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Public Library User Survey 2009
During September 2009 visitors to Leicestershire’s libraries were asked their views about the service.  Nearly 12,500 customers responded.
· 94% rated their library as good or very good with only 0.5% regarding the service as poor

· 97% felt their library was easy to get to

· 97% felt the standard of customer care was good or very good with just 0.2% regarding it as poor

· 81% thought the choice of books was good or very good and less than 3% thought it was poor
· 85% thought the provision of information was good or very good with just 1% rating it as poor
· 80% felt the computer facilities were good or very good and less than 2% thought facilities were poor
How you use libraries

	What you said
	
	What we will do

	Reading and borrowing books
68% of you visited the library intending to borrow books on the survey day. 

81.3% of you think the choice of books in the library is good or very good and 90% of you think the books are in good or very good condition. 
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	· Work in partnership with other library services to make best use of the stock fund to buy more books at no additional cost.
· We will work closely with our supplier to ensure we provide the books you want to read.

· We will introduce SmartSM stock management software to help us improve the performance of the stock .

· Our staff are available to help you make book choices if you need guidance.



	Information provision
26% of you visited the library to find something out on the survey day with 66.8% succeeding completely or partly. 
84.8% of you consider the information provision to be good or very good.  
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	· We will provide relevant, accurate and timely information.
· We will continue to promote the Online Reference Library which gives access to a wide range of information sources in all libraries, and, in many cases, to library customers at home.

· We will continue to participate in the national 24/7 Enquire service.

· We will continue to train our staff to assist you with your enquiries.


	What you said
	
	What we will do

	Use of computers

17% of you used a computer on the day of the survey and 80% think the computer facilities are good or very good.
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	· We will encourage more people to get online and use computers.  Our staff will offer internet taster sessions and e-champions will be available in some libraries to give additional support.  We will use and promote MyGuide (UK online) resources to help people develop their computer skills. 


What you think of our libraries
	What you said
	
	What we will do

	93.9% of you rated your library as good or very good overall
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	· We aim to provide an efficient and effective service.

	97.3% of you felt the standard of customer care was good or very good
	
	· We have a programme of customer care training for all staff.

	93.4% of you rate the opening hours as good or very good
	
	· Opening hours will be reviewed as part of a wider Library Service review.

	97.1% of you consider the library as a safe place to visit
	
	· We will work with a range of partners to ensure the safety of our customers.

	86.9% of you consider the library to be attractive inside
61.5% consider the library to be attractive outside
	
	· We will continue to improve our library buildings by continuing the capital programme of rebuilds and refurbishments.


	86.1% of you consider the provision of seating and tables to be good or very good
	
	· We will continue to ensure that seating and tables are available for browsing and study purposes.

	97.4% of you consider your library is an easy place to get to
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