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Impact of the external environment 

February 
1993: 1st 
Kingston 

University 
Library User 

Survey 

December 
1993:  
Follett 
report 

Sept 1998:  
introduction 
of means-

tested 
tuition fees 

2004: Start 
of annual 
Kingston 

University 
User 

Surveys 

2004: 
introduction 

of top-up 
fees 

 

 

 

 

 

2009: 1st 
and 2nd  

year surveys 

2005: 1st 
National 
Student 
Survey 



 

Unique Selling Point:  

 
 How do students search for information? 

Starting point/location 

Search tools 

Types of sources 
 

Sets the scene for the rest of questionnaire and service 

 





The growth in technology has complicated the 
picture 

It would be hard to get this information in any 
other way 

We have to respond to how the students are 
searching 

Book 
chapter 

VLE 
Wireless 
network 

E-Book Google 
Mobile 
phone 



Questionnaire Focus groups 

1-2-1 
interviews 

Message 
board 

Usability 
testing 

Endless 
list........... 

Issues 

Silent majority 

Contacting non-users 

Setting the topics 
 



 

 

 

 

 

 

 

 

 

 

 

 

(McKnight, 2008) 

Trust that the 
priority is a real 

one 

Further 
investigation may 

be needed 

Examine the 
connection to 
learning and 

teaching 

Commitment to trusting the students 
 

Changing staff preconceptions 



LRC User Surveys,1993 - 2009 

 



The first LRC user survey, 1993 

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. 

Required qualitative evidence that we could use as managers to improve library 
services.  Information gathered through Focus Groups 

Give the students a voice 
 



Results of the 1993 Survey 

Top 10 issues - top 4 were book-related 

Satisfaction ratings for library services 

Identification of micro communities 

Focus Group information 



Scatterplot (1993) 


