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Tell Us What You Think 2006-2007

Analysis of feedback

Philip Robinson Library

Total % of

total

2005/06%"

Complaint Suggestion Compliment

Library Staff/Services 4 0 30 34 18.58 2171
Buildings/Environment 8 4 0] 12 6.56 592
Opening Hours 37 4 0] 41 22.40 10.53
Periodicals 1 0 0 1 0.55 0.66
Loan System 14 1 1 16 8.74 7.24
Stock 1 2 O 3 164 329
SmartCard 9 0 O 9 492 53

STC 3 0 0 3 164 0.66
Cafe 1 0 0 1 0.55 592
Computers 1 1 0] 2 109 5.26
Toilets 3 1 O 4 219 2.63
Fines 4 0 0 4 219 2.63
Noise in the Library 13 1 O 14 7.65 7.89
Photocopying 6 2 0] 8 4.37 0]

Catalogue 2 3 0] 5 273 197
Inter-Library Loan 1 0 O 1 055 132
Study Rooms 3 3 O 6 328 197
Databases 0 0 O 0 0.00 132
Mobile Phones 0 0 0 0 0.00 0

Microfiche/Microfilm/AV 0 1 O 1 0.55 0.66



Smoking 1 0] 0] 1 0.55 3.29

Other 7 10 O 17 9.29 592

Total 119 33 31 183 100 100

152 comments were received by the Robinson Library in 2005/06°

Walton Library

Complaint  Suggestion Compliment Total % of 2005/6"

Building/Environment/Equipment 14 0] 0] 14 tl 5
Library Staff and Service 1 0 1 2 4 4
Computers/PCs 3 2 0] 5 11 6
Photocopying - general 0 1 0 1 2 O
Smart Card 4 0 0 4 9 3
Inter Library Loans 0] 1 0 1 2 0]
Loan System 0 1 0 1 2 0
Opening hours 2 0 0 2 4 1
Periodicals 0 2 0 2 4 1
Fines/Charges 0] 0] 0 0] 0] 0]
Toilets 1 0 0 1 2 O
STC 0 0 1 1 2 O
Databases 0 0 0 0 O O
Noise 0 0 0 0 O O
Stock/Reshelving 2 4 0 6 13 5
Cafe 0 1 0 1 2 1
Microfiche/film 0 0 O 0 O O
Telephone renewals 0] 0] 0] 0] 0 1
Catalogue 0 0 0 0 O O
Group Rooms 0] 2 0] 2 4 5
Mobile Phones 0 0 0 0 O O
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Children in the Library 0] 0] 0] 0] 0 0]

Other 0 3 0 3 6 O

Total 27 17 2 46 100 33

33 comments were received by the Walton Library in 2005/06 *

Respondents
Category UG PG Staff NHS Other
% 38 3 1 4 0
Actions taken

Robinson Library
Opening hours

The issue of the library's opening hours has produced far more comments and
complaints this year than in previous years. In response to the increasing demand,
which was reflected in the major survey of students' opinions carried out in May 2007,
opening hours will be increased significantly from January 2008. The Robinson Library
will remain open until midnight from Monday to Thursday, and until 9pm on Saturdays
and Sundays during term-time. During the extended hours, the library will be
supervised by a new team of part-time porters who will ensure safety and security of
the building and its customers. In order to conserve energy as far as possible, the lower
floor of the building will be closed during extended hours, but the main study areas,
equipment and books and journals will be available on a self-service basis.

Noise in the library

Complaints about noise in the library, and the disturbance caused by people talking and
working in groups, continued to be an issue. As there are conflicts of interest, and
perception, in the way people use the library, a major effort has been made to improve
group study facilities, and to identify and zone quiet areas more effectively.
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In October 2007, a new collaborative learning centre, YourSpace, was opened on Level
1 of the building to provide a focus for group work and other noisy activity. Areas on the
upper floors have been marked out more clearly for silent and quiet study.

Loan system

Several comments were received about the introduction of return dates for book loans
during the vacation periods. This was introduced on a trial basis during summer 2006,
in response to a number of requests, to ensure that books taken out at the beginning of
the vacations are not inaccessible to other students who need them during the
vacations. Some problems were caused during the Christmas vacation at the end of
2006 for people who were unable to return books that had been recalled in time and
incurred overdue charges. As a result, the return dates were altered for Christmas 2007
to remove the inconvenience. However, the principle that books should be returned or
renewed during longer vacations has been established and is working well for most
customers.

Smartcards

A number of people have complained about the administrative charge of £3 which is
made for the production of a day-pass to the library is they forget to bring their
Smartcard. As this has been an issue for a couple of years, the procedure has now been
modified so that people are allowed entry to the building without charge on the first
occasion, but a charge is made on subsequent visits if they still do not present a
smartcard. However, it is felt to be important to ensure that people are able to identify
themselves, for everyone's safely and security, and while the production of a day-pass
provides that ID temporarily, there is an administrative cost involved. The library feels
that the change it has made ensures that people are not penalised unfairly if they forget
a card once, but the new arrangement will be kept under review.

Library staff and services

One of the largest groups of comments from customers consists of compliments and
thanks for the service provided to them by the library's staff. The comments are always

University Library. Explore the Possibilities. 4



passed on to the colleagues concerned, and it is always pleasing to see that so many
take the time and trouble to express their gratitude.

Walton Library

Particular issues which emerged from an analysis of the comments received are listed
below.

= The library continues to be too cold in certain parts. Estates raised the ambient
temperature, however, complaints were still received. It has now been agreed
that a logging process will take place over a month to establish dips in
temperature. We are assured that with the completion of the MEDSPAN building
works in the Medical School, it should be possible to establish a proper working
temperature.

= Many requests for a water fountain resulted in Estates testing all the public water
taps in the Walton Library, and marking as potable those which can be used for
drinking.

= Useful suggestions for additions to stock were noted and purchased. The library
is always grateful for these additional, useful recommendations from users.
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