Newcastle
< University

Tell Us What You Think 2011-12

Analysis of feedback

Robinson Library

Complaint Suggestion Compliment Total % of 2010

/11%"

Library Staff/Services 7 5 15 27 1971 1104
Buildings/Environment 2 O O 2 146 1043
Opening Hours 2 O O 2 146 613
Periodicals O O O O O O
Loan System O O O O O O
Stock 10 0 0 10 730 491
SmartCard O O O O O O
STC 0 O 0 0 0 0
Café 1 1 0 2 146  3.07
Computers V ©) 1 8 584 798
Toilets 5 0 O 5 365 307
Fines 1 0 O 1 073 245
Noise in the Library 11 O O 11 803 9.20
Photocopying 1 O O 1 073 184
Catalogue/Library 0 5 1 6 438 061
Search

Inter-Library Loan 2 O O 2 146 O
Study Space 6 O O 6 438 123
Databases O O O O O 3.07
Mobile Phones O O O O O 0.61
Children in the Library O O O O O O
'I;/I\llcroflche/Mlcrofllm/ 0 0 0 0 0 123
Smoking 1 O O 1 073 123
Temperature 34 O O 34 2482 2331
Food and Drink 3 O O 3 219 368
Drinking Water 4 O O 4 292 123
Printing 1 O O 1 073 0.6l
Website O O O O O O
Sighage 2 O O 2 146  0.61
E-Books 8 0 0 8 584 245
Othe_r University 1 0 0 1 073 0
Services

Total 109 11 17 137 100 100

117 comments were received by the Robinson Library in 2010/11
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Walton Library

Complaint Suggestion Compliment Total %of 2010/

total 11
Building/Environment 13 O O 13 3513 1
/Equipment
Library Staff and O O O O O 1
Service
Computers/PCs 1 1 ©) 2 541 4
Photocopying - O O O O O 1
general
Smart Card 1 O O 1 2.70 O
Inter Library Loans O O O O O O
Loan System O O O O O 3
Opening hours O O O O O O
Periodicals 1 2 O 3 811 2
Fines/Charges O O O O O O
Toilets 2 O O 2 541 O
STC 0 O O O O 0
Databases ©) O O O O O
Noise 1 O O 1 270 1
Stock/Reshelving 4 8 O 12 3243 3
Cafe 0 3 0 3 811 3
Multimedia O O O O O O
Fire alarms O O O ©) ©) ©)
Catalogue O O O O O O
Group Rooms ©) O 0) O O O
Mobile Phones ©) O O O O O
Access to drinking O O O O O O
water
Other O O O O O 4
Total 23 14 o) 37 100 16
Respondents
Category UG PG Staff NHS Other
26 8 3 O O
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Action taken

Robinson Library
General observations

During 2011-12, we received 137 comment forms from the Tell us what you think
service. Fifteen forms contained compliments about services and individual members
of staff; 109 registered complaints about various aspects of the library.

It was apparent that complaints about opening hours, which figured largely a couple of
years ago, have almost completely disappeared. This follows the introduction of 24/7
opening during term-time, which was prompted by comments and suggestions from
students and is now a fully-embedded part of the library service.

Complaints about the number of PCs have also decreased considerably, following the
addition of 150 extra PCs on Levels 3 and 4 of the building during 2011. In summer 2012,
another 75 PCs were installed in the refurbished study areas. There are now over 450
PCs for student use throughout the Robinson Library.

Study environment

2011-12 was a particularly uncomfortable year for both staff and students, as
temperatures in the building prompted the highest number of complaints about any
specific issue. This has been a long-standing problem, but in summer 2012 the heating
and ventilation plant in the older part of the building was completely replaced as part of
the major refurbishment and a cost of approximately £400,000. We are now confident
that this will be much less of an issue in future.

Noise in the library

We have been very concerned about the levels of hoise on the main study floors, which
has again prompted a number of complaints. In 2012 we introduced a text alert service,
whereby students could contact library staff by text if they were being disturbed by the
inconsiderate behaviour of others, so that the problem could be tackled immediately
where it was occurring.

Our main effort, though, has been put into redesigning the whole of the study
environment on Levels 3 and 4 of the library with individual partitioned study desks, to
make it much better suited to quiet working. This development was prompted directly
by research carried out by students on our behalf which helped to define students'
expectations of the library and guide us to the most appropriate type of study furniture
for their needs.

University Library. Explore the Possibilities. 3



Books and ebooks

A number of comments were received about the provision of books and ebooks in the
library. We have encouraged students to use The Books on Time service, which was
introduced in 2011, to tell us directly which books are not in stock or unavailable. All
income received from overdue charges is ring-fenced specifically for book purchases,
and student requests receive priority treatment. During the course of the year over 700
books were purchased directly from student recommendations and requests.

Walton Library
Particular issues which emerged from an analysis of the comments received are:

o Complaints about the heating are a continual issue. There are severe issues
throughout the medical school building regarding temperature regulation and
these go beyond just the Walton Library and include all those who work and
study in the Catherine Cookson Building. We continue to liaise with Estates
regarding the problem.

e All stock suggestions have been purchased.
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