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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
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rotechnical standardization.

proteatfres—Hsea—to—aeverop—ta cameht3a Trepdea—totr— arther—athatenance are
Fibed in the ISO/IEC Directives, Part 1. In particular the different approval criteria needed for the
Fent types of ISO documents should be noted. This document was drafted in acéordapce with the
rial rules of the ISO/IEC Directives, Part 2 (see www.iso.org/directives).

he subject of
nt rights. ISO shall not be held responsible for identifying any or all such patent rights. Details of any
it rights identified during the development of the document will be(inthe Introductign and/or on
50 list of patent declarations received (see www.iso.org/patents):

frade name used in this document is information given for the'éonvenience of users gnd does not
fitute an endorsement.

hn explanation on the meaning of ISO specific termis and expressions related to| conformity
sment, as well as information about ISO’s adherence to-the WTO principles in the Technjcal Barriers
ade (TBT) see the following URL: Foreword - Supplementary information

ommitteeresponsible for thisdocumentisISO/AFC 46, Information and documentation, Subcommittee
Quality — Statistics and performance evaluation.
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Introduction

This International Standard provides guidance to the library community on methods for assessing the
impact and value of libraries. It was developed in response to worldwide demand for specifications of
library impact assessment.

The methods described in this International Standard do not reflect all possible methods or evaluation
techniques, but are those seen to be most heavily used and that have proved most effective for assessing
library impact. This International Standard is not intended to exclude the use of assessment methods
not specified in it.

There are n|1any different types of libraries, with different tasks and populations, having a range of
unique charjacteristics (structure, funding, governance, etc.), and affected by a number of sitiatjonal
factors. Sinde there is such a wide variation around the world, it is important to understand that npt all
methods described in this International Standard are useful to all libraries.

Annex A of this International Standard gives examples of impact surveys. Annex B recommends a choice
of methods [for different purposes. Annex C describes the case that library impact is assessed wjithin
broader institutional and organisational assessment.

vi © ISO 2014 - All rights reserved
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Information and documentation — Methods and
procedures for assessing the impact of libraries

1 Scope

This International Standard defines terms for impact assessment of libraries and specifies methods for

such

dSSCSSITICTIU

— flor the purpose of strategic planning and internal quality management of libraries;

— 1

— 1
q

— 1

This
It is

Inter
spec

o facilitate comparison of library impact over time and between librarigs-of simil

mission;

o promote the libraries’ role and value for learning and research, edueation and cultur
economic life;

o support political decisions on levels of service and strategic goals for libraries.

International Standard considers the impact of librariessen individuals, institutions
applicable to all types of libraries in all countries. However, not all methods descr
national Standard apply to all libraries. Limitationscwn the applicability of individual 1
fied in the descriptions.

2 Normative references

The
indifg
refer

ISO 4

3 Lg
For t

3.1

following documents, in whole or in part, are normatively referenced in this docunj
pensable for its application. For dated references, only the edition cited applies. I
ences, the latest edition of the referenced document (including any amendments) appl

789:2013, Information and documentation — International library statistics

[erms and definitions

he purposes of thissdocument, the following terms and definitions apply.

academic library

libra

Note

'y whase primary function is to cover the information needs of learning and research

1 t6 entry: This includes libraries of institutions of higher education and general research libr

ar type and

e, social and

and society.

ibed in this
methods are

ent and are
For undated
es.

ries.

[SOU
3.2

RCE: ISO 2789:2013, definition 2.1.1]

access
ability of reaching and using a service or facility

3.3

accessibility

ease

[SOU

© ISO

of reaching and using a service or facility

RCE: ISO 11620:—, definition 3.2]
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3.4
active user

:2014(E)

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

Note 1 to entry: This may include the use of electronic library services, if it is possible to identify electronic use
and virtual visits of the individual user, or if data can be assessed with the help of surveys.

[SOURCE: IS
3.5

0 2789:2013, definition 2.2.3]

anecdotal evidence

evidenceba

edon anecdotes orstories, obtained informally from personal observations and experie

ces,

not collecte

3.6
availability
degree to w
time requirg

[SOURCE: IS

3.7
benefit
helpful or gd

3.8
consumer §
amount of n

3.9

contingent
method for
depending d
benefit or fe
benefit or fe

Note 1 to ent

3.10

cost-benefi
process tha
resulting bej

3.11
critical inci
CIT

research ap

l systematically nor empirically tested

hich content, documents, facilities or services are actually provided by thellibrary a
bd by users

0 11620:—, definition 3.6]

od effect, or something intended to help

urplus
joney by which consumers value a product or ser{ice above its purchase price

valuation

n potential users’ responses to survey-questions, such as what they are willing to pay
pture (willingness-to-pay), or what:they would accept as financial compensation if a ce
ature was missing (willingness-te-accept)

y: The method is used in enviroenmental protection and health care, for example.

[ analysis
| assesses the relation between the cost of an undertaking and the monetary value d
nefits

dent techmique

broach designed to draw out the most memorable aspects of an event or experience

t the

assessing the economic value of non-profit institutions and projects of public ufility

for a
rtain

f the

Note 1to entry: Critical incident technique can be used in individual interviews, focus group interviews or surveys.

3.12

cultural economics
branch of economics that studies the relation of culture to economic outcomes and explores cultural

phenomena

3.13

as economic factors

data mining
computational processthatidentifies patterns by analysing quantitative data from different perspectives
and dimensions, categorizing it, and summarizing potential relationships and impacts

© ISO 2014 - All rights reserved
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3.14

digitization

process of converting analogue materials into digital form

Note 1 to entry: Digitization for document supply from the library collection to a user or institution is excluded
Note 2 to entry: Digitization for preservation purposes is included.

Note 3 to entry: Mass digitization is included.

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

[SOURCETTSO 278972013, definition 2.3.15]

3.15
docyment
recorded information or material object, which can be treated as a unit in a documentation|process

Note [l to entry: Documents can differ in form and characteristics.
[SOURCE: I1SO 5127:2001, definition 1.2.02]

3.16
economic impact
effect of a policy, institution, programme, or event on the econpmy of a given area

Note [l to entry: Economic impact is usually measured in terms.of changes in economic growth (oytput or value
addegl) and associated changes in jobs (employment) and ingome (wages).

3.17
effeqtiveness
meagure of the degree to which given objectives are achieved

Note [l to entry: An activity is effective if it maximizes the results it was established to produce.
[SOURCE: ISO 11620:—, definition 3.15)

3.18
efficiency
meagure of the utilization-ef résources to realize a given objective

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

[SOURCE: ISO 11620:—, definition 3.16]

3.19
electronic collection
all r¢sotirces in electronic form in the library collection, whether born digital or digitized

Note 1 to entry: The electronic collection includes databases, electronic serials, and digital documents. Free
Internet resources which have been catalogued by the library in its online catalogue or a database should be
counted separately.

Note 2 to entry: The resources can be networked, installed on stand-alone workstations or stored on physical
carriers.

[SOURCE: ISO 2789:2013, definition 2.3.21]

© ISO 2014 - All rights reserved 3
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3.20
electronic service
library service delivered via electronic means, whether from local servers or provided via networks

Note 1 to entry: Electronic library services include the online catalogue, the library website, the electronic
collection, electronic document delivery (mediated), electronic reference service, user training by electronic
means, 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) by electronic means.

[SOURCE: ISO 2789:2013, definition 2.2.8]

3.21
evaluation
process of eptimating the effectiveness, efficiency, utility and relevance of a service or facility

[SOURCE: IS0 11620:—, definition 3.19]

3.22

event
pre-arranged activity with cultural, educational, social, political, scholarly, or other intent| e.g.
exhibitions,|author visits, literary discussions, workshops, etc.

Note 1 to enfry: Only events arranged by the library on its own or in pdgtnership with other institutiorns are
included, whiether inside or outside the library premises. Events inside the library premises organiz¢d by
institutions qutside the library without the library’s cooperation are excluded.

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

Note 3 to entfy: Ongoing programmes are included. Each session of a programme is counted as one event.
Note 4 to entfy: Virtual events are included.

[SOURCE: IS0 2789:2013, definition 2.2.9]

3.23
focus group interview

focus groug discussion
group interyiew in the form of a mederated discussion among a small number of selected individugls on
topics introgluced by the moderator

3.24
goal
desired statg of affairs\to be achieved by the implementation of agreed policies

[SOURCE: IS0 11620:—, definition 3.24]

3.25
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.

3.26

information literacy

the ability to recognize a need for information and to identify, retrieve, evaluate, and use information
effectively

Note 1 to entry: Literacy in the sense of being able to read and write with a minimal level of proficiency is
fundamental for information literacy.

Note 2 to entry: This includes the skills for using information technology to access and retrieve information.

4 © ISO 2014 - All rights reserved
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3.27
informational question
directional and/or administrative inquiry delivered to library staff

Note 1 to entry: This includes e.g. questions for locating staff or facilities, questions regarding opening times and
registering procedures and questions about handling equipment such as printers or computer terminals.

Note 2 to entry: The question can be delivered personally or by means of telephone, regular mail, fax or electronic
media (via email, the library website or other networked communication mechanisms).

[SOURCE: ISO 2789:2013, definition 2.2.13]

3.28
inp

contribution of resources in support of a library (e.g. funding, staff, collections, space,‘equipment)
3.29
Internet access

Interjnet connection by a user from a workstation owned by the library or from-a user’s private computer
in thg library via the library’s network

Note [l to entry: Internet accesses can only be counted if users have registered or authenticated themselves when
accessing the Internet.

Note |2 to entry: Internet access via a user’s private computer (e.g. faptop or hand-held) via the librgry’s wireless
netwprk inside the library should be counted and reported sepatately.

[SOURCE: ISO 2789:2013, definition 2.2.17]
3.30
integview
oral |questioning technique which results in a transfer of information from the interviewee to an
interjviewer or researcher

Note |l to entry: This technique obtains/direct reactions to questions, in contrast to written questionnaires or
self-assessment (self-recording).

Note P to entry: Interviews can be’subdivided according to the number of interviewees into one-to-one interviews
and group interviews.

Note B to entry: Interviews-¢an be structured, semi-structured or unstructured.

Note ¢ to entry: Whefeysémi-structured or unstructured interviews are used with a group of respondents, these
are upually described-as focus groups or group discussions.

3.31

librdry

orgahization, or part of an organization, the main aim of which is to facilitate the use of suchfinformation
resouree ervices and ilitie e i i i educational,

cultural or recreational needs of its users

Note 1 to entry: The supply ofthe required information resources can be accomplished by building and maintaining
a collection and/or by organizing access to information resources.

Note 2 to entry: These are the basic requirements for a library and do not exclude any additional resources and
services incidental to its main purpose.

[SOURCE: ISO 2789:2013, definition 2.1.6]

© IS0 2014 - All rights reserved 5
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3.32
library collection
all documents provided by a library for its users

Note 1 to entry: Comprises information resources held locally and remote resources for which access rights have
been acquired.

Note 2 to entry: Access rights can be acquired by the library itself, by a consortium and/or through external
funding.

Note 3 to entry: Acquisition is to be understood as deliberately selecting a document, securing access rights and
including it in the online catalogue or other databases of the library. Interlibrary lending and document delivery

are excluded

Note 4 to ent
by legal agre|
Internet resd

ry: Does not include links to Internet resources for which the library has not secured a¢cess j
ements (e.g. legal deposit right), license or other contractual and/or cooperative agreement
urces which have been catalogued by the library in its online catalogue or a database shoy

counted sepafrately.

Note 5 to ent
library is inv

[SOURCE: IS

3.33
library of a
library who

y: Documents in institutional repositories are not included, but should be counted separately,
blved in collecting the items and/or operating the repository.

0 2789:2013, definition 2.3.28]

n institution of higher education
be primary function is to serve students, academic and professional staff in universitie

other institytions of education at the third (tertiary) level and above

Note 1 to ent
[SOURCE: IS

3.34

library wel
unique dom|
provide accg

Note 1 to ent

Note 2 to ent
that may bel

Note 3 to ent
[SOURCE: IS

3.35
longituding

Fy: It may also serve the general public.

0 2789:2013, definition 2.1.7]

site
ess to the library’s services ahd resources

Fy: The pages of a website/@are-uisually interconnected by the use of hypertext links.

ry: Excludes documents-that fit the definitions of electronic collection and free Internet reso
nked from the library‘website.

y: Excludes web'services in the library’s domain that are operated on behalf of other organiza

0 2789:2013, definition 2.2.18]

| Istudy

ights
Free
Id be

if the

5 and

nin on the Internet consisting of.d collection of web pages that is published by a librayry to

urces

tions.

two or more SUrveys, In which the same or a similar survey Instrument 1s administered more than once
to the same population, after a suitable time period has elapsed, to measure changes in patterns of
usage, perceptions, attitudes, etc.

3.36
mission

statement approved by the authorities formulating the organization’s goals and its choices in services
and products development

[SOURCE: IS

0 11620:—, definition 3.33]
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3.37

national library

library that is responsible for acquiring and conserving copies of all relevant documents in the country
in which the library is located; it may function as a legal deposit library

Note 1 to entry: A national library will also normally perform some or all of the following functions: produce
the national bibliography, hold and keep up to date a large and representative collection of foreign literature
including documents about the country; act as a national bibliographic information centre; compile union
catalogues; supervise the administration of other libraries and/or promote collaboration; coordinate a research
and development service, etc.

Note 2 to entry: The definition of “national library” allows for more than one national library in a country.

[SOURCE: ISO 2789:2013, definition 2.1.9]

3.38
nomjnal group interview
group interview without group interaction where each group member writes down angwers to the
moderator’s questions which are then discussed and prioritized one by one by the group

3.39
non-user
persopn belonging to a specific library’s population to be served,but not using that librafy’s physical
and/pr electronic services

Note [l to entry: The definition includes former users of the librazy:

3.40
objertive
specific target for an activity to be attained as a ggntribution to achieving the goal of an organization

[SOURCE: ISO 11620:—, definition 3.34]

3.41
observation
method of data collection in which the situation of interest is watched and the relevant facts| actions and
behalviours are recorded

Note|l to entry: There can be rating scales that the researcher would use when observing the behayiour.

3.42
oper access
unregtricted acceSsto information, documents or information services

Note [l to entry: In'a narrower sense, this means that informationcontent is made freely available vid the Internet.

[SOURCE: ISO 5127:2001, definition 5.2.11, modified - Note 1 has been added.]

3.43
opening hours

hours in a normal week when the main physical services of the library (e.g. reference and loan services,
reading rooms) are available to users

[SOURCE: ISO 2789:2013, definition 2.4.7]

3.44

outcome

direct, pre-defined effect of the output related to goals and objectives of the library’s planning (e.g.
number of users, user satisfaction levels)

Note 1 to entry: This includes outcomes that concern the library’s institution or community.

© ISO 2014 - All rights reserved 7
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3.45
output

:2014(E)

products of library processes (e.g. number of titles catalogued, number of loans, number of reference
questions answered)

3.46

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

[SOURCE: IS

0 11620:—, definition 3.36]

3.47

performan
numerical, §
the perform

[SOURCE: IS

3.48
population

Ce indicator
ymbolic or verbal expression, derived from library statistics and data used to charact
ance of a library

0 11620:—, definition 3.37]

to be served

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

Note 1 to ent
libraries of a

plus studentg.

[SOURCE: IS

3.49
potential u
person belo

Note 1 to ent

3.50
process

set of inter
lending, refé

3.51

public libra
general libr
community

I'y: For public libraries, this will normally be the population ofthe’legal service area (authority
h institution of higher education, this will normally be the. total of academic and professiona

0 2789:2013, definition 2.2.25]

ser
nging to a library’s population to be sexved

Fy: This definition includes both user$and non-users of the library’s services.

related or interacting activities which transforms inputs into outputs (e.g. catalog
rence service)

ry
hry that is opeil to the public and that serves the whole population of a local or reg
and is usually financed, in whole or in part, from public funds

Note 1 to enfry: Apublic library is defined as open to the public, even if its services are primarily intends
a special parf of the population to be served, such as children, visually impaired persons, or hospital pat

|

erize

); for
staff

uing,

ional

bd for
ients.

Its basic seryices are free of charge or available for a subsidized fee. This definition includes services pro

vided

to schools by a public library organization and services provided to public libraries in a region by a regional
organization.

[SOURCE: IS

3.52
qualitative

0 2789:2013, definition 2.1.10]

data

data describing, but not measuring the attributes or properties of an object, in particular the reasons

for human a

ctions

Note 1 to entry: The attributes can be categorized into classes that may be assigned numeric values.

© ISO 2014 - All rights reserved
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3.53
quality
degree to which a set of inherent characteristics fulfils requirements

Note 1 to entry: The term “quality” can be used with adjectives such as poor, good or excellent.

Note 2 to entry: “Inherent”, as opposed to “assigned”, means existing in something, especially as a permanent
characteristic.

[SOU
3.54

RCE: ISO 9000:2005, definition 3.1.1]

quantitative data

data
man

Note
of int|

3.55
ques
aset

Note
open

3.56
refel

in numerical form expressing a certain quantity, amount or range, amenable t
pulation

1 to entry: Quantitative data are usually expressed in measurement units, e.g. number of loan
erviewees visiting the library.

tionnaire
of questions for a survey or a structured or semi-structured interview

1 to entry: The questions may be closed (answerable by checkingone of several predetermine
(requiring participants to answer in their own words).

rence question

b statistical

S, percentage

 answers) or

inforjmation contact that involves the knowledge or‘use of one or more information sourges (such as
prin§ed and non-printed materials, machine-readable databases, thelibrary’s own and other fnstitutions’
catalogues) by library staff

Note [l to entry: May also involve recommendations, interpretation, or instruction in the use of such sources.
Note P to entry: One reference question may address several issues.

Note B to entry: 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 to entry: It is essential that libraries do not include informational (directional and adﬁlinistrative)
questiions, e.g. for locating~staff or facilities, regarding opening times or about handling equipfnent such as
printprs or computer tetnuinals.

[SOURCE: ISO 2789:2013, definition 2.2.26]

3.57

referenceservice

provijsionof information and assistance, in response to requests, by an information and do¢umentation
orga hization

[SOU
3.58

RCE: IS0 5127:2001, definition 5.5.06]

registered user
person or organization registered with a library in order to use its collection and/or services within or
away from the library

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

Note 2 to entry: The registration should be monitored atregular intervals, minimum every 3 years, so thatinactive
users can be removed from the register.

[SOU

© ISO

RCE: ISO 2789:2013, definition 2.2.28]
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3.59
reliability

:2014(E)

degree to which a measure repeatedly and consistently produces the same result

[SOURCE: IS
3.60

0 11620:—, definition 3.44]

return on investment

ROI

relationship between the total economic benefit of the library and the total resources invested in the

library

Note 1 to ent
benefit by thd

Note 2 to ent

3.61

school libr4
library atta
function is t

Note 1 to ent

Note 2 to enf
level, which 1

[SOURCE: IS
3.62

ry: Return on investment is usually calculated for the fiscal year, dividing the estimated ecorLomic

 total expenditure on the library.

Fy: ROI can be calculated for the whole library, or for a specific library service.

iry
Ched to all types of schools below the third (tertiary) level of education whose pri

o serve the pupils and teachers of such a school
"y: A school library may also serve the general public.

ry: This includes libraries and resource collections in all educational institutions below the

hay be described as “Colleges”, “Colleges of Further Education?’, “Vocational Institutes”, etc.

0 2789:2013, definition 2.1.11]

self-assessiment

process of c

Note 1 to ent
of the questi(

3.63

self-record
users’ recon
period of tin

Note 1 to ent

Note 2 to ent

3.64
social impa

ritically reviewing the quality of one’s own skills, knowledge, or confidence

y: The reviewing is normally done thraugh a paper-based or online questionnaire where some
ns require respondents to rate theniselves on a scale.

ing
d of their behaviour and/or attitudes in information seeking and information use o
ne, usually in the form of a diary

Fy: The record canrbe used for identifying library impact.

mary

third

orall

ver a

ry: The diary‘can be structured, giving a guideline to what should be observed, or unstructjured,
leaving the choice of subjects to the writer.

ct

PEEVEVP GREIS LEVY 33adday

influence of

ol ) szickain PP | rIria mtlha o 1ok ooy 2o 4l P 333
aoTary S CATSTCTIICCant SCT v ICCSUTT tiiC~PUPUTAtIOTT 1T CIirC—SuT T ourunirg COTIITIITaTIICy

society in general

3.65

social return on investment

SROI

r on

method for measuring extra-financial value (i.e. environmental and social value not currently reflected
in conventional financial accounts)

10
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3.66
special library
independentlibrary covering one discipline or particular field of knowledge or a special regional interest

Note 1 to entry: The term special library includes libraries primarily serving a specific category of users, or
primarily devoted to a specific form of document, or libraries sponsored by an organization to serve its own
work-related objectives.

[SOURCE: I1SO 2789:2013, definition 2.1.12 modified; note 2 to entry has been deleted]

3.67

survey
metHod of data collection using written questionnaires for gathering information from the whole or a
sample of a defined population

o

Note [l to entry: The survey can be conducted face to face, via handouts, telephone, email (or Interne

3.68
target population
groups of actual and potential users appropriate to an individual library as.the object of a spdcific service
or as|the primary users of specific materials

[SOURCE: ISO 11620:—, definition 3.47]

3.69
target population with special needs
partofa library’s population to be served with needs thatrequire special library services

Note [l to entry: The special needs can be caused by physical'and health impairment, economic disadyantages (e.g.
long-term unemployment), cultural differences (e.g. ngn-hative speakers, new arrivals), educational background,
or other needs that require special library services.

Note 2 to entry: Children, young people and seniers without additional needs are not included.
Note B to entry: A library may have morethan one target population with special needs.

Note § to entry: An individual may belong to more than one such target population.

[SOURCE: ISO 2789:2013, definition 2.2.35]

3.70
user]
recigient of library‘services

Note [l to entry=~The recipient may be a person or an institution, including libraries.

Note 2 to entiy: Library services include electronic services, physical services and visiting the librafy premises.

[SOURCE: ISO 2789:2013, definition 2.2.36]

3.71
user place
place provided for users for reading or studying, whether with or without seating or equipment

Note 1 to entry: Includes places in carrels, in seminar and study rooms, and in the audiovisual and children’s
departments of the library, and informal seating in lounges, group areas, etc.

Note 2 to entry: Excludes places in halls, lecture and auditory theatres intended for audiences of special events.
Also excludes floor space and cushions on which users may sit.

[SOURCE: ISO 2789:2013, definition 2.4.11]
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:2014(E)

user satisfaction survey
survey administered to a sample of a library’s users to find out how they rate the quality of their library

experiences,

and any suggestions for improvement

Note 1 to entry: The survey may be conducted face to face, via handouts, telephone, email, or Internet.

Note 2 to entry: The survey can contain questions about user status, how often and how they normally use the
resources and services the library provides.

Note 3 to entry: In a longitudinal study, the same or a similar survey instrument is administered more than once,
after a suitable interval of time has elapsed, to measure changes in patterns of usage, perceptions, attitudes, etc.

3.73

user trainil
training pro
use of libran

Note 1 to ent
for users.

Note 2 to ent
[SOURCE: I

3.74
validity
extent to wi

[SOURCE: IS

3.75

value
importance
and which is

Note 1 to ent

3.76
virtual visi

ns
gramme set up with a specified lesson plan, which aims at specific learning outeomes fq
y and other information services

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

ry: The duration of lessons is irrelevant.

0 2789:2013, definition 2.2.37]

ich the results of a research process represent what was intended

0 20252:2006, definition 2.62]

that stakeholders (funding institutiens; politicians, the public, users, staff) attach to libr
related to the perception of actualor potential benefit

y: Monetary value can be included.

k

one continuous cycle of user.activities on the library website by users from outside the library

address spa
viewed

Note 1 to ent
page, and eng
Another acce]

s if noactivity has been recorded for a defined period of time (recommended maximum is 30
5s after a longer interval initiates a new visit.

r the

rvice

aries

r’s 1P

Ce (usually from putside the library premises), regardless of the number of pages or elenpents

Fy: A virtdal visit typically starts when a user accesses the library website after visiting an extlernal

min).

Note 2 to entky

ation

ot THOTT

of the user’s [P address and browser string (user agent). Known web spiders and harvesters should be excluded.

Note 3 to entry: Adapted from ISO 2789:2013, definition 2.2.39.

3.77
visit

person (individual) entering the library premises

[SOURCE: IS

12

0 2789:2013, definition 2.2.40]
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4 Definition and description of library impact

4.1 General

Libraries are generally able to provide at least basic data about the input into their services (funding,
staff, collections, space, equipment) and the output of those services (loans, visits, downloads, reference
transactions, etc.). Such statistics are collected more or less regularly. The definitions and collecting
procedures are described in ISO 2789 (International library statistics).

In addition to quantitative counts, libraries have also developed measures for assessing the quality of
their services and the cost-efficiency of library performance. Such quality indicators or performance

indidators are described in ISO 11620 (Library performance indicators).

In recent years, there has been a growing demand for non-profit organisations to shew p
valu¢ for individuals, for their parent organisations and for society. For libranies, suc
traditionally been accepted as self-evident. However, users are becoming increasingly ind
their{ information seeking practices, and information seems to be free on théweb, so that
gaingd from library services are questioned not only by funding institutions but also by
Librgries have responded to this demand and have developed and tested-methods for ide
proving their benefits to users and society.

4.2 | Definition of library impact

In th
serv
syno
follo

e sense of this International Standard, impact is defined as the influence of librari
ces on individuals and/or on society. “Outcome” in the sense of this International Sta
nymous with “impact”, butis defined as effect of thé-Output related to the library’s plan
ving terms and definitions which are concerned by this:

input: contribution of resources in suppart of a library (e.g. funding, staff, collect
¢quipment) (3.28);

¢ataloguing, lending, reference seryvice) (3.50);

output: products of libraryprocesses (e.g. titles catalogued, loans, downloads from th
gollection, reference questions answered) (3.45);

putcome: direct, pre-defined effect of the output related to goals and objectives of
planning (e.g. number of users, user satisfaction levels) (3.44);

mpact: diffepénce or change in an individual or group resulting from the contact
jervices (3.25);

yalue: importance that stakeholders (funding institutions, politicians, the public, {
attath‘to libraries and which is related to the perception of actual or potential benefit (

roof of their
h value has
ependent in
the benefits
' the public.
htifying and

bs and their
ndard is not
hing. See the

ions, space,

process: set of interrelated or intéracting activities which transforms inputs into ¢utputs (e.g.

e electronic

the library’s

with library

isers, staff)
3.75).

Ol PI'OCCE .1 11e outpu dll I
d to impact and finally to value.

(outcomes). Output and outcomes can lea

4.3 Aspects of library impact

fined effects

Generally the impact of a library’s existence and of its services will be seen as positive and a benefit.
There is also the possibility of negative impact: a bad experience during a library visit can result in a

negative attitude to library use.
Aspects of library impact are:

the impact can be immediate (finding useful information) or long-term (increase in
literacy);

© IS0 2014 - All rights reserved
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— the impact can be far-reaching (changing people’s lives) or limited (e.g. small changes in information
seeking skills);

— theimpact can be intended or unintended. Intended impact has been planned by the library according
to its mission and goals. Unintended impact (e.g. visitors experiencing the possibility of social
contacts in the library) can nevertheless further a positive attitude to library use;

— actual benefits for a user differ from the potential benefits, e.g. the preciousness of a library’s
existence for issues such as local culture or children’s literacy. Potential benefits include the value
of cultural heritage collections, which have been preserved by a library, for future generations.

Depending on their previous experience and competences ]ihrnry activities and services can have
different impact on different groups or individuals.

4.4 Effects of library impact

4.4.1 Genpgral

Impact of lihraries can be roughly divided into the following areas:
a) impact ¢pn individuals;

b) impact pn the library’s institution or community;

c) social itnpact.

In all three ¢ases, the impact can concern changes in individuals; groups, institutions or society, but can
also generate economic value.

4.4.2 Im[:‘rct on individuals
d

Impactonindividuals generally means the influence of library contacts and library services on indivjdual
persons, bufjit can also concern whole groups.(€:g”a school class or the population of non-native speakers
in a commupity).

This influenjce can have the following effects:

a) changeg in skills and competences;

b) changeg in attitudes and-behaviour;

c) higher quccess in regearch, study, or career;

d) individyal well-Being.

4.4.2.1 Changes in skills and competences

Changes in users’ skills and competences can concern basic skills such as finding a book in open stacks
or searching in online catalogues or databases. Such skills could be furthered by a single library visit,
e.g. by using an Internet-connected computer workstation in a public library or by attending a training
lesson in online catalogue use. Even in a single library visit, users can discover the value of the library’s
help and training services and can become aware of the library’s remote services that they can use from
their working-place or private home.

Frequent use of library services can result in an increase of information literacy: the competence of
formulating a search query, choosing adequate resources for the search, knowing ways for finding
and procuring desired items, and above all being able to judge whether an information resource, e.g. a
website, is relevant and reliable.
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4.4.2.2 Changes in attitudes and behaviour

Contacts with libraries and their services can result in higher self-confidence and independence in

infor

mation seeking and information use, and in increased motivation for learning.

Other examples for changes in behaviour and attitudes are:

— Being familiar with library collections can change users’ reading practices and their choice of leisure
reading.

— Influenced by the contactwithlibrary servicesusers canlearnto consulta wider range of information
resources or to deal with subjects from an interdisciplinary point of view.

q

4.4.2

Libr4
In all

— 1

— improvement of research skills and critical thinking;

JR— q

s a result of library events tailored for specific groups, new user groups couldbe
ibraries.

\s a result of collaboration with the library’s staff, faculty members might €ome to seg
1s an integral part of their courses.

.3 Higher success in research, study, and career

ry services can further the success of users in research, study and learning, or in thei
these areas, the following effects are possible:

ime saved in information seeking;

election of relevant information for a question\by targeted searching;

Most
Acad|

— q

— high grades in examinations;

J— q

— high employfent rate after examinations;

— 1

4.4.2

— Ip-to-dateness in a user’s research topic;

etter career chances by improved information literacy.

examples for showing library impact on individual success have been found in the acad
emic success can be shown by the following (Poll, Payne, 2006):

horter duration of studies;

tudent retention;

he quality’of publications (high impact factor, publishing in peer-reviewed journals).

.4~ Impact on individual well-being

attracted to

 library use

" profession.

emic sector.

Both traditional and new web-based library services can add to the well-being of individual persons, e.g.
by information about health, hobbies, family problems, or travels, but it is especially the physical library,
the library as place that conduces to a sense of being and feeling well. The following aspects have been
mentioned as important for users’ well-being:

— the safety of the place;

— the quiet atmosphere for concentrated learning and research;

— the comfortable surroundings;

— the options for contacts and communication;

© ISO
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— the possibility of group activities, whether working together, sharing information and ideas, playing
games or viewing films;

— the feeling of equality for all visitors, the sense of belonging.

4.4.3

Impact on the library’s institution or community

By influencing individuals or groups, the scope of the library’s impact can widen to include the library’s
institution or community (e.g. a university, a municipality, a district). These impacts can include the
following:

4.4.4 Social impact

Social impa
existence arn
main areas

a)

b)

d)

16

higher i
greater
increas
attracti

attracti
populat

Social life

1) Soc
and

2) Soc
intd

Particip
1) Fre
and

and

2) Fre
3) Edy
edul

Local cy

rstitutionat prestige ardt du}\iugb,

and more positive visibility of the library to the institution or community;
bd institutional funding, research grants, donors;

hg top researchers, academic staff, students;

hg other research entities, businesses, non-governmental organisations (NGOs),
jion.

ct of libraries in the sense of this International Standard is the influence of a libn
d its services on the population in the surrounding comimunity or on society in general
bf such influence are:

al inclusion: Libraries help to include marginalised groups or persons with special 1
support them in developing a sense of*equity and access.

rcultural and intergenerational understanding.
ation in information and gduication

b access to informationsBY giving access to political, social, scientific, economic, govern
cultural information,tocally and worldwide, libraries guarantee that people can partic
make informedchoices in political and social life.

b [nternet actess: This is an important benefit for those who cannot afford to pay for it.

cation and life-long learning: Libraries play a key role for the participation of all peoy
catiotrand life-long learning. A special issue of public libraries is children’s literacy.

new

ary’s
. The

eeds

al cohesion: Libraries strengthen'the connections between people and groups and support

ment
ipate

le in

Iture and identity

Libraries promote local culture and history via exhibitions and other events, provide information
about the local community and function as central meeting places in a community. Thus, they foster
civic pride and community identity.

Cultural diversity

In a culturally diverse society, libraries enable the different groups to maintain their cultural
heritage and thus foster diversity.

Commu

nity development
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Libraries provide a focal point for a wide range of community activities and programmes which
support the development of the community or of society in general. Examples are environmental
awareness, health awareness, transport safety, or personal well-being.

f) I

ndividual well-being

The library’s influence on the personal well-being of the surrounding population might appear less
important to funding institutions or politicians. However, it can be highly relevant for a community
that the library is experienced as a safe, quiet and comfortable place, not only for reading and
studying, but also for meeting people or joining events. The sense of belonging somewhere can
further integration and thus contribute to social peace.

g)

Whi
show

Socis
the p
the i
on th
in a {
libra

Socig
libra
spec
extel

4.4.5

As th
libra

reservation of the cultural heritage

special case of social impact concerns the potential value of the library for future ge
reserving the documentary cultural heritage.

an impacton an individual might be produced by one-time library use, social impact w
only after a longer time period.

| impact is often indirect, arising from the cumulative effect of individual impacts on
opulation. For example, library workshops for unemployed people not only have a dire
hdividuals involved, who are helped to obtain employment, but, over time, have an ind
e wider community, in helping to reduce the unemploymentrate. Further, the existenc
pecified community has a contingency value for the population, as they know they c
'y at any time.

| impact is not restricted to libraries serving:the general public (generally nationa
ies). For example, academic libraries provide collections and services with a hig
alization than public libraries. These seryices are generally available for research
nal users and thus can influence the level of knowledge in the surrounding communit

Economic value

e positive effects of libraries on the individual user and on society are in most case
Iies have also tried to showthe monetary benefit of their services. Assessing the econ

of lijraries can have two different meanings:

|

q

a)

I
q

b)

Show
fund
cons

n most studies, it medns measuring the value of library services in terms of mone
howing a return-on-investment (ROI) or a cost-benefit ratio.

n other cases)libraries have tried to show the direct positive influence on the econonm
ommunityjthe region or even on the national economy.

ing a_monetary value of their services is especially helpful for libraries when co
ng'with other cultural or recreational institutions. Assessing the economic value of liby

[ittes a part of cultural economics, where culture is recognized as economic factor.

herations by

ill generally

members of
ct impact on
firect impact
e of a library
buld use the

[ and public
her level of
purposes of
.

5 intangible,
pmic impact

y, either by

ic life of the

mpeting for
ary services

4.5

Impact planning

Strategic planning of libraries starts from identifying and formulating the library’s mission and the

long-

term goals and short-term objectives. The main questions are:

— What s the library meant to achieve?

— What population has it been set up to serve?

— What institution or community does the library primarily serve?
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Such planning should include:

— decisions on what outcomes the library aims to achieve, namely the effects of the output as related
to goals and objectives;

— aclear definition of the impact the library ought to have on its population and on society.

Most libraries are part of an institution - a community, a school, a commercial firm, or a university - and
the library’s mission and goals should be adjusted to those of its parent institution. The impact of library
services should therefore support the institutional goals and the strategic aims of the institution.

Impact planning should consider:

— that imgI)aCt is not always predictable;
— that it will often only become visible over time;

— that impact can be higher if a gain in skills and competences or a change in-behaviour seems
advantdgeous to the user (e.g. before an examination);

— that chgnges in individuals are more likely if they are based on previous skills and competencgs;

— thatapgsitive experience oflibrary contacts predisposes users for learning through library seryices.
4.6 Challenges in assessing impact

4.6.1 Gengral

Trying to identify the impact of libraries on individuals, groups and society is a much more complex
and demanding process than collecting input and outpiitt data or assessing the quality of the librjary’s
performancg. The main difficulties for assessing impact can be summarized thus:

a) The impactis for the most part intangible and-difficult to quantify.
b) The librjary’s influence is generally not the only and possibly not the strongest one.

c) Impact pf the same library service-gan vary in different user populations and in different culfural
and ecopomic surroundings.

d) Long-tefm effects cannot be-ascertained if the users are not available for follow-up.
e) Qualitative data will necessarily be subjective rather than objective.

f) Library|staff may net'be familiar with the methods used for impact assessment or have the skills to
use then.

g) The expenditiire of time and effort can be considerable.

4.6.2 Methodological issues

4.6.2.1 Intangibility of the impact

Contacts with library services (e.g. a training lesson, a reference transaction) can have direct, tangible
effects. A user can acquire a new skill, e.g. using truncation in a catalogue or database search. In most
cases what this International Standard defines as impact does not refer to simple skills, but to more
general changes in an individual, a group or community: increase in knowledge, changes in attitudes,
values and/or behaviour. These changes are for the most part indirect and intangible and therefore
difficult to identify and to quantify.
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4.6.2.2 Diverse influence on users

The influences on individuals are complex. It will generally not be possible to separate library impact
from other influences and to prove that changes are due to the use of library services. Users can obtain
information and competences from friends or teachers, from using media outside the library or searching
the Internet. As it is often not possible to find positive proof of the library having caused a specified
change in people, surrogate measures have to be used that can at least identify a partial influence of the

library.

4.6.2.3

Impact varies in different groups and surroundings

A co
libra
elect
datal
reali

Conc
seen
influ
thec

4.6.2

A sh¢rt-term impact, e.g. a new skill, can generally be observed fairly easily, but it usually

time

Long
surv

peop
4.6.2

The

anec
subjd
perc

4.6.3

Librd
verif
conc
the €

htact with library services can have differing effects on different user groups. Wi
'y training on the use of databases, undergraduate students might learn how toracq
ronic information resources, while postgraduates will acquire knowledge aboutthe'sub
pases that are used in their particular disciplines. The learning effect depends larg
ving the library’s usefulness for their needs and on training being delivered at the timg

eptions of what is useful for learning and studying, profession or private life and of

ence the perception of library value and therewith the results of impact assessment an
omparability of such results.

.4 Long-term impact difficult to ascertain

before the impact of a library’s activities becomes€lear.

-term effects cannot be identified if the perséns concerned are no longer available
bys. This is often the case, as a library’s usgrs can change quickly. Another problem
le often cannot remember and differentiate their experiences over time.

.5 Subjectivity of qualitative data

most-used methods in impact assessment are qualitative: surveys, interviews, focu
Hdotal data collected from people’s stories. The data collected by such methods will n¢g
ctive rather than objective; they show the “perceived value” to the respondents, their
bptions.

Assessment skills

ries have traditionally used quantitative methods (statistics, performance measures)
iable data.)Results taken from interviews or relying on anecdotes might not be seen 4
usive_émough to be presented to funding institutions or the public. In addition, librar
xpettise for using qualitative methods.

n attending
ess and use
ject-specific
bly on users
of need.

what can be

as benefit for a community or for society can vary considerably-in/different regioms. This will

d will affect

takes some

for tests or
will be that

5 groups, or
cessarily be
feelings and

with “hard”
s reliable or
es may lack

Ano

hrer—objectiom against impact asSessent 15 the workioad tirat is-invotved i the m

easurement.

While output data are often available from the library’s automated system or servers, impact data have
to be collected in complex processes. This problem can be reduced by limiting the impact assessment to
critical issues, e.g. services that are most relevant for the library’s main goals.

4.7

Implementation of impact assessment projects

Projects for assessing impact of library services and resources can be initiated by various stakeholders

with

a)

differing interests:

the individual library (interested in management issues and in promoting its role);

b) groups of libraries (interested in benchmarking and in promoting the role of libraries);
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<)

d) political or other administrative bodies that are responsible for library policy (interested in positive
influence on political goals).

the library’s institution or community (interested in the library’s contribution to their goals);

Mostimpact projects are performed by individual libraries or groups of libraries, though often instigated
by the respective institutions or communities. Group projects may have a better chance of obtaining
third-party financing, e.g. from foundations or political programmes.

Alibrary impact project can also be conducted as part of a broader evaluation of the library’s institution
or community. In this case, the library cannot choose its own methods but acts in accordance with the
broader pla Such rnmprphpncivp assessment projects are usually conducted or assisted hy outside

experts.

4.8 Use df impact assessment results

4.8.1 Gengral

The method
evaluation g
their popul3

s and techniques defined and described in this International Standard can be used fdr the
flibrary impact as well as for promoting and advocating the valuethat libraries provide for
tion and for society.

4.8.2 Objective of impact assessment

Objectives gf impact assessment can be summarized as follows:

a) tosuppprt decision making and resource management inthe individual library;

b) to justifly the resources used for library services;

c) to monifor the findings against results of similarorganizations;

d) toinform national or regional organizations-in their support, funding and monitoring roles;
e) to promote the library’s role and importance for their users and for society.

4.8.3 Repprting and presenting@ssessment results

The results
how the libr]
the data wil

It will be ug
impact, e.g.
well-being

complement

should be reportediina way that informs the decision-making processes and demonst
hry fulfils its migsion. To gain the full value of the results, adequate methods of represe
| be essentialaligned with the interests of the different stakeholder groups (see B.3).

eful to illustrate the findings with narrative texts about what has changed due to lit
Storiessabout an increase of reading in a specified population, or about the gain in per
lue<t@ a library’s health information resources and services. Such anecdotal evid
stthe data and makes a more persuasive case for impact assessment results.

rates
ting

rary
tonal
ence

4.8.4 Comparability of assessment results

One purpose of assessing a library’s impact is self-diagnosis. If the findings of impact assessments are
compared with the library’s goals, they can show whether the library achieved its impact planning
goals and can support decision-making and resource allocation. Repeated assessments, using the same
methodology, allow comparison over time within the same library.

Comparisons across differentlibraries are much more complicated and should be made in full recognition
of the limitations of such comparisons, taking into account the differences in the libraries’ tasks,
populations, and governance structures. Comparisons between libraries require a good understanding
of the methods used and careful interpretation of the findings.
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5 Methods for assessing library impact

5.1 General

In the majority of cases the impact of libraries cannot be captured directly, but surrogate measures or
indicators have to be used. Evidence of impact can be collected in the following ways (Streatfield, 2002):

— inferred through

— output data (e.g. attendance at events; levels of service use; results of examinations);

+—tibrary performance imdicators;
+ user satisfaction levels;

— golicited (through questionnaires, interviews, focus groups, or other methods foinl requesting
Tformation or opinion);

bserved (through structured observation; informal observation; self-recording; tests].

In many cases, it has proved useful to combine several methods to obtainreliable results, e.g. to back up
statiftics that indicate changing user behaviour with results from interviews or focus groups.

5.2 | Inferred evidence
(See (Clause 6 for details.)

The thallenge of impact measurement in libraries is.to identify data that describe and irjdicate what
diffefence library resources, services, and expertise make in users’ lives. Libraries collect a huge
amount of data about their input and output, and many of them also use performance mgasures and
user satisfaction surveys for assessing the actual and the perceived quality of their services.

Gengdrally those data cannot be directlycused to show an impact of library use. However, |if input and
outppit data are collected systematically-and if the library’s performance and the satisfactioh of its users
are checked regularly, the results will allow the identification of activities and services thaf apparently
havelhad an impact on the users:\Such cases of inferred impact should be followed up by| methods in
Clauses 7 to 9 of this International Standard in order to validate the inference.

5.3 | Solicited evidence

(See [Clause 7 for détails.)

5.3.1 Genetral

“Soliriting? evidence of impact means asking for the users’ experience with libraries, the Henefits they
deriyedfrom library services and their general opinion of libraries. The questions are usually addressed
to actual users, but may include non-users.

5.3.2 Methods

The methods can be differentiated into written or oral questioning (surveys, interviews, focus groups).
Oral questioning is usually less standardized and will yield more subjective opinions and attitudes.
Written surveys are more or less standardized and predominantly deliver results that are quantifiable.
If a large target population has to be questioned, structured and standardized questionnaires should
be preferred in order to cope with the quantity of results and to ensure comparability of the answers.

Users can also be asked for a self-assessment of the skills and competences they have gained by using
library services.
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The questions can use a critical incident technique (CIT), or address the general, long-term experience
of users. CIT can concern a single visit, or a specific activity that lasts longer than one visit, e.g. the
experience when writing a paper. If users are questioned as to one specified day or visit, the answers
may be influenced by the potentially untypical experiences of that day or visit.

Whichever method is used, the respondents should be notified of the purpose and goals of the research.

5.4 Observed evidence

(See Clause 8 for details.)

5.4.1 Gengral

h the
may

in the sense of this International Standard is a method of data collection inwhicl
interest is watched and the relevant facts, actions and behaviours are recorded: Therg
hles that the researcher would use when observing the behaviour.

Observatior
situation of
be rating sc

Observatior
research in{

requires that the researcher observes actions and behaviours directly instead of lising
truments such as surveys or questionnaires.

There may iour.

Subjects shd

be ethical and privacy issues to be addressed when observingrand recording behay
uld not be identified in the records of observation without their permission.

Observers s ould

be observed

hould be carefully trained and should be given guidelines¢hat specify who and what s}
and protocols for noting and/or coding the observed.evidence.

5.4.2 Methods

Observation can be differentiated as to being:

a) structured or non-structured;

b) particigant or non-participant;

c) open or|covert.

Structured dbservation: In structured‘ebservation, the observer is provided with a schedule that shows
what to looKforin the investigatedsubjects’ behaviour and how to record and code the observationd. The
observation|schedule ensures that'observation and recording are done systematically. In unstructured
observation{ only a general franie for the study is given.

Participant pbservation:{a-participant observation, the researcher takes part in the activities gf the
group or cothmunity thatis being studied in order to observe the behaviour. Non-participant observation
means that the observer is not part of the observed area. In non-participant observation the task can
also be carrjed olitby other means such as use of a video recorder.

Open observuation implies that the observed subjects are aware that their behaviour is being observed.

The problem is that their behaviour might be influenced by this knowledge. In order to ensure valid
results, it might be necessary in special cases to use covert observation, where the observer is not
identified. In such circumstances, obtaining the informed consent of the subject after the observation,
and ensuring confidentiality of the data gathered, is of particular importance.

5.5 Combined methods

Clauses 5 to 8 cover different methods for collecting and analysing data that may indicate or even
demonstrate library impact. While these methods may be used independently, the use of several methods
in combination, collecting and analysing data of different types and origin, can provide a richer more
nuanced set of findings that may lead to better insights, understanding and identification of library
impact and also to greater confidence in the conclusions generated by the evaluation study.
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In library practice, combined methods may also be applied in an iterative process where the results of
one study are followed up by another to gain better understanding of issues and impact.

User surveys are a prime example. Survey results provide both quantitative and qualitative data which
may be followed up with interviews or focus groups to assess impact. Preparation for a new user survey
may also include interviews or focus groups to identify specific user concerns that can be used in
developing questions.

5.6 Quantitative and qualitative data

General

5.6.

The
most

indings of the different methods can be differentiated into quantitative and qualitat{ve data, but

methods produce both types of data.

5.6.2 Quantitative data

5.6.2.1 General

Quar ber of loans,

perc

titative data are numeric and are usually expressed in measurément units, e.g. num
entage of interviewees visiting the library.

Much of the information that libraries have traditionally ‘€ollected and reported - ug
purchases, collection size, staff size, budgets - is quantitative. Institutional and commun
also pften be quantitative, e.g. socio-economic data, data of student and research performa

age counts,
ty data will
hce.

titative data can be collected via all methods méntioned in 5.2 to 5.4. Methods for sdliciting user
f such as interviews and surveys also provide,data that can be analysed quantitatively.

Quar
inpu

5.6.2.2 Data from different sources

Quantitative data from different sources can be set in relation to each other, and to qualjitative data,

for b
the d
signi
indiy

etter insight into the possible.impact of the library. Depending on the reliability an
ata, a range of statistical analyses can be performed to identify key relationships, cor
[ficance. One of the most{effective approaches is to compare library use data with
idual and institutional data to ascertain whether there is a statistical relationship bety

] validity of
relation and
appropriate
veen library

use 4
nece
the 1
clari

nd performance. Even though there may be a statistically significant relationship, this does not
5sarily mean that there is a causal relationship. Other factors or variables, including those outside
brary, may playsa-Substantial role as well. The services of a skilled data analyst may he needed to
'y the naturé ofthese relationships.

5.6.2.3 Data'mining

Data mlnlng is a computatlonal process that identifies potentlally significant patterns by Categorising

and ucu_y Dllls HuallLlLaLlVC da\.a fl Um \.uffcx Cnl. lJCl DPCL LIVCD Cllld duucualuuo, Cllld oUlIllIar iz ng potentlal
relationships and impacts. Data sets can be analysed using statistical analysis software to determine
relationships and significance. Data mining can also show longer term trends.

Most library statistical data deal with use of services, facilities and collections. Data mining can look
at relationships between different sets of library data such as user training lessons and the quality of
catalogue searches. Data thatexist outside the library can be equally or more importantin demonstrating
impact. Data mining can be used to determine possible relationships between a library activity and
performance in coursework or research, when quantitative data from the library are compared with
other data from inside or outside the library.
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5.6.3 Qualitative data

In the sense of this International Standard, qualitative data are data that describe, but do not measure
the attributes or properties of an object, in particular the reasons for human actions.

Qualitative methods focus on understanding the reasons for human actions. The approaches include
interview and survey techniques, storytelling, and self-assessment. The qualitative approach is
appropriate for gathering evidence oflibrary impact on individuals and communities and can complement
quantitative information by bringing in direct input from those using library services, including their
narratives.

Analysis of
rigorous an
can help idgntify relationships. The findings should be categorized into classes that may be-assigned
numeric valfies.

6 Inferred evidence

6.1 General

This clause shows how data that libraries collect regularly for their annual statistics or that they agsess
via perfornlance measurement and user satisfaction surveys can bie used for identifying potgntial
impact.

6.2 Statistics

6.2.1 Gengpgral

Library statjistics are quantitative data describinglibrary services, library use and library users. [[hey
measure the¢ input into libraries (the resources-including funding, buildings and equipment, staff and
collections) |the output (the usage of library colleetions and services) and the number and types of ysers.

The collectipn of such data has along tradition. They are collected in the individual library and compiled
and coordinated on a regional, nationakand finally international scale, usually separately as to types
of libraries [(e.g. public and academiclibraries). To make the results comparable between regiops or
countries, the same definitions and methods of data collection must be used. Definitions and collegting
methods ar¢ described in ISO 2789 (International library statistics).

6.2.2 Statjstics indicating impact

6.2.2.1 Gdneral

Library statjstics deal with quantities of input and output. They do not describe the quality of the librjary’s
performancke of the effect of the library’s services on the users, but in certain cases these statistics
can be used for identifying developments that point to library impact in the sense of this International
Standard.

6.2.2.2 Statistics of library use

Changes in users’ concepts, practices and skills can become visible by looking at time series of usage
statistics.

EXAMPLE Examples of such statistics are:
— number of physical or virtual library visits;

— number of downloads from the library’s electronic collection;
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number of attendances at events.

If the numbers are increasing, the data seem to indicate that the users have adopted new ideas and
practices, e.g. working inside the library, using the electronic collection, frequenting the reference
service or visiting the library’s account on a social network, because they found these services useful,
instructive and helpful for their own purposes. It should be kept in mind that the level of library use is

not yet an impact, and the assumption should be corroborated by methods like surveys or tests.

6.2.2.3 Statistics of library users

Changes in the number of active users, but especially in the type and grouping of users can also point to

effec

Libra
ethn
cour
phys
serv
india

EXAN

S caused Dby library use.

ry users (and non-users) can be differentiated in various ways, e.g. as to age, gender]
c origin. In institutions of higher education the differentiation can also follow,the syst
ses. Further subdivision can concern population groups with special need§'such as p
ical and health impairment, unemployed persons, or non-native speakers.f the libraj
ces actively to such target populations, the rising number of active users.out of the pop
ate changes in the perception and valuation of libraries.

PLE Examples of such statistics are:

If thd
libra
and

again or recommend library use to other per'sons out of their group.

Agai
6.3

6.3.1

Perfd
from
for e
libra

The main geal of performance measurementis to obtain detailed knowledge about strong or

in th

umber of active users out of a specific target group;
umber of newly registered users of the age 13 to 18 (youngadults);
umber of persons using a reference service in a specificlanguage.

percentage of active library users in a specified‘target group is increasing, this indic
'y’s engagement for specified potential userggroups has been successful in attracting 4
hanging their behaviour. Users might have experienced benefits when using the libra

n, the assumption should be corroborated by methods such as surveys or tests.
Library performance indicators

General

rmance indicatorsas described in ISO 11620 are numerical, symbolic or verbal express
library statistics-and other data and used to characterize the performance of a library
valuating the/quality, effectiveness and cost-efficiency of the services and other acti
'y against.the mission, goals and objectives of the library itself.

e sérvices and thereby to support the management process. In addition, the results of

profession,
em of study
ersons with
y adapts its
ulation may

htes that the
hose groups
ry and come

jons derived
. They serve
vities of the

weak points
erformance

india

tars can be used for reporting to authorities the nser community or the public

6.3.2

Indicators indicating impact

6.3.2.1 General

Performance indicators evaluate the quality of library services and products, not the effect of these
services and products on users and on society, but the results of performance indicators, and especially
time series of results can show that there has been an impact in the sense of this International Standard.

6.3.2.2 Indicators of library use

Impact is most frequently “indicated” by performance indicators concerning library use. If the amount
of usage per member of the population is increasing (e.g. a higher number of loans or library visits per

© IS0 2014 - All rights reserved 25


https://standardsiso.com/api/?name=a3331ebde1ed7ce9026a00f8783f05bd

ISO 16439

:2014(E)

capita), this points to a change in the attitude and behaviour of the population. Such changes could be

due to:

— higher quality in library services;

— new library services and/or facilities;

EXAMPLE 1

effective promotion activities.

Examples of indicators are:

number of loans per capita;

number
number

number

One indicat
decreasing {
more users

A more dist
indicates th
EXAMPLE 2

number

Frequent ug
such as sury

There are al

6.3.2.3 In

Many perfo

service quality are for instance:

— speed,
accessil
compet

adequa

If much-usé|

pf downloads per capita;
pf library visits per capita;
pf attendances at library events or training lessons per capita.

r alone would often not be sufficient for assuming an impact, but if forexample loan
ind accesses to the electronic collection are increasing at the same tinie, this indicateq
have become familiar with using electronic documents, possibly bythe library’s influe

nct indication of impact is given when the attendances of user training lessons increa
ht users profited from the lessons.

Another example of an indicator is:
pf user attendances at training lessons per capita

e of library services is not an impact; the assimption should be corroborated by met
eys or tests.

so influences outside the library that affect the type and amount of usage.

licators of service quality

Fmance indicators assess the.quality of the library’s services and products. Criteri

urrency and accurady;
ility and reliability;
ence and helpfulness of staff;

y of the\library’s services and products to the needs of its population.

S are
that
nce.

se. [t

hods

h for

physical libn
the followin

EXAMPLE
calculation.)

g indicators allows assuming a positive influence, if connected to indicators of use:

d library services such as reference and lending or the conditions and facilities ij;

the
n by

Examples of indicators: (It is assumed that all indicator results have increased since the last

population, and the occupancy of the places confirms that users are working in the library.);

users have got accustomed to come to the library.);

user places per capita - user places occupancy rate (The library provides an adequate number of places for its

hours open compared to demand - library visits per capita (The opening hours consider user needs, and the

percentage of required titles in the electronic collection - number of downloads from the electronic collection.

(A great part of electronic titles that users request can be found in the collection, and users become familiar
with electronic resources.)

26

© ISO 2014 - All rights reserved


https://standardsiso.com/api/?name=a3331ebde1ed7ce9026a00f8783f05bd

ISO 16439:2014(E)

Changes in the results of these indicators help to analyse the results of impact assessment by identifying
causes for lower or higher impact over time.

6.3.2.4 Indicators comparing library statistics to cultural statistics

Not only data about libraries and their use, but general cultural statistics in countries may be used for
identifying a positive influence of libraries. Various performance indicators can be calculated by setting
library statistics in relation to socio-demographic data collected by the UNESCO Institute for Statistics
and other organizations, e.g. data about the state of literacy and education or the distribution of Internet
access in a country. Such performance indicators help to identify and promote the libraries’ impact on
literacy and information literacy, education and culture in a country.

EXAMPLE1 Examples of such performance indicators are:
— 3verage number of public libraries per 1 000 inhabitants;
— 1number of registered library users per 1 000 inhabitants.

Settipg the data in relation not to the whole population, but to those inhabitants that are liferate, helps
to identify correlations between library use and literacy.

EXANPLE 2  Examples of such correlations are:
— 1number of libraries per 1 000 literate inhabitants;
— gverage number of loans per 1 000 literate inhabitants.

The assumption is that a high number of public libraries; with their collections and services and a high
amo;Ejnt of library use may have influenced the percefitage of literate inhabitants in a country. This could

only pe verified by surveys asking a sample of literate inhabitants for their estimate of benefits received
by libbraries.

In the same way, data about libraries and library use can be set in comparison to data such fas:
— ¢nrolment rates in primary education;
jttendance rates in primary éducation;

— gchool dropout rates.
6.4 | Data from user Satisfaction surveys

6.4.1 General

Userlsatisfaction surveys in the sense of this International Standard are surveys administergd to library
users$ to finnd'out how they rate their library experiences, and any suggestions for improvenpent.

The results of user satisfaction surveys will be most useful if the identical survey is applietl in more or
less regular time intervals over a period of years. Data can then be reviewed against former results,
timelines can be established and comparison between the different periods shows changes very clearly.

6.4.2 Types of user satisfaction surveys

There are various and competing measurement approaches for user satisfaction. The most-used method
isthe 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
expectations. In cases where user expectations are met or even exceeded, the user is satisfied. This
approach is also called gap analysis.
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6.4.3 User satisfaction indicating impact

User satisfaction surveys ask for a user’s one-time or long-term experience with library services or for
experience compared to expectation. Though satisfaction in itself is not a direct impact in the sense
of this International Standard, it can predispose users for being influenced and can serve as basis for
impact in furthering receptivity. High satisfaction with specified services can identify library services
that may have had an impact on the user’s skills, competences, behaviour or opinions.

EXAMPLE

— High satisfaction with the reference service can indicate that users got valuable information and/or learnt
something.

— High sat|sfaction with user training can indicate that the attendees acquired new skills.

— High satfisfaction with the collections devised for target groups with special needs can indicate that the
users chhanged their attitude towards reading and using information sources.

— High sat{sfaction with the speed or accuracy of service delivery can indicate that useyshave been ben¢fited
by saving time and effort in their work.

Such assumptions should be validated by using methods as described in Clauses’7 to 9.

7 Solicited evidence

7.1 Genefal

The methods grouped under “solicited evidence” employ various techniques of questioning user$ and
non-users apout their experience and estimation of library benefits. The methods comprise wrjitten
questioning|(surveys), oral questioning (interviews, focus groups), and self-assessment of users.

All methodsimentioned above produce qualitative and quantitative data, but also stories and anecdlotes
about librarly impact.

7.2 Impalct surveys

7.2.1 Gengral

Surveys are[the most-used instrument for determining the extent to which direct or long-term library
impact is exjperienced by thedisers. Libraries have been familiar with user surveys for decades, mjostly
enquiring apout satisfaction with library services, but also about the types of activities when yisers
physically of virtually Visit a library, or about desired new or changed library services.

Impact survleys might ask some of the questions mentioned above, but they add a new dimension:|they
ask about the effects - especially beneficial effects - of library contact. The impact survey can ask [for:

— influencestiatusersexpertenced individuatly;
— influences that they think libraries normally have.

Generally, an impact survey will address actual library users in order to capture their opinion and
experience, but if the main point of a survey is to assess the general opinion about a library’s value, e.g.
the value of a public library for a district in a community, then non-users should be included. Persons
who themselves do not use libraries may yet have a clear conception of a library’s value for individuals
and society. Questioning a sample of all potential users will also help to identify reasons for non-use
(long distances, inconvenient opening hours, etc.).

Information collected through impact surveys can include participants’ self-assessment of their skills,
knowledge, attitudes, and behaviour, although this information will not necessarily demonstrate impact
on its own.
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7.2.2 Structure and format of surveys

7.2.2.1 General

Before starting an impact survey, the scope and goals of the project and the target group to be approached
should be defined. Then the format and contents of the survey can be determined accordingly.

The survey should be pre-tested in a sample of the population for which it is meant. [t must be considered
that certain user groups have particular sensitivities that might affect the responses and the response
rate. In a written questionnaire, enough space should be provided for answers to be recorded and
subsequently coded for analysis.

Gengral rules for all types of user surveys are that the questionnaire should be:
a) ghort, ideally completed in 10 min to 20 min;

b) ¢learly structured for quick overview, with questions proceeding from general to specific issues;
c) ¢asy to use, with short questions and well-defined answer categories;

d) yvritten in appropriate language for the target group of the survey;

e) ¢trictly anonymous, so participants’ answers are more open<and honest;

f) in an attractive format that conveys a professional image:

7.2.2.2 Format and presentation

The questionnaires can be administered in different formats and ways:

a) print questionnaires handed out in or outside the library;

b) print questionnaires sent by mail to all.or a sample of registered or potential users;
c) telephone surveys of a sample ofiregistered or potential users (feasible for short questipnnaires);
d) Inline questionnaires sent by‘electronic mail to all or a sample of registered (or potentjal) users;

e)

nline surveys presented/on the library’s website, often in connection with the use |of specified
gervices (online catalogue, electronic journals).

The various formats.afid methods of distribution all have advantages and disadvantages. Which format
and nethod are seleeted for any particular survey will depend on a number of factors, such as the target
population, andithe resources available to conduct and analyse the survey. The design and [structure of
a surjvey havédirect implications for the analysis.

statigtically equivalent to a simple random sample. Method a) when conducted outside the|library, and
method e), are convenience samples, and particular care is required in the interpretation of the results.
Methods b), c), and d) each require a sampling frame (i.e. comprehensive list) of registered users (or the
wider population, if potential users are to be included) from which a random sample can be selected in
a variety of ways to suit the circumstances. Libraries are advised to consult a statistician, or a standard
text on the theory and practice of sampling, when designing a survey.

MetHod-a), when conducted inside the library, can be structured to give a systematic rantliom sample,

In libraries where most users can be expected to have an email account and/or Internet access, online
surveys are considered to be the most appropriate method for capturing a sample of users. This method
is much cheaper and less time-consuming than working with print questionnaires where all answers
have to be entered into a statistical program. Especially in public libraries however, the respondents to
an online survey might not be representative of the total target population.
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7.2.2.3 Response rates

Response rates are highest when the interviewees are personally addressed, i.e.. when questionnaires
are distributed in person with an explanation of the survey goals and the possibility of interviewees
asking questions while completing the survey. The same applies to telephone surveys. In addition,
both methods yield much anecdotal information which may also be used for qualitative analysis. The
disadvantage of both methods is that the respondents might be influenced by the staff or by the telephone

interviewer;

these methods also require greater resources in terms of staff time.

Incentives can enhance response rates but must not be too large because people might try to participate

more than o

nce.

7.2.2.4 Salmples

Sample size
orientated f]
results. Am

Sample size
Service, Aus

7.2.3 One

The questig
services (“y

Askingonly
The disadv3
library, and

EXAMPLE 1

Did you

What didl you do during your library visit?

5 should be large enough to ensure a return of at least 100 responses and should be str
owards the socio-demographic structure of the total population to reach represent
inimum of 400 responses is recommended for large populations.

5 can also be calculated with the help of sample size calculators (é.g: National Stati
tralia).

time experience - Long-term experience

nnaire can ask about experience during one particular‘visit to the library or its o
bur last visit” - critical incident technique) or for the.user’s general experience.

hbout one visithas the advantage thatusers remember more orless correctly what happ
ntage is that the visit may have included verylittle of what the person usually does i
that learning effects may come later.

Examples of questions (one-time experiehge or critical incident):

earn something in this visit?

Have yo

Asking fort
and effects.
appropriate
and the thre
EXAMPLE 2

What do

Has the |

|

enjoyed the visit?

e general experience’has the advantage of covering alonger time period with more actiy
The disadvantagg-is that respondents will mark many options in the questionnai
A solution can beyto ask users to additionally mark their three favourite library actiy
e most imporfant incidences of impact.

Examples of open-ended questions (general experience):

yowdo-when you visit the library?

ngly
ative

tical

nline

bned.
h the

rities
re as
rities

ibtary helped you to do better in your studies (school, job)?

30

Have you developed new skills, e.g. in information seeking?
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7.2.4 Types of questions

7.2.4.1 Functional questions
7.2.4.11 Questions in the survey can have different functions.

7.2.4.1.2 Filter questionsare used forrestricting the respondents to those parts of the questionnaire
that are relevant for them.

EXAMPLE

Question 1 Did you work in the reading-room today?

[] Yds (Go to question 2)

[ ] N¢ (Go to question 3)

Question 2 How long did you stay in the reading-room?
[]<Rh

[]2fo5h

[]>ph

Question 3 Did you work in the learning centre today?
[] Ygs
[IN

7.2.4.1.3 Control questions test the plausibility of the answers to another question. They ask for
the spme or related content, but are worded. in another way and placed in different parts of|the survey.

EXANPLE

[ always learn something new when [ visit'the library
strjongly agree/agree/disagree/strongly disagree

(Contfrol question, placed later, iiT the survey)

I do not think of using thelibrary when [ want information
stijongly agree/agree/disagree/strongly disagree

7.2.4.1.4 Funnel questions are used for approaching a topic from general to specific igsues, asking
mor¢ detailS:at each level.

EXAMPLE1

How satisfied are you with the library website overall?
How satisfied are you with the online catalogue?
How satisfied are you with the access to eBooks?
EXAMPLE 2 (funnel questions, at the same time filter questions):
At your last library visit, did you contact the reference desk? Yes/No
If Yes: Did you get any help? Yes/No
If Yes: Did you learn anything new? Yes/No

If Yes: What did you learn?
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7.2.4.2 Open and closed questions

7.2.4.2.1 General

A key aspect in the questionnaire design is how to pose the questions to the respondent. There are two
basic types of survey questions: open and closed. A third type is a mixture of both, generally combining
closed questions with the option of free answers (e.g. under “other”).

Typically, closed questions are easier to complete, as well as easier to analyse than open ones. A mix of
open and closed questions takes advantage of both types.

7.2.4.2.2

Open questi
way they ch

The advantd
predefined
with writing

Another dis
the answer;
assign code
Speciality s

Because of t
EXAMPLE

Please desq

7.2.4.2.3 ¢

Closed queg
authors of t

the respondents choose the most applicable answer among several options (multiple choice), that]

mark all the
scale. It is es
responses).

EXAMPLE
How often dd

(Please, m4

Dpen questions

poOSe.

ge of open questions is that spontaneous answers can produce ideas thatare different
hinswers and cover a broader field. The disadvantage is that users may hot be comfor
b down opinions, or the survey may appear too time-consuming tocomplete.

hdvantage is that it will usually be time-consuming, and may be difficult to code and an
. In coding, it will be useful to read a certain number of responses, identify theme;
5 to each theme. After that, codes can be assigned to allxgcords in the survey data
ftware is available for the analysis of open questions.

Example of an open question:

ribe your most successful library visit.

[losed questions

tions include only a limited artay of responses which have been predetermined b
he survey. They may offer simple alternatives such as ‘Yes’ or ‘No’, but usually requirg

options that apply, or thatthey use a frequency scale, an importance scale, or an agree
sential that closed questions are exhaustive (i.e. that they cover the entire range of pog

Examples of ¢losed questions:
you access _the library’s online catalogue?

rk one answer only)

daily

ons allow participants to freely communicate impressions and opinions, responding in any

from
table

hlyse
and
base.

he workload, extensive use of open questions is best applied only for small target groujps.

U the
that
they
ment
sible

weekly
less often

never

After your reference interview today, how confident are you now of finding materials for your themes in the
online catalogue?

(Notat all confident1 2 3 4 5 6 7 Extremely confident)

Which of these things did you do in your visit today?

(Please, mark all that apply)
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— borrowed/returned a book

— used the computers

— read a newspaper or magazine

— asked a member of staff for information

— used the catalogue

— something else

Closed questions need more effort when drafting a survey, but counting and analysis of the results are

much easier than for open questions, as the answers are non-ambiguous, comparable and.e

Disa

If th{
an aj

answers should be offered such as “don’t know”, “undecided”, “adot-applicable” or “no answejr”.
EXANMPLE In the past two years, has your use of the library’siservices increased?

— Yes

— 1o

— I don’t know

7.2.4.2.4 “Mixed” questions

Thes
answ
“Oth

EXAN
] 1o
[]n
[] oy
[] nq

lvantages can be:

hat not all possible answers have been identified;

hat too many options, e.g. more than 8 options, confuse the respondents;
hat the respondents may be biased by the predefined answers.

e respondents are not familiar with the subject of a question, they might be instiga
hswer at random because they think they have to choose gne:In order to avoid this

hsy to score.

ked to mark
alternative

»

e questions try to combine the‘advantages of open and closed questions. They offer predefined
rers but add a category that gives the possibility of individual responses. Usually, the wording is:

br (please define/please explain)”.
PLE Why do you poet study in the library? (Check more than one box, if applicable)
hg distance
convenient transportation
ening hoGrs'not convenient

t enough seats

[] to

0 nNoisy

[] other (please explain)

7.2.4.3 Scaling

7.2.4.3.1 General

There are four basic types of data scaling: nominal, ordinal, interval and ratio scales. Nominal and
ordinal scale questions are the types most frequently used in library surveys.
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7.2.4.3.2 Nominal scale questions

Questions which produce nominal, or categorical, data are those which ask respondents to select from
a list of unordered categories. Simple examples include questions concerning gender, or those requiring
ayes/no response.

EXAMPLE Examples of nominal data:
Have you already used the new digital library service?

yes/no/don’t know exactly

Which type ofreference-servicedo-yotrprefer?

Have you alrgady used the new digital library service?
— face-to-fafe

— via email
— via chat-bpx
— other

— not applidable

7.2.4.3.3 OQrdinal scale questions

Questions wfhich produce ordinal data are generally those where,the possible responses have an obyious
order. Examples include rating scales, and frequency of use of'services. Questions asking respondernts to
rank the importance of various services also produce ordinal data.

EXAMPLE 1
What is your|current age? (select one)

Less than 18, 18 to 29, 30 to 39, 40 to 49, 50 or.older
EXAMPLE 2 | Example of ranked data

Please rank the importance of the following library services for your activities. (Please fill in your rank orgler in
the spaces prjovided using the numbers1 through 5, where 1 means most important to you and 5 means theleast
important).

[ ] Referencs

[ ] Bibliographic searching
[ ] Interlibrafy lending

[ ] Online catalogue

[ ] Loan, borrow and reserve

Response scales can have either an odd (3, 5, 7, etc.) or an even (4, 6, etc.) number of options. The odd-
numbered scales have a middle value that is often chosen by respondents that are undecided or neutral.
Response scales with an even number of responses and no middle neutral or undecided choice force the
respondents to decide whether they lean more towards the agree or disagree end of the scale for each
item.

EXAMPLE 3  Example of a response scale with an odd number of options:
How important do you deem online services for students’ success? (select one):

Notveryimportant 1 2 3 4 5 Extremelyimportant
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EXAMPLE 4 Example of a response scale with an even number of options:

Is the shortening of opening hours justifiable outside term?

Strongly disagree/disagree/slightly disagree/slightly agree/agree/strongly agree

7.2.4.3.4 Interval/ratio scale questions

9:2014(E)

Questions which produce interval data are those where the categories are ordered, and equally spaced.
Such questions are rarely used in library surveys. Rating questions are not considered to produce
interval scale data as it cannot be assumed that the difference between the categories is equal.

Quesgtions which produce ratio data are those where the responses are numeric on a fixed
defirled zero point. Examples include age in years, distance travelled to the library in kin; t
the rpading room in hours.

Both|types of question can be analysed using the same methods.
7.2.3 Survey content

7.2.3.1 Demographic data

The inain goal of an impact survey is to collect data about the libhary’s impact as perceived

scale with a
me spent in

by its users.

To aghieve this purpose, it is generally necessary to include questions about the users’ baclground and
the use they make of library services because these aspectsiare essential for correctly intefpreting the

resp

Academic and public libraries serve different populations. For academic libraries, students

bnses about perceived impact.

at all levels

from| undergraduate to senior, academic staff and' researchers are the main target groups. Students
expeft to find help in learning, gaining skills~ahd successfully completing their study coprses, while

academic staff expects help in teaching and.research. Public library programmes and se
a widle variety of target groups of all agés-and of different professional or ethnic backgro
needjs and expectations vary extremely.

In al| cases, it will be useful to get at least basic demographic information about the user
gendgr), and, if possible, additional more specific data such as the user status (i.e. unc
post

braduate, academic staff) and the subject of study or research in the context of acaden

rvices serve
inds, whose

(age group,
lergraduate,
hic libraries,

or the user’s ethnic group, language, educational level or occupation in the context of publlic libraries.

Survpys soliciting persémnal information from individuals require ethical approval at most
ncluding demogfaphic information in the survey will need the approval of the institution or funding
authprity.

and i

7.2.3.2 Questions about library use

LibrgryServices are used differently by different users. Users might also use a service for m

purpjose! For rating a respondent’s answers about the impact he or she experienced, it is fiecessary to

institutions

bre than one

connect the answers with data about that person’s intention and practices in using library services, e.g.:

frequency of library visits and/or online services use;
reasons for not using a specified library or service;
spectrum of activities when visiting the library or its online services;

the most frequent activities.

The questionnaire could also ask whether respondents have increased their use of library services
during a specified time period, e.g. the last year.

Another question could be whether the user is accustomed to go to other institutions and information
sources (other libraries, the media, the Internet, etc.) for some of the activities/services mentioned in
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the list. The results of such a question can be used for comparison with questions about the possible
substitution of a library service (see 7.2.5.5).

Non-users could be asked which other options they prefer to libraries for purposes such as information
seeking, learning and studying, reading newspapers and magazines, or attending training related to
literacy and information literacy.

7.2.5.3 Impact questions for academic libraries

The mission of academic libraries is to support learning, teaching and research by providing access to
relevant information, adequate facilities for research and study and help and guidance functions for

information[seeking. The library should also further the goals of its institution which will genetally be

to improve:

a) recruitinent and retention of students;

b) graduatiion rates;

c) studentp’ learning achievement;

d) teaching quality of the faculty;

e) faculty research productivity and reputation.

The questigns in an impact survey should consider these issues.Questions should address the|gain

of informatjon and knowledge, the acquisition of new skills, and the library’s assistance in study and

research anfl in issues of the respondent’s profession. It is espegially important to ask about time gaved

by using libgary services, as this will further and hasten success.

Other questjons can address the issue of the library as place for study and research, and also as plage for

contacts andl communication.

EXAMPLE 1 | Examples of questions for students:

— Has the [library helped you do better in eXaminations (e.g. by its collections, by the reference servige, by
training|lessons)?

— Have thdspecialized courses (i.e. first year-seminars, writing-intensive courses) offered by the library helped
you in yqur studies?

EXAMPLE 2 | Examples of questions for academic staff:

— Do theliprary’s electronic'and print collections help you when you are preparing publications, presentafions,
or patenf applications?

— Has the library helped you to save time in your research?

EXAMPLE 3 | Examples of questions for academic staff regarding impact on their students:

— Did the library hetpyourstudents i theirstudies?

7.2.5.4

Do students who are frequent library users perform better in their examinations?

Impact questions for public libraries

The influence of public libraries, beside the impact on individuals (skills, learning, attitudes, well-being),
concerns above all the social impact, namely the effect on social inclusion, free access to information,
professional success, health issues, or local identity.

The questions will be partly the same as for academic libraries, but focus less on study and research
than on recreation, school and learning, health information, job seeking and information for business
and commerce. As in academic libraries, it is important to ask about the time saved by using library
services, as this will further and quicken success.

36 © ISO 2014 - All rights reserved


https://standardsiso.com/api/?name=a3331ebde1ed7ce9026a00f8783f05bd

ISO 16439:2014(E)

Other questions can address the issue of the library as a place for learning and reading, and for contacts
and communication.

EXAMPLE Examples of questions:

— Have you received helpful information for school/learning?

— Have you received helpful information for health and well-being?
— Has the library helped you to do better in your job?

— Has the library helped you to save time?

— Have you enjoyed the visit?
— Have you experienced the library as safe and quiet place for learning and reading?

If th¢ impact survey does not aim at the whole population to be served, but at-a’specifif group, the
questions should be related to the needs and interests of that group.

7.2.3.5 Questions about the possible substitution of a library

The findings of the impact questions as described above can be validated by asking for the rlespondent’s
opinjon as to a substitute for the library (or for specified services.of the library).

EXANPLE If this library did not exist, could you have got the safne information and help elsewhere?
(Check more than one box, if applicable)

[] Fjom another library?

[ ] By purchasing relevant material?

[] Via the Internet?

[ ] Fjom teaching staff, colleagues, friends?

[ ] Inlthe media (newspapers, radio, television)?

[ ] Perhaps, but it would have taken more time and effort.

[ ] No, I do not think I would-have got the same information.

Such|questions should not give the impression that the library is going to be closed.

The @&im of such questions is to show the importance and perhaps irreplaceability of a spedified library

for aph individualuser.

7.3 | Interviews and focus groups

7.3.1 General

Oral questioning is done in the form of interviews where information is transferred from the interviewee
to an interviewer. Interviews may be conducted individually or with groups, and face-to-face, by
telephone, or via the Internet. An interview is normally handled by an interviewer or moderator (for a
group interview).

This interactive method can address a subject in detail and, in contrast to written questionnaires or
self-assessment, provides immediate response to questions. On the other hand interviews are generally
more time-consuming and therefore expensive than surveys, especially in unstructured interviews
where it may be difficult to code the answers. Instead of conducting multiple individual interviews,
group interviews can save time.
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Interviews with persons who are willing to be approached more than once over a specified time period
are called panel interviews. They can be especially useful for identifying library impact that only
becomes visible over time.

Basic ethical considerations such as informed consent and the right of interviewees to withdraw should
be ensured as well as the confidentiality of information about participants acquired during the interview.

7.3.2 Types of interviews

7.3.2.1 General

In terms of dluestioning patterns, interviews are divided into the following three types:

a) structured interviews (scripted with predetermined questions);

b) unstrudtured interviews (giving interviewers freedom to explore topics);
c) semi-stfuctured interviews (questions are partially prepared in advance).
Aspecial teghnique is the critical incident technique (CIT) that focuses on a specific event and experience.

It can be used for all types of interviews mentioned above.

7.3.2.2 Structured interviews

The questio
closed ques
should keep
sequence arj
interviewer

The advant3
comparable

EXAMPLE
Did the i

Did thel
of tests,
(Select of

To what]

hs in this type of interview are predetermined as a standardized list. The list may use

the conditions exactly the same in each interview.\Questions should be asked in the de
d wording, and if possible in the same tone of'voice. Usually the questions are read b
who tries to appear neutral and to minimize€any external effects.

1ge of structured interviews is that the‘answers of different respondents are more o}
Butthis method is not suited to identifying new issues beyond the focus of the questionr

Examples of questions:
hformation you found help yotin your research?  (Yes/No)

brary resources you used‘affect any of the following aspects of patient care for you: diagnosis, g
choice of drugs, choicé of other treatment, length of hospital stay, advice given to patients, g
nly one answer and.specify in the case of ‘other’)

extent do you'rely on the library staff in finding the business related information you

(Frequently —-Occasignally - Never)

7.3.2.3 Uy

The goal and

)structured interviews

| Subject of the interview are predetermined, but the sequence and wording of the ques

both

fions and open questions. In order to avoid influencing the interviewees, the interviewer

fined
y the

" less
aire.

hoice
ther?

seek?

tions

can be chan

ged by the interviewer. I'he 1interviewer should understand the object of the intervie

wing

project. Open questions are frequently used. This type of interview aims to elicit interviewees’
characteristics by flexible attitude in conversation.

The advantage of unstructured interviews is that they can identify attitudes and conceptions of
interviewees in detail. The disadvantage is that the method is labour-intensive, and it will usually be
difficult to code and analyse the collected data.

In order to obtain a detailed picture of an interviewee’s experience, so-called ‘narrative interviews’ can
also be conducted, where the role of the interviewer is primarily to prompt the interviewee to select and

tell the relevant stories.
EXAMPLE Examples of questions asked during a narrative interview:

First, could you tell me about your good or bad experience in libraries?
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, formulate questions in the individual context:

Did the library give you any help?

f yes, what kind of help?

Does your local library provide the media and/or services that you need?

What media and/or services would you like to find at your local library?

7.3.2.4 Semi-structured interviews

The
(i-e.o
ques
It m4
ques

The
inter]
work

EXAN

I
)

4

I

7.3.2

Inter
The (
of an
desc

langtiage.

CIT d
The

What kind of electronic resources are essential foryour study or work? (open answer)

What resources should the library, offer for your patient care? (open answer)

WO tyPES Of IIteT VIEW descTibed above SITTOW OpPOSITNE CITAaTacter 1S ticS: [T Practice a iy
emi-structured interview) is most often used. A semi-structured interview asks the.prég
Fions, but allows rephrasing or explaining of questions in order to prompt intervieweeg
lintains a clear structure with significant flexibility. The interviewer should,make 4
fions which were actually asked.

semi-structured interview combines the advantages of the structured and the u
view, but the greater flexibility in comparison to structured interyiews will also invd
load.

PLE Examples of questions:
id the information you found help you in your research? (predefined answer)

Please describe what you learned from the information? (open answer)

Are the library’s electronic resources essential or marginal to your study or work? (predefined

id the library resources you used affect any.ef the following aspects of patient care for you: dia
f tests, choice of drugs, choice of other treatment, length of hospital stay, advice given to pa
predefined answer)

.5 (Critical incident interviews

views employing theé critical incident technique (CIT) are known as ‘critical incident
ritical incident techmique is a research approach designed to draw out the most memor
event or experience from the respondents. Respondents are required to recall a specif
ibe their experience and feelings related to that event from their own viewpoint and

an be.used in individual interviews or focus group interviews.

hdvantage of this technique when assessing library impact is the direct insight int

ture of both
determined
to respond.
note of the

nstructured
lve a higher

answer)

bnosis, choice
tients, other?

interviews'.
able aspects
ic event and
n their own

b individual

experiences of [ibrary contact. The disadvantage is that coding and analysing of the data will be difficult
and time-consuming.

EXAMPLE

Examples of questions:

At the start of the interview, remind respondents about a particular contact with a library service, e.g. reference
service:

— For what purpose did you need that specific information at that time? Why did you seek it in the library?

Then:

— What information, if any, did you get with the help of the reference service? Why was it useful?

— Di
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Individual or group interviews

Individual interviews

An individual interview is usually conducted face-to-face. In addition interviews via telephone, video-
conferencing or online chatting/instant messaging tools can be used. A face-to-face or video interview
is preferable for clear understanding of the interviewee’s non-verbal responses (gestures or facial
expression). The individuals are sampled randomly or purposely from the targeted population (see

7.3.5).

When planning interviews with non-users as well as actual library users, a street survey approach in

a populated|
candidates.

EXAMPLE

How oftq
What di
What w(
What lib

7.3.3.2 G

A commonly
all particip4
by the mod
answering i
then be disd
videoconfer;

Advantages

[tcanp

A more

The find

The disadv4
the particip

Sometimes {

The influence of group opinion on the individual can be avoided to some extent.

area can be effective, but 1t may be difficult for the interviewer to intercept approp

Examples of questions to non-users in a street survey:
n do you visit your local library? (identifying non-users)
courages your using your local library?
uld encourage you to use your local library?

rary services do you think could be useful for you?

oup interviews

r used group interview technique is the nominal group interview. The questions are g
nts (interviewees) simultaneously, and all are ¢kpected to respond to the question p

hcluding silent writing can be employed. In‘order to achieve a conclusion, the answer
ussed and prioritized one by one by the group. Group interviews can also be conductg
encing and in a web-based environmernt:

of the nominal group technique are:
‘oduce well-considered ideastby giving time for reflection.

equal participation ameng-group members will be achieved.

| prioritizationm¢an lead to clear results.

ntage is that'the method dispenses with the richness of ideas generated by interacti
hnts.

histechnique can be combined with that of focus group interviews (see 7.3.3.3).

riate

ut to
osed

brator. In order to keep personal interactionsat a minimum level, a limited procedufre of

5 can
ed by

bn of

EXAMPLE 1
a)
b)
‘)

The idea

Exampteof a procedure for idemntifying the perceptionof tibrary fmpacts:

s in the responses are clarified and amalgamated in a group discussion.

for the most important forms of impact.

EXAMPLE 2

What lib

40

Examples of questions:

What are major benefits for you when using the college library?

What services of this library do you like/dislike?

rary programmes are useful for you?

Open questions as to the impact of a library are put to all participants; the written responses are collected.

Each participant is then asked to evaluate the pooled list of responses individually and to vote anonymously
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7.3.3.3 Focus group interviews/discussions

7.3.3.3.1 General

Focus group interviews are group interviews in the form of a discussion among a small number of
selected individuals on topics introduced by the moderator. Data are gathered not only from participants’
responses but also from the discussion among them. Focus group interviews explicitly utilize and rely
on group interactions. The dialogue among participants generates a broad coverage of a topic and can
raise additional questions.

Virtual focus group interviews can be conducted via computer-mediated discussion. They have both
strerjgths (e.g. easy to convene and gather data) and weaknesses (e.g. difficult to detect deceit and to
establish rapport among participants).

The flocus group interview needs a moderator (facilitator) and someone taking notes: Moderptors should
be trpined in facilitation and, if library staff, should not be known to the participants.

7.3.3.3.2 Topics of focus group interviews
Focuk group interviews on library impact can discuss as basic topics:

a) the participants’ opinion of the general value of libraries (e.g{the library as place for quiet research
r for children’s learning);

b) thebenefits that participants experienced when usinglibrary services (e.g. new skills infinformation
geeking).

The first topic - assumed value of libraries - may include direct and indirect, short and long-term
potential benefits. Non-users’ opinions can be_interesting here. The second topic shoulf be mainly
discyssed by actual users (or former users) and focuses on the participants’ own experignces (which
might include non-beneficial impact). The expécted or experienced impact can vary widely among focus
groups according to the social or educational background of the participants.

The advantage of focus group interviews is that they stimulate the discussion among partjcipants and
thus|obtain a wide range of responses. Their disadvantage is that the discussion tends to b influenced
by a few dominant people and thuis to generate biased outputs.

EXANPLE1 Example of a-series of questions (topic: general value of libraries):
a) How do you see the.educational role of libraries?

b) Do you think thatlibraries can influence the economics in your community?
d) (anyou syggest how libraries could support social inclusion?

EXAMPLE 2~ Example of a series of questions (topic: experience of library benefits):

a) [Korwhat purposes do you usually visit the library? (Prompt if necessary on topics: place to read, place to use
the Internet, place to meet friends, etc.)

b) What advantages (disadvantages) did you experience in using your library?

c) Are there any other points that you would like to raise relating the influence of the library on your work,
study or leisure pursuits?

7.3.4 Choice of interviewees

Interviewees should be systematically recruited in order to represent a broad variety of stakeholders
and/or to address specific issues. A pilot test of the interview questions will support this choice.
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Generally, interviewees will be chosen who have individual experiences and/or general knowledge about
the interview topic. If the object of the interview is to identify the general attitude towards libraries,
non-users may be added to the sample.

For effective focus group interviews, the number of participants should not be large, preferably between
sixand 12 persons. The composition of the group will be especially important for focus groups in which
interaction between participants is indispensable. There has to be sufficient diversity to encourage
discussion, but too heterogeneous composition may result in conflict.

A group should be set up in advance through invitation, clarifying purpose and time.

7.3.5 Regqpired sKillSin conducting interviews

The succesq of interviews depends strongly on the competence and expertise of the intefview
moderator. The interviewer or moderator should possess the basic skills of interviewing and$hou

maintai
formul
ensure

avoid le

If the interv

In order to
to gain the
engaging in
the particip

7.3.6 Recq

Although in
amount of d
permission
is also esser
Personal Int

Immediately
results.

The first sté
the transcri
like data tog
differences

a balanced neutral attitude;
te questions clearly and carefully;
h logical flow of the questions so that the conversation can proceed-naturally;
nding and over-complex questions.
iewer or moderator is an outside expert, that can help to€nsure neutrality.

facilitate the communication process, it is advisable to start with easy targeted ques
interviewees’ confidence (e.g. What about this library service is important to you?).
in-depth interviewing, interviewers need to know the social background and attitud
hnts.

brding the interview and data analysis

terviews typically involve a sprall number of participants, they can yield a signif
hta. Therefore it is advisable to-record the interview by data recorder with the particip|
and transcribe the recorded\data later. Taking brief notes in the process of the inter
itial for interpreting the-rec¢orded data. There are methods such as CAPI (Computer A

" after the interview,the moderator and the person taking notes should meet to discug

p in data analysis is categorizing the data by coding. Specific topics can be identifieg
pts marked 'up to show occurrence. Then the analysis proceeds to organizing and groy
etherto extract their meaning, which leads to tentative conclusions. It is crucial to con
n the nature of data. Structured and unstructured data may need different approache

tions
Vhen
es of

icant
ants’
view
lided

erviewing) or CATI (Computer Assisted Telephone Interviewing) for recording interviews.

s the

| and
iping
sider

5.

Qualitative data analysis software [inks data and concepts through coding.

7.4 Self-assessment of users

7.4.1 General

Self-assessment in the sense of this International Standard is the process of critically reviewing the
quality of one’s own skills, knowledge, or confidence. This would normally be done through a paper-
based or online questionnaire where some or all of the questions require respondents to rate themselves
on a scale.

Self-assessment can be applied as one-time exercise or over a period of time.
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7.4.2 Self-assessment used for impact evaluation

Self-assessment of library users can be an effective method for libraries to demonstrate their impact,
especially with regard to the outcomes of user training or of reference interviews. Self-assessment can
be operated before and after contact with library activities in order to show the library’s influence.

A library seeking to demonstrate the impact of an information literacy programme could require
attendants to complete a self-assessment questionnaire both before and after the programme. The
attendees are asked to assess what they learned in the programme and to what extent they now master
certain skills. In most cases, they are confronted with predefined statements on a 5-point (or other) scale.
When the results of individuals are collated, insights can be obtained as to overall levels of competency
of thegroup:

A simple questionnaire for self-assessment of users’ “library skills” might look like this:

EXANMPLE Please rate your self-confidence as follows (1 = not confident, 5 = very confident)
1) Usingan online catalogue to look up books 1 2 3 4 5
2) Finding books on the shelf using call numbers 1 2 3 4 5
3) Using a database to find periodical articles 1 2 3 4 5
4) Writing a correct citation in a bibliography 1 2 3 4 5
%) Finding sources on a specific topic on the Internet 1 2 3 4 5
¢) Evaluating an Internet source (authority, bias) 1 2 3 4 5

In addition to the self-assessment questionnaire,'students could also be asked to estimate:
— firom which sources they obtained theitinformation expertise;
— hether they benefited from a library training.

Mostl studies using self-assessment for identifying library impact have focused on the simple skills of
information seeking and infoymation use as shown in the example above. But models haye also been
deve|oped for the self-assessment of more differentiated skills and knowledge. See Table 1.
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Table 1 — Example of self-assessment (eLene-Teaching and Learning Centre, 2008)

Competence Main question Criteria Self-assessment
5 = totally agree
1 = totally disagree
Managing Sort information |Irecord information and its
. . found and make it|sources in such a way that I can
information

searchable. find it easily.

[ organize information in such a
way that I can use it easily (order,

classity, store, add keywords).

I obtain and store text, data and
media according to the rules that
are formulated with the text, data
and media.

[ quote sources (text, data, images
and sounds) in a correct way: |
know the difference between para-
phrasing - citing and copyright -
creative commons.

Self-assessment can be used over time for the same group, e.g. pupils of the same form or students ¢

same term,

7.4.3 Adv

The method
may provid

respondent;

tasks.

The weaknd

confidence |
assessment
project of 1

rated their d

proficiency’

Another prd

that they h

Self-assess

such as focy
knowledge 4

a
n[,ent §hould not be used singly but should be combined with other qualitative met

50 that long-term effects of library training and/or library use can also be identified.

hntages and problems of self-assessment

is simple to administer and therefore widelytused. Another advantage is that self-assess
e information that is not easily deterniined by other methods, such as how much ¢
expended on their tasks in a training.course, or how they rate the level of difficulty d

ss with the approach is that people might under- or overestimate their competenci
eading to a lack of accuracy.and consistency in responses across a group. The scores in
are often higher than the results when the same persons undergo a test (Ross, 2006)
D91, that compared freshimen and senior students by test and self-assessment, the se
ompetences much higher than the freshmen, but tests showed “no dramatic trend of h
(Greer, Watson,(Alom, 1991).

e acquirednew skills and competences via the library’s training.

scgroups or semi-structured interviews. Results of self-assessment of users’ gain in s

fthe

ment
ffort
f the

eS or
self-

Ina
niors
gher

blem is that\respondents might answer what they think they are supposed to say, namely

hods
kills,

ndcanfidence can aleca h

7.5 Colle

7.5.1 Gen

Tror-corrrare et oo oo TeotOT

cting anecdotal evidence

eral

Anecdotal evidence is based on anecdotes or stories, obtained informally from personal observations

and experie

nces. The evidence has not been collected systematically nor empirically tested.

Anecdotal evidence is usually not considered scientifically or statistically valid, but it shows areas
for further investigation and can be used for substantiating and illustrating results of other research

methods.
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7.5.2 Sources for anecdotal evidence of library impact

The following sources can be used for collecting anecdotal evidence in libraries:

a)

b)

d)

EXAMPLE 3

User comments: Libraries have collected user opinions on library services and resources by offering
opportunities for comments which are answered by library staff. Whether these are print comments
deposited in an actual box or online ones sent through a virtual box, user opinions can range from
service complaints to appreciation of how the library helped them. The latter can provide positive

anecdotal evidence of library impact.

Questionnaires: A systematic collection of anecdotes is possible via questionna

QLU onn QA NS S—11

question there is an option such as “other (please explain)”.
EXAMPLE1  Example of additional options for answers:

Is there anything else you would like to say about the library?

“I'live in the neighbourhood; when I have a free hour I come here, and I always find someo;

Interviews: In all types of interviews, most answers will consist of free text formu
fespondent, though there may be “yes/no”-answers. Interviews yield high numbers of §
the respondents’ opinions and/or experiences. If group discussions deal with a specifi
gdnecdotes emerging in the discussion can describe different aspects of the same topic.

FEXAMPLE 2
Question: Why do you visit this library?

“Every evening | jog from home to the libkary, stop here for a while to read something,
home. If I hadn’t such a pleasant destination, I would give up jogging!”

“For me it’s important because her€ I'can find help.”

“I think it’s aesthetically beautiful: [ enjoy the opportunity to work in such a beautiful plad

Ainecdotes told by library stdff: Staff members directly employed in user services (e
gervice,lending services|user training) are asked to write down “stories” about positive §
outcome of their contagts with users. The topics of such anecdotes will usually be toq
irends to become visible, but on the occasion of a new or modified service the experiend
feactions may be-iumerous enough to allow identifying changes in attitudes and behav
he reactionscan differ markedly.

Ihtroduction of Internet access in a small rural library: stories told by staff

«

A wontah who had little computer experience and no knowledge of the Internet or email.
ilnterested in machine embroidery and is now searching the Internet for embroidery patterns..

“Coming to the library [ can focus on my work, so I can more quicklyprepare for my examg.

ires, if the

answers to a

he [ know.”

ated by the
tories about
ed topic, the

hen jog back

”

.

g. reference
ind negative
diverse for
es with user
iour, though

. She is very

by

“M. is a refugee and speaks very little English - he has been in England for just a few months. He uses the
computer to access the Internet so he can follow events in his own country. It gives him encouragement to be

able to read about things from home.”

7.5.3 The use of anecdotal evidence for impact assessment

7.5.3.1 Structuring

Collected anecdotes and stories are initially a conglomeration of personal reports, disparate in length,
language and content. When collected via free answers in a questionnaire or an interview, the stories
pertaining to the same question will show coherence as to subject.
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Generally, the collection of anecdotes needs to be structured and grouped into representative categories

of impact in

order to make patterns in the data visible.

Possible categories for free comments to an impact survey:

a)
b)
‘)
d)

the library as place for meeting and communication;
support for learning and studying;
social inclusion of fringe groups;

safe and inspiring place for children.

Such structlllring allows identifying trends in the respondents’ statements.

EXAMPLE
and safe plac

7.5.3.2 Co

While survq
anecdotal ey
for further i

Advantages

the ston
intervid

experie
impress

Disadvantag

the staf]
persped

samplef

anecdof

Anecdotal e
valid such a
descriptiong

8 Obser

while amswers to predefined.questions are for the most part unambiguous, the information givy

If of 50 anecdotal answers in a survey there are 30 describing the library’s importance as
b for reading and studying, it can be assumed that this aspect is very valuable for therespondg

mparison with other methods

by and interview techniques are acknowledged methods in qualitative social rese

hvestigation and for supporting other research methods, however.
of anecdotal evidence are:

ies can bring in more topics and more aspects of a stibject than the planners of survey
ws might have devised;

hces and opinions described in the form oftharrations will give a more colourful
ive picture than results and trends expressed in percentages.

res of anecdotal evidence are:

ements are generally even more“biased than answers in surveys and interviews, a
tive will be overdrawn in a story-or anecdote;

are often too small for identifying trends;

es may be misundéerstood, especially due to unconventional wording.

vidence will b€ especially useful when joined to methods that are considered scientif
5 results of surveys and interviews or of observation and tests. Short, pointed and aninj
will illustrate the data and can be even more convincing than statistical statements.

ved evidence

quiet
nts.

arch,

ridence is usually not considered scientifically valid. It may be used as a source of hypotheses

5 and

and

5 the

en in

cally
jated

8.1 General

The methods grouped under “observed evidence” employ observation of user behaviour during contact
with library services, including direct observation by researchers as well as observation by technical
devices, e.g. via video-recording or log analysis. Self-observation, that is users’ self-recording of their
learning developments, is included. Citation analysis in the sense of identifying changes in citation
behaviour after library contact is included.

Another perspective focuses on tests, used for identifying an increase of skills and competences in users
after library contact, especially after information literacy training.
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8.2 Observation

8.2.1 Structured or non-structured observation

In structured observation, the observer is provided with a schedule that shows what to look for in the
investigated subjects’ behaviour and how to record and code the observations. The observation schedule

ensures that observation and recording are done systematically.

Such a schedule need not be large, but could be restricted to limited data collected by ob
specified points of time.

EXA
speakers. The library now wants to know whether this has encouraged more persons out of that
come|to the library. The library offers a newspaper rack with newspapers in the relevant nonsnat

servation at

pf non-native
bopulation to
ve languages

and an information corner with books and brochures in the same languages. Twice a day at specified times a staff
memper counts visitors reading the non-native newspapers or browsing the books anddrochures. Pata show an
increpse of visitors in both areas

In urnstructured observation, only a general frame for the study is given and the observer fecords data
that seems relevant to the subject of the observation.

8.2.2 Participant or non-participant observation

In pdrticipant observation, the researcher takes part in the a€tivities of the group or commpunity that is
being studied in order to observe the behaviour.

EXANPLE A library staff member attends student classes, to obtain a better understanding of{the extent to

which library resources are referred to and how the resotirces support learning and teaching.

Non-
may
by ot

participant observation means that the obs€rver is not part of the observed group, but
know that they are being observed. In non-participant observation the task can also bg
her means such as use of a camcorder orvideo recorder.

8.2.3 Open or covert observation

In open observation the obserwed subjects are aware that their behaviour is being ob
discyssion between the observer and subjects is actively encouraged. This might be t
exanjple, where users discusshow they go about undertaking a particular library task such
for jqurnal articles.

Usabijility testing also,is part of open observation as it involves creating a list of tasks that
folloyw when using/a-product or service and then observing how they accomplish those task

The problemofopen observation is that the subjects’ behaviour might be influenced by the K
being observed. In order to ensure valid results, it is expedient to use covert or unobtrusive

the subjects
carried out

served, and
he case, for
hs searching

participants
S.

nowledge of
bbservation,
ameras and

protection and consent need to be considered.

EXAMPLE1 Example of open observation:

sues of data

The library website is being redesigned to make it easier for users to find information by subject. Participants
are recruited for a usability test on the current website and asked to go through a set of procedures to find
information on their topic. Library staff record user actions with software and video cameras, noting especially
where users experience difficulty. Based on usability testing, the website is redesigned and usability participants
are given the same set of procedures to try on the revised site. The results show that the information is easier to
find based on the changes made (Norlin, 2002).

EXAMPLE 2  Example of covert observation:
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Records of reference interviews between library users and library staff are used for identifying whether library
instruction has influenced the users’ levels of awareness and knowledge. Before each reference interview it is
ascertained whether the user has had a library instruction or not. Templates need to be developed to ensure that
the recording is systematic and consistent. The questions and remarks of users with library instruction show a
higher degree of information literacy.

8.3 Log analysis

Log analysis can replace personal direct observation in use of electronic resources and services. The log
files can come from various systems and computers, e.g. online catalogues, databases, library websites,
and can reveal details of the user/ system interaction such as:

domain|names of users;

date angl time of the transaction;

time spent with the search or the visit;

referred pages and pages visited;

wording of search questions;

numben of searches;

use of links;

number of downloads, etc.

The log fileg

Log analysiy
is used seve

can also show detours or failures in searching étsmisconstruction of links or referenc

is used for individual users, but results mayalso be aggregated for a group. If log anz
ral times for a specified group, it may be.possible to compare the searching behaviour

lysis
over

time and to bd of

library use.

identify differences in the behaviour, before and after library training or after a peri

The advantd

a)

ges of this method are

that it i htion

can takq

5 less time-consuming thanydirect observation, though data extraction and interpret
e some time;

b) thatitig unobtrusive.

There canb
consent frof
button after

e problems of sing the data because of data protection rules, and it may be necessary fo get
h the users, e{@: by adding a confidentiality statement and asking the users to press anfokay
readingdt:

8.4 Self-fecording

Self-recording by users is an important tool for demonstrating [ibrary impact. Users are asked to record
their behaviour and/or attitudes in information seeking and information use over a period of time in
order to see whether the library has an impact. Diaries are the usual method for recording the particular
services, facilities, or resources that subjects have used and how they felt about this. An assessment can
then be made of whether there have been changes in patterns of use or in users’ attitudes as a result of
alibrary intervention.

The diary can be structured, giving a guideline to what should be observed, or unstructured, leaving the
choice of subjects to the writer. To encourage continued participant engagement, and ease of analysis,
good design and clear layout are essential.

EXAMPLE Example of a diary structure for each day (eVALUEd):

activity (What were you trying to achieve?);
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resources or services used;

results obtained (e.g. any problems encountered, relevant articles found);

next steps (e.g. Do you need more information?).

Self-recording of users is a cost-effective data collection method for assessing library impact.
Disadvantages are:

— The analysis of the collected data will usually be work-intensive.

[t can be difficult to recruit users for a continued participation, as they might perceive the recording

. i - H ados. de. 1.1 |
qo> HIIVUIVIITG d SIgHITILAIIU WUI R1UAdU.

The results might be regarded as less objective than observation by neutral observers.

8.5 | Citation analysis

The analysis of citations in student papers or doctoral dissertations has been used for apsessing the
librafry’s impact on the information literacy of students. The method aims at demonstratiing changes
in citation behaviour after a specified period of library use or afterattending informatjon training
programmes (see e.g. Middleton, 2005; Tufion and Brydges, 2005). Fhe use of scholarly soyrces, rather
than(reliance on open websites, demonstrates the effectiveness ofinformation skills training. Evaluating
the qumber and variety of sources used by students who have’ or have not received ingtruction (or
before and after instruction) can provide evidence that library instruction has been effectiive and that
the library has had an impact on student learning.

Citatjions are evaluated not only as to publication format, year of publication, and language, hut also as to
the quality of the resources cited. Usually, quality is\rated by the accuracy of the citation. Other criteria
that have been used are:

a) the scholarly character of the resources.{e.g. citations from peer-reviewed journals);
b) the currency of the resources cited;
c) the percentage of electronic resources cited;

d) the relevance of the resetrces for the paper (assessed in cooperation with academiq staff of the

gtudent’s department).

The method is time-consuming, and the results may not be statistically valid. The advantage is that
the method is unohtrusive. It can be used instead of tests, if the persons are no longer availpble, but the
papeyrs are.

EXANMPLE
secti

Two sections of the same class of students received a library instruction session, while the third

num}i

n of theclass did not. Bibliographies of the students’ term papers were then examined to det
ersfand types of sources cited differed between the two groups. Library instruction was detg

effective)in that students receiving library instruction were significantly more likely to cite journa

other

ermine if the
rmined to be
I articles and

8.6 Testing the impact on knowledge and skills

8.6.1 General

scholarly resources than those students notreceiving the library instruction (Hurstand Leonard, 2007)

Testing changes in the knowledge, competencies and skills of library users is certainly the most-used
method in observational impact assessment. Tests have definite advantages compared to the methods
described before:

They are easy to collect and to analyse and therefore cost-effective.

There are numerous standardized forms that can be used.

© IS0 2014 - All rights reserved

49


https://standardsiso.com/api/?name=a3331ebde1ed7ce9026a00f8783f05bd

ISO 16439:2014(E)

— The response rate is usually high, especially when the test comes after a training programme.
— The results are clear and non-ambiguous.

Itis especially important for impact assessment that pre- and post-tests in training services can directly
identify an impact of the library on the attendees. Though other influences may have contributed, it is
very probable that the higher skills in the topic of a training session can be attributed to that session.

8.6.2 Information literacy

8.6.2.1 General

Traditionally, libraries taught their users “library skills”, also known as “bibliographic instruétion”, so
that users cpuld use the catalogue effectively and access all the resources in the library. Mere-recéntly,
such terms have been replaced by “information literacy” which is understood to be more_wide-ranging
than knowing how to use a library, but an aspect of lifelong learning that refers to attributes of pgople
who are ableg to find, assess and use information wherever it may be located. This in¢ludes the skills for
using information technology to access and retrieve information.

Tests are primarily used for assessing changes in information literacy. Courses-to inculcate library and
information|skills are common in all types of libraries, especially in academig'libraries, but increasjngly
alsoin schoaql, publicand special libraries. Librarians attempt to demonstfdte the impact of their teaghing
by showing|that attendees have gained measurable information competencies and the ability to pise a
variety of library and other resources.

8.6.2.2 Information literacy standards

A number of standards for information literacy have been-formulated. Possibly the best known of these,
specifically [for academic libraries, are those of ACRL\(2000) which describe the information literate
student as aple to:

— determine the nature and extent of the information needed;
— access rleeded information effectively and efficiently;
— evaluatg information critically;

— use infdrmation effectively and-understand the economic, legal, and social issues surrounding the
use of information;

— access dnd use information ethically and legally.

The ACRL standards-also provide extensive performance indicators and suggested outcomes for|each
standard, which could’be used in constructing test instruments. Other well-known sets of standards are
the Australipn and"New Zealand Information Literacy Framework (Bundy, 2004), and the Seven Pjllars
of Informatilon Literacy from SCONUL (SCONUL, Seven Pillars).

Standards for school libraries are also available, e.g. the standards of the Massachusetts School Library
Association (2009) and of the American Association for School Librarians (2007).

8.6.2.3 Information literacy tests

Information literacy tests are developed to obtain objective evidence for the extent to which information
skills were acquired through library instruction. Tests can have different formats; for example print-
outs or online questionnaires, formatted as multiple choice questions or giving examples of problems
to solve. Users’ own evaluation of the training, their satisfaction or their personal opinion of their own
information skills, are not included.
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In order to assess whether changes in information skills are due to the library’s training, it is important
where possible to conduct pre-tests as well as post-tests to see whether any measurable improvement
has taken place, and to test differences statistically to see if they may be regarded as significant.

8.6.3 Methods of testing

8.6.3.1 General
A number of approaches to testing skills can be discerned. The main approaches are:

a) multiple choice tests (frequently online) about material taught (e.g. true or false questions; selecting
he correct answer from a list of possible answers);

b) ¢valuation of the use and variety of resources used in subject-specific writingrtasks, [for example
hether the tested persons used academic journal papers and other scholapvlyresoyrces, rather
han mostly websites or non-peer-reviewed resources;

c) assessment of portfolios of evidence depicting use of information resources (e.g. where portfolios of
ifferent examples of written work have been kept over a period and‘then assessed);

d) 4nalysing and marking the reference lists that are produced for,ferm papers or assigninents, using
gcore sheets or rubrics (see 8.6.3.3.3).

8.6.3.2 Tests for basic information literacy skills

Basi¢ skills are the more easily inculcated skills such, as finding and retrieving information from
catalogues, databases and the web, selecting search'terms, and recognizing instances off plagiarism.
Largg classes in academic institutions are often tested with quizzes that assess students’ knowledge of
the lfbrary and its information resources. Similaf’tests have also been designed for school libraries or
public libraries (e.g. Peabody Institute Library, of Danvers). These tests are usually deliverefl online, but
may plso be paper-based or even oral.

Test questions for assessing basic skills'are relatively easily framed in terms of yes/no answers, or in
seledting the correct answer from a multiple-choice list. These tests have many advantages;:

— They are not labour-intensive.
— Marks can be calculated automatically.
— The results are to:alarge extent reliable.

— The results are-easily comparable among different classes or groups or over a number pf years.
8.6.3.3 Assessing “higher order” competencies

8.6.3.3.1 General

The “higher order” information literacy competencies of being able to evaluate, organize and use
information, are generally taught in academic institutions. They are more difficult to test and may have
to be approached through surrogates, such as students’ bibliographies, portfolios and other written
work, to find evidence of the ability to make use of knowledge resources. Assignments such as the
construction of annotated bibliographies on particular topics, explaining why the items are relevant,
can therefore be used for assessment. Specific evaluation such as the extent and quality of the use of
information resources in essays written on specific subjects also gives evidence of competency.

8.6.3.3.2 Portfolios

The assessment of complex tasks may be seen as “authentic assessment” of what students can do rather
than what they know. The use of portfolios (often electronic or e-portfolios) of student work as it changes
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over time while learning takes place, has been recommended as suitable for assessing information
skills acquisition. The co-operation of subject teachers to assign tasks suitable for assessment may be
required. Standardising the assessment then becomes much more difficult, especially if a number of
tutors and classes are involved.

8.6.3.3.3 Use of information in writing tasks

Grading rubrics, which involve the construction of a scoring grid that clearly states the learning
objectives (which might be mapped to information literacy standards) and outcomes for different levels
of achievement, may be used to assess writing tasks. Rubrics are helpful to students as they are able to
understand what is required of them, but constructing and using them are time consuming and labour-
intensive, ag well as difficult to standardize. An example of a simple rubric that may be used or adgpted
for assessing the information literacy components of writing tasks is given in Table 2:

Table 2 — Rubric for assessing information literacy

Advancéed

Learning oh

jective

Inadequate

Satisfactory

Understands
research prpblem

Unable to articulate a
research question.

Research question stated but
not clearly or succinctly articu-
lated.

Research question cleafly
andsuccinctly articulated.

it for a spec
purpose

mation anduses

fic

without comment or
evaluation. Irrelevant
information included.

Finds reputpble Sources from web or Uses one to three relevant Uses five or more relevant
information popular press. Some may |scholarly resources. scholarly resources.

be irrelevant.
Synthesizedinfor- |Quotessources directly |Synthesizes some ideas. Consid-|Synthesizes main ideas|

ers supportive ori€ontradic-
tory opinions tQconstruct an
argument.

recognizing any that are
biased or contradictory.
Formulates an argument
based on a variety of
sources.

some evidence of cutting
and pasting or copying
may be present.

Cites sourcgs cor- Citation format not con- |Recoghizable citation format Consistent citation format;
rectly sistent or not conforming [with few errors. no errors.

to recognized style.
Avoids plagjarism |Notaware of plagiarism; |Aware of plagiarism; no copy- |Aware of plagiarism; n

ing.

copying.

8.6.3.4 Standardized tests

Anumber of]
mainly in th
one anothe
Standardize
that can be

standardiZed information literacy tests have been developed for use in different institufions

le United\States and they produce results that enable institutions to compare them

with

. An example of a standardized test is SAILS from Kent State University (Project SAILS).

d tests cannot be tailored for specific institutions or situations, and test mainly basic

hddressed with multiple choice questions.

tkills

Student learning and achievement in schools is often tested by educational agencies at the local, regional
or national levels. These standardized tests may include questions that are not specifically related
to library services and programmes, but might nevertheless test many of the information literacy
competencies which can serve as indicators of the impact of library teaching and learning programmes.
Student achievement at one school or district can be compared with others. In schools where all or most
learners are able to answer library-related questions correctly, their scores may be used to indicate the
impact of the information literacy tuition in the school library.

EXAMPLE Example of a standardized test question:
Which of the following statements are true and which false about the library catalogue?

It tells you which books are in the library.
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The catalogue only has information about printed materials.

t tells you how to search the World Wide Web.
tlists the titles of articles in journals.

t tells you where to find books in the library.

8.6.4 Problems of tests

As tests are often designed to facilitate marking or grading, they tend to focus on quantifiable skills
that may be easier to measure, but also easier to master. Such tests tend to be less indicative of real

learn
from
of in
infon
dem

Test
itisr
of te
teach

8.6.5
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of lih
that
may
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thei
lead

Asse
the i1

am(:ﬂ

ing. Fairly simple tasks such as arranging books in shelf-order, choosing appropriate
a list, or selecting a correct citation, are easy to mark, but do not give much insight.i
formation literacy competencies that are needed for effectively choosing, evaluati
mation. They might therefore not adequately measure a person’s higher letel-thinki
nstrate the ability to apply and use information for their own tasks.

results on their own do not necessarily demonstrate library impact. In-order to demonst
ecessary to be able to show that the instruction has made some difference, for example
its after information literacy teaching are significantly improved from results obtaine]
ling started.

Use of test results

bnstrable evidence of libraries’ impact on learning can-be used as a powerful indicator
raries. At present there is little consensus on how’assessment results are to be impl
many institutions are still designing their own teaching modules and tests. The results
be comparable over a number of years at the-same institution, but they are not comy
" institutions where circumstances and testinstruments vary.

ts of tests could show up flaws in terminology, in levels of testing (too easy or too di
nt of material learnt. They can indicate the need for improvements in methods of inst
hstruments themselves. Dissemination of test results to other librarians or to subject {
Lo further collaboration, both with colleagues and with faculty.

ssments may be used to-demonstrate to the parent body that the library is adding va
stitution’s main goals, the improvement of learning. Simple evidence might consist of {

of pdrticipants in classes, ot the class content, to the more meaningful results of carefully

test i
requ

9 ¢

9.1

nstruments which'show measureable improvements in specific skill-sets that successg
re.

Combining methods for assessing library impact

Gombining qualitative and quantitative data

arch terms

3?0 the kinds
g and using

ng skills, or

rate impact,
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of the value
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of such tests
arable with
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Combining methods can include using both qualitative and quantitative data or employing multiple
methods to work with either one of those. A study using quantitative and qualitative data might for
instance include test results, students’ grades, interview findings, and self-assessment.

The quantitative approach involves, for example, data mining and statistical analysis of large numbers of
cases to identify patterns across sub-groups and different variables. Effective quantitative approaches
to assessing impact, for example, compare library use data with appropriate individual and institutional
data to ascertain whether there is a statistical relationship between library use and performance.

The qualitative approach is focused on a high degree of user involvement in identifying and explaining
reasons for performance and actions. Qualitative analysis focuses on examining relationships between
actions and outcomes.
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It should be noted that in comparing library-related data with external data there may be other factors
and variables within and beyond the library that affect impacts and outcomes. For example, entry
statistics can be affected by other facilities housed within the library. While there may be a relationship
between different data sets, care should be taken in ascribing library activity as the cause of an impact,
especially outside the library. The services of a skilled data analyst could be needed to determine the
nature of these relationships.

Qualitative methods add texture and meaning to the quantitative data and help identify library impacts.
Together, they offer the potential of powerful tools for analysis and understanding of user interaction

with the library.
Data mining (occ 5623) ts—eonstderedatixedmrethodinthe—senseof this \,lauoc, asteeanuseydata
sets from d|fferent organizations and different methods to analyse them. Quantitative data frot the
library are compared with other data from inside or outside the library. The data are thef analysed
using statistical analysis software to determine relationships and significance.
9.2 Exaniples of combining methods to show library impact
9.2.1 Gengpral
The examplges below show different methods that libraries might combine to identify and demonsjtrate
impact in thiree critical areas:
a) impact pf the library collection;
b) impact pf the library as place;
c) impact pn users’ success.
9.2.2 Ass¢ssing the impact of the library collection
A library collection comprises documents heldclocally and remote resources for which permanent or
temporary gccess rights have been acquired(Ifithe collection is well adapted to the needs of the librjary’s
population Yo be served, it can positively,influence research and learning.
Many librarfes have made major investiments in electronic information resources, including electfonic
journals. Quiantitative data on electrohic journal use can be obtained from COUNTER compliant reports
(COUNTER, 2012). However, they.do not show how users applied the journal articles to their work], and
combining data will better as¢ertain library impact and user value. See Table 3.
Question: Hqw are electronicjournals used and what is their value to research?

Table 3 —Examples of combined measures for assessing the value of e-journals
Measures combined with Measures
Number ij ur ual ar t;ulc dUVV IT r;ud;uso fl UIIl fU\,le sl Uu})s UIl VCl}blC Uf ClC\.tl Ull;\, j blr_
loads nal access

Journal subscription costs

willingness to pay

Answers to survey questions (open-ended or comme
related to usage of electronic journals, time saved, and

nts)

Bibliometric

ences in publications

studies on refer- Responses from individual interviews on value of el

tronic journals

ec-

ber and fund

External research awards (num-

ing) recent publications

Critical incident reports on use of electronic journals in

Number of research publications
for which the library provided
information resources

productivity

Interview accounts of the role of the library in research
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9.2.3 Assessing the impact of the library as place

In spite of increased remote access to library services and resources, libraries continue to be very
important as physical places. Attributes that comprise the physical facility include user places, IT
equipment, collections, services, and a stimulating environment not only for learning and studying,
but also for meeting and communication. Libraries collect quantitative data related to the use of their
services and facilities, but these counts do not indicate the reasons why people visitlibraries or the value
of a physical library for individuals and the community. Combining methods provides both statistical
use data and an understanding of impact. See Table 4.

Question: How does the library as place influence users?

Table 4 — Examples of combined measures for assessing the library’s value-as place

Measures combined with Measures

Entrance counts or counts of Results from individual interviews on reasdns for com-
user [places occupancy ing to the library

On-sjte transaction counts (ref- Findings from focus grogps on value of the library’s
erenfe transactions, loans etc.) services

Attepdances at user training Self-assessment of/gains in competencies anld skills
Atte]}dances at special events or Observation ofsehaviour in situ or as resulfjof the
programmes attendance

9.2.4 Assessing the impact of library use on users’ success

9.2.4.1 General

The |mpact of the library’s services and resqurces on users’ success can be assessed by [relating the
resofirces that users have consulted and ‘the services they used to their subsequent performance.
Success in this context is restricted to acadéemic and professional success and will not inclufle acquiring
skillg or proficiencies in specific tasks:

Evidence of success may be found'‘when:

— high grades are achieved intests or examinations;
— (qualifications are completed within the minimum time;
— (drop-out rates@nélow (student retention);

— qualificationslead to employment;

— gpecificcacademic institutions are selected by students based on the strength of their lﬂilbraries;

— 1esearchers publish more, get more research funding, or achieve higher citation rates on account of
library services and resources.

The focusin this clause is on the extent to which the library’s resources and services have been influential
in success. Data of library use can be extracted from library systems as reflected in the frequency of
library use, whether expressed as borrowing library items, library visits as reflected in gate counts,
downloads of electronic resources or attendances at training lessons. These statistics then have to be
matched with success data in order to explore possible correlations.

The measurement of the library’s impact on users’ success has particular relevance to libraries whose
primary function is to address the information needs of learning and research, namely school and
academic libraries. However, the approach may be applied in any library where evidence is being sought
of the library’s impact on learners and learning.
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9.2.4.2 Comparing usage data and students’ course results

Data on library use are gathered from library systems and compared with student assessment data
for the same individuals. All data must be strictly anonymous and conform to institutional ethical
constraints. The aim is to identify whether there is a statistical relationship between students’ library
use and their degree results and/or speed of graduation. It is important to stress that even though
statistically significant relationships may be detected, this does not mean that the relationships are
causal, as other common factors or variables may account for the correlations. The particular value
of this approach lies in being able to compare the performance of active library users with that of low
users or non-users, or of students who had or had not received information literacy tuition to establish

whether the

re are statistically significant differences in their respective academic results.

Very large ¢
academic pd
materials, a

EXAMPLE 1

“Cubes”, whi
performance
resources, th

EXAMPLE 2
is “a statistic
attainment.”

A slightly different approach to combining library and academigc sticcess data may be found in liy

the grade pd
received inf

EXAMPLE 3
contained e
completed t
literacy com
students whH
with gradud

See Table 5.

Table 5 —

ata sets can be combined in order to find possible correlations between library;usg
rformance. Data sets include library visits as reflected in gate counts, circulation\of pr
ccesses to electronic library resources, and student performance records.

An Australian university has built a sophisticated system of interlinked data”sets knoy
th combines borrowing of printed resources, log-ins to electronic library databases and st
records. They have been able demonstrate that “the more students use [the-university’s] elect
e more likely they are to perform better.” (Cox and Jantti, 2012)

A similar ongoing longitudinal study in the UK is finding comparable results, showing that
hlly significant correlation across a number of universities betweenlibrary activity data and st
(Stone, Pattern and Ramsden, 2011)

int averages (GPA) of graduating students with data reflecting the extent to which the}
brmation literacy tuition both at first year and atmore senior levels during their studi

mbedded information literacy instruction) and compared the GPAs for students whd
nose courses with those who had not. Students who had completed courses with inform
ponents beyond first year level had slightly, but statistically significantly higher GPAs
o had not. These results were reinforced by qualitative findings from focus group ses
ting students (Bowles-Terry, 2012).

- Examples of combined measures for assessing library impact on students’ succ
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A study of the University of Wyoming,‘determined which undergraduate cofirses

had

htion
than
sions

ESS

Measures

combined with Measures

Students’ att
training less

endances at user

bns lios, essays

Evaluation of the same students’ work such as portfo-

Use of librar
tions, faciliti

7 serviees; collec-
Es

Student grades in examinations

Student grad

esin examinations

Interviews with students and academic staff on contri-

bution of the library

tions, faciliti

Use of library services, collec-

Student performance on standardized tests

es

9.2.4.3

Influence of libraries on student recruitment and retention

Investigations into the role of libraries in student retention have suggested that libraries can indeed

have an effe

EXAMPLE

56

ct in preventing student drop-out and retention rates (Foster, 2003).

A major study in the US correlated library expenditure and the number of professional staff in the
library on the one hand with data on student enrolment on the other. Results were obtained from more than 500
institutions in the USA and showed a significant positive relationship between increased expenditure on library
resources and professional staff, and student retention (Mezick, 2007).
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9.2.4.4 Influence of libraries on research grants

Studies have shown that access to library resources plays a critical part in the success of research
applications by those in academic, government and corporate organisations.

EXAMPLE A study in a large US research university showed a positive correlation between use of library
resources and successful grant applications. This study was extended to other universities internationally with
similar results (Tenopir et al., 2010).

9.2.4.5 Influence of Internet access in the library on job finding

Prov'ﬂing Internet access in libraries enables ]ihrary users to connect to a wide range of information

and gervices that are only available through the Internet. Postings of job openings and applications are
occufring more frequently in this mode. Studies have shown that job seekers are using Intprnet access
in ligraries to find and apply for positions.

EXANPLE The U.S IMPACT study employed a mixed method research design to assess the outcdmes of public
access computing (PAC) use in public libraries. Through the use of a survey and interviews, one ¢f the study’s
major findings was that 40 % of respondents used library computers and Internet access for employment career
purpgses. This included not only looking for career opportunities, but also applying for jobs onlineland working
on repumes. Interviews provided context and outcomes, including success in getting a job (Becker gt al., 2010).

9.3 | Advantages and disadvantages of combining methods for impact assessmgnt

9.3.1 Mixed methods provide powerful analytical capabilities for identifying library impact. However,
they|require expertise in research methodology and data-analysis that might be lackingl|in libraries.
Addipg external data to library data requires the willingness of other units outside the library to
coopkrate.

9.3.2 Advantages of combining methods:

a) Using different methods can corroboratefindings.

b) Data from different sources add eontext and understanding to findings.

c) User narratives can be powerful'’complements to quantitative data.

9.3.3 Disadvantages of combjriing methods:

a) The data sets may not-be compatible.

b) Data analysis ntay-indicate correlation but not necessarily causation.

c) Data analysis-tools and expertise are needed.

d) Contrel'groups (e.g. those who did not receive instruction) could be required.

e) (oHaboration is necessary for obtaining data from outside the library.

f) Permission might be needed to gather anonymised data on individual library use.

10 Assessing the economic value of libraries

10.1 General

Libraries can calculate the value of their services in monetary terms and assess how the library
interacts in a larger economic environment. This is especially important if libraries need arguments
for accounting for library budgets. Libraries are not alone in competing for public tax money and other
sources of financial support. They have to show evidence of the importance of their activities and the
value of their services.
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Public, academic, special and school libraries all meet the same demands for more accountability.
They are all part of an institution or community, and the library’s activities must be relevant for and
integrated with the mission and goals of the parent institution. The library management should be able
to demonstrate that the funding is transformed into valuable services, appreciated by the users and
supporting the institutions behind the funding.

Assessing the economic value of libraries can have two different meanings:

The value of library benefits expressed in monetary terms

The benefits produced by library services are calculated in monetary terms; the result may be

od with the institution’s and librarv’s investment into these services

a)
compar
b) The eco
Anothel
of the c
10.2 Calcu
10.2.1 Gen

The econom

a) by calcy
b) by calcy
and the
c) by solic
library
e.g. the
10.2.2 Calg

homic impact of libraries

option is to identify a direct or indirect positive influence of libraries on the'economi
mmunity, the region or even on the national economy.

lating the value of library benefits to users

eral
ic value of library benefits can be established in different ways:
lating costs if a similar or related service is available inithe market (replacement costs

lating time costs: Monetary values can be calculatéd from the time spent on library ser
salaries (or average salary) of users;

iting user estimates: Users (and non-users)‘€stimate the monetary value of a library
service (e.g. a loan) for themselves or for-society. This may be achieved by simple estinj
value of one loan, or methods such ascontingent valuation.

ulating replacement costs for library services

Replacemenit or substitute costs for liprary services are calculated based on the costs incurred if {

are forced t(
estimates o
those servid

The simples
current maj
in the free

Examples aj
delivery serj
services ma

use alternatives. The method assumes that the costs of substituting services provide uj
 the value of library services. If people incur costs to substitute the library services,
es must be worth to-them at least what they paid to substitute them.

t way for calculating a monetary value for a specified library service is to ascertai
ket value of\the service, i.e. the current price at which the service can be bought o
market. Only some library services or products are offered in the free market, how
e loans-from commercial circulating libraries, copies made by copying services, docu

c life

);

vices

ora
ates,

sers
seful
then

n the
sold
ever.
ment
lated

vices)audio-video (DVD’s, CD’s) rentals, or Internet access in shops or cafeterias. Re

rather than

y include the individual rentals or purchases of books, periodicals, or audio-visual pro

Table 6 — Example of pricing library services (Holt, Elliott and Moore)

Service Substitute Price in USD
Loan of children’s book (paper- bookshop 8,00
back)
Loan of adults’ book (paperback) |bookshop 14,00
Browsing newspaper newsstand 0,50
Playing with toys education resource store 15,00
Craft and activity programme YMCA School Age Child Care 1,00/h
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For the use of electronic journal articles, a monetary value can be calculated as cost per use. The cost of
journal subscriptions is divided by the number of article downloads to arrive at a cost per use figure that
can be compared with the costs of obtaining a similar number of articles from a commercial supplier.

The use of a library service does not, as a matter of course, show a direct benefit or outcome for the user.
Establishing a market or surrogate price for a loan does not show whether the user profited from the
loan.

10.2.3 Library value calculator

Market or surrogate prices as shown in 10.2.2 can also be used for showing to the individual users
how much Their use of [ibrary services would be worth in money. For this purpose, value |calculators”
have|been produced (e.g. Maine State Library). Users are offered an online form where\thgy can check
the number of times they have used specified services during a given time period-The rharket price
or syrrogate price of each service is then multiplied with the usage data in ordento.calculpte the total
mong¢tary value of the user’s library use. See Table 7.

Table 7 — Example of calculating the total value of library use

Library service Unit cost (USD) Use per month Value of service (USD)
book borrowed 17,00 25 425,00
papérback borrowed 7,00 & 28,00
children’s book borrowed 12,00 7 84,00
CD Horrowed 9,95 3 29,85
newgpaper use in library 7,50 2 15,00
adult programme attended 10,00 3 30,00
Internet access per hour 12,00 5 60,00
reference interview 15,00 2 30,00
Value per 701,85
month

10.2}4 Calculating time costs

The premise of this methiod is that the value that users place on the benefits they receive from library
services must be atleast as great as the value of time and effort that they expend when ag¢cessing and
using those services/This can also be seen as user investment in library services. The time and effort
includes the following:

— fravellifig'costs (transport cost and the cost of travel time);

— ¢oSts of the time spent on actually using library services.

The travelling costs as well as the time that users spend on library use have to be assessed by surveying
users or by other methods such as log books or interviews.

For assessing time costs, a user’s time spent on going to and from the library and on using library services
is multiplied with the hourly rate of pay, calculated either via individual salary figures, if available, or via
the average salary of the population served by that library. This is not possible in cases where users have
no regular income (e.g. children, students, stay-at-home spouses). Examples in literature are therefore
predominantly taken from special library use.

EXAMPLE A study in special libraries calculated an average of € 22 per use in terms of going to and using
library services. Reading library-provided information was not considered in this sum (Griffiths and King, 1994).
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The problems of this method are:

might be the same.
r's investment of time and effort might be marginal compared to the real benefit.

services may be used for recreation or for purposes unrelated to work.

People might combine different purposes in travelling.

r estimates of economic value

The time costs would be higher for persons with higher salaries, though the value of the library
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s described above for identifying the monetary value of library services are not adz
b the financial value of library benefits as experienced by users. Use of solicited evider]
commended, namely user estimates of the financial value of the services they,use and/dg
L they experience.

Kess an economic value of library benefits by way of surveying users is-a complex proce
d resultis numeric, the methodology focuses on the subjective estimates of individual 4

timating a monetary value for specified services

ked to place a monetary estimate on their experience witha specified library service,
been mainly used for book loans in public libraries but can be extended to other cl
rvices such as loans of audio materials, reference transactions, or story-telling events.

brary service does not necessarily lead to an impact on the user, it is important to asce
user has experienced a benefit before asking-for an estimate of an economic value.

Users at four public libraries in the UK, when returning borrowed books, were asked wh
been useful for them (non-fiction) or whether they had enjoyed it (fiction). Those that ansy
re then asked to place a monetary valueon their reading experience. The question was what
hve paid to rent the book had this beenrequired. The average estimates of value were 62,2 p for]
b,3 p for adult non-fiction (Morris, Hawkins and Sumsion, 2001).

ntingent valuation

raluation is an economic method used to estimate the benefits of a non-priced good or se
g the implication efnot having the product or service. Contingent valuation generally|
sed method deyveloped to assess the financial value of non-profit organizations and sery

especially projects in h€alth care, environmental protection, education or culture. Value is exp
g subjects¢with various funding scenarios and service levels and asking them to ake
hypothetical funding.decisions. For library services this means that persons directly or poten

by presenti

interested i
solicited by

h suchrservices are asked to rate the value in monetary terms. The monetary estim4
the following questions:
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\te is

— willingness-to-pay: What would you pay for maintaining this library/this special library service?

— willingness-to-accept: Which sum would you accept as a compensation if this library/this special
library service were given up?

Usually, the surveys ask for payment or acceptance of money expressed by higher or lower taxes.
Respondents are given options between sums they would pay or accept.

The contingent valuation method is applicable for considering use-values as well as non-use values. Non-
use values include the following:

a) option value: the value that a non-user places on having the option to use the library at a later point

of time;
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existence value: the value of knowing that the library exists even though the respondent does not

intend to use it;

bequest value: the value of preserving the cultural heritage for future generations;

altruistic value: the value that a non-user places on libraries as institutions for recreation and

learning for other people, e.g. for children;

community value: the value of the library as a community resource and place.

Contingent valuation is often referred to as a stated preference model, in contrast to a price-based
revealed preference model. It is probably the most frequently used method for the valuation of library

ben

The
instifutions that they usually do not consider from an economic point of view. They might mis

efits.
roblem of contingent valuation is that respondents are asked to put a monetary yalue op services or

understand

the questions and actually answer a different question. Generally, the values estimated by willingness-

to-adcept are higher than those estimated by willingness-to-pay and are seen'as less reliab

Contjngent valuation has been most often used in public libraries (Aabg, 2005; Holt, Elliott
1999). The best-known example of contingent valuation in libraries is that of the British Lil

e.

and Moore,
rary (Pung,

Clarke and Patten, 2004). Contingent valuation has also been usedd academic libraries tp determine

the vfalue of periodical collections to users (Aerni and King, 20079
EXANPLE1 Example of questions
Question: Where would you obtain the journal article if it weré\wrot available through the library?
— I Would not bother getting the information.
— I yould obtain the information from another souree (please specify source).
Thos¢ who would use an alternate source to thelibrary are asked this follow-up question:
— In|order to obtain the same information, Lwould expect to spend... minutes of time and/or §$...
EXANPLE 2  Example of questions (Imholz and Arns, 2007)
The (verall Value of the Library
Pleage fill in all that you valtue with a dollar amount.

a) Oflthe following library programmes or services that you have used today, please supply a dollz
indicating the amountyol would pay in additional taxes annually if it were not currently available ¢

$|____ Assistance in identifying financial aid for post-secondary programmes

$_ 1 Assistance with identifying post-secondary educational programmes

Assistanee or information to aid your finances (e.g. save money, invest money)

r ($) amount
t the library:

Obtaining legal information
Obtaining medical information
Assistance in learning new technology

Access to the Internet

EXAMPLE 3  Example of questions

What costs would you incur, if you could not use public libraries for a year?

[] 1to50 EUR

[] 51 to 100 EUR
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[] 101 to 200 EUR

[] 201 to 300 EUR

[] 301 to 400 EUR

[ ] more than 401 EUR

10.3 Cost-benefit analysis

10.3.1 General

The monet3
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This sumn is compared to the costs.for supplying the product.

ry value that has been assigned to a library or a library service by the methodol
bove can be used for a cost-benefit analysis. Cost-benefit analysis is here defined a
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The calculation in Table 8 is based on moderate average market prices.
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Table 8 — Calculation of cost-benefit (Blanck, 2005)

Data of use Services and Identified prices |Alternative to library| Estimated monetary
products (EUR) value (EUR)
455 765 non-fiction 20,00 bookstore 9115 300
277 769 fiction 10,00 bookstore 2777 690
521500 CD’s 10,00 retail shop 5215000
522| events (entrance 2,00 24 234
fee per visitor)
1005 uSer training 1es- 50,00 50 250
sons (groups)

The fotal monetary value of the library’s services (including additional services to those shown ‘abovd) came up to
€26 [102 020 in 2004; the budget was € 4 640 500, making the profit € 21 461 520 and the cost-befefit ratio 1:5.6.

10.4 Economic impact analysis

10.4{1 General

Econfomic impactis defined as the effect of a policy, programme, project, activity or event on the economy
of a given area. It is usually measured in terms of changes in economic growth (output or yalue added)
and gssociated changes in jobs (employment) and income (wages).

Econfomic impact analysis identifies the direct and also the indirect (multiplier) effects of library
expenditure on economies, especially on the local ecofiomy. The library can be seen as a lo¢al employer
and a purchaser of local goods and services or as attracting tourists and visitors.

10.4{2 Impact on economic life in the community or region

10.4{2.1 Purchase of goods and service$

Libraries support the local or regional economy by:

— 1tegularly buying media and/materials for their tasks;
— placing orders for binding, conservation and preservation (microfilming, copying, digitization);
— gpending funds-onutility management (e.g. heat, light, water, sewage, or cleaning).

In addition, onestime capital expenditure such as new buildings and extensions, furniture anfl equipment
can ihcrease the'library’s influence on the local economy.

10.4{2.2 The library as local employer

The library has a direct economic impact on the local community by providing employment to a number
of persons. Even if the library employees do not live locally, they will invest part of their salary in local
businesses and thus contribute to the local economy.

10.4.2.3 Influence on the economics of the surroundings

The library can have an influence on the retail stores in its surroundings, as its users might act as walk-
in customers. Libraries with rare collections or housed in famous buildings can attract tourists and
visitors. Unique materials in libraries may cause researchers to stay near the library for some time.

The existence ofalibraryinaspecifiedlocation canalsobeseen as “soft” factor forlocational development,
adding to the attractiveness of culture and leisure pursuits and thus potentially influencing the choice
of location of commercial enterprises, but it will normally not be possible to assess a direct economic
impact.
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Libraries can also contribute to the local economy by offering business information, especially for small

commercial

firms that cannot afford to subscribe to information such as standards databases.

10.4.3 Influence on the regional or national economy

Libraries can positively influence the skills and knowledge of their users and can have an impact on their
academic or professional success, such as high employment rates after qualification. Higher information
literacy in the population, quick and good qualifications can in their part have an impact not only on the
local and regional, but even on the national economy.

10.4.4 Use

of economic imparf annlycic

The econonpic impact of libraries is seldom substantial. It is therefore recommended to apply

methodolog
following c4

— The liby

— The lib}
expend

y only in addition to the calculation of library value as described above, and only i
ses:

ary’s renown attracts a high number of tourists or of visitors who stay gvernight.

ary obtains considerable grants and donations that materially expand its capacit
ture.

this
n the

y for
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(informative)

Examples of impact surveys

A.1 General

This|annex shows first an example of a simple impact survey that with small variations VInay be used
in public and academic libraries. The example is a prototype, based on experiences in,variopis projects.

The qurvey shows a set of questions that have proved effective in impact surveys. Thedifferent situations,
tasks and populations of libraries and the specific goals of an impact assessment project mlight require
chanfges and/or additional questions. Especially the personal questions at the end of the syrvey should
be adapted to the particular situation of the library.

The first part of the questionnaire deals with the frequency of library visits and the type of library
use. These questions serve as background and allow a more diffefentiated evaluation of anpwers to the
direqt impact questions. The same applies to the personal questions at the end.

Librgries should consult their stakeholders, especially their host institutions and other relevant
authorities, when deciding on the content of the survey,

The Annex shows second a survey designed for assessing the impact of a specific library| service, i.e.
health information offered via the library. Other such specific services might be the refergnce service,
user training in information skills, or the library's reading-rooms.

A.2 | General impact survey

A.2.1 Preface to the questionnaire

The purvey should explain the-purpose of the project to the participants. This could be|done in the
following way:

We want to know how imiportant this library and its services are for your
— learning and{esearch;
rofession;

— Yocational training;

— further education;
— personal life and well-being.

Your answer can help us to model and develop even better services for you. Answers are voluntary and
anonymous. Thank you for your cooperation.

A.2.2 Questions about the frequency of physical and virtual library visits

Question 1: On average, how often do you visit the library building (including branch libraries or
mobile libraries)?

— daily;

— several times per week;
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— several times per month;
— ca. once per month;

— less often;

— never;

— this is my first time.

Optional question for those answering “never”:

Question 2rWhydoyounotvisitthetibrarybuilding?
(Check mor¢ than one box, if applicable)

[ ] long distance;

[ ] no convenient transportation;

opening hours not convenient;

does notlhave material that I want;

not enoujgh material in my language;

materialp that [ want always on loan;

staff too|busy to help me;

not enough seats;

OO 0OdO0O0-dan-

too noisy;
[ ] computefs always in use when [ want one;
[ ] T have nd time;

[ ] T getthe pecessary information elseihere;
[ ] other (please explain).

Question 3§ On average, how often do you use the library’s online services via the Internet (e.g.
electronic jqurnals, onlineeatdlogue)?

— daily;
— several times_per week;

— several times per month;

— ca. once per month;

— less often;

— never;

— this is my first time.

Optional question for those answering “never”:

Question 4: Why do you not use the library’s online services?
(Check more than one box, if applicable)

[ ] too difficult to use;
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