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Proving our value
M uch has been  written about 

measuring library perform ance. 
Statistical summaries of 
inputs and  outputs of library 
activities abound and annual 
reports regularly record the 
contribution libraries m ake to 
their organisations and society at 
large. In recent times, as funding 
to libraries has contracted  and  
costs have  soared, dem ands for 
accountability have b eco m e  
more pressing. Libraries have  
adopted  m any strategies from 
the business environment to 
substantiate the contributions 
they m ake, ranging from the 
b a lan ce d  scorecard  app ro ach  
to the use of external standards 
and aw ards. Benchmarking 
and use of total quality 
m anagem ent techniques 
have b e co m e  co m m o np lace. 
Various stakeholder perspectives 
are sought and  a  number of 
m easurem ent tools used with 
m any emphasising the customer's 
point of view.

Broady-Preston and Lobo 
exam ine the use and re levan ce  
of external standards in 
determining the value and  
im pact of a c a d e m ic  library 
services, focusing on a  quality 
standard developed  in the United 
Kingdom, the Custom er Service 
Excellence Standard (www. 
custom erserviceexcellence. 
uk.com ). The standard is a  
rigorous formal m echanism  
which m easures service  
satisfaction emphasising areas 
identified through research as 
priorities for customers such as 
delivery, timeliness, information, 
professionalism and  staff attitude. 
Broady-Preston's and  Lobo's 
work outlines the standard itself, 
reviews briefly som e app ro aches  
to demonstrating quality, value,

and custom er satisfaction, and  
uses a  c a se  study ap p ro ach  to 
evaluate the im pact on staff 
morale and custom er experience  
of the attainm ent by a  university 
library service of the Custom er 
Service Excellence Standard.

The summary of app ro aches  
to the determination of user 
satisfaction provided in the article 
is useful, including mention of 
the regularly held Northumbria 
International C o nference  on 
Perform ance M easurem ent in 
Libraries (most recent is the 9th 
w w w .york.ac.uk/conferences/ 
northumbria). The emphasis 
on continuing im provem ent 
of library services in a  tough 
and challenging econom ic  
environment is highlighted, 
providing a  reminder that time is 
not on our side. The param ount 
im portance of defining value  
from a  custom er perspective  
is reinforced throughout. The 
complexity of defining value is 
also referred to -  the value of 
a service, like beauty, is in the 
eye  of the beholder. The link 
betw een services marketing 
and perform ance m easurem ent 
is established and  alternative  
m easurem ent tools like Libqual+ 
(www.libqual.org/hom e) are also 
mentioned.

This study does not attem pt 
to generalise from its results 
but the rigorous app ro ach  
using docum entary evidence , 
semi-structured interviews and  
custom er online questionnaires 
ensures that findings could be  
transferred to a  similar context. 
Attainm ent of an external 
aw ard like the Custom er 
Service Excellence aw ard has a  
predominantly positive im pact 
on the service reputation and  
status, service delivery and  
standards, staff morale and  
custom er experience within a
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library. Credibility of the service is 
e n h an ce d  and m embers of the 
library staff are rem inded of their 
central and  crucial role in service  
delivery. The focus on service  
im provem ent is linked to strategic 
goals and  aspirations.

Accreditation by any library 
to external standards is not 
the sole answer to measuring 
perform ance or understanding 
the value and  im pact of library 
services but it does send a  
m essage to all stakeholders, 
com m unicating an estimate of 
worth, and making a  contribution 
to improving customer 
experiences and  service  
delivery. Application of the U.K. 
Custom er Service Excellence  
framework would be useful in the 
Australian environment and  in 
an y  type of library. It constitutes 
a driver for continuous service  
improvement, skills developm ent, 
custom er engagem ent, and  
an independent valuation of 
achievem ent.
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