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Introduction  

Welcome to the University Library Annual Report  

The University Strategy Building Excellence provides a clear direction for continued 
improvement and development and we will endeavour to pursue excellence in all that we do. 
This annual report provides an opportunity to outline some of our achievements and highlight 
some key areas of Library service development and changes that the Library has undergone 
in 2014/15. 

I was delighted to be appointed Director of Library Services & University Librarian in 
February 2015 following just over eighteen months in the post of Head of Academic Services. 
I have always felt proud of the Library, its staff, its reputation and its achievements and now 
as Director it is a privilege to lead this professional service.  Following my appointment and 
the decision not to replace my vacant post the Library has undergone some structural 
changes, details of which are contained within the report.  

The University Library’s drive towards excellence in all areas of service is reflected in the 
scores we have achieved in a range of surveys and league tables and in the positive 
feedback we have received from our users.   

None of the achievements outlined would have been possible without the hard work and 
commitment of Library staff and others outside of the Library. I am particularly grateful for the 
efforts of our staff and in the partnerships and collaborative opportunities that they have 
developed. 

I welcome any feedback or comments either on the report or on broader issues related to the 
University Library. 

 

  

Emma Walton 

Director of Library Services  
& University Librarian 
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A New Library Structure 

The appointment of Emma Walton to the post of Director of Library Services and the 
decision not to replace the vacant Head of Academic Services post provided an opportunity 
for the Library to review its staffing and services to ensure that it continues to meet the 
current and future needs of its users. 

It was important, whilst looking at areas of improvement and development, that the Library 
values were also taken into account. These values underpin and inform our services: 

• A library environment that is safe, welcoming, and offers a variety of comfortable 
spaces that will inspire learning, research and creativity 

• Staff that are approachable, helpful, knowledgeable, courteous and take pride in 
working for the University Library 

• Information sources that are easily accessible, relevant, reliable and of high quality. 

In light of the Library’s values and its strategic direction the new Library structure was in 
place from 1st August 2015. 

The new structure sees the creation of two new divisions each led by an Assistant Director 

• Academic and User Services – led by Dr Graham Walton 
• Support, Collections and Systems – led by Jeff Brown. 

 

Academic and User Services includes the renamed Customer Services Team, now 
User Services, and a reframed Academic Services Team. 

User Services, managed by Matt Cunningham, is responsible for: 

• front line enquiry services,  
• the circulation of print material 
• communications with Library users  
• evaluating and capturing the user experience. 

 
This team also now includes the Library Facilities Manager post which places the building 
and its development at the heart of the user experience. 

Academic Services, managed by Steph McKeating and Helen Young, is responsible for:-   

• liaison with Academic Schools 
• support of academics in their teaching and research.  
• developing and delivering embedded information and academic skills teaching  
• provision of a range of skills sessions for both taught and research students. 

 
The team includes the Academic Librarians and two Senior Library Assistants. 
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Support, Collections and Systems includes: 

• Library administrative and finance support 
• collection development and acquisition (both print and electronic), reading list support 

and interlibrary loans 
• management and development of the Library management system and Library 

Catalogue Plus and the LORLS reading list system 
• a range of services to support the research community, including the Institutional 

Repository and Research Data Management. 
• the University Archive. 

 

The structure has streamlined some operational tasks and will encourage further 
collaboration across the Library. The new structure was in place ready for the new academic 
year 2015/16 following some office refurbishments. Line management and team changes 
occurred after August 1st, following a period of consultation. The structure aims to enable the 
Library to be fit for purpose now and in the future, engaging in technology and digital 
resources to make content of all types accessible and, where appropriate open, and to 
ensure that the physical space and its contents meets the needs of its users. 

There may be services that are not mentioned in this outline here but we are keen to stress 
that this restructure has not removed any substantive core services from the Library’s offer 
to our user community. However, it will be important to review this structure to see what has 
worked well and what adjustments may need to be made. As a consequence of the 
restructure a review of front line desks has been undertaken, the results of this review will be 
reported on in next year’s annual report. 
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Building Excellence – The University Library Response and Key Achievements 

Investing in our staff 

The University’s strategy Building Excellence places staff at the heart of the institution. Some 
key achievements for the University Library include: 

• retention of our Customer Service Excellence award 
• 3 members of staff achieving Fellowship of the Higher Education Academy 
• over two thirds of staff attending the 2014 Library staff conference 
• £1425.43 raised for DRLAA in 2014/15 from staff fund raising activities. 

The Library has a commitment to excellence in service delivery and has held the 
government backed national industry standard Customer Service Excellence award for a 
number of years. In 2015 we were re -accredited by an external assessor and our award 
upheld. This award assesses services for efficiency and effectiveness as well as equity and 
ensures that the user is always at the centre of provision. Achieving this award is not 
recognises that the services we offer are excellent but also provides an invaluable 
opportunity to review and reflect on them. The award has 57 detailed criteria and the Library 
is fully compliant in 51 and received a compliant plus for six. 

In order to maintain this high level of customer service and to foster a culture of putting users 
at the centre of all developments we need to ensure that all staff are both empowered and 
equipped with the skills to provide excellence and to make suggestions for development and 
improvements. We aim to do this through a wide range of mechanisms and fora: 

• Training – The Library’s Training Group co-ordinates both mandatory and 
developmental training and organises the annual staff conference 

• The annual staff conference is held every September and covers refresher 
training for term time staff, new developments, a Librarian’s update and an 
opportunity to hear from colleagues across campus. In 2014 this included a talk 
from Creative and Print services and LSU 

• Team and group meetings and away-day style events 
• A culture that encourages conference and external training event attendance 
• The provision of tailored and bespoke training for supervisors and team 

managers 
• An open door policy for Senior Managers 
• A close and productive relationship with HR and Staff Development 
• An opportunity to work on projects and in Library groups 
• Peer observation scheme for Academic Librarians. 

In addition, the Library continues to ensure that all staff receive an annual Performance and 
Development Review. 

In November 2014 the Social Responsibility Group was formed, looking at ways of 
addressing sustainability issues and coordinating the Library staff’s commitment to charitable 
fundraising. Each year the Library nominates a charity to receive donations from September 
2013 to December 2014 the charity was the Derbyshire, Leicestershire and Rutland Air 
Ambulance. From January 2015 the nominated charity is Pancreatic Cancer UK. 
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For DRLAA a total of £1,425.43 was raised from cake, plant and book sales, a Christmas 
craft fair, football sweepstake and quizzes. So far for Pancreatic Cancer UK we have raised 
£377.32 from similar events. 

In addition, the Library enables staff to participate in other fundraising activities including 
Christmas Jumper Day in December 2014 and, for one brave member of Library staff, an 
LSU Action organised parachute jump. 

These activities support not only the University’s commitment to social and individual 
responsibility and the idea of a University community, but also add to the idea of a Library 
community and a team ethos. 

There is also always room for fun the Library Social Committee co-ordinates our tea room 
facilities, ensuring that staff have a safe, quiet, well equipped space for lunch breaks and 
between front line service shifts. The Social Committee also organises the well-loved 
Christmas fuddle (Christmas pot luck) and quiz for staff enjoyment.  

The Library value “Staff that are approachable, helpful, knowledgeable, courteous and take 
pride in working for the University Library” in addition to the University Strategy, makes 
supporting, developing and investing in our staff the foundation of our service. 

Investing in our staff across the institution 

Where the Library has expertise or responsibility for systems and processes (e.g Open 
Access or research resources) it aims to provide awareness raising and training sessions. 

During 2014/15 staff from the Library arranged specific sessions for academic, research and 
professional staff including: 

• Research Data Management 
• Open Access 
• Copyright. 

Library staff have also been involved in courses run and organised by the Centre for 
Academic Practice and Staff Development, teaching on sessions as wide ranging as 
publication strategy and customer service. 

Moving forward 

We will continue to support and develop our own staff and that of the wider institution. 
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Educating for success 

The Library is committed to providing an environment and services that support, encourage 
and inspire learning, teaching and research:  

• Increased visits – 677,226 
• 93% satisfaction rate for the Library in NSS 2014 and 2015 
• Successful extension of opening hours project with LSU 
• All departments receiving information and academic skills support  
• 14,903 taught students seen in embedded teaching sessions. 

Our refurbished building continues to be developed in response to our users’ needs as 
ideintified through feedback and analysis of usage statistics of both the building and 
resources. The Library remains a popular resource with 677,226 visits between 1st August 
2014 and 31st July 2015, up by 3.5% from last year.  

In a recent national survey* 64% of UK students said that the University facility they used the 
most was the Library. We encourage the use of Loughborough University Library by 
marketing our services, listening to our users and continuing to develop our facility. 

In summer 2014, following a review of the first year in the newly refurbished building we   

• increased the number of fixed PCs with CAD software from 36 to 122  
• increased signage to key areas within the building  
• added additional power sockets to Level 3 
• increased loan allowances 
• made credit/debit card payments available on our self-service machines. 

We are continuing to develop the Library space in 2015/16 based on feedback. In addition to 
using feedback to develop the space we also internally evaluate our services. 

In September 2014 the new LSU VP Education, Amy Ward placed increasing Library 
opening hours at number one in her ten priorities for the year. Consequently a joint project 
between the Library and LSU was launched to look at this area of our service. The findings 
showed that 50% of students surveyed were dissatisfied with our term time opening hours.   

As a result of this project, which included benchmarking across the sector,  a LSU run 
survey reaching 656 respondents, interviews with respondents and analysis of the 2014 
Times Higher Student Satisfaction survey, we were able to successfully bid for additional 
funding to increase our opening hours. Whilst not meeting the needs of all student feedback, 
this extension has increased opening hours by 14 hours per week during term time and has 
extended Easter vacation hours by ten hours per week, as well as extended 24/7 in the 
January assessment period. 

*research commissioned by AUDE (the Association of University Directors of Estates) of 2000 UK students in 
July 2015 as carried out by One Poll. 
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Hours in 2014/15 Extended hours in 2015/16 
Term time weekdays 8.30am-12 midnight Term time weekdays 8.30am-2am 
Term time weekends (Sat 9-12midnight, Sun 
10am-12 midnight) 

Term time weekends (Sat 9am-2am, Sun 
10am -2am) 

Easter vacation  weekdays 9am-5.30am 
(weds 9am-8pm) 

Easter vacation  weekdays 9am-8pm 

 

We will evaluate these extended opening hours throughout the academic year 2015/16. 

24/7 Opening 

It is becoming increasingly common for University Libraries to be open 24/7 throughout term 
time,  with some University Libraries extending these opening hours into vacation. 

In 2014/15 our 24/7 access was provided only during assessment periods (5th Jan – 27th Jan 
and 21st May- 16th June). Extending opening at this time is very popular, with 87,294 visits in 
assessment period 1 (5th Jan – 27th Jan) and 96,957 visits during the summer assessment 
period (21st May- 16th June). 

The busiest day in period 1 was Thursday January 8th, with 3318 visits during the day. The 
highest number of users in the building at the same time was Wednesday 7th with 981. 

The busiest day in period 2 was Thursday 21st May with 2986 visits, with the highest number 
of users in the building at the same time was bank holiday Monday 25th May with 964.  

The busiest day of the year outside of 24/7 opening was the day before May 20th with 987 
concurrent users. 

Overall usage figures for use of the Library building 

• The majority of visits to the Library building were by undergraduates, 73% over the 
entire year, increasing to 78% during 24/7 periods  

• Postgraduate Taught students accounted for 13% of visits across the entire year  
• Staff from across the University (excluding Library staff) made up 7% of users 
• The School making up the largest percentage of total use was the School of 

Business and Economics with 18% of all visits coming from staff and students 
• The School with the highest percentage of school members using the building was 

English Art and Drama with 82.85% or 599 out of 723. 
• The busiest day of the year was 8th January, with 3,318 visits  
• The highest occupancy was on 20th May, with 987 people.  

 

The National Student Survey 

In 2014 we were delighted to have increased our score to Q.16 “The Library resources and 
services are good enough for my needs” from 90% to 93%. A Library refurbishment has 
often proved to be the driver for increasing scores,  but in 2015 we maintained this high 
score of 93%. 

Positive comments referred to excellent access to online resources and spaces:  

The library and all 
the resources that 
come with it have 
really helped my 

studies 

 
The library is 

brilliant and staff 
are really 
interested. 
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Negative comments referred mostly to space issues and lack of resources: 

 

 

 

 

NSS qualitative comments often contain conflicting evidence and in total the Library was 
included in 34 negative comments and 29 positive comments. This does not mean these 
comments are disregarded, rather that we use them in conjunction with other qualitative 
feedback. The overall statistics remain highly pleasing. We out-perform other universities in 
the Midlands and are consistently in the top quartile above the sector average of 87%. 

 

Library survey 

During 2014/15 the Library completed its user satisfaction survey which is undertaken every 
three years. There were 446 respondents of whom 48% were undergraduates. The 
percentage who slightly or strongly agree that, overall, the Library provides a good level of 
service has continued to increase. The Library combined the relevant data from the user 
satisfaction survey with the NSS qualitative comments and other feedback to give direction 
for further improvements after the refurbishment. 

% of survey respondents who strongly agree or slightly agree that the Library overall 
provides a good level of service 

  % total who strongly or 
slightly agree  

% who strongly 
agree 

% who slightly 
agree 

Response from December 
2014 survey 

97% 73.5% 23.4% 

Response from 2012 
survey  

94% 58% 36% 

Response from 2009 
survey 

89% 43% 46% 
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Learning and teaching 

The Library provides information and academic skills sessions through tailored courses as 
part of departmental teaching programmes and via the provision of standalone generic 
workshops called Get the Know How. 

During the academic year 2014/15 the Library provided Library teaching sessions to 15,282 
taught students (14,903 in embedded sessions and 379 in standalone sessions). 

Departmental Sessions 

12,715 of those students were seen in organised departmental sessions, some 
concentrating on information skills or information literacy (e.g literature searching) and others 
on academic skills (e.g essay writing). 

At the start of the academic year 2,188 students were seen in induction sessions organised 
by departments and delivered by Library staff. 

Of the total 14,903 students: 

• 11,935 were undergraduate or foundation students 
• 2, 776 were postgraduate taught students 
• 61 students were seen in mixed UG/PGT groups 
• 131 participants were a range of groups including school groups, visiting groups & 

staff. 

Generic standalone information and study skills sessions 

The Library offers a standalone programme – Get the Know How to ensure that all students 
have the opportunity to receive information and academic skills. The Library now has at least 
one session in all academic departments but coverage is still variable. (see appendix 3 for 
details). 

Sessions are offered across a range of topics from literature review to note taking, and 
referencing to presentation skills. 

Numbers attending these sessions have dropped from 565 in 2013/14 to 379 in 2014/15 and 
work is ongoing to review this provision. This review has two streams, one looking at skills 
across the institution to evaluate whether the provision offered remains relevant and is not 
duplicated across other services and the other is to evaluate success and user satisfaction 
of individual sessions and the programme itself. 

Reading Lists 

The provision of material for both learning and research is central to the University Library’s 
offer to its users. Material is now provided in a variety of ways, from the traditional print to e-
book, e-journal and digitised content. Finding material on module reading lists is a priority for 
many students and therefore we wanted to take some time to review how the system in 
place worked and if improvements could be made.  

This process review (called Get my reading list items on your shelves) aimed to improve the 
reading list process, checking if the mechanism worked by “following it” through the 
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institution, looking for cumbersome processes as well as issues raised by academic staff 
and students. The aim of the review was to make the process more efficient, therefore 
improving both the academic and student experience. The changes are still being 
implemented. However, more information on the review, the outcomes and changes made 
can be found in the section Raising Standards and Aspirations. 

Student engagement  

During 2014/15 the Library piloted a Library Ambassador Scheme adding this as an 
additional opportunity for elected course representatives.  The scheme aimed at improving 
communication routes between the student cohort and the Library as well as providing a way 
of giving information to students and hearing collected feedback from them. After some 
reflection it was decided that within the new Library structure the scheme was no longer 
manageable and that the Library would instead continue to work with the Student Union and 
directly with course and programme reps through the SSLC (Student staff liaison 
committees), and with students through Academic Librarians. 

Library Ambassadors were also invited to attend the Library’s User Committee, a termly 
meeting chaired by an elected Library Liaison Officer (LLO) normally an academic member 
of staff representing a School or department and attended by Library staff. 

Freshers’ Bazaar and open days 

For the first time in October 2104 we had a Library stand at the LSU Freshers Bazaar. We 
took this opportunity to engage with new students and talk about Library related services. All 
those that took part had lots of fun. 

We also open the Library for prospective student open days in June and September. We are 
always delighted with the number of visitors we receive and very much enjoy talking to 
prospective students and their parents and guardians. The Library, with its cafe and other 
facilities, is a great draw and in September 2015 the Library offered its space for other 
campus services. This proved to be a great success and we hope that this initiative will 
continue for 2015/16 open days. 

Reading Development  

One of the more developed innovative ways in which the Library engages with its users is 
through a variety of initiatives related to reading development including: 

• The Student Book group  
• Leisure Reading collection development  
• Books on prescription/Mood Boosting books scheme 
• Book crossing 
• World Book Night. 

These initiatives provide excellent opportunities to engage with students outside of their 
academic study. The student book group meets in the Library in the evening and met seven 
times last year. The introduction of a Facebook page created by the students has seen 
encouraging activity. 
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Loughborough University, London 

During 2014/15 the Library worked with the London project team to look at Library provision 
and support in preparation for the opening of the campus. We: 

• created of a set of resource principles emphasising electronic provision 
• successfully bid for funding to support modules in London 
• held workshops about support provided for students in Loughborough and ways to 

manage support in London 
• met with Facilities Management and Paragon (London project contractors) on Library 

space, particularly in Phase 2. 

As the London campus moves through its first term we continue to work with our London 
colleagues making necessary adjustments to support and services in Phase 1 and planning  
for Phase 2. 

 

Educating for Success – moving forward, developments for 2015/16 

• There are always improvements to be made and in order to continually develop our 
services as related to students we will continue to evaluate our offer. 

• Further developments inside the Library building will take place during the financial 
year 15/16 in relation to computer access and wifi coverage 

• We will continue to work with our colleagues in IT Services over changes to the 
opening hours of the PC Clinic. As the PC Clinic is no longer available at weekends 
we will collect feedback during our weekend hours to look at the effect on user 
satisfaction. 

• Following the removal of the Library Ambassador Scheme we will work with LSU and 
others to maintain effective methods of student communication including reviewing 
membership of the Library Users’ Committee 

• Plans were unsuccessful within the restructure proposals and subsequent budget 
review for a Library post to look at evaluation, surveys and Library statistics. During 
2015/16 we will look at alternative ways to manage this area of our work. 

• In order to develop all of our services we have made the decision, following a review 
of Library enquiry desks, to close the Level 4 enquiry point and reduce opening hours 
on the lower level desks during day time hours. This is to ensure that Level 3 is 
adequately staffed at all times. From November 2015 desks will, in the main, be 
staffed by members of the User Services team. This is to allow staff from other teams 
previously on the desk rota, to pursue other opportunities to meet with academic, 
professional service colleagues and students. More information on the outcome of 
the desk review will be covered in the 2015-16 Annual Report. 

• We will continue to work with London colleagues to ensure services meet the needs 
of students and will review processes and procedures  in preparation for the Phase 2 
space 

• We will review the budget provided to support London courses and the underlying 
resourcing principles. 
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Growing Capacity and Influence 

• Innovative Research Data Management solution 
• Continued development of Open Access support 
• Excellent compliance rates 
• Continued development of the Library training offer to the research community 

Research data Management 

The University has made excellent progress with regard to its RDM. The innovative, sector-
leading solution which uses Figshare and Arkivum as a front end and data storage solution 
respectively was in place by May 2015 to comply with the EPSRC mandate for research 
data.  

Gareth Cole was appointed as Research Data Manager in December 2014 and took up his 
post in March 2015. The RDM solution for Loughborough is a great example of collaborative 
working and is a shared solution between IT Services, the Research Office and the Library 
with Gareth managing the service from the Library. Loughborough’s solution is seen as 
sector leading and Gareth and colleagues have been involved in a several external events 
showcasing RDM at Loughborough. In addition he has met with colleagues across the 
institution including over 150 academics and 100 professional staff and has contacted all 75 
EPSRC funded PIs. 

The RDM project has also been shortlisted in the “Best use of Cloud Services” category in 
the UK IT Industry awards. Fellow shortlisted organisations include The Home Office, 
Confused.com, British Gas and National Rail Enquiries. The results will be announced on 
18th November 

Open Access 

Changes in HEFCE requirements for submission to the next REF which include some 
significant open access requirements have seen the Library continue its work with the 
academic community and the Research Office in this area. Although the HEFCE 
requirements do not come into force until April 1st 2016, the University decided to implement 
the required changes from April 1st 2015 in order to raise awareness, develop appropriate 
procedures and analyse the effectiveness of processes to ensure compliance from the 
outset. This involved Institutional Repository staff not only being heavily involved in the 
production of appropriate processes combining LUPIN and the IR but also, in conjunction 
with the Research Office, giving a number of presentations at various events for a to explain 
policies and processes developed to facilitate compliance and minimise additional work for 
academics. These included sessions at four internal conferences (ResFest 2015 Graduate 
School Showcase, Civil Engineering Research and Enterprise and the EngD Conference). 

As a result of the promotional campaign, the change to submission at point of acceptance 
from submission at point of publication and the associated time requirements we have seen 
a significant increase in submissions to the Institutional Repository. In March 2015 there was 
a 73% increase in submissions from the previous year and April up 60% on 2014. 

We are looking at how an increase in submissions will affect the support we offer in this area 
and have employed additional staff. Moving forward it will be important for the Library to look 
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at its staffing and funding in light of likely changes to the funding landscape and the 
uncertainty surrounding the future of HEFCE if we are to ensure that we are able to support 
research initiatives moving towards the next REF. 

In July 2015 the Loughborough Institutional Repository held 17,450 items. 

RCUK block grant  

In addition to the Library’s involvement with the HEFCE requirements it also manages the 
University’s RCUK open access budget. For 2014/15 the University received a block grant of 
£2,016,649 from RCUK to support Open access and fund article processing charges (APCs). 
This was used to fund 101 papers for gold open access. It is pleasing to report that the 
University received a 78% compliance rate for open access (the RCUK target was 53%). 

Researcher development 

The Library provides three training programmes to researchers, one for PGRs, one for staff 
and one which is aimed at both groups, Elevenses. It also contributes sessions to the Centre 
for Academic Practice’s Post-Graduate Certificate in Academic Practice (PGCAP)’s 
programme.  
 

• In 2014/15 34 workshops across a range of topics were delivered to 897 PGR 
students. 

• The Library’s first online module for PGRs called Effective Literature Searching for 
PGRs ran during May 2015, a week-long module based around forums. A number of 
Academic Services Team members were involved in this development with the 
content and structure based on best practice shared by the University of Nottingham. 
Whilst the completion rate of the module was not as high as we would have liked, 
those that did complete it were extremely complimentary, as illustrated by the 
comments from two students: 
 

“This course has provided a wonderful learning experience”  & “Thanks for the excellent 
course and looking forward to the next one!” 

• Attendance at staff and academic workshops has increased by 19% from 122 to 145. 
The key driver behind the increase in these figures has been Library teaching on the 
PGCAP workshops, Working in the Current Research Environment and Developing 
your publication strategy, as these are compulsory workshops for those on the 
PGCAP programme.  
 

• A higher than usual drop-out rate (50%) for Library organised academic and research 
staff sessions has been the catalyst to look at the ways in which the Library delivers 
training to this audience. 

Review of the Library Research Group 

In order to ensure that all areas of Research Support are sufficiently represented the 
Library’s Research Support Group was reframed. The group is now called the Research 
Group and is chaired by Jeff Brown, with a permanent member of the Research Office as a 
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member and a representative from the Graduate School. From within the Library the Group 
has representatives from Academic Services, the Institutional Repository and the Research 
Data Manager. This reframing will ensure the Research Group has a remit that covers all 
aspects of the research agenda.  

University Archives 

The Library and the University Archivist continue to manage, maintain and develop the 
University Archives for the institution.  

In April 2015 the Papers of Sir Denis Rooke, a former Chancellor of the University, were 
transferred to the University. The collection relates largely to his activities. The catalogue 
runs to over 200 pages and the collection comprises 239 boxes. 

The Archive has also been used for both events and research relating to the centenary of 
the First World War, particularly related to the original Loughborough College, as an 
Instructional Factory for the Ministry of Munitions following the appointment of Herbert 
Schofield as Principal in late 1915. 

In addition, the Archives has again been used in person by visiting RADAR artists to inform 
and inspire, notably in this period by Maria Pask from Holland. 

Close collaborations continue with colleagues in DARO and Marketing and Advancement. 

Moving forward into 2015/16 

• With a change in HEFCE compliance the Library decided to use some of the RCUK 
block grant to fund a temporary post to support the huge increase in submissions to 
the Institutional Repository. This grade 4 post has also been tasked with evaluating 
the staff time required to ensure institutional compliance 

• We will ensure that our workflows, processes and procedures are responsive to 
change in light of the likely changes to the funding landscape  

• A further review of academic and research staff training to ensure that the offer is 
well received and attended will be undertaken 

• Further developments in online provision in order to further enhance support for 
researchers at our London campus and at other locations. 

• We will continue to develop our services in collaboration with other units including the 
Research Office, Graduate School, Centre for Academic Practice, Enterprise Office, 
Careers, LURSA and IT Services. This continued partnership working will ensure that 
the University has a unified approach to research support. 

• We will continue to develop advocacy within academic departments on issues 
relating to open access and HEFCE compliance. 

• We will explore what implications and opportunities may arise from the opening of the 
Graduate House. 
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Raising Standards and Aspirations 

Library User Satisfaction Survey 

During 2014/15 the Library carried out its User Satisfaction survey which allows internal 
benchmarking and the identification of trends and developments. Standard questions are 
used each time and in 2014/15 the Library also asked questions about where people went 
for help with finding information and the length of time they would like to borrow books for.. 

Informal Learning Spaces Survey 

In collaboration with Corporate Services and IT Services, the Library completed a survey on 
how different informal learning spaces are used across campus. Semi-structured interviews 
took place with 265 students in 15 different informal learning spaces. The outcomes from 
this evaluation were presented to the University’s Learning and Teaching Space Project 
Management Board. 

Social Media 

We have been very pleased with the changes we have made to our social media presence 
and the partnerships we have developed with Marketing and Recruitment. We are 
experiencing increased reach, more visits to our Facebook page and more retweets. The 
Library restructure has also enabled us to move responsibility for our social media presence 
into User Services with staff available to monitor it. The Library’s Marketing and 
Communications group also continues to play a role in this aspect of communication with our 
users. 

Library restructure  

The Library restructure provided the opportunity to look at all services to see where there 
were gaps or points of failure and to look at areas of excellence. In order to streamline some 
services and as a result of the reading list process review (see below) all acquisitions 
functions were moved into one team.  Similarly as the Library Building is more heavily used 
and users’ needs change, moving the Facilities Manager into User Services felt entirely 
appropriate and valuable moving forward. 

Reading List process review 

A small group of AST staff led by Lizzie Gadd and in collaboration with Gary Brewerton from 
IT Services undertook a process review of the way reading list items were made available to 
students via the Library. The drivers for this included backlogs at certain times of year, 
cumbersome internal processes (double-checking, batching, printing, stapling, etc.,) and 
complaints from some academic staff about the need to add their own reading list to the 
Library Reading List System (LORLS). The process review was undertaken mainly from the 
point of view of an academic and took the statement “Get my reading list items onto your 
shelves” as the starting point of the review. 
 
The entire process was mapped starting with an academic engaging with the system, 
through the processes undertaken by Library Assistants in the team, ending with the 
checking and receipting of purchased items in Support Services. Meetings were held with 
academics, a survey of a small number of students was undertaken and Library staff 
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provided valuable feedback. In addition, data relating to reading lists edits, waiting times and 
seasonal variations in workload was collected and collated. Finally a clean process flow was 
devised and a number of recommendations were made.  
 
Key outcomes from the review were the inclusion of a new post in the changed Library 
structure to co-ordinate the reading list process, the introduction of the Purchasing Predictor 
software to streamline ordering processes and a commitment from IT Services to develop 
Learn in order to embed reading lists more visibly into the Learn module structure. 
 
Desk review 

The desk review was initiated to make sure that our enquiry offer to our users meets their 
needs, and aimed to look at whether the current operation (14/15) was the most effective 
and efficient way of providing this service. 

Current position (2014/15) 

• The majority of staff from Support Services, Academic Services and Customer 
Services (team names prior to the restructure) work on the enquiry desks every week 

• This allows the majority of staff to be involved in customer service activities but does 
necessitate additional training requirements as some staff only work an hour a week 
and feel less confident with some procedures 

• The reception position on Level 3  is entirely staffed by Customer services 

Changes as a result of the review (15/16) 

• In order to release staff to cover new areas and develop other services the desks will 
be staffed, in the main by User Services staff with lunch time cover from other teams 
However, as a consequence there are fewer staff members to staff desks 

• As Level 4 has the fewest enquiries of all desks this will be the desk that closes 
• Where staffing capacity is tight the desks on the lower levels will be closed at times 

when collected evidence shows demand is low 
• These changes will be reviewed during the year. 

Website Review 

For 2015/16 we are reviewing the look and feel and the content of our website, to ensure 
that the information we are providing is clear, well presented and is the “right” information for 
our wide range of stakeholders. This will be accompanied by a publications audit in light of 
the University’s new visual identity and our desire to more effectively highlight, our offer. 

Resources 

In addition to the reading list process review the Library continues to review its collections in 
a number of ways: 

• reviewing print collections to ensure that items remain relevant and up–to–date 
• reviewing the way that items are borrowed, loan periods and number of loanable 

items 
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• ensuring that electronic resources provide value for money, and meet the needs of 
the academic community  

• ensuring that items are purchased in best value, efficient manner and in formats that 
meet needs. 

Partnerships and collaborations 

In addition to reviewing our own services we also engage with colleagues across campus on 
a range of projects. Working collaboratively and in partnerships provides excellent 
opportunities for improved work flows, having a joined up approach to challenges and 
emerging issues and enhancing outcomes.  

During 2014/15 we worked with a number of colleagues across campus: 

• IT Services on projects including laptop loan scoping, learning spaces and RDM 
• Corporate services on projects related to informal learning spaces 
• The Centre for Academic Practice on projects relating to programme design and with 

regard to the development of the PGCAP 
• The Graduate School in areas of researcher development 
• The Research Office in areas of Research Data Management, Open Access, 

Research outputs and citations 
• LSU with opening hours and student engagement 
• Student Services on  skills support and customer service 
• HR in relation to the restructure, best practice and other staffing issues 
• Staff Development for a range of training and facilitation opportunities. 

The Library also uses the academic library sector to benchmark services and as a valuable 
resource for best practice: 

• We have worked with the University of York on a joint project to look at the use of the 
Library space 

• We have worked with the University of East London sharing ideas about reading 
development 

• We continue to work with university libraries across the region looking at common 
challenges and investigating opportunities for shared services 

• We have been visited by a range of universities wanting to know more about our 
RDM solution 

In addition to the academic library sector we have also looked to our suppliers to improve 
services. 

• We have secured £10,000 of funding to work on a project with the academic 
publisher Taylor and Francis on a project looking at postgraduate research students’ 
experience of the Digital Library.  

• We continue to work with Digital Science on developments to our RDM solution 
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Moving forward  

We will continue to review, evaluate and assess our services to improve and enhance them. 
As we move through 2015/16 we will be looking at a range of reviews  

• A review of workflows related to the introduction of a new Library management 
system 

• An assessment of bibliographic software 
• Continued evaluation of the building 
• Evaluating the impact of the restructure, the desk review and our extended opening 

hours 
• We will also work with the Student Union to further extend vacation hours if evidence 

supports this  
• We will continue to develop our services to Loughborough University, London 
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Summary 

2014/15 has been a busy year with many achievements and many new and emerging 
challenges. We will continue to review and evaluate our services and, where necessary, 
modify them to meet our users’ needs. However, we are aware that these are uncertain 
times for Higher Education and we will need to be flexible in managing the outcomes of this 
uncertainty. We will always strive to continue to provide an excellent, effective and efficient 
service for the University from open access to learning spaces, but are aware that 
sometimes hard decisions will need to be made. Our new restructure and pursuit of 
excellence through review and evaluation should allow for flexibility and management of 
change. Nevertheless despite what may be coming our achievements for 2014/15, an NSS 
score of 93%, an innovative Research Data Management solution, high levels of student 
satisfaction, the extension of opening hours and our high levels of staff commitment, should 
be celebrated. 

 

 

“If I am going to work somewhere it will be the Library- there’s nowhere better, it’s got 
everything. It’s like a one-stop shop.” 

 

“When you step into the Library, it means you are going to do some serious work. 
When you come to the Library everybody is studying, everyone is in serious work 
mood. They mean business and then makes you feel, I also want to do this.” 

“The Library has everything you need- absolutely everything. I have used other 
spaces purely for convenience or if other people have set up a meeting, in James 
France for example. The Library is the biggest, there are lots of computers you can 
use, there are silent sections, there are more sociable areas, it's got a cafe. It’s got a 
shop. It’s just great.” 

 

Quotes from interviews carried out following joint Lboro/York survey on Using Library spaces 
February 2015  
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Appendix one – Statistical summary 

 

 2014/15 2013/2014 2012/2013 

study places (without IT 
equipment) 1 

1,167 1,167 888 

IT workstations and 
catalogue terminals 

203 203 182 

books received 7,933 8,386 9,522 

Electronic & print 
journal subscriptions2 

16,064 14,116 14,033 

articles downloaded 
from e-journals 

1,708,691 1,795,835 1,538,182 

visits to the Library 677,226 654,189 624,904 

enquiries 120,075 109,545 89,238 

searches of networked 
information resources 

755,412 923,996 1,110,832 

items borrowed from 
other libraries 

1,377 1,714 2,015 

information skills 
teaching attendees (all 
streams incl 1-to-1) 

16,376 19,492 16,811 

books issued 174,023 193,274 211,011 

percentage of books 
issued via ‘self-service’ 

90.73% 86.73% 94.22% 

 

 
 

 

 

 

                                                           
1 This figure includes study spaces in the cafe 
2 This figure includes e-journals accessible via our subscriptions to databases and other services 
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Appendix two – Expenditure summary 

 2014/15 2013/14 2012/13 

    

electronic information 1,749,479 1,697,197 1,597,574 

serials 718,909 736,455 585,927 

books 332,084 322,438 416,563 

binding and catalogue 
records 

10,972 9,943 18,020 

Inter-Library Loans 15,804 16,314 12,835 

    

information resources 
total 

2,827,248 2,782,347 2,630,919 

    

operating costs 293,326 344,697 544,855 

    

    

Digitisation of theses N/A N/A 1,501 

    

salaries 1,530,430 1,522,806 1,622,749 

    

total expenditure 4,650,914 4,649,850 4,723,673 

 

  



23 
 

Appendix three – Teaching Statistics 

 

Number of sessions taught by academic department 

 

 

2014/15 Numbers compared to 2013/14 for all teaching types 
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Appendix four – Appointments and Resignations 

 

Hello to…(Appointments and returners)  

We welcome back Charlotte Greasley who returned from maternity leave and also welcome 
Alison Ashmore who was appointed Academic Librarian and Copyright Officer as part of a 
jobshare with Charlotte.   

Gareth Cole who was appointed to the new post of Research Data Manager within Support 
Services. 

Harry Stannard and Isobel Thompson joined the Shelving Team with Isobel also joining the 
Customer Services Team. 

Kate Collins joined Customer Services from the Shelving Team. 

Anja Badock, Rute Billson, Jen de Lillo, Arthur Ormesher all joined the Customer Services 
Evening and Weekend teams and Becky Sharpe who joined the Daytime Customer Services 
team all joined during 2014/15.  

 

Goodbye to… (Retirements and resignations) 

Gill Human, Robert Marsh and Janet Whitworth who all retired during 2014/15.  

Lizzie Gadd who has left the Library to join the Research Office to take on the post Research 
Policy Manager (Publications) 

Catharina Lundby, Arthur Ormesher and Sophie White who left the Customer Services Team 
on completion of their undergraduate degrees.  

Anja Badcock, Rute Billson and  Lesley Chikoore also left the Customer Services Team. 

Jeanette Machin and Emma Ward from Support Services 
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Appendix five  – Publications and presentations by Library staff 

Publications  

Articles contributed by Jenny Clark, the University Archivist, to the Loughborough History & 
Heritage Network (http://www.lboro-history-heritage.org.uk/) : 

Walter Freud: From Loughborough College to the Special Operations Executive 

The Empire Bazaar & Christmas Fete 1922 

The Early Industrial Use of X Rays at Loughborough College 1921 

Advertising in ‘The Limit’, the Loughborough College Magazine 1925 

The Watt Beam Engine 1934 

The First College Sunday & the First College Rag 1920 

Parry, F. (2015)After the book : information services for the 21st century – George 
Stachokas in The Electronic Library, Vol.33, no.4, p.863-864,  

Parry, F. (2015) The future of the academic journal – Bill Pope and Angus Phillips in Online 
Information Review, Vol.39, no.5, p.753-754,  

Ravenwood, C., Stephens, D. and Walton, G. (2015)  Establishing Influential Decision 
Making Factors for University Library Opening Hours: An Exploratory UK Regional Study. :. 
New Review of Academic Librarianship, Vol. 21 Issue 1, pp. 52-67.  

Walton, G. (editorial) (2015) What User Experience (UX) Means for Academic Libraries. 
New Review of Academic Librarianship, Vol. 21 Issue 1, pp. 1-3.  
 
 
Presentations 
 
Cole, Gareth. Library training, support and guidance in RDM. EU FOSTER Workshop April 
15th 2015 Cork, Eire  
 
Cole, Gareth, Loughborough and RDM, with Symplectic and Figshare at the ARMA Annual 
Conference, 1-3rd June 2015, Brighton. 
 
Cunningham, Matt. Providing excellent customer services at Loughborough: refurbishment 
case study on the importance of marketing (2013 – 2014)” CSGUK Annual Conference 14 
November 2014 Magic Circle, Euston, Central London 
 
Gadd, Elizabeth, Improving the Flow: A Reading Lists Process Review, Meeting the 
Reading List Challenge Conference, Loughborough University 31st March – 1st April 2015 
 
 
Syvanen, A., Frydenberg, M. and Walton, G. Maximising technology rich, informal social 
learning spaces (SLS) in higher education: an international exploration of good practice. 
Technology in Higher Education Summit, BETT International Conference, EXCEL, London, 
23rd January 2015 
 

http://www.lboro-history-heritage.org.uk/
http://web.a.ebscohost.com/ehost/viewarticle?data=dGJyMPPp44rp2%2fdV0%2bnjisfk5Ie46bJNtq%2bxTLCk63nn5Kx95uXxjL6urUqypbBIr6ueULinsVKvrp5Zy5zyit%2fk8Xnh6ueH7N%2fiVaussk2yq69Rrq%2bkhN%2fk5VXj5KR84LPqkOac8nnls79mpNfsVa%2bmr02vrLZJtZzkh%2fDj34y73POE6urjkPIA&hid=4109
http://web.a.ebscohost.com/ehost/viewarticle?data=dGJyMPPp44rp2%2fdV0%2bnjisfk5Ie46bJNtq%2bxTLCk63nn5Kx95uXxjL6urUqypbBIr6ueULinsVKvrp5Zy5zyit%2fk8Xnh6ueH7N%2fiVaussk2yq69Rrq%2bkhN%2fk5VXj5KR84LPqkOac8nnls79mpNfsVa%2bmr02vrLZJtZzkh%2fDj34y73POE6urjkPIA&hid=4109
javascript:__doLinkPostBack('','mdb%7E%7Elxh%7C%7Cjdb%7E%7Elxhjnh%7C%7Css%7E%7EJN%20%22New%20Review%20of%20Academic%20Librarianship%22%7C%7Csl%7E%7Ejh','');
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Walton, E. Key note speech for Subject Librarians: Time for a fresh look? One Day 
conference, University of Hertfordshire July 20th 2015 
 
Walton, E., Liz Waller,  Walton, G. and   Burn, K. Capturing the student User Experience 
(UX) in York and Loughborough University library buildings  11th Northumbria International 
Conference on Performance Measurement in Libraries and Information Services, 
Edinburgh  20th – 22nd July 2015 Edinburgh 
 
Syvanen, A., Frydenberg, M. and Walton, G. Maximising technology rich, informal social 
learning spaces (SLS) in higher education: an international exploration of good practice. 
Technology in Higher Education Summit, BETT International Conference, EXCEL, London, 
23rd January 2015 
 
Walton, G. (Chairman)– Panel discussion, Use of social media in the Library – a White 
Paper from Taylor & Francis, Worcester College, University of Oxford, 31st October 2014.  
 
Young, H., ‘The webinar’: our learning experience, presentation at Emalink/Weslink 
workshop on Webinars: Learning from experience, 20tt May, 2015 

Events 

Learning spaces 

On the 21st April 2015, the Library, Corporate Services and IT Services organised a national 
workshop that explored issues around making informal learning spaces available in 
universities. It was based upon the findings from the informal learning spaces survey 
mentioned above.  The event benefitted from presentations from the Loughborough 
Students’ Union and senior University staff. There were over 60 attendees from across the 
UK. Attendees indicated that the day gad been very useful with the following being a typical 
comment: This was a useful event thanks – gave me some insight into informal spaces and 
their usefulness outside the Library.  

Technologies for creating online learning materials– organised and co-hosted by Ginny 
Franklin (Library) and Charles Shields (CAP) 
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Appendix six-  Membership and representation - External groups and bodies  

Katie Appleton 

• Member of UKCORR (The United Kingdom Council of Research Repositories) 
• Member of SyRTUG (Symplectic Repository Tools User Group) 
• Member of Symplectic Open Access interest group 

Alison Ashmore and Charlotte Greasley 

• University representative with the Copyright Licensing Agency 

Jeff Brown 

• Member of NEYAL Purchasing Consortium Books Group 
• University representative for JISC Collections 
• University representative for EduServe 

 
Gareth Cole  
 

• member of UKCoRR, Research Data Alliance & Libraries for Research Data Interest 
Group 

• Member of  the Repository Platforms for Research Data Interest Group 
• University representative for the Digital Preservation Coalition 
• Member of the Steering Committee of Loughborough/Taylor and Francis Project into 

Postgraduate Researcher experience using the Digital Library 
 
Naomi Dungworth 

• Member of UKCORR (The United Kingdom Council of Research Repositories) 
• Member of SyRTUG (Symplectic Repository Tools User Group) 

Sharon Reid 

• Member of  ARLG: East Midlands Committee 
 
Emma Walton 

• CILIP Publicity and Public Relations Group Committee (Events Co-ordinator) Dec 
2013- 

• Membership of FutureLearn Libraries Group (MOOCS) 
• University Library SCONUL representative 
• Member of SCONUL Mercian Collaboration (formerly Heads of Midlands Libraries 

Group) 
• Member of the Steering Committee of Loughborough/Taylor and Francis Project into 

Postgraduate Researcher experience using the Digital Library 
 
Graham Walton 

• Member of the Steering Committee of Loughborough/Taylor and Francis Project into 
Postgraduate Researcher experience using the Digital Library 

• Committee Member with responsibility for marketing, CILIP’s Library and Information 
Research Group, 2010 – 

• University Library representative on EMALINK: 2004 – 

http://www.cilip.org.uk/get-involved/special-interest-groups/research/pages/default.aspx
http://www.cilip.org.uk/get-involved/special-interest-groups/research/pages/default.aspx
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• Honorary Research Fellow, Department of Information Science: 2005 – 
• Editor, New Review of Academic Librarianship, 2008 

 
Helen Young 

• Member of ARLG: East Midlands committee 
• Member of the Steering Committee of Loughborough/Taylor and Francis Project into 

Postgraduate Researcher experience using the Digital Library 
 

 

 

http://www.tandf.co.uk/journals/RACL
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