1. Te Puna Customer Satisfaction Survey (CSS)

This year’s annual survey took place (in July) rather later than usual, in order to allow additional questions for the measurement of a full year’s service of OCLC’s service, introduced July 2007. Tables show the:

· Relative importance ranking of Te Puna services

· Importance and satisfaction ratings of individual sector groups 

CSS Key Findings

· The National Bibliographic Database (NBD) and the National Union Catalogue (NUC) continue to be the most valued services the Library provides to subscribers.  

· Te Puna customer service is valued almost as highly as NBD/NUC, and satisfaction ratings in general match all user groups’ importance ranking of this aspect of National Library’s services to libraries.

· In direct contrast with the two previous years, Library managers now exhibit a much greater match between their expectation of what Te Puna and National Digital Library (NDL) should or could do for their library compared to its current performance. It is likely that this change in perception resulted from:

· National Library OCLC partnership agreement with its resultant greatly increased pool of records 

· WebCat’s new ability to harvest records from remote sources

· Te Puna Interloans ability to transfer documents electronically (DocStore)

·  Papers Past new search ability

· Publications new Zealand launch.

· All user groups (managers, cataloguers, reference and interloan librarians) record the closest match between their importance and satisfaction rating of Te Puna subscriber and NDL services since the annual survey began. 

· Over the last year there has been no increase in the percentage of libraries that provide links to Te Puna for their off-site patrons.

· Cataloguers report a high hit-rate when searching for bibliographic records on the National Bibliographic Database (NBD) and OCLC WorldCat and a very high usage rate of these records once found.

· Responders consider that the two most important areas for improvement are:

· Linkage to full-text content from Index New Zealand, and other databases

· Quality control on NBD (duplicate, incomplete or erroneous records, authority control)

Te Puna Customer Satisfaction Survey results 2008

Most important Te Puna subscriber service by user segment 

(e.g. 86% of library managers rank the importance of NBD as very (6) or highly (7) important on a scale of 1-7) 

	Product
	Managers
	Cataloguers
	Reference librarians
	Interloan librarians

	NBD/NUC
	86 % 

(2007: 85%)
	 85%

(2007: 89%)
	89 %

(2007: 91%)
	96% 

(2007:90%)

	WebCat’s new ability to harvest records from remote d/bs
	N/a
	82%

(2007 n/a)
	N/a
	N/a

	Te Puna Interloan
	88%

(2007: 64%)
	N/a
	N/a
	100%

(2007: 95%)

	INNZ
	57%

(2007: 49%)
	N/a
	70% 

(2007:79%)
	N/a

	Te Puna as a library  tool
	90%

(2007 97%)
	79% 

(2007 75%)
	85% 

(2007: 81%)
	100% 

(2007 95%)

	Te Puna customer service
	86% 

(2007 82%)
	85% 

(2007 76%)
	62% 

(2007 87%)
	93% 

(2007 91%)


Library Managers evaluation

	Digital services 
	% importance rating 2008 (2007)
	% satisfaction rating 2008 (2007)

	NBD
	85 (74)
	74 (64)

	National Union Catalogue
	86 (85)
	70 (58)

	Copy Cataloguing
	65 (69)
	69 (51)

	INNZ
	57  (49)
	46 (25)

	OCLC products and services
	54 (n/a)
	51 (n/a)

	Blackwell’s TOC
	15 (n/a)
	24 (n/a)

	Te Puna Interloan
	88 (64)
	69 (51)

	Individual attention from customer support, visits etc
	86 (80)
	78 (60)

	Reliability of customer support
	90 (92)
	77 (62)

	Promptness of customer support
	84 (89)
	79 (63)

	Papers Past
	44 (39)
	36 (24)

	Online Directory of NZ Libraries
	45 (n/a)
	50 (n/a)

	Matapihi
	39 (27)
	35 (20)

	Publications NZ
	38 (n/a)
	28 (n/a)

	Te Ao Hou
	28 (20)
	28 (14)

	Timeframes
	32(32)
	32 (19)

	Web Directory
	33 (20)
	24 (17)

	TP as a library tool in general 
	90 (97)
	84 (57)

	TP customer services in general
	86 (82)
	76 (68)


Cataloguers’ Evaluation

	Te Puna services 
	% importance rating 2008 (2007)
	% satisfaction rating 2008 (2007)

	NBD
	85 (89)
	79 (73)

	Copy cataloguing
	84 (79)
	85 (64)

	WebCat 
	80 (85)
	77 (64)

	WebCat’s new ability to harvest records from WorldCat etc
	82 (n/a)
	85 (n/a)

	Cataloging Client
	63 (83)
	59 (72)

	OCLC’s cataloging software (Connexion )
	42 (n/a)
	36 (n/a)

	OCLC’s products and services
	67 (n/a)
	42 (n/a)

	Information on Te Puna website
	51 (n/a)
	53 (n/a)

	Usefulness of documentation
	25 (36)
	30 (56)

	Usefulness of TP-L
	52 (45)
	54 (43)

	Individual attention from customer support, visits etc
	81 (71)
	76 (85)

	Reliability of customer support
	90 (85)
	70 (82)

	Promptness of customer support
	84 (85)
	67 (79)

	TePuna customer service in general
	85 (76)
	72 (65)


Interloan librarians’ evaluation

	Te Puna services 
	%  importance rating 2008 (2007)
	%  satisfaction rating 2008 (2007)

	NUC
	96 (90)
	81 (63)

	Reliability of TP Interloan online
	100 (98)
	84 (84)

	Layout and clarity of TP ILL screen
	91 (95)
	68 (70)

	WorkQueue screen
	83 (n/a)
	67 (n/a)

	Electronic delivery of documents via DocStore 
	73 (n/a)
	80 (n/a)

	Te Puna Interloan training courses
	55(50)
	59 (49)

	Activity reports for Te Puna Interloan
	43 (40)
	46 (47)

	Monitoring life cycle of request
	62 (71)
	61(67)

	Te Puna Interloan overall
	100 (95)
	88 (84)

	OCLC products and services
	22 (n/a)
	29 (n/a)

	Search via Te Puna gateway to remote databases e.g. WorldCat, Libraries Australia
	51 (n/a)
	70 (n/a)

	Te Puna website information for subscribers
	44 (48)
	42 (53)

	Online Directory of NZ Libraries
	63 (n/a)
	53 (n/a)

	Usefulnessof Te Puna documentation
	26 (n/a)
	27 (n/a)

	Usefulness TP List serv
	35 (56)
	50 (57)

	Individual attention from customer support, visits etc 
	86 (85)
	82(76)

	Reliability of customer support
	97 (91)
	87 (80)

	Promptness of customer support
	96 (88)
	86 (73)

	Customer support in general
	93 (91)
	87 (83)


Reference librarians’ evaluation

	Te Puna services 
	%  Importance rating 2008 (2007)
	%  Satisfaction rating 2008 (2007)

	NBD
	89 (72)
	76 (81)

	NUC
	79 (91)
	65 (69)

	Index New Zealand
	70 (79)
	49 (47)

	Gateway to WorldCat, Kinetica etc
	30 (21)
	43 (22)

	OCLC products and services 
	18 (n/a)
	21 (n/a)

	Blackwell’s TOC
	23 (n/a)
	28 (n/a)

	Publications NZ
	24 (n/a)
	31 (n/a)

	Te Puna Search as reference tool in general
	85 (81)
	60 (64)

	Usefulness of TP documentation on website
	34 (43)
	43 (41)

	Usefulness of Te Puna Listserv
	26 (35)
	34 (38)

	Individual attention from Te Puna customer support, visits etc 
	74 (74)
	73 (61)

	Reliability of Te Puna customer support 
	83 (74)
	71 (57)

	Promptness of Te Puna customer support 
	81 (77)
	76 (55)

	Te Puna customer service in general
	65 (87)
	62 (60)


