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1) Subscriber raised issues:

a)  How are CO service enhancements selected/prioritized/tracked?
Response: CO relies on subscriber feedback and user group meetings to identify issues that would have appeal to all (or at a minimum a broad cross-section) of subscribers. We then combine this with available resources and establish development, beta and implementation timelines. 

Note: This is a key reason why we encourage as many members of our subscriber management teams to attend User Group Meetings and provide input.

b)  How are enhancement selection, prioritization, completion communicated to participating libraries?
Response: When something “new” is available, a “News Item” is placed in the “NEWS” section of the Subscriber Home Page Portal. We also will make mention in our periodic newsletter (Performance News).

Discussion: It would be helpful if CO would re-examine its communications methods and look at adding a RSS feed or some other form of opt-in/out process to further enhance this process. 


CO undertook to do so.

c)  The current survey is long.  Do you plan to reduce the number of questions and, if you do, how will you decide what questions to eliminate?  If not, will you make it possible for user libraries to eliminate questions for their institutions?
Response: 
In CO’s experience this issue has primarily been a library staff issue, not a customer concern. That being said, CO does continuously review this issue and several months ago employed the services of a third party firm to thoroughly analyze the aggregate public library results to do rigorous analysis of results (regression analysis, etc.) to identify the questions representative of the core measures of satisfaction.  This has resulted in the creation of a “shorter” (approx. 2-3 minutes) satisfaction survey that is a subset of the In-depth and Regular version survey questions.  Early results are showing that the uptake by customers still shows approximately 30% of respondents are choosing the in-depth version, with the remaining 70% are split between the regular and short versions.  Once we have a larger body of responses in the academic sector, it is our intention to undertake a similar analysis. 

d)  Does CO plan to incorporate the capability to create ad hoc surveys, similar to what you can do with Survey Monkey? How can you position yourself as a service providing for all of an organization's data collection needs if you don't provide that service?
Response: 
Yes. CO officially launched its new InformsUs module at ALA. It is a comprehensive custom forms and surveys tool that enables the development, deployment and full management of feedback in a single repository (including the integration of results with other data in the LibSat/LibPAS repository).


InformsUs is a core upgrade and as such, it is included in the annual subscription fee. CO intends to roll InformsUs out to existing subscribers on 
scheduled basis. If you would like to implement InformsUs, please advise. 

e)  In the questions about services (PL LibSat), the respondents’ comments often refer to how great the library’s Web site is, but when they say why, they usually mention things they can do in the catalog/ILS.  We wonder if their numeric responses are confusing catalog with Web site as well, even though you clearly state that the question about the catalogue means ‘comprehensive list of items in the collection’.  While the catalog can be accessed via the Web site, we want to be able to distinguish between satisfaction with the Web site and all its resources and information, and with the catalog and all the functions you do within the catalog to find things and manage your account.  Here are some examples of comments under Services - What are you most satisfied with? The website is very useful for renewing books and checking the catalog. I particularly like the new "hold" system.
·     “The web site is awesome and provides me with an effective means to manage my card and checked out materials.”
·     “I like the website because I can find things ahead of time, put things on hold and do a lot of my library business at home and then come and get things at the library done quickly.”

Another thing I have noticed is that when people comment about ‘services’, their comments are all over the map (related to all kinds of things so the comments often have to be re-categorized) while comments about ‘staff’ are almost always about staff so rarely have to be re-categorized.  This may just be inherent in how general the word ‘services’ has to be, but I wonder if you have had other comments about this.  A common situation is that the comments refer to how good the service is (so relate to staff) rather than how good the services are.
Response: 
Because today’s library website offers so many different functionalities to users, a wide range of responses are going to occur. This is where LibSat’s functionality that enables you to set-up categories and sub-categories for individual or mass categorizing customer feedback is very helpful. And now with InformsUs, you can derive even more insight into specific areas of your operation by implementing custom surveys and feedback forms. These can be set-up as separate stand-alone forms or integrated/triggered by responses to existing LibSat survey question(s).

f)
What is the status of “accessibility?”

Response: 
CO reported that all of its customer satisfaction surveys (public and academic) are compliant with the W3C WAI ARIA best practices.

2) InformsUs


A demonstration of InformsUs was conducted.


InformsUs is a comprehensive new module for the development, deployment and management of custom forms and surveys. The module is very robust – a brochure (pdf) is attached.  InformsUs can be employed either stand-alone or in combination with LibSat or LibPAS.


While there are many features and benefits, a notable one is that all library feedback (existing and new) can now be managed within a single feedback repository, including the functionality that enables feedback to be integrated with other qualitative and quantitative survey and LibPAS data for additional levels of customer insight, operational excellence and advocacy requirements.


Counting Opinions will be rolling out Informs to existing subscribers over the next several weeks. Please advise regarding your library’s interest and desired timing for implementation.
Discussion:
Excellent response in terms of InformsUs being both a comprehensive and robust solution. A suggestion was made that it would be helpful if subscribers could see examples of how others are employing InformsUs. This would act as a catalyst for potential applications in other subscriber libraries.


CO undertook to develop a solution and will advise when something is ready for preview.

3) Analyzing LibSat Results

In response to subscriber feedback, such as: “There are so many reports and data combinations, where should I start in analyzing our results?” CO spent time demonstrating some approaches that have been successful for subscribers.

1st – familiarize yourself with the various reports and results

2nd – read and categorize the Comments

3rd – pick one area as an initial priority for improvement, that appears to be in need of attention and focus on required actions and tracking of results to identify any measurable impacts/outcomes.

4th – some additional suggestions to help identify improvement opportunities include: 

a)   Net Promoter Score Reports (NPS) – Public Library Reports subscribers only at this time. The NPS has been used in a number of sectors and CO incorporated it into LibSat following input from library consultant Joe Matthews (http://www.joematthews.org). NPS is a measure based on the question “How likely are you to recommend the services of the library to someone else?” The NPS reports are a series of cross-tabs that enable management to segment results by user profile attributes and identify very specific opportunities for improvement. One example would be library customers who have are first time users of the library. If the NPS report indicates a low score relative to the library’s overall NPS and/or other LibSat subscribers, it suggests that effort is required in improving “customer first impressions”. Otherwise, there is a high likelihood that those new customers will not stick around long enough to become long-term customers and supporters of the library.

Your NPS reports can be accessed from your Reports home page, upper navigation bar on right.

Note: There was a consensus from academic subscribers that this reporting functionality would also be of value. As such, CO will plan to implement the NPS question as an option, for academic subscribers in Q3/4. 

b)   MAPHAT Reports – Public Library Reports

As a result of efforts by one of our subscribers to track staff interactions with customers, CO worked with consultant Joan Giannone of Mentor Group Training Inc. (http://www.mentorgrouptraining.com) to automate an ongoing series of reports that automatically track staff-customer interactions, including breakouts on a per location basis. These reports are another way of helping you view and track your actions through the eyes of your customers.
4) LibSat Survey Marketing

CO reviewed the various marketing widgets (corner, full page) that are available to subscribers in the Ready Made Ads section found on their LibSat Home Page. The widgets (especially the full page), employed judiciously, are achieving excellent response rates. (see attached Marketing Template for reference). 

5) “Friends & Volunteer” Prospecting

CO reviewed this option with attendees. CO also advised that is looking for a beta site(s) to implement a “prospect conversion tracking module.” In other words, we can now track how many prospects have been generated, but we want to know how many actually were converted from a prospect to an active participant. If your library deploys the Friends/Volunteer prospecting feature and you would like to be a beta site for expanding the functionality, please let us know.

6) LibPAS (quantitative measures)

CO reviewed a number of LibPAS features e.g., LibPAS Planning Guide, file importation, reports set-up, accounts management, peer comparisons, etc.

7) NCES/ACRL/PLDS data sets in LibPAS.

CO advised that 

a) it has loaded some of the NCES academic files. Work is underway to access additional data that will facilitate the loading and availability of the remaining files.

b) 2005 & 2006 ACRL files have been loaded into the LibPAS system and negotiations with ACRL regarding the remaining files are ongoing.

c) For public library subscribers, the historical PLDS data collection is fully available.

Next scheduled User Group Meetings:

1) CLA – Pasadena

2) ALA Mid-Winter - Boston

3) OLA – Toronto

4) PLA – Portland

5) CLA – Edmonton

We hope you (and your colleagues) are able to attend.
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