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Executive summary 
 
In 2014/15, Loughborough University Library completed a user satisfaction survey. The 

Library repeats this survey every three years and is based upon the survey developed by 

SCONUL. Its purpose is to assess users’ satisfaction levels and thus enable the Library to 

respond appropriately to their changing and developing needs. Data was collected using an 

online survey running between 21st November 2014 and the 16th January 2015 and 

generated 446 responses. These were received from academic staff, taught postgraduate 

students, research postgraduate students and undergraduates from all academic schools.  

The survey explored the views of respondents about frequency of use of the Library building, 

frequency of use of Library’s digital services, importance and satisfaction levels with 17 

Library services, the Library as a place to study, overall views on services, where academic 

staff and students seek help and support when addressing information needs and opinions on loan 

periods. Some headline findings are included below:  

• 97% of Library users strongly or slightly agreed the Library was overall providing a good 

level of service  

• 81% of undergraduates use the Library’s online resources at least every week  

• 69% of respondents visit the Library on a weekly basis 

• 68% of Library users indicated the Library was the best place for them to study  

• People ranked the Enquiry Desk service as the service they were most satisfied with  

• Provision of textbooks/ essential texts was ranked as being the most important  

It is gratifying that the indications are that most services are appreciated and at appropriate 

quality levels. It is also noteworthy that those services involving interaction with Library staff 

are especially valued. 
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1. Introduction 
 
Loughborough University Library always gives priority to exploring and establishing changing 

patterns and trends in the way its building and services are used. Scholarly communication, 

information seeking behaviours, Information and Communication Technologies (ICT), 

pedagogy and funding levels are all changing at dramatic rates and the Library has to 

develop and re-shape its services accordingly. Central to capturing the trends and their 

implications is the ability to benchmark longitudinally. Every 3 years, the Library undertakes 

a survey which predominantly uses the same questions (Walton, 2010; Walton and Leahy, 

2013). The survey also uses questions used in 2002 (Reynolds, 2002). This survey was 

undertaken by Matt Cunningham, Lucy Harrison and Graham Walton with input from Frank 

Parry and Helen Young (all from the University Library).  

2. Methodology 
 
An online survey was produced using the Bristol Online Survey Software (BOSS) (Appendix 1). 

It was made available between the 21st November 2014 and the 16th January 2015. As an 

incentive for completion there was the offer to be included in a prize draw for Amazon 

vouchers.  

The Library was concerned that it did not add to ‘survey fatigue’ so it was not extensively 

promoted and was only available via the Library web site. This did result in a lower response 

rate than previous (446).Figure 1 shows the breakdown by category of respondent for   this 

survey and from previous years. The response rates by group are similar with two major 

differences. In this survey, 10% respondents were academic staff (compared to 6% in 

2012/13) and 4% were postgraduate taught (compared with 9% in 2012/13).  
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Figure 1: Response rate by academic staff, postgraduate (research), postgraduate (taught), undergraduate, other staff, 
other 

Most responses were received from the Business School and the Wolfson School (figure 2), 

but it is pleasing to note we had responses from every department on campus (apart from 

Information Science – which no longer exists). As mentioned above, there were fewer 

responses overall for this survey – largely due to the length of time allocated for responses. 

This is something we may want to consider for future surveys. In this report, 

undergraduates will be referred to as UGs, taught postgraduates as PGTs and postgraduate 

researchers as PGRs. 
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Figure 2: Responses by academic department 

3. Results and discussion 
 

3.1: General comments 
 

3.1.1 The Library is the best place for me to study in 
The popularity of the Library as a preferred space for study on campus continues to grow, 
with 68% of respondents strongly or slightly agreeing with the statement. This is supported 
by gate count statistics - which have shown an increase ever since the refurbishment of the 
Library – and other studies of informal learning spaces on campus. There are a small number 
of respondents (8%) that strongly disagree with the statement (although this percentage 
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Figure 3:  Comparative results for the statement “The Library is the best place for me to study in” 

3.1.2 I feel safe and secure whilst studying in the Library 
There has been a 9% increase in the number of respondents who strongly agreed with the 
statement “I feel safe and secure whilst studying in the Library” (67%). Combined with the 
22% who slightly agree it gives a total of 89% satisfaction. This justifies the cost of providing 
security cover during late night and 24/7 opening.  

There has been a slight reduction since the 2009 survey. This may be due to the influence of 
social media – the “Spotted in the Library” phenomenon certainly lead some female users to 
comment on concerns about safety. The increase in scores is also partly due to the action 
taken by the Library and the wider University to combat these anti-social behaviours. 
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Figure 4: Comparative results for the statement: “I feel safe and secure whilst studying in the Library” 

3.1.3 Overall, the Library provides a good level of service 
There has been a large increase in the number of respondents who strongly agree the 
Library is providing a good level of service (from 43% in 2009 to 74% in 2014).  

 

Figure 3: Comparative results for the statement “Overall, the Library provides a good level of service” 
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3.1.4 I think the Library webpages are easy to use 

 

Figure 6: Percentage responses to the statement "I think the Library's webpages are easy to use" 

The majority of users agree with the statement that the Library’s webpages are easy to use. 
The Library will seek to retain this positivity as it develops a new web site for August 2016. 
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Figure 7: Frequency of use of Library (daily, weekly, monthly, yearly, never) 

In Figure 4 in terms of Library usage by category, there has been a large increase in UG daily 
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previous years, staff have the lowest usage figures on a daily basis – 0% - although, again, 

this could be a statistical anomaly resulting from the number of responses in comparison 

with previous surveys. 

 

Figure 8: Library usage by category 

In 2012, for the first time, the Library asked for feedback on use of online Library services 

and systems. This was repeated in this survey and these results are outlined in figure 5. 
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usage statistics for the same period, where there has been consistent growth in the amount 

of online resources and services. 

 

Figure 9: Frequency of Library use (2012 & 2014) 

Figure 6 (below) shows that there has been a reduction in daily online use for UGs and PGTs 

but an increase for PGRs and academic staff. It is worth noting that the virtually all user 

categories access the online Library services on at least a weekly basis. 

 

Figure 10: Frequency of online usage according to users who use the Library daily, weekly, monthly, yearly and never 
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3.3 Satisfaction and importance of services 
Tables 1 and 2 show the satisfaction and importance levels academic staff, PGRs, PGTs, UG 

and an overall baseline place on seventeen library services. 

Table 1: Different user groups’ satisfaction levels 2014/15 

 

The service users were most satisfied with was enquiries/information desks (as was the case 

in the 2012 survey). As a service, academic librarians showed a rise of two places to second 

on the list. The two user facing services provided by the Library had the highest overall 

satisfaction ratings and supports. This supports the efforts made by Library staff with their 

focus on excellent customer service standards.  

 

 

 

 

 

Different user groups Service Satisfaction Levels 2014
satisfaction Overall UG PGT PGR Academic staff
Enquiries/information desks 1 1 1 2 2
Academic Librarians 2 8 9 1 1
Opening hours 3 5 7 4 5
Photocopying/printing facilities 4 3 5 8 9
Library Catalogue Plus 5 6 2 3 6
Range of books 6 4 11 12 7
Study facilities 7 2 8 10 13
PC Clinic 8 7 4 14 17
Range of e-journals 9 9 6 9 3
Range of electronic resources e.g Web  10 12 3 6 7
Course bk/essential text availability 11 10 14 13 8
Provision of PCs 12 11 10 11 16
Workshops/training sessions 13 15 15 5 11
Range of e-books 14 13 16 17 12
Institutional Repository 15 16 12 7 15
Range of print journals 16 14 17 15 10
Leisure Reading 17 17 13 16 14
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Table 2 Different user groups’ service importance levels 2014/15 

 

In Table 2, where services are ranked in importance levels, the availability of course books 

and a range of books rank 1st and 2nd. In this digital age, it shows that the Library is still seen 

to be a provider of information as well as a destination of choice for study. There are 

significant differences in levels of importance depending on user type. For example, there 

are differences in importance levels between UGs and staff with regards to study facilities: 

UGs rank it as their second most important service, whereas staff only put it at 10th position. 

This is because staff will usually have their own space (whether it be an individual or shared 

office within their department), whereas UGs tend to rely on shared study space. 

The services users are most satisfied with (enquiry desks and academic librarians) rank 

relatively low in the importance table (11th and 13th). Workshops/training sessions offered 

by the Library are ranked 16th out of 17 services - with only leisure reading ranking lower. 

Different user groups service importance levels 2014
Importance Overall UG PGT PGR Academic staff
Course bk/essential text availability 1 1 4 2 2
Range of books 2 4 10 3 5
Opening hours 3 3 2 7 9
Study facilities 4 2 8 13 10
Library Catalogue Plus 5 7 5 5 6
Range of e-journals 6 11 3 1 1
Photocopying/printing facilities 7 5 12 16 16
Provision of PCs 8 6 7 15 14
Range of e-books 9 8 1 6 7
Range of electronic resources e.g Web of 10 12 6 4 4
Enquiries/information desks 11 10 11 8 8
PC Clinic 12 9 9 12 15
Academic Librarians 13 13 14 9 3
Range of print journals 14 14 13 11 11
Institutional Repository 15 16 15 10 12
Workshops/training sessions 16 15 16 14 13
Leisure Reading 17 17 17 17 17
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Figure 11: 2014 users’ satisfaction and importance levels for seventeen Library services 

Figure 7 shows the importance and satisfaction of services as captured in the 2014 survey. 

The majority of Library services are seen as having high importance levels, with the three 

services scoring least important being: workshops/training sessions, institutional repository 

and leisure reading. The three most important services are: range of books, course 

book/essential text availability and opening hours.  

Figure 8 shows that there has actually been an increase in the satisfaction levels on every 

service measured (apart from opening hours, which saw a 6% drop). The most significant 

increase in satisfaction rates comes from provision of PCs which has an 18% increase and 

study facilities with a12% increase. This is as a direct result of the refurbishment. 
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Figure 12: Satisfaction levels in 2012 and 2014 with Library services 

Figure 9 again shows an increase in importance levels for all services (apart from range of 

books which has decreased from 98-97%). Most of the services scored in the high 80-90% 

ranges, which illustrates the value users attach to Library services. A relatively new services 

such as the PC Clinic had an 80% importance attached to it.  
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Figure 13: Percentage importance levels attached to services 2012 and 2014 

 

 

 

 

97 

96 

89 

76 

91 

88 

87 

90 

86 

92 

58 

64 

95 

84 

93 

80 

42 

98 

96 

86 

72 

90 

84 

81 

89 

85 

91 

49 

55 

95 

79 

90 

0 50 100 150

Range of books

Course bk/essential text availability

Range of e-books

Range of print journals

Range of e-journals

Range of electronic resources e.g Web of
Science

Photocopying/printing facilities

Study facilities

Provision of PCs

Library Catalogue Plus

Institutional Repository

Workshops/training sessions

Opening hours

Academic Librarians

Enquiries/information desks

PC Clinic

Leisure Reading

Importance 2012

importance 2014



Loughborough University Library Users’ Satisfaction Survey 2014/15                                           20 | 
P a g e  
 
 

3.3.1 Satisfaction and importance of enquiries/information desks 
 

 

Figure 4: Satisfaction and importance of enquiries/information desks 

The service provided at the enquiry desks is the service users are most satisfied with. There 
has also been an an overall increase in statistics since the refurbishment. The results do 
show that users do not attach high levels of importance for this service.  

Recommendation 1: further investigation should be undertaken to establish why users do 
not make optimum use of the enquiry desks & other models of service delivery 

3.3.2 Satisfaction and importance of academic librarians 
 

 

Figure 15: Satisfaction and importance of academic librarians 

Academic librarians are widely appreciated by the users they interact with, with an overall 
satisfaction level only second to the enquiry desks. There is a variance of views between 
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satisfaction with ALs. This to be welcomed but, in contrast, ALs are seen as being 
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the Academic Librarian role and how it contributes to many of the highly valued services, 
such as book provision and availability of electronic resources, in addition to enquiry 
support. 

Recommendation 2: Academic Services Team to analyse results and identify further 
actions 

3.3.3 Satisfaction and importance of opening hours 
 

 

Figure 16: Satisfaction and importance of opening hours 

This survey took place whilst the Library only remained open until midnight during term 
time. Since then, the Library has extended its opening to 2am.  UGs and PGTs view opening 
hours as more important than academic staff and PGRs. They are less satisfied with the 
provision offered. PGTs were even less satisfied with opening than UGs – this could be 
because  extended opening was term time only and PGTs feel disadvantaged over the 
summer vacation when they are doing their dissertation at a time when the Library has 
drastically reduced opening 

Recommendation 3: analyse results of joint survey with PGTs regarding summer vacation 
opening hours 
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3.3.4 Satisfaction and importance of photocopying/printing facilities 
 

 

Figure 17: Satisfaction and importance of photocopying/printing facilities 

There were also significant differences in how the various user groups perceived the 
provision of printing/copying facilities within the Library building. People are generally 
satisfied with the service provided, with UGs seeing it as an extremely important service as 
they see the Library as a printing hub. In comparison, staff and PGRs did not rank it as 
important to them as they would usually have access to printing/copying within their 
department. 

Recommendation 4: continue working with Creative and Print Services to maintain the 
use of the Library as a hub for student printing 

3.3.5 Satisfaction and importance of Library Catalogue Plus (LCP) 
 

 

Figure 18: Satisfaction and importance of Library Catalogue Plus 

Overall, the satisfaction levels for LCP either match or exceed the importance levels 
attached to it by the various categories. Earlier acceptance levels within the academic staff 
seem to have tailed off and there are high satisfaction levels from both PGTs and PGRs. 

Recommendation 5: feed results into discussion for new library management system 
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3.3.6 Satisfaction and importance of range of books 
 

 

Figure 19: Satisfaction and importance of range of books 

Variance also exists with how different user segments view the provision of range of books. 
There is a gap for all types (other than UGs) between the level of importance and level of 
satisfaction. PGTs and PGRs are particularly dissatisfied with the range of books held within 
the Library.  

Recommendation 6: work with PGTs and PGRs to get a better understanding of their 
needs regarding range of books 

3.3.7 Satisfaction and importance of study facilities 
 

 

Figure 20: Satisfaction and importance of study facilities 

4 

11 
12 

7 
6 

4 

10 

3 

5 

2 

UG PGT PGR Academic
Staff

Overall

Ranked 1-17 

satisfaction

importance

2 

8 

10 

13 

7 

2 

8 

13 

10 

4 

UG PGT PGR Academic
Staff

Overall

Ranked 1-17 

satisfaction

importance



Loughborough University Library Users’ Satisfaction Survey 2014/15                                           24 | 
P a g e  
 
 

UGs see the study facilities within the Library space as extremely important. Occupancy 
figures show that 75% of our users within the physical building come from our UG 
population. Having this high level of satisfaction for this group is important. PGRs and 
academic staff see the study facilities as less important as they have their own space. 

Recommendation 7: work with Graduate School to assess implications of PGRs not seeing 
the Library as a space they need 

3.3.8 Satisfaction and importance of PC Clinic 
 

 

Figure 21: Satisfaction and importance of PC Clinic 

Provision of the PC Clinic was introduced in the Library in 2013. UGs and particularly PGTs 
are satisfied with the service provided, but this is not reflected by PGRs and academic staff. 
This could be a lack of awareness from these categories about the support the PC Clinic can 
provide all types of user. It may also be because they do not need the service as they do not 
bring their own devices to the Library. 

Recommendation 8: feedback results to colleagues in IT Services who may wish to market 
their services more to PGRs and academic staff 
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3.3.9 Satisfaction and importance of range of e-journals  

 

Figure 22: Satisfaction and importance of range of e-journals 

There are differences again in how user groups perceive e-journal provision. UGs see e-
journal provision as far less important than staff and researchers, who both rank it as their 
number one priority. Research students have the worst satisfaction level – significantly less 
satisfied than even academic staff. This could be because of the diverse range of possible 
research topics that are not syllabus driven and so have potential for fewer resources. 

Recommendation 9: explore why PGRs are not satisfied with current e-journal provision 

3.3.10 Satisfaction and importance of range of electronic resources 
 

 

Figure 23: Satisfaction and importance of range of electronic resources 

UGs feel that e-resources are less important to them than the other user groups. There is a 
gap between importance and satisfaction levels for both PGRs and academic staff. 

Recommendation 10: market e-resources to UGs to show how important e-resources are 
as an integral part of their studies/academic experience  
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3.3.11 Satisfaction and importance of course bk/essential text availability 
 

 

Figure 24: Satisfaction and importance of course bk/essential text availability 

Every category of user sees course book/essential text availability as highly important. At 
the same time there is a huge level of dissatisfaction about the level of .availability. 

Recommendation 11: AST and SCS to collaborate on further investigation on the issue of 
course bk/essential text availability 

3.3.12 Satisfaction and importance of provision of PCs 
 

 

Figure 25: Satisfaction and importance of provision of PCs 

The provision of PCs is important to UGs and PGTs but there has been an improvement in 
satisfaction since the previous survey. Since the 2014 survey, more PCs have been provided 
and CAD software is available from all 250 PCs in the Library.  Staff and PGRs are less 
concerned about PC availability which can be attributed to them having access in the 
departments. 

Recommendation 12: Continue work with IT Services to look at PC provision and alternate 
options e.g. loanable laptops 
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3.3.13 Satisfaction and importance of workshops/training sessions 
 

 

Figure 26: Satisfaction and importance of workshops/training sessions 

All categories of user rate workshops as low in importance, although the satisfaction levels 
match the importance levels and – especially in the case of PGRs –exceed the importance 
level significantly. The response from UGs and PGTs is likely to be focussed purely on the 
generic skills workshop programme offered by the Library because the majority of 
information/academic skills teaching takes place within the curriculum and is not therefore 
identified as “Library workshops”. The generic programme, despite overwhelmingly positive 
feedback, is attended by a relatively small percentage of the student population. The 
programme fulfils a need for students who do not have access to such training embedded in 
their programme of study but there may be issues of lack of student awareness of what is 
on offer.  

Recommendation 13: AST to review workshop provision in conjunction with LSU  and 
other units and take appropriate action 
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Figure 27: Satisfaction and importance of range of e-books 

Users were all dissatisfied with the range of e-books. There is a clear gap for all users 
between importance levels and satisfaction with e-books provided by the Library 
(particularly for PGTs). The Library has expanded its e-book collection but users still do not 
see the provision as being satisfactory. 

Recommendation 14: look to market the Library’s e-book provision more fully   

3.3.15 Satisfaction and importance of institutional repository 

 

Figure 28: Satisfaction and importance of institutional repository 

UGs and PGTs so not see the Institutional Repository as important.  Staff and PGRs have an 
increased sense of importance, but it is still low. Staff are also are not satisfied with the IR – 
(which could be the small sample number who answered the questionnaire). 

Recommendation 15: The Library needs to continue marketing the IR and its potential to 
staff and researchers 

3.3.16 Satisfaction and importance of range of print journals 
 

 

Figure 29: Satisfaction and importance of range of print journals 
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Print journal availability has decreased in importance over the last decade. Users still value 
their presence within the Library. PGTs and PGRs are particularly dissatisfied with our 
provision. The continued decline in the importance of print journal provision should be 
considered in tandem with the high priority given to e-journal provision. 

Recommendation 16: Continue to move journal subscriptions to electronic format where 
licensing and costs permit 

3.3.17 Satisfaction and importance of range of leisure reading 
 

 

Figure 30: Satisfaction and importance of range of leisure reading 

Users do not see this service as important.  

Recommendation 17: Reading Group to continue to keep service under review 
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4. Where academic staff and students seek help and support when 
addressing information needs 
 
One of the issues that the Library survey examined this year was where users chose to go 

for help when they struggled to find information. This was to assess to what extent users 

saw the Library as a key source of help for this type of issue. The overall percentage of 

respondents who always or often approached the different sources of help suggested in the 

survey is detailed in the table below. 

When you struggle to find information, who 
or what do you approach for help? 

% of respondents who ‘Always’ or ‘Often’ 
approached this source of information 

Google 85% 
Another student 58% 
Information Desk 42.7% 
Academic Librarian 30.3% 
Academic in School 40% 
Family member 19.3% 
School administrative  staff 18.7% 
This data was cross-tabulated to see if different categories of user accessed the different 

sources to different degrees, e.g. were academic staff less likely to use Google as their 

source of information than undergraduate students. The table below details the percentage 

of respondents in each category, showing that whilst academic staff are less likely than 

undergraduates to ‘Always’ use Google as a source when struggling to find information, 80% 

of academic staff respondents still ‘Always’ or ‘Often’ use Google, compared with 86% of 

undergraduate respondents. 
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Unsurprisingly, as the table below illustrates, students are more likely than academic staff to 

approach fellow students for advice when struggling to find information.  This data supports 

the work that the Library has been doing to encourage student engagement with the Library 

through collaborative work with the LSU, and could encourage the development of more 

structured peer-to-peer learning to ensure that the students are giving each other well-

informed advice. 

Recommendation 18: AST to be aware of and offer appropriate support to University/LSU  
peer-to-peer learning initiatives 

  

UGs of both categories were less likely to approach Library services, such as the Academic 

Librarians and the Library Information Desk, for support when finding information than the 

postgraduate students or staff respondents, as can be seen in the two tables below. 51% of 

academic staff respondents would ‘Always’ or ‘Often’ approach their Academic Librarian for 
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help when struggling to find information, whereas only 23% of undergraduate finalists 

would do so; 56% of PGTs would always or often approach the Library Information Desk 

whereas 38% of UG finalists would do so. 

 

 

This data suggests that the Library needs to investigate why UG students are not 

approaching the Library ‘Always’ or ‘Often’ for help when struggling to find information, 

especially as it was a self-selected set of survey respondents. Is it that the students simply 

do not think to ask the Library (in which case it needs to increase its profile within that 

community) or is it that they are choosing another option, such as Google or another 

student for different reasons, such as accessibility?  
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5. Library users’ views about loan periods for textbooks 
 

11. If the Library were to purchase additional copies of textbooks would you prefer they 
be.... 

1 Week loans: 
 

24.7%  111 

Long loan: 
 

66.2%  298 

High Demand: 
 

9.1%  41 
 
 
When ordering the Library uses a formula to assign books to one or more of the three loan 

categories based on price, course module student numbers, availability in e-book format. 

This aims to help circulate books efficiently and fairly. 

 

The results of this survey show that across the board Long Loans are the preferred option. 

Among UGs and PGTs Long Loans were preferred by a factor of just over 3 to 1. PGRs and 

academic staff regarded One Week Loans rather more favourably with Long Loans preferred 

to One Week Loans by 3 to 2. High Demand books are the least favoured option by all 

categories of readers. These figures did not vary considerably according to department 

although Civil and Building Engineering, Mathematical Sciences, PIRES and the Wolfson 

School recorded the highest approval ratings for High Demand.  It should be noted that Long 

Loan copies may be recalled after one week when demand is high and that where e-books 

are available no copies are allocated to High Demand. Loan periods can be altered during 

the course of the year to suit demand either by the module organiser or academic librarian. 

The reading list system allows module organisers and librarians to see how many times a 

book is loaned and when which enables loan periods to be switched or extra copies to be 

purchased. 
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6. Users’ responses to a new service/ improvement that would make 
life easier and also any other comments/ suggestions on Library 
services 
The comments received on a new service/ improvement and other comments. Suggestions 

are listed in Appendix 2 and Appendix 3 (pages x –y). In every survey it undertakes, the 

Library always receives a small number of suggestions requesting space for prayer, lockers, a 

cash machine and micro wave facilities. This survey was no exception with a single user’s 

response covering each. The overwhelming view from users is that they want more of 

everything including more textbooks, more pcs, more sockets, more e-journals, longer 

opening hours, more group study rooms, more silence areas and more general books. There 

are obviously resource issues which determine how the Library meets the continuous need 

for these demands for more. It is worth noting that the Library has used the evidence from 

this survey alongside other data to achieve the following: 

• Increase the opening hours until 2.00 a.m. during term time outside of 24/7 opening 

• Extend 24/7 opening hours to commence in first week in January 

• Extend week day opening in Easter vacation to 20.00  

• Increased number of pcs from 200 to 250 

• Increased number of sockets on Level 3 

• Improved wifi access by adding additional switch points 

• Extended the Library Cafe opening hours so it opens at 9.00 a.m. rather than 9.30  

There were no other service improvements that were mentioned to any significant level 

that would justify any further actions. For the Library, it was re-assuring the number of 

responses praising its staff. 
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7. Conclusion 
 
There are a number of conclusions that can be drawn from the results of the survey: 
 

• Users are happy with the level service they receive from the Library. This has 
increased considerably over the last five years 

• The physical Library building is largely an undergraduate resource and is seen as the 
destination of choice for studying on campus, with significant numbers using the 
building on a daily basis 

• The Library building is used by all departments on campus regardless of geographic 
location 

• Users feel safe while in the building 
• The online services provided by the Library are widely used, with all categories 

making use of the resources on a daily basis 
• Users see PC/printing/copying provision as an integral part of the Library offerings 

and so the Library needs to work closely with the providers of these services on 
campus 

• All services provided by the Library score highly in both importance and satisfaction, 
although some newer services such as the Institutional Repository and Leisure 
Reading still require some attention to raise their profile amongst user groups 

• More needs to be done to raise awareness of the work the Library does to provide 
resources for our users – especially to our undergraduate population 

• Users appreciate the front facing Library services such as enquiry desks and 
academic librarians but need to be encouraged to use these services more fully 

• Users do not like the high demand status of books 
 

8. Summary of Recommendations 
 
Recommendation 1: further investigation should be undertaken to establish why users do 
not make optimum use of the enquiry desks & other models of service delivery 

Recommendation 2: Academic Services Team to analyse results and identify further 
actions 

Recommendation 3: analyse results of joint survey with PGTs regarding summer vacation 
opening hours 

Recommendation 4: continue working with Creative and Print Services to maintain the 
use of the Library as a hub for student printing 

Recommendation 5: feed results into discussion for new library management system 

Recommendation 6: work with PGTs and PGRs to get a better understanding of their 
needs regarding range of books 
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Recommendation 7: work with Graduate School to assess implications of PGRs not seeing 
the Library as a space they need 

Recommendation 8: feedback results to colleagues in IT Services who may wish to market 
their services more to PGRs and academic staff 

Recommendation 9: explore why PGRs are not satisfied with current e-journal provision 

Recommendation 10: market e-resources to UGs to show how important e-resources are 
as an integral part of their studies/academic experience  

Recommendation 11: AST and SCS to collaborate on further investigation on the issue of 
course bk/essential text availability 

Recommendation 12: Continue work with IT Services to look at PC provision and alternate 
options e.g. loanable laptops 

Recommendation 13: AST to review workshop provision in conjunction with LSU and 
other units and take appropriate action 

Recommendation 14: look to market the Library’s e-book provision more fully   

Recommendation 15: The Library needs to continue marketing the IR and its potential to 
staff and researchers 

Recommendation 16: Continue to move journal subscriptions to electronic format where 
licensing and costs permit 

Recommendation 17: Reading Group to continue to keep service under review 

Recommendation 18: AST to be aware of and offer appropriate support to University/LSU 
peer-to-peer learning initiatives 
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Appendix 1 Online questionnaire used in the 2014/15 user survey 
Welcome to the Library 2014 User Satisfaction Survey  

Loughborough University Library gives significant priority and attention to users' views and 
thoughts about its services. The last survey was in the 2011/ 2012 academic year. It would 
be very much appreciated if you would find 5 minutes to complete this survey. The results 
will be used to inform future service delivery and development. If you have any questions or 
queries please contact Dr Graham Walton (Extn 22 2355, email: j.g.walton@lboro.ac.uk). 
The Library will be offering 3 @ £50 Amazon vouchers in a prize draw for those who 
completed the questionnaire. 

Note that once you have clicked on the CONTINUE button at the bottom of each page you 
can not return to review or amend that page. All data collected in this survey will be held 
anonymously and securely. No personal data is asked for or retained. Cookies, personal data 
stored by your Web browser, are not used in this survey. Any data related to the prize draw 
will be kept separately from the survey response data. By clicking 'Continue' you agree with 
the above. 

Section 1: General information  

1 Which of the following categories best describe you? Undergraduate, Undergraduate 
(Finalist) , Postgraduate (Taught Course) , Postgraduate (Research), Academic Staff, Other 
Staff, Other  

2  Are you full-time/ part time/ distance part time/ not applicable  

3  Which department(s) are you in?  

Aeronautical and Automotive Engineering/Arts/ Business/ Chemical Engineering/ 
Chemistry/ Civil and Building Engineering/ Computer Science/ Design/ Economics/ Electronic, 
Electrical and Systems Engineering/ English and Drama / Geography / Materials Engineering 
/ Mathematical Sciences / Wolfson School (Mechanical and Manufacturing)/ Physics / 
Politics, History and International Relations / Social Sciences / Sport, Exercise Sciences and 
Health Sciences / Teacher Education Unit /Other 

4  Are you female/male?  

Section 2: Library usage  

5 How frequently do you come to the Library?  

Daily/Weekly/Monthly /Yearly /Never 

6 How frequently do you use the Library online?  

Daily/ Weekly / Monthly / Yearly / Never  

mailto:j.g.walton@lboro.ac.uk
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7  How do you rate your satisfaction with the following Library services?  

 

Very 
satisfied 

Fairly 
satisfied 

Fairly 
dissatisfied 

Very 
dissatisfied Don't know Not 

applicable 

 

Range of books  

Availability of course 
books and essential 
books 

Provision of PCs  

      

Range of e-books 

Range of print journals 

Range of e-journals 

Range of electronic 
resources 

Photocopying/ printing 
facilities 

Study facilities 

Provision of PCs 

Library Catalogue Plus 

Institutional repository  

      

Workshops/ training 
sessions        

Opening hours        

Academic librarians        

Enquiries/ information 
desks        

PC Clinic        

Leisure Reading        

8  How important do you rate the following Library services?  
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Very 
important 

Fairly 
important 

Fairly 
unimportant 

Very 
unimportant 

Don't 
know 

Not 
applicable 

 

Range of books        

Availability of course 
books and essential 
texts  

      

Range of e-books        

Bottom of Form 

Range of print journals  
      

Photocopying/ printing 
facilities        

Study facilities (e.g. 
study places, group 
study rooms, etc.)  

      

Provision of PCs        

Library Catalogue Plus        

Institutional repository        

Workshops/ training 
sessions        

Opening hours        

Academic librarians        

Enquiries/ information 
desks        

PC Clinic        

Leisure Reading        

Section 3: General comments  

9  How much do you agree or disagree with the following statements?  

 Strongly Slightly Slightly Strongly Don't Not  
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agree agree disagree disagree know applicable 

The Library is the best 
place for me to study 
in  

      

I feel safe and secure whilst 
studying in the Library 

Overall, the Library provides 
a good level of service 

      

I think the Library web pages 
are easy to use        

10  When you struggle to find the information you need, who or what do you approach 
for help?  

 Always Often Sometimes Never 

 

Another student      

Academic in School (Module leader/ PhD 
supervisor/colleague etc)      

School administrative staff      

Academic Librarian      

Library information desk      

Google 

Family member  
    

No one, I've just give up!      

N/A I never struggle to find information      

11  If the Library were to purchase additional copies of textbooks would you prefer 
they be....  

1 Week loans  

Long loan  

High Demand  
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12  What one thing would you change about the Library reading list service?  

13  If the Library could introduce a new service or improvement to make your life 
easier for you, what would it be?  

14  If you have any other comments or suggestions regarding the Library please 
provide them below:  

Optional Prize Draw  

The Library is offering a prize draw for 3 @ £50 Amazon vouchers as a gesture of 
appreciation for people who have completed the questionnaire. If you wish to take part, 
you're welcome to add your name to below. If you don't want to take part, just leave it 
blank and hit the Continue button. NB. Prize draw details are kept separately from any 
survey responses. Anonymity will be preserved. 

15  Please leave your email address here:  

Thank you - your responses have been sent. The data we gather will help us improve or 
consolidate Library services appropriately. If you are interested, the report summarising the 
2012 Library user satisfaction is available here: http://tiny.cc/b4eopx. If you entered the 
prize draw, winners will be informed via email by the end of January 2015. 
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Appendix 2 Qualitative responses to Question 13: If the Library could 
introduce a new service or improvement to make your life easier for 
you, what would it be? 
Book borrowing 
click and collect.  
 
Book loan periods / renewals 
Allow staff to have weekly loans as long loans, as this usually does not compete with student demand i.e. staff 
need to books at totally different times.  
Increasing borrowing times for books for students who commute to university  
Not preventing renewal of books unless they have been requested.  
 
Book reminders 
Email update telling me when my desired book becomes available (if this doesn't already exist!)  
reminder on loaned books to be returned today  
 
Book reservations 
The request system needs clarification - I really don't understand it so just go to see if the book is there and 
hope for the best!  
 
 Book returns 
Book collection from staff and research student offices once a week. Or deposit box  
Having drop-off points for the books that have to be returned. I understand that returning books to the library 
is the most convenient, but if you live off-campus sometimes it can be a hassle to have to walk to the library. 
Would it be possible to have a few boxes (like mail boxes) scattered around the campus?  
 
Café 641 and shop 
a nicer cafe, with comfortable chairs, maybe Costa? 
Cheaper food  
Costa Coffee!!!  
free food  
Improve the cafe to allow for more "proper" meals with a greater variety (at the moment there is absolutely 
no variety!). Fresh and healthier alternatives would be appreciated - the provision of sugar drinks and vending 
machines is completely useless to me.  
LONGER CAFE OPENING HOURS  
 
Cash machine 
A cash machine!! - many people say this... inconvenient spending over £5 on card. Cashpoint would be handy, 
especially if you're in there most days. 
 
Course book provision 
A better service in regards to text books, having more and having an efficient system near coursework 
deadlines and exams. 
Get more books in for course - they are often very difficult to get hold of to loan!!  
Have more copies of core textbooks available.  
Longer opening hours and more copies of core texts.  
More copies of the more obscure key texts we study in English  
More copies of very popular books.  
More core text books - often cannot get the books I need as other people on my course have them.  
Stock enough books  
 
Electronic resources 
A large amount of the e-journals found through catalogue plus dont open or the links are broken - there could 
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be a report facility when the link does not work and then a librarian could help you to get the text. 
A one-stop search that works as well a Google 
A really easy to use on line access to journals. Also, the ability to access journals from 
Access to all e-journals possible as there is a still a gap  
allow students who are at home can use their username and password to log in the online library to download 
the e-resources without using campus internet  
Easier to get inot the electronic journals and ebooks from home!  
Make access to journal databses easier from off-campus  
More electronic journals  
Provide more e-resources  
Subscribe to more online journals, at least in "rent" regime so save money.  
 
Group study areas 
More areas of multiple PC's for group work  
More Bookable Group Study Rooms on campus  
More group study booths like those on the top floor.  
More group study rooms and bookable booths  
more group study space  
More group tables to work at  
 
Increased physical space 
Increase capacity  
more study space on the main floor  
More study space, not enough for 14,000 possilbe students  
 
Information literacy 
1 to 1 session for literature review training 
More frequent study skills sessions  
more support sessions.  
Research: Offer refresher courses re RefWorks et al and Web of Science more often throughout the semester; 
do more lit reviews; offer more tailor made d.base workshops to researchers and students. Teaching: 
automatically updating reading lists by sending email re new editions to lecture topic and/or new books re 
lecture topic.  
Supper for reference management software, and more training.  
 
 
Inter Library Loans 
Ability to submit inter-library loan requests electronically (e.g. a scanned copy or an online form), rather than 
having to walk across campus to hand them in at the library.  
Being able to order inter library loans directly from my computer without having to bring a paper copy of the 
form to the library.  
online ILL  
 
Laptop provision 
Loaable laptops  
 
Library building 
A comfortable 'chill out' area with beanbags where we can take 20 minute breaks from working, and then we 
can return to our research/ work 
a larger silent study area, a place to work in groups easier (especially with PCS) 
A sleeping/relaxing/bean bag room 
an entrance/exit on the bottom floor that would lead out to village bar area  
an online system showing free tables and group study rooms  
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Central Heating. It is too cold to sit there  
Entrance/exit doors on level 1/2 round the back of the library by Village bar.  
Extended hours and more study space  
Get rid of the card reader system by the doors. It doesn't make any sense as it would be no use for checking 
students if there were a fire as everyone would just disperse anyway and I don't understand how I don't need 
identification to get into labs but I do to get access to books.  
Have an entrance from the bottom floor around the back!  
Have more plug sockets on levels 1 and 2. Often there is a double plug socket between two back to back desks 
but it is adjacent to one of the desks and not easily accessable for the other  
I think the library should have a small room for praying.  
Level 1 entrance from the village/ engineering.  
More plugs by the desks! i have found it impossible to work because the desk does not have a plug to put my 
computer in.  
More silent areas  
 
Library catalogue plus 
An easy way to find locations of books and how many are on the shelf/if it's available  
get rid of catalogue plus! can't find anything with this catalogue.  
The search engine for online articles is the worst! I can never find anything and it never shows the article i'm 
looking for. It takes about half an hour to find a single article, and sometimes I don't have access even through 
the VPN client.  
improvement on accurancy for catelogue plus regarding books on shelf, e.g. principles of marketing newest 
addition says there are copies available, some missing etc but there aren't any on the shelf  
 
Library staff 
People who specifically help you find books, it would save a lot of time.  
Skype help for distance learners  
 
 Library stock 
Access to more journals  
all books are also online  
Get direct acces for highly demanded academic journals Like ASCE which are the back bone for the PhD 
research.  
Language learning (Mango Languages, for example)  
subscriptions to more journals  
 
Lockers 
Lockers to leave stuff (books, possibly laptop) overnight  
Lockers.  
 
Opening hours: 24 7 opening 
24 hour opening time (excluding weekends) 
24 hours all year round 
24/7 opening times PLEASE!! Even if you only keep one floor open, 24/7 access would be a huge improvement 
7/24 Opening Houres 
Be open 24/7 the whole year.  
 
Opening hours earlier 
open at 7am every day of the week  
Open earlier on weekdays and weekend  
 
Opening hours later 
open later  
Open until later (12:30/1:00)  
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Opening hours longer 
24 hour service or a few more computers 
changing the opening and closing hours.  
extend opening hours  
Extend opening hours even outside of exam time  
Extended hours and more study space  
Extending the regular opening hours  
Hope it can keep open 24 hours for 3-4 days during one week, because it's a really nice place for study.  
Longer opening hours and more comfortable computer seating.  
Longer opening hours and more copies of core texts.  
More time, ideally yo 3.00 am  
Open longer hours especially in the vacation period  
Opening hours to be made longer  
 
 
Other 
A Siri-type academic librarian 
better cataloguing - often series are spread all over the place!  
binding reports  
Get hand sanitiser or keyboard wipes for computer areas - think of all the germs!  
Leisure  
Make sure the services for 'university teachers' are the same for permanent staff.  
Meetings to help locate the right book  
microwave oven to heat some food  
Microwave, fridge, locker  
More bicycle spaces outside of the library. They are always nearly full up and so can be hard to find a space.  
Remove all the computers and have more books and silence.  
students should be able to rate how useful the text books are, for future students  
Tutoring services by current students  
 
PC Access 
24 hour service or a few more computers 
A computer in group study rooms 
A policy whereby finalists get given priority access to a computer lab 
ability to see what number of computers are free in the library and where they are  
Extra computers  
Increase number of PC's with CAD Installed  
information that shows what computer are free on what floors so you can simply look at a screen and go 
straight to the empty computer  
More computer ava  
more computers  
More computers & short use computers  
More computers and, bigger screens on level 3  
More PC's and tables.  
More PCs  
More short-stay computers  
they could turn the heating down so it is more comfortable for working in  
To be able to find out how many computers are free online  
 
PC applications 
Increase number of PC's with CAD Installed  
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Photocopying/Printing 
A quick/easy bulk scanning service (seperate from the printers) 
Make printing costs cheaper  
 
Physical location 
separate buidildings for each departments  
 
 
Postgraduate physical space 
Postgrad space!  
 
Praise 
all good, no suggestions  
Hope it can keep open 24 hours for 3-4 days during one week, because it's a really nice place for study.  
I love it during exam time when it is open 24/7  
none it has everything  
 
Short loan 
Reducing fines on short loan books please  
 
Software provision 
Adding Autodesk Revit software to the 4th floor computers- AutoCAD is now outdated and rarely used in C&B 
department  
Enginering computers, with all Eng Softwear ie CFD  
Mobile App  
Quick and easy way to find books related to your course. E.g. Phone app  
 
Guiding 
A better way of location books. I study engineering so a floor map showing where engineering books would be 
a sign stating what book sections are on which floor, eg. art on 2nd floor 
easier way to find books  
35. Reading list 
A decent reading list service. 
suggest books for you to use  
 
Post refurbishment 
Its extremely disappointing as a finalist student to see all the improvements to the upper levels, but levels 1&2 
still have facilities that need replacing, especially the chairs. The chairs at computers on level 2 are most 
broken with the back unable to be adjusted for height. There are numerous study chairs and computer chairs 
on both levels where the cloth is ripped and foam is visible and sometimes hanging out. These should have 
been replaced with ideally a more modern alternative that help back support.  
Longer opening hours and more comfortable computer seating.  
Remove the swipe card door access  
 
 Room/booth booking 
make it easier to access online e books etc, and make it easier to book team project booths  
 
Ebooks 
Extend the e-book maximum loan period to 5 days  
Expand the range of dowlodable e-books especially for books that are raccomended  
a search for e-books that the library could purchase, to help with recommendations. 
Longer access to online texts, its a pain to work online using ebooks with time limited access.  
make it easier to access online e books etc, and make it easier to book team project booths  
More e-books relating to the arts  
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More e-books.  
More ebooks - our distance-learning students struggle here and we take a hit on student satisfaction  
More ebooks would be useful  
Provide more books as ebooks  
 

Appendix 3 Qualitative responses to Question 14: If you have any 
other comments or suggestions regarding the Library please provide 
them below 
Book loan periods / renewals 
One major issue I have had this semester is when I am forced to come back to the library to return text books 
even when they have not been requested. Frequently, my books will not be able to be renewed online, only 
for me to get to the library and discover there is no real reason why they could not be renewed as they have 
not been requested and are immediately available again for loan. This is particularly an issue when, like myself, 
you live outside of Loughborough and bike to the campus as textbooks are very heavy! In some instances there 
are far from enough copies of the core module texts, this often means you either have to purchase them or 
keep returning them as they are constantly requested.  
provide students with information on loans over holiday periods. Current information isn't easy to find out!  
Sometimes very hard to find long loan books for the course. Need to have a greater stock of important course 
books which are long term loans rather than short term.  
 
Café 641 and shop 
A sleeping/relaxing/bean bag room would be beneficial especially for finalists who live off campus as we spend 
a large amount of time in the library and a snooze room would be helpful to save the half hour trek back 
home. Additionally, a salad bar as an addition to the food provided would be nice  
I really like the woman in the cafe she is always friendly and welcoming.  
Improvement on the kinds of food supplied here. It would be better to make the fuel place into somewhere 
like a village bar. It cannot be more convenient for study here for a whole day.  
It would be nice to have the cafeteria open when the library is open. Opening the cafeteria at 9:30 (and 
sometimes drags on) is a bit late for "early birds".  
Larger Coffee's in the cafe  
The cafe food prices should be cheaper. Also the cafe should offer more variety of foods.  
The cafe is very expensive  
the library cafe should sell salads.  
 
Course book provision 
I just feel that often modules in my department organise an entire module around one text and then the 
library only has 4-5 copies of this text that are always taken out, and the cost is often £30+ which is excessive 
for a student, I believe if a module relies so heavily on a text it HAS TO BE AN ONLINE RESOURCE ASWELL  
more availability of library books for everyone on my course as it is poses difficulty when everyone requires 
the same text book and there is limited availability.  
More books for compulsory reading  
More copies of recommended reading books for modules. I currently study on a module with around 400 
students on it and there are only a few copies of the textbook in the library that is recommended for reading 
every week. The book costs over £50 used and new it is around £70. This is something that students really 
cannot afford to buy and therefore rely on the library to provide. If paper copies can't be provided, electronic 
versions would be just as good!  
Sometimes very hard to find long loan books for the course. Need to have a greater stock of important course 
books which are long term loans rather than short term.  
Would be nice to have some more copies of the mech eng thermo/fluids set texts - I had one textbook out but 
people kept requesting it because there were so few!  
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Electronic resources 
I am rather dissatisfied with how databases work (Select database link). Most of the times the page freezes 
indeterminately and I have to give up.  
I can't download some e-resources using the Internet in my home  
 
Group study areas 
More (long stay) computer areas, easier place to work in group on several computers.  
More table spaces for group study  
Need more tables in the main study area to be able to do group work, as there tends to be a lack of them, 
eapecially on busy days like Wednesday's, when people organise group meetings for  
The library is too hot. The study rooms on level 2 and below are ridiculously hot and it makes it very hard to 
study in - especially in the Summer. More group study spaces that are easily accessible without room booking 
as these go very quickly during exam periods.  
The swipe card entry/exit is incredibly annoying and needs removing. fra too much space is now group shared 
space, more area needs to be given to individual workstations/ dedicated reading computers. The 
study/project areas shouldn't be part of the library.  
 
 Increased physical space 
There are just sufficient study spaces. Due to having student accommodation facility inside the campus, the 
number of students using the library is relatively high compared to other university libraries which are 
standalone buildings in distributed campus sites. Hence, I think the number of study spaces along with good 
quality PCs in all of them are essential and it would appeal to more students to use the library.Further 
expansion of the existing library or another new library facility would surely benefit the students. Apart from 
the above comment, I think the most important issue is the heating provide inside library during winters. It is 
minimal and I am unpleasantly surprised by this. I have seen many students with their coats on as they seated 
in the study spaces especially in levels 2 or more. I have struggled to focus on doing work with cold feet inspite 
of all the winter clothing worn. Additional insulation or whatever needed to maintain all parts of the library at 
a pleasant and workable temperature in winter is a much needed requirement for a university of this stature.  
Information literacy 
1 to 1 session for literature review training is very useful, speacialy for PGRs  
clearer instructions when first joining the uni - on accessing paper journals and the best ways to search on 
catalogue plus - we were not given this until we started our dissertation although I know other people were 
given this in first year  
 
Library building 
A sleeping/relaxing/bean bag room would be beneficial especially for finalists who live off campus as we spend 
a large amount of time in the library and a snooze room would be helpful to save the half hour trek back 
home. Additionally, a salad bar as an addition to the food provided would be nice  
doors at the bottom  
Have larger + with natural light study carrels/ duo study carrels so they don't feel like prison cells.  
I am deeply concerned by the visible factor and by comments from staff, and from what I have been told, the 
library is very understaffed. There seems to be absolutely no monitoring of noise on levels 1, 2 & 4 
respectively. These are supposed to be 'quiet and silent' study zones. This is not the case, and when there is 
noise, staff are simply turning a blinding eye and ignoring it. This has consequently led to me having to move 
location in the library because of such disturbances, which I do not feel is acceptable or indeed fair.  
I spend 10 hours a day here 2-5 times a week and it's been very cold during the latter half of November. Often 
sat with scarf and coat on and still feeling cold!  
Please include more plugs on level 1  
sometimes it is very cold, i think more efficient heating can be encouraged.  
The library is too hot. The study rooms on level 2 and below are ridiculously hot and it makes it very hard to 
study in - especially in the Summer. More group study spaces that are easily accessible without room booking 
as these go very quickly during exam periods.  
There are just sufficient study spaces. Due to having student accommodation facility inside the campus, the 
number of students using the library is relatively high compared to other university libraries which are 
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standalone buildings in distributed campus sites. Hence, I think the number of study spaces along with good 
quality PCs in all of them are essential and it would appeal to more students to use the library.Further 
expansion of the existing library or another new library facility would surely benefit the students. Apart from 
the above comment, I think the most important issue is the heating provide inside library during winters. It is 
minimal and I am unpleasantly surprised by this. I have seen many students with their coats on as they seated 
in the study spaces especially in levels 2 or more. I have struggled to focus on doing work with cold feet inspite 
of all the winter clothing worn. Additional insulation or whatever needed to maintain all parts of the library at 
a pleasant and workable temperature in winter is a much needed requirement for a university of this stature.  
This is an undergraduate student lounge, with hardly anything on offer for staff.  
Toilets are not very clean or nice.  
Ventilation in the study cartels could be beneficial, they are like a sweat box. The ability to use the seminar 
rooms at short notice/when all of the group study rooms are booked out.  
 
 
 
Library staff 
Always very helpful staff - brilliant.  
Good service and Staff  
I am deeply concerned by the visible factor and by comments from staff, and from what I have been told, the 
library is very understaffed. There seems to be absolutely no monitoring of noise on levels 1, 2 & 4 
respectively. These are supposed to be 'quiet and silent' study zones. This is not the case, and when there is 
noise, staff are simply turning a blinding eye and ignoring it. This has consequently led to me having to move 
location in the library because of such disturbances, which I do not feel is acceptable or indeed fair.  
I really enjoy using the library. It has a lovely modern but welcoming feel. I do take out text books and leisure 
books. I do occasional study for short courses. The library staff are always helpful and approachable. I am 
really enjoying the leisure books at the moment, which in turn has encouraged me to join the Uni Book Club. 
Keep up the good work.  
I think the Library staff are a major asset of this University!  
I would like to praise Matt - he is a credit to the Library. He is incredibly helpful and has supported me 
throughout my studies - I live a long way from campus so having someone who goes out of his way to help 
students is fantastic  
Make academic Liberians easy to find  
Our subject librarian Sharon Reid is excellent. Always very helpful.  
People in the library are doing fantastic Job . many thank for all of them  
Sharon Reid has been a fantastic academic librarian and always goes above and beyond to help me with any 
questions or queries in regards to the library services and workshops. The library staff that I have come across 
have all provided a great service.  
the library meets most of my needs and I find the staff very helpful if I have any queries  
Very friendly staff. Nice and helpful. A pleasure to encounter! Thank you.  
 
 Library stock 
Alot of work has gone into refurbishment of library, perhaps concentration and money should have been spent 
on removing outdated books and refreshing to more modern books to keep with new technology, methods, 
and information  
It's a shame that not all journals are available online via the library subscription. I understand that this is 
expensive, but maybe "article for rent" services could be purchased for much less money.  
Maybe provide copies of solution guides to important course textbooks so that you are able to work through 
the problems in the books with answers/solultions  
Need more books on versification (poetry)  
Obviously, the Library is not a research library, and it's not the librarians' fault that the range of available books 
is rather small. But it is important that the holdings of the library grow (and that includes hard copies), and the 
University management should be aware of this.  
Stock enough books  
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Opening hours: 24 7 opening 
If the library were always 24 hours, I would more likely work there. The library should definitely open earlier in 
the morning for printing before lectures or deadlines.  
NEEDS TO BE 24 HOUR!!!!!  
Please make the library open 24 hours not only during exam times. At least designate one day in each week 
that the library opens for 24 hours. Thank you.  
The library should be open 24/7  
 
Opening hours earlier 
I would prefer earlier opening hours, 8:30 is very late.  
Library should be open earlier than 7:00 on weekdays, with staff available from 8:30.  
open at 7am every day of the week, the info desk does not need to be open for the additional hours but give 
student access to the learning space  
Open at 9am on Sunday, instead of 10am.  
Open before 9am so I can use it before the day starts.  
 
Opening hours longer 
Extended vacation opening hours would be a great help for postgrad research students  
extending opening time  
For it to be open 24/7 or until very late in coursework deadline periods not just for exams, e.g. from mid 
November onwards  
Longer opening hours  
Longer opening hours during non-exam time, or at least longer opening hours for a few weeks before Summer 
exams start.  
Longer opening hours on a Wednesday or Thursday  
More quiet study space! Longer opening hohrs  
Open for longer  
Open for longer generally, not just exam period and buy more copies of textbooks which are high in demand.  
Open longer hours especially in the vacation period  
 
Other 
I'm not sure why the distance student postage costs are so high. To return the book it only cost £1.15 but it is 
£4.85 to be posted. This is alot when I am completing a research-based dissertation whilst on my placement 
and have needed to borrow multiple books.  
n/a  
n/a  
N/A  
nothing  
Serious crackdown on spotted pages  
 
PC Access 
Advise people that at busy times, people who aren't using a computer but who are sat in front of one (when 
there are other free seats available) should move. It's inefficient and many people can't use the computers 
when they need it. Most people happy to move if you ask nicely but doesn't feel right asking someone to move 
when they are in the middle of their work. Obviously this is unnecessary if it is a quiet time.  
Cost-dependant, but put PCs on some of the desks in silent study.  
love the top floor glassed silent area. need a room like that (actually silent) with PCs.  
More (long stay) computer areas, easier place to work in group on several computers.  
More computers  
More PC's for work (not in silent areas)  
The library needs more computers and study spaces, there are never enough PCs or tables especially if you 
want to work with more people than yourself.  
Very good facility - it would always be good to have more computers as in high demand times it is very difficult 
to secure a computer.  
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Very good overall. More PSc would be ideal  
 
Photocopying/Printing 
Free printing, spent soo much on printing already this year  
why do I need to have some credit on my account to scan a document which is free??  
 
Praise 
Always very helpful staff - brilliant.  
As a graduate in my job role at the university, I don't use the library anymore as I have no need to however, In 
my final year (last year) the library post-refurbishment was a nice environment to work in and apart from 
exam periods, finding a space was slightly easier. One thing which would be useful is if college students could 
have swipe access to the library. I understand from close friends at the college it is difficult to access the 
library.  
Excellent service overall. Many thanks!  
Good service and Staff  
I like the display of new books in the foyer. I think the improvements are very good.  
I really enjoy using the library. It has a lovely modern but welcoming feel. I do take out text books and leisure 
books. I do occasional study for short courses. The library staff are always helpful and approachable. I am 
really enjoying the leisure books at the moment, which in turn has encouraged me to join the Uni Book Club. 
Keep up the good work.  
I think the library is great - I can always find books useful to me and it's a nice environment to work and learn 
in :)  
I think the Library staff are a major asset of this University!  
I would like to praise Matt - he is a credit to the Library. He is incredibly helpful and has supported me 
throughout my studies - I live a long way from campus so having someone who goes out of his way to help 
students is fantastic  
My group-project students use the library spaces a lot and are very happy with them - good job on the refurb.  
Our subject librarian Sharon Reid is excellent. Always very helpful.  
Overall I am extremely happy with the library especially with since the renovation works have been completed. 
It has completely changed the "feel" of the library and there are now a lot more spaces to sit compared to 
what there was last time. Improve the reading list by making all the books available online and that would be 
perfect!  
People in the library are doing fantastic Job . many thank for all of them  
Provides a good place to learn or study in groups.  
Sharon Reid has been a fantastic academic librarian and always goes above and beyond to help me with any 
questions or queries in regards to the library services and workshops. The library staff that I have come across 
have all provided a great service.  
The library is the heart of the university. Keep up the good work!  
the library meets most of my needs and I find the staff very helpful if I have any queries  
Very friendly staff. Nice and helpful. A pleasure to encounter! Thank you.  
Very good overall. More PSc would be ideal  
Wouldn't want to change much else - it's pretty tip-top!  
 
Self service 
I really like how easy the self-service machines are to use.  
 
Software provision 
Make it really really easy for a personal laptop or tablet to be used just like a library computer in the library  
NX 8.5 could be installed on more computers. Also workshops/video/advice for downloading NX 8.5 to 
laptops/ MACs would be helpful  
Possibly a CAD only area due to high demand  
The 3rd floor computers need upgrading, I cannot work efficiently on a screen that small.  
 
Reading List 
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Overall I am extremely happy with the library especially with since the renovation works have been completed. 
It has completely changed the "feel" of the library and there are now a lot more spaces to sit compared to 
what there was last time. Improve the reading list by making all the books available online and that would be 
perfect!  
 
Post Refurb 
Alot of work has gone into refurbishment of library, perhaps concentration and money should have been spent 
on removing outdated books and refreshing to more modern books to keep with new technology, methods, 
and information  
As a graduate in my job role at the university, I don't use the library anymore as I have no need to however, In 
my final year (last year) the library post-refurbishment was a nice environment to work in and apart from 
exam periods, finding a space was slightly easier. One thing which would be useful is if college students could 
have swipe access to the library. I understand from close friends at the college it is difficult to access the 
library.  
Get rid of the swipe card for entry, 3 strikes and out is not a Good system.  
I really think the gated access still needs attention! There are too many occasions when the card access system 
is malfunctioning. A right pain when all I want ot do is get in and then out of the library!!!  
it is far more difficult to enter and exit now that the barriers are in place and it feels to open on the main floor 
like it is a social destination only. The new top floor is intimidating to work on and on the lower floors where 
silence is a must it is far too hot all year round for comfortable study.  
My group-project students use the library spaces a lot and are very happy with them - good job on the refurb.  
Overall I am extremely happy with the library especially with since the renovation works have been completed. 
It has completely changed the "feel" of the library and there are now a lot more spaces to sit compared to 
what there was last time. Improve the reading list by making all the books available online and that would be 
perfect!  
The need for a ID card to get in and out defies the point of a university library. A university exists to forward 
the knowledge of the population as a whole and restricting access to its library is too big a step towards a 
money based knowledge system where the rich get richer and the poor have no way to improve their learning 
through private study.  
The new books display seems rather empty compared to before the refurbishment  
The swipe card entry/exit is incredibly annoying and needs removing. fra too much space is now group shared 
space, more area needs to be given to individual workstations/ dedicated reading computers. The 
study/project areas shouldn't be part of the library.  
 
Extra seating / study space 
Extra seating, already fills up very quickly and it is not exam period yet  
i think there needs to be more availability for places to study. Especially during exam season if you dont get to 
the library by 9-10am you wont find anywhere to sit and there arent many other places around campus to go 
and study.  
Not enough study space! Often full and too packed  
The library needs more computers and study spaces, there are never enough PCs or tables especially if you 
want to work with more people than yourself.  
 
 Leisure reading 
I really enjoy using the library. It has a lovely modern but welcoming feel. I do take out text books and leisure 
books. I do occasional study for short courses. The library staff are always helpful and approachable. I am 
really enjoying the leisure books at the moment, which in turn has encouraged me to join the Uni Book Club. 
Keep up the good work.  
I would prefer if the leisure reading section would be expanded with more books, comics and journals. Maybe 
it would be possible to provide latest scientifical, geographical, historical journals etc.  
 
Silent study 
It would be nice if quiet was actually enforced in the 'Quiet Study' area.  
love the top floor glassed silent area. need a room like that (actually silent) with PCs.  
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More quiet study space! Longer opening hohrs  
Need more silent areas.  
 
wifi 
PLEASE IMPROVE WIFI CONNECTION IN STUDY CAROLS. VERY2 POOR RECEPTION WHERE WE NEED INTERNET 
TO STUDY AND SEARCH FOR INFORMATION ALL THE TIME. POOR COMMUNICATION SIGNALS AS WELL.  
 
PC clinic 
Sort out the PC Clinic, those people are very unprofessional and seem to treat it as part of their social life, and 
some even seem to struggle with basic hygiene, I don't want them touching my laptop/tablet if they don't 
seem to be able to wash or even shave properly.  
 
Library webpages 
The webpages for the library are shockingly difficult to navigate. A complete redesign taking the user inerface 
into consideration is urgently required.  
 
 
 
EBooks 
more e-books  
more e-books  
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Appendix 4 Responses to question: What would you change about the 
Library reading system? 
 
What one thing would you change about the Library reading list service? 

            advising lecturers on the best ways to set it out 
              Something on the reading list that states if the book is in stock or not. 

            Don't post one week loan books to distance students. 
                    

           Larger section for my department 
               Open longer hours since I have lectures all day so don't get a lot of available hours at the library 

          Nothing 
                 All computers has NX8.5 

                books cannot be recalled 
                                  

More books for leisure 
                Specify which books are used most often 

              It's good 
                 Abolish it! It's totally dysfunctional! By some decent software pls! 

            Make it easier to use and less complicated 
              Offer more journal articles. It is infuriating when articles aren't available when logged in on atherns. 

          At least 5 copies of each book. 
               Quicker renewals, more return warnings 

              Make it more prominent on learn as it is essential to every students learning. 
            be more easy to find your specific subject and clearer link to catalogue 
            database more user friendly 

               Easier access to online journals 
               Accessible online 

                Make the back button work on loris. 
               Only one verision of each book no matter what edition 

             n/a 
                 To have it in a more preferable windown, so you do not have to go through so many websites. 

          A Harvard/ APA etc. reference for the book would be provided when you click on it would be a useful feature 
         more copies of course course textbooks 

              More e-books 
                Integrate with Learn 
                Target more subject specific books, sometimes books recommended for one module don't cover all subtopics within 

 that module. 
       nothing 

                 That more core text books are available 
              Nothing, it's very helpful in telling you how many of a certain book are available. 

           make it more visual, so you can see instantly which book cover it is, whether it is in stock ect 
          You could scrap it? I don't really understand what benefit it has over  

and above a simple list of sources on the module LEARN page. 
       Ensure everything on the reading list can be viewed online because there are never enough copies of a book 
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for everybody on my course to look at if they wanted to look at them all at once. Online copies would mean everybody 
can read the reading list and is not affected by the book not being available in the library. 
Emphasise peer reviewed journal literature as the most 'high quality' and up to date. 

           Put it online maybe weekly.. 
               Order of which ones are most relevant to course 

              More e-books for those who wish to work from home instead of in the library 
           Don't know. 

                 Longer loans - more than one month 
               More books to add, update more often. 

              Make it more relevant for the modules each list is assigned to 
             No comments to offer. 

                More copies of high demand books 
               Possibly more user friendly. 
               Extend the long loan period from 4 weeks for PG students to a semester 

            Make it clear when it is updated and clearer which texts we will need very week for certain modules 
          Make it more obvious that the reading lists exist. 

              Core text books being made as ebooks 
              More availablity of books online through library catalogue plus 

             Make it more prominent and visible 
               Increase the amount of E-Books 
               Make more specific, over 100 books on a reading list is an unrealistic goal, divide into essential books especially 

         Make it easier to navigate, impossible what's is relevant to what module 
            Sources could be in order of relevance/importance to the degree. Despite the module leader will give the generic 

response of "everything is important", it is clear that some sources are more relevant than others - all students will  
agree. 
More Bookable Booths, ensure people use them when they are booked. 

            The ability to add books directly to my e shelf from the reading list page/ Dewey decimal codes on the reading list page itself 
        N/A 

                 I would add more language learning options; the current selection is (in my opinion) rather limited. 
          It wouldn't collpase and expand each time I add new stuff, forcing me to keep expanding it or collapsing it in a  

long reading list. And single sign in. I sign in to LU email, then to the library, then to the reading lists 
 Assuming this means the reading lists for each module, I would change the way that it looks, currently it is just a large 

amount of text and quite difficult to sort through. 
     More textbooks for courses! 

               More quantities of texts available, often they are limited or have already been taken out by others 
          It takes too long to navigate to books 

               More books available for long loan 
               It should only show your course readings, so you save time searching through. Should be made more aware of it  

at the beginning of term when its needed. I didn't know it was there. 
    More copies of books available and on longer hold 

              Not very easy to use / set up / amend; it would be good to be able to organize it in different sections 
according to lecture / type of text / etc. 
It would be helpful lecturers were informed of acquisitions of newer editions of textbooks; 
n/a 

                 Don't shorten someone's loan when it is requested by another 
             Renewing books five times should be increased to at least 7. 
             Have the books in order from most helpful to the course to least helpful/just extra reading. 
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Scrap it and start again with something fit for purpose. 
             More copies of the books 

               N/A - I'm a researcher 
                Nothing 

                 More long term loans for books that lecturers have set for the reading list. when only a handful of books are in the library 
for a course with hundreds of students it is unlikely that you will ever get the availability on certain books. 
nothing 

                 Training courses to explain use 
Make uploading journal papers easier 

            Making sure they are updated annually as new material becomes available 
            N?A 

                 English and Drama need more copies of books! It is extremely difficult and expensive to find the texts we need,  
particularly when they are modules which require a new text every week. 

   the light underground 
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