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Impact of the external environment

February

1993: 1t Sept 1998:

Kingston introduction 2004: 2009: 15t

University of means- introduction and 2nd
Library User tested of top-up year surveys

Survey tuition fees fees

December 2005: 1t
1993: National
Follett Student
report University Survey

User
Surveys
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Unique Selling Point:

How do students search for information?

Starting point/location

Y

Search tools

Y

Types of sources

\

Sets the scene for the rest of questionnaire and service

Kingston University [ ondon




Q9. What information sources have you used in the last week? (Please select any that

apply)

|:|, Blogs

I:l, E-Books

|:|. E-Journals

|:|, Lecture notes

I:l, Previous dissertations
|:|. Print books

Oooooon

Frint joumnals

Social networking site
Theses
Videos/DWDs/online videos
Websites

Wiikis

Information source not listed

Q10. Which of the following do you use to track down information? (Please selectany

that apply)
D,E-mail alerts

|:|. E-Resources page on StudentSpace
D,Gcmgle

D. Cifferent search engine (gg. Yahoo
D.Google Scholar

D,Librar'; catalogue

D.Reading List

Ooooon

R55 feeds
5t George's web pages
Studentapace

otudyspace (Blackboard)
360 search

Mone of the above

- . Kingston University [ ondon



The growth in technology has complicated the
picture
.
-
It would be hard to get this information in any
other way
S /
4 N
We have to respond to how the students are
searching
Ng

Book
chapter

VLE Wireless E-Book Google Mobile
network phone

Kingston University [ ondon




Questionnaire

1-2-1
interviews

Usability
testing

Focus groups

Message
board

Endless

Issues

Silent majority

p

-

Contacting non-users

p

Setting the topics
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Commitment to trusting the students

// \"‘
Changing staff preconceptions
( ) ( _ )
Trust that the Further C%)%rg'cr;%;h%
priority is a real investigation may | i q
one be needed earning an
teaching
\. J \ J

(McKnight, 2008)

Kingston University [ ondon



LRC User Surveys,1993 - 2009
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The first LRC user survey, 1993

y

Aware that students were experiencing problems finding books and journal
articles

.
/

Required quantitative statistical evidence that could be presented to the
University Executive Team. Information needed to be robust so used an external
company, Priority Research.

i \\‘
Required qualitative evidence that we could use as managers to improve library

services. Information gathered through Focus Groups

\e

4

Give the students a voice

- Kingston University L ondon



Results of the 1993 Survey

/

Top 10 issues - top 4 were book-related

"
p

LSatisfaction ratings for library services

|dentification of micro communities

g

Focus Group information

__Kingston University [ ondon



Scatterplot (1993)

W e e e mm o geme G : R IERM Rl NN e e BB EEL o b s, Rl = .ji
. SCRVEY RESULTS - AN EXPLANATION OF TIIE SCATTERPLOT |

I
1
|

7 :

T
|

' simitar . orities whifst peopie widely separated have different priovities,

i

.. ‘poles’ .f the scatternlot, right, feft, top and bottom.
!
- On the ::age opposite we have displayed and compared their agenda.

—— i ——

foape &

H
1
| The the diagram below each dot represents one individual respondent. lPeople who are ciose together on the scafterplot will have

Inorder io understand the different prioritisod agenda present in the sample poputation we

have taken four grouns ai each of the extrene

. *

|
N
|
I
) e e R N |
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ldentification of micro-communities
(1993)

= SURVEY RESULTS: COMPARISON OF THE OPINIONS OF

I
| RESPONDENTS ACROSS THE SURVEYED POPULATION !‘

Everyene Fxrrems Lett Extreme ~ight fxtre-a ton

%

Eroure we nave ToreulT 6disicas of baoks in stack

= a.. pooks ‘n catalsgie are on shelves

:: of sere course Text books

3z Jfuretars Lonk Lo evsure right books

fu~ guick return of books

Croz pmist ‘0 Lib-ar

a ziggar .iorery to zccortedate moe students

ies

[~prove the photaszpyirg fact

Each subject tc bave oun area

Lt studurts sor feuarrzls on short loan
ticrz work ssace n the library
| Jse -cre solese resdersiphotczczies in chert lean

Puke the library computer cata.ogue taster
Muce Librarians that broa subjests & courses well

Ma<a SolFe “ne reservetions sySTeM a.Wavs warks

C.eam.y n=tire acisy & zuiet areas § enforce rules

Allzw ool studa~iz to reacw books by pheae

Comforrasle ~e.axes seating area to eat and dring

4 rore ir*zrmazics on Librowy + Library newsletter
Fahe Librars ees’er to use, sc we san
i Peke the .igrary mote attractiva

Tesunical s7ade on Perd ic aszist witn confputers

Licrany staff ¢ oall tioers to kelp us

open even longer hours

‘ ugre U3 BOMs - a greater range

Srecias arces of the Library sc ce taught to us

Mo single item is common to the above é}oups, each group having their own unique agenda.
; if the University only tackles issues appearing in the ‘everybody' agenda, this will leave many students with their library needs and
| aspirations unmet.
i e

page




What changed as a result?

Report to Executive requesting additional
library funding

-

‘ Strengthened commitment to service
“improvement on the part of all library staff |

Numerous changes made as a result of
Focus group comments




Priorities for the future - 1993

1. Ensure we have current editions of books in stock

2. Make sure all books in catalogue are on shelves

3. More copies of core course text books

4. Teachers and librarians link to ensure right books

5. Drop point in library for quick return of books

6. A bigger library to accommodate more students

7. Improve the photocopying facilities

8. Each subject to have its own area

9. Let students borrow journals on short loan

10. More work space in the library

Kingston University [ ondon




Priorities for the future, 2009

Overall

More copies of core texts
More computers

More efficient printers

Quick access computers 9.7
24hr opening in October for PRd LRC/NC | 7.5
Ensure study zones are respected ‘ 3.6
-18.7 More group study rooms
-22.8 One system for printing and photocopying
-28.7 Specialist software available in LRCs
-49.4 Discourage social use of computers

Base 2065

Q5. Part-time

More copies of core texts 53.6
Ensure study zones are respected | 24.5
More computers | 21.9
Quick access computers I 9.9
-1.3 More efficient printers
-4.6 24hr opening in October for PRd LRC/NC
-53 One system for printing and photocopying
-14.6 More group study rooms

Specialist software available in LRCs

Discourage social use of computers

151

Kingston University [ ondon
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What happens now?

Further analysis of the survey data will be carried out including the response from

ject area and the reported to Student Staff Consultative
‘Committees and other University Committees. These reports also inform the Library
Services planning for 2006/07 and we have already begun to make changes to
faclities and services in response to your priorities:

.« Additional copies of core texts and a wider range of
‘We will continue to increase expenditure on information r¢
sites. An additional £850,000 has been added to the budf
books, journals and electronic information resources over
a further increase expected for 2006/07. This has allowed
update the collections to make sure we have the right boj
place. As part of this process, copies of older books no if
withdrawn and replaced by new editions and up-to-date

« More computers / a quiet computer study area
WIFi wireless access Is being extended in all the LRCs in
increasing numbers of students who wish to use their lap|
are also looking at ways of increasing support to studentg
was an issue that was raised by many students at the Us]
Groups. Additional PCs are being installed on the 1st flocs
Hill LRC to provide a slient computer study area. Work is
construction of an extension to the Kingston Hill LRC whi
additional 800 study spaces the majority of which will be

« More core texts available on-line as e-books
It is Library Services policy to purchase electronic versiont
‘wherever these are avallable and we have purchased sev|
including Safari e-books and FORENSICnetBASE. Follow
copyright licensing regulations, Kingston University is nov
extracts of UK published books and journals and make tt
'students via Blackboard (or similar VLE) and we are curre]
amount of material available in this way.

each

finally.... Thank you to everyone who helpe

Kingston University London

Library Services

More computers /
a quiet computer study area

Additional computers have been installed in the silent
area on the 1st ficor of the Kingston Hil LRC. The
gston Hil, whichwillopen

2007, will provide an additional 300 study places and
over 150 additional PCs. The third floor of Penrhyn Rd
LRC which contai b

has now been re-designated a silent area in response
to student requests.

Self-service borrowing and return

Self-service issug and return units have been installed
in Penrhyn Rd and Knights Park LRCs and will be
installed in the near future at Rochampton Vale and
Kingston Hill Books can now be borowed and
returned throughout the day and night without the:
need to queve.

Open 24 hours at all sites /
Longer opening hours at weekends

We curently provide 24 hour opening at the two
largest LACs and we are looking at ways in which we
can incorporate additional services at these locations
for students based at other campuses. We are
considering ways in which we can provide specialist
software, copies of core texts and access to digitised
material via Blackboard.

We are looking at the
pattern of weekend
opening and will see
whether any adjustments
are required to meet
student needs.

Improved
photocopying and
printing facilities
We have reviewed our printing and photocopying
faciities and plan to upgrade them as soon as
possible.

Student Feedback - Improving the LRCs

In addition to the information we receive through the
annual LRG User Surveys, we also analyse the student
feedback on LRG services provided through the National
Student Surveys, Student Forums and Student/Staff
Consultative Committees. A number of additional areas
for improvement have been identfied including the
extension of our WiFi network, recording onto DVD,

- ility of specialist

software in the LRCs.

and finally...

2007 LRC User Survey

What you
told us

Wyaatowyo‘!m |
helped with ths Sevey. —

Information Services

S —
£y S
SR EE R e e

e winnar = shucing for aMasters in i

Student Feedback - Improving the LRCs

I acidition to the informetion we receive through the annuel
Usar Surveys, we also andyse the student feedback on

and

-y
issue or commants that you have.

Other changes that have taken place include:

i LRCs to allow faster
comying.

StudantSpacs has been racesigned to be mors user fiandly.
' oss

Y
have a smilar Iook and feal

o - .
through StudentSpace without needing an Ahens ID.

Anew search facifty s avalabls ‘380 sesrch’ which cross-
of catabeses and joumals.

students to access services remately and overmight

Fisfurbishment work has taien piace on tha ground foor, 2nd
fioar and 3rd floar at Penvinyn D,

Other improvements that are coming soon inclide:
Eleotronic paymants for photocopying

MAC computers

AND FINALLY ...

THANK YOU TO EVERYONE WHO HELPED
WITH THIS SURVEY,

2008 .
ARG User Survay
Prize Winner

Kingstan University Londar
Information Services

2008 | RC User Survey Results

What You Told Us

an
ki..J

goKINgSton.ac. Lk




One to one Interviews

Attempt to contact non-users
.

~

Same guestions as the focus groups

p

Over 100 1-2-1 interviews took place in 2009

Comments received on a wide variety of topic areas

E
|

3 Kingston University [ ondon



Even from a sample of 25 at one campus, there are
obvious micro communities

Space and building

Like ground floor new look

*More group space (x2)

*| think it would be useful to have group rooms separated from the computers
area

*Turn group study area on 2" floor into quiet study

«Seminar rooms should be available after 9pm (during 24hr opening)

JU need more silent zones

Kingston University [ ondon




Why do you use the LRC?

Silent area for revision,
group areas for group
work, books and
computers

Get books at start of
module, for group work,
to pick up the River

Studying, socialise

Research, studying,
group work. Only fun
thing on campus, only

place to go, easy
meeting place

Peaceful work
environment, wireless
network, computers,
printing

Books, staying
overnight, printing

Printing, video library,
vending machine

Kingston University [ ondon
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Comments box

" The use of surveys such as these are extremely
encouraging as it ensures students' voices are
heard......... However, as far as the LRC is concerned.......

~

| would like to see more copies of textbooks and 24 hour
opening to take place in October!!!!

s

- No comments I'm happy with the friendly atmosphere in
Kingston hill




Themes

Section C. Page 1 of 1.

C. 2009 Theme - E-Books
Q23. Do you use e-books?

O Yes
O No

Q24. 1f both an e-book and a print mk{Gather a lot of information about a

(Select one only) -
unique area

) E-Book

O Print book

O Either

(' Not applicable

Q25. Where do you normally access e

{Compare with national initiatives

(0 Campus computer

(0 Home computer/laptop
(0 LRC computer
(' Mobile device

p
O other LStabiIity of questions vs new areas

y

() 1 have never accessed e-books

Kingston University [ ondon




Review
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Review

Substantial improvements to services and resources )
e 15% increase in satisfaction ratings from 2004 to 2009
Success e Information on students’ use of LRCs and learning tools
stories e Closer working with Faculties and central departments/

e Improving quality? improving satisfaction?
e How representative are surveys?

e Limited opportunities to benchmark
Challenges  « syrvey fatigue

Kingston University [ ondon




Improvements to service

Substantial increase to stockfund budget over last 5 years

L

Introduction of 24-hour opening

Self-service issue and return

e

‘Environmental’ improvements to all 4 campus LRCs

A

Increased number of PCs

| Improvements to printing and photocopying

Kingston University [ ondon



Satisfaction rates 2004 - 2009

90

85

80

75

70

65

60

Satisfaction rate

2004

2005

2006

2007 2008

2009

—Satisfactionrate




Students use of learning technology

90
80
70
60
50
40
30
20
10

0

W 2004

Own a laptop (%)

2005
m 2006
W 2007
m 2008
m 2009

Visit LRC more than
once a week (%)

Use LRC to find books
(%)
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Kingston University | ondon
Information Services LRC User Survey 2009

Help us improve our services and resources YOUR TURN TO

By completing this survey you will be helping Information Services to identify priorities for improverment in our SP K
services and resources for students and staff in the LRCs. This questionnaire includes 32 short questions and will

take about 10 minutes to complete and the information you pravide tells us what is most important to you,
hielping us o shape and develop our environments, services and support to meet vour needs,

Please complete the questionnaire by the end of March
A —

WIN AN [POP TOVCH

See final page of questionnaire for details

Thiz survey is entirely anonyrous, Mo personal data is gathered, Any information vau give will be used purely For statistical purposes in order to plan our Foture services,

enter

Kingston University [ ondon




Contact detalls

Davina Omar - Information Services,
Kingston University

d.omar@kingston.ac.uk

Angela Horrocks - Information Services,
Kingston University

a.horrocks@Kkingston.ac.uk

Kingston University .ondon
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