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Tell Us What You Think 2007-2008

Analysis of feedback
Philip Robinson Library

Complaint Suggestion Compliment Total % oftotal 2005/06%"

Library Staff/Services

Buildings/Environment 3 1 2 6 472 6.56
Opening Hours 4 1 0 5 3.94 22.40
Periodicals 1 0 0 1 079 0.55
Loan System 7 0] 0] 7 551 8.74
Stock 6 3 0 9 7.09 164
SmartCard 1 0 0] 1 079 492
STC 0 0 0 0 0 164
Café 4 0 1 5 394 0.55
Computers 4 0 0 4 315 109
Toilets 7 0 0 7 551 219
Fines 4 0 0 4 315 219
Noise in the Library 9 0 o) 9 7.09 7.65
Photocopying 3 0 0 3 2.36 4.37
Catalogue 0 4 0 4 315 273
Inter-Library Loan 0 2 1 3 2.36 0.55
Study Rooms 2 2 0 4 315 3.28
Databases 0 0 0] 0 0.00 0
Mobile Phones 1 0 0 1 079 0

Children in the Library 0 0 o) 0 o) 0



Microfiche/Microfilm/AV ) ) 0 ) 0] 0.55

Smoking 1 0 0 1 0.79 0.55
Temperature 13 0 0O 13 10.24 9.29
Other 2 6 0 8 6.3 9.29
Total 75 20 32 127 100 100

183 comments were received by the Robinson Library in 2006/07"

Walton Library

Topic Complaint Suggestion Compliment Total % oftotal 2005/6" ‘
Building/Environment/Equipment 8 1 1 10 35 14
Library Staff and Service 1 o) 2 3 11 2
Computers/PCs 2 0 0 3 11 5
Photocopying - general 0 0 0 0 0 1
Smart Card 0 0 0 0 0 4
Inter Library Loans 0 o) o) 0 0 1
Loan System 0 0 0 0 0 1
Opening hours 0 0 3 3 11 2
Periodicals 0 0 0 0 0 2
Fines/Charges 0 o) o) 0 0 0
Toilets 1 0 0 1 3 1
STC 0 0 1 1 3 1
Databases 0 0 0 0 0 0
Noise 1 0 0 1 3 0
Stock/Reshelving 2 2 1 5 17 6
Cafe 0 0 0 0 0 1
Multimedia 0 1 0 1 3 0
Telephone renewals 0 o) o) 0 0 0
Catalogue 0 0 0 0 0 0
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Group Rooms 0 0 0 0 0 2

Mobile Phones 0 0 0 0 0 0

Children in the Library 0 o) o) 0 0 0

Other 1 0 0 1 3 3

Total 17 4 8 29 100 46
Respondents

Category UG PG Staff NHS Other

% 20 4 1 4 0
Actions taken

Robinson Library

Noise in the library

The issue of noise and disturbance in various parts of the library continued to elicit a
number of complaints during this year. Following the introduction of YourSpace on
Level 1in summer 2007 as a specific venue for collaborative work, other new zones
were set up in 2008 in order to try to mark out and protect areas for quiet study more
effectively. The new Research Space on Level 4 of the building should help to improve
the overall situation.

Library environment

The temperature in the building remained problematic at various times: there were
several complaints about over-heating earlier in the year; at the end of 2008 there were
many more complaints that it was too cold. The library has worked closely with the
University's Estates Services throughout 2008 in an attempt to rectify the infrastructural
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problems, and we are assured that colleagues in Estates are giving the matter their full
attention.

The condition of the public toilets in the library is a source of real concern to us.
Following a number of representations to the Estates Service, a programme of
refurbishment is due to begin during the summer vacation in 2009.

Loans and stock

A number of complaints about the library loans system were dealt with on an individual
basis with the people concerned, as the issues were generally personal rather than
structural. Where specific deficiencies were noted with the provision of stock, they
were investigated with the subject areas concerned. On a more general level, the
library is committed to working closely with the faculties to ensure that reading lists are
received in a timely way so that new and additional copies of books are purchased
when needed.

Environmental issues

A number of comments and suggestions were received about recycling. Prompted by
students concerns, and the enthusiasm of a number of members of staff, the library has
set up a new Environmental Group to plan and publicise a range of energy saving and
recycling initiatives.

Opening hours

It is gratifying to note that the number of complaints about opening hours has
decreased markedly since they were reviewed and increased at the beginning of 2008.
However, opening hours are kept continually under review, and further improvements
are planned for the exam periods and summer vacation in 2009.
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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. Despite assurances that this
would be resolved by the end of the MEDSPAN works, this is not the case.
Complaints are forwarded to Estates, but little progress is being made. This
continues to frustrate both library staff and users.

= The extended weekend opening hours generated positive comments from the
library users. We are pleased that these additional hours are of benefit.

= 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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