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3.5 Improving library facilities - considering satisfaction 
and  importance together 

 Overall results 
Notes on the presentation of data 
 

The chart below summarises the level of satisfaction  and the importance rating for each area of service. 

The satisfaction and importance questions were both asked on a five-point scale. The data here has been weighted for 
each of the points on the scale as follows: Very satisfied/important (100); Fairly satisfied/important (75); Neither/nor (50); 
Fairly dissatisfied/unimportant (25); Very dissatisfied/unimportant (0). 

The figures at the right of the bar charts show the weighted score for satisfaction and importance. The chart has been 
ranked in order of the difference between the importance and satisfaction scores i.e. where service provision is most in 
arrears of perceived service importance. This difference is shown in red in the second column. 

Please note these scores are not the same as the overall satisfaction and importance figures in previous sections due to the 
weighting employed. 

3.5.1 Prioritising improvements to library facilities - overall results 
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 Course books and essential 
texts 
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 Range of journals 

 Library environment (noise, 
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Opening Hours 
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 Study facilities (study desk, 
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3.5 Improving library facilities - considering satisfaction 
and  importance together 

 xxxxxxx Campus 
Notes on the presentation of data 
 

The chart below summarises the level of satisfaction  and the importance rating for each area of service. 

The satisfaction and importance questions were both asked on a five-point scale. The data here has been weighted for 
each of the points on the scale as follows: Very satisfied/important (100); Fairly satisfied/important (75); Neither/nor (50); 
Fairly dissatisfied/unimportant (25); Very dissatisfied/unimportant (0). 

The figures at the right of the bar charts show the weighted score for satisfaction and importance. The chart has been 
ranked in order of the difference between the importance and satisfaction scores i.e. where service provision is most in 
arrears of perceived service importance. This difference is shown in red in the second column. 

Please note these scores are not the same as the overall satisfaction and importance figures in previous sections due to the 
weighting employed. 

3.5.2 Prioritising improvements to library facilities - xxxxxxx Campus 
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3.5 Improving library facilities - considering satisfaction 
and  importance together 

 xxxxxxx Campus 
Notes on the presentation of data 
 

The chart below summarises the level of satisfaction  and the importance rating for each area of service. 

The satisfaction and importance questions were both asked on a five-point scale. The data here has been weighted for 
each of the points on the scale as follows: Very satisfied/important (100); Fairly satisfied/important (75); Neither/nor (50); 
Fairly dissatisfied/unimportant (25); Very dissatisfied/unimportant (0). 

The figures at the right of the bar charts show the weighted score for satisfaction and importance. The chart has been 
ranked in order of the difference between the importance and satisfaction scores i.e. where service provision is most in 
arrears of perceived service importance. This difference is shown in red in the second column. 

Please note these scores are not the same as the overall satisfaction and importance figures in previous sections due to the 
weighting employed. 

3.5.3 Prioritising improvements to library facilities - xxxxxxx Campus 
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3.5 Opinion ratings 

Interpreting the relationship charts 
 

The chart on the opposite page shows factors which are related to overall 
satisfaction with the services provided by the library. 
The information displayed is calculated for respondents who Strongly agree or 
Tend to agree that Overall, the library provides me with a good service. As shown 
on page 24, 79.2% of respondents agreed with this statement and this is shown 
as a yellow bar.  Those groups which agree more strongly to a statistically 
significant extent are shown in green, while those who agree less are shown in 
red. 
 
For example, take the top line relating to the 89 respondents who strongly 
agreed that the range of books meets their needs.  Almost all of these (97.7%) 
agreed that the library provides them with a good service.  The chart shows, as 
would be expected, that satisfaction with various aspects of the service correlates 
strongly with overall satisfaction.  Less obvious relationships also appear, for 
example that undergraduates are generally more satisfied than postgraduates, 
and that those based in the Management Centre (who elsewhere are shown to be 
very high users of the library services) are the only departmental group to differ 
significantly from average in overall satisfaction. 

Notes: 

 
1)  The charts display differences which are statistically significant.  If a group 
does not appear in a chart (those with a disability, or students in a particular de-
partment, for example) it is because their satisfaction with library services did not 
differ significantly from average. 

2)  Figures in parentheses represent the total number of respondents who both 
gave each particular answer and answered the question about overall satisfaction 
(e.g. at the top, the 89 who strongly agreed that the range of books meets their 
needs).  This is often slightly less than total in each group, since not everybody 
answered the question about overall satisfaction (12, or 1% of the total did not do 
so).  So for example, while there were 90 Management Centre respondents in all, 
the figure in the chart opposite is 86, because four of them did not answer the 
question about overall satisfaction. 
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97.7Range of books meets my needs - strongly agree  (89) 

Range of printed journals meets my needs - strongly agree  (87) 

Range of e-journals meets my needs - strongly agree  (69) 

Communication between the library and other departments is 
satisfactory - strongly agree  (69) 

The library catalogue is very good  (304) 

Signage in the library is very good  (117) 

Availability of photocopiers is very good  (80) 

Inter library loans service is very good  (149) 

The staff on the issue desk are helpful - strongly agree  (437)  

Enquiry service is very good - strongly agree  (338) 

Current opening hours suits my needs - strongly agree  (219) 

The library induction is very good  (152) 

IT support staff are helpful - strongly agree  (197) 

Enquiry staff are helpful - strongly agree  (498) 

Undergraduates  (754) 

Last visit - used the library to study  (677) 

I feel safe using the library in the day - strongly agree  (797) 

I feel safe using the library in the evening - strongly agree  (496) 

Information skills training is very good  (90) 

Home (UK) students (942) 

Books are shelved in a timely way - strongly agree  (160) 

There are enough computers - strongly agree  (77) 

Average value (1263) 

There are enough computers - strongly disagree  (291) 

Postgraduates - taught  (247) 

Postgraduates - research  (234) 

International students  (305) 

Availability of photocopiers  (174) 

Books are usually on the shelves if the system says they are - 
strongly disagree  (86) 

Range of e-journals meets my needs - strongly disagree  (138) 

Management Centre  (86) 

Books are shelved in a timely way - strongly disagree  (43) 

Range of printed journals meets my needs - strongly disagree  (138) 

Communication between the library and other departments is 
satisfactory - strongly disagree  (103) 

IT support staff are helpful - strongly disagree  (32) 

Inter library loans service is very poor  (30) 

Range of books meets my needs - strongly disagree  (163) 

The Library induction  is very poor  (19) 

The Library catalogue is very poor  (23) 

Enquiry staff are helpful - strongly disagree  (11) 

This chart should be 
read in conjunction with 
the explanation on the 

previous page  

3.5 Opinion ratings 
Overall, the library provides a good service  



COMMENTARY 

 

The top item, “Appropriate heating and ventilation”, is top by 
a highly significant margin in all groups, reflecting the wide-
spread dissatisfaction with this aspect of the present library 
which emerged at the qualitative stage of the study. 
 
Although there are some differences between subgroups in 
the population surveyed, there is nevertheless a high degree 
of consensus about the overall priorities regarding the gen-
eral ambience of the new provision. 

3.5 Overall priorities 

Interpreting the bipolar chart: 
The chart on the opposite page represents the prioritised agenda of 
all 1225 respondents who correctly completed the first paired 
comparison section of the questionnaire.  It shows the relative 
importance that they as a whole placed on each of the 10 issues 
contained in the questionnaire, which relate to the ambiance of the 
new library. 
The numbers at the end of each bar show the percentage of 
respondents who placed that item in the top third of their 
preferences, minus the percentage who placed it in their bottom 
third.  The top item “Appropriate heating and ventilation” scored 
54.9. 
For example, if 85% of respondents placed an item in their top third, 
while 7% placed it in their bottom third, the figure shown will be 78.  
The remaining 8% of respondents who have placed it in their middle 
third are considered to be neutral about the item.  The result is that if 
a bar projects to the right, the respondent group illustrated favours 
that item.  If the bar projects to the left, the item is regarded as 
unimportant by that group. 

The “least significant differences” (LSDs) quoted give the minimum 
figure by which any two values must differ in order for the difference 
to be statistically significant at the 99.9%, 99% and 95% confidence 
levels.  For example, the top issue “Appropriate heating and 
ventilation” (54.9) is a significantly higher priority than “Designated 
noisy and quiet areas” (33.1) at the 99.9% (0.1%) confidence level, 
because the difference between 54.9 and 33.1 is greater than 7.2.  
Similarly, differences which are smaller than plus or minus 3.8 are 
regarded as having no statistical significance because their level of 
significance falls below the 95% confidence level. 



Appropriate heating and ventilation 54.9

Designated noisy and quiet areas 33.1

Natural light 14.3

A clear, self-explanatory layout 13.2

A comfortable, informal seating area 12.6

A spacious feel 4.4

Number of respondents : 1225
Individual lamps on desks-11.8

Living plants-26.0

Art work around the library-43.9

Brighter colours-46.4

Sig.

Levels

Least Sig.

Difference

99.9% 7.2

99.0% 5.4

95.0% 3.8

N.S.

Increasingly Important   

Increasingly Unimportant 

3.5 Overall priorities 



Appropriate heating and ventilation 57.7

Natural light 30.0

A clear, self-explanatory layout 26.4

Designated noisy and quiet areas 18.9

Number of respondents : 227
A spacious feel-0.9

A comfortable, informal seating area-5.7

Individual lamps on desks-7.5

Living plants-18.9

Art work around the library-44.5

Brighter colours-47.6

Sig.

Levels

Least Sig.

Difference

99.9% 16.7

99.0% 12.6

95.0% 8.9

N.S.

Increasingly Important   

Increasingly Unimportant 

3.5 Overall priorities - Postgraduate (research) 



Appropriate heating and ventilation 53.1

Designated noisy and quiet areas 18.5

A comfortable, informal seating area 17.3

Natural light 13.6

A spacious feel 7.0

A clear, self-explanatory layout 5.8

Number of respondents : 243
Individual lamps on desks-2.1

Living plants-27.2

Art work around the library-37.0

Brighter colours-44.0

Sig.

Levels

Least Sig.

Difference

99.9% 16.1

99.0% 12.2

95.0% 8.6

N.S.

Increasingly Important   

Increasingly Unimportant 

3.5 Overall priorities - Postgraduate (taught) 



Open 24 hours 32.3

Places to plug in your own laptop 12.8

Self issue and return of books 7.6

An area to eat your own food 5.7

Lockers 3.0

Number of respondents : 1226
Bookable discussion rooms-3.3

A café-6.4

Vending machines-11.4

A media room with presentation facilities-12.5

A shop-21.1

Sig.

Levels

Least Sig.

Difference

99.9% 7.2

99.0% 5.4

95.0% 3.8

N.S.

Increasingly Important   

Increasingly Unimportant 

3.5 Overall priorities 



Places to plug in your own laptop 38.6

Open 24 hours 26.8

Self issue and return of books 23.2

Bookable discussion rooms

Number of respondents : 228
Lockers-0.9

A café-4.8

A media room with presentation facilities-5.7

An area to eat your own food-12.7

Vending machines-24.6

A shop-27.6

Sig.

Levels

Least Sig.

Difference

99.9% 16.7

99.0% 12.6

95.0% 8.9

N.S.

Increasingly Important   

Increasingly Unimportant 

3.5 Overall priorities- Site one 



Open 24 hours 27.3

Places to plug in your own laptop 17.8

Self issue and return of books 13.6

Bookable discussion rooms 7.4

Lockers 2.5

A media room with presentation facilities 0.8

A café 0.8

Number of respondents : 242
An area to eat your own food-9.5

Vending machines-27.3

A shop-30.6

Sig.

Levels

Least Sig.

Difference

99.9% 16.2

99.0% 12.2

95.0% 8.7

N.S.

Increasingly Important   

Increasingly Unimportant 

3.5 Overall priorities- Site two 
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