Introduction
Most public libraries commonly collect data through ”counts” such as output measures recommended by the Public Library Association. However, these counts do not always tell us the general public’s satisfaction or dissatisfaction with library services, nor do they give us information about users’ priorities for library services. For those we rely on a written questionnaire of library users. 

Mrs. Jennifer Smith, Head of Children’s Services, coordinated the Data Collection Team. Numerous staff, volunteers and Trustees set up schedules and distributed surveys from October 27 to November 2, 2009.

Library visitors, both residents and nonresidents alike, were met at the front door. If they appeared to be old enough to read or write, they were asked to fill out a two-page questionnaire to determine how well the Library was meeting their needs and to determine their priorities for service enhancements and improvements.  

At the end of the week, the surveys from nonresidents (236) were deleted from the participant pool and the remaining 889 surveys were compiled. These data form the basis for the report that follows. 

Statistical information in this report is given in percentages rounded to the nearest whole number. In some cases, the numbers will not total 100%. This is because some people did not answer a question or, in other cases, respondents could check more than one option. In other cases, I have included the number of people that left a question blank. In these instances, the percentages do add up to 100%. 
Answers to the survey’s request for general comments appear in a separate document titled Comments Compilation. We find the comments to be extremely helpful in assessing the implications of the data collected. Statistics and percentages can tell us how many people liked or disliked a service, but the comments can tell us why they liked or didn’t like a service. For this reason, both the numerical data and the comments should be considered together to determine the best course of action for the library’s service program for this next planning cycle. 
Cardholders and Their Libraries

Suffern Library board and staff are well aware that there is a sizeable minority of nonresidents who make use of Suffern Library. The nonresident surveys were pulled from the total number, so only the opinions of residents are contained in this data report. Of these individuals, 97% had cards issued by Suffern Library, 2% said their cards were issued by Sloatsburg Library, and another less than 1% came from other libraries not mentioned by name on the questionnaire. 

Ages of Respondents
We asked library visitors to tell us their ages because knowing something about their ages often colors the interpretations we can put on their responses. For example, older people are more apt to appreciate good browsing collections and local history resources. Teens are likely to use the library for more formal educational purposes than are adults, and at the same time children expect more popular and recreational materials in the library’s collection and demand trendier formats for information and browsing materials. 

We found that 5% of respondents were 12 or younger, 4% were 13-19 years old (these numbers do not include the teens/tweens who took the online survey), 14% were 20-35 years old, 54% were 36-65, and 22% were 66 and older. These numbers are consistent with the ages of respondents in our 2004 survey. 

Satisfaction with the Staff’s Service
We asked patrons, “What kind of service do you usually get from the staff in the following areas?” For this question, I have included the percentage of respondents who left the question blank. Therefore, the percentages for each category add up to 100%. 
2009 Results
	What kind of service do you usually get from the staff in the following areas? 
	Outstanding
	Good
	Poor
	Do Not Know/ Not Applicable/ 
	Blank

	At Checkout
	60%
	37%
	1%
	0%
	2%

	In the adult information area
	59%
	25%
	1%
	12%
	3%

	In the children’s room
	47%
	9%
	0%
	36%
	8%

	When you telephone the library
	38%
	21%
	1%
	34%
	5%

	When you ask a question by e-mail
	16%
	8%
	1%
	66%
	9%


You will notice that many of the respondents answered “Do Not Know” or left the answer blank. Many of the answers are skewed by the ages of the respondents. It is important to remember that the majority of the people answering the survey are ages 36+. Therefore, they may no longer be using the children’s room, emailing the library reference questions or using the library’s website or other services. Let’s look at the percentages based on the number of people who are using the service. 

	What kind of service do you usually get from the staff in the following areas? 
	Outstanding
	Good
	Poor

	At Checkout
	61%
	38%
	1%

	In the adult information area
	70%
	29%
	1%

	In the children’s room
	83%
	16%
	1%

	When you telephone the library
	63%
	35%
	2%

	When you ask a question by e-mail
	64%
	33%
	3%


In this table you can see that of the people who do use the checkout desk, the majority ranked the service as outstanding. Keeping in mind that a large number of respondents do not use the children’s room, of those who do, 83% said it is “outstanding” and 16% ranked it as “good.” While the majority of respondents do not ask questions by email, of those who do 64% said the service is “outstanding” and 33% said it is “good.” The number of respondents who rated staff service as “poor” is not statistically significant for any of the staff locations presented. To validate the percentages and to gain a better understanding of what users perceive about staff service, refer to the Comments Compilation. 
Convenience of Library Services
	How convenient are the following services?  
	Always Convenient
	Sometimes Convenient
	Seldom/Never Convenient
	Don’t Know/ Don’t Use/Blank

	Hours the library is open 
	65%
	32%
	1%
	2%

	Finding enough new books 
	56%
	29%
	3%
	12%

	Finding enough new DVDs 
	35%
	32%
	7%
	26%

	Finding a librarian when you need one 
	82%
	10%
	0%
	8%

	Using the self check out machine 
	20%
	11%
	2%
	67%

	Time spent waiting at check out
	55%
	37%
	2%
	7%

	Using drive up book return
	81%
	8%
	2%
	10%

	Finding books in the library
	69%
	24%
	1%
	6%


Hours the library is open: These percentages have not significantly changed since our 2004 survey. Reviewing the comments and goal nuggets reveals that many people would prefer longer weekend hours. 

Finding Enough New Books and New DVDs:   These numbers show no significant change since our 2004 survey. In 2004, 57% of people said that finding enough new books was “always convenient” as compared with 56% in 2009. Regarding the DVDs, both in 2004 and in 2009 the number of people who said finding a new DVD is “always convenient” has remained steady at a low 35%. This number remains low even after the library limited DVD borrowing from out of district cardholders. There are an astonishingly large number of goal nuggets and survey comments suggesting that we purchase more DVDs. 
The first conclusion that planners often draw from these data is “to buy more books and more DVDs” to satisfy the demand. If this is in keeping with the library’s mission, then this recommendation should become part of the library’s long-range plan. It is at this juncture that planners realize that to increase the collection requires changes in the space earmarked for collections in the building, changes in staffing patterns, budget reallocations, etc. Some libraries in similar situations, with similar data, have had to review the collection development policies and to revise their procedures, such as limiting the number of materials that can be checked out, the number of materials purchased, replaced, or weeded, and the number of copies of any particular title or format available. 
Finding a Librarian when you need one: Most visitors said it was either always or sometimes convenient to find a librarian when you need one. The fact that the Suffern Library staff work stations are adequately staffed and clearly visible from most points in patron traffic flow patterns boosts this percentage considerably. 

Using the Self-Checkout machine: 67% of people either don’t know about, or don’t use the self checkout machine. Many of the goal nuggets suggest training customers on how to use the self checkout or moving the self checkout to another more visible and clearly identifiable location. 
We know that as self-checkout machines become more prevalent in public libraries, some patrons will gravitate to these machines if there are long lines at staffed check out. Many people prefer checking out their own materials just as they prefer to use an ATM machine for the bank transactions, freeing staff to handle particular customers with targeted needs more quickly and efficiently. It expands the opportunities for the staff to interact with the public in different ways. The Trailblazer team saw this in action during their fieldtrip to the Darien Library where most check out of materials is done with the self-checkout machines and the circulation staff serves as “reader’s advisors.” However, the check out equipment must be convenient and efficient and in most cases, has to accept every item or format available for circulation. Since the Suffern Library already has this equipment, solving the problems and limitations of the self-check out machine should be considered as part of the goals for the next planning cycle. 

Time Spent Waiting to Get Checked Out: The majority of the participants are satisfied with the wait time: 55% answering it was “always convenient” and 37% answering it was “sometimes convenient.” In order to reduce wait time, the library has already altered policies creating more “exceptions to the rule” that impede fast check out. Making better use of the self-checkout may also help reduce wait time. 
Using the drive-up book return: This number has remained steady since 2004, with 81% saying it is “always convenient.” 

Finding books in the library: This was not in the 2004 questionnaire. Most people (69%) answered that it was “always convenient” to find books. If patrons have difficulty finding a book it is generally because the book is not available. On page 2 of the survey we asked people about difficulty in finding books. Here are their responses: 
	If you have difficult finding a book, which of the following reasons apply? 
	Percentage

	Book was not available
	35%

	Don’t know how to use the catalog
	10%

	Books are not as easy to find as in bookstores
	6%

	Books are out of order
	6%

	Need better signage
	4%

	No one available to assist me
	2%

	Other
	2%


Using Our Website

As a result of the 2004 Long Range Plan, the library realized the need to improve the website. The new website was launched in 2006. We have found that our older patrons (which represent the majority of survey respondents) are less likely to access our website and prefer personal interactions, while some of our younger patrons are more comfortable and actually prefer online interactions. 

We asked patrons “Is our website user friendly?” and asked them to rank specific website features. For this particular question, there was an overwhelming majority of people who responded “don’t use” or left the question blank. For one question, as many as 718 out of 889 people either left the question blank or selected “don’t use” the website. 
	Is Our Website User Friendly?   
	Always Convenient
	Sometimes Convenient
	Seldom/Never Convenient
	Don’t Know/ Don’t Use/Blank

	Using the calendar of events
	37%
	13%
	2%
	49%

	Registering for a children’s program
	24%
	5%
	1%
	69%

	Registering for an adult program
	19%
	7%
	3%
	72%

	Accessing databases
	34%
	11%
	3%
	52%

	Accessing catalog
	42%
	10%
	2%
	45%

	Placing holds on items
	49%
	7%
	2%
	42%

	Renewing items
	47%
	8%
	2%
	43%

	Accessing library blogs
	13%
	5%
	2%
	81%

	Finding general information
	40%
	13%
	2%
	45%


These results may lead us to act rashly and invest money re-creating a new website. However, if we ask ourselves, “Of the people who do use the website, how was the website ranked?” our results are very different. Let’s look at the percentages based on the number of people who are using the website.
	Is Our Website User Friendly?   
	Always Convenient
	Sometimes Convenient
	Seldom/Never Convenient

	Using the calendar of events
	72%
	25%
	4%

	Registering for a children’s program
	79%
	17%
	4%

	Registering for an adult program
	66%
	25%
	9%

	Accessing databases
	71%
	23%
	6%

	Accessing catalog
	77%
	19%
	4%

	Placing holds on items
	83%
	13%
	4%

	Renewing items
	82%
	14%
	4%

	Accessing library blogs
	65%
	24%
	11%

	Finding general information
	72%
	23%
	5%


Registering for a program: The overwhelming majority of children’s programs require registration which is primarily done online. 69% of respondents don’t know or don’t use that service since they are not attending children’s programs. Of the ones that do attend children’s programs and register online, 72% said it was “always” convenient and another 25% said it was “sometimes” convenient. Prior to our online registration, parents had to register in-person and the process was inconvenient for parents and staff alike. 
Adult programs rarely require registration, and we still often register patrons at the adult information desk. Therefore, it is not surprising to see that 72% of people responded “don’t know/don’t use” or left the question blank. For the few programs that do require online registration, 66% of respondents said it was “always” convenient. 
The comments and goal nuggets suggest that improvements in the registration feature may include sending out an email confirmation, as well as an email reminder a couple of days prior to the event.

Accessing the catalog; Placing Holds on Items; Renewing Items:  These three services are pre-existing online services which the public has been using for many years. Therefore, the numbers of people using these services are higher than those using other parts of the website. 
Library Blogs: This website feature gets the least use. 81% of respondents do not access the library’s blogs.  Each post to a blog indicates how many “views” it receives. A particular post may receive anywhere from 12 to 135 views, though the public rarely posts a comment. The website currently has four active blogs. 
Special Features
	Special features and services patrons knew 

about BEFORE answering survey
	Percentage

	Placing books on hold from your home computer
	62%

	Reminders by email if your book is overdue
	61%

	Wireless Internet Access
	39%

	Automatic hold on bestsellers – Bestsellers Club
	31%

	Downloadable books/music/videos
	27%

	Wii Games
	26%

	Playaways
	19%

	Spanish Language print collection
	16%

	Grants & Foundation Center collection
	14%

	Literacy Volunteer print collection
	13%


Oftentimes, traditional services that have been in place in public libraries for decades are relatively unknown to the community, even frequent and informed library patrons. Some percentages for existing services have increased significantly since our 2004 survey. For example, in 2004 only 34% of people said they knew about email reminders if your book is overdue, and in 2009 that percentage increased to 61%. In 2004, only 46% said they knew about placing a book on hold from their computer at home, and in 2009, 62% of respondents are aware of the service. The marketing plan which was suggested in the library’s previous long range plan was never implemented, and the planners should consider incorporating it as a goal in the next long range plan. 
Re-evaluate Services

In an effort to reduce spending and weed out parts of the collection, the library asked patrons to tell us which of the following services do you no longer use. 

	As money gets tighter, we need to re-evaluate our services. Which of the following do you no longer use?
	Percentage

	Leap Pad materials
	64%

	CD-Roms
	43%

	Videos
	40%

	Books to use for homework assignments
	37%

	Music CDs
	34%

	Computer Internet Access
	18%

	DVDs
	11%


Let’s look at how the age of the respondents affected the percentages: 
Leap Pad materials; CD Roms; Music CDs: There is a consensus across all ages that these services are diminishing in use.
Videos: Kids 12 and younger and adults ages 66+ are more likely to still use videos. There is a consensus across all other ages that this format is diminishing in use. The library has begun weeding videos from the collection. 

Books for homework assignments: The majority of respondents (59%) who say they no longer use this service are ages 66+. However, only 10% of 13-19 year olds, our students, say they no longer use this service. The library’s circulation statistics, as well as the teen/tween survey may provide a clearer picture as to the need for continuing or discontinuing this service. 

Computer Internet Access & DVDs: These services appear to still be in demand by all ages, though the greatest percentages of people who no longer use them are ages 66+. 

New Services

	What 2 or 3 new services would improve the library? Select no more than three.
	Percentage

	Have more copies of new DVDs available
	44%

	Pickup of library materials after hours
	29%

	A quiet room
	20%

	Pay fees, fines and printing with credit cards
	19%

	Lend laptops for in-library use
	16%

	Lend e-book readers
	16%

	Express 7 day books
	13%

	More activities for teens
	12%

	Add computers and games to the teen room
	11%

	Other
	4%


The Trailblazer team worked dutifully for months coming up with ideas for new services to introduce. The single pattern in the survey results is that patrons consistently checked off and commented that they want more new DVDs. The teen/tween survey reveals that people in this age group would favor the library lending laptops for in-library use. And, adults and teens alike have requested a quiet space. 
Planners at the Suffern Library should carefully consider which new services would be best for Suffern Library patrons during this next planning cycle. Sometimes, planners might consider phasing in one or two new services each year. 
Changes to the Children’s Room

We asked patrons who use the children’s room to tell us which changes they would like to see. The majority of respondents did not answer this question. Reviewing the comments may be a more useful resource than the statistical data when considering changes in children’s services. 
	Which of the following changes to the children’s room would you like to see? Check only one choice.
	Percentage

	More evening/weekend storytimes
	9%

	Homework help
	10%

	More Internet computers
	5%

	More game computers
	3%

	More large print books
	2%

	New toddler area
	4%

	More special programs
	6%

	More author visits
	7%

	Other
	1%


What’s Going on at the Library
These data tell us the range of library publicity and its most popular channels. As you will see in the table, the library has improved in this area. Because customer/staff contact is so strong, and also because people tend to act on information given to them verbally, the library might wish to consider using staff to advertise lesser known services, demonstrate the use of new equipment or procedures, and generally act as ambassadors for the collection and the library’s services. 
	Where do you usually learn about things going on at the library? 
	Percentage
2009
	2004 Results

	Newsletters mailed to each house
	61%
	52%

	Sign inside front door of library
	57%
	55%

	Monthly events flyer picked up at the library
	29%
	27%

	Library website
	29%
	9%

	Library staff member
	20%
	11%

	Friend, relative or teacher
	19%
	15%

	Flyers in the children’s room
	18%
	

	Newspapers
	12%
	17%

	Do not know
	3%
	15%


The trailblazer team has discussed the use of electronic signs that, if strategically placed, would help publicize events at the library. Such signs are currently being used at Warwick and Darien libraries. 

