INTERNATIONAL ISO
STANDARD 21248

First edition
2019-03

Information and documentation —
Quality assessment formational
libraries

Information et documentation/~—"Evaluation de qualité ppur les
bibliothéques nationales

Reference number
1SO 21248:2019(E)

©1S0 2019


https://standardsiso.com/api/?name=83033d734e3f63db99f3c52e798cfbfc

ISO 21248:2019(E)

COPYRIGHT PROTECTED DOCUMENT

© 1S0 2019

All rights reserved. Unless otherwise specified, or required in the context of its implementation, no part of this publication may
be reproduced or utilized otherwise in any form or by any means, electronic or mechanical, including photocopying, or posting
on the internet or an intranet, without prior written permission. Permission can be requested from either ISO at the address
below or [SO’s member body in the country of the requester.

ISO copyright office

CP 401 o Ch. de Blandonnet 8
CH-1214 Vernier, Geneva
Phone: +41 22 749 01 11
Fax: +41 22 749 09 47
Email: copyright@iso.org
Website: www.iso.org

Published in Switzerland

ii © IS0 2019 - All rights reserved


https://standardsiso.com/api/?name=83033d734e3f63db99f3c52e798cfbfc

Contents

IS0 21248:2019(E)

Page
FOT@WOT ... et eeeeeeeeeeeeeeeeeeereeseeeee v
0010 00 Y6 0 ot o (0) o VS0 vi
1 S0P ... 1
2 NOIFINATIVE TEECI@INCES .........ooooooooeeeeeeeeeoeeeeeeeeeeeeeee oottt ettt ettt e eeeeeese e 1
3 R @ T Y 0 Lo 00 = 0 0 o (0] o KOOSO 1
4 Quality assessment in national libraries ...
4.1 Mission and functions of national libraries
4.1.1 (0] 1<) = I
4.1.2 Mission statement for national libraries
4.1.3  Core functions of national libraries
4.1.4  Additional functions of national libraries..
4.2 Target groups of national libraries ... S
4.3 Quality criteria in national libraries ... N
4.3.1  Quality criteria that apply to all types of libraries(-
4.3.2  Specific quality criteria for national libraries...%.....

5 Performance indicators for national libraries.......45 /o
5.1 LT3 1<) - O S
5.2 Use of performance indicators.............&

52.1  General ..o
5.2.2  Selection of performance indicators.....
5.2.3  Limitations of performance.hieasurement...
5.3 Criteria for performance indicators™...........cccoorsrse
5.4 Descriptive frameWOTK ... e
TR O €Y ¢ U =) IO eSS
54.2 Name......
5.4.3  Background
5.4.4  Objective of the performance indiCator ...
5.4.5  Definitipniof the performance indicator .....
54.6  Meth@ds). ..
5.4.7 Interpretation and use of results.......
548  SOUICE(S) oo
5.4.9 CExamples and further reading (optional).......

4.4 Methods for quality assessment in national libraries,..:

55 List-0f performance indicators for national libraries ...

6 Impact.assessment in national libraries ...

6.1 OVETVIEW ....ooooiiioiiiiiiisieeee e

6,2 Definition and description of library impact
6.2.1  General ...
6.2.2— Definition oflibraryimpact
6.2.3  Effects of IDrary IMPact . ...
6.2.4  Challenges in assessing impact
6.2.5  Use of Impact aSSeSSMENT TESULES.......oooriuirreriieeieieieesieiseeee e

6.3 Methods for assessing impact of national libraries........... e, 31
6.3.1  General....ii
6.3.2  Inferred evidence
6.3.3  ODSEIVEA EVIAEIICE ...coccceeie oo
6.3.4  SOlICITEA EVIAEIICE ...
6.3.5 Combined methods

6.4  Assessing the economic value of national ibraries ...,
6.4, T GEIIETAL ..o
6.4.2  Calculating the value of library benefits to users
6.4.3  Economic impact @nalySiS ...

© 1S0 2019 - All rights reserved iii


https://standardsiso.com/api/?name=83033d734e3f63db99f3c52e798cfbfc

ISO 21248

6.5

Annex A (normative) Description of performance indicators

:2019(E)

Assessing impact on a specified target population
6.5. 1  General ...

6.5.2  Assessing impact on researchers........c..c.

6.5.3  Assessing impact on educators and larners. ...
6.5.4  Assessing impact on the general pubLiC. ...
6.5.5  Assessing impact on the library and information network

6.5.6  Assessing impact on publishers and authors. ...
6.5.7  Assessing impact on public adminiStration.........cieeeee
6.5.8  AssSessSing iMPact 0N DUSINESS ...

Annex B (informative) Examples of imPaCt SUTVEYS...............coccommoirosissnsisnsssssssssssisssssssssssosssssessees e |
Annex C (informative) Performance indicators in the structure of the balanced scorecard™,....|
1257101 11072 0 0] 1 20O @ S |
iv © IS0 2019 - All rights reserved


https://standardsiso.com/api/?name=83033d734e3f63db99f3c52e798cfbfc

IS0 21248:2019(E)

Foreword

ISO (the International Organization for Standardization) is a worldwide federation of national standards
bodies (ISO member bodies). The work of preparing International Standards is normally carried out
through ISO technical committees. Each member body interested in a subject for which a technical
committee has been established has the right to be represented on that committee. International
organizations, governmental and non-governmental, in liaison with ISO, also take part in the work.
ISO collaborates closely with the International Electrotechnical Commission (IEC) on all matters of
electrotechnical standardization.

The preecedures—tsed—to—developth ment-and-these—ntendedfor—its—further-maintenance are
described in the ISO/IEC Directives, Part 1. In particular, the different approval criteria‘needed for the
different types of ISO documents should be noted. This document was drafted in acéordapce with the
editdrial rules of the ISO/IEC Directives, Part 2 (see www.iso.org/directives).

Attention is drawn to the possibility that some of the elements of this documérnt may be the subject of
patent rights. ISO shall not be held responsible for identifying any or all such patent rights. Details of
any patent rights identified during the development of the document willbe in the Introdu¢tion and/or
on tHe ISO list of patent declarations received (see www.iso.org/patents);

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

For an explanation of the voluntary nature of standards; the meaning of ISO specifi¢ terms and
exprgssions related to conformity assessment, as well ‘as’information about ISO's adhefence to the
World Trade Organization (WTO) principles in the Téthnical Barriers to Trade (TBT) see www.iso
.org fliso/foreword.html.

This|document was prepared by Technical Committee ISO/TC 46, Information and doqumentation,
Subcpmmittee SC 8, Quality — Statistics and performance evaluation.

Any feedback or questions on this documrent should be directed to the user’s national standprds body. A
complete listing of these bodies can e found at www.iso.org/members.html.

© IS0 2019 - All rights reserved v


https://www.iso.org/directives-and-policies.html
https://www.iso.org/iso-standards-and-patents.html
https://www.iso.org/foreword-supplementary-information.html
https://www.iso.org/foreword-supplementary-information.html
https://www.iso.org/members.html
https://standardsiso.com/api/?name=83033d734e3f63db99f3c52e798cfbfc

ISO 21248:2019(E)

Introduction

This document is concerned with the evaluation of national libraries.

It provides guidance on the use of performance indicators regarding the quality of services in national
libraries and on methods for assessing the impact and value of national libraries.

Clause 5 resumes the work done in ISO/TR 28118:2009 where, for the first time, a specific evaluation
method was described for national libraries. This document establishes a set of performance indicators
that are adapted to the mission and functions of national libraries. Annex A specifies how the indicators
are intended_ta be calcnlated and used

In Clause 6f this document describes methods for identifying and proving the impact of matjonal
libraries on ndividuals, institutions and on society. The methods described in Clause 6 do not reflect all
possible methods or evaluation techniques, but are those seen to be most effective for ass¢ssing imppact
of national libraries. Annex B gives examples of impact surveys, considering different‘user groups of
national libtjaries.

The texts in|this document are partly based on ISO 11620 and ISO 16439.

vi © IS0 2019 - All rights reserved
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INTERNATIONAL STANDARD ISO 21248:2019(E)

Information and documentation — Quality assessment for
national libraries

1 Scope

This document defines terms for the quality assessment of national libraries and specifies the following
methodsfortheassessmrent:

— performance measurement, and
— impact assessment.

The results of both methods are of special interest for comparison over time'within the spme library.
Comparisons between libraries are possible if differences in the mandate; tasks and constituencies of
the Ijbraries are taken into account.

Not dll methods described in this document apply to all national libraties. Limitations of the applicability
of inglividual methods are specified in the descriptions.

This|document is not intended to exclude the use of performance indicators or of methodss for impact
assegsment not specified in it.

This|document does not cover web archiving, but féfers to ISO/TR 14873 for statistics|and quality
issugs for this new task of national libraries.

2 Normative references

Therge are no normative references in this’document.

3 Terms and definitions
For the purposes of this decument, the following terms and definitions apply.

[SO dnd IEC maintainterminological databases for use in standardization at the following gddresses:

— ISO Online browsing platform: available at https://www.iso.org/obp

— IEC Electtopedia: available at http://www.electropedia.org/

3.1
acCcefss
successtul request of a library-provided online service

Note 1 to entry: An access is one cycle of user activities that typically starts when a user connects to a library-
provided online service and ends by a terminating activity that is either explicit (by leaving the database through
log-out or exit) or implicit (timeout due to user inactivity).

Note 2 to entry: Accesses to the library website (3.46) are counted as virtual visits (3.97).

Note 3 to entry: Requests of a general entrance or gateway page should be excluded.

Note 4 to entry: If possible, requests by search engines should be excluded.

[SOURCE: IS0 2789:2013, 2.2.1]
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accessibility
ease of reaching and using a service or facility

[SOURCE: IS
3.3

011620:2014, 2.2]

anecdotal evidence
evidence based on anecdotes or stories, obtained informally from personal observations and

experiences,

[SOURCE: I

not collected systematically nor empirically tested

016439:2014 3 5]

34
availability
degree to wf
time requir

[SOURCE: IS

3.5
benefit
helpful or gd

[SOURCE: IS

3.6
book
non-serial p

[SOURCE: IS

3.7
capital exp
expenditurg

Note 1 to enfry: This includes expenditufe<on building sites, new buildings and extensions, furnishing

equipment fd
local and nat

[SOURCE: IS

3.8
closed stac
stacks that 4

Note 1 to ent

rinted document in codex form

hich content, documents, facilities or services are actually provided by the‘library 3
bd by users

0 11620:2014, 2.6]

od effect, or something intended to help

0 16439:2014, 3.7]

0 2789:2013, 2.3.4]

enditure
which results in the acquisition.of, or addition to, fixed assets

r new and expanded buildings, computer systems (hardware and software), etc. When appli
onal sales/purchase taxes-e.g. value added tax (VAT)] are included.

0 2789:2013, 2.6.1]

ks
ire not accessible to users

Fy: Antonym: open stacks (3.63).

[§

[SOURCE: I

t the

5 and
rable,

L

J

39

D111 2019 2 101
[ 1IN 11417.4U14, 4.17]

)

commercial publication
document in print or electronic format that is generally produced, distributed and sold for the purpose

of profit

Note 1 to entry: Excludes publications by non-profit organizations.

[SOURCE: IS

0 2789:2013, 2.3.7, modified — Note 1 to entry has been added.]
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3.10

conservation

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

[SOURCE: IS0 5127:2017, 3.12.1.01]

3.11

content unit

computer-processed uniquely identifiable textual or audio-visual piece of published work that may be
original or a digest of other published work

Note|l to entry: This includes documents or parts of documents (e.g. articles, abstracts, contenttgbles, images)
and descriptive records.

Note P to entry: Adapted from COUNTER code of practice, Release 3:2008.
Note B to entry: PDF, Postscript, HTML and other formats of the same content unit will be ¢bunted as s¢parate items.
[SOURCE: 1SO 2789:2013, 2.3.9]

3.12
contingent valuation
metHod for assessing the economic value of non-profit institutions and projects of public utility
depending on potential users’ responses to survey questions'such as what they are willing to pay for a
benefit (3.5) or feature (willingness-to-pay), or what they would accept as financial compgnsation if a
certdin benefit or feature was missing (willingness-to-accept)

Note [l to entry: The method is used in environmental protection and health care, for example.
[SOURCE: ISO 16439:2014, 3.9]

3.13
cultural economics
brangh of economics that studies thé yelation of culture to economic outcomes and expldres cultural
phenomena as economic factors

[SOURCE: ISO 16439:2014, 3.12]

3.14
data|mining
computational progess that identifies patterns by analysing quantitative data (3.73) frgm different
perspectives andddimensions, categorizing it, and summarizing potential relationships and|/impacts

[SOURCE: ISO\16439:2014, 3.13]

3.15
digifal'document
information unit with a defined content, born digital or digitized, that has been created or digitized by
the library or acquired in digital form as part of the library collection (3.43)

Note 1 to entry: This includes eBooks, electronic patents, networked audio-visual documents and other digital
documents, e.g. reports, cartographic and music documents, preprints, etc. Databases and electronic serials are
excluded.

Note 2 to entry: A digital document can be structured into one or more files.
Note 3 to entry: A digital document consists of one or more content units (3.11). Before digitization (3.16), the

library must decide which content units should be searchable afterwards, e.g. articles in serials, or songs on
records.

[SOURCE: ISO 2789:2013, 2.3.13]
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process of converting analogue materials into digital form

Note 1 to entry: Digitization for document supply from the library collection (3.43)to a user or institution is

excluded.
Note 2 to entr
Note 3 to entr

Note 4 to entr

y: Digitization for preservation purposes is included.
y: Mass digitization is included.

y: Purchase of electronic copies for replacing print copies is excluded.

[SOURCE: I§

3.17
document
recorded in

Note 1 to ent

[SOURCE: 1§
included.]

3.18
document
everything
acquisition,
shelving

!

Note 1 to en
the URL for 3
library’s sery

s

[SOURCE: IS

3.19
document y
process of r

h

[SOURCE: Ij
definition.]

D

3.20

economic impact

effectofap

Note 1 to ent]

N

0 2789:2013, 2.3.15]

formation or material object which can be treated as a unit in a documentation proces;

descriptive cataloguing, subject indexing, if applicable binding, physical processing

er and the URL being added in the catalogte:

0/TR 28118:2009, 2.13, modified*=~Note 1 to entry has been added.]

etrieval

ry> Economic impact is usually measured in terms of changes in economic growth (output or

y: Documents can differ in form and characteristics.

0 5127:2017, 3.1.1.38, modified — Note 1 to entry of ISO 2789:2013, 2.3.17 has

rocessing
one to adocumentafteritisacquired by alibrary, before it is placed on the shelves, incly

ry: For electronic documents, the end of procéssing will either coincide with cataloguing
document on an external server has been.added, or with the installation of the document g

covering specific documetits from a storage (3.87) place

0 5127:2017, 3.1@1:03, modified — The term “placement” has been excluded ir

licy, decision, institution, or event on the economy of a given area

been

1ding
and

when
n the

1 the

value

added) and a

saciated (‘h;\thQ in jnhQ (Pmp]nvmpnf) and income (wngr—m)

[SOURCE: ISO 16439:2014, 3.16, modified — The term “decision” has been added while “programme”

has been exc

3.21

luded in the definition.]

economic impact of libraries
positive influence of libraries on the local, regional or national economic life

© ISO 2019 - All rights reserved
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educational services
learning sessions and learning materials and programmes in all formats for children and adults for the

purp

ose of enhancing skills in library and information use

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

Note 2 to entry: Education of librarians is excluded.

3.23
effe

tiveness

meas
Note
[SOU|

3.24
effic
meas

Note
the s{

[SOU

3.25
elect
digit
all re

Note
Inter
exclu|

Note
carri

[SOU
accej

3.26
elect
<me
(3.43

Note

ure of the degree to which given objectives are achieved
1 to entry: An activity is effective if it maximizes the results it was established to produce!

RCE: [SO 11620:2014, 2.15]

fency
ure of the utilisation of resources to realize a given objective

1 to entry: An activity is efficient if it minimizes the use of resources,or produces better perfq
ime resources.

RCE: [SO 11620:2014, 2.16]

ronic collection
al collection
sources in electronic form in the library collection (3.43), whether born digital or digit

1 to entry: The electronic collection includesdatabases, electronic serials, and digital documen
het resources (3.31) which have been catalogued by the library in its online catalogue (3.61) or a
ded.

2 to entry: The resources can be networked, installed on stand-alone workstations or store
bT'S.

RCE: ISO 2789:2013,~2.3.21, modified — The term “digital collection” has been &2
pted term.]

ronic docuiment delivery
liated>electronic transmission of a document or part of a document from the libra
) to a user; mediated by library staff not necessarily via another library

1-toventry: Electronic transmission of documents to members of the population to be ser

inclu

rmance with

ized
s (3.15). Free
database are

d on physical

dded as an

Iy collection

ved (3.67) is

led? Fax transmission is excluded

Note

2 to entry: May be split up as to transmission with or without charge to the user.

Note 3 to entry: Unmediated downloading by users from the electronic collection (3.25) of the library is excluded.

[SOURCE: IS0 2789:2013, 2.2.7]

3.27

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 (3.61), the library website (3.46), the
electronic collection (3.25), electronic lending, electronic document delivery (mediated), electronic reference
service (3.77), user training (3.94) by electronic means, services for mobile devices (3.51), services for interactive
use (including services on social networks), and Internet access offered via the library.

© ISO
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Note 2 to entry: This does not include booking physical services (e.g. rooms or library tours) by electronic means.

[SOURCE: IS

3.28
evaluation

0 2789:2013, 2.2.8]

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

[SOURCE: IS

3.29
event

0 11620:2014, 3.19]

pre-arrange
EXAMPLE

Note 1 to en
included, wh
institutions d
Note 2 to ent
Note 3 to ent
Note 4 to ent

[SOURCE: IS
3.30

d activity with cultural, educational, social, political, scholarly, or other intent
Exhibitions, author visits, literary discussions, workshops, etc.

ry: Only events arranged by the library on its own or in partnership with other\institution

ether inside or outside the library premises. Events inside the library preniises organizg

utside the library without the library’s cooperation are excluded.

Fy: User training (3.94) lessons and library tours are excluded.

y: Ongoing programmes are included. Each session of a programme iS)counted as one event.

Fy: Virtual events are included.

0 2789:2013, 2.2.9]

focus group interview

focus group
group intery
topics intro

[SOURCE: IS

3.31
free Intern
Internet res

[SOURCE: IS

3.32
full-time ed
FTE
measureme

Note 1 to entj

discussion
riew in the form of a moderated discussion-among a small number of selected individug
luced by the moderator

0 16439:2014, 3.23]

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

0 2789:2013, 2.3.23]

juivalent

ht equalte’one staff person working a full-time work schedule for one year

y: For example, if out of three persons employed as librarians, one works quarter-time, one work

s are
ed by

Is on

half-

time, and oneg

works full-time, then the FTE of these three persons would be 0,25 + 0,5 + 1,0 = 1,75 librarians (

FTE).

Note 2 to entry: Not all libraries may use the same number of hours per year to determine an FTE. Thus, any

comparative
[SOURCE: IS

3.33
goal

measures between libraries may need to consider any differences in hours.

0 11620:2014, 2.23]

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

[SOURCE: IS

011620:2014, 2.24]
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homepage
main or opening screen of a website to which all other pages for users are linked

[SOU
3.35

RCE: ISO 5127:2017, 3.3.3.26]

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.

[SOU

3.36
inco

RCE: [SO 16439:2014, 3.25]

me generated

income generated by library operations and from fees, charges, subscriptions'and dona

avail
[SOU

3.37
indig
expr
pers
char

[SOU

3.38
info1
abilif
and 1

Note
fund4

Note

[SOU
resp

3.39
infol
dired

Note

able to the library for expenditure

RCE: ISO/TR 28118:20009, 2.24]

tator

hcterized, and the associated method

RCE: [SO 11620:2014, 2.25]

'mation literacy
y to recognize a need for information, toddentify, retrieve, evaluate, and use informatio
o use information in an effective and{responsible way

mental for information literacy,

bnsible way” has been added in the definition.]

'mational question
tional afid/or administrative inquiry delivered to library staff

regis

Lering procedures and questions about handling equipment such as printers or computer ter

fions that is

bssion (which may be numeric, symbolic or verbal) used té.characterize activities (evgnts, objects,
bns) both in quantitative and qualitative terms in order to assess the value of the activities

in effectively

1 to entry: Literacy in the sense ‘of)being able to read and write with a minimal level of proficiency is

P to entry: This includes the\skills for using information technology to access and retrieve infgrmation.

RCE: ISO 16439:2014, 8.26, modified — The phrase “and to use information in an effective and

1 telenitry: This includes questions for locating staff or facilities, questions regarding opening times and

inals.

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 (3.46) or other networked communication mechanisms).

Note
[SOU

3.40
inpu

3 to entry: For reference questions, see 3.76.

RCE: ISO 2789:2013, 2.2.13]

t

contribution of resources in support of a libraryEXAMPLE  Examples of resources are funding, staff,
collections, space, equipment.

[SOURCE: ISO 16439:2014, 3.28, modified — Examples in the definition has been formatted separately
for clarity.]
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interlibrary loan
loan of a document in its physical form or delivery of a document, or part of it, in copied form, from one
library to another which is not under the same administration

Note 1 to entry: Mediated transmission of electronic documents is counted as electronic document delivery (3.26).

[SOURCE: IS

3.42
interview
oral questiq

02789:2013, 2.2.16, modified — Note 2 to entry has been omitted.]

ning fprhniqnp which results in a transfer of information from the interviewee to an

interviewer

Note 1 to ent
self-assessme

Note 2 to ent]
and group in{

Note 3 to ent

Note 4 to ent
are usually d

[SOURCE: IS
3.43

library collection

documents |

Note 1 to ent
been acquire

Note 2 to en
funding.

Note 3 to ent
including it i
delivery are ¢

Note 4 to ent
by legal agre]
Internet reso
be counted s¢

[SOURCE: I§
3.44

or researcher

ry: This technique obtains direct reactions to questions, in contrast to written questionnait
nt (3.80) [self-recording (3.81)].

y: Interviews can be subdivided according to the number of interviewees into onie-t6-one inter
erviews.

Fy: Interviews can be structured, semi-structured or unstructured.

Fy: Where semi-structured or unstructured interviews are used with-a group of respondents,
bscribed as focus groups or group discussions.

0 16439:2014, 3.30]

brovided by a library for its users

y: Comprises information resources held locally and remote resources for which access rightg
.

I'y: Acquisition is to be understood as deliberately selecting a document, securing access rightj
h the online catalogue (3.61)-or other databases of the library. Interlibrary lending and docy
xcluded.

ry: Does not includelinks to Internet resources for which the library has not secured access j
ements (e.g. legal déposit right), license or other contractual and/or cooperative agreement
irces (3.31) which have been catalogued by the library in its online catalogue or a database s
parately.

0 2789:2013, 2.3.28]

es or

riews

these

have

ry: Access rights can be acquired by the library itself, by a consortium and/or through external

s and
ment

ights
Free
hould

library em
person who

[SOURCE: IS
3.45

toyee
works for a library in return for payment

0 2789:2013, 2.7.1]

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

Note 1 to entry: Includes publications in all formats, and presentations at conferences.

[SOURCE: IS

02789:2013, 2.5.4]
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3.46

library website

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

Note 1 to entry: The pages of a website are usually interconnected by the use of hypertext links.

Note 2 to entry: Excludes documents that fit the definitions of electronic collection (3.25) and free Internet
resources (3.31) that may be linked from the library website.

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

[SOURCE: ISO 2789:2013, 2.2.18]

3.47
loan
direg¢t lending or delivery transaction of a returnable item in non-electronic<form (ejg. book), of
an electronic document on a physical carrier (e.g. CD-ROM) or other device !(e.g. eBooK reader), or
trangmission of an electronic document to one user for a limited time perjod |(e.g. eBook)

Note|l to entry: Renewals are excluded but could be counted separately.
Note 2 to entry: Loans include registered loans within the library (on-site loans).

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

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

Note 5 to entry: Mediated electronic transmission of documents is counted as electronic document delivery (3.26)
if their use is permitted for unlimited time. This iricludes transmissions to members of the population to be
servefd (3.67).

[SOURCE: ISO 2789:2013, 2.2.19, modified/= Note 6 to entry has been omitted.]

3.48
longjtudinal study
two ¢or more surveys (3.88) in which the same or a similar survey instrument is administered more than
oncelto the same population/after a suitable time period has elapsed, to measure changes in patterns of
usagg, perceptions, attitudes; etc.

[SOURCE: ISO 16439:2014, 3.35]

3.49
mass$ conseryation
conservation(3.10) measure of simultaneous treatment of a large number of documents by automated
consgrvation techniques

[SOURGE:1SQ 5127:2017,312.6.35]

3.50

mission

statement approved by the authorities formulating the organization's goals (3.33) and its choices in
services and products development

[SOURCE: ISO 11620:2014, 3.33]

3.51

mobile device

portable computing device, designed to be held and used in the hands, typically having a display screen
with touch, pen and/or keyboard input and Internet connection

EXAMPLE Mobile phone, eBook reader, tablet.
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3.52

:2019(E)

02789:2013, 2.2.20, modified — A list of examples has been added.]

monetary value of libraries

value of libr

3.53

ary benefits calculated in monetary terms

national bibliography
bibliography in which documents published in a single country are recorded and described

Note 1 to entry: In some countries, the national bibliography also covers foreign publications relative to the

country and
[SOURCE: IS

3.54

national co
collection o
heritage in
documents,

Note 1 to ent
[SOURCE: IS

3.55
national im
all documen

Note 1 to ent
[SOURCE: IS

3.56
national lib
library that
the country

Note 1 to ent
national bibli
including do
catalogues; s
and developn

Note 2 to ent
[SOURCE: IS
3.57

Iso the works by their nationals which are published abroad

0 9707:2008, 2.21]

[lection

the form of manuscripts, archival materials, cartographic material, printed 1
pictures, photographs and audio-visual documents in conventional-or-electronic formg

'y: Websites can be part of the national collection.

0/TR 28118:20009, 2.36]

print
ts in all formats published in a country

Fy: Includes commercial (3.9) and non-commerciglpublications (3.57).

0/TR 28118:20009, 2.37]

rary
is responsible for acquiring and conserving copies of all relevant documents publish
in which the library is located

Fy: A national library will'also normally perform some or all of the following functions: produ
bgraphy (3.53); hold and)Keep up to date a large and representative collection of foreign liter
fuments about the eountry; act as a national bibliographic information centre; compile
ipervise the administration of other libraries and/or promote collaboration; coordinate a res
hent service; etc:

Fy: The definition of "national library" allows for more than one national library in a country.

0 2789:2013, 2.1.9]

f the national library (3.56) of the national imprint (3.55) and the national documentary

husic
ht

ed in

e the
ature
inion
parch

non-commercial publication
document in all formats published by non-profit institutions such as communities, associations,
initiatives, etc., or by individuals, often not available through normal book trade channels

Note 1 to entry: Non-commercial publications can include reports, theses and dissertations, periodicals,
conference proceedings, etc.

[SOURCE: ISO 2789:2013, 2.3.37, modified — The phrase “or by individuals” has been added in the

definition.]
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3.58

non-user

person belonging to a specific library’s population to be served (3.67) but not using that library’s physical
and/or electronic services (3.27)

Note 1 to entry: The definition includes former users of the library.

Note 2 to entry: For national libraries (3.56), every person not using the library can be regarded as a non-user.

[SOURCE: ISO 16439:2014, 3.39, modified — Note 2 to entry has been added.]

3.59

objertive
specific target for an activity to be attained as a contribution to achieving the goal”(3.33) of an
orgahization

[SOURCE: ISO 11620:2014, 2.34]

3.60
observation
method of data collection in which the situation of interest is watched-and the relevant facts, actions
and behaviours are recorded

Note [l to entry: This includes direct observation by researchers, observation by technical devices,|e.g. via video
recorjding or log analysis, and self-observation by users.

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

[SOURCE: ISO 16439:2014, 3.41, modified — a new Note 1 to entry has been added and the former Note
has heen renumbered.]

3.61
online catalogue
database of bibliographical records déescribing the collection usually of one particular library or
librafy system

[SOURCE: ISO 2789:2013, 2.2.211

3.62
opern access
unregtricted access toinformation, documents or information services

Note [l to entry: In anarrower sense, this means that information content is made freely available vid the Internet.
[SOURCE: 1SO{16439:2014, 3.42]

3.63
open stacks
stacksthatareaccessibletousers

Note 1 to entry: Antonym: closed stacks (3.8).
[SOURCE: ISO 16439:2014, 2.58]

3.64

output

products of library processes EXAMPLE Number of titles catalogued, number of loans, number of
reference questions answered.

[SOURCE: ISO 16439:2014, 3.45, modified — examples of output have been formatted separately for
clarity.]

© IS0 2019 - All rights reserved 11


https://standardsiso.com/api/?name=83033d734e3f63db99f3c52e798cfbfc

ISO 21248

3.65

:2019(E)

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
3.66

0 11620:2014, 2.38]

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

the perform

ance of a library

[SOURCE: IS

3.67
population

0 11620:2014, 2.39]

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
3.68

preservation
tken, including financial and strategic decisions, to ‘maintain and extend the integrity of

measures tg
documents

[SOURCE: IS

3.69
process
set of interr

EXAMPLE
[SOURCE: IS

3.70
publication
document o

[SOURCE: IS

3.71
qualitative
data descril

I'y: For public libraries, this will normally be the population of the legal serwice/area (authority
h institution of higher education, this will normally be the total of academie' and professiona

0 11620:2014, 2.40]

br collections

0 5127:2017, 3.2.1.39, modified — Notes tq ejitry have been omitted.]

blated or interacting activities which/transforms inputs into outputs
Cataloguing, lending, reference service.

0 16439:2014, 3.50]

[fered for generalidistribution or sale and usually produced in multiple copies

0 5127:201738.1.8.27]

data

); for
staff

sons

ifg but not measuring the attributes or properties of an object, in particular the reg

for human a

ctions

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

[SOURCE: IS

3.72
quality

0 16439:2014, 3.52]

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.

12

© ISO 2019 - All rights reserved


https://standardsiso.com/api/?name=83033d734e3f63db99f3c52e798cfbfc

IS0 21248:2019(E)

[SOURCE: ISO 9000:2005, 3.1.1]

3.73

quantitative data

data in numerical form expressing a certain quantity, amount or range, amenable to statistical
manipulation

Note 1 to entry: Quantitative data are usually expressed in measurement units, e.g. number of loans, percentage
of interviewees visiting the library.

[SOURCE: ISO 16439:2014, 3.54]

3.74
quedtionnaire
set of questions for a survey (3.88) or a structured or semi-structured interview

Note [l to entry: The questions may be closed (answerable by checking one of several predeterminegl answers) or
open|(requiring participants to answer in their own words).

Note P to entry: The questionnaire may be paper-based or in electronic form.
[SOURCE: ISO 16439:2014, 3.55, modified — Note 2 to entry has beerxadded.]

3.75
rare|material
incupabula, manuscripts (including fragments and rolls,»autographs, music manuscrjpts), books
published before 1800 and newer books that are made preeious by their limited issue, by their binding,
by dedications, and similar characteristics

Note|1 to entry: The definition excludes archives and*records concerning private persons, insfitutions and
orga;[izations (collections containing letters, notes, photos, and other material given by bequest to the library or
purchased as such by, or on behalf of, the library)

Note |2 to entry: Usually such items will belenig to special collections (3.83) with special shelf marKs and will be
shelved separately in a secure location te-which access is restricted.

Note B to entry: The time limit for rate books may differ in countries.

[SOURCE: ISO 2789:2013, 2(3.46, modified — the term has been changed from “rare bopk” to “rare
matgrial” to include othermanuscripts enumerated in the modified definition; Notes 1 and 3 to entry
have|been added.]

3.76
reference question
information eorntact that involves the knowledge or use of one or more information squrces (such
as printed<sand non-printed materials, machine-readable databases, the library's own and other
institutions“catalogues) by library staff

Note 1 +8 antryg: Adantad 1oy ANCI/NICO 720 7. 2004
tO-ehHtt S o T T SO Uas

+T Y oo pteerTT

Note 2 to entry: May also involve recommendations, interpretation, or instruction in the use of such sources.
Note 3 to entry: One reference question may address several issues.

Note 4 to entry: The question can be delivered personally or by means of telephone, regular mail, fax or electronic
media (via email, the library website (3.46)or other networked communications mechanisms).

Note 5 to entry: It is essential that libraries do not include informational (directional and administrative)
questions, e.g. for locating staff or facilities, regarding opening times or about handling equipment such as
printers or computer terminals (see 3.39).

[SOURCE: ISO 2789:2013, 2.2.26]
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reference service
provision of information and assistance, in response to requests, by an information and documentation
organization

[SOURCE: IS

3.78
reliability

0 2789:2013, 2.2.27]

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

[SOURCE: I

3.79
restoration
preservatio

deterioration or damage as closely as practicable to its original state

Note 1 to ent
is kept clearlj

[SOURCE: IS
3.80

self-assessment

process of c

Note 1 to ent
all of the que

[SOURCE: IS

3.81

self-record
users’ recor
period of tin

Note 1 to ent

Note 2 to ent

[SOURCE: IS

3.82
social impa
influence of

011620:2014 2 44]

h actions taken to return a document or other material object which‘has suf

"y: In archival restoration, no attempt is made to recreate missing text, etc,and-all restoration
 evident.

0 5127:2017, 3.12.1.02]

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

ry: The reviewing is normally done through a papersbased or online questionnaire where so
stions require respondents to rate themselves on ascale.

0 16439:2014, 3.62]

ing
d of their behaviour and/or attitydes in information seeking and information use o
he, usually in the form of a diary.

Fy: The record can be used forjidentifying library impact.

0 16439:2014,363]

ct
a library’s existence and services on the population in a given area or on society in ger

Fered

work

mne or

ver a

ry: The diary can be §tructured giving a guideline to what should be observed, or unstructured,
leaving the clpoice of subjects to th€writer.

eral

«

[SOURCE: Id

replaced by

3.83
special coll

016439:2014; 3.64, medified

“in a given area”.]

tha nhraca m
TIrC—prrtory C—Trtrtour rountin g coratitTy

ection

been

collection of materials segregated from a library collection (3.43) according to form, subject, genre,
period, geographical area, condition, rarity, source, or value

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

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

[SOURCE: IS

14

0 16439:2014, 3.63]
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3.84
special grant
grant of a non-recurrent nature to fully or partially fund projects

[SOURCE: ISO 2789:2013, 2.6.4, modified — definition has been rephrased for clarity]

3.85
stable condition
suitability for use

Note 1 to entry: Stable material may have some damage, but can be used without immediate risk of further
damage, Unstable material will be further damaged if used

[SOURCE: ISO/TR 28118:2009, 2.51]

3.86
staff training
formpl pre-planned training in professional skills and competences, including'sotial skills

Note |l to entry: The training can be held in-house, externally or online and héasted by library staff or external
experts.

Note 2 to entry: Employee induction programmes are included.
Note 3 to entry: Informal training, e.g. point-of-use training, is excladed.
[SOURCE: ISO 2789:2013, 2.7.6, modified — Notes to entr§y2 and 2 have been added.]

3.87
storage
presg¢rvation measures for keeping documents under defined conditions and permitting thieir retrieval
or that of the information contained in them

[SOURCE: 1SO 5127:2017, 3.12.1.05]

3.88
survey
metHod of data collection using'written questionnaires for gathering information from the whole or a
sample of a defined population

Note [l to entry: The survéycan consider users (3.91) and non-users (3.58).
Note |2 to entry: The Survey can be conducted face to face, via hand-outs, telephone, email, or Internlet.
Note |3 to entrys In a longitudinal study (3.48), the same or a similar survey instrument is adminfistered more

than fonce, aftera suitable interval of time has elapsed, to measure changes in patterns of usage/ perceptions,
attitydes, ete.

[SOURCE: 1SO 16439:2014, 3.67, modified — Notes to entry 1 and 3 have been added.]

3.89

target population

groups of actual and potential users appropriate to an individual library as the object of a specific
service or as the primary users of specific materials

[SOURCE: ISO 11620:2013, 2.49]
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3.90

title

words or symbols at the head of a document that identify it and normally distinguish it from other
documents

Note 1 to entry: For measuring purposes, "title" describes a document which forms a separate item with a
distinctive title, whether issued in one or several physical units, and disregarding the number of copies of the

document held by the library.

[SOURCE: IS
391

05127:2017, 3.7.4.1, modified — Note 1 has been added from ISO 11620:2014, 3.50.]

user
recipient of

Note 1 to ent
Note 2 to ent
[SOURCE: IS

3.92
user place
place provid

Note 1 to enf
departments

Note 2 to ent
Also excludes

[SOURCE: IS

3.93

user satisfg
survey adm
of their libra

Note 1 to ent
resources an

[SOURCE: I§

3.94
user trainij
training prg

the use of library'and other information services

ibrary services

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

0 2789:2013, 2.2.36]

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

ry: Includes places in carrels, in seminar and study rooms,;and in the audio-visual and child
of the library, and informal seating in lounges, group areasyetc.

ry: Excludes places in halls, lecture and auditory theatres intended for audiences of special ey
floor space and cushions on which users may sit.

0 2789:2013, 2.4.11]

ction survey
nistered to the whole or to a sample of a library’s users to find out how they rate the qu
ry experiences, and any suggestions for improvement

ry: The survey can contain questions about user status, how often and how they normally u4
] services the library proyides.

0 16439:2014, 372, modified — Notes 1 and 3 have been omitted.]

NS
gramme. set up with a specified lesson plan, which aims at specific learning outcomg

Fy: Library services include electronic services, physical services and visiting the library premlises.

Iren's

rents.

ality

e the

s for

Note 1 to ent

rv:-User training can be offered as a tour of the library, as library tuition, or as a web-based se

rvice

for users.

Note 2 to entry: The duration of lessons is irrelevant.

[SOURCE: IS

3.95
validity

0 2789:2013, 2.2.37]

degree to which an indicator actually measures what it is intended to measure

[SOURCE: IS

16

0 11620:2014, 2.55]
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3.96

value

importance that stakeholders (funding institutions, politicians, the public, users, staff) attach to
libraries and which is related to the perception of actual or potential benefit

Note 1 to entry: Monetary value can be included.
[SOURCE: ISO 16439:2014, 3.75]

3.97

virtual visit
online_visit
one ¢ontinuous cycle of user activities on the library website (3.46) by users from outside,the library's
IP address space (usually from outside the library premises), regardless of the number|of pages or
elements viewed

Note |l to entry: A virtual visit typically starts when a user accesses the library websit€)after visitinlg an external
page,|and ends if no activity has been recorded for a defined period of time, e.g; asmaximum of 30 minutes.
Another access after a longer interval initiates a new visit.

Note |2 to entry: A virtual visitor should at least be identified by a unique cookie’and/or by a uniqug combination
of the user's IP address and browser string (user agent). Known web spiderstand harvesters should e excluded.

[SOURCE: 1SO 2789:2013, 2.2.39]
3.98
visit
person (individual) entering the library premises

[SOURCE: ISO 2789:2013, 2.2.40]

4 (Quality assessment in national libraries
4.1 | Mission and functions of national libraries

4.1.1 General
Before defining quality criteria for a specific type of library, it will be necessary to state clefarly:
— hat that type oflibrary is meant to achieve;
— hat functieits it should perform;

— hat target groups it should serve;

— whatneeds and wishes of those target groups it should consider.

National libraries have important tasks that distinguish them from other libraries, such as the collection
and preservation of the national documentary heritage, the publication of a national bibliography and a
leading role in cooperation.

The roles of national libraries can differ from country to country. National libraries are unique
institutions in their respective countries, and their tasks and activities are not easily comparable. In
addition, they may have several roles (e.g. university and national library, parliamentary and national
library, or national archive and national library), which complicates finding collective characteristics.

Allowing for such differences, this document defines a mission statement and a set of functions for
national libraries. The following overview is the basis for the identification of quality issues in national
libraries and for the selection of methods for the assessment of such quality.
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4.1.2 Mission statement for national libraries

National libraries have special responsibilities, often defined in law, for a country’s cultural heritage.
They collect and preserve the national documentary heritage and provide and ensure permanent
access to the knowledge and culture of the past and present. They take a leading role in the library and

information

sector, often developing central services within that area.

4.1.3 Core functions of national libraries

4.1.3.1 Collection

The main ta
— tocolle
— tocolle

NOTE 1
operate(

— to colle
cartogr
includin

NOTE 2
heritage

— toinclu

— tocolleg
publicat

— to mainftain a collection of foreign publications, either universal or restricted to subjects, su

humani

4132 M
The main ta
— to makg
— to crea

— toopen

4.1.3.3 Py

sks are:
t the national imprint (both print and electronic), generally via legal deposit;
t the Internet resources of the national domain as part of the cultural herijtage;

The task of web archiving is more and more included in legal deposit legislation. It can al
as a shared task between the national library and other institutions.

ct the national documentary heritage in the form of manuscripts, archival mate
hphic material, printed musicdocuments, pictures, photographs and audio-visual docum
g electronic formats;

Such types of documents are also often collected by natignal archives or other national cu
institutions.

e items representing the country's cultural diversity;

tforeign publications in the national language(s) and/or about the country, including fo
ions by authors from the country;

fies.

ptadata

sks are:

the collections visible and accessible by online catalogues;
e the national hibliographic record;

up the library’s own metadata for reuse.

eservation

so be

rials,
ents,

tural

reign

ch as

The main ta

SKsS are:

— to preserve the national documentary heritage in all formats and thus ensure the long-term access
to the collections;

— to devel

op and promote disaster management plans;

— tosafeguard the content of original documents in their original form and/or on alternative formats/

materia

18
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4.1.3.4 Services

The main tasks are:

to provide quickand easy access to the collections forresearch, learning, and personal or institutional

development;
to provide online access to the collections by digitizing relevant materials;

to offer onsite reader services;

to provide services (e.g. reference, bibliography, lending, and document delivery) to users both

diirectly and through other library and information centres;

flo offer suitable services for persons with special needs.

4.1.3.5 Cultural representation

The 1nain tasks are:

o promote the national documentary heritage by exhibitions and.6ther cultural even
digital events, inside and outside the country;

flo represent the cultural diversity of the country.

4.1.3.6 Cooperation

The inain tasks are:

o engage in library and information affairs gn'a national and international basis;
fo join in library and information research;

o cooperate nationally and internationally with libraries and other institutions such
and archives;

lo supportresearch networks,through partnerships and cooperative projects with uniy
fesearch centres.

4.1.3.7 Management

The inain tasks aref

o ensure-effectiveness and cost-efficiency by innovative technology and adequate 1
methods;

o previde for staff development.

[s, including

AS Imuseums

rersities and

nanagement

4.1.4 Additional functions of national libraries

4.1.4.1 Leadingrole in the national library system

The tasks can be:

to provide a centre for library education;
to serve as a national forum for international programmes and projects;

to provide central services for libraries, such as the National Union Catalogue, the nat

ional digital

library, a national centre for digitization, or a national repository of scientific research and

research data;

© IS0 2019 - All rights reserved
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— to develop digital preservation policies;

— to coordinate interlibrary loan;

— to coordinate and/or provide for national library statistics;

— to coordinate and/or provide for national licences of databases and e-journals;
— tojoin in the development of library standards;

— to provide a centre for international standard numbers;

s : : =l a | 1 A Ll A 1. L A 1. -
— to JO1N T tire teVETOPINTCITC OT CITC ITatiotrar MIToT MTatiolr POTICICS:

4.1.4.2 Re¢search on the library’s collections

The tasks cgn be:

— to document and describe specific collections in the most scholarly way;
— to carryf out scholarly work on collection objects such as scholarly editing;
— to initiate and support research projects on collection objects;

— to presgnt the results of the research work to the public in the fenm/of publications, databaseg, and
exhibitipns, preferably in digital format;

— tosupp¢rtdigital humanities, for example, by a platform forresearch in digitized textual collections.

4.1.4.3 Educational role
The tasks cqn be:

— tosupp¢rtlearning and education by offeringlearning sessions, learning materials and programmes
for children and adults;

— to provide services for schools;
— to coope¢rate with other librariés in preparing and offering educational services;

— to promjote literacy and digital literacy.

4.1.4.4 Sqrvices for the'government
The task can be:

— to provide sekVices to the legislative, executive and judicial branches of government.

4.2 Target groups of national libraries

National libraries have no specified and largely homogeneous clientele or primary user group, unlike
public libraries, university libraries, school libraries and most special libraries. Their current and
potential users may come from diverse social and cultural backgrounds and will have various needs
and interests. Nevertheless, it is possible to identify several key target groups.

The following listing follows partly the British Library’s description of its “five key audiences” (see
Reference [30]):

a) researchers: those doing research for academic, commercial or personal reasons; this includes
future research;

b) educators and learners: from schoolchildren to teachers and lifelong learners;
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general public: all members of the public, inside and outside the country;

visitors at events;

the library and information network: libraries and other information-focused organizations;
publishers and authors;

public administration.

In certain cases, another target group can be added:

h)

ustress—atttypesof commrerciatventures fronmrindividuatentrepreneursanmdsmatt—and medium-

gized enterprises to multi-national corporations.

NOTH Visitors to the library premises or to the virtual library can belong to all of the above/mentjoned groups.

4.3

4.3.1 Quality criteria that apply to all types of libraries

Quality criteria in national libraries

Therg are a number of quality criteria that are relevant for nearly,all types of libraries, such as:

4.3.2 Specific quality criteria for national libraries

Qualjty issues for therspécific functions of national libraries can be seen as follows:

:Eser-orientation: library products and services that are aligned with the needs of the pppulation or
f specific target groups;

dccuracy, reliability, speed: services delivered consistently, correctly, reliably and with adequate
gpeed;

dccessibility: ease of access to the building and to all services (e.g. adequate opening times, usability
f the website, understandable language in-all communications);

¢ompetence, helpfulness: well-trained/friendly and responsive staff with high communigation skills;
¢ost-effectiveness: well-organized processes, services produced with a minimum of regources;

ddequate staff developmenttsystematic training for all staff members.

the collection’s-coverage of the national imprint;
the timeliness and comprehensiveness of the national bibliography;

theffort invested in the preservation of the national documentary heritage;

the promotion of the documentary cultural heritage by digitizing and events;

the national and international engagement of the library.

4.4 Methods for quality assessment in national libraries

This document describes two different options for assessing the quality of a national library’s services
and products:

1y

Performance measurement: Performance or quality indicators described in Clause 5 and Annex A
measure the effectiveness and cost-efficiency of library services.

NOTE This includes user satisfaction surveys that are applied for assessing the perceived quality, the
users’ estimate of library services.
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libraries to individual users and society.

Impact assessment: The methods proposed in Clause 6 try to prove the value and benefit of national

This document does not deal with quality models such as ISO 9000 or EFQM (European Foundation for
Quality Management).

5 Performance indicators for national libraries

5.1 General

For the folld
use, this doq

This docum
of national
additional i
libraries.

All perform

Wing SubClause, especiaily for the generat description of performance indicators and
ument relies on ISO 11620.

ent selects performance indicators out of ISO 11620 that are appropriate, to/the
ibraries or can be adapted to such tasks. For the specific functions of national libr:
hdicators have been identified that have been used or tested by onejorrmore nat

hnce indicators specified in Annex A fulfil the criteria presented“in 5.3 and are speq

their

asks
aries,
ional

ified

according tq the descriptive framework presented in 5.4.

5.2 Use df performance indicators

5.2.1 Genleral

The purposgs of library performance indicators are:

— to functjion as tools to assess the quality and effectiveness of services, resources, and other actiyities
provided by a library, and

— to assegds the efficiency of resources allocated by the library to such services and activities.

As a library|evaluation tool, performance indicators have four principal objectives:

1) to facilifate control in the management process;

2) to monifor the continual development of library services;

3) to serve as a basis for referénce and for dialogues between library staff, funding bodies, and the
user community;

4) to serve in comparative analysis of the performance of libraries and information services which
have eqpivalentinissions or objectives.

5.2.2 Sel¢ction of performance indicators

The performance indicators included in this document are those seen to be most useful for national
libraries, corresponding to the main functions of national libraries. This document recognizes that there
are different types of national libraries, in different settings, having a range of unique characteristics
(structure, funding, governance, etc.), and affected by a number of situational factors that impact on the
services and resources that the libraries can provide. Therefore, possibly not all performance indicators
in this document may have the same relevance for all national libraries. On the other side, national
libraries may employ additional indicators not specified within this document.

National libraries, in consultation with their funding institutions and relevant authorities, such as the
national government, as well as their users and other stakeholders, will need to decide which indicators
are most appropriate to a particular situation. This decision shall be made in the light of the mission,
goals and objectives of the library. It is desirable that all interested parties should be in agreement on
the appropriateness of the performance indicators used.
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Limitations of performance measurement

5.2.3.1 Optimizing scores on performance indicators

Users of library performance indicators should recognize that it is impossible to achieve optimum
scores simultaneously on all performance indicators. For example, a library may achieve a high level of
user satisfaction, but incur high staff costs. The scores of performance indicators shall be interpreted
in the light of what the library intends to accomplish, and not simply in terms of optimizing scores on

parti

5.2.

cular indicators.

2 rnmparnhilify of pnrfnrmnnr‘n indicator data

A pr

longitudinal studies that compare one year's performance with another, within the same lil

A se
Stan
proc

a) 1ission, goals, and objectives;

b) 1

c) Wiser groups;

d) §

imary purpose of using library performance indicators is self-diagnosis. This 1nay include

fondary purpose is to encourage meaningful and useful comparisons acyoss differd
lardizing performance indicators and the procedures for collectingthose data ag
bss. However, such comparisons shall always be made with respect for.edch library's:

esources;

overnance structure;

If co
with

e) I:ocedures.

parisons of performance indicator scores\a¢étoss different libraries are made, they sh
considerable care and in full recognition.of the limitations of such comparisons.

Criteria for performance indicators
ollowing criteria should be used to test a performance indicator.

nformative content. The indicator should be informative as a tool for measuring an
dentifying achievements; and for identifying problems and shortcomings in the per
he library so that action can be taken to remedy these. It should provide information

q

o |

Ilaking, such as goal'setting, budget allocation, prioritizing services and activities, etc.

eliability. A{performance indicator must be reliable in the sense that it consistently f
ame reswitwhen used repeatedly under the same circumstances.

Validity.'The indicator must be valid in that it must measure what it is intended to mea

)\

brary.

nt libraries.
sist in that

uld be done

activity, for
formance of
for decision-

roduces the

sure.

NOTE 1  That some indicators are indirect indicators or rough estimates does not in itself m|

ean that they

are not valid.

d) Appropriateness. The indicator must be appropriate for its intended purpose. That is, the units and
scale must be suitable, and the operations necessary to implement the process of measurement
should be compatible with the library's procedures, physical layout, general environment, etc.

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

If the indicator is intended for comparisons between libraries, a sixth criterion applies.

© ISO

2019 - All rights reserved

23


https://standardsiso.com/api/?name=83033d734e3f63db99f3c52e798cfbfc

ISO 21248:2019(E)

f) Comparability. A library performance indicator allows comparisons between libraries if the same
score, making allowance for the accuracy of the score, means the same level of quality of services or
the same level of efficiency in the libraries to be compared.

[t is vital to ensure that the activities being measured are comparable.
NOTE 2  This criterion is sufficient for ranking libraries according to the score of the performance

indicator, but is not sufficient to determine, for example, that a library with twice the score of another is
twice as good.

5.4 Descriptive framework

5.4.1 Gerjeral

Each indicafor is presented in the standard format described in this subclause.

5.4.2 Name

Each performance indicator shall have a unique, descriptive name.

5.4.3 Background

The background statement describes the actual state and importancg of the service, activity or agpect
the performiance indicator is meant to measure.

The statemdnt shows what is regarded as quality in the service; activity or aspect in national librpries
and what measures/performance indicators have as yet beenused for assessing that quality.

5.4.4 Obijgctive of the performance indicator

The objective of the performance indicator indicates what the indicator is meant to measure in relption
to the library’s goals.

It described what types of services or.activities would benefit most from using the performance
indicator and limitations in the application of the indicator.

It explains punder what circumstanees comparison of results with other national libraries mgy be
possible.

5.4.5 Definition of the performance indicator
The definitipn describes the data that are necessary for the performance indicator and their relatipn.

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

5.4.6 Medlud(a)
This subclause describes the way in which the data are collected and results are calculated.

If more than one method has been shown to be effective for the same purpose, several methods are
described. The descriptions supplied shall not include general statistical methodology such as sampling
procedures, sampling sizes, estimates of confidence intervals, statistical tests, etc.

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

If possible, the descriptions of methods shall indicate the effort necessary for preparation, data
collection and analysis of results.
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5.4.7 Interpretation and use of results

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

The statement names possible reactions to the results in order to achieve better results and explains
what other performance indicators might be useful in the same context.

The interpretation statement may include information about the variability to be expected, such as
seasonal variations or variations in time of day.

5-4‘. SUul LC(D)
References are supplied to document the source of the indicator. The description should $tate clearly
whether the indicator as described in this document is a modified version of the indicator flescribed in
the spurce document.
If thg name of the indicator is different from the one used in the source, the original name i$ supplied in
parenhtheses after the reference.
5.4.9 Examples and further reading (optional)
The teferences given here include documents supplying more detailed information about the use of the
indidator, especially in national libraries, methods of data coll€ction and analysis, etc.
If popsible, examples are given of results when using this.or a similar performance indicaor, in order
to shpw the range of results that may be possible and.to‘help libraries in interpreting their pwn results.
5.5 | List of performance indicators for national libraries
Tabl¢ 1 lists the main functions and activities of national libraries. The performancg indicators
described in this document are grouped with the functions and activities to which they relate, and
referfence is given to Annex A which specifies how the indicators shall be calculated and used.
Table 1 — List of performance indicators for functions and activities of national ljbraries
. . Adapted from
Core function Performance indicator ISO 11620
1 Collection
1.1 Collection A.1.1.1 Percentage of national publications
building acquired by the national library
A.1.1.2 Percentage of required national imprint
. . . B.1.1.2
titles in the collection
A.1.1.3 Usage of foreign publications acquired
during the last 3 years
1.2 Cataloguin A.1.2.1 Coverage of the national imprint in the
’ guing new entries of the national bibliography
A.1.2.2 Percentage of rare materials accessible
via web catalogues
A.1.2.3 Median time of document processing B.3.2.2
s A.1.3.1 Number of documents digitized per
1.3 Digitization 1 000 documents in the collection
A.1.3.2 Percentage of documents digitized per
special collection
A.1.3.3 Number of content units accessed per
o B.2.1.5
document digitized
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Table 1 (continued)

. L Adapted from
Core function Performance indicator 1SO 11620
1.4 Preservation A.1.4:1_ Percentage of the collection in stable B.1.2.7
condition
A.1.4.2 Percentage of rare materials needing
conservation/restoration treatment that re- B.1.2.8
ceived such treatment
A.1.4.3 Percentage of storage space which has B.1.3.4
an appropriate environment T
2 $ervices
2.1. General A.2.1.1 User satisfaction B.2.4.2
2.2 Accessibility A.2.2.1 Shelving accuracy B.1.2.1
A.2.2.2 Direct access from the homepage
A.2.2.3 Percentage of accesses to the online
catalogue via mobile devices
A.2.2.4 Median time of document retrieval
B.1.2.2
from closed stacks
A.2.2.5 Speed of interlibrary lending B.1.2.3
2.B. Reference A.2.3.1 Correct answer fill rate B.3.3.2
A.2.3.2 Speed of reference transactions B.1.2.5
A.2.3.3 Willingness to return B.2.4.3
2.4 Facilities A.2.4.1 User places occupancy rate B.2.3.1
3 Cultural role
3.1 Events A.3.1.1 Number of attendances per event B.2.2.4
A.3.1.2 Number of dpcdments in the media
per event
3.2 Educational A.3.2.1 Percentage of staff time spent on educa-
services tional services
3.8 Research A3.31 Number of research publications per
professional staff member
4 Management
4.] Cost-effective- - A4.1.1 Employee productivity in document B.3.3.4
ngss processing e
A.4.1.2 Employee productivity in lending and
. . B.3.3.5
delivery services
A.4.1.3 Staff costs per title catalogued B.3.3.6
A.4.1.4 Staff costs per loan
A4 15 Percentage of lihrary means received hy
. > b.4.5.1
special grant or income generated
4.2 Staff develop- |A.4.2.1 Number of attendance hours at formal
- B.4.2.2
ment training lessons per staff member
A.4.2.2 Percentage of staff time spent in training
4.3 Cooperation A.4.3.1 Percentage of staff in national and B.4.2.4

international cooperation and projects
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Impact assessment in national libraries

Overview

In this clause, especially in the general definition and description of library impact and impact
assessment methods, this document relies on ISO 16439. This document is restricted to the impact of
national libraries and to describing methods for assessing such impact.

6.2

Definition and description of library impact

6.2.1 General

In regent years, libraries have developed and tested methods for identifying and prowing t
individuals and for society. Being able to show such proof is especially importantfor.'hatio
as their benefits are often indirect and long-term and therefore less obvious tothe general

6.2.1 Definition of library impact

For the purpose of this document, the following definitions apply:

The

input: contribution of resources in support of a library (e/qg. funding, staff, collect
¢quipment);

process: set of interrelated or interacting activities.which transforms inputs into
¢ataloguing, lending, reference service);

output: products of library processes (e.g. titles catalogued, loans, downloads from tH
¢ollection, reference questions answered, attendances at events);

impact: difference or change in an individual or group resulting from the contact
services;

INOTE1  The change can be tangible or intangible.

libraries and which is related to the perception of actual or potential benefit.
INOTE2  Monetary value can be included.

input is convertedinto output by means of processes. Qutput can lead to impact and fin

6.2.3 Effects oflibrary impact

6.2.3.1 <« General

Imp
a)
b)
c)

eir value for
al libraries,
public.

ions, space,

utputs (e.g.

e electronic

with library

yalue: the importance thatSstakeholders (funding institutions, politicians, the public) attach to

nlly to value.

4 £ 43 11:l H L. 1ol Aasardad 2.4 41 £11 3
CL UT'IIativulldl 1T dI'ITS Ldll UT'1 ngllly UIVIUTU 111U LUIIT 1TUIIUVV llls dlTds.
impact on individuals;
impact on the library and information network;

cultural and social impact.

6.2.3.2 Impact on individuals

6.2.3.2.1 General

Impact on individuals generally means the influence of library contacts and library services on
individual persons, but it can also concern whole groups (e.g. a research group).
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ce can have the following effects:

changes in skills and competences;

changes in attitudes and information behaviour;

c) higher success in research, study, or career;

d)

individual well-being.

6.2.3.2.2 Changes in skills and competences

Changes in ysers’ skills and competences can concern basic skills such as searching in online cataldgues

or databases.

Frequent uge of library services can result in an increase of information literacy: the competenice 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, such as a

website, is relevant and reliable.

6.2.3.2.3 (hanges in attitudes and behaviour

Contacts with libraries and their services can result in higher self-eonifidence and independenge in

information|seeking and information use, and in increased motivatien for learning.

Other examples for changes in behaviour and attitudes are as follews.

— Users become aware of the helpfulness of the library’s sexvices.

— Users lgarn to consult a wider range of informatién resources or to deal with subjects from an
interdigciplinary point of view.

— Asaresfult of library events tailored for specific groups, new user groups are attracted to libraries.

6.2.3.2.4 Higher success in research, study and career

Library seryices can further the succéss of users in research, study and learning, or in their profegsion.

In all these greas, the following effects are possible:

— time sayed in information s€eking;

— improvément of resea¥rch skills and critical thinking;

— better dareer chandes by improved information literacy.

6.2.3.2.5 [mpact on individual well-being

Both traditiomatand mew web-based Services of nationat tibrartes cam add to the wetl-beingof imdividual

persons. The following aspects are important:

28

the quiet atmosphere for concentrated learning and research;
the sense of the reliability of the library’s resources and their value for research;

the possibility to learn more about personal family history;

the feeling of equality for all visitors;

the sense of inclusion in society.

the options for contact and communication with other researchers working on the same topic;

© ISO 2019 - All rights reserved


https://standardsiso.com/api/?name=83033d734e3f63db99f3c52e798cfbfc

IS0 21248:2019(E)

6.2.3.3 Impact on the library and information network

National libraries collect the national imprint, but they also provide central services in their country
and beyond, such as metadata for the national imprint, reference services and lending and document
delivery, often via other library and information centres. Other central services can, for example, be a
national catalogue or digital library, a centre for library education or for digitization.

National libraries engage in library and information affairs on a national and international basis. They
joinin library and information research and cooperate nationally and internationally with libraries and
other institutions such as museums and archives.

This dmportant role influences and benefits the national and international librag and-information
network (libraries and librarians, archives and museums, publishers and authors and othémjinformation-
focuged organizations). The following issues are important:

— g saving in time and costs by using the national library’s metadata and information soyrces;
— the assurance of the national imprint being collected, catalogued and preserved;
— the influence of standardized metadata on the quality of the catalogues and bibliographies;

— the possibility of saving storage space and preservation costs by the national library{storing and
preserving the national imprint;

— the reliance on the central services of the national libraryx

6.2.3.4 Cultural and social impact

Cultyral and social impact of national libraries it the sense of this document is the influence of a
natignal library’s existence and its services on:thie population in the country or on society in general.
The ain areas of such influence are the following.

a) Irarticipation in information and education

+ Freeaccess to information: By.giving access to political, social, scientific, economic,|government
and cultural information, nationally and internationally, national libraries gudrantee that
people can participateand make informed choices in political and social life.

+— Open access to metadata and digitized documents: This is especially important for research
and learning.

+ Education<and life-long learning: By providing educational services for children| and adults,
offering programmes for schools and supporting other libraries in the country in preparing
suchservices, national libraries play a key role for the participation of all people in education
and-lifé-long learning.

b) National culture and identity

— National libraries promote the culture and history of the country via exhibitions and other
events and provide information about the country. Thus, they foster the national identity.

— National libraries inspire cultural creation.
c) Cultural diversity

— Inaculturally diverse society, the national library can enable different groups to maintain their
cultural heritage and thus foster diversity and support intercultural and intergenerational
understanding.
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d) Preservation of the cultural heritage

— The special value of national libraries for culture and society in their respective countries
is their responsibility for the national documentary heritage. National libraries collect and
preserve this heritage and provide and ensure permanent access to it for present and future

gen

erations.

While an impact on an individual might be produced by one-time library use, cultural and social impact
will generally show only after a longer time period.

6.2.3.5 Economic value

As the posit
libraries hay

Assessing th
a) In most
calculaf]
b) In othet
region ¢
Showing a

funding wit
part of culty

Methods for
the general

ive effects of libraries on the individual user and on society are in most cases intan
re also tried to show the monetary benefit of their services.

e economic impact of libraries can have two different meanings.

studies, it means measuring the value of library services in terms ©f money, eith
ing replacement costs or costs of time saving, or by using user estimates.

cases, libraries have tried to show the direct positive influence.onthe economic life ¢
r even on the national economy.

monetary value of their services is especially helpful fox/libraries when competin
h other cultural institutions. Assessing the economic value of library services constity
ral economics, where culture is recognized as an ecenomic factor.

establishing an economic value of library services should only be used as a complemse
hssessment of library impact on individuals, institutions and society.

6.2.4 Challlenges in assessing impact

Trying to id
and demand

entify the impact of libraries on individuals, groups and society is a much more con
ing process than collecting inpttyand output data or assessing the quality of the liby
e, The main difficulties for asséssing impact can be summarized as follows.

act is for the most part intangible and difficult to quantify.

ary’s influence is gerenally not the only and possibly not the strongest one.
'm effects canndtbe ascertained if the users are not available for follow-up.
ive data willnécessarily be subjective rather than objective.

staff may'require training to use the methods.

enditure of time and effort can be considerable.

bible,

br by

f the

g for
tesa

nt to

plex
ary’s

performanc
a) Theimp
b) The libn
c¢) Long-te
d) Qualitat
e) Library
f) Theexp
6.2.5 Use

of impact assessment results

6.2.5.1 General

The methods and techniques defined and described in this document can be used for the evaluation
of library impact, as well as for promoting and advocating the value that national libraries provide for
their population and for society.

6.2.5.2 Objective of impact assessment

The objectives of impact assessment can be summarized as follows:

a) tosupport decision making and resource management in the individual library;

30
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b) to justify the resources used for the library’s collections and services;
c) to monitor the findings against results of similar organizations;
d) toinform national or regional organizations in their support, funding and monitoring roles;

e) topromote the library’s role and importance for their users and for society.

6.2.5.3 Reporting and presenting assessment results

The results should be reported in a way that informs the decision-making processes and demonstrates
how thenational ]ihrary fulfils its mission.To gain the full value of the results, ar]nr}nnfn methods of

repr¢senting the data can be essential, aligned with the interests of the different stakeheélder groups.

It is @iseful to illustrate the findings with narrative texts about what has changed due|to library impact,
such|as stories about an increased interest in national history via the national library’s onlife collection
of hiftorical sources, or about schools using the national library’s teaching resaources. Su¢h anecdotal
evid¢nce complements the data and makes a more persuasive case for impact assessment results.

6.3 | Methods for assessing impact of national libraries

6.3.1 General

In the majority of cases the impact of libraries cannot be captured directly, but surrogate measures
have|to be used. Evidence of impact can be collected in the.following ways (see Reference [T7]):

— Impact can be inferred through

— output data;
1+ library performance indicators;

— user satisfaction levels;

— Impact can be observed (through observation, self-recording, or tests);

— Impact can be solicited (through questionnaires, interviews, focus groups, or other methods for
fequesting information er’opinion).

In mpny cases, it has proved useful to combine several methods to obtain reliable results, such as to
back|up statistics thatindicate impact with results from interviews or focus groups.

6.3.7 Inferredevidence

6.3.2.1 <« General

Data-thattibraries—coHect 1c5u1a1 l_y for—thetr—anntal-statisticsor—that t]uc_y assess—via—performance
measurement and user satisfaction surveys can be used for identifying potential impact. Such cases of
inferred impact should be followed up by other methods in order to validate the inference.

6.3.2.2 Statistics indicating impact

An increase or decrease in usage and/or user statistics points to an influence of the library.
Examples of such statistics are:

— number of physical or virtual library visits;

— number of accesses to the national library’s online collections;

— number of attendances at events;
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— number of newly registered users of the age 13 to 18 (young adults);
— number of subscribers to national library metadata;
— number of researchers booking a user place in the reading rooms.

If usage numbers are increasing, the data seem to indicate that the users have adopted new ideas and
practices, such as working inside the national library, using specific online collections, or asking the
reference service.

If the percentage of library users in a specified target group is increasing, this indicates that the
library’s engagement for specified potential user groups has been successful in attracting those groups

and changing their behaviour. Users might have experienced benefits when using the library and fome
again or recpmmend library use to other persons out of their group.
6.3.2.3 Performance indicators indicating impact
Performancp indicators for national libraries are described in Annex A. The indicators evaluatg the
quality of library services and products, not the effect of these services and preducts on users and on
society. However, high quality shown by specific performance indicators allows the assumption of a
positive influence, especially if it is connected to rising usage data.
Examples of such indicators are:
— User plgces occupancy rate
(A high[rate may point to users benefiting from the working possibilities and resources ip the
library.)
— Number of attendances per event
(High aftendance, especially at events promoting the library’s valuable collections, points tp the
public becoming aware of the cultural heritage.)
— Willinghess to return
(A high frate points to users havingbenefited from the library’s reference services.)
It should be|kept in mind that frequent use of library services is not an impact; the assumption should
be corroborpted by methods sueh-as surveys or tests.
6.3.2.4 Uger satisfaction scores indicating impact
Methods for{ assessing.iser satisfaction are described in A.2.1.1.
User satisfaftiontsurveys ask for users’ one-time or long-term experience with library services qr for
experience gompared to expectation. Though satisfaction in itself is not a direct impact in the gense
of this document it can prﬂdicpncp users for hping influenced and can serve as hasis for impdct in

furthering receptivity. High satisfaction rates for specified services of the library can identify library
services that may have had an impact on the individual user’s skills and competences, behaviour or
opinions and on institutional users’ time saving or increase in the quality of their output.

EXAMPLES

learnt something.

High sat

by savin

isfaction with user training can indicate that the attendees acquired new skills.

g time and effort in their work.

Such assumptions should be validated by using methods as described in 6.3.4.

32

High satisfaction with the reference service can indicate that users acquired valuable information and/or

High satisfaction with the speed or accuracy of service delivery can indicate that users have been benefited
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6.3.3 Observed evidence

6.3.3.1 General

“Observed evidence" means observation of user behaviour during and after contact with library
services. This includes:

— observation, either by researchers or by technical devices, e.g. via video-recording, log analysis or
data mining;

— self-recording of users;

— (¢itation analysis: citation of the national library’s collections and services in publicatiolns;
— fests of changes in the knowledge, competencies and skills of library users.

There may be ethical and privacy issues to be addressed when observing and’recording behaviour.
Userf should not be identified in the records of observation without their pesmission.

6.3.3.2 Observation

Unlike public or university libraries, national libraries have no specified clientele or primary user group.
A comsiderable part of the users visits the national library with-aspecific one-time request| rather than
for lgng-term work requiring multiple visits. Therefore, it can’ be difficult to identify charlges of skills
and behaviour in individuals or groups by observational methods. Possible methods are flescribed in
ISO 16439:2014, Clause 8.

6.3.3.3 Self-recording

Bettér adapted to national libraries is the method of self-recording by users, especially of|researchers
worKing in the library or with library resout'ces over a certain time.

Diarjes 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
chanjges in patterns of use or in users’ attitudes as a result of a library intervention.

Example of a diary structurefor’each day (see Reference [42]):

— Qactivity (What were-you trying to achieve?);

— Tesources or serviees used;

— T1esults obtdjned (e.g. any problems encountered, relevant articles found);

— Text stéps (e.g. Do you need more information?).

Self-recerding of users is a cost-effective data collection method for assessing library impagt.

Disadvantages of self-recording are as follows.
— The analysis of the collected data will usually be work-intensive.

— Itcan be difficult to recruit users for a continued participation, as they might perceive the recording
as involving a significant workload.

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

6.3.3.4 (Citation analysis

The collections of national libraries have a high relevance for research, especially the rare or unique
items. National libraries also support research by their services. This can be assessed by asking the
researchers (see 6.3.4).
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A proxy method is the bibliometric analysis of new publications, identifying all publications in which
the authors cite the use of the collections or services of a specified national library (see Reference [47]).

6.3.3.5 Tests

Tests can be used for identifying an increase of skills and competences in users after library contact,
especially after information literacy and other training.

Tests as method for identifying impact have several advantages.

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

There afe numerous standardized forms that can be used.

The response rate is usually high, especially when the test comes after a training programme.

The respilts are clear and non-ambiguous.

For national libraries, tests can be useful for assessing the effect of their educational’services. Natjonal
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evidence of impact means asking for the users’ experience with the library, the ber
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mentionedabove produce qualitative and quantitative data, but also stories and anecdlotes

Surveys are the most-used instrument for determining the extent to which direct or long-term library
impact is experienced by the users or the general public. Libraries have been familiar with user surveys
for decades, mostly enquiring about satisfaction with library services, but also about the types of
activities when users physically or virtually visit a library, or about desired new or changed library
services.

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

— influences that users experienced individually;

— influences that they think national libraries normally have.
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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,
such as the value of a national library for the cultural heritage of a country, 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.

6.3.4.3 Structure and format of surveys

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.

The gurvey should be pre-tested in a sample of the population for which it is meant.
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 poteritial users;
c) telephone surveys of a sample of registered or potential users (feasible for short questipnnaires);
d) Inline questionnaires sent by electronic mail to all or a sampl¢ 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).

Response rates are highest when the interviewees awe-personally addressed, i.e. when questionnaires
are distributed in person with an explanation of the survey goals and the possibility of ihterviewees
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 flisadvantage of both methods is that the respondents might be influenced by the staff or by the
telephone interviewer. These methods als@require greater resources in terms of staff time

Samjple sizes should be large enough te’ensure a return of at least 100 responses and should be strongly
orienftated towards the socio-demographic structure of the total population to reach representative
results. A minimum of 400 responses is recommended for large populations.

Examples of impact surveys for national libraries are given in Annex B.
6.3.4.4 Interviewsand focus groups

6.3.4.4.1 Interviews

Oral|questiening is done in the form of interviews that may be conducted individually or yith groups,
and faee-to-face, by telephone, or via the Internet. An interview is normally handled by an|interviewer

Or m'\r‘nrafr\r (Fnr a grnnp infprvipur)

A special form of interview is the “street survey” where a random sample of passers-by is interviewed
with a list of generally predetermined questions. Such interviews include non-users and are practical
for assessing the general publicity of the national library and common opinion about its tasks and value.

The interactive interview method can address a subject in detail and, in contrast to written
questionnaires, provides immediate response to questions. On the other hand, interviews are generally
more time-consuming and therefore more 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.

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

a)

b) unstruc

c)

structured interviews (scripted with predetermined questions);

tured interviews (giving interviewers freedom to explore topics);

semi-structured interviews (questions are partially prepared in advance).

6.3.4.4.2 Focus group interviews/discussions

Focus group interviews are group interviews in the form of a discussion among a small number
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think that the national library can influence the economics in your country?
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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. Qualitative methods add texture and meaning to the
quantitative data and help identify library impacts.

Examples fo

Method
Time sa

Method

36

r combined methods:

Gain of competencies by attendants of the national library’s educational sessions

s used: tests, interviews, and self-recording
ved by libraries using the national library’s metadata

s used: statistics of libraries using the metadata, questionnaire
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Assessing the economic value of national libraries

6.4.1 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.

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

a) The monetary value of libraries, i.e. the value of library benefits expressed in monetary terms

The benefits produced by library services are calculated in monetary terms; the¥gsult may be
¢ompared with the library’s investment into these services.
b) The economic impact of libraries
Another option is to identify a direct or indirect positive influence of libraries on the egconomic life
f the community, the region or even on the national economy.
6.4.2 Calculating the value of library benefits to users
6.4.2.1 General
The ¢conomic value of national library benefits can be established in different ways:
a) by calculating costs if a similar or related serviceds‘available in the market (replacement costs);
b) by calculating time costs: Monetary values cairbe calculated from the time spent on librjary services
nd the salaries (or average salary) of users;
c) by soliciting user estimates: Users (and“non-users) estimate the monetary value of a|library or a
ibrary service (e.g. a loan) for themselves or for society. This may be achieved by simple estimates,
¢.g. the value of one loan, or methods such as contingent valuation.
6.4.2.2 Calculating replacement costs for library services
Replacement or substitutecosts for library services are calculated based on the costs incufred if users
are forced to use alterhatives. The method assumes that the costs of substituting services provide
usefull estimates of thewalue of library services.
The simplest way{for calculating a monetary value for a specified library service is to ascertain the
curregnt marketyvalue of the service, i.e. the current price at which the service can be bought or sold in
the free market. Only some library services or products are offered in the free market, however.
Examplesfor replacement costs:

— copies made by copying services;

— purchase of cataloguing data from publishers or other institutions;

— digitizing by commercial firms.

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.
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6.4.2.3 Calculating time costs

The premise of this method is that the value that users place on the benefits they receive from library
services is probably at least as great as the value of time and effort that they expend when accessing
and using those services. The time and effort include the following:

— travelling costs;

costs of

the time spent on actually using library services.

This method has not yet been used in national libraries.
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6.4.2.4.3 Contingent valuation

Contingent valuation is an economic method used to estimate the benefits of a non-priced good or service
by examining the implication of not having the product or service. Contingent valuation generally uses
a survey-based method developed to assess the financial value of non-profit organizations and services,
especially projects in health care, environmental protection, education or culture. Contingent valuation
is probably the most frequently used method for the monetary valuation of library benefits.

Persons directly or potentially interested in the library’s services are asked to rate the value in
monetary terms. The monetary estimate is solicited by the following questions:

— willingness-to-pay: What would you pay for maintaining this library/this special library service?

38 © IS0 2019 - All rights reserved


https://standardsiso.com/api/?name=83033d734e3f63db99f3c52e798cfbfc

IS0 21248:2019(E)

— 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;

b) existence value: the value of knowing that the library exists even though the respond
intend to use it;

c) bequestvalue: the value of preserving the cultural heritage for future generations;

d) altruistic value: the value that a non-user places on libraries as institutiens for reg

arning for other people, such as for children or researchers.

as legs reliable.

Contjngent valuation has been most often used in public.libraries (see References [12
The [best-known example of contingent valuation in_libraries is that of the British I
References [72] and [78]). Contingent valuation has.also been used in academic libraries t
the vfalue of periodical collections to users (see Reference [13]).

EXAMPLE 1 of questions (see Reference [79]):

illingness to accept: If public funding for this library ceased, what should the govern
ou as compensation?

illingness to pay: If public funding for this library ceased, how much would you be w
in order to guarantee the survival of the library?

y 50 %?

nvestment in aeceéss: How much would your work be impaired, if this library did not exi
hat additiofialtime would it cost you?

ost of alternatives: What additional costs (not staff costs) would you have per year,
ave to use alternatives for this library?

EXAMPLE 2 of questions (see Reference [13]):

ent does not

reation and

on services
y, the values
ind are seen

| and [46]).
Library (see
p determine

ment pay to

illing to pay

rice elasticity of demand: In what way would your use of this library change, if prices went up

st anymore?

f you would

Question: Where would you obtain the journal article if it were not available through the library?

— I'would not bother getting the information.
— I would obtain the information from another source (please specify source).

Those who would use an alternate source to the library are asked this follow-up question:

— In order to obtain the same information, I would expect to spend... minutes of time and/or $.
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6.4.3 Economic impact analysis

Economic impact analysis identifies the direct and also the indirect (multiplier) effects of library
expenditure on economies, especially on the local economy. The library can be seen as a local employer
and a purchaser of local goods and services or as attracting tourists and visitors.

a) Local impact: Libraries support the local or regional economy by
— regularly buying media and materials for their tasks;

— placing orders for binding, conservation and preservation (microfilming, copying, digitization);

— spehding funds on utility management (e.g. heat, light, water, sewage, or cleaning);

— propiding employment to a number of persons;

— supporting retail stores or accommodation facilities in their surroundings by their users.
b) Influeng¢e on the regional or national economy:

Nationafl libraries can positively influence the academic or professionat success of their ysers.
Higher {nformation literacy in the population, quick and good qualifications can in their partjhave
an impdct not only on the local and regional, but even on the national economy.

6.5 Assegsing impact on a specified target population

6.5.1 General

National libtaries have no defined clientele, but offer mostwof their services to all interested persong and
groups. Thejr users can, however, be differentiated intp/certain target groups that would be influgnced
in different vays by the contact with the national library’s services (see 4.2).

6.5.2 Asspssing impact on researchers

6.5.2.1 General

National libraries play a major r@le-as cultural memory institutions, not only by the systemnatic
collection of the national imprint; but often also by their considerable holdings of rare materials,|such
as manuscr|pts, incunabula and)rare books. The research based on these collections constitut¢s an
important cpntribution to tHenational and international cultural history.

Generally, nptional libraries place their collections at the disposal of researchers with no limitations,
provided that there are‘no legal or conservational concerns.

National libraries/document and describe their specific collections in the most scholarly way. Beyond
that, they offten.carry out scholarly work on collection objects, for example, scholarly editing.

National libraries support and collaborate in research projects and present the results of research
on their collections to the public in the form of publications, databases, and exhibitions, preferably in
digital format.

6.5.2.2 Impact onresearchers

Researchers are here defined as persons doing research for academic, commercial or personal reasons;
this includes future research.

All aspects named in 6.5.2.1 are valuable for researchers. The main advantages are the following.

— Researchers canbe secure that even rare titles from the national imprint are available and accessible
in the national library.
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— In many cases, they find special collections for their specific research subjects.

— Working in the library offers options for contact and communication with other researchers with
the same topic.

— Researchers can make use of the broad knowledge about the collections that library specialists
have built up.

— The quiet atmosphere in the reading-rooms supports concentrated research.

— Thelibrary’s activities in promoting its holdings can initiate and support research projects.

The i
— 1

— ¢

6.5.2

Stati
EXAN

mpact on researchers can consist of:
ime saved by using the library’s comprehensive collections and information services;

bssential information gained that could be found nowhere else;

— Iigher success in research projects and publications;

ore contacts with the national and international research community.

.3 Methods for assessing impact on researchers

stics of library use can indicate impact.

PLE 1

umber of researchers booking a user place in the reading rooms;

umber of research projects where the national library cooperates.

Resullts of performance indicators can point to impact.

EXAN

IPLE 2  Willingness to return (to the(reference service).

The influence of the national library’scollections on research can be assessed by a bibliome

of ndg
serv

The
inter

— 1

— 1

w publications, identifyingsall publications in which the authors cite the use of the c
ces of a specific national .library.

view, in discussiongroups or by survey. It has proved practical to combine questions g
he respondents’activities when using the library’s services (onsite or remote);

heir satisfaction with the library’s services;

— ossible’benefits received.

tric analysis
llections or

most effective way (for® assessing impact on researchers is to question them, either in direct

s to:

Ane

mmp]p of a survey for researchers is shown in Annex R

6.5.3 Assessing impact on educators and learners

6.5.3.1 General

National libraries play a key role for the participation of all people in education and life-long learning.
They enhance learning and knowledge creation and further the understanding of the national history,
culture and society.

National libraries provide learning sessions, learning materials and educational programmes for
children and adults, usually in digital form. These educational services are generally based on the
comprehensive national collections.
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National libraries join in national programmes for promoting literacy and digital literacy.

National libraries offer educational services for teachers and schools and cooperate with other libraries
in the country in preparing and offering such services.

6.5.3.2 Impact on educators and learners

Educators and learners are here defined as all persons engaged in teaching and/or learning, from
schoolchildren to teachers and lifelong learners.

All aspects named in 6.5.3.1 can impact teachers and learners.

Individual l¢arners, whether children or adults, can experience the following (see 6.2.3.2):
— changeq in skills and competences;

— changegq in attitudes and information behaviour;

— higher quccess in school, study, or career;

— better ynderstanding of and identification with the national culture;

— individyal well-being.

Impact on t¢achers and educators can consist of:

— time sayed by using the programmes prepared by the librarycand the expertise of the library’s staff;
— higher ¢ffectiveness in teaching;

— options|for contact and communication with other teachers using the same programmes.

6.5.3.3 Mepthods for assessing impact on educators and learners
Statistics offlibrary use can indicate impact:

— number]of teachers booking learningsessions for their school classes;
— number|of accesses to online learning materials of the library.

Impact on ijdividual persons asS-described in 6.5.3.2 can be identified:

— by testdbefore and afteyusing learning materials or attending learning sessions of the library (see
6.3.3.5)

— by self-fecordingwhen using learning materials (see 6.3.3.3);

— by questiofiing the onsite or remote attendants of learning sessions or programmes after the ¢vent
(by intefrview or questionnaire):

— by questioning the users of digital learning materials when leaving the website (by questionnaire).
Impact on teachers/educators can be identified by surveys and interviews asking for:

— thegainininformation and teaching skills by making use of the library’s programmes and materials
and the staff’s competence;

— time saved by making use of the library’s programmes and materials;

— skills and information gained by contacts with other teachers using the same programmes and
materials.
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6.5.4 Assessing impact on the general public

6.5.4.1 General

The existence of a national library, its collections and its services can influence the general public, i.e.
the cultural, political and social life in the country.

The

a)
b)

6.5.4.2 Impact on the general public

Indivyidual persons that are influenced by contact with national libraries will uswally be
p.5.2) or educators or learners (see 6.5.3). Other persons can be visitors of exhibitions and other

(see

evenfs, or library visitors with an interest in the rare collections or the architecture. Im
librafy visits, which would include visits to online events, can be:

The

public, even if they have only a general idea of a national'library and no personal experience
namg¢ the following potential benefits.

6.5.4.3 Methods for assessing impact on the general public

Impdct on individual persons as described in 6.5.4.2 can be identified:

general public is defined here as:

the population in the country (and beyond) as a whole;

enjoyment, well-being;

increase of knowledge, new ideas;

mpact of national libraries is less perceptible in imdividual cases than as a general in

National libraries serve as symbols for the national culture and further national identit

By collecting and preserving the national documentary heritage, national libraries gu
future generations will also havepermanent access.

By giving general access to their national collections, national libraries support equ
information.

By promoting their collections in exhibitions and events and on Internet platforms, natio
gupport educational’activities for children and adults.

uestionnaire);

¢hanges in attitudes, for example, concerning the valuelef the national cultural heritage.

researchers

pact of such

h

fluence. The
will usually

y.

hrantee that

al access to

nal libraries

hterview or

$y questioning the users when leaving the physical library and/or event (by i

by an online questionnaire offered when the user quits the online event.

Impact on the general public, i.e. the cultural, political and social life in the country, can also best be
assessed by the methods described in 6.3.4: surveys, interviews and group discussions. In order to
identify this impact, the questioning should include non-users who may have distinct views about the
value of a national library.

Questions to be asked could be:

whether the interviewees know the national library in their country;
what functions and services they associate with the national library;

what groups out of the population they suppose are national library users;

© IS0 2019 - All rights reserved
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— what influences they think national libraries normally have (currently and in future).

An efficient way of catching the public opinion about national libraries is the “street survey”, where a
random sample of passers-by is interviewed with a list of generally predetermined questions.

6.5.5 Assessing impact on the library and information network

6.5.5.1 General

Most national libraries play a major role in the library and information network of their country, often
also beyond their county. The weight and importance of national libraries in this context are influenced
by the libraty and information policy in the country and by the structure and resources of thedilbrary
landscape in) the country.

The role of the national library in the library and information network will generally havethe following
aspects.

— Due to their collections, national libraries are often the last resort for documents, especially for
publications in the national imprint.

— Nationa|l libraries support librarians by providing information based-on their huge national and
international collections.

— Nationall libraries are usually the principal agents promoting natienal and international cooperption
of the liprary network and with institutions such as museums-and archives.

— Nationall libraries are often responsible for managing centrdl library services, e.g. resource sharing
systemg, interlibrary loan, central catalogues, a digitization centre, a national digital librdry, a
centre fpr library education, or a centre for international standard numbers.

— Nationa|l libraries join in the development of¢tmethods and standards for the description and
preservation of the national documentary heritage.

In countrie§ where resources in libraries aré scarce, national libraries sometimes support the seryices
of other librpries, especially of public libraties.

6.5.5.2 lleact on the library and information network

All aspects named in 6.5.5.1 cafi-iimpact other libraries or information-focused organizations. The main
features of quch impact are as-fellows.

— Reliance on the natignal imprint being collected and permanently accessible can save efforf and
storage(space.

— Using the national library’ s cataloguing records will not only save labour costs, but guargntee
quality pnd consistency of catalogues and databases.

— Time and costs can also be saved by using the national library’s information services.

— Central services managed or co-managed by the national library can support other libraries in
various tasks.

— New methods and techniques that are developed or co-developed by national libraries, such as new
cataloguing rules or long-term preservation techniques can further the organizational or technical
development in the national network and in individual libraries.

6.5.5.3 Methods for assessing impact on the library and information network

Usage and user statistics can indicate that the national library’s services benefit the library and
information network.
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mples of such statistics are:
number of libraries and/or other institutions using the national library’s metadata;

retention of customers buying services from the national library;

— number of information professionals attending training sessions offered by the national library.

Some performance indicators can help to identify an impact of the national library.

Exa

The

groups and surveys.

Quesgtions in interviews, focus groups and surveys could ask for:

Survpys, interviews and discussions colild also be used for assessing the feeling of reliance

byt

Aco
potential benefits might be most effective.

6.5

6.5..1 General

Natignal libraries cooperate with the publishers in their country in collecting the national d
heritage¢ The delivery of one or more copies of all print materials published in the country to
librafy - called legal deposit - is generally regulated by law or legal regulations. Other meé
as plotographsanmdaudio-visual documents ctamr be-included—Today, fegatdeposit often

.4 Assessing impact on publishers and authors

mples of such indicators are:
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service?

Usage of foreign publications acquired during the last 3 years (see A.1.1.3): Does
library’s foreign collection correspond to the needs in the country?

most effective methods are those described in 6.3.4 Solicited evidence) namely inter

direct impact of national library services on cataloguing quality and speed of catalogui
ime saved by using the services of the national library;
¢osts saved by using the services of the national library;

§torage space saved by relying on the national library collecting the national imprint;

¢hanges in individual libraries by using methods and instruments developed by the nati

Plle existence of the national libraryand its mission of preserving the national documents

bination of questions asking for satisfaction with the national library’s services and

the value of the national library’s foreign colléction for the individual library’s clientelg;

’s reference

the national

views, focus

ng;

onal library:.

hind security
iry heritage.

for actual or

pcumentary
the national
terials such

also covers

preprints of editions, material published digitally and/or online such as websites, blogs, eBooks and
electronic journals.

6.5.6.2 Impact on publishers and authors

Publishers are generally obliged to deliver their publications free of charge to the national library. On

the

other side, they benefit in various ways from the legal deposit system:

The national library engages to catalogue the deposited publications and to record

them in the

online catalogues and the national bibliography, where they are searchable for everybody.

The national library undertakes the long-term preservation of the publications as
national heritage. Thus, the publishers might dispense with an archive of their own.
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— The national library often organizes the ISBN, ISMN and ISSN systems that publishers can use.

overview of the yearly national imprint.

The impact on publishers by national library services concentrates on these issues:

a saving in time by using the national library’s metadata and information sources;
a saving in costs by using the national library’s metadata and information sources;

the reliance on the national imprint being collected, catalogued and preserved;

By establishing statistics of the media production in the country, the national library can give an

the incl;

Authors hay
offers suppd

6.5.6.3 M

For assessin
calculate or
production.

For identify
costs could
the archive)

Surveys and
and speed o

Surveys and
existence off

the infl\llence of standardized metadata on the quality of the records;

1sion of the records in the national bibliography, making the publications searchable;

the promotion of the deposited publications by author readings, exhibitions, etc.

e the additional benefit that the national library pays attention to author rights and
rt for authors in this question.

pthods for assessing impact on publishers and authors

g the time saved by using the services of the national library, publishers could be ask
estimate the time their staff would need for producing-catalogue records for the publis

ng the costs saved by publishers by using the services of the national library, replace
be assessed (e.g. the publisher buying catalogiling data elsewhere or renting building
or the costs of staff time saved could be calctlated.

interviews could ask for the direct benefits by the national library in cataloguing qu
f cataloguing.

| interviews could also be used for assessing the feeling of reliance and security b
the national library and itssmission of preserving the national documentary heritage.

A combination of questions asking fop satisfaction with the national library’s services and for actu

potential bej
6.5.7 Ass

6.5.7.1 G

National liHi

nefits might be mostieffective.
bssing impacton-public administration

tneral

raries often provide services to the legislative, executive and judicial branchd

bften
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s for
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bs  of

government

. [lisome cases, they even combine the functions of national and parliamentary library.

Services for

governmental institutions can include the following.

all national policy issues.

The library supplies items from its collections by lending, copying and digitizing services.

The library helps in analysing and evaluating information.

The national library’s comprehensive national collections are the primary information resource on

The library offers a wide range of research services and supplies relevant information worldwide.

Additional tasks might be taken over by the national library if there are no special parliamentary or
governmental libraries in the country.
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6.5.7.2 Impact on public administration

Public administration is here defined as all institutions belonging to the legislative, executive and
judicial branches of government.

All services named in 6.5.7.1 can impact the work of these administrative units. The main aspects of
such impact are as follows.

— The awareness that the national imprint is searchable and reclaimable in the national library gives
security in information seeking.

n

— Time and costs can be saved by using the national library’s research and supply services.

— The library helps to gain increased knowledge about national policy issues.

— Governmental institutions can make use of the broad knowledge about the colleetions|that library
gpecialists have built up.

6.5.7.3 Methods for assessing impact on public administration

Usage and user statistics can indicate that institutions of public administration have benefifed from the
natignal library’s services.

Examples of such statistics are:
— number of members of these institutions using the national library’s reference serviceg;
— Iumber of loans by institutions of public administration.

Somg¢ performance indicators can also help to identify an impact of the national library.

An example of an indicator is as follows:

— Villingness to return (see A.2.3.3): Do users from institutions of public administration repeatedly
wse the national library’s reference'service?

The most effective methods are.those described in 6.3.4 Solicited evidence, namely interyiews, focus
groups and surveys.

Quedtions in interviews, focus groups and surveys could ask for:

— the value of the libsary’s national collections for handling national policy issues;
— the gain in information by making use of the library’s support services;

— {ime sayved’by using the library’s services;

— ¢osts.saved by using the library’s services.

A combination of questions asking for satisfaction with the national library’s services and for actual or
potential benefits might be most effective.

6.5.8 Assessing impact on business

6.5.8.1 General
National libraries can influence the local, regional or national economy by supporting business in

starting up and growing new enterprises. This is especially effective for small- and medium-sized
enterprises.
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The national library’s expertise and collections can give help during the development of a business idea,
in the start-up phase, and during the further development. The main areas for such support are:

market

research and competitor analysis;

legal aspects;
tax regulations;
drawing up of a business plan;

finding possible sources of finance;

use of s
digital 1
protect
— tips for
The library

busines

databag

governy

Information
sessions, wd

6.5.8.2

All aspects
impact are:

— time an
new ide|
increas

informd

higher f

6583 M

pcial media for the business;

harketing;

on of trademarks and intellectual property;

presenting business ideas.

pffers reliable and relevant information for these issues, e.g.:

5 directories;

es on a wide range of topics, including law, health and business administration;
hent publications containing information relevant to‘business and industry.

and support by the library can be deliveredi\via one-to-one advice sessions, lea
rkshops and webinars.

Imppact on business

hamed in 6.5.8.1 can impact business start-up and development. The main features of

 costs saved by using thenational library’s support services;
as for business start-up‘and innovation;

bd knowledge aboutthe regional and national market;

tion gained that'could be found nowhere else;

inancial Success.

pthods for assessing impact on business

ning

such

Usage and user statistics can indicate that business people have benefited from the national library’s

services.

EXAMPLES of such statistics are:

— number of persons using the national library’s business support;

— number of persons attending onsite and/or online training on business topics offered by the national

library.

Some performance indicators can also help to identify an impact of the national library.
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EXAMPLE of an indicator:

— Willingness to return (see A.2.3.3): Do business people repeatedly use the national library’s
reference service?

Impact on individual persons can be identified:
— by questioning users when leaving a one-to-one advice session;

— by questioning the onsite or remote attendants of learning sessions or programmes after the event
(by interview or questionnaire);

y questioning the users of digital learning materials when leaving the website (by quéstionnaire);

y tests before and after using learning materials or attending learning sessions,of,thellibrary (see
.3.3.5);

Groups of business people can also be interrogated in focus or discussion groups:
Questions in interviews, focus groups and surveys could ask for:

— new ideas, better knowledge of the market options for the specific business;

— thegainininformation and searching skills by making use of the library’s programmes and materials
dnd the staff’s competence;

— {ime saved by using the services of the national library;
— ¢osts saved by using the services of the national }library (see 6.4.2).

A coinbination of questions asking for satisfaction;with the national library’s services and for actual or
potential benefits might be most effective.
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Annex A
(normative)

Description of performance indicators

A.1 Collection

A.1.1 Coll
A.1.1.1 Pe

A1.1.1.1

One of the
conventiond
photograph

In most cas
coverage of
have also st

A1.1.1.2 (

ection building

rcentage of national publications acquired by the national library

Background

main tasks of a national library is to collect the national produetion of publicatio

5 and audio-visual documents.

s, this is realized via legal deposit, although legislation<in the countries differs as t

hrted collecting websites (archiving the web) by harvesting techniques.

Dbjective of the performance indicator

This performance indicator assesses to what degree-the library covers the national production.

The indicat
non-comme

A1.1.1.3 1

This perfor}
been acquif
catalogues,

The nationa|

r shows whether the library has an‘adequate awareness of and access to commercia

Definition of the performance indicator

ed by the national library and that is accessible through the national library’s o
ncluding the national bibliography.

| imprint is défiried as all documents of all formats published in the country.

Tlhe definition includes commercial and non-commercial publications.

ebsites are excluded.

1t £l dad
T

| or electronic format. This may include cartographic and music documents, pict]

materials and formats and the methods used to ensute the acquisition. National libr

Fcial institutions producing documents and whether its claiming procedures are effect

mance indicator is the petrcentage of the national imprint in all possible formats tha
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NOTE 1
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NOTE3 Pt
NOTE 4
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programmes) are excluded.

A.1.1.1.4 Methods

Al11.1.41

General

Publications that do not fall within the collecting criteria of the library (e.g. posters or exhibition

It is preferable to calculate the indicator separately for commercial and non-commercial publications,
and within those two categories to calculate it for each type of document and each format separately.

Non-commercial publications may be subdivided into government and private publications such as

those publis

50

hed by associations, organizations, and companies or by self-publishing.
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The calculation should focus on a particular year of publication (e.g. coverage of publications published
in year XXXX), and the evaluation should be conducted up to three years after that publication year.

A.1.1.1.4.2 To assess the coverage of commercial publications

Count the number of publications of any given year listed in all publishers’ catalogues or in a central
publishers’ database. Count the total number of these, acquired by the national library.

If that is not feasible, a random sample of publishers’ catalogues may be taken.

The percentage of national publications acquired by the national library is calculated as shown in
Fornmut= r|A.1\|.

-;lxwo (A1)
1

wherte

A is the number of titles published in any given year as listed in publishers’ catalogugs or a pub-
lishers’ database, that have been acquired by the library;

B is the total number of titles published in any given year and listed in the publisherq’ catalogues
or database.

Rourd off to one decimal place.

A.1.1.1.4.3 To assess the coverage of non-commertcial publications

Courlt the number of titles in a representative sample of catalogues and bibliographies (e.g. catalogues
of official publications per organization, catalogues of different commercial and nonjcommercial
orgahizations, regional bibliographies) of any given year. Count the number of these that have been
acqujred by the national library.

Calcylate the percentage of national’ publications acquired by the national library as shown in

Formula (A.2):

-;lxwo (A.2)
1

A is thenumber of titles in the sample that have been acquired by the library;

isithe total number of titles in the sample.

publications

Count the number of titles in a random sample of commercial publications (publications with an ISBN/
ISSN) and non-commercial publications (publications without an ISBN/ISSN) listed in the national
union/virtual catalogue and published in any given year.

Count the number of these that have been acquired by the national library.

Calculate the percentage of national publications acquired by the national library as shown in

Formula (A.3):

A
—x100 A3
B (A.3)
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where

A is the number of titles in the sample that have been acquired by the national library;
B is the total number of titles in the sample.
Round off to one decimal place.

Commercial and non-commercial publications should be evaluated separately.

NOTE1 Tlis method is less time-consuming, but results are less accurate than in Formula (Asl] and
Formula (A.2).

NOTE 3 N¢n-commercial publications are presumably underrepresented in the catalogue.

A.1.1.1.5 Interpretation and use of results

The results| concerning commercial publications are reliable as far as publishers’ catalogues|or a
joint publis:ﬁers’ database exist. The results concerning non-commercial publications are reliablg per
organizatiof if complete and recent catalogues exist. Sources like regional bibliographies have varying
degrees of reliability, depending on the method of compilation. Results-ffom using the national upion/
virtual catalogue as the source for list checking also depend on theccomprehensiveness and metadata
quality of the catalogue.

If the result§ show a low coverage of the national imprint, actiens to be taken could be:
— to build[and maintain a current database of contacts to,publishing institutions;

— to promote the library’s task of collecting the natienal imprint;

— toraiselawareness among publishers of the importance of legal deposit;

— to imprpve methods for delivering matetials by publishers.

The existence of regional libraries insthe country that collect the regional imprint can affecf the
indicator. Tle national library should'be in close contact with such libraries.

A.1.1.1.6 Source

See Referenge [83].

A.1.1.1.7 Example$ and further reading

The Nationgl Library of the Netherlands collects commercial and non-commercial publications df the
national imq)rint, delivered on a voluntary basis.

In 2005, the coverage of the deposit collection was examined separately for books with an ISBN, books
without an ISBN and current periodicals (see Reference [83]). A random sample of titles published in
2003 was checked in the first half of 2005. For books with an ISBN, the Dutch ISBN database was used
as bibliographic source. The coverage was 95 %. For books without an ISBN, mostly “grey” literature,
the Pica database was used. This database holds the records of many academic, special and large
public libraries in the Netherlands. The coverage was 70 %. For periodicals, the sources used were a
handbook of periodicals in the Netherlands and again the Pica database. The coverage was 94 % and
84 %, respectively.

The Swiss National Library used the indicator in its 2012 study on the coverage of the acquisition of
printed monographs published in Switzerland in 2010 (see Reference [54]). The study used the list
checking method developed at the Koninklijke Bibliotheek[83] to evaluate the results of the list produced
by Swissbib, the Swiss union catalogue. The study found that the rate of coverage for commercial
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publications (with an ISBN) was 94,9 % (revised) and that for non-commercial publications or grey
literature (without an ISBN) was 88,2 % (revised).

The National Diet Library of Japan assessed their coverage of national publications published during
the year 2014. They counted government and private publications separately. The results are as follows

(see Reference [57]):

— Government publications (national) 99 %,;
— Government publications (local governments) 88 %;
— Brivatepubltcations{tbooks} 99-9%;
— Hrivate publications (periodicals) 88 %.
The Austrian National Library evaluates its coverage of commercial publications by taking a sample
of 2€ publishers from 198 publishers of the sector arts and culture. The title$ |of these pyublishers are

chec
(see

A sty
Refel
publ
four
11 %

A.1.]

A.1.]

ked in the catalogue of the Austrian National Library. The result for 2015'was covera
Reference [58]).

dy was conducted in Pakistan using the published catalogues of a sample of 200 pul
rence [49]). The list checking method was used to compare thé-publications listed in
shers’ catalogues and the ones deposited at the National-hibrary of Pakistan during
years (2010 to 2013). The results revealed legal deposit.compliance in the four yearg
to 30 %.

.2 Percentage of required national imprint.titles in the collection

.2.1 Background

The inain task of national libraries is to collect the national imprint, in most cases via legal
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A.1.]
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nal imprint includes publications_in*all formats, commercial and non-commercial
Collection policies of national libraries differ as to the inclusion of ephemera or web
policy is in most cases regulated by legal statutes.

ollection of the national itnprint should be as far as possible comprehensive, if the collg
not exclude certain materials. In all probability, its spread of titles will therefore b
um of all other libraty collections in the country, as it can include national materials t
'y collects.

.2.2 Objective of the performance indicator

performance indicator assesses to what extent national imprint titles in demand h
ed by ‘the library.

Com

parisons between national libraries may be possible, if similar collection policies are fd

ge of 97,7 %

blishers (see
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llowed.

A.1.1.2.3 Definition of the performance indicator

This performance indicator is the percentage of national imprint titles required by at least one user
that has been acquired by the national library.

NOTE1 The national imprint is defined as all documents of all formats published in the country, except
websites.
NOTE 2  Titles can, for the purpose of this indicator, include individual articles in journals or books, if they are

included in the total number of titles as well. What is included has to be stated explicitly in each case.

NOTE 3

individual users or other libraries.
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This performance indicator yields less correct results than indicator A.1.1.1, but it is simpler to use and,
as an estimate, may be sufficient.

A.1.1.2.4 Method
Draw a random sample at different times of national imprint titles required by at least one user.
Record for each title in the sample whether the library owns a copy of that title.

Calculate the percentage of required national imprint titles in the collection as shown in Formula (A.4):

A
—x100 A4
B (A-4)

where

A isthe number of required titles in the sample owned by the national library;
B s tIe total number of required titles in the sample.

Round off tq one decimal place.

It is useful tp evaluate commercial and non-commercial publications separately.

For those tywo categories, it can also be useful to evaluate each type of document and each format
separately.

A.1.1.2.5 Interpretation and use of results

The indicatqr is an integer between 0 and 100. It estimates the probability that a title required by auser
is in the librpry’s collection.

A high scofe indicates that the library fulfils its task of collecting the national imprint (i
comprehengive way.

5
)

A low score [indicates an inadequate coverage of the national production by the national library.
Actions to b taken could be:

— to evalyate incoming userréquests and try to acquire missing items;

— to build[and maintaina ¢urrent database of contacts to publishing institutions;

— to promjote the library’s task of collecting the national imprint.

The existence ofiregional libraries in the country that collect the regional imprint can affecf the
indicator. Tlre national library should be in close contact with such libraries.

A.1.1.2.6 Source
See ISO 11620:2014, B.1.1.2[5].

A.1.1.2,7 Examples and further reading

The German National Library tested this indicator for 2 weeks in March 2017. Of 101 requests, 59
concerned national imprint titles, of which 48 = 81,3 % were owned by the library!. Such data should
be validated by repeating the test at different times of the year.

1) Not published.
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A.1.1.3 Usage of foreign publications acquired during the last 3 years

A.1.1.3.1 Background

The main task of national libraries is to collect the national imprint, in most cases via legal deposit.
The national collection usually also includes literature in the national language(s) published outside the
country and foreign literature related to the country.

Many national libraries also develop encyclopaedic or specific subject collections without taking
into account the country of origin. As the collection of foreign publications is selected deliberately to
meet the needs of the library’s users, the usage of that collection shows the adequacy of the library’s

colle
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.3.2 Obijective of the performance indicator

performance indicator assesses the extent of the demand for new documents in
cations collection.

ndicator can also be used to assess the fit of the foreign collection/to the requirer]
['y’s users.

.3.3 Definition of the performance indicator

performance indicator is the total number of loans #interlibrary loans + electron
ery transactions during the reporting year from théforeign publications acquired du
 years, divided by the total number of foreign publications acquired during the last th

1  Electronic resources are excluded.

2  Onsite loans are included.
.3.4 Methods

.3.4.1 Count the number ofiloans + interlibrary loans + electronic document delivery
tered during a year from the foreign publications acquired during the last 3 years (i
Fting year). Establish thé total number of foreign publications acquired during the last 3

usage of foreign (publications acquired during the last 3 years is calculated a

ula (A.5):

4—><100

the foreign

hents of the

¢ document
ring the last
ree years.

fransactions
hcluding the
years.

5 shown in

(A.5)

is the total number of loans + interlibrary loans + electronic document delivery transactions

registered during a year for foreign publications acquired during the last 3 years;

B is the total number of foreign publications acquired during the last 3 years.

Round off to one decimal place.
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A.1.1.3.4.2 Take a sample of foreign documents acquired during the last three years. Establish the
number of loans + interlibrary loans + electronic document delivery transactions from those documents.

The usage of foreign publications acquired during the last 3 years is calculated as shown in

Formula (A.6):

AXIOO
B

where

(A.6)

A

is the Total number of Toans + Interlibrary loans + document delivery transactions regis

durjing a year for the publication in the sample;

B

Round off td

is the total number of publications in the sample.

one decimal place.

A.1.1.3.5 Interpretation and use of results

A high score
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ng user requests;

1g user needs by surveys of individual users.or other libraries.

r is likely to be influenced by extensiyé.collections of foreign publications in other libr]
Y.
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28118:2009, A.4.1[11].

Examples and furtherreading

| Library of Finland acquired 42 211 foreign publications during the years 2005 to
14 338 loansdregistered for these documents during the same period. The indicator W

| Libkary of Sweden acquired 18 320 foreign publications during the years 2014 to !
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4andIodN1e Tho 104 waazanldlbha 42 9 0/ 2)

between 20

iIcatba
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A.1.2 Cataloguing

A.1.2.1 Coverage of the national imprint in the new entries of the national bibliography

A.1.2.1.1 Background

Most national libraries publish the cataloguing data of the national imprint in the national bibliography.
It is important for access to the national imprint that new publications are acquired and catalogued as
soon as possible. Therefore, speed is generally seen as an important criterion of the quality of national
bibliographies.

2) Not published.
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A.1.2.1.2 Objective of the performance indicator

This indicator assesses the library’s speed of acquisition and cataloguing and, therewith, the efficiency
of its processes.

The performance indicator does not measure the quality of the cataloguing data.

A.1.2.1.3 Definition of the performance indicator

The indicator is the percentage of new entries in the national bibliography that refer to publications
published during the last two years.

The performance indicator may be calculated separately for different types or categorie$-of material.

A.1.2.1.4 Method

For gne year, count the number of entries appearing in the national bibliographywhich were published
duripg that year and the preceding year.

EXANIPLE For entries in the national bibliography of 2015, the number.6fpublications that were published
in 20114 and 2015 are counted.

If it if not possible to collect the data via the automated system,a‘tandom sample should beg taken.

The [coverage of the national imprint in the new entries, of the national bibliography|is equal to

Formula (A.7):

-;lxwo (A7)
1

wherte

A is the number of new entries for{publications of the last 2 years;
B is the total number of new éntries in the national bibliography during one year.

Rourjd off to the nearest integeér.

A.1.2.1.5 Interpretation-and use of results
The performance indicator is an integer between 0 and 100.

A high score would be seen as good. It means that the national library’s acquisition and|cataloguing
processes are'efficient.

A low pé€rcentage could have a variety of causes:

— insufficient claiming procedures;

— late awareness of new publications, especially of non-commercial publications;
— backlogs in cataloguing;

— time delays between cataloguing and insertion of titles into the bibliography.

In the case of low scores, the library should investigate whether its acquisition or cataloguing
procedures are at fault. If acquisition seems too slow, the library could try to increase the number and
type of sources for the acquisition and to improve its relations with publishers. If cataloguing seems too
slow, the library should review the workflow for cataloguing.
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It should be kept in mind that there are other quality criteria for the national bibliography beside speed.
More details as to the quality of the national bibliography can be gained by surveying the main users of
the bibliography, e.g. other libraries.

A.1.2.1.6 Source
See ISO/TR 28118:2009, A.2.1[11],

A.1.2.1.7 Examples and further reading

Several national libraries count yearly the number of new entries in the national bibliography; see for
example theg British Library and the national libraries of the Netherlands, France and Finland.

The British |Library, the National Library of the Netherlands and the National Library of Estonig also
count the different types of material that have been catalogued during one year.

The Nationgl Library of Estonia has calculated the performance indicator for four types of matgrials
registered ip the Estonian national bibliography in 20153). The percentage of new.entries (2014 and
2015) was:

— for booKs (incl. eBooks): 95 %;
— for sheet music (incl. electronic) 96 %;
— for maps (incl. electronic): 91 %;
— for audip-visual recordings (incl. electronic): 57 %:

The Germar National Library tested the performance.indicator for 3 different sections of the German
national bibjiography3). In 2006, the percentage of newséntries (2005 and 2006) was:

— for cominercial publications: 91 %;
— for non-rommercial publications: 78 %);
— for doctpral dissertations: 59 %.

The Austrian National Library uses the indicator as described in ISO/TR 28118. In 2010, 85 % df the
titles in the pational bibliography Were new entries, in 2015 even 86 % (see Reference [68]).

The Nationz:lll Library of Spaihtested this performance indicator in 2014 and 2015 to assess the curifency
of the national bibliography. In 2014, 96 % of the new entries were from 2013/2014; in 2015, even P7 %
were from 2014/2015(see Reference [18]).

A.1.2.2 Percentage of rare materials accessible via web catalogues

A.1.2.2.1 Background

National libraries generally possess considerable collections of rare materials such as manuscripts,
incunabula and rare books. Such collections are sometimes not yet fully catalogued, or the cataloguing
data are only searchable via book, card or manuscript catalogues.

Such older catalogues are gradually converted into online catalogues in order to make the titles
accessible for everybody via the web. The titles are either included in the main online catalogue of the
library, or there are separate web catalogues for specified groups of rare material.

The national library sometimes also has the responsibility for the national database of incunabula or
manuscripts.

3) Not published.
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A.1.2.2.2 Objective of the performance indicator
The performance indicator assesses whether the records of the rare collections are accessible via the web.

The performance indicator also measures the library’s engagement in promoting its rare collection.

A.1.2.2.3 Definition of the performance indicator

This indicator is the percentage of rare materials in a national library’s collection the records of which
can be retrieved in the web catalogue(s) of the national library.

before 1800 and newer books that are made precious by their limited issue, by théiy|binding, by
dedi¢ations, and similar characteristics.

In the-sense of thisperformance indicatorrarematerialsare incunabulamanuscripts; books published

NOTE1  Usually such material belongs to special collections with special shelf marks andis shelved separately
in a spcure location to which access is restricted.

NOTE 2  The definition excludes archives and records concerning privatepersons, institutions and

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

A.1.2.2.4 Method

Courlt the total number of rare materials in the library’s collections. If the real number is not available,
an edtimate should be made.

Courlt the number of rare materials’ cataloguing ‘tecords that are contained in the liprary’s web
catalogue(s).

The percentage of rare materials accessible via'web catalogues is calculated as shown in Formula (A.8):

-;lxwo (A.8)
A

where

A is the number of rare-materials the records of which are retrievable via web catalogues;
B is the total number of rare materials.
Rourjd off to the nearest integer.

The performance indicator may be split up as to materials.

A.1.2.2.5 ‘Interpretation and use of results

The performance indicator is an integer between 0 and 100.

A high score is considered as good. It means that a high percentage of the records of rare materials are
retrievable via web catalogues and that therefore the materials can be easily located by users.

If the score is low, the national library could, for example, initiate projects for retrospective cataloguing
of rare materials directly into the web catalogues.

Comparison between libraries is difficult because of the different structure of the rare collections and
can be affected by national funding for retrospective cataloguing.

A.1.2.2.6 Source
See ISO/TR 28118:2009, A.2.2[11],
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A.1.2.2.7 Examples and further reading

The National Library of Estonia owns 27 346 items in its rare collection, comprising Estonian books
and manuscripts published before 1861 and foreign language books and manuscripts published before
1831. 96 % of the records of the rare materials are accessible via the library’s online catalogue®.

The National Library of Scotland has a programme for making visible the library’s “hidden collections”.
One of the goals in the plan 2016/2017 is to begin the retro-conversion of the final remaining manual
catalogues (Manuscript and Music) to allow for online access. One of the key indicators is “percentage
reduction in hidden collections”, and the goal for 2016/2017 is 2 % (see Reference [63]).

A.1.2.3 Ml[alan time of document processing

A.1.2.3.1 Background

The background processes in a library are important for the delivery of library services: Their qyality
can be expfessed by measures such as accuracy and speed. As the processing,.e: ‘acquisition] and
cataloguing| of new documents is a process that occurs in all libraries, it has-proved conveniepnt to
evaluate thq effectiveness of background services by the example of documentprocessing.

In many libraries, acquisition and cataloguing processes are now combihed in a media procepsing
department|and are carried out in one operation.

In some libifaries, activities for catalogue enrichment, such as adding tables of content, summaries or
book jacket fexts, may be included in the processing.

A.1.2.3.2 (Qbject of the performance indicator

The perforinance indicator assesses whether the different processing procedures are effectiye as
to speed. The indicator is especially useful for menographs. It can be applied to different typjes of
documents ¢r different subjects.

Comparisons between libraries are possible,; but only if differences in the level of descriptive
cataloguing| subject cataloguing, binding policies, etc. are taken into account. When interpreting the
results, diff¢rences in the use of copy cataloguing should be given special attention.

A.1.2.3.3 Definition of the perfermance indicator

This indicatpr is the medianmumber of days between the day a document arrives at the library angd the
day it is avallable for the u§éron the shelf or in electronic form.

Document pfrocessing-procedures include acquisition, descriptive cataloguing, subject indexing, biniding
(if applicablg), physieal processing (stamping, labelling, bar-coding, applying a magnetic strip, etc.), and
shelving or addingra live link to the document.

A.1.2.3.4 Method

The period used for measurement (e.g. one month) is fixed by the user of the indicator. Collect data
on documents arriving in the library during the specified period. Keep logs, either by a computerized
library system or by a log sheet accompanying the document, through the process up to shelving.

For electronic documents, the end of processing will coincide with a live link to the document being
added in the catalogue.

For each title, calculate the number of days between arrival and availability. Rank the titles according
to the number of days elapsed.

The median time of document processing is the number of days that is in the middle of the ranking list.

4) Not published.
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If the number of titles is even, the median time of document processing is as shown in Formula (A.9):

A+B
2

(A9)

where A and B are the two values in the middle of the ranking list.
Round off to the nearest integer.

Special processing procedures for different documents (e.g. rush procedures, gift and exchange
documents) or specific types of documents (e.g. rare documents, posters) should be analysed separately.

B

A.1.2.3.5 Interpretation and use of results
The indicator is an integer with no top limit.
Long processing time can be caused by:

— flailures in the sequence of procedures;

— (lelays due to stockpiling (backlogs);
— Ielays due to overload.

Posslble management decisions based on the results could be:
— gtreamlining the processes;

— forwarding documents at shorter intervals to:the next department;

— additional assignment of staff.

A.1.2.3.6 Source
See Reference [71] pp. 193-198 ("Media Processing Speed").

A.1.2.3.7 Examples and further reading

In tHe National Diet Library of Japan, the time required for books acquired at Tokyo Main Library
(Japdnese books) to_become available for users in fiscal year 2015 was 12 days and for Japanese non-
book materials (audid/visual materials) 13 days (median time)>).

The Austrian¢National Library uses the indicator as described in ISO/TR 28118. In 2015, the Median
Timg of Docunient Processing was 52 days (see Reference [68]).

The |Bibliotheque nationale de France had in 2015 a delay of 5,1 weeks between receiving and

tl ...... alagal don 3 Ao o ot Raofaoranea DD
catal sulrga1CEar Gt pUSTCOUTUTIICIIC (SCC TR CTCTCICCTZZ 17

The National Library of Estonia tested the indicator in the beginning of 2017 for monographic legal
deposit copies. Processing time was 16 working days starting from the arrival in the library until
availability in the shelves. Document processing procedures include the receipt, sorting, registration,
technical processing, cataloguing, indexing, boxing and shelving. The indicator value for publicly
available monographic online publications was 14 working days>).

5) Not published.
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A.1.3 Digitization
A.1.3.1 Number of documents digitized per 1 000 documents in the collection

A.1.3.1.1 Background

Most national libraries hold a very important documentary heritage collection. An urgent objective
today is to make these collections universally available via digitization projects. In most national
libraries the digitization policy for the cultural heritage is an important part of the strategic planning.

National libraries are often chairing the national projects for the digitization of the natjonal
documentaily heritage. One example is the Gallica digital collection constituted by the Bibliotheque
nationale d¢ France’s collections as well as by the digital resources from the collections of-over 270
partner instfitutions.

Currently, national libraries concentrate on digitizing copyright free material. Because of copyfright
restrictions| protected works cannot be reproduced without the consent of the rights“holders. In fnany
national libfaries established in the 20th century, rights-free documents constitpte 6nly a small pgrt of
the overall dollection.

Digitization|may have different aims:

— to consgrve the original analogue material by substituting it for aydigital surrogate;

— to makq the material available for public use.

A.1.3.1.2 Objective of the performance indicator

This indicatjor assesses to what extent the library fulfilsiits task of making the documentary herjitage
publicly avajlable in digitized format.

A.1.3.1.3 Definition of the performance indicator

The indicatgr is the number of documents digitized (by the library itself or other institutions) per|year
per 1 000 documents in the collection,

An item is oply counted as digitized\ifthe complete item has been copied.

NOTE1 Dijgitization for presexvation purposes is included.

NOTE 2  Mpss digitizationisincluded.

NOTE 3  Puyrchase ofeléctronic copies for replacing print copies is excluded.

A.1.3.1.4 Method

Establish the Tumber of documents in the library s collection which can be digitized. Count the number

of documents digitized out of the collection in the reporting year.

The number of documents digitized per 1 000 documents in the collection is calculated as shown in

Formula (A.10):

A

—x1000
B

where

A
B

62

is the number of documents digitized in the reporting year;

is the total number of documents in the library’s collection which can be digitized.

(A.10)
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Round off to the nearest integer.

A.1.3.1.5 Interpretation and use of results

The indicator is a real positive integer with no top limit.

A high score shows the library’s commitment to making its collection accessible.

Comparing the results between libraries is difficult, as the collection size may differ considerably, as
well as the number of documents that are rights’ free. But comparison over time and with the library’s
mission and goals are important for each library.

Natig
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.1.6 Source

SO/TR 28118:2009, A.5.1[11].

.1.7 Examples and further reading
Fal national libraries include digitization statistics in their reports.

ferman National Library in its annual report informs on the'number of documents (1
dicals and special materials) as well as the number of pages digitized. By the end of 20
cuments digitized was 69 949 which accounted for 8 289 650 pages. This represents aj

documents and 961 243 pages from 2014 (see Reference [37]).

Bibliothéque nationale de France each year gives the total number of documents (1

perid
musi

indidates that 542 368 documents have beén digitized or acquired in digitized formats i
Reference [20]).

Othefr national libraries indicate, in.dddition to their digitization activity, the proport]
collertion that has been digitized:

The Pwiss National Library reports that by the end of 2015, 22 118 documents were acces
which accounts for 5,7 % ef the 3 850 667 books and periodicals of the library’s collections
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nd of 2014) (see®eference [23]).

National Library of Australia indicates in its annual report the percentage of the tot
able to the\public online (3,95 % in 2013/2014) which includes the percentage of the tof]
zed (3:62% in 2013/2014). (See Reference [60].)
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A.1.3

.2") Percentage of documents digitized per special collection

A.1.3.2.1 Background

Most national libraries hold special collections that constitute an important part of the national
documentary heritage, such as collections of one-leaf materials, incunabula or photos, maps, sheet
music, posters or special subject collections relating to persons or historic events. An important
objective is now to make these collections universally available through digitization.

A.1.3.2.2 Objective of the performance indicator

This performance indicator assesses to what extent the library fulfils its task of making its special
collections publicly available in digitized format.
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A.1.3.2.3 Definition of the performance indicator

The indicator is the percentage of documents digitized (by the library itself or other institutions) per
special collection at a specified period of time.

NOTE1 Anitem is only counted as digitized if the complete item has been copied.
NOTE 2  Digitization for preservation purposes is included.

NOTE3 A special collection is defined as a collection of materials segregated from a library collection
according to form, subject, genre, period, geographical area, condition, rarity, source, or value.

NOTE 4  Tlge calculation of the percentage could be based on the number ol ttles, copies, in the cdse of
periodicals a]so the number of annual volumes, or pages of objects/documents.

A.1.3.2.4 Method

Establish the number of documents per special collection of the library. If a full count'is not available,
the numbermay instead be estimated.

Count the nfimber of documents that have already been digitized per special collection.

The percentage of documents digitized per special collection is calculated as shown in Formula (A|11):

4 100 (h.11)
B

where

A s tIe number of documents in the special collection that have been digitized;
B is the total number of documents in the speecial collection.

Round off td the nearest integer.

A.1.3.2.5 ‘:lnterpretation and use of results
The performance indicator is an integer between 0 and 100.

A high percentage is regarded@s good as it shows the library’s commitment to making its collecftions
accessible. The results are net‘comparable between libraries as each special collection is uniqug, but
comparison|over time and'with goals is important for each library.

A.1.3.2.6 Source
See ISO/TR P8118:2009, A.5.2[11],

A.1.3.2.7 Examples and further reading

The National Diet Library of Japan digitizes rare books and old materials in its collection that were
published up to Edo Period (1603-1868). As of November 2016, about 32 % (90 000 items in round
numbers) had been digitized (see Reference [58]).

The Bibliotheque nationale de France gives an actual overview of the digitized documents and the
planned programme for digitizing each special collection (see Reference [19]).

The collection of Estonian posters published since 1940 contains about 10 000 titles. By 2016, about
900 of them (i.e. about 9 %) have been digitized and are accessible via digital archive DIGAR. Another
significant special collection at the National Library of Estonia is the map collection. The collection of
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Estonian map editions contains about 7 500 titles, by 2016 about 460 of these (about 6 %) have been
digitized and are accessible via the digital archive®).

A.1.3.3 Number of content units accessed per document digitized

A.1.3.3.1 Background

Most national libraries possess a very important documentary heritage collection. A crucial objective
today is to make these collections universally available through digitization projects.

In order to evaluate the success of such measures, the usage of digitized material should be assessed.

A.1.3.3.2 Objective of the performance indicator

Thislindicator assesses whether the library has digitized documents that are relevant for itjs users.

A.1.3.3.3 Definition of the performance indicator

This|indicator is the number of content units accessed per documént digitized from the library’s
collertion during a specified period.

NOTE1  For the purpose of this indicator, only such digitized documents are considered that arg available for
publif access, either inside the library or on the Internet.

NOTHE 2 In the sense of this indicator, an access is definedJas a successful request of a library-provided
electfonic resource.

A.1.3.3.4 Method

Establish the number of documents digitized, out of the library’s collection and that are available for
public access. Count the number of contentunits accessed from these documents during a specified
time[period, normally a year.

The number of content units accessed per document digitized is calculated as shown in Forpnula (A.12):
A

+ A2
5 (A12)

wherte

A is the numiber of content units accessed from documents digitized from the libraryfs collection
duringd specified time period;

B is\the total number of documents digitized from the library’s collection.

Round eff to the nearest integer

A.1.3.3.5 Interpretation and use of results
The indicator is a positive integer with no top limit.

A high number of accesses is regarded as good. It shows that the library has digitized documents that
are relevant for researchers or the general public.

The indicator may be affected by several factors, some outside the control of the library. Examples
are: the level of network access, whether or not fees are charged for access, and the promotion of the
services.

6) Not published.
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The number of content units accessed could also be affected by:
— the quality and efficiency of users' search strategies;

— the quality of metadata attached to the files;

— the efficiency of the search interface;

— the speed of the retrieval processes.

A.1.3.3.6 Source

See ISO/TR p8118:2009, A.5.3[11].

A.1.3.3.7 Examples and further reading

Specific statistics of content units accessed per document digitized are not available} While natjional
libraries do|not specify up to now this specific statistic, a number of national libraries report on the
number of ifems digitized and the number of accesses to the digital collection that usually comprises
both digitiz¢d and born digital documents.

The Bibliotheque nationale de France counts the accesses to digitized documents in the colleftion
Gallica. In 2p15, there were 15 980 981 accesses to the digitized documents. The average page views in
2015 progrgssed from 28 pages to 45 pages viewed per visit. There weré 3 480 000 documents indexed
and accessible in Gallica at the end of 2015 (see Reference [20]).

The National Library of Finland reported in their annual réport 2015 that the digitized colleftion
accounted fpr more than 10 million pages of resources at.the end of 2015. There were 14 mjllion
downloads (see Reference [62]).

In the Germpn National Library there were in 2015 40 851 389 accesses to the electronic collection that
comprises 1/874 441 digital and digitized items (including 1 340 000 digitized tables of content)?)

The National Library of Estonia’s digital archive DIGAR allows users to download files and to [view
publicationg in the browser without downloading them. In order to know user preferences, the libhrary
calculated this indicator both for downleading and viewing7).

On July 1, 2P16, there were 65 455.documents in the archive. Statistics from January 1, 2016 tq July
1, 2016:

— 6202 9}5 accesses = 9477 per document;
— viewing in the browgser 13 333 136 = 203,70 per document;

— total number ef-accesses 19 536 111 = 298,47 per document.

A.1.4 Prekéryvation

A.1.4.1 Percentage of the collection in stable condition

A.1.4.1.1 Background

The physical condition of a collection is an important factor of its suitability for any form of use. Since
unstable material will suffer additional damage if handled, the distinction between stable and unstable
is a critical one, separating material that can be used from that which cannot. In the case of mould
infestation there may be also health risks to human beings.

National libraries serving as research libraries have the task to preserve and to provide effective access
to all materials published in their country. Therefore, collections should be in a stable condition.

7) Not published.
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A.1.4.1.2 Objective of the performance indicator

The performance indicator assesses whether the collection is usable and accessible in its original form.
The performance indicator therewith assesses the adequacy of the library’s activity to preserve the
originals.

A.1.4.1.3 Definition of the performance indicator

The performance indicator is the percentage of materials in the print or manuscript collection that are
in a stable condition.

Stabletomditiom s defimed assuitabte foruse-Stabte mmateriat might trave somme dammage; butjcan be used
withput immediate risk of further damage. Unstable material can be further damaged if used.

The performance indicator is restricted to the print and manuscript collection.

A.1.4.1.4 Method

A ranndom sample of, at least, 400 documents of the print or manuscript céllections is surveyed as to the
condjfition of items in the sample. Documents are classified in four categories:

1) good condition: usable with the normally advisable care for the collection;

2) fair condition: disfigured or damaged but stable; can stilkbe“used with extra care and gttention;

3) 1poor condition: shows signs of deterioration, no use possible without further damage;

4) tynusable condition: completely unsuitable for production to users: so fragile and damaged that it is
ikely to suffer further if handled.

Categories 1) and 2) would be counted as stable; categories 3) and 4) as unstable.
The percentage of the collection in stable*cendition is calculated as shown in Formula (A.13):

-;lxwo (A.13)
1

wherte

A is the numberefidocuments in stable condition;
B is the total mumber of documents in the sample.

Rournd off to.the nearest integer.

A.1.4.1.5\ 'Interpretation and use of results

The indicator is an integer between 0 and 100.
A high score is usually considered as good.

The indicator can be influenced by the frequency of use of the collections, the storage conditions and
the availability of funding for preservation/conservation measures.

If the results show low stability, further surveys could target specific parts of the collection (e.g.
medieval or modern manuscripts, cartographic material, newspapers) or the special kind of damage
(e.g. mechanical, biological, acid paper) in order to prioritize preservation activities. Measures taken
can include:

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

— revision of the access and consultancy policy;
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— changes in handling methods;

— storage

— conserv

in enclosures, e.g. boxes;

ation treatment;

— mass deacidification;

— rebinding;

— substitution of unusable documents by copies or surrogates or digitization.

A.1.4.1.6

See Referen

A1.4.1.7 1

The indicat
A1.41.6). T
of archives

condition o1
Unstable ite
and 4 in this

During 199
preservatio
between 15

The sample

jources

Ces [69] and [84].

Examples and further reading

performance indicator).

P5 and 2000 (see Reference [41]).

r is adapted from preservation survey programmes in Great Britain, 2006 and 2013 (see
he headline findings of the second preservation assessment carried out in a large number
hnd libraries in the UK show that 11 % of items surveyed were unstable (categories|poor
unusable) and 89 % of items surveyed were stable (categories good and fair condition).
ms needed immediate action to enable continued use witheut further damage (categoyies 3

B to 2000 the four Estonian libraries with functions of legal deposit carried out the|joint
h project THULE that examined the condition _of’Estonian-language publications idsued

bf the national library contained 1 869 printpublications. 49,3 % of the national publicafions

were undamaged or partly damaged (= percentage-of the collection in stable condition). 50,7 % were

damaged or

The Nati’one
Fondos Acid

heavily damaged.

categories depending on their condition;

1) good co
2) poor co

The results

D014 to 2016,.dre shown in Table A.19):

hdition: usable with the.normally advisable care for the collection;

ndition: evidence ofsigns of deterioration (preservation measures applied).

Table A.1 — Percentage of unusable documents

| Library of Spain has developed a preservation programme known as Identificacign de
os, Deteriorados y Ejemplares Unicos (IFADU)® since 2001. Items are classified in two

2014 2015 [201¢
Number of dpcuments (physical items) revised 3,715 3,663 3,982
Number of documents that were unusable (this corresponds to category 4in 1.4.1.4)| 475 263 519
Percentage of unusable documents 12,79% | 718 % | 13,03 %

8) Identification and Recovery of Acids, Damaged and Unique Items.

9) Not published.
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A.1.4.2 Percentage of rare materials needing conservation/restoration treatment that received
such treatment

A.l.

4.2.1 Background

Conservation as defined by ISO 5127 consists of all intervention techniques applied to prevent, arrest or
delay deterioration of a document. Restoration is defined as those actions taken to return a document
which has suffered deterioration or damage as closely as practicable to its original state.

Preservation is more broadly defined as all measures taken, including financial and strategic decisions,
to maintain the integrity and extend the life of documents or collections.

Such
remse
in th

signiF
texty

As n
makq
natid

A.l.

The

mate

A.l.

This
recei

In th

like

NOTH

NOT]H
book

A.l.

The

num
(poo

preventive measures are usually much more cost-effective than intervention measi

ir original and authentic form taking into account their cultural, historical;aesthet
icance. Thus all information, including historic material and techniques, is\xetained,
al information.

htional libraries’ collections comprise publications and material the)content and foj
e them cultural and often valuable artefacts that have to be safegtiarded in their aut
nal libraries have their own conservation staff, or employ an external professional cor

4.2.2 Objective of the performance indicator

performance indicator assesses the library’s engagenient in the conservation/restorg
rial in its original form.

4.2.3 Definition of the performance indicator

indicator is the percentage of rare materials needing conservation/restoration tre
ved such treatment during one year.

e context of this indicator, consefvation/restoration is restricted to manual treatmen

feinforcing joints or mending tears.

1  Mass conservation (déadidification) is excluded.

2 Rare materials drg defined as incunabula, manuscripts, books published before 180
5 that are made precieus by their limited issue, by their binding, by dedications, and similar ch

4.2.4 Method

humber.@f)items that received conservation/restoration is counted during a reportil
ber of.lteims needing conservation/restoration is assessed by a survey (see A.1.4.1). T
' condition) and 4 (unusable condition) in the survey are counted as needing such trea

res taken to

dy damage after deterioration has taken place. Conservation aims at preserving the materials

c or artistic
not only the

'm of which
hentic form,
Iservator.

Iition of rare

atment that

t techniques

D, and newer
Aracteristics.

g year. The
he groups 3
tment.

The percentage of rare materials needing conservation/restoration treatment that received such
treatment is calculated as shown in Formula (A.14):

A
—x100
B
where
A  is the number of rare materials needing conservation/restoration treatment at the

reporting period that received such treatment during the reporting year;

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

A.1.4.2.5 Interpretation and use of the results
The indicator is an integer between 0 and 100.
A high percentage is considered as good.

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

If the results-showa lgw percentage of items treated actions to be taken could be:

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

— trying fpr additional funds, for instance by an adopt-a-book programme;
— encourdging the research on new techniques, treatments and procedures for preservation;

— explorifngand adopting more cost-effective techniques, treatments and precedures for preservgtion.

A.1.4.2.6 Source

See ISO/TR p8118:2009, A.8.2[11].

A.1.4.2.7 Examples and further reading

The Nationdl Library of Spain has tested the performanceérindicator as described here since 2011} The
results shown in Table A.3 represent different samples,each year (see Reference [18]):

Table A.2 — Percentage of rare materials.needing remedial preservation treatment that
receivedsuch treatment

2011 | 2012 | 2013 2014 2015

Number of njaterials needing remedial preservation treatment
at the start df the reporting period

NOTE Datalprovided include: printed books (and other works)
published bgfore 1 800 books and®books published after 1 800
with speciallfeatures (signatur€s, original bindings, etc.).

10,230 |11,429 |5,364 |3,527 3,48B

Items can be|in poor condition, but also stable but with damage.

Number of materials needing remedial preservation treatment
that received such treatment during the reporting year.

NOTE Item$ have Feceived at least one treatment of conserva- | 294> 6,982 4,479 1,486 1,87p
tion. Data prpvided include restoration, new binding, rebind-
ing, binding repairs, storage in boxes, etc.

Percentage of rare materials needing remedial preservation

0, 0, 0, 0, 0,
treatment that received such treatment 54 % 61% 83,5% |4213% |53,77%

A.1.4.3 Percentage of storage space which has an appropriate environment

A.1.4.3.1 Background
Temperature, relative humidity, light and atmospheric pollution should all be considered carefully with

respect to their potential to damage library and archive materials. Environmental control therefore
means day-to-day monitoring of storage and reading rooms, exhibition areas and showcases.
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Control of temperature and relative humidity is critical in the preservation of the written and printed
heritage because organic material is hygroscopic, readily absorbing and releasing moisture. As
relative humidity is dependent upon temperature, these two factors should be considered together. An
unacceptable level of either temperature or relative humidity accelerates deterioration of materials.
Additionally, exposing organic materials to visible and ultra-violet light causes fading of dyes, inks and
pigments, and can accelerate the aging and embrittlement of paper, cloth and leather. Damage caused
by light cannot be reversed and is cumulative. Air pollution contributes to the degradation of organic
materials as particulate pollutants are acidic and may be abrasive. They may enter the library from
outside, or may be generated by internal sources as products of material decay. Because of the fact
that environmental conditions play a crucial role in preserving organic material such as paper, national
libraries take especial care for storage rooms which ensure that the collections in the long-term are
housged in compliance with the corresponding standard ISO 11799.

A.1.4.3.2 Objective of the performance indicator

The |performance indicator assesses whether the storage environment adequately protects the
colleftion.

A.1.4.3.3 Definition of the performance indicator
The percentage of storage space for the collection that offers an appropriate environment.

For [this indicator, “appropriate environment” means adequate temperature, relative humidity
(RH), light and air quality. The adequacy of temperature,"RH, light and air quality for the long-term
presg¢rvation of the main library and archive materials.is defined by the ranges recornmended in
ISO 11799. In reference to RH and temperature, this.dg€ument recommends the parametdrs shown in
Tabl¢ A.3.

Table A.3 —Climatic conditions

Condition (assuming 30 % to 40 % RH for Temperature Suitability
each condition) range
°C
Roompn 16 to 23 Fair
Cool 8to 16 Good
Cold 0to8 Very Good
SubZero -20to 0 Necessary for some materialsfas colour
photos and film

Sourge: ISO 11799.

Rapid changes.of temperature and RH should be avoided with all materials.

The Indicator is relevant for the whole physical collection.

A.1.4.3.4 Method

Due to climate changes over the day and in the seasons, the data of temperature and relative humidity
should be collected during a reporting year by non-stop measuring in storage rooms with professional
measuring instruments.

The area (in square metres) of storage rooms with appropriate environmental conditions is compared
with the total area of storage rooms in the library.
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The percentage of storage space which has an appropriate environment is calculated as shown in

Formula (A.15):

gxwo (A.15)
where

A isthe area of storage rooms with adequate environmental conditions;

B is the total area of storage rooms in the library.

Round off tg

A.1.4.3.5 Interpretation and use of results

The indicatd

A high perce

If routine monitoring shows constant levels of temperature and relative humidity accordiy

ISO 11799, t

It should b
environme

I
Libraries sh|

and should
illuminated
cleaning. Fo
ISO 11799).

ISO 11799 4
detection aif

Environmer
standards W

the nearest integer.

r is an integer between 0 and 100.

ntage is considered as good.

he environmental conditions for the documents are optimal,

e kept in mind that in some countries with high tempeérature and humidity, the
may deviate from the appropriate environment defined by ISO 11799.

uld also consider the potential damage by light and lighting. Light in general is damz
be kept at a minimum. Direct daylight shall he\excluded. A repository room shall n
more than is necessary for retrieval and replacement of documents, room inspectior
I the two latter purposes an illumination of'about 100 lux on the floor level is sufficien

Iso provides guidance for ventilation and air quality, air pollutants and fire prever
d extinguishing systems.

rithout installation of an-air conditioning system, but it is important to aim for stabil

environme
protective

conditions ip storage and reading rooms can be optimized.

The potential damage by pollution can be reduced by filtering external air entering storage areas
filtration is not possible;-by closing windows and doors effectively. To minimize the internal poll
of materialg, equipment components, such as paints, have to be tested under this aspect. The u
storage enclosurés-in archival quality will protect collections considerably.

t given the damaging.influence of temperature and relative humidity. By using ultray
ass or filter, curtains.and sunshade to avoid the penetration of sunlight, the environm

g to

real

ging
bt be
| and

(see

tion,

tal monitoring can be relatively easy and inexpensive. It can be difficult to attaip the

ty of
riolet
ental

or if
ition
se of

A.1.4.3.6

JUUILTS

See ISO 11799l6] and ISO/TR 28118:2009, A.8.3[11].

A.1.4.3.7 Examples and further reading

A large-scale preservation assessment carried out in a large number of archives and libraries in the
UK revealed that 68 % of post-1850 material is kept in inadequate environmental conditions. See
Reference [84]. However, research at the Image Permanence Institute, Rochester, N.Y., has shown that
a reduction from 72 °F (22 °C) to 62 °F (17 °C) at 50 % RH can double the life expectancy of paper. The
same reduction at 40 % RH doubles life expectancy (see Reference [74]).

The Association of Research Libraries conducted surveys of special collections repositories in member
libraries in 1995 and 2006 (see Reference [35]). One question was whether the storage area was
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equipped to provide controlled temperature and humidity. The results in 1995 showed that 70 % had
equipment for controlling temperature, 57 % for relative humidity. In 2006, 72 % of respondents could
control temperature, 64 % relative humidity.

This performance indicator has been tested in the National Library of Spain (BNE) since 2013. 100 %
of the storage rooms in the BNE have an appropriate environment. The environmental conditions of all
storage rooms as well as all exhibition areas are monitored by using an automated system and current
information about temperature and HR for all storage rooms are reported by electronic data loggers in
aregular basis (see Reference [18]).

A2

A2,

A.2.1.1 User satisfaction

A.2.1.1.1 Background

For gll types of libraries, the assessment of users’ needs and their satisfaction with the col

serv
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no such specified clientele; their services can be used by interested persons worldwide. U

for n

a)

Coyryicon
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| General

lation of usage data or of users’ complaints and suggestions:-\Focus groups and persong
be used for assessing user opinion. For a comprehensive overview most libraries

surveys can be handed out or mailed to a random sample of users, or a web-based su
n the library’s website.

surveys can ask for different levels of experiénce with library services:

he particular experience and satisfactipn with library services during the last library
ast use of a library service;

he long-time experience and satisfaction with all or individual library services;
he experience and satisfaction compared with the expected quality level.

faction surveys will assist in adapting a library’s services to the needs and interests
reveal reasons for (dissatisfaction and thus help to detect problems and shortcon
ce delivery.

Pning a user,satisfaction survey is less complicated in libraries with a defined popuy
bd as they know the structure and the level of education of their population. National Li

htionallibraries therefore will have to consider different user groups, such as:

wvalk-in users;

lections and

ces offered is a crucial issue. Users’ needs and wishes camn, for instance, be ascertdined by the

| interviews
prefer user

faction surveys that ask for the satisfaction of the user with the library’s services and products.

rvey can be

r visit or the

bf the users.
nings in the

lation to be
braries have
Iser surveys

b) remote users (worldwide);

c) publishers;

d) other libraries that use the national library’s services.

To survey remote users, the most useful method is to send questionnaires to those that have registered

tous

e the library services.

A.2.1.1.2 Objective of the performance indicator

This performance indicator assesses the degree of user satisfaction with regards to the library services
as a whole or with different services of the library.
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Comparing the same library at different points in time is possible. Comparing different libraries is, in
general, very difficult, and only valid if the circumstances, questions, and procedures are identical.

A.2.1.1.3 Definition of the performance indicator

This indicator is the average rating given by users on a numeric scale ranging from very unsatisfactory
to very satisfactory expressing their perception of the library services as a whole, and of individual
services offered by the library.

The rating should be on a numeric scale, for example:

a four-

a five-p

a seven
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bint scale, from 1 to 5 with 1 as the lowest value;
point scale, from 1 to 7 with 1 as the lowest value.

the interviewees may not have information, experience or opinion-about the tof

extra answering alternative should be offered (for instance “I have not'dsed the serv
don’t have experience of the topic”, “I have no opinion”).
Methods

General

rarious and competing measurement approaches, for user satisfaction. The most

method is the direct measurement method where users rate(the services and their attributes by
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score (NPS)

A21142

The library
wants to ev4
remote user|

A four-, five
should be us

The questio

the library sector is the expectancy-disconfirmation paradigm in different variants. |
actual product and service performance with their prior expectations. In cases wherg
5 are met or even exceeded, the user is*satisfied. This approach is also called gap analyj

raries have also tested a very simple method developed in the commercial sector that
ne question and that can be used without connection to a broader survey: net pron

Direct measurement;method

designs a questionnaire that lists the specific services and aspects of services wh
iluate. Special questionnaires should be designed for each user group, such as walk-in y
s, publishers,.6r bther libraries that use the national library’s services.

-, or seven-point scale is generally provided for answering the questions. The same
ed threughout the questionnaire. Space should be given for additional comments.

hpaire should be tested by a small sample of users in each user group to see whethe
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If the questionnaire is not sent directly to members of a specified user group, for example publishers
or other libraries, questions about user status should be included in the questionnaire in order to
differentiate between the needs of the different user groups.

The content

s of the questionnaire could be as follows:

a) User status, such as age group, status (researcher, student, others);

b) Purpose of library use, such as study, research, professional interests, general interests;

c) Subject

74

interests, such as medicine, language and literature, philosophy;
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d) Frequency of library use, such as frequency of library visits, frequency of remote use, frequency of
using special services (interlibrary lending, reference, online catalogue, etc.);

e) Satisfaction with specified library services and service aspects (on a numeric scale).
Such services could be:

— the collections (differentiated as to print and electronic books and materials, audio-visual materials,
national and foreign collections);

— studying and reading facilities;

— ¢pening hours;

— lending service;

— interlibrary lending and document delivery;
— o¢nline catalogue(s);

— library website;

— Treference service;

— Wiser training;

— ¢xhibitions and other cultural events;

— gtaff (helpfulness, competence).

Ararndom sample of users is then asked to fill out the'questionnaire. The data can be collectef by a postal
or ar] electronic questionnaire, by face to face interview, or by telephone interview, as apprppriate.

Calcylate the mean user satisfaction for each-service or aspect of service as shown in Formpla (A.16

A

T A.l6
; (A.16)

wherte

A is the sum of thevalues for each service indicated by the users;
B is the numberof persons answering the questions.
Rourjd off to one/decimal place.

This|indicater is calculated and reported separately for each question in the survey. For gach service,
also |cotnt the frequency with which each value appears. Then calculate the percentdge for each
valug¢. This additional analysis shows how the users’ perceptions are distributed across the range of
possibilities.

A specific selection of questions in the survey can be used to identify specific sources of dissatisfaction,
and to identify the relative importance of various services.

A.2.1.1.4.3 Gap analysis method

Gap analysis can be used to study the factors of operation which affect the customers' satisfaction. The
gap analysis shows how well the library has succeeded in responding to the customers' expectations. It
provides additional information compared to the direct measurement method.

A questionnaire lists the specific services, and/or aspects of services which are to be assessed. Users
are asked to rate the service they would like to receive and the service they currently receive. A four-,
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five-, or seven-point scale is generally provided for answering the questions. The same scale should be
used throughout the questionnaire.

Questions about user status can also be included in the questionnaire. Different categories of users have
different needs, so the data can be analysed to identify how satisfaction is related to these variables.

Draw a random sample of users and ask them to fill out the questionnaire. The data can be collected
by a postal questionnaire, electronic questionnaire, face to face interview, or telephone interview, as
appropriate.

The average user satisfaction for each service or aspect of service is calculated as shown in
Formula (A.17):

A
= p17
B (§17)

where

A s tIe sum of the values for each service currently received indicated by(the users;
B is the number of persons answering the questions.
Round off tq one decimal place.

The gap befween perceived and expected service quality for each service or aspect of service is
calculated af shown in Formula (A.18):

A 14
G=—L1t"° (p.18)

where

Ap s the sum of the values currently received for each service indicated by the users;
Ae is the sum of the values they would like to receive for each service indicated by the users,
B is the number of persons answering the question.

Include only those persons answering both parts of the question. Round off to one decimal place.

This indicatjor is calculated~and reported separately for each question in the survey. For each sefvice,
also count the frequen€y~with which each value appears. Then calculate the percentage for |each
value. This pdditional.anialysis shows how the users’ perceptions are distributed across the ranige of
possibilities].

A specific sglection of questions in the survey can be used to identify specific sources of dissatisfagtion,
and to identi ive i i i i i ’ ions
of the various services can be used to identify those where there is the greatest discrepancy between
expectation and experience.

A.2.1.1.4.4 Net promoter score (NPS)

The NPS was developed as company loyalty metric (see Reference [74]). The method found broad
interest because of its ease of use.

The net promoter score is based on the assumption that when people recommend something to
somebody, they take a sort of responsibility for the quality of what they recommended. The NPS is
based on responses to a single question.

— How likely is it that you would recommend our company/product/service to a friend or colleague?

76 © IS0 2019 - All rights reserved


https://standardsiso.com/api/?name=83033d734e3f63db99f3c52e798cfbfc

IS0 21248:2019(E)

The scoring for this answer is most often based on a 0 to 10 scale (0 = not likely at all, 10 = very likely).
Respondents are grouped as follows:

Score 9-10 Promoters: loyal customers who will recommend the institution/service to

others

Score 7-8 Passives: satisfied but unenthusiastic customers, vulnerable to competitive services if
available

Score 0-6 Detractors: dissatisfied customers who can damage the reputation of the

service through negative word-of-mouth

institution/

The NPS is calculated by subtracting the percentage of respondents who are detractors from the

percentage of respondents who are promoters. For purposes of calculating an NPS, pa
toward the total number of respondents, thus decreasing the percentage of detractors‘an

and

Libraries have started to use NPS as a quick and simple way for assessing satisfaction gr:
user$. Net promoter score can be used for the whole library as well as for specific services.
User|satisfaction is calculated as net promoter score as shown in Formula (A.19):

A-D
where

P isthe percentage of promoters of all respondents;

D is the percentage of detractors of all respondents.
Rournd off to one decimal point.
The NPS is a number on the range -100 to +100.
EXANPLE In a survey, 35 % of respendents are promoters (ticking 9 or 10), 20 % are passives
8), arld 45 % are detractors (ticking 0 to 6). The NPS is 35 - 45 = -10.

In ad
simp,
defin

idea

A.2.]

For e

1 an

For 1

ushing the net score toward 0.

dition to their estimate of\recommending the institution/service, the respondents ai
le question “Why?” whichgives the opportunity of justifying their estimate. There
ed answers. The advantage is that spontaneous answers may cover a broad field and
. The disadvantagé-is that it is difficult and labour-intensive to code and analyse the co

9

.1.5 Interpretation and use of results

ach service or aspect of service, this indicator is a number with one decimal place betw
g5 1and 7 1and 9 or 1 and 10, depending on the scale chosen.

he-interpretation of the scores, it is important to bear in mind that the results are H

bsives count
 promoters

des of their

(A.19)

(ticking 7 or

e asked the
are no pre-
contain new
llected data.

een 1 and 4,

ased on the

subjective opinion of a random sample of users. Individual circumstances at the time of the survey can
influence the answers.

An important factor is the expectation of the users. If they have not had experience of high quality
services, they can be satisfied with lower quality, which is one reason why it is difficult to compare one
library with another.

For the gap analysis method,

If G = 0 (neutral), there is no gap between the perceived and expected quality of service;

If G > 0 (positive gap), then perceived service is better than expected;

If G < 0 (negative gap), then perceived service is worse than expected.
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The closer the gap (G) is to zero, the better balance there is between satisfaction and importance.

The gap (G)

G-value

between -0,5 and +0,5 may be considered acceptable, however:

If G is between +0,5 and +1,0, too many resources may be allocated for the aspect.

If G is between -0,5 and -1,0, measures to improve the aspect should be considered.

is negative.

If G < -1,0 or g > +1,0, the situation is critical: Immediate measures are necessary especially when

High satisfaction rates are seen as good and can be used as an efficient marketing tool of the library.

Low satisfa
users in the

For the Nef
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several opti
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Ffion with a service points to shortcomings in the service delivery. The open commeq
questionnaire can give more information about the reasons for dissatisfaction.

Promoter Score that ranges from -100 to +100, a positive number will,gereral
s good.

pr user satisfaction, whether calculated via direct measurement, gap analysis of
rore, should always be used together with other indicators for sefvice quality and
Lics for the services that are evaluated.

jource

m ISO 11620:2014, B.2.4.2[5] and Reference [73].

Examples and further reading

ies have developed and used individual satisfaction surveys, but today there are
pns available for standard surveys. An overView of such surveys is given by Creaser]

41]).

libraries, the LibQUAL+ survey developed by the Association of Research Librarieg
analysis has found wide acceptange (see Reference [55]).

standard survey has been developed by SCONUL, Society of College, National and Univd
be Reference [76]). The sGryey asks not only for the satisfaction with individual ser
the importance of each_service to the user. This supports management decisions w
brvices with low satisfaction rates would be tackled first.

the Rodski survey, now Insync survey, is used in many libraries. Just as in the SC(
pasures satisfaction with performance against importance of the service to the user

5]).

raries have in most cases used satisfaction surveys for special subjects or special user gr

The Nation

its of

y be

Net
with

also
(see

that

rsity
vices
there

NUL
(see

bups.

ISErs

| Diet Library of Japan has conducted surveys for on-site users and surveys for remote 1|
every otheﬂyewﬁce&ﬂﬂﬁher@tcwﬁ&msaswdwmﬁmsamt&y.—

The library uses the following rating:

satisfied = 100 points;
somewhat satisfied = 50 points;
somewhat dissatisfied = minus 50 points;

dissatisfied = minus 100 points.

In the 2016 remote user survey, the average for remote users was 48,1 points. For librarians, the
average was 56,6 points. Special need for improvement was “Ease to find information you need” of the
NDL website (see Reference [59]).
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The British Library regularly assesses in its key indicators:

services in 2015/2016);

Reference [29]).

satisfaction of reading room visitors (97 % are either very or quite satisfied with the reading room

satisfaction with the ease of finding information on the library’s website (88 % in 2015/2016);

satisfaction with the exhibitions (customer enjoyment rating), (96 % in 2015/2016). (see

The National Library of Scotland offers a survey for disabled users’ satisfaction on its page for the
information of users with special needs (see Reference [65]).

The National Library of Estonia has used the NPS method to measure the satisfaction. of|its users10).
NPS |s based on the assumption that when people recommend something to somebaody,)they take a sort
of repponsibility for the quality of the recommended thing. The user is asked: How, likely is it that you
would recommend our company/product/service to a friend or colleague? (0 = notdikely at 4ll, 10 = very
likely). Additionally, the customer is asked the simple question, “Why"?

The library has frequently used this method for the following groups or-services:

— Iew visitors;

1

eference service;

— professional training for librarians.

The
aske

\

An in

National Library of Estonia also fulfils the functiowef a parliamentary library. In 2015
] the members of parliament:

Vhat is the probability of you recommendiftg the services of the parliament reading

national library to your friend or colleague?

hpact question was added: Please, describe how the library has helped you in your prof

, the library

room of the

pssional life.

The National Library of Finland used-the NPS method to measure the user satisfaction pf the Finna
service that is a common user interface to the collections of Finnish archives, libraries and museums
(see Reference [53]). The NPS(wjas measured in surveys in the years 2016 and 2018. In 2016 (14 478
resppndents), the score was 29,9 and in 2018 (33 443 respondents) it was 43,9.

The AMKIT Consortiumfy which coordinates cooperation among the Universities of Appljed Sciences
(UAS) libraries in Firland, used the NPS in its user survey in 2017. In this survey, the aggrégated score
was p2,7 (12 572 respondents), indicating very high user satisfaction.

A.2.2 Accessibility

A.2.2.1_“Shelving accuracy

A.2.2.1.1 Background

National libraries are often the last resort for documents, especially for publications in the national
imprint. To maximize the availability of their collections to users, the resources shall be organized in
a logical system and maintained according to that system. Correct shelving is indispensable for quick
access to the collection by users or staff. Incorrect shelving will affect the speed of document retrieval
(see A.2.2.4).

Shelving accuracy and speed of reshelving have been incorporated into goals and service level
agreements of all types of libraries and also of national libraries.

10) Not published.
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A.2.2.1.2 Objective of the performance indicator

The performance indicator assesses to what extent documents that are recorded in the library’s
catalogue(s) are in their correct places on the shelves.

The indicator may be used for specified collections or subject areas. For each specified area within
the library, the resulting indicators can be compared to see whether the rate of accuracy differs
significantly.

Comparisons between libraries are possible if differences in storage and frequency of use are taken
into consideration.

A.2.2.1.3 Definition of the performance indicator

The percentiage of documents recorded in the library’s catalogue(s) that is in the correct.places op the
shelves at tHe time of investigation.

not
not

Documents (whose absence is accounted for in the library’s records, for example,cthose that hav
arrived from processing, on loan, taken out for bookbinding or repair or noted as missing, ar
included in the sample.

U~ (D

As, in national libraries, the greater part of the collection are stored in,clesed stacks, the indicator is
restricted t¢ closed stacks.

A.2.2.1.4 Methods

A.2.2.1.4.1 | Check a representative sample of shelves in ‘closed stacks with the help of a shelf-list.
For each dofument in the list, record whether it is shelved: correctly. For all missing documents, ¢heck
whether thejir absence is accounted for in the library’s re€érds.

Documents pwaiting shelving should be reshelved before counting.
For this metfhod, the shelving accuracy is caletilated as shown in Formula (A.20):

gxwo (A.20)

where

A s the number of decuments correctly shelved;

B is the total nuiber of documents in the sample (excluding those whose absence is accounted
for In the library’s records).

Round off td thé.nearest integer.

NOTE The mumber of missing documents comprises both documents that have been misplaced and those
that are lost if the latter have not been noted as missing in the library’s records. This assumes that correct
shelving implies frequent shelf-reading so that losses get noted at an early stage.

A.2.2.1.4.2 Check a representative sample of shelves in closed stacks. Count the number of documents
on each shelf in the sample. Record all documents that are found in the wrong place irrespective of them
being misplaced near to or far from their correct position.

For this method, the shelving accuracy is calculated as shown in Formula (A.21):
A-B

x100 (A.21)
where
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A is the total number of documents on the shelves at the time of investigation;
B is the number of misplaced documents on the shelves.
Round off to the nearest integer.

NOTE As an estimate, the simpler method shown in A.2.2.1.4.2 could be sufficient.

A.2.2.1.5 Interpretation and use of results

The indicator is an integer between 0 and 100. A high score means high a shelving accuracy. The
shelyingaccuracy 15 affected by several factors. I e most Important are

— the frequency of shelf-reading, and
— the speed of reshelving.

The indicator could also point to the classification or other shelf-location systeém not beingtransparent
and ¢asy to use, or to the need for a security system.

For libraries where use varies much between parts of the collection; shelving accuracy should be
assegsed for the different parts of the collection separately, as documents in frequent upe are more
liabl¢ to misshelving.

A.2.2.1.6 Source

See Reference [71].

A.2.2.1.7 Examples and further reading

Correct shelving is crucial for the effective@Wse of all library collections, but libraries uspally do not
collert data about this task or do not publish them.

The National Diet Library of Japan assesses shelving accuracy for items requested by users. In 2007,
shelying accuracy in the closed stacks was 99,99 %11,

The National Library of Spain-uses the indicator as described in ISO/TR 28118. In 2015} the library
checked 336 720 documents and found 99,83 % of correct shelving (see Reference [18]).

A.2.2.2 Direct access from the homepage

A.2.2.2.1 Background

Mos{{ libraries today offer information about their services and access to their electronic rgsources and
services‘via their website. This is especially important for national libraries, as they do npt primarily
serve alocal, but rather a national and international clientele. Because of this, remote ac¢ess to their
services is a crucial issue.

National libraries have different target groups with various interests and purposes when accessing the
library website. Websites of national libraries should therefore offer a “sign-posting” for the main user
groups. This should consider at least researchers, visitors, librarians/professionals, and publishers, but
could also include groups like the media (press), business firms, friends and supporters of the library,
or persons with special needs.

The quality of a library website is determined by its fitness for use. Contents and structure, language
and design, navigation tools and accessibility taken together constitute the usability of the website.

11) Not published.

© IS0 2019 - All rights reserved 81


https://standardsiso.com/api/?name=83033d734e3f63db99f3c52e798cfbfc

ISO 21248

:2019(E)

The homepage is the virtual entrance to the library. The design and contents of the homepage can be
decisive for the success of the website visit. High-priority issues should be either visible directly on
the homepage or accessible with at best only one click or key stroke. Therefore, quick access to the
most-used services and resources via the homepage was chosen as indicator for website quality. It is
an indicator that is applicable for every library homepage, easy to use, and with an informative content
that enables the library to directly take steps for ameliorating access via the homepage.

A.2.2.2.2 Objective of the performance indicator

The performance indicator assesses whether the homepage leads directly or very quickly, with adequate
terminology, to the most frequently needed information and the most-used services. Speed is measured

by the numkH

Comparison
and servicej

The indicat
website. Nej

A2.2.2.3 1

The perforr

homepage of the library’s website measured by the number of clicksyand the comprehensibility d

terms used.

NOTE
are linked.

A2.2.2.4

The method|
when seekir

The first std
library. Thij

when describing the services and resources on the homepage.

The set of
prototype tl
the user gro

National lib}
collecti

catalogi

The homepage is defined as the main or opening screen of;a website to which all other pages for

Method

er of clicks necessary to find the services.

is evaluated.

r does not evaluate the design or navigation of the website or the overall content d
her does it include accessibility for persons with special needs.

Definition of the performance indicator

hance indicator is the accessibility of the most searched fesources and services vi

used is a type of cognitive walk-through:’A small group of experts simulates user behaj
g specified information via the homepage.

p is to define the services and résources that are most often searched for in the sp
includes the decision on which terms would be adequate and comprehensible to 1

main issues for the homepage of national libraries described here should be seen
nat could be adaptedito the special situation of a library. Information has been added
ups that would-bemost interested in each of the issues.

raries frequently group their information on the homepage as to:
ns;

hes-(search);

will only be possible between libraries of similar mission if a standardized set of'resoyirces

f the

h the
f the

users

yiour

beific
isers

as a
as to

visit us;
— news.

In addition,
researchers

services/use;

about the library;

)

a heading called “Information for...
and students, publishers, librarians, schools, business, etc.

can lead to a selection of topics for new users,

Methods for searching the website, such as search functions, FAQ (frequently asked questions), sitemap,
or A - Z, have not been included in the list as the question of the indicator is whether the most-used
resources and services can be found directly, not via search functions. See Table A.4.
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Table A.4 — Homepage composition and significant issues

Main issues

Other adequate terms

Possible general headings

Interested user

group

Mission and legal bases

mandate, role of the library, col-

about the library

all; especially

crofilming service

lection policy, legal acts, statutes, publishers and
duties of the library libraries
Way to the library address, location, visit us, how to |about the library, contacts, visitors
reach us, map to library directions
Opening times opening hours, library hours, visit us, using the library visitors
hours of operation
Onlipe catalogue/s catalogue(s), OPAC, search (with  |how to find..., finding infor- |all
explanation) mation, research aids
Natipnal bibliography central bibliographic ser- all
vices, catalogue(s), how tg
find..., finding informatioen,
research aids
Lending services circulation, loan service, borrow- |use, services locallusers,
ing, how to get a book visitprs
Reference service e-reference, reference questions, |informatienservices researchers,
enquiries, ask a librarian, ask the librafians
library
Registration for use user card, library card, register- conditions for access, use, localland remote
ing, membership, how to join services userg
Interlibrary lending document supply, electronic how to get a book, how to get |localland remote
and document delivery |delivery an article, services users, libraries
Reproduction services |copying services, photographic use, services localland remote
service, digitization service, mi- users$, libraries

Digital collections electronic library,electronic re- collection/s, find a journal or |all
sources, digitahrésources, online |article, electronic services,
resources, doeuments available online services
online
News events, forum, exhibitions — all
Contacts addreésses, staff directory about the library all
Information for... services for..., portal for ... services diffefent target
(e.g. researchers, publish® groups
ers, quthors, librarians,
teachers)
As a second.step, the experts test the homepage as to the speed of finding the services/resopirces and as
to the termiinology being intelligible and adequate to users. The rating could be as shown ir] Table A.5.

Table A-5— Homepage evaluation

Service/resource Clicks Points

direct information on the homepage, e.g. address,

opening times, search box for the catalogue 0 10
adequate term on the homepage 8
adequate term on the homepage 6
adequate term on the homepage 4
adequate term on the homepage >3 0
ambiguous term on the homepage 1 2
ambiguous term on the homepage >1 0

© IS0 2019 - All rights reserved
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Each library will select its own list of “main issues” to be evaluated.

Only part of the “main issues” will appear directly on the homepage, but they should be only “one click
away”. It is irrelevant for the rating whether the topics appear on the homepage in systematic order or
in a “quick links” list.

On some homepages, lists of subheadings open directly when the mouse touches the term. This should
be counted as one click, though no click is necessary, as the term the user is seeking cannot be identified
directly when looking at the homepage.

“Ambiguous” means terms that users might misunderstand in their search.

Examples fofr “ambiguous” terms are as follows.
— The way to order books into the reading-room is placed under the heading “accessing materials”.
— Photocdpying is placed under “document delivery”.

Terms namgd “possible general heading” in the lists above and leading to the requested informatiop are
rated as adelquate language, but the necessary clicks from the general headings should be counted

The accessilpility of the most-used services/information is calculated as shown'in Formula (A.22):

g (A.22)

where

A s tIe total number of points reached for accessibility;
B is the total number of main issues on the list.

Round off tq the nearest integer

A.2.2.2,5 Interpretation and use of results
The indicatqr is a positive real numbertHetween 0 and 10.

A high scor¢ would be considered\as good. The following actions could be taken in order to achigve a
better score:

Put a link to[the most-used Services directly on the homepage.

Change library jargon.irto user-friendly language: Task-based links like “find books” or “find artjcles”
have proved to be_easier to understand than terms like “databases” or “e-journals”. Users probably
would not click ofra‘link if they do not know what to make of the term.

Avoid abbreyiations the users are not familiar with, such as “ILL".

Use a consistent set of terms, such as not “periodicals” beside “e-journals”.

Evaluate frequently asked questions and place the topics on the homepage. If a question occurs
frequently (e.g. “How can [ become a user” or “Where can I find articles”), it may be more effective to
have a link on the homepage than to refer the user to “FAQ”.

The problem in offering quick access to the main services via the homepage for all user groups is that
the homepage shall, on one side, offer all relevant information and, on the other, shall not be overloaded
and confusing. This can be a tightrope walk between conflicting wishes. Information on the homepage
should be limited to the necessary.
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A.2.2.2.6 Source

See Reference [71].

A.2.2.2,7 Examples and further reading

The Swedish National Library tested the indicator as described in ISO/TR 28118 in 2007 and calculated
a score of 7,7312),

The performance indicator was also tested in the National Library of Spain in 2014 and 2015; the result
was a score of 7,53 (see Reference [18]).

A.2.2.3 Percentage of accesses to the online catalogue via mobile devices

A.2.2.3.1 Background

With|
are.

the rise in smartphone use, library users will expect to connect to library services wherever they
Therefore, libraries create library applications or websites for mopile ‘phones and dther mobile
deviges, such as tablets.

For deveral years now, national libraries have also been offering services for mobile devices, especially

mobile online catalogues. This is done either by a special cataloguie application or by an int
online catalogue for mobile access.

A.2.2.3.2 Objective of the performance indicator

The
devig

Com

the gnline catalogue.

A.2.2
The |

A mg
typid

EXAN
In th

NOTH
onlin
or ex

indicator assesses the success of the library in‘reaching its users through service
es.

barison between libraries is possible if asimilar type of application or mobile interfac

.3.3 Definition of the performance indicator
bercentage of accesses to thetonline catalogue via mobile devices.

bile device is defined-as-a portable computing device, designed to be held and used i
ally having a display.screen with touch, pen and/or keyboard input and Internet conng

PLE Mobilephones, eBook readers, or tablets.
e sense of this indicator, an access is a successful request of a library-provided online g

ATt access is one cycle of user activities that typically starts when a user connects to a libr
e sefvice and ends by a terminating activity that is either explicit (by leaving the database th

brface of the

b for mobile

e is used for

h the hands,
ection.

ervice.

ary-provided
Fough log-out

tler implicit (timeout due to user inactivity).

A.2.2.3.4 Method

Count the number of accesses to the online catalogue via mobile devices as a subset of all accesses to the
online catalogue during a specified period.

If the service has been designed independently of a special platform, weblog statistics can be used.

12) Not published.
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If it is a specialized application, usage numbers should be able to be captured by means of that
application.

NOTE 1 Ifthe online catalogue is used inside the library, several users might make use of the same workstation
one after another, and accesses could not be separated. In most systems, an access is cut off after a specified time
of non-use thus avoiding part of the problem.

NOTE 2  Browser or proxy caching is likely to reduce the number of requests registered in log files.

The percentage of accesses to the online catalogue via mobile devices is calculated as shown in

Formula (A.23):

4 (A.23)

B
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where

A is the number of accesses to the online catalogue via mobile devices,
B is the total number of accesses to the online catalogue.

Round off to the nearest integer.

A.2.2.3.5 Interpretation and use of results

The performance indicator is an integer between 0 and 100. A high score indicates that the mobile
devige catalogue is relevant for the library’s users.

The indicator may be affected by several factors, some outside the control of the library, suth as:
— the level of network access;
— the quality of the interface;
— the distribution of mobile phones in a country;

— the promotion of the service by the library.

A.2.2.3.6 Source
See IS0 2789:2013, 6.2.14.1111.

A.2.2.3.7 Examples and further reading

The Koninklijke Bibliotheek (Netherlands) counted 4 111 accesses to the online catalogue fgr the month
of July in 2016. Only 2,75 % of the accesses'came by mobile phone and 2,72 % by tablet. The|bounce rate
- ong-page visits only - was relatively high in both cases. The session time of mobile phorle users was
much shorter than when computers or tablets were used!3).

The Bavarian State Library in Munich counted 6 837 000 accesses to the online catalogue during 2015,
of which 113 664 (1,66 %).came by mobile devices (see Reference [16]).

A.2.2.4 Median time.of document retrieval from closed stacks

A.2.2.4.1 Background

Due o theifrole as custodians of the national documentary heritage, national libraries sfore most of
theirjcollections in closed stacks. In addition, there can be a lack of space, so that some national libraries
have|had to locate part of their collections in off-site buildings.

In this context, the time spent in fetching materials from closed stacks to be delivered to libraries or
users is crucial for a quick and effective access to the collection.

A.2.2.4.2 Objective of the performance indicator
The performance indicator assesses whether the retrieval processes are effective.

Comparing libraries is possible if local circumstances concerning buildings, transportation, etc. are
taken into account.

13) Not published.
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A.2.2.4.3 Definition of the performance indicator

The performance indicator is the median time elapsed between the request for a document placed in
closed stacks and the moment it is available to the user inside the library or ready to be dispatched to

users or oth

er libraries.

The time interval is measured in library business hours (the hours the library is open for business,

excluding w

eekends, holidays or other days that the library is closed).

A.2.2.4.4 Methods

Draw a ran
users orini

hterlibrary lending and document delivery.

For each request, register the date and time of the day when the request was handed in and the

when the d
another libr
seems most

The median|
ascending o
ranking list

pcument was ready to be collected by the user or ready to be dispatched\fe’ the us
fit.

time of document retrieval from closed stacks is established by‘ranking the reques
der by the retrieval time. The median time is the value of the request in the middle
If the number of requests is even, the median time is the average of the two values i

middle of thee ranking list, rounded off to the nearest minute.

The sample may be established in two different ways.

a) The sample is drawn among the titles owned by the library’and not on loan. The requests are
by the investigators or their proxies at random times during the sampling period and the ti
handing the requestin is recorded.

b) The sarpple is drawn among actual requests at the time when the documents are ready {
collecte(d by the user or ready to be dispatched to the user or another library. The method pres
that the/date and time of the request are recorded as part of the normal routine.

NOTE1 Fdiled requests are left out of the: calculation since no finishing time can be assigned to a

request.

NOTE 2  Re¢quests for documents in offisite storage are counted separately.

A.2.2.4.5 rlnterpretation and-use of the results

The performpance indicatoris a real number with no top limit. The indicator is expressed in minut

hours and nf

A shortretr
peak times,

inutes.

eval time is considered good. The retrieval time may be affected by the number of ordé
by Storage conditions or shelving accuracy.

h

ed by

time
er or

ary. Subtract the starting time from the finishing time, expressed in minutes or houfrs as

ts in
f the
n the

ade

e of

o be
lmes

Failed

eS or

brs at

If the retrieval time is too long, the library could:

provide

introdu

reorganize workflows;

training for the shelving staff;

increase the number of shelving staff, especially in peak times;

ce regular shelf reading in order to achieve high shelving accuracy.

A.2.2.4.6 Sources

See Reference [85] p. 112 (item F 95).

See Reference [71] pp. 202 - 205 ("Lending Speed")[Z1].

88

© ISO 2019 - All rights reserved


https://standardsiso.com/api/?name=83033d734e3f63db99f3c52e798cfbfc

IS0 21248:2019(E)

A.2.2.4.7 Examples and further reading
Several national libraries have included the time for document retrieval in their service standards.

The National Library of Australia undertakes in its service charter to deliver 90 % of items requested
from onsite storage areas within 45 min. For items requested from its offsite store, the goal is to deliver
90 % of items within two hours of courier cut-off times (see Reference [61]).

The British Library’s code of service to readers and visitors also includes targets related to the delivery
time of items stored onsite and offsite. In the case of St. Pancras Reading Rooms, London, the codes
establish that 90 % of collection items stored onsite will be delivered within 70 min and 90 % of

colle

ction - items stored elsewhere in London within 3 hours. In the case of the ]\Tnurcpn

er Reading

Roor]
(see

The
targg
perc

The
time

The
trang
(see

A.2.2

A.2.2

Natid
natid
syste
effec

The
libra

The
agre
ofaf

A.2.2

The
orel

n, placed in Colindale, the library will deliver 90 % of collection items stored onsitew
Reference [31]).

key performance indicators included in the library’s annual report for 201172012 sH
t for the collection items stored in St. Pancras Reading Rooms was metfand even ey
bntage reached was 94 % (see Reference [26]).

National Library of Austria uses the indicator as described in ISO/TR-28118. In 2015, {
for a sample of 200 requests was 1 h and 36 min (see Reference{68]).

National Library of Spain measures document retrieval timé<¢egularly. The goal is to g
actions within 30 min. In 2015, 99,35 % of requested publications were delivered with
Reference [18]).

.5 Speed of interlibrary lending

.5.1 Background

nal libraries are often the last resort_for interlibrary loan, especially for publica
nal imprint. They are also, in manyteases, responsible for managing national resot
ms and increasingly developing-strategies, policies and standards for offering more ¢
tive interlending services both.at-the national and international level.

‘IFLA Guidelines for best/practices in interlibrary loan and document delivery” reco
ies define performance indicators for service levels and turnaround time (see Referer

hecessity for perforimance assessment in interlibrary lending is evident and there
ement in the litefature that turnaround time (the time between the initiation and thg
equest) is one‘ofithe primary and most widely used criteria.

.5.2 Objective of the performance indicator

berformance indicator assesses the time interval for successfully completing an inter
bCtbonic document delivery transaction, from the initial request to sending the reque

thin 60 min

ow that the
rcceeded: the

he retrieval

omplete the
lin that time

tions in the
rce sharing
efficient and

mmend that
Ice [48]).

is a general
completion

library loan
sted item(s),

and thereby whether the delivery services are efficiently organized and what priority the library gives
to its role in library resource sharing.

Comparing libraries may be possible if a similar type of lending and delivery system is used.

A.2.2.5.3 Definition of the performance indicator

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

A transaction is complete when the item is sent to the requesting library or directly to the user by the
lending library.
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The time interval is measured in library business hours (the hours the library is open for business
excluding weekends, holidays or other days that the library is closed).

An interlibrary loan is a loan of a document in physical form or a delivery of a document, or part of it, in
copied form, from one library to another which is not under the same administration.

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

Time received is the date and time the request is received by the lending library.

Time sentisthe date and time the item requested was sent to the requesting library or directly to the|user.

A.2.2.5.4 Method
The speed of interlibrary lending is calculated as shown in Formula (A.24):

A
= p.24
B (p.24)

where

A istlhe number of hours to complete a specified number of interlibrary loans or document deliv-
eryjtransactions;

B is the number of interlibrary loan plus document deljvéty transactions.
Exclude days the library is closed for business.
Round off td the nearest whole hour.

Sampling is|possible. The recommended methed s a “typical week.” A "typical week" is a timeg that
is neither unusually busy nor unusually slow:*Avoid holidays, vacation periods, days when untgisual
events are tpking place in the community orin the library. Choose a week in which the library is ppen
regular houfs.

If the "full dount"” method is preferted, data should be collected monthly to reduce the burden to|staff
when analyging the results.

A.2.2.5.5 Interpretation’and use of the results
The performance indicator is a positive real number with no top limit.

A lower scqre istusually considered as good. It will inform the library whether its processes are
organized efficiently.

The performance indicator can be influenced by the type of material that is requested and by the form
of delivery. The delivery of a document from an electronic resource is quicker than if an item had to be
fetched from the shelves and sent by fax or normal mail.

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

It is useful for the interpretation of the results to also consider background data and facts, such as
the number of requests processed each year, the number of items requested from other institutions,
whether specific collection formats (e.g. sound recordings, print serials) are available for interlibrary
loan, or whether there are charges for interlibrary loan and document delivery.
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A.2.2.5.6 Source

See Reference [50].

A.2.2,5.7 Examples and further reading

The National Library of Australia’s Service Charter aims at dispatching items requested through a
local library within 4 working days of receipt of request for the standard service or within 2 h to 1 day
depending on the level of the priority service required. (see Reference [61]).

The library also follows the Australian Interlibrary Resource Sharing (ILRS) Code that for supplier
turngroumnd time tthe timre betweemasupplying tibrary receiving a request amd dispatctimng the item or
indidating impossibility of supply) has the following standards (see Reference [15]):

a) e¢xpress: 2h;
b) 1tush: 24 h;
c) ¢ore: 4 working days.

The Austrian National Library uses the indicator as described in ISO/TR 28118. In 2015, the speed of
interlibrary lending for books was 13 h and 50 min (see Reference [68]).

Same¢nwerkingsverband van de Nederlandse universiteitsbibliotheken en de Koninklijke| Bibliotheek
(UKB) reports the cumulative percentage of interlibrary leriding speed after 1 day whi¢h would be
80,44 % in 2016 and 85,48 % in 201514,

The National Library of Spain measures the speed of interlibrary lending regularly. THe goal is to
complete the transactions within a maximum of 3.working days. In 2015, 98,6 % of the rejquests from
other libraries were answered within that time:(§ee Reference [18]).

The National Diet Library of Japan has the:service standard to respond to 80 % or more fequests for
interflibrary loan, either by delivering the'tequested materials or by explaining the reason for not being
able to deliver, within 3,0 working days.after receiving requests.

The library also has the service standard for document delivery to respond to 80 % or m¢re requests
received via the Internet withim5,0 working days after receiving requests.

The tesults for 2015 fiscalyear were 2,3 working days to respond to 80 % requests for integlibrary loan
and 4,0 working days tarespond to 80 % requests for document delivery (see Reference [5Y]).

A.2.3 Reference

A.2.3.1 Correct answer fill rate

A.2.3.£.1" Background

In the provision of any reference service (either traditional or digital) the most fundamental and logical
goal is that correct answers be given to the reference questions received. Measuring the accuracy of
answers therefore is crucial for assessing the quality of reference services.

In the context of national libraries, the study of the Conference of European National Librarians
(CENL) on performance measures in European National Libraries (see Reference [14]) showed that
the participating libraries considered this indicator the most relevant of the indicators included in
1SO 11620.

National libraries support librarians and researchers by providing information based on their huge
national and international collections that work as backup collections of the country. This indicator

14) Not published.
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is even more important for national libraries than for academic or public libraries as it shows the
reliability of their reference services as the last resort in the country.

A.2.3.1.2 Objective of the performance indicator

The indicator assesses to what extent reference staff is able to fulfil the primary requirement for a good
reference service, namely to provide correct answers to questions.

Comparison between libraries would only be possible if the same predefined set of reference questions

were used.

A.2.3.1.3

efinition of the performance indicator

This performnance indicator is the number of reference questions answered correctly divided b
total number of questions handled.

A reference|question is defined as an information contact that involves the knowledge'or use of o
more information sources (such as printed and non-printed materials, machine-readable database

library's ow]

NOTE1 A
such sources
NOTE2 O

NOTE3 T
media (via en

It is essentid
example, fol
printers or (

A2.3.14

A.2.3.1.4.1
described. I

These are t
service as g

|

n and other institutions' catalogues) by library staff.

e reference question can address several issues.

e question can be delivered personally or by means of*telephone, regular mail, fax or elect
hail, the library website or other networked communications mechanisms).

| that libraries do not include informational (directional and administrative) question|
locating staff or facilities, regarding opening times or about handling equipment su
omputer terminals.

Methods

Of the various methods used, the unobtrusive test has been most extensively appliec
involves compiling a repriesentative set of questions with their answers.

hen used by proxy uSers or surrogates to be put to the staff involved in the inform
enuine questions.without the staff being aware that they are being tested. This ha

advantage df the service beihgevaluated under normal conditions.

Unobtrusivd
an online re

Libraries th
of this indic

testing can be used as well for traditional face-to-face, telephone, or email contacts 4
ference sehvice. It might be easier to let proxy users put their questions in electronic fq

ht make use of digital reference services should include those transactions in the calcul
htor, Reference filing usually includes reference questions, question sources, question y

y the

he or
5, the

reference question can also involve recommendations, interpretationy or instruction in the yse of

ronic

s, for
ch as

| and

htion
5 the

s for
rm.

htion
Sers,

process of r

ctrievat, provisiom of Tesults; etc:

To obtain valid results:

questions that are often put by librarians).

The pro
Proxy u

NOTE

xy users should be chosen to represent actual user groups as far as possible.

sers have to be properly coached on the way in which they should conduct themselves.

reliability and practicality of this indicator.

92

The questions used should be chosen with great care (for national libraries this should include

In many cases, it can be difficult to determine the "correct” answer to a question. This can affect the
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For this method, calculate the correct answer fill rate as shown in Formula (A.25):

AXIOO
B

where

A is the number of questions answered correctly;

B is the total number of questions handled.

(A.25)

1 Cco. 1 ——d
ROUI U UITtU LI TICdI CS U ITILEZCT.

A.2.3.1.4.1 In order to obtain a more realistic view of reference accuracy, a randonrsam
reference questions should be used.

The gnswers are evaluated by an expert group as to accuracy and completeness.'As the cory
have|not been previously established, the degree of accuracy must be rated inla more specif
coding is similar to the one used by Dilevkol38]. See Table A.6.

Table A.6 — Rating of reference answers

ble of actual

ect answers
ed way. The

Coding

Comlplete answer

Referred to single source, complete and correct answer OR referre
sources, of which one gave the eomplete and correct answer.

d to several

Partially complete answer

answer, but one of which serves as a preliminary source.

Referred to single sourceot-several sources, none of which leads djirectly to

Referral No direct answer; réferred to external specific source or person of institution.
No answer; no referral (I don't know) OR referred to single inapprppriate

No/incorrect answer source OR referred to several inappropriate sources, none of which answers
the question;correctly.

NOTH The indicator can be calculated separately for "complete answers" and for "complete pnd partially

compllete answers”. Results designated "complete answers" reflect a library policy of directly d
information the user asks for. Results termed "complete and partially complete” reflect a libr
showjing the way for finding thé information.

For this method, calculadte the correct answer fill rate as shown in Formula (A.26):

—4—><100
B

where

A “7is the number of questions with complete or complete and partially complete answ

elivering the
hry policy of

(A.26)

ers;

B is the total number of questions handled.

Round off to the nearest integer.

A.2.3.1.5 Interpretation and use of the results

The indicator is an integer in the range of 0 to 100. A high score indicates a high accuracy.

It should always be borne in mind that this indicator focuses only on one aspect of reference service

quality, namely accuracy.

The results are influenced by, for example, the choice of questions, the staff’s communication skills and
the quality, variety and accessibility of reference sources.
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The level of difficulty of the questions is also relevant. Note that some questions will have alternative
answers, or answers which give a choice to the enquirer.

The performance of the reference staff, in respect of correctness, is affected by competing goals of
teaching the user how to use the reference sources and of answering the question as quickly as possible.

The value of the test results can be enhanced by designing the test in such a way that the factors
contributing to poor performance or the reasons for failure can be established, or by combining it with
other forms of data collection. This should include information on procedures which the staff followed
to clarify questions (communication skills), whether details of the source were provided with the
answer, whether the user was referred elsewhere when no answer could be found, and what was the
attitude of t

o Ll
IC oldll.

xt of an online reference service, the indicator can also provide useful information gbout

followed by staff and data resources used.

In the contg
procedures

q

N

A.2.3.1.6 Sources

See Referenges [44] and [70].

A.2.3.1.7 Examples and further reading

There are ag yet no examples from national libraries.

A.2.3.2 Spleed of reference transactions

A.2.3.2.1 Background

Speed of prqviding answers in reference transactions, which is often referred to as turnaround tirne, is

another quality aspect for reference services besideS)the accuracy of answers.

rs. A
peed
aries

Libraries ha
study comp
of response
should assej

ve to take care that the speed of answering does not influence the quality of the answg
ring five free digital reference sepvices found that there is often a trade-off between §
and quality or accuracy of.response (see Reference [33]). Therefore, national libr
s both speed and accuracy-af'responses when evaluating their reference services.

The indicat
improving t
and/or to s

pr is also crucial for. assessing the efficiency of reference service management.
he efficiency of reference services, libraries should try to reduce reference service
wve the time of the.library user. The time required to respond to reference request

Vhen
Costs
5 IS a

necessary component whehyreasuring staff costs or productivity (see Reference [86]).

A.2.3.2.2 Objective of the performance indicator

The indicatd used

to analyse t]

r assesses whether reference answers are provided in a timely manner. It can also be
ne_effectiveness of processes in reference services.

Comparison between libraries is possible if a similar type of reference service is provided (e.g. online
reference).

A.2.3.2.3 Definition of the performance indicator

The performance indicator is the average total time (commonly known as turnaround time) required
for library staff to complete reference transactions, measured in minutes, hours or days, depending on

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

NOTE 2  The time interval considers only library business hours (the hours the library is open for business,
excluding weekends, holidays or other days that the library is closed).
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A reference question is defined as an information contact that involves the knowledge or use of one or
more information sources (such as printed and non-printed materials, machine-readable databases, the
library's own and other institutions' catalogues) by library staff.

NOTE1 A reference question can also involve recommendations, interpretation, or instruction in the use of
such sources.
NOTE 2  One reference question can address several issues.

NOTE 3  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 communications mechanisms).

lestions, for
nent such as

It is ¢Ssential that libraries do not include Informational (directional and administrative)q
exanpple, for locating staff or facilities, regarding opening times or about handling equip1
printers or computer terminals.

A.2.3.2.4 Method

week which
ous months
is closed for
is.

Draw a random sample of reference transactions. A sample period should“be a typical

is nefither unusually busy nor unusually quiet. Sample periods can beselected from var
thronighout the year to offset peak periods and off periods. Exclude days when the library
business. During the sample week, keep a count of the reference trahsactions on a daily bas

The fransactions shall be initiated within the sample week, but'completion could take long

%

I.

Record for each transaction the date and time when the.library receives a reference ques

date
foun
tranf

The

refern

and time when the library delivers the answer tg the users. Negative answers (e.
1) are included. The data may be collected by<inobtrusive testing sheets. For digit
actions, the data can be collected by an electrenically generated log.

ence services on the sampling days.

Inclyde all time taken before providingthe answer to the user regardless of the actua

work

The

as th

ing on the specific question.

lifferent modes of reference-transactions (online, face-to-face, etc.) should be assesse
e types of questions differ greatly.

tion and the
P, N0 source
al reference

fime needed for each delivery should be-¢alculated by counting only the business hours of the

time spent

H separately

The §peed of reference transactions is calculated as shown in Formula (A.27):
)\
+ (A.27)
B
whefe
A C~is the total number of days, hours and minutes to complete the reference transa¢tions in
the sample;
B is the number of reference transactions in the sample.
A.2.3.2.5 Interpretation and use of results

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

The speed can vary immensely depending on whether face-to-face enquiries or written questions
(fax, mail, online reference) are evaluated. Type and specialty of a question will also greatly influence
the indicator result. Written questions to national libraries can be rather complicated as the national
library often serves as the last resort for a problem.
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When interpreting the results of this indicator, libraries should pay special attention to the quality of
answers. It is not always desirable to have shorter turnaround times because in such cases accuracy
may be impeded by speed. When a question is complicated or a user expects a comprehensive answer,
longer turnaround time might result in better service for the user.

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

distribution

of turnaround times in such cases.

A.2.3.2.6 Sources

See References [45] and [56].

A.2.3.2.7 1

The Nation
(including
the request.

The Nationd
questions by
Reference [§

The Nationg
information

weeks (see Reference [61]).

The Code of]
to all writte

The Nationa
questions w|
within 72 h,

The Nationa]l Library of Austria took a sample 6f 100 reference questions both in 2010 and 2014. In

transaction

A233 W

A.2.3.3.1

National lib|
national and
last resort f

It is therefd

b

Background

‘xamples and further reading

Diet Library of Japan has the service standard to respond to 80 % requests within 8,7
rary holidays) for reference enquiries by letter, email, and fax via libraries'after rece
The result for fiscal year 2015 was 8,8 days (see Reference [57]).

1l Library of Medicine of the U.S. undertakes in its customer service policy to an|
y letter or fax within 7 working days, questions by web contact within 4 working day§

$0]).

| Library of Australia’s service charter includes the servijce standard to respond to 90
and research enquiries within 1 week of receipt; more.complex enquiries may take up

Service to readers and visitors of the British Library includes among its targets to res
h enquiries within 10 days of receipt (see Refererice [31]).

|l Library of Spain measures reference speed regularly. The goal is to answer refej
ithin 3 working days. In 2015, 99,27 %0t questions from outside the library were answ
71,53 % in less than 24 h (see Reference [18]).

b were completed within 17 hhvand in 2014, even within 10 h and 30 min (see Reference

llingness to return

Faries suppart-researchers and librarians by providing information based on their
international collections that work as backup collections of the country. They are ofte
br reference questions, especially concerning the national imprint.

re/fmportant for national libraries to assess not only the accuracy and speed of

days
iving

swer
(see

% of
to 4

pond

ence
rered

010,
68]).

huge
n the

their

reference tr

hnisactions, but also the appreciation of the service by the users.

The reference services can be delivered both directly to users and through other library and information

centres.

A.2.3.3.2 Objective of the performance indicator

The performance indicator assesses the effectiveness of a reference transaction by the user’s willingness

to return to

the reference desk (or to a virtual reference service).

Comparison is possible between libraries if a similar type of reference service is provided.

The indicator is applicable for traditional face-to-face reference and for virtual reference.
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A.2.3.3.3 Definition of the performance indicator

The performance indicator is the percentage of reference transactions after which users state that they
are willing to return to the reference desk (to the virtual reference service) with another question.

A reference question is defined as an information contact that involves the knowledge or use of one or
more information sources (such as printed and non-printed materials, machine-readable databases, the
library's own and other institutions' catalogues) by library staff.

NOTE1 A reference question can also involve recommendations, interpretation, or instruction in the use of
such sources.

NOTE 2  Onereference question can address several issues.

NOTHE 3  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).

It is ¢ssential that libraries do not include informational (directional and administrative) qpestions, for
exanpple, for locating staff or facilities, regarding opening times or about Handling equipment such as
prinfers or computer terminals.

NOTE 4  Virtual reference questions can be delivered by email or web forms.

This|indicator does not assess the speed of the reference transaction or the accuracy of the reference
answers.

A.2.3.3.4 Method

A.2.3.3.4.1 Actual reference users

Actupl users are questioned after a face-to-face or telephone reference interview in|a follow-up
interjview or survey. After a reference transaction in a virtual reference service, a web survey is offered.
Userf answer the question as to their wilifigness to return.

— Based on the experience of this reférence transaction, if you had the option, would you rgturn to this
feference desk (this virtual reference service) again with another question?

The willingness to return is Calculated as shown in Formula (A.28):
A

—§x 100 (A.28)
)

where

A isthe number of persons answering “Yes”;

B “Zis the total number of persons answering.

Round off to the nearest integer.

A.2.3.3.4.2 Proxy user method

Proxy or surrogate users ask a reference question face-to-face or by telephone at the reference desk
(in the virtual reference service). They observe staff behaviour and all circumstances related to the
reference transaction.

After the reference transaction, the proxy users answer the question as to their willingness to return.

— Based on the experience of this reference transaction, if you had the option, would you return to this
reference desk (this virtual reference service) again with another question?
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The willingness to return is calculated as shown in Formula (A.29):

é><100
B

where

A
B

(A.29)

is the number of persons answering “Yes”;

is the total number of persons answering.

Round off tq
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+1 —d
LIIC IICAT S U IIILEECT.

now more about the reasons of willingness or non-willingness to return, librariescoul
ons such as:

reference librarian (the virtual service) easily approachable?
reference librarian show competence?
Feference librarian ask at least one question to find out more aboutyour information n4

vere referred to a source, either inside or outside of the library, did the librarian
" you got a helpful answer?

ibrarian finally ask you whether the information proyided fully met your information n¢

A.2.3.3.5 Interpretation and use of results

The indicatd

A high scor
successful a

If the score
could be to

q

N

A.2.3.3.6

See Referen

A.2.3.3.7 1

National lib
them have c

r is an integer between 0 and 100.

e is considered good. It means thatsa-high percentage of reference transactions
ccording to the rating of actual or proxy users.

s low, the library can identify the/reasons via the aspects rated by the users. One rea
rganize staff training in intexpersonal skills.

jources

ces [39] and [67].

‘xamples and-further reading

raries apparently have not yet used this indicator as described here. However, a numhj
pnducted satisfaction surveys of their different users.

The Swiss N

d ask

peds?

heck

beds?

were

ction

er of

ational Library had its last satisfaction survey of active users in 2015. One of the ques

tions

was whether the answers to reference questions were clear and comprehensible. On a scale of 1 to 10,
the users rated the answers as 8,815).

A.2.4 Facilities

A.2.4.1 User places occupancy rate

A.2.4.1.1 Background

Most national libraries have reading rooms to provide for on-site use of their services. As facilities
at reading rooms have limited capacity, it is important to determine whether a library is providing a

15) Not published.
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sufficient number of seats for visitors. Libraries have to strike a balance between an efficient use of
their physical premises and provision of facilities that are appropriate to users’ needs.

In general, measuring the user places occupancy rate means measuring the probability that a user will
find a free seat and therewith the priority that the library gives to its role as a place for reading and
studying.

A.2.4.1.2 Objective of the performance indicator

The performance indicator assesses the overall use rate of user places provided for reading and working
in the library, by estimating the proportion of the places in use at any given time. This indicator shows
the vfalue of the library as a local place.

A.2.4.1.3 Definition of the performance indicator
The performance indicator is the percentage of user places in use at the time ofinvestigatign.

User|places are defined as places with or without seating or equipment, places in carrels, in seminar
and gtudy rooms, in the audio-visual departments of the library, and infermal seating in lounges, group
areas, etc.

NOTE 1  This excludes places in halls, lecture and auditory theatres(intended for audiences of special events.
The definition also excludes floor space and cushions on which usersican sit.

NOTH 2  Places reserved exclusively for the use of staff are also.excluded.

A.2.4.1.4 Method

Courlt the number of user places provided for reading and working, whether with or without seating or
equipment, at the time specified.

Count the number of user places in use. Places which show evidence of being used, such ag coats, bags,
notebooks, etc. placed there, are counted-as being in use, even if the user is absent.

Meagurement may be conducted at a specified time of the day, the week or the year, e.g. pgak times or
off-ppak times. This should be stated explicitly when using the indicator.

The fiser places occupancy-rate is calculated as shown in Formula (A.30):

-gxwo (A.30)
1

wherte

tha nyimh oy
tHe-HHHRBEeT

B is the total number of user places provided.
Round off to the nearest integer.

The user places occupancy rate should be measured at random intervals over a period of time as the
occupancy can vary considerably. The mean occupancy rate for the period can then be calculated using

Formula (A.31):

gxwo (A.31)
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where

A
B

is the cumulated sum of the places in use;

is the cumulated sum of the places provided.

Round off to the nearest integer.

Itcanalsob

A.2.41.5 llnterpretation and use of results
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e informative to calculate the minimum and maximum occupancy rate.

r is an integer in the range 0 to 100. It estimates the probability that a randomly sel¢
in use at any time, or at the times specified.

pancy rate indicates a need to increase the number of user places. Adow occupancy
Cess capacity.

noted that the occupancy rate can vary by time of day, week oryear. It is important t
mmodates the demand of peak times. In the case of libraries with several reading rd
n occupancy rates can indicate a need to reallocate user places among rooms.

ing hours can contribute to a better distribution of users heeding places over the day/V
with the same number of user places there might beédower occupancy.

r may be influenced by the library’s lending poli¢ies.

ates do not show whether users feel comfagrtable with the number of places provide
action with places can also depend on the'space allowed for one user working place
Ild therefore also assess user opinion on this topic by satisfaction surveys.

jource

Ce [81] pp. 82 - 88 (A special.case of "Facilities Use Rate").

xamples and further reading

of activities of the.National Library of France in 2006 shows an increase of the se
ate from 107 %in"2003 to 110 % in 2006 (see Reference [21]). Occupancy rates over 1
ats were overbooked, or that there were queues waiting for seats.

il Library/of Estonia collects user statistics once in a quarter, during one week.
f user>places is monitored by observation at 12:00, 16:00, 19:00 from Monday to Saty
braber to June, and in July and August at 13:00, 15:00, and 17:00 from Monday to Fridaj

bcted

rate

hat a
oms,

veek,

d for
The

pating
D0 %

The
rday
y due

'sShorter opening hours
J r (=]

The total number of user places in 2015 was 552. The average user places occupancy at the monitored
time was the following6):

Friday -

Monday - 85
Tuesday - 81
Wednesday - 84
Thursday - 83

75

16) Not published.
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— Saturday - 84
The average weekly number of readers in reading rooms at a monitored time was 82.
The average yearly user places occupancy rate 2015 was 82/552 x 100 = 14,85 %.

The National Library of Spain uses this indicator in its reading rooms. The occupancy rates for 2015
were (see Reference [18]):

— overall occupancy =23%
— ipnthe morning (Mon to Fri) =24 9%
— in the afternoon (Mon to Fri) =23%
— Saturday =20%

A.3 | Cultural role

A.3.1 Events
A.3.1.1 Number of attendances per event

A.3.1.1.1 Background

Natignal Libraries hold the documentary collection;éf hational heritage which includes many unique
item$ like manuscripts, incunabula, and other rarg materials. In order to raise the awargness of the
librafry’s valuable collection, national libraries:grganize exhibitions and other events. It i§ even more
impdrtant for national libraries than for publi¢ or academic libraries to make their collections more
widely known to the public as they are one 6fthe most distinctive and important cultural vienues in the
coungry.

In addition, some national libraries.have the responsibility to care for the cultural level of|the country
by promoting national cultural.policies and by taking the leadership in national literacy| campaigns.
Receptly, such libraries have organized forums or lectures to promote media literacy and computer
literacy, as well as print literacy.

Accofdingly, national libraries organize various events in order to demonstrate their prominence in the
counltry’s cultural, intellectual and social life and to foster understanding and enjoyment of|the national
library and its collections. The quality of such library events and their relevance to the population is
shown by the namber of participants and by participants’ satisfaction.

A.3.1.1.2 ;Object of the performance indicator

The performance indicator assesses whether events organized by the library attract a high number of
attendances and therewith promote the library’s collections and services.

Comparison between libraries can be difficult, especially if attendances at exhibitions are included.
A.3.1.1.3 Definition of the performance indicator

A.3.1.1.3.1 The performance indicator is the total number of attendances at the library’s events during
a full year divided by the number of events.

NOTE1 Virtual attendances at events (i.e. via webcast, webinar, or other technologies) should be included.

NOTE 2  Virtual visits to online exhibitions are excluded.
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A.3.1.1.3.2 Events, in the sense of this indicator, are pre-arranged activities with cultural, educational,
social, political, scholarly, or other intent, e.g. exhibitions, author visits, literary discussions, workshops, etc.

NOTE 1

institutions outside the library are excluded.

User training lessons and library tours are excluded.

Ongoing programmes are included. Each session of a programme is counted as one event.

rtual events are included.

Only events arranged by the library are included. Events inside the library premises organized by

NOTE 2
NOTE 3
NOTE4 Vi
NOTES5  Ej

normal visits

A3.1.1.4

Count or est

rhibitions are only Included 1f The 1brary can count the VisitsS To an exnibition Separately (1o
to the library.

Method

imate the number of attendances at each library event and cumulate for the‘year.

Count the n@imber of library events during the year.

The number

of attendances per event can be calculated according to Formula (A.32):

A

B
where

A st

B ist

Round off td

The indicatd
might be op

!

e number of attendances at the library events;
e number of library events.
the nearest integer.

r should be calculated separately for exhibitions and for other kinds of events as exhibi
en over a long time while other events occupy only a short time, and attendances m

limited by the space in which the eventsiare held.

A.3.1.1.5 Interpretation and use of results

The indicatd
A high scorg

A low score
attract high

r is an integer witlt no top limit.

indicates thatthe events arranged by the library were relevant for the population.

indicatés-that the events were not attractive for the population. The library should t

br attendance by promoting the events via the media.

The result

the

\.32)

kions
hy be

ry to

web.

ay-be affected by the library’s offering the same exhibition as an online exhibition on the

A.3.1.1.6 Sources

See References [40] and [71], pp. 154 - 157 (B.12).

A.3.1.1.7 Examples and further reading

In order to evaluate library events, quite a number of national libraries today count the number of
events organized by the library and/or the number of attendants of library events. Not many libraries
count (or publish) both.

The National Library of Austria, in its annual report for 2015, names 158 events (without exhibitions)
and 60 014 attendances of those events (see Reference [68].
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The National Library of Scotland in its review of performance for 2011/2012 reports a total
of 95 355 visits to exhibitions and other events of which 87 957 were exhibition visitors (see
Reference [64]).

In 2015, the German National Library counted 224 events with a total number of 14 131 attendances
(see Reference [37]).

In 2015, the Swiss National Library organized 131 events, including exhibitions, guided tours, and
training sessions, with a total of 18 109 attendances!?).

The National Library of Spain counted an average of 58 attendances per cultural event in 2014, and 63
attendancesin 2015 (cpp Reference [BD

As for the outcome of library events, some national libraries assess the attendants” satisfaction.
Sinc¢ 2009/2010, the British Library has been assessing the “exhibition visitors’ @njoynpent rating”.
In 2014/2015, 96 % of the visitors rated the enjoyment of their visit as exXcellent of good (see
Reference [28]).

A.3.1.2 Number of publications in the media per event

A.3.1.2.1 Background

Natignal Libraries hold the documentary collection of national heritage which includes many unique
item$ such as manuscripts, incunabula, and other rare materials. In order to raise the awaieness of the
librafy’s valuable collections, national libraries organize exhibitions and other events.

Natignal libraries also organize events for promoting-national cultural policies and natignal literacy
campaigns.

The |events organized by national libraries~¢an have a cultural, educational, social, jpolitical, or
scholarly intent.

A.3.1.2.2 Objective of the performance indicator

The Indicator assesses the library's success in obtaining media attention and therewith public interest
for itjs events.

Comparison between libraries is possible if the differences between types of events ar¢ taken into
consjderation.

A.3.1.2.3 Definition of the performance indicator

A.3.1.2.3.1.—The performance indicator is the number of publications in the media per eveht organized
by thle libraty.

A.3.1.2.3.2 The publications include reports, papers and audio-visual documents dealing with the
library in the media (newspapers, television, radio, etc.) both in traditional format and on the Internet.

NOTE Comments to reports and papers and short notices (e.g. as to modified opening times) are excluded.

A.3.1.2.3.3 An event is defined as a pre-arranged activity with cultural, educational, social, political,
scholarly, or other intent, such as exhibitions, author visits, literary discussions, workshops, etc.

NOTE1 Only events arranged by the library on its own or in partnership with other institutions are included,
whether inside or outside the library premises. Events inside the library premises organized by institutions
outside the library without the library’s cooperation are excluded.

17) Not published.
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User training lessons and library tours are excluded.

Ongoing programmes are included. Each session of a programme is counted as one event.

rtual events are included.

A.3.1.2.4 Method

Establish the number of library events in the specified period.

Count the number of publications in the media in the same period that relate to the library’s events.

NOTE
counted sep

The number

If|the same report, paper, etc. is published in several media (e.g. several newspapers), it sheu

rately for each medium.

of publications in the media per event can be calculated using Formula (A.33):

(4

A

B
where

A st

B ist

Round off td

Publications
separately.

A.3.1.2.5
The perfor

A high scorg
the interest

The indicatd

!

e total number of publications on events in the media,
e number of events.
the nearest integer.

on the Internet (e.g. on news websites, weblogs, or social media) should be coy

terpretation and use of the results

r:ln
ance indicator is a positive real nimber with no top limit.

is usually considered as godd. It will show whether the library was successful in rea
of the media and the general-public.

r does not consider whether the media reports were positive or negative.

The performance indicator is:influenced by several factors.

Thetyp
with far

The tim|
about li

e and topic ofthe’events: The presentation of a spectacular acquisition or an exposition op4
nous actors\will attract more media interest than an academic paper or an author visit.

e of yedr or week: In times with a dearth of news the media can be more disposed to r¢
Drdry issues.

1d be

\.33)

nted

thing

bning

pport

A.3.1.2.6 Source

N/A.

A.3.1.2,7 Examples and further reading

The National Library of the Netherlands counts the notices about the library in Dutch newspapers (105
in 2015). In addition, a media monitoring searches for online notices using specific terms such as the
name of the library, “historical maps”, or “national digital library”. The search terms can vary per year
(see Reference [52]).
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A.3.2 Educational services

A.3.2.1 Percentage of staff time spent on educational services

A.3.2.1.1 Background

National libraries have traditionally offered user training for the use of library and other information
services. This has been and is still being done in the form of library tours or as teaching sessions.

In recent years, national libraries have taken up the task of supporting education and learning by

offer

ing learning sessions, learning materials and programmes for children and adult

s, providing

serv
As t]
expe

The
libra

A.3.2

The |
user
infor

Com

A.3.2

The
train

Fornf
at sp|

ces for schools and cooperating with other libraries in preparing and offering educatie

rtise, the national library often has to take a leading role in this area.

Fime spent on direct user training and on educational services can be seen'as a me
'y’s engagement in furthering education and learning.

.1.2 Obijective of the performance indicator

mation use.

parison between libraries is possible.

.1.3 Definition of the performance indicator

berformance indicator is the proportion efitotal working hours the library invests in
ing and educational services as a percentage.

ecific learning outcomes for the ‘use of library and other information services.

In thle sense of this indicator, educational services include the offer of learning sessions 4

matg
coop

rials and programmes insall formats for children and adults, providing services for
erating with other libraries in preparing and offering educational services for the

enhancing skills in library-and information use.

NOTH

A.3.2

Coun
educ

Educationofiibrarians is excluded.

.1.4 Method

t the'mumber of hours spent by library staff in developing and delivering formal user
ptional services in all formats during a specified time period, usually a year.

1e development and maintenance of such services is labour-intensive and demand

performance indicator assesses the percentage of staff time allocated to developing an
training and educational services in all formats for the purpese of enhancing skills in

al user training is defined as a traifing programme set up with a specified lesson plan

nal services.
s skills and

hsure of the

d delivering
library and

formal user

which aims

nd learning
schools and
purpose of

fraining and

Count the working hours that are available during the same period in theory (gross working hours

including holidays and times of illness).
NOTE1 Temporary staff and project staff are included.
NOTE 2  Volunteers and persons in janitorial services are excluded.

The percentage of staff time spent on educational services can be calculated using Formula (A.34):

ﬁxlOO
B
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where

A  isthe total hours spent developing and delivering training sessions and educational services
during a specified time period;

B s the total number of working hours available in the library during the same period.

Round off to one decimal point.

A.3.2.1.5 Interpretation and use of the results

The perfornllance Indicator 1s a real number 1n the range U to 100.

Libraries shpll strike a balance in the proportions of time that staff spends in various activities. Alhigh
percentage of staff time spent on user training and educational services can indicate high-demand [from
users. A low percentage can indicate an unmet need. Libraries should consider other factors sugh as
user satisfa¢tion and levels of resource use when interpreting the results of the indicator.

The performance indicator can be affected on the one side by the number and lerigth of training legsons
offered and|by the class size, on the other side by other libraries in the countpy offering educatjonal
services.

The quality pf user training lessons should be monitored by satisfactiafitquestionnaires and/or by tests
that assess [the learning outcome of users. In case of low attendanee at training lessons, the libbrary
could promgte the training lessons and try to assess the users’ needs for specified training lessong.

A.3.2.1.6 Source
Adapted from IS0 2789:2013, 6.7.7[11.

A.3.2.1.7 Examples and further reading
N/A.

A.3.3 Resparch
A.3.3.1 Number of research publications per professional staff member

A.3.3.1.1 Background

National libjraries promaote the national documentary heritage and especially their rare collecfions
by publicatipns in afder to make their collections more widely known to the public. This can regquire
scholarly wprk on“specific collections or documents by members of the library staff, singly pr in
cooperation|with researchers.

National library professional staif also often joins in library and Information research.

A.3.3.1.2 Objective of the performance indicator

The performance indicator assesses to what extent the library engages in promotion of its documentary
heritage and in library and information research.

A.3.3.1.3 Definition of the performance indicator

The performance indicator is the number of research publications per year per professional member of
the library’s staff.

Library staff research publications can concern professional and academic subjects and include
publications in all formats, and presentations at conferences.
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Professional staff in the sense of this indicator is defined as library employees who have received
training in librarianship, information science and/or another specialist discipline, such as economics or
preservation, and whose duty requires professional education or experience.

NOTE The training can be by formal education or by means of an extended period of work of a professional
nature under supervision, generally in a library.

A.3.3.1.4 Method

Count the number of library staff research publications in the specified period.

axn L afnraf nal cko £€ o LT

E t Alich +h ol afoccio mambare Gotraalhae o f e o oo
staphshthenumber-ofprofessionalstattmembers{numberof persensnet F -

The |number of research publications per professional staff member can be (ealculated using

Formula (A.35):

i (A.35)

B

where

A is the number of professional staff research publications;
B is the number of professional staff members.

Round off to one decimal point.

A.3.3.1.5 Interpretation and use of the results
The performance indicator is a positive real number with no top limit.

A high score is usually considered as goed. It will show whether the library staff engages|in scholarly
worl and library and information reseatch.

The performance indicator can be influenced by several factors:

— the composition of the céllections; a significant part of rare or unique materials will instigate
fesearch publications;

— the cooperation of\the national library with researchers;
— the library’s prejects in library and information research;
— ¢vents such'as exhibitions, important donations, etc. that induce publications.

The indieator results can also be influenced by specific workload in a year that impedes regearch work.

A.3.3.1.6 Source

See IS0 2789:2013, 6.5.2 and 6.7.2[1].

A.3.3.1.7 Examples and further reading

The National Library of Scotland uses a set of key performance indicators including “staff research”.
In 2010/2011, the library counted 53 staff research publications, in 2011/2012 48 publications (see
Reference [64]). The current corporate plan contains a commitment that the library will actively
support staff in research, scholarship and knowledge transfer activities.
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A.4 Management

A.4.1 Cost-effectiveness
A.4.1.1 Employee productivity in document processing

A.4.1.1.1 Background

National libraries, like all other libraries, shall demonstrate that they have organized their processes
cost-effectlvely Assessmg employee product1v1ty isan 1mportant issue when evaluatmg the organlzatlon
of the librany '

with other li
and the lendi

For docume
be assessed
other librar
much staff i
funding bod

A4.1.1.2 (

The perforr
employee p1

ibraries as they exist in 51m11ar form in all hbrarles the document processmg depart
ing and delivery services.

ht processing, indicators of quality are the speed and accuracy of processing: Efficienc
by comparing the output of one full-time equivalent (FTE) over time and with resu
es. The results are especially interesting for the funding institution as‘the question of
5 necessary for the library’s tasks is one that is always debated betweén libraries and
ies.

Dbjective of the performance indicator

oductivity in document processing.

hance indicator exemplarily demonstrates overall employee productivity by measfiring

The indicatqr is useful for comparison over time. Comparison(to other libraries is possible if differ¢nces
in the acquiyed documents and in the workflow and the methods of document processing are taker) into
account.

The indicatgr does not measure the quality (speed»and accuracy) of the processing activities.

A.4.1.1.3 Definition of the performance indicator

The perfornance indicator is the average number of acquired materials (print and electfonic
documents)|processed per employee in a'certain period (usually one year).

Document grocessing in the sen§e)of this indicator includes acquisition and cataloguing, but does not
include retrpspective cataloguing.

Documents |n the sense of'this indicator include all types of materials.

A4.1.1.4 Method

Count the nyimberiof print and electronic documents acquired in a certain period (usually one year]. For

electronic pgriodicals and newspapers, an annual subscription is counted as one volume.

Calculate the number of FTEs involved in acquisition and cataloguing (including the acquisition and
cataloguing of periodicals, but excluding retrospective cataloguing). Include temporary and permanent
staff as well as project staff. Because employees are sometimes involved in several tasks, the time they
spend on each task should be logged during a representative period. Thus, the proportion of time that
every employee dedicates to document processing can be calculated. If time logging is not possible, this
proportion may, instead, be estimated.

The employee productivity in document processing can be calculated using Formula (A.36):

A

- (A.36)
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where

A  isthe number of documents acquired in a certain period;
B is the number of FTEs involved in document processing.
Round off to the nearest integer.

As procedures and average time for processing varies for each type of material, employee productivity
in document processing should be calculated separately for each type of material.

A.4.1T1T.5 Interpretation and use of results
The indicator is an integer with no top limit.
A higher score will usually be considered as good.

The Indicator can be influenced by the type of documents to be processed;the methods ¢f document
processing, the possibility of copy cataloguing, and the qualifications of staff'in document processing.

This|indicator should not be applied in cases where the above responsibilities have been[outsourced,
e.g. Hy buying cataloguing data.

If thg employee productivity seems too low, the library might:
— 1econsider the level of description for specified groups‘of materials;

— fevise workflows;

— Uise more automated procedures;
— intensify staff training;

— increase the number of imported data'by cooperation with other libraries in the country.

A.4.1.1.6 Source

See Reference [32], pp. 82 - 84;

A.4.1.1.7 Examples and further reading

The Indicator was.tised by the German benchmarking project BIX for academic libraries. The results in
2015 showed the following scores for documents processed per FTE (see Reference [25]):

— 4 865 decirments in universities of applied sciences;

— 3 580 documents in universities with a one-tier library system;

— 3 148 documents in universities with a two-tier library system.

The National Library of Spain tested this performance indicator in 2015 to assess effectivity in
cataloguing modern monographs (see Reference [18]). The score was 20 full bibliographic records
(including cataloguing, indexation, subject analysis, capturing metadata for authority control and
holding description for each monograph), per employee, per day. Acquisition is not included in
these calculations. Retrospective cataloguing is included as the same staff does both current and
retrospective cataloguing.

The indicator was also tested for rare books cataloguing, and the score was 4 bibliographic records
(including cataloguing, indexation, subject analysis, capturing metadata for authority control and
holding description for each monograph), per employee, per day.
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A.4.1.2 Employee productivity in lending and delivery services

A.4.1.2.1 Background

National libraries, like all other libraries, must demonstrate that they have organized their processes
cost-effectively. There are two service areas in the library that best allow comparing efficient processes
with other libraries as they exist in similar form in all libraries: the media processing department, and
the lending and delivery services.

For lending and delivery services, indicators of quality can be the speed and accuracy of delivery.
Efficiency can be assessed by comparing the output of one full-time equivalent (FTE) over time and
with result}m other Iibraries. The results are especially interesting for the funding institution.als the

question of how much staff is necessary for the library’s tasks is one that is always debated between

libraries andl their funding bodies.

A.4.1.2.2 (Qbjective of the performance indicator

The indicator exemplarily demonstrates overall employee productivity by-measuring employee
productivity in the lending and delivery services.

The indicatgr is useful for comparison over time. Comparison between libfaries can be possible if the
different pefcentages of types of loan and delivery are considered.

The indicatgr does not measure the quality (speed and accuracy) of the service delivery.

A.4.1.2.3 Definition of the performance indicator

This indicator is the total number of loan transactionstduring one year divided by the numbjer of
employees ([FTEs) involved in local lending, interlibrarydénding and document delivery, including|staff
retrieving items from the shelves and photocopying/scanning for delivery.

Loans for thle purpose of this indicator include:
— local logns, including in-house loans;

— interlibrary loans;

— electronic document delivery-transactions.

NOTE R¢newals are excluded.

A4.1.24 Method

Count the niimber-eflocal loans (including in-house loans), interlibrary loans and electronic document
deliveries dliring 'ghe year.

Calculate t}‘r\ ETE of ctaff inunluad 190 1oca] Tanding infnrlibrar z landing and alactranis dacs ent

X
T T L Or—ototr v oy OO 1o CoT 1Tt g; et T Ty CtTg ot et omc— oo

delivery, including staff retrieving items from the shelves and photocopying/scanning for delivery.
Include temporary and permanent staff as well as project staff.

Because employees are sometimes involved in several tasks, the time they spend on each task should
be logged during a representative period, preferably a month. Thus, the proportion of time that every
employee dedicates to local lending, interlibrary lending and electronic document delivery can be
calculated. If time logging is not possible, this proportion may, instead, be estimated.

The employee productivity in lending and delivery services can be calculated using Formula (A.37):

A
£ (A.37)
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