considered good.

Thislindicator should be used in'conjunction with indicators of service quality.

The

A.3.

See

then multiplied with the quotient (number of weeks employed/52).

he quantified accordingly (i.e. as FTE). This amount should be added to both A and'B in

Wiser services staff as a percentage of total staff is calculated as shown in"Formula (A.5

an external
al workload
the formula.

B):

—‘i><100
B

A is the number of full-time equivalent (FTE) employed in direct user services;

B is the total number of full-time equivalent (EEE) employees.

3.1.6 Interpretation and factors affecting the indicator

ndicator is an integer between 0-and 100. For most libraries, a high percent of staff iy

indicator is affected by\the following:

ission and special'tasks of the library (e.g. preservation of rare collections);
opulation tode served (e.g. adults, children);
umber ef.service points;

pehing hours;

(A.58)

| direct user

proportion of stock in open access;
scope and variety of services offered;
self-service options for users.

3.1.7 Source(s)

» o«

Reference [40] p. 19 (“qualified staff assigned to reference”, “size of staff”).
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