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2.4 Where Clients Feel the Monash University Library Can 
Potentially Improve 

In identifying factors for improvement, Rodski analyses the perceived difference - or ‘gap’ – between 
the importance and performance score for each variable.  These gaps indicate areas of frustration or 
dissatisfaction for clients and thus represent potential improvement opportunities.  Based on our 
research, gaps of or above 2.00 are considered significant, with people exhibiting high levels of 
frustration when gaps are greater than 3.00.  Analysis of these gaps enables the Monash University 
Library to prioritise strategies for improvement in terms of those factors considered most pressing by 
clients. 

The Top 10 Gaps 

May 2003 
Top 10 Gaps 

Mean 
Gap 

September 2000 
Top 10 Gaps 

Mean 
Gap 

Number of computer workstations is 
adequate * 

2.87 Prompt action is taken regarding 
missing books and journals  

2.41 

Computer facilities/electronic 
equipment are adequate * 

2.23 Library collections are adequate for 
my needs * 

2.04 

Photocopying and printing facilities 
are adequate 

1.79 New materials are made accessible 
when I need them 

1.86 

The library collection is adequate for 
my needs * 

1.70 Opening hours meet my needs * 1.67 

Opening hours meet my needs * 1.49 Library staff keep me informed about 
new services and collections 

1.44 

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

1.47 The library catalogue provides clear 
and useful information * 

1.42 

Prompt corrective action is taken 
regarding missing books and journals

1.46 Books and journals are reshelved 
quickly 

1.31 

Library "Voyager" catalogue provides 
clear and useful information * 

1.25 Library staff are focused on the 
needs of the users 

1.19 

Information resources (books, print 
journals, CDs, videos etc) are easily 
accessed 

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

1.18 

The library environment is conducive 
to study 

1.14 Photocopying machines work 
adequately and quality is acceptable 

1.17 

(N.B. Factors marked * have been identified as top 10 importance variables.) 

 


	Monash Library Client Survey Report 2003 (data attached).pdf
	Monash University Client Survey
	Contents
	INTRODUCTION
	1.1 Background
	1.2 Survey Objectives
	1.3 Survey Process

	CLIENT SURVEY RESULTS
	2.1 Response Statistics
	2.2 What Clients Feel Is Important for the Monash University Library
	2.3 How Clients Feel the Monash University Library is Performing
	2.4 Where Clients Feel the Monash University Library Can Potentially Improve
	2.5 Prioritising Potential Improvement Opportunities
	2.6 Comparison With Other University Libraries

	OVERALL SATISFACTION
	ADDITIONAL CLIENT INFORMATION
	Library Visit Frequency
	Online Visit Frequency
	Campus Visit Frequency

	RESULTS GROUPED BY DEMOGRAPHICS
	DISCUSSION
	APPENDIX A - DETAILED DATA ANALYSIS
	Monash University Library Report - May 2003.pdf
	Monash University Library Report - May 2003
	Response Statistics
	OVERALL SCORES
	Scorecard
	Summary Benchmark Charts
	Quality Benchmark Chart
	Satisfaction Benchmark Chart
	Importance, Performance, Gaps
	Top 10 Issues
	Overall Quality & Satisfaction Charts
	Online Awareness Chart

	DEMOGRAPHICS SCORES
	LIBRARY (primary) SCORES BREAKDOWN
	Top 5 Scores
	Berwick
	Importance, Performance, Gaps
	Top 10 Issues

	Caulfield
	Importance, Performance, Gaps
	Top 10 Issues

	Gippsland
	Importance, Performance, Gaps
	Top 10 Issues

	Hargrave-Andrew
	Importance, Performance, Gaps
	Top 10 Issues

	Law
	Importance, Performance, Gaps
	Top 10 Issues

	Matheson
	Importance, Performance, Gaps
	Top 10 Issues

	Peninsula
	Importance, Performance, Gaps
	Top 10 Issues

	Pharmacy
	Importance, Performance, Gaps
	Top 10 Issues

	Other (e.g. hospital library)
	Importance, Performance, Gaps
	Top 10 Issues

	Remote Access
	Importance, Performance, Gaps
	Top 10 Issues


	LIBRARY (secondary) SCORES BREAKDOWN
	Top 5 Scores
	Berwick
	Importance, Performance, Gaps
	Top 10 Issues

	Caulfield
	Importance, Performance, Gaps
	Top 10 Issues

	Gippsland
	Importance, Performance, Gaps
	Top 10 Issues

	Hargrave-Andrew
	Importance, Performance, Gaps
	Top 10 Issues

	Law
	Importance, Performance, Gaps
	Top 10 Issues

	Matheson
	Importance, Performance, Gaps
	Top 10 Issues

	Peninsula
	Importance, Performance, Gaps
	Top 10 Issues

	Pharmacy
	Importance, Performance, Gaps
	Top 10 Issues

	Other (e.g. hospital library)
	Importance, Performance, Gaps
	Top 10 Issues


	CATEGORY SCORES BREAKDOWN
	Top 5 Scores
	Undergraduate
	Importance, Performance, Gaps
	Top 10 Issues

	Postgraduate - Research
	Importance, Performance, Gaps
	Top 10 Issues

	Postgraduate - Course Work
	Importance, Performance, Gaps
	Top 10 Issues

	Academic/Research Staff
	Importance, Performance, Gaps
	Top 10 Issues

	General Staff
	Importance, Performance, Gaps
	Top 10 Issues

	From Another University
	Importance, Performance, Gaps
	Top 10 Issues

	Other
	Importance, Performance, Gaps
	Top 10 Issues


	FACULTY SCORES BREAKDOWN
	Top 5 Scores
	Faculty Of Art & Design
	Importance, Performance, Gaps
	Top 10 Issues

	Faculty Of Arts
	Importance, Performance, Gaps
	Top 10 Issues

	Faculty Of Business & Economics
	Importance, Performance, Gaps
	Top 10 Issues

	Faculty Of Education
	Importance, Performance, Gaps
	Top 10 Issues

	Faculty Of Engineering
	Importance, Performance, Gaps
	Top 10 Issues

	Faculty Of Information Technology
	Importance, Performance, Gaps
	Top 10 Issues

	Faculty Of Law
	Importance, Performance, Gaps
	Top 10 Issues

	Faculty Of Medicine, Nursing & Health Sciences
	Importance, Performance, Gaps
	Top 10 Issues

	VIC College Of Pharmacy
	Importance, Performance, Gaps
	Top 10 Issues

	Faculty Of Science
	Importance, Performance, Gaps
	Top 10 Issues

	Double Degree/Faculty
	Importance, Performance, Gaps
	Top 10 Issues

	Other
	Importance, Performance, Gaps
	Top 10 Issues


	LIBRARY VISITS FREQUENCIES
	Top 5 Scores
	Daily
	Importance, Performance, Gaps
	Top 10 Issues

	2-4 days a week
	Importance, Performance, Gaps
	Top 10 Issues

	Weekly
	Importance, Performance, Gaps
	Top 10 Issues

	Fortnightly
	Importance, Performance, Gaps
	Top 10 Gaps

	Monthly
	Importance, Performance, Gaps
	Top 10 Issues

	Rarely
	Importance, Performance, Gaps
	Top 10 Issues

	Never
	Importance, Performance, Gaps
	Top 10 Issues


	ONLINE VISITS FREQUENCIES
	Top 5 Scores
	Daily
	Importance, Performance, Gaps
	Top 10 Issues

	2-4 days a week
	Importance, Performance, Gaps
	Top 10 Issues

	Weekly
	Importance, Performance, Gaps
	Top 10 Issues

	Fortnightly
	Importance, Performance, Gaps
	Top 10 Issues

	Monthly
	Importance, Performance, Gaps
	Top 10 Issues

	Rarely
	Importance, Performance, Gaps
	Top 10 Issues

	Never
	Importance, Performance, Gaps
	Top 10 Issues


	CAMPUS VISITS FREQUENCIES
	Top 5 Scores
	Daily
	Importance, Performance, Gaps
	Top 10 Issues

	2-4 days a week
	Importance, Performance, Gaps
	Top 10 Issues

	Weekly
	Importance, Performance, Gaps
	Top 10 Issues

	Fortnightly
	Importance, Performance, Gaps
	Top 10 Issues

	Monthly
	Importance, Performance, Gaps
	Top 10 Issues

	Rarely
	Importance, Performance, Gaps
	Top 10 Issues

	Never
	Importance, Performance, Gaps
	Top 10 Issues








	P15: 
	Ptemplate: 
	pg: Page 13




