What makes high performance:
the ILL/DD benchmarking study

Tom Ruthven, director, Interlending Services, National Library of Australia

A Il library  managers and
practioners should look out for
the the results of the major

benchmarking study of interlibrary loan
and document delivery (ILL/DD) opera-
tions in Australian libraries. The report
will be released in September and will
identify best practice characteristics of
high-performing requesting and supply-
ing operations.

The National Resource Sharing
Working Group (NRSWG) has under-
taken the study to:

= identify the characteristics of high-
performing ILL/DD operations,

= be an instrument for raising aware-
ness and changing practices, and

= assist any library to benchmark their
operations against a standard set of
data.

The study is the largest and most
comprehensive study of ILL/DD opera-
tions ever undertaken of Australian li-
braries. The study has the support of
the Council of Australian University Li-

brarians (CAUL), the Council of Aus-
tralian State Libraries (CASL) and the
Australian Library and Information As-
sociation (ALIA).

Libraries from all sectors partici-
pated, which will enable the study to
identify high performing characteristics
applicable to each sector. The follow-
ing numbers of libraries were included
in the analysis:

= thirty-two universities;
« all state and national libraries;
= twenty public libraries; and

« thirty special libraries.

The study commenced in April last
year with a survey undertaken in Octo-
ber and November. The Australian Bu-
reau of Statistics (ABS) has analysed the
results and the NRSWG has considered
the implications of their report. The
ABS considered fifty variables for re-
questing activities and forty-two for
supplying activities against the follow-
ing performance measures:

Affinity programs update

Hertz and the Australian Library and Infor-
mation Association have formed a partner-
ship, which means free Hertz #1 Club Gold
membership, and discounted rental rates for

vehicles in the Hertz range for all ALIA mem-
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bers. Simply ring 13 30 39 (Monday to Friday

6am-9pm, Saturday 7am-8pm, Sunday 8am-9pm) and quote the ALIA Cus-
tomer Discount Program (GDP) number to access these very low rates. To get
this number, ring ALIA National Office on 02 6285 1877 (Monday to Friday,
8am-5pm).

With a fleet of over 525 000 vehicles available from more than 6500 lo-
cations in 140 countries, Hertz is the world's largest and longest established
car rental company. In Australia you will find Hertz at more than 200 loca-
tions, including all major airports.

Hertz have a wide range of vehicles: small to large cars for business trips
and holidays, trucks for moving house, and vans for transporting friends.

Hertz offers a number of optional services such as free hotel delivery (sub-
ject to availability) and 24-hour roadside assist. You can also earn additional
Qantas Frequent Flyer points by quoting your Frequent Flyer membership
number when making a reservation.

An additional benefit to ALIA members is free membership of Hertz #1
Club Gold. Annual membership usually costs $50. Membership of Hertz #1
Club Gold saves you time and hassle. Hertz #1 Club Gold members can pro-
ceed to specially designated check-in areas, located at rental counters
throughout Australia and overseas, show their driver's licence, and go.

For reservations, or to enroll in Hertz #1 Club Gold call Hertz on 13 30 39
and quote the ALIA Customer Discount Program (CDP) number. -
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Requesting activities:
« turnaround time,
= fill rate, and
= unit cost

Supplying activities:
« fill rate, and
* unit cost

The ABS identified strong and
weaker correlations which make an
ILL/DD unit effective and efficient. The
NRSWG is interpreting these results to:

« understand the implications for the
variables found to be significant,

= undertake additional analysis of vari-
ables with a weaker correlation to
determine if they indicate other pos-
sibilities for efficiency, and

= examine in detail the characteristics
of high and low performing libraries
identified in the general question-
naire to draw out further efficiency
indicators.

The study provides a rich source of
information for identifying efficiencies
in each library sector and across all li-
brary sectors. The detailed data col-
lected by the study and the professional
analysis of the data provides a solid
basis on which to argue for change.

The report of the study will recom-
mend best practice in ILL/DD opera-
tions, and perhaps more importantly,
the NRSWG will use the findings to
develop strategies for improving the
performance of ILL/DD operations in
Australian libraries over the next few
years. These will include:

= promoting the results through papers
at conferences and seminars,

= developing and conducting training
in best practice,

e conducting seminars to discuss

policy issues,

« identifying and promoting workflows
and equipment which assists best
practice, and

= facilitating any library to benchmark
their operations against the general
results.

The results of the study will also
enable ALIA to set new national ILL/DD
charges between libraries. L]
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