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2.2 What Clients Feel Is Important for the Monash 
University Library 

In terms of the relative ranking of mean scores, the factors of highest importance to clients of the 
Monash University Library (in descending priority order) are listed below. 

The 10 Most Important Variables 

May 2003 
Top 10 Importance Mean 

September 2000 
Top 10 Importance 

Mean 

Library "Voyager" catalogue provides 
clear and useful information 

6.52 Library collections are adequate for my 
needs 

6.49 

The library collection is adequate for my 
needs 

6.47 The library catalogue provides clear 
and useful information 

6.45 

Opening hours meet my needs 6.32 Access to electronic databases is 
readily available 

6.41 

Library staff provide accurate answers 6.25 Library staff treat me fairly and without 
discrimination 

6.35 

Library staff provide good service 6.23 Library staff provide quality service 6.35 

Library staff treat me fairly and without 
discrimination 

6.22 Library staff provide clear, useful and 
accurate answers to enquiries 

6.31 

Electronic resources (e.g. databases, 
ejournals, ebooks) are easily accessed 

6.21 Opening hours meet my needs 6.30 

Computer facilities/electronic equipment 
are adequate 

6.20 Requests for document delivery 
(intercampus and interlibrary loans) are 
dealt with in a prompt manner 

6.29 

Number of computer workstations is 
adequate 

6.17 Equipment (e.g. computers and 
microform readers) is in working order 

6.27 

Library staff are courteous and friendly 6.14 Library staff are readily available to 
assist me 

6.23 

 

Of the 38 statements on the survey, 20 were identified with importance means greater than 6.0.  These 
statements are all of relatively high importance to clients.  The two highest variables in the top 10 
importance list are both related to information resources (no significant differences between the mean 
scores) - library “Voyager” catalogue provides clear and useful information and the library collection is adequate for my 
needs.  Of slightly lower importance is the area - opening hours meet my needs.   The top 10 importance list 
indicates that the priorities of the Monash University Library’s clients predominantly relate to issues of 
access to information resources, computing equipment, opening hours, and service provided by staff.   
Seven of the variables overlap with the 2000 result.  Of the three statements that been displaced from 
the top 10 by the new variables, one is no longer on the survey  - library staff provide clear, useful and 
accurate answers to enquiries.  The other two variables, requests for document delivery (intercampus and interlibrary 
loans) are dealt with in a prompt manner and library staff are readily available to assist me, are now placed 21st and 
13th respectively in importance on the survey.    
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