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lporuna ISO yia ISO Technical Information and

Tnv [IETpI]O'I] Kal committee 46: documentation
v a IOAOVI]O'I] Subcommittee 8:Quality, statistics and
oT1iIc BIBAIOBNKEG performance evaluation

WG 2: International library statistics

@ [SO 2789 (2006) International library statistics,4th edition
Revision ongoing since March 2010

WG 4: Performance indicators for libraries

® SO 11620 (2008) Library performance indicators, 2" edition
Revision ongoing since December 2010

WG 7: Quality measures for national libraries

@® ISO TR 28118 (2009) Performance indicators for national libraries



lporuna ISO yia ISO Technical Information and

Tnv [IETpI]a'I] Kail committee 46: documentation
v a IOAOVI]O'I] Subcommittee 8:Quality, statistics and
oT1iIc BIBAIOBNKEG performance evaluation

WG 8: Statistical data for library buildings

& ISO TR 11219 (in progress) Qualitative conditions and basic statistics
for library buildings

Voting planned for this summer
WG 9: Statistics and quality issues for web archiving

&® ISO TR 14783 (in progress) Statistics and quality issues for web
archiving

Started December 2009

WG 10: Methods and procedures for assessing the impact of
libraries

® SO 16439 Methods and procedures for assessing the impact of
libraries

Started December 2010
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ISO 2789 International library statistics

1. Edition 1974
2. Edition 1991
3. Edition 2003
4. Edition 2006

Revision for the 5th edition since
March 2010
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ISO 2789 Tunonolei

+ Opoloyia kal opICHOUGC

+ Meg00douc guldoyng dedopcvav (e.g.
sampling)

+ Me0B0douc avaluonc dedopEvwv

ISO 2789 smxeipei va
oupnepiAapBel dedopEva yia
e 'OAoucg TOoug TUNOUC BIBAI0ONK®V
e 'OAOUG TOUG TUNOUGC NNY®WV NANPOPOPNONG
e 'OAEG TIC UNNPECIEC NANPOPOPNONG
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ISO 2789 _
NMapadooiaka O0sOouEVa

TATIOTIKA YIA TIC CUAAOYEC
(volumes, journal subscriptions, additions, withdrawals, etc.)

TATIOTIKA YIa ToV SaveIoUO
(loans, interlibrary loans, reservation

‘OAa auTd akoun
xpeialovral napa TiG
TEXVOAOYIKEC
e&eli&el

TATIOTIKA YIA TOUG XPNOTE
(number of registered or active
isits, user training, etc.)

TATIOTIKA YIA TIC UNOJOUEC
(space, equipment, opening hours)

TATIOTIKA YIa TO NPOCWNIKO
(number and types of staff, staff training)

TATIOTIKA Yid TIC 3anAveC , TO KOOTOG Kal Ta £ég00da
(income; expenditure on resources, services or staff)
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ISO 2789 _
OTATIOTIKA YIA NAEKTPOVIKEG
UNNPECIEC

HAEKTPOVIKEC UNNPECIEG

nline catalogues, library website, online reference, Internet
ccess via the library, e-collections

HAEKTPOVIKEG CUAAOYEC
atabases, e-serials, digital documents (incl. ebooks);
an be acquired by purchase, license, gift, legal deposit

PNON NAEKTPOVIK®V NMNY®V
earches, accesses, rejected accesses, downloads (all similar
o COUNTER); virtual visits (to the library’s website)

KOOTOC NAEKTPOVIK®OV NNYWV Kal
UAAoy®V



ISO 2789: Nea {nTRparTa oTnv
TEAEUTAIO avaBewpnon

Mep100OTEPEC NANPOYPOPIEC YIA
e Znmnuata diatnpnong UAIKoU
e Wnoionoinon ouppaTikou/avaioyikou UAIKoOU

Epyaociec EOvikwv BiA100

From ISO TR 28118
Performance measures
for national libraries

e NopikO anoBeTnpio
e  EOBvikn BiBAIoypapia

ZnTNHATa CUVEPYACI®V
e  ApIBUOC Kal TUNOC CUVEPYACIWV
e  JUVEPYATIKA £pya



ISO 2789: Revision
New topics

ZnTnuara AvoikTng NpooBaong
e AnoBemnpia
e Xpnon anoBetnpiwv

MpowOnon unnpeociwv BiIBAIOONKNG

e EkBeoseic kal Onuoaieuoslc yia Tn PIBAIOBNKN oTa peoa
EVNHEPWONG
"‘Epeuva otn BiBA1oOnkn

e Anuooieuoelc o€ nePIOdIKA Kal ouvedpia ano
TO NPOCWMIKO TNC BIBAIOBNKNG



ISO 2789: Revision

YNnPECIEC yIa ATOHA HE AVAYKEC
HETAKIVNONG
(e.g. for smartphones or PDAS)

e  ApIBUOC OXedIAONEVWY UNNPECIWV YIa EIOIKO
HETAPEPONEVO EEOMAIOHO

e  ApIBUOC NPooBACEWY OE UNNPECIEC YIa EIOIKO
HETAPEPONEVO EEONMAIOHO



ISO 2789: Revision
A1adpaOCTIKEC UNNPECIEG

1. ZUMHETOXN OE KOIV
e. g. Twitter, YouTube, Fa

Kabe koIvwVviKO diKTUO
NPENEl va
avTigeTwNileTal
EexwploTa
TiI np&nel va HETPAME?

Api1Opo:

e  JUMMETOXWV OE UMNPECIEC KOIVWVIKNG dIKTUWONC (social
network services) TngG BIBAIOBNKNG

e  Movadec nepiEXOUEVOU NMOU EXEl dNUIOUPYNOCEl N BIBAIOBNKN
yla KoIvwVIKa dikTua

o enokeWelc (visits) og oeAidec TNG BIBAIOBNKNG O€ KOIVWVIKA
dikTua

e downloads gyypa®wv nou n BIBAIOONKN £xEl avapTNOEl O
KOIVWVIKA diKTUd

e subscribers (e.g. fans/followers) Tn¢ BIBAIOBAKNC
e posts or new entries



ISO 2789: Revision
AladpACTIKEC UMNPETIEC

2. YNNPEOIEG KOIVOVIKNG SIKTUWOTNG NOU

avanTuooel N BIBAIOONKN (e. g. blogs, wikis,
podcasts)

TI npEnel va HETPAUE?

e  ApIBUO TETOIWV UNNPECIWV
e ApIBUO NpooBACEWV OE AUTEC

e ApIBuoO avaptnoswv o€ auTeg (posts, comments,
messages)

e ApIBUO gyyeypPAUUEVWV OE AuTOU TOU TUMOU
UNNpPECIEC

e ApiBuo downloads Twv unnpeciwv



ISO 2789: revision
Ynngsoisq npog E1GIKEG ONADEG TOU
nAnbuopou

YNNPEGIEG NPOG OTOXEUHEVEG OHADEG
NANOUOHOU HE EI0IKEGC AVAYKEG
e dTOMA PE NPOPBANMATA (PUOIKNG KATAOTAONC Kal UYEiac

e dTOMA PE OIKOVOUIKG NMpoBARuaTa

e  Mn autoxBoveg kai @
E)&nWKﬁX ° 7 Maidia, veapa atoua ka

NAIKIWUEVO! XWPIC ENIMPOCOETEC N
€I0IKEC avaykeg Oev
nepIAauBavovTal € auTeg TIC
10IKEC opadec nAnBuaopou

YW

e dTOMA PE HABNOIAKEC
eknaideuonc

AUTEG 01 UNNPECIEG NPEN
nepiAapgpavouv:

e  EI0IKEC OUANOYEC
e Eidika «yeyovoTa» Kal EkONAWOEIC

e  Makpoxpoviec unnpeoiec (e.g. special
reference or job service)



4 la va vapi;’ou,m:\
TO «KAAO»!:
MeTprjoeic
[Toiornrac
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4 Karavonon Tiic epyalsiaknc

(instrumental good) @uorc Tr¢
nAnpowpopnorc Kair Twv Unnpeciov

nAnpopopnorg:
\_ Eivar kado ooo dnuioupyei kari kaAo!




Collections of performance
indicators for libraries

ISO 11620, 2nd ed. (2008), Information and
documentation — Library performance
indicators (45 indicators)

Revision ongoing

ISO TR 28118 (2008), Information and
documentation — Performance indicators for
national libraries (30 indicators)

Poll, R. and te Boekhorst, P.,, 2nd ed. (2007),
Measuring quality, performance

measurement in libraries, Saur, Muinchen (IFLA
Publications 127) (40 indicators)



MoioTnTa oTiC BiBAIOONKEC kai
Ynnpeoiec MAnpopopnonc
user-orientation (xprOTOKEVTPIKI) MPOOCEYYIOT])

accessibility (building, collection, services) npocBaciyoTnTa
(UunodouEC, CUANOYEC, UNNPEDIECG)

accuracy and reliability (akpiBeia ka1 a&§ionioTia)

speed and currency (TaxUTnTa Kai CUYXPOVEG
UNNPECIEC)

competence and helpfulness of staff (IkavoTnTeg Kkai
UNooTRPIEN ano TO NPOC®IIKO)

effectiveness and efficiency of processes
(anoTeAeopATIKOTNTA KaAI ANOJSOTIKOTNTA TWV
AEITOUPYIMWV KAl TWV UNNPECIOV TNG UNNPECIAC

nAnpPogpopnong)



ENA IAIATEPA XPH2IMO KEIMENO T1A
THN MNOIOTHTA 2TI2 BIBAIOOHKE2

My Content (5) v

My Searches (0) v

Advanced Search

\'(_E’( MY CART

SUBJECTS v PRODUCT TYPES v

Add Note | Print | Save to bookshelf | Cite/Export | Your opinion | Email | Share | Textsize: = #

Poll, Roswitha / te Boekhorst, Peter

e EBOOK

ﬁ Measuring Quality

Wesowieg : Performance Measurement in Libraries 2nd revised edition OPEN ACCESS

uality -
s - Series: |FLA Publications 127 _ _ -
’ | Portormance. * Prices subject fo change. Shipping costs
k\\ £, OPENACCESS will be added if applicable.
2nd rev. ed.

Publication Date: November 2008
ISBN: 978-3-598-44028-1




T1 HETPAVE OI OEIKTEG EMIOOOTIC
(performance indicators)

KaraAAnAoTnTa Tov nopwv (adequacy of resources)
- user places per capita
- staff per capita

KataAAnAoTnTa Tov cuAdoywv (adequacy of the

collections)

- collection use rate

- availability of required titles
- downloads per capita

MNoioTnTa diepyacinv (the quality of processes)
- shelving accuracy
- speed of interlibrary lending

Anodoxn Tnc unnpeaiac nAnpo@opnong (the attractiveness of
library services)

- library visits per capita

- attandances at events per capita

>xeon KOoToug — anoTteAeopaTikoTnTag (Cost-efficieny)
- Cost per database session
- Cost per loan



Emtiokomnon Asiktwy ...1

A. Resources. infrastructure

A1 USET area PET CAPILA. cvvvvvvrvesrveseresrseressssss s ssssssssssensssssssssssssssssssssssssssnssnss 40

A2 SEALS PET CAPILA. cevvvvvevvrers s rrssssnssreesssesssssssssssssssssssenssssssssssssssessssssssees 9|
A.3 Opening hours compared to demand ...........co.oiverriervveeenerseesrerssssnsesnennes 94

A 4 Expenditure on information provision per Capia .............eweerserssssssessseeess 00

A.5 Availability of required fIleS ........ovrvvesvvesmsrrrenrs e serssesssessssssseenss 04
A6 Percentage of 16]6Cted SESSIONS ... vvvvrrrrvunreesssresseessserssssssssssssssenssssssssnnees /1

A.7 Ratio of requests received to requests sent out in interlibrary lending..... 74

A8 Immediate aVatlability ..........ccoovemmeirrrrccs s sssesssnnes 18
ALY STATT PEI CAPILA .vvrr e rvvreee e snreers s sss s smssss s sssess s sns e sssssss s snssns s snes O

A.10 Direct access from the hOmepage ..........cc.eeerereiissrveesssnreeeiisesscssssssssenns 88




Ermtlokomnon Asktwy ...

B. Use

B.1 Market penetration ...........cceceeeeereeireeeraeesesssssssssssses e sesassssssssssesasesenssssns
B.2 User satiSTaCHION .....ocovve e ettt st s e e
B.3 Library VISItS Per Capila........ccovvrerereereeressnseresenssesessesssssssses e sesssesssesens
B.4 Seat 0CCUPANCY TALE ... .ottt et e e s st s s e e
B.5 Number of content units downloaded per capita .........ccceeevvevveverererirerenns
B.6 Collection USe (TUIMOVET)......cuveereeerierecre et ees s seassae s svssaesresrs s e e ene
B.7 Percentage of Stock NOT USEd......cveveeeriee e e e
B.8 LGNS PEI CAPILA ...vvvoeve e ser s eer e s sss e sessrns e sesans s ses e sesesensnsssnns
B.9 Percentage of loans to external USETS .........coovvvvevereveverieeseesees s
B.10 Attendances at training 1eSSONS PEr CAPILA ......eevvveevererrreseevreeeresensresenns
B.11 Reference questions Per CaPILa.......ooveevereerrereesesereeessesreseesseseresensnesens
B.12 Attendances at eVents Per CaPila ......ooeeevreerererererereserreeressesseseresenssesenns

100
105
112
120
124
128
132
137
141
145
150
154



Emtiokomnon Asiktwy ...3

C. Efficiency
(.3 COSE PEI USE it cerees e e ne e e e s e s s s nenes e een senennennes L OO

C.4 Ratio of acquisitions costs to staff COSIS ...ovuevrvveieirireer e ceeeeiieen 175
C.5 Cost per document proCessed. ........covveriveerracrireersnessreeeseseeesseecesssesseeaens 1 90
C.6 Costper download..........ccoovceiiieeierieee e e e e e e e | O
C.7 ACQUISITION SPEEA ..veveeeeiee e e siecreae e sreeeerreesesess e srs e sseaensaesssesensansnsns | OO
C.8 Media processing SPeed .......cc.ovveeeirrieieiiee e e e ereee e e e e e e eeneees 193
C.9 Employee productivity in media processing.........cccvveveeeevvreveseenrsseeanen 199
C.10 Lending SPeed .....occooeeieeeee ettt e s ere e eae e e e saen sae e nneeene 202
C.11 Interlibrary loan speed.........cccoevieivnie e e e e e e 200
C.12 Reference fill rate .......cooovoiie i 213
C.13 ShelVINg ACCUTACY ..vuiveeie e e et ere s e e e e s saes snaeeoe 220



Emtlokomnon Asiktwy ...4

. Potentials and development
.1 Percentage of acquisitions expenditure spent on the electronic

W0 10 O

D.2 Percentage of library staff providing and developing electronic

SEIVIES . 11
).3 Attendances af traiing lessons per Satt MEMBEE o..vvvvvrrseserereree

) 4 Percentage of library means recerved by special grants or income

LS 11
D.5 Percentage of institutional means allocated to the lbrary ...

233

JAN
24]

240
JAll
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Performance indicators in groups of

libraries:
BIX — The Library Index

a benchmarking system for public and academic libraries
since 1999 (public libraries) resp. 2004 (academic libraries)
participation voluntary, but the indicators a must

organized by: Bertelsmann Foundation (start);
German Library Association (DBV)

Participants 2010: 270 libraries
177 public libraries
93 academic libraries (13 from Austria)



Benchmarking with quality

indicators: national projects

Roswitha Poll
University and Regional Library Miinster, Miinster, Germany

Abstract

Purpose — The purpose of this paper is to show the effectiveness of using performance mndicators on
a national scale

Design/methodology/approach — The paper gives an overview of national projects and compares
the methods used.

Findings — The paper finds that groups of libraries have tried to find consensus on a common set of
performance indicators for benchmarking purposes. The indicators chosen for such projects differ
between countries and types of hibraries. The paper shows examples where sets of indicators are used
on a national or regional scale on a regular basis and compares the indicators used and the methods of
benchmarking.

Practical implications — The paper shows the difficulties of reaching an agreement when starting a
common project and points to results and success of the projects and to problems that occurred in the
benchmarking process.

Originality/value — The paper acquaints libraries with existing projects and helps to find adequate
methods for different purposes.

Keywords Libraries, Performance measures, Quahty indicators, Benchmarking

Paper type Research paper



BIX indicators yia Anpootec BLBALoONKec

Resources

» Media in the collection per capita
« User area in m? per 1.000 capita
* Library staff per 1.000 capita
« Workstation hours available per

capita
* Internet services
 Events per 1.000 capita

Customer Focus (Use)
* Visits per capita
* Virtual visits per capita
 Loans per capita
» Collection turnover rate
» Opening hours per year per
1.000 capita

Efficiency
 Acquisitions budget per loan

« Employee hours per opening
hour

* Visits per opening hour
* Total expenditure per visit

Development
* Renewal rate (additions to stock)

* Training as percentage of all
employee hours

* Investment budget per capita




BIX indicators for academic libraries

Resources

* User area in m? per 1.000 capita
* Library staff per 1.000 capita

» Acquisitions expenditure per
1.000 capita

* Percentage of acquisitions
expenditure for e-media

» Opening hours per week

Customer Focus (Use)
* Visits per capita
* Virtual visits per capita
* Training attendances per 1.000
capita

* Immediate availability
(immediate loans as percentage of total

loans, incl. reservations and ILL)

Efficiency

* Library expenditure per user

 Ratio of acquisitions expenditure

to staff costs

« Efficiency of processes
(Exemplarily: Media processing)

* Efficiency of processes
(Exemplarily: Lending and ILL)

Development

* Days of staff training per person

» Library budget as percentage of
university budget

» Percentage of library means from
third-party funds and special funds

» Percentage of library staff providing
electronic services




Ano Ta oTaTIoTIKA oTnV agloAoynon
EMOPUCEMV

Statistics = input/outp

T napexel n
BiBAI0ONKN Kal
nooo/nwg

(PN OIHONOIEITAl

e Size of the library's popule

e Attendances at user training st

Performance indicato
combinations of

quality

e Attendances at user training
capita

Impact ,indicator"

"Exe1 n BiBAIoONkN
disioduon oTov
nAnGuopo?

e User shows higher skill

"Exe1 n eknaidguon

session ! '
XPNOT®WV Ano TN
Igté)s‘lé)_?er;?gasured e. g. BIBAIOOAKN OETIKEC

emdpaoceiq?



To Mpoturmno I1ISO 11620

H Tepvien Emrponry TC/46 (Information & Documentation) amaptiletor omd Tic vao-emtpomes (sub-

comities): u) SC2 conversion of written languages, f) SC3 termimology, v) SC4 computer applications,
0) SC8 Library statistics and performance evaluation, g) SC9 presentation, identification & description
of documents, kat £) SC 10 physical keeping of documents. H teyvuct) vro-emrpomy SC8 gyer uéypt
Tpa Tapaydyel Tecoepa (4) mpoTUma 0O To omolo GUTO TOL UEYPL ONUEpD Vol TEPICGOTEPO
OogoouEvo etva to ISO 2789 (library statistics). Tlpogoarta, exodfiie 1o tpotumo ISO 11620 na
100G OEIKTEC OmOTeEAEONOTIKOTNTOS oS Pifhobikes, oe cuvovooud we to ISO 2789 Information &
Documentation —International Library Statistics (Sumsion, 2002 & 2003). To mpérvro ISO 11620
GUVOOEDETHL 0o Tpia (3) TapupTiuaTe dectay Tov agopoty ota kateb (Farrell, 1998):

(1) Eunetpio tov Xpriam) (User Perception)

(2) apoy vmnpzaicv (Public Services)

(3) Teyvicee Ymmpeotec (Technical Services)


INFO_QA/Information and documentation. Library performance indicators.pdf
INFO_QA/Information and documentation. Library performance indicators.pdf
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[Mpotuma yLa tov EAANVIKO Xwpo yia TLg
Akadnuaikec BiBALoOnkec

T0 QVODEDOUEVT TIOTUTI QTIOTEAQUV TIPOTTEIC VEVIKOU Y@paKmpa N
Movadac Ohknc NMowomrac Akadnuaikuy BIRAOBNKWY e OKOTO TV TEPAITEDL
eEefikEuon ToUC oW TG OWVEDYOOIAC KO1 aVTGMAGYRC CTIOWEWV LE OA TN
BIRAoBNKovoUIk ko AkaBnuaikn kowamrac e ywpac KoAdmrowy oke o
AemoupvieC e AkaBnuaikne BIRAOBNKNC Kal Elval TIOOUUOTLEVT GTY EAANVIKA
TAYLICTIKTATG. ‘EYIVE TIDOOTIGBEIT WOTE Va TIEPIOPIOTOUY OF TIEPIEKTIKEC BnAwaElC
fGivovroc onyaoio ota oToED ToU BewpnBnkav T TAEDV ONUOVTIKG OTOV

Tpoodiopiouo TC EMApKEC piac A
KOTaVONaN ko Epapyoyn Touc Bivera
avaAuTIN Trapouaiaan Tou.

abnuaiknc BIAoGRkNC

JETG QM0 KaBe TpoTuTo |

I TV KahUTEpN
0 ke 1o Guvang




Movada OAknc Mowotntac Akadnuaikwv
Bl fAL0ONKWV — 2TO)OL

H ocuAloyn , eme€epyaoia , avaAuon Kol mopoucioon OToElwY
OXETIKWV UE TIC EAANVIKEC akadnuaikeg BLBALOONKeC.

H xpnon tadkaolwyv amotipnong Kol EhopUoynS KAVOVwy
SdlaodaAilong nolotntac ot EAANVIKEG akadnuaikec BLBALOONKeC.

H kaBLepwon deiktwv Amtotipnong kat AéloAoynong akadnuaikwv
BLBALONKWV.

H yndlomoinon tng Stadlkaciog CUYKEVTPWONC Kol ETIEEEPYATLOLC
TWV OTOTIOTIKWY OTOLXELWV.

H dnuwoupyia Bspatikov Portal pe nAektpovikn npoocfaocn o€
nAnpodopiec mou avadepovtal 0€ OTATIOTIKA oTtolxela BLBALOONKwWY,
nebodouc avalvonc 6edopevwy, SEKTWV amoTinnong K.a



Movada OAkn¢ Mototntog Akadnpaikwyv
BiBAL0ONkwv — Ekboon Oénywv

0Odnyoc 1 - Katavoun mpolmoAoyLopoU yLa tpopunBeta
UALKOU

0Odnyoc 2 - 06nyoc Arntotipnong Akadnuatikwv BiBALoONKwv

0Odnyoc 3 = Mpotuma yia Ti¢ EAAnVIKEC AKadNUAIKEC
BiBAL0oONKeC

0Odnyoc 4 - Kavovecg dtadavelopou

Odnyoc 5 - Amnotipnon BiPALoBnKkwv Kol UTTNPECLWV
mAnpodopnong



Napadeivua and Tov EAAnvikO Xwpo via TIC

akadnuaikec BIBAIOONKEC — ZTATIOTIKA &
AEl0AOYyNnon

e 27 AmtptAiov 2001 > «KaBLEpwon oTATIOTIKWY
OTOLXELWV KoL OEKTWV a€LoAoynonc akod NUaAikwy
BBALOONKWVY

AVO TILVOLKEC:

— MivakaC oTATLOTIKWY oTolxelwv (Ztoweia D)

—Mivakoag delktwv aéloAoynonc (Asikteg P)

66


INFO_QA/29_MOPAB, Statistical_indicators.pdf
INFO_QA/29_MOPAB, Statistical_indicators.pdf

Napadsiypa YroAoylopov Agiktn
ATtO0O60TLKOTNTOG

* P 34: Aavelopol UAkoU cUAAOYNC KaTA XPNoTh
* Oplouoc

O aplOuoc Twv davelopwyv VALKOU mtou dLevepyndnkav Kot
TNV OLAPKELO EVOC ETOUC VA LLEAOC TOU CUVOALKOU
nAnBuopov tou I6pupatoc / 2xoAnc / TUAUATOC TTOU
etuntnpetel n BLBALOONKN.

e JKOTTOC

O deilktng SnAwveL TNV €vtaon NS xpnong tnc cuAAoyncg amo
TO OUVOALKO TTANBUOUO Kol CUVETIWCE TNV TTOLOTNTA TNC.

 MeGoboc unoAoyiouou: D3 /D1
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