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Abstract

Self-service technologies are prevalent in our society, and libraries are no
exception. The general consensus emerging from the literature outlines the main
benefits of self-service implementation: namely resource saving and enhanced
customer services. However a more negative view emphasises potential
challenges such as cost, staff and customer resistance, as well technical
difficulties, not to mention the “dehumanizing of the library”.

Much of this current research has tended to focus on the experiences of larger
urban libraries with correspondingly large budgets and economies of scale. To
address an apparent gap in the literature, this paper aimed to find out how well
self-service is accepted in the small, rural public library of New Zealand by
conducting a case study on one technology at one library: self-issue at Selwyn
Library.

A threefold approach was taken: first the statistics were analysed to give a picture
of what was happening in terms of self-issue usage; second, staff were
interviewed to get their insights and viewpoints; third, customers, both users and
non-users of self-issue, were surveyed for their perspectives.

The study concluded that self-issue did have a place within the small rural New
Zealand public library context. Though some barriers existed there was a section
of library customers who embraced it and staff were positive about the potential
benefits self-issue could effect.

The context also meant that there was a degree of flexibility that may be
unavailable to larger institutions. The dual characteristics of not having expensive
security systems to integrate with coupled with close customer relationships,
allowed smaller libraries to try their own self-issue systems without exorbitant
expenditure.

The study’s main limitation is that it is based on the experiences and data from
one library which has only had self-issue for just over a year, and the particular
situation that exists there may not be applicable to other libraries.

Key words:

Self-service technology, self-issue, rural public library, community library, library
circulation and loans, automation
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Definitions of terms

Likert scale

A rating scale commonly used to assess people’s attitudes to phenomenon of
interest on a continuum, for example from “inadequate” to “excellent”, or
“strongly approve” to “strongly disapprove” (Leedy & Ormrod, 2012, p. 192).

The name is attributable to developer Rensis Likert.

RFID
Radio frequency identification technology that uses a microchip embedded
tag to store information about an item, such as title, accession number and
status (Association of Public Library Managers Inc, 2012, p. 39).
Self-issue

Refers to the process of customers checking out their own items (Holt,

Larsen, & van Vlimmeren, 2002, p. 7).

Self-service technology

Refers to services that customers can now perform for themselves using
automated systems which previously required staff intervention (Holt, Larsen,

& van Vlimmeren, 2002, p. 7)
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Small New Zealand public library

Refers to population size served and items held, rather than physical size of
the library or geographical area covered. In this study this refers to Selwyn
Library which serves a population of 38,855 (Selwyn District Council (b), n.d.)
and holds approximately 100,000 items in its collection (Selwyn Library (a),

2013).
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1 Introduction

We live in a world where a culture of self-service is ever increasing; buying our
groceries at the supermarket, banking via automatic teller machines, check-in at the
airport when travelling (Fitzsimmons, 2003, pp. 443-444), as well as the rapid growth
of e-commerce. As businesses struggle to improve their productivity and efficiency
while simultaneously reducing their costs against global competition, self-service
trends predict further automation with increasingly sophisticated and interactive
systems (selfserviceworld.com, 2013). It is no surprise then that self-service is
prevalent in libraries; for many libraries static or decreasing staff allocations and
limited budgets balanced with increased circulation statistics mean self-service is
viewed as a godsend. Research, predominantly conducted overseas, demonstrates

that it has been widely, albeit not always positively, embraced (Werne, 2007, p. 20).

The general consensus emerging from the literature outlines the main benefits to be
gained from the implementation of self-service technologies into libraries: saving
resources (be they time, labour or money), and enhanced services to customers.
Furthermore, some authors pointed out additional positive outcomes of self-service
such as increased job satisfaction and opportunities for professional career
development, as well as reduced risk of occupational injury. The alternative
perspective reveals that some staff and customers may see self-service in a more
negative light: threatening rather than innovative, with the extreme view claiming it is

responsible for “dehumanizing the library” (Berry, 2004, p. 10). A number of potential

|
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challenges were also noted including costs, staff and customer attitudes, potential

technical difficulties, as well as the significance of keeping technologically up-to-date.

Notwithstanding the polarity of these view-points, the presence of self-service
technology is an accepted norm in many libraries throughout New Zealand, though
the options available vary greatly as sophisticated technologies, such as RFID or
automated returns, can be out of reach of smaller libraries. This may be due to the
large disparity in library sizes and funding in New Zealand public library services: for
example Auckland Libraries serves just over a third of New Zealand’s population with
55 branches over 4,900 square kilometres (Association of Public Library Managers
Inc, 2012, p. 8), whereas Hurunui District covers an area of over 8500 square
kilometres (Local Government Online (a), 2010) home to an estimated 10,476
residents (Statistics New Zealand (e), 2006) with five branch libraries and three

volunteer run libraries (Hurunui District Council, 2013).

Much of the current research tends to pertain to larger, metropolitan libraries and,
while many smaller libraries in New Zealand do offer a self-service option, there is
little information available on their experiences and how the service is perceived by
their staff and customers. This research investigates the usage and perceptions of
self-service technology within the context of the small, New Zealand rural public

library.

|
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2  Statement of the problem

In line with a general trend towards self-service technologies, many public libraries in
New Zealand have implemented self-service facilities to enhance the efficiency and
quality of their services, though the options available vary greatly as sophisticated

technologies can be out of reach of smaller libraries.

Smaller public libraries in New Zealand often serve provincial or rural communities
where both staff and customers may have different experiences and expectations
than in larger urban/metropolitan libraries. For example the existence of close first-
name relationships between the one or two library staff that man the library and

regular customers (who may be the majority).

Little definitive information is available about how self-service facilities are received
within these libraries and whether the potential benefits of such facilities outweigh
the potential challenges of their implementation. This research focuses on one self-
service option, namely self-issue, and investigates it in the context of the small New
Zealand public library. By looking in-depth at the experiences of one library this

research will:

e Explore how self-issue fits into the small New Zealand public library context
by:
a. Ascertaining how well self-issue facilities in small New Zealand public

libraries are received by staff in the library

|
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b. Ascertaining how well self-issue facilities in small New Zealand public
libraries are received by customers in the library

c. Ascertaining how well self-issue facilities in small New Zealand public
libraries are used by customers in the library

d. Determining whether there are any particular factors possibly unique to
small New Zealand public libraries that may influence/affect the use of

the self-issue facility.

e |dentify what, if any, barriers exist to the use of self-issue facilities in small

New Zealand public libraries
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3  Research Questions

The research objective of this study is to investigate usage and perceptions of self-
issue in the context of the small New Zealand public library by addressing the

following questions:

3.1 Usage of self-issue

a. To what extent are the self-issue facilities being used?
b. Who is using the self-issue facilities?
c. What factors may inhibit use of the self-issue facilities?

d. What can be done to improve usage of the self-issue facilities?

3.2 Customer perceptions of self-issue

a. To what extent are different types of customers aware of the self-issue
option?

b. What do customers think of self-issue in their library?

|
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3.3 Staff perceptions of self-issue

a. How do staff feel about the self-issue facilities in the library branch where
they work?

b. To what extent has the implementation of self-issue facilities met library
management expectations?

c. What factors have specifically contributed to the success of the self-issue
facilities?

d. What factors have specifically detracted from the success of the self-issue

facilities?

|
Page 17 of 135



4 Literature Review

A study of the literature surrounding the topic of self-service in public libraries reveals
a number of major themes which may be roughly categorised into Potential Benefits

and Potential Challenges.

4.1 Potential Benefits

4.1.1 Savings

It is no secret that public libraries walk a thin line when it comes to budgets, so
unsurprisingly one of the attractions of self-service for their management and/or
funding bodies is the potential savings to be made (Morris, Thornley, & Snudden,
2001, p. 10). The seminal 2002 report, “Customer self service in the hybrid library,”
claims that self-service strategies can be a significant catalyst for reallocating
resources from traditional processes to “higher-level cognitive tasks (Holt, Larsen, &
van Vlimmeren, p. 13). Brady & al. concurred with this and reported that some
libraries found the implementation of self-service technologies resulted in cost

savings that allowed them to extend their opening hours (2009-2010, p. 16).

As public libraries are notoriously under resourced, it may be naive to think that
funding bodies will not be tempted by the idea of savings through the reduction of
staff numbers. The existence of 100% self-service staff-less libraries such as that in
Singapore (Brady, Kearsey, Monigatti, Sindel, & Tsui-Po, 2009-2010, p. 32) and

more recently in many local Danish communities (Johannsen, 2012), as well as

|
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vending machines, such as the Library-a-Go-Go service in the United States and
Sweden (Kantor-Horning, 2009, pp. 16-17), give irrefutable, if somewhat extreme,

proof that this strategy is deemed viable.

4.1.2 Improved service

In line with the evolution of customer expectations of quicker more efficient library
experiences (Zeiher, 2006, p. 7), much of the literature to-date discusses the

streamlining effects of self-service in libraries, focussing on the:

e reduction of queues
e speeding up of transactions

e freeing-up of staff from mundane tasks

Brady & al. concur with these, pointing out that the flow on effects of efficiency are
that libraries can offer more sophisticated reference services and community tailored
value-added services (2009-2010, pp. 3, 12). Their definition of value-added services
is virtually unlimited, potentially including anything “beyond the core services

expected of a library” (2009-2010, p. 33).

Holt claimed that the meaning of value-added library services was being redefined
by the introduction of self-service technologies (2002, p. 10), emphasising that
making services more convenient and tailored for customer needs is in itself a way of
providing value-added and targeted service (2002, pp. 14, 17). On the other hand
Sheffer draws attention to the fact that self-service can allow greater personal

interaction with customers (2008, p. 7).

|
Page 19 of 135



4.1.3 Staff roles

Not only customers profit from self-service driven efficiencies; staff also benefit
through improved professional opportunities (Brady, Kearsey, Monigatti, Sindel, &
Tsui-Po, 2009-2010, p. 30). Zhong argued that after self-service has been
implemented, staff interactions with customers become predominantly of the more
advanced query types, and emphasised changes to the librarian role, with them
performing in a guiding capacity as “navigators”, rather than repetitive routine tasks
(2007, pp. 103-4). The logical expectation of increased job satisfaction culminating
through professional development of the librarian role is that happier, fulfilled staff

will be more content in their careers.

In this way Sheffer credits self-service as having a positive impact on the recruitment
and retention of library staff. (2008, p. 7). An opposing view reported that some non-
professional staff had complained of an increase in mundane work after the
implementation of self-service, which backs up an earlier forecast that “promises are
frequently made that technology will eliminate dull and repetitive tasks, only for them
to be replaced by equally unexciting tasks” (Morris & Dyer, (as cited in Morris,
Thornley & Snudden, (2001). Self-issue and return systems: experiences in the UK).,
p. 16). However, it was acknowledged that these interviews were carried out early on

in the process which may have skewed/affected the results.
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4.1.4 Reduced injury

Self-service has also been linked to the improvement of working conditions through
controlling the incidence of occupational related injury by many researchers,
including Holt et al., (2002, p. 54),Cunningham (2010, p. 21), and Morris et al (2001,
p. 10). Such occupational related injuries mentioned here are often referred to as
RSI, O0S, GPI or WRULD! (Department for Work and Pensions, 2009) (Southern
Cross Healthcare Group, n.d.). Some libraries reported this as one of their
fundamental reasons for introducing self-service technologies (Brady, Kearsey,

Monigatti, Sindel, & Tsui-Po, 2009-2010, p. 18).

4.2 Potential Challenges

42.1 Costs

While self-service clearly has many potential benefits, there are also a number of
possible challenges to be faced during its introduction; foremost for many libraries is
cost. Although as previously discussed self-service can offer many cost saving
benefits, it represents a significant investment. A correlation between self-service
options and availability, and population size served was demonstrated by Dempsey,
whose report on a Library Journal nationwide survey stated that the larger the
population, the more self-service options were offered (2010., p. 24). This is perhaps
unsurprising when considering the funding base for large libraries versus that for

small libraries; in New Zealand a reported disparity in funding of 50% per person

LRSI - Repetitive Strain Injury,
0O0S — Occupational Overuse Syndrome
GPI — Gradual Process Injury
WRULD — Work Related Upper Limb Disorder
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exists between libraries serving large populations of more than 100,000 as opposed
to those of less than 25,000 (Association of Public Library Managers Inc, 2012, p.

34).

However while the cost of self-service technology is potentially very large, perhaps it
need not be prohibitively so: Dempsey argues it can be a matter of degree. For
example smaller libraries may only adopt aspects of self-service such as user-driven
photocopying or printing, whereas larger libraries may go further with self-issue
and/or returns technologies. Furthermore, she points out that more modest “in-
house” solutions can be investigated such as self-issue stations consisting of a

computer terminal, scanner and receipt printer (2010., p. 27).

4272 Staff attitudes

The majority of studies view the attitudes of staff as a critical factor in the successful
implementation of self-service, but staff may be reluctant to promote a seemingly
job-threatening technology. Fear of job losses is inevitable and not always without
justification (Morris, Thornley, & Snudden, 2001, p. 16): Brady et al. reports that
staffing levels were reduced after the implementation of self-service in one of the
libraries studied and how the staff-less SengKang Library cited cost-cutting as
driving their 100% self-service implementation (2009-2010, p. 17). Back in 1997
Stafford highlighted the importance of open communication throughout the whole
process, (pp. 47-48), and this is reiterated by more recent research: Brady et al.

found a communication strategy essential element to ensure success during a time

|
Page 22 of 135



of change (2009-2010, p. 11), while Zeiher counselled that staff fears must be
acknowledged and addressed to ensure staff are on board before introducing the
new services to customers (2006, p. 8). This was supported by Whitney & Garrett
who advocated extensive training because they found that staff who were not
confident with the technology, were less likely to train customers to use it (2008, p.

10).

4.2.3 Customer uptake

As is consistent with human behaviour, customers often resist the change to self-
service technology (Dempsey, 2010., p. 26). Ensuring customer uptake of self-
service requires a mixture of training, encouragement, clear strategies and a firm
hand. There are a number of reasons customer uptake may be slow. For example

customers who:

e are unsure or afraid of new technology (Werne, 2007, p. 19)
e prefer face-to-face interaction (Dempsey, 2010., p. 26)
e worry about potential threat to staff jobs (Mackenzie & van Vimmeren, 2004,

p. 24).

While staff attitudes are consistently cited as the factor with the highest potential to
influence customer uptake of self-service technology (Zeiher, 2006, p. 7; Holt,
Larsen, & van Vlimmeren, 2002, p. 59), research has also indicated other

fundamental points:

e customers will tend towards what they know unless pushed to do otherwise
|
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e their first experience is pivotal

Zeiher argues that to ensure success, self-service should be practically compulsory
because customers would only accept self-service if it was obviously advantageous
for them and if they had little other choice (2006, p. 7). This view is supported by Holt
and van Vlimmeren who emphasise the importance of the self-service option being
perceived as “an improvement, not an imposition” (2002, pp. 58-59), and Morris et al.
who noted that when other choice is restricted, users will voluntarily opt for self-

service (2001, p. 14).

Once the benefits such as convenience, less waiting in queues and speed are
realised, the customer will likely be a self-service convert, however studies show that
if the customer’s first experience of self-service is less than satisfactory, they will be
unlikely to adopt it for future use. Morris et al. deem a positive first use as vital (2001,
p. 15) and Brady et al. agree, adding that reliability of service is important to build
customer trust (2009-2010, p. 9). Above all, self-service should be easy to use,
conveniently and clearly located, and well supported by staff (Mackenzie & van

Vimmeren, 2004, pp. 10-12).

4.2.4 Paradigm shift

In addition to fostering a positive reception from both staff and customers, successful
self-service implementation needs to be well planned, clearly defined and
understood as encompassing a paradigm shift. The articulation of clear objectives

and outcomes at the outset are recommended (Brady, Kearsey, Monigatti, Sindel, &
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Tsui-Po, 2009-2010, p. 19), particularly a numerical target (Mackenzie & van
Vimmeren, 2004, p. 9) which is important to measure/monitor progress/success
(Morris, Thornley, & Snudden, 2001, p. 11). Zeiher outlines the importance of
promoting the new technologies and ensuring library policies are flexible enough to

accommodate them without causing undue problems (2006, p. 8).

Moreover, full commitment is needed to ensure success; Zeiher agrees with
Dempsey’s notion of self-service options needing to be a “commanding presence” in
the library (Dempsey, 2010., p. 26), reporting that in their research staff found that
one self-service unit did not work, they needed to be part of an overall philosophy of
change within the library (Zeiher, 2006, p. 7). This represents a shift away from
traditionally held library values towards embracing a different dynamic within the
library, one where customers are empowered to take charge of their own library
experience. Brady et al. termed this as a move away from “serving the customer” to
“good customer service” (2009-2010, p. 23), citing one library where staff had to be
re-educated to not intervene unless the customer was having obvious difficulties
(2009-2010, p. 14). This theme is echoed by the distinction between librarians
“helping readers” and librarians “helping readers to help themselves,” elucidated in
Zhong'’s study of self-service in Chinese public libraries (2007, p. 105). This
paradigm shift is illustrated by the transformation of circulation desk staff into
“Information Concierges” (Dempsey, 2010., p. 26) or “roving librarians” (Brady,

Kearsey, Monigatti, Sindel, & Tsui-Po, 2009-2010, p. 13).
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4.2.5 Technical glitches

As always with the introduction of new technology there are some technical hurdles
to be overcome. Many studies reported issues with compatibility and migration
(Morris, Thornley, & Snudden, 2001, p. 12) (Whitney & Garrett, 2008, p. 47), as well
as more fundamental problems such as dealing with payments, fines and secure
material like DVD’s. Dempsey pointed out that such difficulties were not only
frustrating for library staff and customers; they impacted negatively on the library’s
image (2010., p. 26). A possible solution was put forward by Brady et al. who
suggested a phased approach when implementing new technologies to ensure any

technical anomalies are detected and resolved as you go (2009-2010, p. 19).

4.2.6 Maintaining technology

Self-service is not a new concept in libraries, it is widespread and will become even
more so in the future. Therefore it is imperative that libraries keep up with technology
to maintain their competitiveness (Morris, Thornley, & Snudden, 2001, p. 10) or they
risk being viewed as inflexible, uncool or, even worse, irrelevant. Responding to the
changing needs of the community is an important way for libraries to remain relevant
(Association of Public Library Managers Inc, 2012, p. 36) and self-service can
contribute to this by freeing up resources to provide value-added programmes, as
well as facilitating access through extended hours and services (Brady, Kearsey,
Monigatti, Sindel, & Tsui-Po, 2009-2010, p. 13). Childs emphasises the myriad of
attractive options for customers, making it even more important for libraries to
embrace technological change to remain competitive in an increasingly resource-rich
environment (2006, p. 150). In addition to the danger of being labelled Luddites,
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Dempsey rightly bemoans the missed opportunities for libraries that fail to maximise

the potential benefits of self-service technologies (2010., p. 28).
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5 Need for this study

In New Zealand there are many libraries that serve small populations and so have
limited resources with which to work. In areas where the population is 25,000 or less,
the Council spends 50 percent less per head of population on library services than
those serving 100,000 or more, meaning there is a marked disparity in the funds
available to provide services to rural and provincial areas of New Zealand

(Association of Public Library Managers Inc, 2012, p. 34).

While research demonstrates that self-service technologies have both benefits and
challenges, much of the current literature is based on studies of overseas libraries
that serve substantial populations, where economies of scale aid the justification to
install sophisticated, and expensive, self-service technologies. What about the
experiences of the smaller New Zealand public library that may only have a handful
of staff and operates within remote or rural communities; does self-service have a

place there?

To address this apparent gap in the research, this paper examines self-issue in small
rural New Zealand public libraries by concentrating on the experiences of one library.
This research will evaluate practices and policies surrounding the library’s current

self-issue facilities and be of particular value for any future implementations.
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6 Research Design

A case study approach was taken in this research. This comprised a qualitative
methodology where data from in-depth interviews of library staff were augmented by
guantitative analysis of issues statistics and a voluntary survey recording customer

perceptions of self-issue.

The case study approach was deemed appropriate because an intensive analysis of
a process, self-issue, was made for a single entity (Creswell, 2003, p. 17). Moreover
the case study approach allowed for a mixed methodology where both quantitative
and qualitative data were gathered in order to effectively address the research
guestions. This allowed the researcher to collect the widest range of data using the
largest number of techniques possible, providing an informed and well balanced
response to research problems that had both a quantitative and qualitative

dimension (Leedy & Ormrod, 2012, p. 258).

e Interviews were conducted for all levels of staff to ensure different
perspectives were represented in the findings; for example strategic versus
frontline.

e The voluntary self-completion questionnaire was selected as the most efficient
way to conduct a study of library customers across the three branches

offering a self-issue facility.
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7 Library selected for Case Study

Selwyn Library was selected for study because as a small rural public library in New
Zealand it met the criteria for the research. Service is delivered via four community
library/service centres and a mobile library bus. Self-issue is relatively new at Selwyn
Library; three of the branches currently offer a facility and have done so for just over
a year; these three branches will comprise the study subject. The other branch will
be relocating to a larger building which is currently under construction, and plans to
offer self-issue then; this library will not be studied. To date use of self-issue has
been greatly varied, but consistently on the low side (G Walker, personal

communication, 18 January 2013).

Following are overviews of:
e Selwyn District
e Selwyn Library

e Self-issue at Selwyn Library
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7.1 Overview — Selwyn District

The Selwyn District covers an area of 6492 square kilometres (Local Government

Online (b), 2010). The landscape is diverse; made up of the plains where most

people live and the
sparsely populated high
country. The area is <
served by twenty-five
schools and one

university

(www.school.nz, 2009-

2013).
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Figure 1: Maps showing boundaries of the Selwyn district (Selwyn
District Council (a), n.d.) and its location in the South Island
(Wikipedia, 2012).
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Figure 2: Graph showing the Selwyn
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sex (Statistics New Zealand (d), 2006)
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distribution (see Figure 2), with a slightly higher than average number of people aged
under fifteen years; 23 percent in Selwyn compared to 21.5 percent for the rest of
New Zealand, and slightly lower than average number of senior citizens; nine

percent in Selwyn compared to 12.3 percent in the rest of New Zealand.

Note: Data from the recent New Zealand Census carried out on 5 March 2013, will
not be released until December 2013 (Statistics New Zealand (f), 2013) and so was

unable to inform this research.

7.2 Overview — Selwyn Library

Originally begun and run independently for many years by volunteers, library
services in Selwyn were formalised under a paid librarian in the 1990’s. Currently the
Selwyn District is serviced by four staffed branch libraries, a mobile library bus and

the online service available via the Selwyn library website. Total membership is
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currently at around 21,000 (G Walker, personal communication, 18 January 2013),

which represents around 54 percent of the Selwyn population.

The library’s collections comprise around 100,000 physical items, of which
approximately one quarter is on loan at any given time. Collections currently include
books, music CD’s, audio books, newspapers and community publications, DVD’s,
heritage items, reference materials, and puzzles. E-books have recently been added

to the collection (April 2013).

The libraries employ a total of 25 people; a mixture of full-time and part-time roles
amounting to 16 Full Time Equivalents. Due to space constriction two branches have
recently moved to larger new or refurbished buildings, another new facility is
currently being built and the other library will need expansion in the very near future

(G Walker, personal communication, 18 January 2013).

Selwyn Library operates on a budget of just over two million dollars per annum; of
which around 25 percent is earmarked for servicing building capital costs. Funding is
sourced predominantly from residents’ rates payments, though the Libraries are
required by the Selwyn District Council to generate ten percent of their running costs

through library charges. (G Walker, personal communication, 18 January 2013).
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7.3 Overview - Self-issue at Selwyn Library

The self-issue facilities currently available at three of the library branches use open
source software developed by an American librarian, Eric Melton. He wrote a
relatively simple programme that was able to interact with library systems that were
unencumbered by security systems, and put it online for others to use. Selwyn
Library was able to customise the software enough to work with their system and
provide a workable user interface. Equipment requirements for the setup were
minimal and utilised some existing hardware: old computers, screens and mice were
coupled together with some new receipt printers. In the words of the libraries
manager, “it's been a fantastic solution for something we couldn’t otherwise afford”

(G Walker, personal communication, 28 March 2013).
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8 Selwyn Library Branches to be studied

e Township population statistics have been obtained from the Selwyn District
Council website as being the latest official data, however it is acknowledged that

these figures may have increased (Selwyn Growth Projections, n.d.)

e Photographs have been obtained from the Selwyn Library website (Selwyn

Library (b), n.d.) or taken within the libraries, and are used with permission.

o Statistics, averaged over the last four years, have been obtained Selwyn Library

internal reports or from the Libraries Manager and are used with permission.
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Self-issue facility

:‘ : Overview
selwyn library

Township populations 7197
Issues per year 105,515
Visits per year 110,563
Items held 24,423
Staff total (FTE) 3.5

in November 2011.

Rolleston Library was the first branch to
introduce a self-issue option, which it did
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Township population 1473
Issues per year 65,403
Visits per year 78,635
Items held 26,374
Staff total (FTE) 3

A self-issue facility was implemented in
the Leeston Library in January 2012.

Self-issue facility

Location of
issue desk

Location of self-
issue facility

Figure 5 Self-issue facility at Leeston

Library main
entrance

Figure 6 Site map of Leeston Library showing location of self-issue
facility in relation to entrance and issues desk
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Township population 2176
Issues per year 76,345
Visits per year 72,696
Items held 25,244
Staff total (FTE) 3

The self-issue unit was set up in the
Darfield Library in December 2011.

Library main
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Figure 8 Site map of Darfield Library showing location of self-issue facility in relation to

entrance and issues desk
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9 Methodology

This study examined numeric data about the usage of the self-issue facilities at
Selwyn Library, as well as qualitative data regarding how self-issue is perceived by
both library staff and customers. A mixed approach such as taken here allowed for

the topic to be investigated from several differing perspectives.

e Analysis of issue statistics can help paint the picture of how well the self-issue
facilities have been utilised at the different branches offering it as an option.
e The qualitative angle focuses on how the self-facilities fit into the particular

contexts operating at Selwyn Library branches

9.1 Population/sample

9.1.1 Staff

A multi-level investigation was needed to explore different perspectives of self-issue
at Selwyn Library branches (note: only the three branches that currently offer a self-
issue option will be part of this study). The levels consisted of:
e Strategic
o Libraries Manager - one interview was conducted
e Operational management
o Branch managers — two interviews were conducted
= The third branch manager resigned unexpectedly from
Selwyn Library and it was deemed inappropriate to

interview the person filling in
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e Frontline

o Library assistants — three individuals, and one group of two were
interviewed
= Several difficulties were faced when trying to interview
groups of library assistants which resulted in the above
interview configurations:
e Having a small staff base of mostly part-time staff
means they are not there at the same time
e The problem of providing cover for the duration of
the interviews
e The introduction of new staff who were unable to
contribute

e Sickness and willingness to participate

9.1.2 Customers

e The respondents for the Customer Questionnaire were a convenience sample
from the Selwyn Library customer’s population, who frequent the three branches
with self-issue facilities:

o Rolleston
o Darfield

o Leeston
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9.2 Ethical considerations

Due to the mixed methodologies involved in this study, individual applications for
ethics approval were sought and gained for both the staff interviews and the
customer questionnaire. Details pertaining to the different ethics conditions are

discussed in the following sections.

9.2.1 Circulation reports and issues statistics

The research required in-depth access to a variety of library circulation data and
reports. Accordingly, permission from the Libraries Manager was sought and given
for:
e Research to be conducted at Selwyn Library and for Selwyn Library to be
named in the final report

e Data from library reports and the library website to be used in the research

All files containing original raw data or manipulated secondary data were kept secure

through the use of password-protection restricting access to those files.

9.2.2 Staff

Staff were provided with an information sheet (see Appendix 1) by email a week or so
before the interviews were scheduled to take place in order to give them time to ask
any questions they had. As previously stated, arranging group interviews with the
library assistants proved to be problematic and consequently only one “group” was

able to be interviewed, as well as three individual interviews conducted.
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Before each interview commenced, the staff involved were asked to sign a consent
form outlining their permissions and rights regarding the research (see Appendix II).
A different consent form was given to the Libraries Manager (see Appendix Ill) which
contained additional clauses pertaining to permissions for:

e Research to be conducted at Selwyn Library and for Selwyn Library to be

named in the final report

e Interviews to be conducted with staff at the libraries

e Data from library reports and the library website to be used in the research
The Libraries Manager also gave informal consent for the free rental item offered as
an incentive to those library users who completed the customer questionnaire.
All interviews were recorded to enable the researcher to give their full attention to the
interviewee without needing to take notes, as well as ensuring accuracy. All
recordings were transcribed within two to three weeks of the interviews being
conducted, and distributed to the relevant interviewee for approval. Despite
expressing their unanimous embarrassment at what they termed their “waffling on”,
all interviewees concurred that the transcripts accurately portrayed their interviews

and agreed for their answers to be used in the study.

Confidentiality was an important consideration, especially for staff to be able to
speak freely about their feelings without fear of having those views attributed to them
personally. There was an issue that some interview comments could be traceable
due to the relatively small number of participants in the research. To minimise this

risk several measures were taken:
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e Maintain confidentiality through not revealing names or branch when reporting
data from the staff interviews.

e Assign codes to each interviewee and keep raw data secure in password-
protected electronic files

e Findings are presented in such a way to ensure anonymity where practical; for
example as there is only one Libraries Manager it is impossible to do so, but
with two Branch Managers there is able to be a greater degree of

confidentiality such as reporting results as percentages, ratios or proportions.

9.2.3 Customers

Questionnaire forms were made available in each of the library branches with a self-
issue facility for one month. A covering sheet (see Appendix 1V) outlined information
about the research, assured participants of their anonymity and offered them an
incentive; this was in the form of a complimentary rental item such as a DVD or new
release book. The customer received their free item by giving the ripped off cover
sheet to the librarian subsequent to dropping the completed form in the provided

receptacle.

All forms were numbered to ensure data was collected from valid forms only. Implied
consent for use of the customer’s data was taken as given by completion of the
guestionnaire. Customer anonymity was preserved by the following measures:

e No name was required on the questionnaire form, and only basic

demographic data was requested
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e |t was decided not to report the “library branch | would most likely visit”
findings as some of the comments could be traceable due to the small
number of respondents at some libraries, and the close relationships with staff

e Customers were able to fold and place their own completed forms in the

collection box, without needing staff intervention

Signage was provided to each of the libraries to advertise the survey and the
support/promotion of the staff at the libraries was gratefully received. Secure
receptacles were placed at each of the libraries to ensure that completed forms were
kept safe, and were unable to be tampered with after they had been “posted” inside.
These receptacles were constructed by the researcher using covered photocopy

boxes and securing the lids with cable ties.

Tamper-proof slots and cable ties
to hold the lids in place were
used to ensure security

Covered photocopy boxes that
became the secure receptacles
for the customer questionnaire

Figure 9 The "Secure Receptacles" for completed customer
questionnaires, that where placed at each of the library branches
with self-issue facilities
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9.3 Instrumentation

9.3.1 Staff Interviews

The interviews for this research were tailored to each level of staff: senior
management, branch management and frontline staff. They were comprised of both
open and closed questions that were designed to elicit responses appropriate for

that staff member:

o Libraries Manager (see Appendix V) - Fifteen questions covered:
= Big picture view: objectives and targets of self-issue
= Background to Selwyn Library’s self-issue implementations
= Strategy and policy considerations
o Branch managers (see Appendix VI) — Sixteen questions covered:
= Staff acceptance
= Customer acceptance
= Implications for task management/allocation
» Training requirements/issues
o Frontline staff (see Appendix VII) — Eleven questions covered:
= Attitudes towards self-issue
= Impressions of customer perceptions
* Problems/issues

= Changes to their roles
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9.3.2 Customers

The voluntary self-completion questionnaire was made available at self-issue
enabled branches. The most efficient way of doing this was by printing paper copies
that were distributed to each branch (see Appendix VIII for sample questionnaire).
Initially fifteen forms were given to each branch; forms were numbered with a
different sequence per branch to save any confusion when they were collated, for
example 100 series for Rolleston, 200 series for Darfield and 300 series for Leeston.

Additional forms were supplied to the branches if required.

The questionnaire was deliberately kept short and direct in order to ensure the
maximum completion rate. Accordingly it was mainly comprised of check list and/or
Likert rating scale type questions, though there was the option to include qualitative

data through the inclusion of four extra information sections.

There was accommodation made for those respondents who were not self-issue
users and it was stressed to library staff that completed questionnaires for both users

and non-users of the self-issue facilities were desirable.
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9.4 Data collection

9.4.1 Circulation reports and issues statistics

A variety of circulation statistic reports were generated for each of the three
branches that offer self-issue, as well as examination of operational management
data collated from reports and foot-count numbers. It was important to prioritise this
stage of the data collection because Selwyn Library completed a system changeover
to the Kotui consortium at the beginning of April 2013 and it was unclear whether
historic data would be available. All statistics were based on data extracted from the

‘old’ system to show for each branch:

o Self-issued items per month, as a percentage of total issues per month

o Self-issues categorised by customer types (Adult or Child card types) as a
percentage of total issues for specific, given periods

o Self-issue statistics for particular days of the week, as a percentage of
total issues for the same days

o Self-issue statistics for particular days broken into time periods, as a

percentage of total issues for the same days/times

It was decided to collect statistics for the same specific, given periods for the
customer type, days of the week and particular time periods data, because it was
considered impractical and unfeasible to collate these data for the whole year self-
issue had been in operation. Accordingly four individual week time periods were
selected at random to represent ‘normal’ operation of the year, (Note: these included

Saturdays as all Selwyn Library branches are open for the mornings):

e 5 March 2012 to 10 March 2012
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e 23 July 2012 to 28 July 2012
e 1 October 2012 to 6 October 2012

e 18 March 2013 to 23 March 2013

In order to avoid as much as possible atypical results, the weeks selected fell outside
the school holiday periods for the given years. The statistics were collated using
spreadsheets in Microsoft Excel because of its flexibility when recording and
manipulating quantitative data in tables and graphs, and also because the

researcher has some proficiency with the software.

In addition, discussions with relevant staff were held to gain background and
statistical information, as well as ascertaining how to obtain some of the more

obscure data.

9.4.2 Staff interviews

A total of seven staff interviews were conducted at Selwyn Library branches; these
were undertaken all in one day, mainly for reasons of timing and availability, but also
in the interests of obtaining genuine answers and to avoid collaboration amongst

staff.

As stated, interviews were recorded by using recording applications on two different
devices to ensure there were no issues resulting from equipment malfunction. In the
following two weeks, the resulting audio files were transcribed into individual
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documents in Microsoft Word and emailed to the relevant interviewee for approval.

These files were uploaded to QSR NVivo 9 for coding and analysis.

Both audio and document files were organised using the library name and level of
interviewee as the file name, and are kept in a password protected electronic file.

These will be deleted two years after the conclusion of the research.

9.4.3 Customer questionnaire

The completed questionnaires were collected from all the library branches on the

same day, one month after they had been displayed in the branch. The still-sealed
boxes were all opened together and the forms organised according to their number
allocation (example 100 series for Rolleston, 200 series for Darfield and 300 series

for Leeston).

A total number of 59 completed questionnaire forms were collected from the
participating libraries, though there was an unequal distribution from each library with
the majority of questionnaires coming from two branches in particular. Data from

these forms was entered into a spreadsheet in Microsoft Excel.
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9.5 Treatment of data

9.5.1 Circulation reports and issues statistics

In order to obtain the type and level of information desired for the research a number
of reports were used and/or manipulated:
e Self-issued items per month, as a percentage of total issues per month
o Raw data was extracted from an operational management report and
was collated in a spreadsheet. Formulas and graphs were used to
manipulate/display the data.
e Self-issues categorised by customer types (Adult or Child card types) as a
percentage of total issues for specific, given periods
o Raw data was extracted from a report and collated in a spreadsheet.
Formulas and graphs were used to manipulate/display the data.
e Self-issue statistics for particular days of the week, as a percentage of total
issues for the same days
o Raw data was exported from a report into a spreadsheet, where it was
parsed and sorted several times to extract the required statistics.
These figures were collated in another spreadsheet where formulas
and graphs were used to manipulate/display the data.
e Self-issue statistics for particular days broken into time periods, as a
percentage of total issues for the same days/times
o Raw data was exported from a report into a spreadsheet, where it was
parsed and sorted several times to extract the required statistics.
These figures were collated in another spreadsheet where formulas
and graphs were used to manipulate/display the data.
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9.5.2 Staff Interviews

As already stated the staff interviews were recorded and then transcribed. During the
transcription process tentative themes and trends began to emerge that highlighted
similarities and definite points of difference. These were noted and formed the basis

for a coding schedule to be used for organising the raw data from the interviews.

It was decided to use QSR NVivo 9 for coding and analysing the staff interview data
because the data was all qualitative and so required a different treatment than the
statistical quantitative data collected and the quantity of data made it inefficient to
code and organise manually. While time constraints did ensure there was a steep
learning curve required to become familiar with the software, it was decided that the
benefits outweighed the difficulties and a pragmatic approach was decided whereby
the basic features of the software were utilised for ease of coding, and some of the

more advanced, hi-tech capabilities were ignored.

The documents containing the staff interview transcriptions were uploaded to QSR
NVivo 9 and the coding schedule set up. Coding in QSR NVivo 9 is achieved through
the use of Nodes and Classifications. Data is able to be both automatically and
manually coded in a variety of ways in QSR NVivo 9 so that the staff interview data
was coded not only according to the coding schedule below, but also collated at
guestion level for each type of staff interviewed (branch manager, frontline, libraries
manager), as well as by interviewee. This allowed for greater flexibility when
organising and accessing the data, as well as enabling different classifications to be

imposed on the Nodes. The attributes used to classify the staff interview data were:
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e Location

e Staff level

The same coding schedule was used for both the staff and customer data in order to

capture overlaps, and highlight similarities and/or points of difference.

Coding Schedule for Customer Questionnaire
and Staff Interview Data

Usage Customer perceptions Staff perceptions Context
Agerange | Awareness Promaotion Context
Gender Reasons they use it Job Security
Frequency | Reasons they don't use it Changes to role
Evaluation of: Training

+> Ease ofuse

< Convenience

< Position

< Reliability

<> Availability of help

<> Effectiveness ofinstructions

Success factors

Inhibiting factors
<> No card
< Position/location
< Sizelspace
< Technological
<= Touch Screen
< Usabilityfinterface
<> Reliability

Improvements

Staff observations of customer perception

Management expectation

Table 1 Showing the coding schedule used to code data from both the customer questionnaire and the staff interviews
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Figure 10 Screen shot showing the node structure in QSR NVivo 9. Note the Interview questions and Interviewee
nodes can be expanded, hence their 0 references and sources

9.5.3 Customer questionnaire

As previously stated data from the customer questionnaires was entered into a
spreadsheet with each form being represented by one row of the sheet, thus
becoming a single record (Appendix X). Each of these records was allocated a
unique identifier which was made up of a letter and number; the letter corresponded
to the library branch and the number was the last two digits from the original number
allocation of the form. It was decided to use this combination for ease of sorting and
recognition when manipulating large amounts of data. In order to ensure consistency
and as a way of validating the data entered, a series of lookup tables was
constructed for some of the responses, for example:

e The age range
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e Use of both the library and self-issue options

e The Likert scale responses for the evaluation section

It was decided to analyse the customer data using the spreadsheet software rather
than importing it into QSR NVivo 9 as had been done with the staff interview data.
There were several reasons for this:

e The customer data was predominantly check box or Likert scale selection;
there were only four optional sections where the customer was invited to
include their own comments, so the potential amount of qualitative data
analysis required was relatively small.

e Not all of the respondents had chosen to add their own comments to the
guestionnaire, making the actual amount of qualitative data to be analysed
significantly smaller than it could have been.

e Level of expertise and familiarity with the software was also an influential
factor in the decision to use Microsoft Excel for the analysis of the customer

guestionnaire data.

Despite deciding not to use QSR NVivo 9 for the analysis however, it was still
considered imperative to follow the same coding schedule in order to compare and
contrast the different perspectives of self-issue from both customers and staff.
Accordingly the qualitative data from the customer questionnaire was coded by using
a colour coding system, where each cell of the spreadsheet containing particular
comments was filled with the appropriate colour. Where there was an overlap, for

example when a particular comment was coded with two or more different coding
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terms, an appropriately coloured text box was added to the cell to indicate there

were multiple codes applicable to the comment.

Other - comments

regarding
eiperience of se

Example showing the multiple

coding technique used in coding
the spreadsheet containing data
from the customer questionnaire

Too often not working. Slower
than librarians!

Mot sure if all people notice it [fil
as its on the way out of library  |ur

Figure 11 Extract from customer survey data spreadsheet showing multiple coding technique

Colour coding was only applied to those cells containing data appropriate for coding,

for example cells containing age range or gender were not coloured.

|
Page 55 of 135



Coding Schedule for Customer Questionnaire

Customer

Usage . Staff perceptions Context
perceptions
Age range Awareness Promotion
reasons customers .
Gender . - Job security
said use it
reasons customers do
Frequency . Changes to roles
not use it
Evaluation of: Training
Ease of use

Conwvenience
Position
Reliability
Availability of help

Effectiveness of
instructions

Inhibiting factors:

Position/location

Reliability
Size/space
Technological
Touch screen

Usability interface

Improvments

Staff observations of customer perception

Management
expectation

Figure 12 Coding schedule for customer questionnaire

Extraction of various data for statistical analysis was effected by use of sorting and

filtering the data, as well as the coding technique described above.
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10 Findings, Data Analysis and Discussion

10.1 Circulation reports and issues statistics

The first step in answering the research questions regarding the usage of the self-
issue facilities at Selwyn Library was to analyse the data from a number of different

circulation reports.

10.1.1 Self-issues per month

The monthly issues statistics for each library were entered in a spreadsheet showing
the total issues for the month as well as the total self-issues for the month. From

these figures the following statistics were calculated:

e a percentage of self-issue per month for each library from when they first had
self-issue available until February 2013
e the average percentage of self-issue for each library based on how long they

had offered a self-issue option and until February 2013

Various graphs and charts were also generated to aid analysis and understanding of

what the statistics were showing.
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Monthly figures for self issue use

5 = S S S S S S S n i S S > 21 9
> O : o o L > - I o o o > %) - o
s g 5 X S g 2 3 3 2 3 S 5 8 g i
Darfield
Self issue 405 1036 807 798 864 450 792 866 795 286 396 618 454 863 804
Total issue 5379 8140 6432 6807 6,973 6,078 6,127 6,870 5,836 5,384 6,379 5,553 4,472 7,007 6,432
Self issue % 7.5% 12.7% 12.5% 11.7% 12.4% 7.4% 12.9% 12.6% 13.6% 5.3% 6.2% 11.1% 10.2% 12.3% 12.5%
Leeston
Self issue 136 154 285 261 0 198 377 530 574 393 476 242 589 157
Total issue 5630 5236 5784 5,238 5,773 5,254 5,923 6,134 5,275 4,974 5,507 3,699 5,628 5,236
Self issue % 2.4% 2.9% 4.9% 5.0% 0.0% 3.8% 6.4% 8.6% 10.9% 7.9% 8.6% 6.5% 10.5% 3.0%
Rolleston
Self issue 557 1098 1450 2039 2752 2,639 2,945 339 1,619 1,817 1,359 2,456 1,367 1,236 1,564 1,995
Total issue 8881 6381 10261 9504 9889 10,312 10,533 8,867 9,972 9,550 7,982 9,953 8,205 6,597 9,800 9,504
Self issue % 6.3% 17.2% 14.1% 21.5% 27.8% 25.6% 28.0% 3.8% 16.2% 19.0% 17.0% 24.7% 16.7% 18.7% 16.0% 21.0%

Table 2 Monthly issues figures for Darfield, Leeston and Rolleston for period November 2011 to February 2013.
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Comparison of monthly self-issue statistics since implementation

® Darfield

B Leeston

B Rolleston

Chart 1 Comparison of monthly self-issue statistics for the three self-issue enabled branches, from implementation
until February 2013

Definite differences in the level of self-issue usage could be seen between the three
library branches. There was an expectation that the first few months may be low as
customers became aware of the new option, though there had been ‘coming soon’
signage advising of the change in the three branches. This is borne out for Rolleston
and Leeston who each took several months to come up to their average usage
figures as shown in Table 3. However Darfield seemed to hit relatively high usage
almost immediately. From the statistics shown here there is no indication of a trend
towards increased uptake of the self-issue facilities at Selwyn Library over time.
Rather there seems to be more a pattern of evening out, this is especially noticeable
in the last four months of statistics and patrticularly for Darfield and Rolleston
branches. Furthermore, where there has been a period of equipment failure such as
it is assumed occurred in Rolleston in June and Leeston in May, there seems to be a

period of sporadic use before picking up again.
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Average usage per
month

Darfield
Self issue 682
Total issug 6258
Self issue 10.9%

Leeston
Self issue 336
Total issug 5792
Self issue 5.8%

Rolleston
Self issue 1702
Total issug 9137
Self issue 18.6%

Table 3 Average self-issue usage from implementation to Feb

% Self-issue of total issues % Self-issue of total issues
Darfield to Feb 2013 Leeston to Feb 2013

% Self-issue of total issues % Self-issue of total issues
Rolleston to Feb 2013 to Feb 2013

'18.6% ‘ 13.3%

Chart 2 Average percentage of self-issue statistics for the three self-issue enabled branches and
collated figure for Selwyn Library self-issue as a whole, from implementation until February 2013.

There were also some fluctuations apparent in the figures:

e Leeston had zero self-issues in May 2012
e Darfield showed relatively low figures for self-issue in September and October
of 2012

¢ Rolleston showed unusually low statistics for self-issue in June 2012
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From other statistics calculated it was revealed that the Darfield self-issue facility had
been out of order for several weeks during the period of low figures recorded above,
and it was a reasonable assumption that this was the same for the other libraries as
well, though none of the branches keep a formal register of problems with self-issue

equipment.

It was recognised that these lower figures would skew the average self-issue
statistics for each of the branches and the figure across Selwyn Library self-issue as

a whole, but it was decided to include them for the following reasons:

e in ‘normal’ conditions it must be expected that there will be times when
equipment failure interrupts day-to-day usage
e itis an accurate portrayal of the actual statistics for the time period; shows

what did happen rather than expected or projected figures.

A further factor to be taken into consideration when reading the statistics was the
fact that Rolleston branch was the only Selwyn Library branch in the study to have a
late night opening each week. Every Thursday night the library remained open until
8.00 pm rather than the normal 5.00 pm closing. It was recognised that this may
skew the Rolleston branch average slightly higher each week due to the longer

opening period.

While much of the circulation analysis included statistics taken from March 2013, the

total figures for this month were unavailable at the time this data was collected and
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so monthly reporting was only able to be recorded until February 2013. It was
decided to include data for a week in March 2013 in other statistical analysis as

being the most current and therefore up-to-date information available.

10.1.2 Self-issues by card types

There were six different card types at Selwyn Library, these consist of:

Membership details

Adult; 18 years or over — fees and overdue charges apply
Junior; under 18 years of age — few fees and no overdue charges apply

Bulk issuing for institutions, housebound, sight or hearing impaired
customers — no fees or overdue charges apply

Staff; includes library and council workers, as well as library volunteers —
no fees or overdue charges apply

Temporary; for customers who wish to join on a pay-as-you-go basis.
Mainly used by customers who may work in the Selwyn area but live
outside it — fees and overdue charges apply

Christchurch City Libraries members; a new card type set up after the
Canterbury earthquakes during an amnesty period when many of the
Christchurch City Libraries were unable to open — fees and overdue
charges apply

Table 4 Membership types at Selwyn Library

Reports were able to be produced to extract all daily transactions for each branch

classified by:

e type of transaction
o and within transactions by issues

= and within issues by self-issue
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e and within self-issue by card type

These figures were used to calculate the statistics and charts showing the numbers
and percentages of self-issues at the three self-issue enabled branches of Selwyn

Library.

As discussed previously it was decided to calculate statistics for four representative
weeks of the period that self-issue has been available. The four periods had been
selected at random at the outset of the data collection phase of the study and were
as follows:

e 5 March 2012 to 10 March 2012

e 23 July 2012 to 28 July 2012

e 1 October 2012 to 6 October 2012

e 18 March 2013 to 23 March 2013
These periods also included times when the self-issue facilities were not available
and so the same fluctuations of use were understood to also exist within the self-

issue by card type statistics.
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Selfissue by card type
S o 3 o S 9o S 3 >
828 Eeb 2e8 ge8 5
8 S 2 3 3 8 2 q 2
Darfield  Adult 115 54.2% 92 60.1% 0 86 81.9%| 65.4%
Junior 93 43.9% 59 38.6% 0 16 15.2%| 32.6%
Other 4 2 0 3
Deviations 17 4 0 2
Total 212 153 0 105
Leeston Adult 8 25.0% 30 22.4% 36 37.9% 19 29.7%| 28.7%
Junior 20 62.5% 98 73.1% 59 62.1% 45  70.3%| 67.0%
Other 4 6 0 0
Deviations 0 2 3 13
Total 32 134 95 64
Rolleston Adult 147  48.7% 142  36.6% 204  41.0% 156  31.6%| 39.5%
Junior 153 50.7% 246 63.4% 265 53.2% 338 68.4%| 58.9%
Other 2 0 29 0
Deviations 4 2 32 9
Total 302 388 498 494
Notes:
Other = CH, BU, S card types
Deviations = IRI. These figures were notincluded in the analysis.

Table 5 Showing self-issue by card type for four specified weeks

The raw data revealed some Deviations coded as self-issue returns. These are
technically impossible and attempts to deliberately replicate these occurrences in
order to understand exactly what was happening were unsuccessful. On further
investigation it was believed that these occurred when customers had scanned an
item twice by mistake in quick succession, or possibly when little children were
scanning items in order to hear a beep. These figures were not included in the

calculations on the assumption that

e They were not genuine self-issue operations

e The issue part of the transaction would be included in the appropriate card
type totals

e Library management was aware of the problem and had investigated both the

extent of it and ways to prevent it.
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The statistics showed that there appeared to be variation in who preferred or chose

to use the self-issue facilities at the particular branches:

e At Darfield statistics suggested that those customers using an Adult card were
more likely to choose the self-issue option, as for each of the weeks studied
Adult card type self-issues were consistently higher than those from
customers who used a Junior card type. The last week indicated a particularly
high statistic for Adult self-issues and a relatively low week for Junior self-
issues and, as previously stated, the third week studied had zero self-issues
due to equipment failure. The total number of self-issues had a high degree of
fluctuation between the various weeks; lowest 105 and highest 212 making

just over 100% variance between the highest and lowest self-issue total.

e Leeston statistics for self-issue were almost completely opposite to those of
the Darfield library. They indicated that far more children chose the self-issue
option than adults, and the proportions were relatively consistent over the four
weeks studied. One possible explanation for this is that classes from the local
school were using this branch while their school library was being refurbished;
this has since ceased but it is too soon to see if this will affect the self-issue
statistics. However there was a lot of difference between the total number of
self-issues carried out during these periods: lowest 32 and highest 134

making a difference of 320% between the highest and lowest self-issue total.

¢ Rolleston library showed a more even distribution between Junior and Adult
card types, but with a definite weighting towards Junior card types. The total

self-issue figures were also the most consistent of the three branches, with a
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65% fluctuation between the highest and lowest self-issue total; though it was
recognised that higher issue numbers over all may tend to smooth out

fluctuations.

Self-issue by card type: average for Self-issue by card type: average for
selected weeks - Darfield selected weeks - Leeston

Adult
Card

Junior
Card

Junior

Adult Card

Card

Self-issue by card type: average for
selected weeks - Rolleston

Adult

] Card
Junior
Card

Chart 3 Averages of self-issue by card type for selected weeks

10.1.3 Self-issues by time period

The process for calculating the statistics for self-issues by time period was a
reasonably lengthy one involving relatively large amounts of data. The same four
week period as in the previous section was used for each library branch, with the
same provisos as previously noted. As there was no system report to extract this
information it was necessary to obtain complete transaction lists for the days in
guestion and export this data into Microsoft Excel. For each of the libraries in
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guestion this was a substantial number of transactions and, it was felt, justified the
decision to select four weeks as representative of the year of self-issue use. The

numbers of transactions were as follows:

e Darfield - 13,150 lines of data
e Leeston - 11,451 lines of data

e Rolleston - 21,929 lines of data

Once the raw data had been parsed into a spreadsheet it was sorted by date and
then transaction type to group the ISI transactions denoting self-issue, together. The
sorted data remained in time order within each of the days and transaction types. All
self-issue transactions were highlighted for each date to make them easier to locate
within the spreadsheet. It was decided to leave them within the context of the
particular day rather than sort all the self-issues together in case any further

information of interest was revealed.

Note: screen shots of the raw data have had columns containing personal customer

information hidden to preserve confidentiality.
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14129 1210 9742 3/10/2012 15:44 Rolle BH RO 1S Issnew 25980820 Atany price 0
14130 1210 9743 3/10/2012 15:45 Rolle BH RO 1S Issnew 37882261 The iron cage 0
14131 1210 9763 3/10/2012 15:57 Rolle IS RO IS Iss new 37915035 The visitor / Lee Ch 0
14132 12 10 9764 3/10/2012 15:58 Rolle IS RO IS Iss new 38021227 10th anniversary / 1.5
14133 1210 9765 3/10/2012 15:58 Rolle IS RO IS Iss new 38099732 The affair / 1.5
14134 1210 9838 3/10/2012 16:23 Rolle IS RO IS Issnew  3383683X Oink?/ 0
14135 1210 9839  3/10/2012 16:23 Rolle IS RO 1S Iss new 37936658 Baby dolphin's busy 0
14136 1210 9840 3/10/2012 16:23 Rolle IS RO IS Iss new 28181935 Seven sillies 0
14137 1210 9841 3/10/2012 16:23 Rolle IS RO IS Iss new 37889933 The big pancake / 0
14138 1210 9843 3/10/2012 16:23 Rolle 1S RO 1S Issnew 33578833 Flynn flies high / 0
14139 1210 9844 3/10/2012 16:23 Rolle IS RO IS Iss new 37884770 Cow's big kick / 0
14140 1210 9930 3/10/2012 16:58 Rolle IS RO IS Issnew  3556160X Listen / 0
14141 1210 9931 3/10/2012 16:58 Rolle 1S RO 1S Issnew 25945822 White 0
14142 1210 7303 3/10/2012 9:36 ilo} RO 151 Iss new 37751161 Bloodhound /
14143 12 10 7306 3/10/2012 9:37 D RO 1S Iss new 38046214 Disney Magazine =
14144 1210 7307 3/10/2012 9:37 D RO 151 Issnew 28176050 Zack's alligator and
14145 1210 7308 3/10/2012 9:37 ilo} RO 151 Iss new 37933847 Thea Stilton and the
14146 12 10 7310 3/10/2012 9:39 D RO 1S Iss new 37743940 Razorbites /
14147 1210 7311 3/10/2012 9:39 D RO 151 Issnew 37748604 Powerball /
14148 12 10 7312 3/10/2012 9:39 ilv} RO 1S Iss new 37934080 Fossil fury /
14149 12 10 7313 3/10/2012 9:39 D RO 1S Iss new 28124386 The Red Sea sharks

14150 12 10 7314 3/10/2012 9:39 D RO 11 Issnew 38011020 The broken ear /

Table 6 Screen shot of raw data showing selection of self-issue records

Then it was simply a matter of transcribing the number of self-issues for each time
slot into another spreadsheet. Time slots were half hour periods starting from the
library opening time of 8.30 am until the closing time of 5.00 pm, with the exception
of Thursday which is a late opening night at Rolleston and so the time slots extended
until 8.00 pm. Also of note is that while Saturdays showed the same time slots, it was
understood that all branches were open for only a brief period of three hours:
between 10.00 am and 1.00 pm for the first three weeks in question, and new
summer hours of between 9.30 am and 12.30 pm for the week in 2013. (Note: these

hours were subsequently adopted as the ‘normal’ Saturday hours henceforth).

As with the self-issue by card type statistics, some IRI self-issue return deviations
were noted. These were highlighted a different colour and the totals were also

recorded where they occurred.
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Another interesting anomaly was revealed in the examination of the self-issue by

time period data. This was a couple of instances where self-issue transactions were

recorded outside of normal work hours for that particular day. This only occurred at

Rolleston branch and, on further investigation, appeared to be when Community

Centre staff (who share the library building space but are open longer hours) had

apparently made use of the library themselves, or possibly allowed members of the

public in to the library afterhours. This had since been picked up by management

and stopped.

The spreadsheets (see Appendix IX) containing the distilled self-issue by time period

data was coded to aid readability as follows:

Colour key for Timed statistics spreadsheets

Late night (Rolleston only)
Anomalies

- Deviations

Table 8 Colour coding key for self-issue by time period data

Totals
Saturdays
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From the data captured in the spreadsheets, an average weekly distribution was
calculated to graph the results in order to see fluctuations in the use of the self-issue

facility.

The figures were calculated by totalling the number of self-issues per time slot for the
specified weeks, and then dividing them by the number of weeks; for Rolleston and
Leeston libraries this was four weeks. For the Darfield branch, who's self-issue had
been non-operational in the week of 1 October 2012 to 6 October 2012 (and a
couple of days into the following week), the average was done over the other three

operational weeks.
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Average distribution of self issue by time period - Darfield
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Chart 4 Average distribution of self-issue by time periods
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These graphs offered a clear and simple way of viewing the average trends of self-
issue usage throughout a ‘typical’ day. Observations made were:

e While there were some distinct differences within the trends of self-issue use
at each branch, it seemed that there was a universal significant lull in use at
some point in the early afternoon, though Leeston was the only branch to
have no activity between 1.00 and 2.00 pm.

e Both Darfield and Rolleston showed spikes in use round mid-morning, which
could indicate busy times when parents call in after the school run

¢ Rolleston showed a significant spike in self-issue use over the immediate pre-
lunch period

e In general Rolleston usage contained more peaks and troughs than the other
two branches

e Leeston use peaked at 2.00 to 2.30 pm and had another spike just on closing
time

e Late night use at Rolleston was low, though this could mirror actual library use
during this time; anecdotally the library is not particularly busy in the last hour
of being open (C Walker; Rolleston Librarian, personal communication 10

May 2013).

It was decided to add the distribution of the total issues for each individual time slot
in order to see if significant patterns emerged. This involved repeating the process
required for calculating the self-issue statistics for each time slot, but this time taking
the total issues for the particular time slot. These figures were also averaged over

the four weeks (or three weeks in Darfield’s case). By adding this series of data to
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the graphs it was possible to see how the trends of self-issue usage did or did not

follow busy times at each library branch.

This was shown to be the case as the peaks and troughs of library issues were

generally echoed by those of self-issue.
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Average weeks aggregated distributions by time period -
Darfield
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Chart 5 Aggregated distribution of self-issue by time periods — comparison self-issue with totals
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10.1.4 Self-issues by week days

The data captured in the timed statistics spreadsheets was also used to calculate a
daily average distribution which was used to graph the averages for each day of the
week for each branch. This was a simple way of visually comparing the self-issue

usage over a ‘typical’ week for the branch.

The figures were calculated by totalling the number of self-issues per time slot for
each of the days of the specified weeks, and then dividing them by the number of
weeks; for Rolleston and Leeston libraries this was four weeks. For the Darfield
branch, who'’s self-issue had been non-operational in the week of 1 October 2012 to
6 October 2012 (and a couple of days into the following week), the average was

done over the other three operational weeks.
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Average daily distribution of self issue - Darfield
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Chart 6 Average daily distribution of self-issue by time periods — Darfield and Leeston
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Average daily distribution of self issue - Rolleston
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Chart 7 Average daily distribution of self-issue by time periods — Rolleston
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These graphs effectively expand the previous weekly average graph and reveal

where some of the peaks and troughs have come from.

e For example the graph for Darfield showed a particularly high peak in self-
issue usage on Saturday late morning, indicating a possibly popular or busy
time. Likewise Friday morning showed a significant period of use, and the
afternoon a consistent period of use.

e Friday afternoons in Leeston were also a relatively busy time for self-issue,
though Mondays seemed pretty slow. A peak in the usage on Thursday
mornings could be due to Storytime held in the library between10.30am and
11.00 am, though this did not appear to influence the other two branches
whose Storytimes were Rolleston between 9.30 am and 11.00 am Tuesdays,
and Darfield Mondays from 10.00 am until 10.30am.

¢ Rolleston’s busiest period was Thursday, occurring between 3.00 and 4.00
pm; perhaps a significant factor was what classes were held at the Rolleston
Community Centre before/after this time. Saturday mornings were also a

period of relatively high usage.
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10.2 Staff interviews

The second step in answering the research questions regarding the usage of the
self-issue facilities at Selwyn Library was to analyse the data from staff interviews.
As previously stated, these were conducted across all levels of staff to get a rounded

picture of how self-issue is perceived from all perspectives.

Answers from the questions posed during the staff interviews were coded according
to the coding schedule (pages 52 and 53), and this analysis will follow that basic

structure and be grouped where practicable.

10.2.1 Job Security

There was some discrepancy between library management and frontline staff
regarding the question of whether self-issue was or could be seen as a threat to staff

employment.

Contrary to the view postulated by Morris et al. that fear of job losses is inevitable
(2001, p. 16), frontline staff at Selwyn Library were unanimous in their view that they

did not see self-issue as a direct threat to their jobs:

e There are too many other jobs to do. People do need help all the time. | think
we’'ll always be needed basically

e It might sort of lessen the amount of library assistants that are needed in the
long run but | don’t think it would be a threat wholly to the position of library

assistants
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Library management views seemed to indicate that it was believed there had been
some concern regarding job security from staff and even, occasionally, from

customers:

e | think some people were concerned — “Oh no it’s the beginning of the end, it’s
a way of cutting down the staff”

e | think | have noticed a few older people sort of joke and say we’re doing you
out of a job. ... | think there is a small section of the community who maybe do

see it as taking work away from us

10.2.2 Changes to roles

In general frontline staff had embraced the concept of self-issue positively:

e [ think it’s great, | think we could have a lot more of it.

There was concurrence among all staff that self-issue could save staff time from the
repetitive task of issuing, thereby freeing them up for other tasks:
e [t enables you to do other things that wouldn’t have normally got the time for
e | think we should be out in the library a lot more than what we are probably.
e | think other staff are probably really happy about it because it does free them

up to do those other jobs and maybe more challenging activities

From a management perspective this has had the added bonus of stretching a small
staff to be able to cope with increasingly busy libraries in New Zealand’s fastest

growing district:
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o If we have 20% in each library then that’s 60% of a fulltime job, that’s $30,000
a year, that’s a saving for the library. Then we can make our existing staffing
go further

e Circulation has increased with more people coming to [branch] too. Logically

that must have freed us up a little bit more

This may have had some bearing on the views of some of the staff who reported that

the implementation of self-issue had not really changed library roles significantly:

e [ don't think there has been much change to be honest.

e [ don’t really know that we have noticed a huge impact because | think libraries
are the sort of places where you always have extra tasks to do

e [t’s probably a really hard thing to measure, | mean when you think that we must

have 25-30% going through it must have made a difference

10.2.3 Training

Training for staff regarding self-issue at Selwyn Library was not undertaken in any

formal manner

e | guess in some ways it did just kind of arrive but at the same time there’s not
really any training to be given in terms of staff

e Well, it's not a hugely different technology and we just got introduced to it and
we’ve sort of gone with the flow really so, probably we had all the training we
really sort of needed
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e ...ideally we should be pushing our staff to do better education, standing there
helping people, responding really quickly if the thing goes ‘dong’ instead of
‘ding’ and showing people the right way because once they know they know

forever

This appears to have resulted in some contradictory views between what is
perceived by management and what is actually thought by frontline staff, especially

in term of confidence when dealing with any problems that arise.

e No | think it arrived and they showed us how to turn it on, swipe the card,
swipe the book, there you are. Minimum of training | think we have had
e Not really, | have to say if the thing crashes | have no idea what to do with it.
e No, it’s only by chance that | kind of know that there is a password on the
underside of it to reboot it up.
Oh is there, well that’s news to me.
e [t was just kind of put there wasn't it and then “there’s the self-issue machine”
e Not particularly, if it goes down you are never really sure what to do. | sort of

switch it off and switch it back on and hope for the best.

According to the literature, staff who are not confident with self-issue are less likely
to train customers to use it (Whitney & Garrett, 2008, p. 10), and this seems to be
partly borne out at Selwyn Library. When asked whether the self-issue was actively
promoted in their library branch, answers were mixed, but tended towards the

negative:

e Yes, | would say we do actively encourage people to use it
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e Honestly no | don't think | ever think about it...it just sort of sits over there...
e No, people tend to see it and use it. If they are at the desk then they want to
be at the desk.

e [wouldn’t say | did.

10.2.4 Successes

Potential savings in any form are always attractive to public libraries due to their
chronic under resourcing (Morris, Thornley, & Snudden, 2001, p. 10) and Selwyn
Library proved no different. The main success factors to emerge were improved
customer service and savings:
e It helps free up our staff because we are understaffed quite chronically
e customers’ have a choice and staff time is being saved so I'd say it’s been
successful... If we have 20% in each library then that’s 60% of a fulltime job,
that’s $30,000 a year, that’s a saving for the library

e Gives you more time to help those customers who actually want help

Other staff comments emphasised how self-issue helped ease congestion at busy
times and saved customers’ time. These views were undermined somewhat by a
management staff member who pointed out:

e e are a size where queues are not really an issue

e | think that to be honest self-issue isn‘'t that much faster or easier

One of the difficulties in looking at how self-issue has worked well in the library is
that too often successes are not acknowledged and it is only when things go wrong

that people tend to comment, in the words of the Libraries Manager:
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e when it breaks down | start getting told “people are complaining, they really

like using self issue”. They never say it’s good when it’s working...

Some staff did acknowledge that self-issue could help to minimise the incidence of
occupational related injuries:

e | am quite happy for anything that reduces the impact ...for us

10.2.5 Inhibiting factors/Improvements

The findings for what are considered inhibiting factors were found to often lead
logically to what could be done to make things better and for this reason they were

grouped together under various categories:

e Awareness
Several staff reported that they felt that many customers were not aware that
there was a self-issue option at Selwyn Libraries:

o alot of people we notice that come down from Christchurch will come
up to the counter and we’ll issue their books and they’ll say “you should
get a self-issue machine” — we say there’s one just over here by the big
notice....

This was backed up by the respondents in the customer questionnaire who
indicated they were unaware of its existence. Other staff pointed out that the
setup of the self-issue facilities were such that it was not instantly

recognisable:
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o people just think it's another computer and not a self-issue. It’s not

obvious what it’s for

e Position/location and Size/space
This was mentioned by some staff as affecting customer uptake, though lack
of space in some of the branches was acknowledged as an influential factor in
placement.
o I'm certainly aware that our self issues are affected by the location of
the machine
o I don’t think there is any other place we could really put it because we

are pushed for room, but | think it could be set up a bit better maybe

Possibly more of an issue was the physical setup of the facility such as the
size and height of the surface it is on. Many staff (and customer questionnaire
respondents) felt there was insufficient room to accommodate a pile of books
and/or a bag while issuing. The height of some facilities was acknowledged to
be good for children, but too low for adult customers to use comfortably.
Suggestions of different locations or trying to make it look more prominent or

obvious were put forward.

e Technology and Usability/interface
Many issues were mentioned that staff felt could discourage people from
habitually using the self-issue facilities. These pertained to:
o Scanning issues such as scanning the ISBN rather than the library

barcode
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o Pay-for items — DVDs need to be unlocked and payments need to be
made at the issues counter

o Need to have library card with you

o Receipt printer issues — prints a long “wasteful” slip and when it runs
out of paper

o Unable to issue if there are overdues or money owing on card

There were also some technical issues that could pose difficulties for staff
such as customers removing items that have not actually been issued. Due to
the lack of any security system, there is no sure way to prevent this
happening, however in the context of Selwyn Library with its close customer
relationships, this was not perceived as a huge problem:
o I'm pretty happy that given the nature of our community and library
users in general that 99% of those books come back because people

just get all their library books and bring them back

One of the most widely cited improvements from staff and customers was to
have the self-issue facility touch screen. It was felt this would be more intuitive
for people to use:
o touch screen... You kind of expect that, because the supermarket ones
are aren’t they. They are all touch, so | think people just assume, it’s a

big screen with a big box...

¢ Reliability
Touted as imperative to building customer trust ( (Brady, Kearsey, Monigatti,
Sindel, & Tsui-Po, 2009-2010, p. 9), reliability of the self-issue service
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attracted a slightly negative response from some staff as well as customers.
Eliciting the only ‘strongly disagree’ response recorded from the entire
customer questionnaire, some staff comments supported the view from Brady

et al:

o people say ‘it hasn’t given me a receipt” or whatever, so they are not
sure about actually using it and maybe next time they won’t go back
and use it because it’s kind of a waste of time if it’s not working
properly.

o Ssometimes it just doesn’t work, | think mainly when people scan their
card and their name doesn’t come up that instant, they just keep
scanning it so | think it sometimes gets overloaded so then we've got to

actually restart it.

10.2.6 Management expectation

When asked about how well implementation of self-issue at Selwyn Library has met
management expectations, the response was overwhelmingly positive, but with an
admission that perhaps there was room for improvement.

e it needs a bit more care and attention to try and make it more effective and
I've got a lingering sense of quilt about that ... we could have maximised it
more

e 20% is a reasonable kind of percentage to get through but if we could push it
up if we could get it 25, 30, 40, 50% there would be a huge difference in the

way our libraries worked.
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It was generally felt that having self-issue as an option was an important but not
crucial part of customer service at Selwyn Library:
e |thinkitis really great to have in there as an option but | also kind of feel like
you know we don't want that to be the only option or make it really obvious
that is the preferred option

e | think it’s still seen as an optional extra here. It’'s a bonus sort of thing.

Partly this was seen to stem from the context of Selwyn being made up of smaller,
more closely knit communities:

e jt’s such a community friendly atmosphere, most people want to chat and say
how’s your family and what a nice day and that sort of thing.

e a small community and one where people seem to know each other so much,
they quite value that over desk interaction...Not that the customer interaction
is a bad thing, I actually think that is a really valuable part of what libraries do,
particularly smaller community libraries like us; sometimes we are the only

people that someone does talk to for a day

Though it was acknowledged that those customers coming to Selwyn from other
library areas would be accustomed to having self-service as an option:
e customers kind of expect it, | mean they have come from other library systems
and they like to be just able to come in and do their thing and get out quickly
e Lincoln and Rolleston are getting a lot of people coming out from town and

they come with an expectation, they’ve had self-issue at New World and their
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previous libraries in Hornby or wherever so | think it's become a thing that’s

expected even if people don’t choose it

In line with the literature regarding self-service technologies in general, the future
direction for self-issue at Selwyn Library is to increase its usage while simultaneously
maintaining customer service:

e | think all libraries have the same strategy with self-issue which is to push
towards maximising it, you want 50%, 90% going through self-issue so you
free the staff up for other things.

e the main thing is that people have a really good library experience when they

come in

However with staffing levels being so low, the current rate of self-issue usage is not

enough to result in any significant change in staff roles, it just tends to be making the

job slightly easier

e we haven’t come up with a plan of hey you are saving this much time you can
do this and this, but because we are always trying to do twice as much as we

should be, it just makes it a little bit easier to try and do that.

10.2.7 Context

One of the key areas for this research was how well the self-issue fitted into the
small rural public library in New Zealand, so the question of context was a very

important one. As already stated Selwyn was seen as being made up of small,
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closely knit communities, though it was acknowledged that there has been rapid
growth in many towns particularly Rolleston. Despite this, however, the context is still

regarded as a highly significant factor at Selwyn Library:

e | think the drive to talk to someone is a lot bit stronger here than in say a busy
Christchurch library. We have a greater proportion of people we know by
name and vice-versa and have relationships with so | think that will always be
a factor at smaller libraries that people, they feel that they are rude if they
don’t come and talk to you today

e | think a lot of people, particularly those who live on their own, come in for
somebody to talk to and it’s often why they come to the desk because they
get a chance to talk to someone.

e | think a lot of our customers are a bit shy about using it and we do get a lot of
customers | think that do actually want to have a chat and actually say oh well
if I use that | won’t get a chance to have chat with you and that’s actually part

of the whole library experience for them

The fact that there are, and always will be, some people who just prefer the human
interaction was supported by findings from both the staff interviews and the customer
guestionnaire. Conversely there are, and always will be, some people who naturally
gravitate towards self-service. Finding the balance between maximising use without
forcing people into using technologies they are uncomfortable using is seen as the

key to success at Selwyn Library:

e | think we have taken the easy percent so the 20% who natively want to use it
and we haven't forced anyone else on to it
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e | guess what you want to keep in mind too is that customer service is the main
thing that we’re focussed on and you kind of feel like you don’t want to push

anyone in to doing anything they are not comfortable with.
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10.3 Customer questionnaire

The final step in answering the research questions regarding the usage of the self-
issue facilities at Selwyn Library was to analyse the data from the customer survey.
As previously stated, these were placed in the self-issue enabled library branches of

Selwyn Library for one month. The questions attempting to be answered were:

e Usage of self-issue

c. What factors may inhibit use of the self-issue facilities?

d. What can be done to improve usage of the self-issue facilities?

e Customer perceptions of self-issue

a. To what extent are different types of customers aware of the self-issue
option?

b. What do customers think of self-issue in their library?

10.3.1 Response rate

In general the response rate for the customer questionnaire was disappointingly low;
a total number of 59 completed questionnaire forms were collected from the
participating libraries, though there was an unequal distribution from each library with

the majority of questionnaires coming from two branches in particular.

|
Page 92 of 135



Distribution of completed
customer questionnaires

’ M Library A

M Library B

g

Library C

Chart 8 Distribution of completed questionnaires

It was considered that this rate of response did not constitute a large enough sample
size to make radical assumptions or generalisations about the customer’s use of or
perceptions of self-issue at Selwyn Library, however it was decided that there was

still much useful information to be gleaned from an analysis of the data.

10.3.2 Age information

S EEEEEY Number of

responses
Under 10 years 3
10 to 16 years 10
17 to 25 years 0
26 to 35 years 9
36 to 45 years 13
Over 46 years 23
Inconsistent 1
Total 59

Table 9 Number of respondents in each age category
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distribution
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Chart 9 Questionnaire age response distribution

Analysis of the age information from the customer questionnaire showed that the
majority of respondents were 36 year of age or older; in fact 61% of all those who
completed the customer questionnaire fell into this category, with nearly two thirds of
this number being comprised of those ‘over 46 years'. It was observed by some
library staff that not all of this group availed themselves of the offered incentive,
indicating that their motivation for completing the questionnaire was not the free
rental item. From the analysis it was also noted that the majority of optional extra

comments came from these respondents.

e The other group to complete a significant number of questionnaires were the
10 to 16 years’ category of respondents. It was noted that all of these
completed questionnaires came from a single library branch and contained
tick box or scaled answers only; there were no additional comments for this
group. From follow-up checking it was found that this group were extremely
enthusiastic in their wish to take advantage of the incentive being offered for

completion of the questionnaire, despite not all being library members. While
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these responses are perhaps entirely legitimate, these revelations do suggest
a shadow over their authenticity (J Claridge; Leeston Librarian, personal

communication 10 May 2013).

It was also noted that the young adult category, ‘17 to 25 years’, had no
respondents; this was not surprising since it is well documented/recognised that

youth are often not enthusiastic users of public libraries (Mohammed & Misilei, 2012,

p. 2).

There were four questionnaires completed by children ‘under 10 years’: three of
which appeared genuine and one that was deemed to be inconsistent. This
guestionnaire had stated that one of the reasons for using self-issue was ‘my
children like using it’. It was assumed that the respondent had mistakenly ticked the
wrong age category and the rest of the data was entered into the spreadsheet,

including some optional comments.

10.3.3 Gender

Analysis of the gender information from the customer questionnaire revealed some

interesting results:

e questionnaire respondents were predominantly female

¢ of these nearly half were in the ‘over 46 years’ age category
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e there was a high percentage (19%) of respondents who did not answer this

guestion

Questionnaire respondents - gender

No respons
19%

Chart 10 Questionnaire respondents gender distribution

It is perhaps unsurprising that the majority of respondents to the questionnaire were
female as research has long indicated that “women use libraries more than men”
(Smith, 1999., p. 310). Smith found in his 1999 study of public library use that when
looking at particular aspects such as gender, education level and proportion of
population (p. 310) little had changed in the previous 50 to 100 years (p. 302). While
these findings present a convincing argument, there are some mitigating factors to

consider here.

e Selwyn Library customer data does not include a category for gender, so
statistics are unable to support the theory that more women use the library
than men.

e Itis possible that simply more females completed the questionnaire, and so

are overrepresented in the results.
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e The high proportion of respondents who did not respond to the gender
guestion must be taken into consideration. It is unclear whether the gender
check box was overlooked by choice or because of a flaw in the questionnaire
design; perhaps due to its proximity to the age information section it was

merely overlooked.

Questionnaire — Self-issue at Selwyn Library

1. Please indicate your demographic information by checking one boxin each ofthe following:

Age Information: Gender

[J0-16 years 17 - 25 years Male
[026-35 years [036-43 years OFemale
Clover46 years

V

Figure 13 Showing the customer questionnaire Age Information and Gender sections proximity

Although in all likelihood library usage at Selwyn Library does reflect the findings of
Smith’s report and indeed the survey results indicate this is so, for these reasons the
findings regarding the gender of respondents to the questionnaire must remain

inconclusive.

10.34 Library and self-issue usage

Responses to the frequency of the library use section showed that the majority of

respondents (around 92%) visited their library at least monthly, and often on a
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weekly basis. These findings concur with those from the staff interviews regarding

context.

Frequency of library use

M Twice per year or less
M 2-6 times per year

= Monthly

= Weekly

Chart 11 Frequency of library use

It was decided to further analyse this group to find out if they used the self-issue

facility and, if so, to what extent.

e Twenty respondents (37%) from this group indicated they never used the self-
issue facility.
e Thirty-four respondents (63%) signalled they used self-issue, of which fifteen

said “as often as they could” (28%).

Frequent customer self-
issue use

.Never

Sometimes

Chart 12 Frequency of customer self-issue use
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When compared with the previous circulation statistics these self-issue usage figures
appear quite inflated with a bias towards self-issue use. The conclusion here must
be that despite responses from some non-users of self-issue, it appears that self-
issue users were more likely to complete the customer questionnaire. This is
perhaps a predictable result, given that the questionnaire was often displayed at the
self-issue facility and in many cases it was down to signage advertising the free
rental item or direct library staff promotion to ensure questionnaires were noticed

and/or completed at all.

10.3.5 Reasons for self-issue use

Respondents who indicated they used the self-issue facility were asked to state their
reasons; they had a choice of options of which they were able to tick as many as

were applicable, or they were invited to add their own reasons or comments.

Reasons for self-issue use

Other
I like using it
My children like using it

I don't like waiting

It's quicker

o
(9]
[y
o
=
[0,

20

Chart 13 Reasons for self-issue use
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The results indicated that the two most influential factors for choosing to take the
self-issue option were efficiency and that people liked using it. Another significant
point was that customers chose to use it because their children enjoyed to do so.
This finding is supported by staff who drew attention to how children could influence

their caregivers to use self-issue:

e children come in with their mum and dads, they use it then and show their
mums and dads how to use it. It’s cool. They love making a beep happen and
they are showing their mum and dads something that mum and dad don’t

know how to do.

Of the ten customers who offered further comments, the majority of reasons given
indicated that customers were reluctant to interrupt staff they felt were busy.

Comments included:

e | try not to inconvenience staff when they are busy doing other jobs away from
the issues desk
e Leaves staff to get on with other jobs they are doing

o |If staff are otherwise engaged

Some customers did indicate that self-issue empowered them. Comments included:

e More independent
e Because | am able to check myself how many items | have put through etc
¢ | like to do something for myself when library staff may be busy doing other

things
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Other reasons given for using the self-issue facility were for convenience and time
saving when there were queues at the issues desk, as well as simply preferring

“human contact”.

10.3.6 Evaluation of self-issue experience

Respondents who indicated they used the self-issue facility were asked to evaluate

their experience of using it. Their opinions were asked regarding:

e Ease of use

e Position of the facility
e Reliability

e Availability of help

e Instructions for use

The findings for the Likert rating scale section were as follows:

ey Agree Neutral| Disagree Strongly

agree disagree

Ease of use 12 20 1 2 0
Position of the facility

Conwvenient 13 17 4 0 0

Enhances use 9 21 3 1 0

Reliability 5 20 3 5 1

Availability of help 15 17 1 1 0

Instructions
Useful 12 17 4 1 0
Helpful 14 16 2 1 0

Table 10 Responses to self-issue evaluation
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Evaluation of self-issue experience

 Strongly disagree
M Disagree

Neutral
B Agree

B Strongly agree

Chart 14 Evaluation of self-issue experience

The main thing that stands out with these statistics is that they are of an

overwhelmingly positive nature:

Positive |Negative
response [response

Ease of use 91% 6%

Position of the facility

Convenient 88% 0%

Enhances use 88% 3%
Reliability 74% 18%
Availability of help 94% 3%
Instructions

Useful 85% 3%

Helpful 91% 3%

Table 11 Evaluation of self-issue experience — positive and negative responses

This is a very encouraging result for self-issue at Selwyn Library and gives an insight
into how customers, who are currently using the facility, feel about it. In all the

completed questionnaires there was only one ‘strongly disagree’ response. This was
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regarding the reliability of the self-issue facility, which got the highest negativity in the

evaluation of customer experience.

Respondents were also invited to contribute further comments regarding their
experiences of self-issue but, as they tended to be made in conjunction with the
‘suggestion for improvement’ section, combined findings of these two sections will

follow.

10.3.7 Suggestions for improvement

Respondents were invited to offer their suggestions for any improvements that could
be made to the self-issue facility in order to enhance their experience of using it.
There was found to be some overlap between this section and the previous one
asking for further comments regarding customer’s experience of using the self-issue
facilities. To avoid any data being omitted, findings for these sections have been

presented together.
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Combined results for comments regarding experience
and suggestions for improvement

Comments Suggestions
Coded theme from regarding 99
. . for Totals
coding schedule experience of |.
. . improvement
using self-issue
Availability of help 1 1
Success factors 0
Staff 1
Awareness 1 1
Inhibiting factors
Size/space 2 6
Touch screen 2 2 4
Technological 4 5
Position location 1 1
Usability/interface 1 3
Reliability 2 4

Table 12 Response numbers for experience and improvement

The main comments and suggestions for improvement centred round having more
space available around the self-issue facility; staff interview findings also

emphasised this point. Customer suggestions included:

e Less clutter

e aslightly larger table

e More desk space...the scanner could be slightly higher

e | get quite a few books out at a time, there’s not much space to rest my pile of

books as | scan them one by one

Other comments put forward by respondents were regarding:
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Glitches with the technology: this was a potential inhibiting factor mentioned by a

relatively high number of respondents:

o lItis often too slow to load the first book — sometimes youre unsure its
working

o “If often block users who have overdues”

o reduce the paper receipt...such a waste

o unable to print an updated list of all books currently issued

o the technology needs to be simple to use and intuitive. It looks like
old/used scanners are used — they should be fixed/new ones that

entice you to use it

Reliability: Several respondents were negative regarding the reliability of the self-

issue facility:

o Too often not working. Slower than librarians!
o Reliable — not always

o ...doesn’t always work

Staff also reported this to be an issue, especially if there was a problem during a
customer’s first use of the facility which should be positive (Morris, Thornley, &

Snudden, 2001, p. 15).

Touch Screen: In line with what many staff mentioned, several respondents
specifically indicated that they either expected a touch screen or felt that a touch
screen would improve the self-issue facilities:
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o | keep thinking (incorrectly) the screen is a touch screen
o It would be much better if there was a “touch screen” as people are

used to these and don’t know they have to use the mouse

Usability/interface: A few respondents indicated problems with the usability and/or

interface of the self-issue facility

o lItis often slow to load the first book — sometimes you’re unsure if its
working

o Often have trouble scanning books

o The self-service kiosk needs correct furniture... it looks
unprofessional/afterthought — increase the use and you could decrease

the staff numbers?

Position/location and awareness: Two comments indicated that customers did not
always know that the self-issue option was available to them at Selwyn Library
branches. This was backed up by the number of non-self-issue users who stated this

as the reason for their non-use; a view also supported by staff data:

o Not sure if all people notice it as it’s on the way out of the library

o If self-issue was in front of the issues desk | would remember to use it

more often

Success factors — availability of help

One respondent cited that staff assistance had been instrumental in helping her get

to grips with self-issue
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o | was dubious of using it as I'm “old school” but with the help of your

friendly staff I'm now a convert and will use it regularly

A total of eighteen customers recorded additional comments either regarding their
experience of self-issue use and/or offered suggestions they felt would improve the

self-issue facility; this constituted approximately 30% of respondents.

10.3.8 Reasons for not using the self-issue facility

Respondents who indicated they ‘never’ used the self-issue facility were asked to
state their reasons; they had a choice of options of which they were able to tick as
many as were applicable, or they were invited to add their own reasons or

comments.

Reasons for not using self-issue

| tried before and couldn't do it
| can't get some items out

I don't want to ask for help

| prefer to talk with alibrarian

I don't always have my card with me

Idon't know how

0 5 10 15 20

Chart 15 Reasons for not using self-issue distribution
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Several reasons received no responses:

e |don'ttrustit
e | don't like the position of it in the library
e | don't like computers

e |It's too complicated

From the graph it is clear that there were two main reasons put forward by

respondents explaining why they did not use the self-issue facility:

e They do not know how to use it

e They prefer to talk with a librarian

Many studies have found that if customers are unsure or afraid of new technology
they will tend towards what they know (Holt, Larsen, & van Vlimmeren, 2002, p. 59).

This view was supported by staff comments:

e like any new technology if it is new to them, it’s probably that fear of the
unknown and not being able to use it properly or make a mistake or needing

help half way through, so | think maybe that’s a little bit of a barrier

It is significant that exactly half of the responses regarding the reasons for not using
self-issue were centred around ignorance of how to use it. Additionally, a couple of
respondents indicated they had tried it but had been unable to successfully complete

their own issues.

Other reasons for not using the self-issue pertained to technicalities, such as not

having their card with them or being unable to get “pay-for” items out.
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Respondents were also invited to contribute further explanation of why they did not
use self-issue; eight customers took advantage of this opportunity. Over half of the
comments indicated a complete lack of awareness that such a facility existed in the

library:

e [ didn’t know it existed
e | have used self-issue at the Canterbury University Library — hadn’t realised
that [branch] had that facility

e Didn’t know it was there!

These findings are supported by those of staff who indicated they felt customers may
not realise that self-issue facilities existed in the library because it was not

immediately obvious what they were.

Other customers cited preference to talk to a librarian, or not having their card with
them as their reason for avoiding using the self-issue facility. Another respondent
indicated that the position/location of the self-issue was a factor in their decision not

to make use of it;

e Seems to be a high traffic area making it hard for people to get past. Close to

children’s area so encourages them to fiddle with it (may get broken)

|
Page 109 of 135



10.3.9 Extra issues with the questionnaire

As previously noted an apparent inconsistency appeared in relation to the gender
check box whereby several customers did not complete this section. It is unclear

whether customers chose not to respond to this section or simply missed it.

Two respondents answered both the reasons for using self-issue and the reasons for
not using it. An assumption was made that they were referring to why they would or
wouldn’t use it on particular occasion, and so both sets of answers were recorded in

the data.

A couple of respondents marked points between the markers on the Likert scale, in

these cases the closest reading was entered in the data.

Two questionnaires contained two branches as the “library branch | would most likely
visit”. The branch where they completed the questionnaire was taken, but ultimately
this section was deemed as not important/relevant due to the decision not to report

this data in the findings.

|
Page 110 of 135



11 Summary of Findings/Conclusion

This research aimed to explore how well self-issue fits the context of the small New
Zealand public library by studying the usage and perceptions of it at the branches of
one such library. A mixture of methods was employed to ensure a balanced
perspective; statistics were analysed, staff were interviewed and customers were

surveyed to answer a series of research questions.

When considering the extent to which the self-issue facilities are used, and by whom
a number of statistics were analysed. From this analysis it was found that there were
distinct differences between self-issue usages at the three Selwyn library branches
who offered it as an option, with Rolleston consistently showing the highest level.
Though this followed the trend of general library statistics, the study compared the
percentage of self-issue as part of the total issues per branch. There was also
variation in who was using the self-issue facilities at each branch: At Darfield there
were more Adult card holders choosing self-issue whereas the opposite was true of
the Leeston branch, with Junior card types preferring self-issue. Rolleston statistics
revealed a more evenly balanced distribution between the two, but with a weighting

towards Junior card type.

Overall the statistical analysis showed that the times of self-issue usage did
generally mirror the daily library issues, albeit as a relatively small percentage:
averages ranged between nearly six percent for Leeston to nearly twenty percent for
Rolleston.
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Ascertaining how staff feel about self-issue involved conducting a series of in-depth
interviews with the various levels of staff, which revealed a number of points. There
was some inconsistency between the views of frontline staff and management.
Despite all frontline staff comments being positive towards the concept of self-issue,
some of the senior staff felt there may have been some trepidation about its
implementation. There also appeared to be some ambivalence towards promotion of
self-issue; it was not really perceived as a management priority or definite strategy.
Successful self-service implementation needs the articulation of clear objectives and
outcomes (Brady, Kearsey, Monigatti, Sindel, & Tsui-Po, 2009-2010, p. 19), but

evidence of this was not found here.

The study also detected an air of uncertainty resulting from a disparity picked up
between the management view of staff training, and the frontline staff’'s own view.
Many felt there had been no formal process of training or preparation for what the
expectations were for self-issue. Therefore they seemed to have little investment in it
because they had a general lack of confidence in what to do ifiwhen problems arose.
This was seen to be a possible barrier to self-issue success because staff attitudes
have been consistently recognised as the factor with the highest potential to
influence customer uptake of self-service technology (Zeiher, 2006, p. 7); a point
perhaps even more pertinent in small libraries where there are often very close
relationships between staff and customers. Since reliability of the self-issue was
highlighted as a contentious issue with both staff and customers, staff confidence
with both using and troubleshooting problems is crucial. A clear management

objective would outline where self-issue use is expected to go and how that is to be
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achieved; though staff are generally positive about self-issue, they could be more

effective at promoting it if they felt more confident with the technology.

Other factors affecting the uptake of self-issue at Selwyn Library were location and
space round the facility, knowing it was there and technological glitches. There were
many of these that inhibited use, such as lack of room to stack books while issuing,
being unable to get DVDs without going to the issues desk for lock removal, or being
unable to use the facility if overdues or outstanding charges are on the customer’s
account. It was felt that some of these inhibiting factors could be removed by
changing the location and/or equipment of the self-issue facilities; the addition of

touch screens was favoured by both staff and customers.

When asked about changes to their role resulting from self-issue many staff reported
they had noticed little difference. While theoretically one of the benefits for staff is a
reduction in repetitive tasks and the chance to pursue other activities, the reality may
be more that the addition of self-service technology has allowed the library to
function more efficiently with their existing low staff numbers, especially in view of
the burgeoning population in Selwyn. It is likely there will always be a disparity
between staffing numbers and work flow in the library; therefore maximising self-

issue usage is both a desirable and practical progression.

Customers offered a range of perceptions when surveyed about the self-issue
options available to them. For some it was the first they had heard of it, while for

|
Page 113 of 135



others it was seen as a convenient, time saving option. However there was a
significant percentage of customers who stated that they preferred to talk with a
librarian rather than use the self-issue facility. This uniquely close relationship is

recognised as a characteristic of small rural public libraries in New Zealand.

The research found that the small New Zealand public library context also offered
some specific opportunities that may be unlikely to be available to larger institutions.
Flexibility was a key factor; the size of the library ensured greater flexibility and
choice. At Selwyn Library self-issue was introduced as a low key trial to gauge
customer interest and uptake. This strategy of try-and-see has been able to work
here in part because of the size of Selwyn Library; they have been able to bypass
potentially prohibitive, expensive security technologies, and the streamlined
management structure means changes are more straightforward to implement. The
ability to use do-it-yourself-technologies such as the “ couple of old computer
screens, some ratty mice ... some new printers, and really old computers ... just
cobbled together” (description of self-issue at Selwyn, G Walker, personal
communication, 28 March 2013) has allowed this small public library to offer self-

service without having to find the budget for an expensive set up.

For all its benefits and challenges, the option of self-issue offers one more way that

libraries can provide the best customer service they can.
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11.1 Limitations and Delimitations

All efforts have been made to ensure the integrity of this research; however the

author acknowledges the following potential limitations:

e Sample size/selection
o Research is based on one district and the particular situation that
exists there may not be applicable to all rural public libraries in New
Zealand.
o Number of responses to the customer questionnaire
e Potential for bias, or reluctance to be completely open in the answers
from staff
e Statistics for the last few years in Selwyn may not be completely typical,
could have been influenced/skewed by the earthquakes in Canterbury
during 2010 and 2011.
e |ssues statistics are taken from circulation system reports and will,
therefore be limited by the type and reliability of these reports
e Selwyn Library has only had self-issue in the three branches for just over

one year, so data is limited to this relatively short period.
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11.2 Future research

Due to the overall small number of self-issues, it is difficult to recognise trends or

patterns in the data because potentially one customer issuing a reasonable number
of items is able to skew the results. In order to get a better understanding of what is
happening with self-issue at Selwyn Library, a further study of self-issue statistics is

needed over a longer period.

One option would be to implement some of the suggested improvements at all or

some of the branches; for example change the position or set up of the facility.

Another possibility would be a sustained period of promotion both in the library and
on the library website, teamed up with having a staff member assigned to help

people with self-issue.

Monitoring the results of either or both of these changes at different branches would
allow usage statistics to be analysed to see what changes had the greatest impact

on self-issue usage.

|
Page 116 of 135



Appendix | — Participant Information Sheet - Staff

TE WHARE WM ANGL 078 Drons 8 r s & i

VICTORIA : CAMPUS, 23 LAMET 0N QUAY. WELLINGTO#

UNIVEESITY OF RELLESGIDN

Participant Information Sheet — Self-issue @ Selwyn Library

Researcher. Christine Grant: School of Information
Victoria University of Wellington

| am currently investigating the perceptions of self-issue facilities at Selwyn Library
branches as part of my Master of Information Studies at Victoria University of Wellington.
Accordingly, | aminterestedin finding out whatlibrary staff think about self-issue; whether
there are particularfactors they feel that either encourage or are a barriertoits use. In
orderto find outthis information | aminviting you, as library staff members to participate in
this study by answering some guestions to be asked at an interview. | propose to conduct
separate interviews ateach Selwyn Library branchwith self-issue facilities with:

+ The Branch Manager

» A groupinterview with two Library Assistants

» The Libraries Manager.

Each interview will consist of a series of open questions designed to elicit staff perceptions
of self-issue facilities at Selwyn Library in the context of thatinterviewee’s job context;
some guestions are the same for each different staff member and others vary depending
onthe job context of the staff member —for example questions to the Libraries Manager will
take a more strategic slantwhereas the frontline staff questions will focus more on day-to-
dayissues. There are between tento sixteen questions andthe sessions willbe taped and
transcribedto ensure accuracy in later data analysis. Itis envisagedthe interviews will take
between 15-50 minutes each, depending onthe job context of the staff member being
interviewed.

All efforts will be made to ensure thatthe responses of staff paricipating inthe interviews
will be confidential and non-identfiable. In some cases this will present a potential issue
due to the small number of staff available to make upthe sample size forthe study; for
example there is only one Libraries Manager so keeping relevant data/opinions non-
attributable is impossible. However to ensure the highest level of confidentiality the
following measures will be undertaken:

*  Mouse of terms/names thatwould reveal names or branch

+ Assigning codes to eachinterviewee and keeping raw data secure

+ Intervieweeto read and approve transcript of interview before data used

+ Findingswill be presentedin such a wayto ensure confidentiality where practical;

forexample reporting results as aggregated, percentages, ratios or proportions.

All digital files and transcripts will be kept under stringent security fortwo vears andthen
destroyed. Your participation is voluntary, and you will be able to withdraw from this
research at any time up until 31 March 2013 If you were to do so, any data you have
provided will be destroyed.
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Your responses will form part of the findings for my research project and will be collatedin
a written reportwhich will ultimately be depositedin the Victoria University institutional
repository. Forthose whao are interested, findings fromthe research will be made available
inlibrary branches for one month afterthe study has been completed.

This datais being collected for research purposes andto improve library services to
customers. Consentfor use of your answers in this research will be obtained fromthe

attached consentform. The University requires that ethics approval be obtained for
research involving hurman participants.

If you wishto know more aboutthis research please feelfree to contact me:
Christine Grant on grantchri@nmyvuw.ac.nz
Or my supervisor:

Dr Brenda Chawner on brenda.chawner@vuw.ac.nz
School of Information Management at Victoria University
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Appendix Il -Consent Sheet — General Staff

WA WA 6 T ORODS 6 T (L aiv

NIV ERAETY OF WILLEVETEN

VICTORIA L ; A CAMPUS, 23 LAMETON GUAY, WELLINGTON

Consent to participate in research

Title of research project Self-issue @ Selwyn Library

Researcher. Christine Grant: School of Information
Victaria University of Wellington

O | agreetotake partin this research.

[ | have been given and have understood an explanation of the nature and objedives of
this research project. | have had an opportunity to ask guestions and have them
answeredto my satisfaction.

O 1 understandthat! may withdraw myseff (or any information | have provided) from this
projectbefore 31 March 2013, If | withdraw fromthe research project | understand that
any datal have provided will be destroved.

[0 | understandthat every effort will be made to ensure thatthe information or opinions |
provide will be confidential and non-identifiable through the use of codes ratherthan
names, and by responses being reported in aggregatednon-attributable forms.

| understandthat!| will have the opportunityto read and approve the transcripts of my
interview beforethe datais usedforthe report.

| understandthatthe information | have provided will be used forthis research project
and may be publishedin academic or professional journals, or disseminated at
academicor professional conferences.

| understandthatwhen this research is completed the digital files and transcripts
provided by me will be stored securely fortwo years and then destroyed.

| understandthatthe information and opinions | provide will form part of the findings for
this research project, and thatthese findings will be collated in a written reportwhich
will ultimately be deposited inthe Victoria University institutional repository.

Signed: Date:

Name of participant:
(mies=ze pant cleady)
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Appendix Ill = Consent Sheet — Libraries Manager

FHARE WANANDE O TE OROLS (¢ TE IS & @it

VICTORIA

Consent to participate in and conduct research

Title of research project Self-issue @ Selwyn Library

Researcher Christine Grant: School of Information
Victoria University of Wellington

| agreetotake partin this research.

| give my permission forthis research to be conducted at Selwyn Library and for Selwyn
Libraryto be namedin the final report.

| give my permission forinterviews to be conducted with staff at Selwyn Library. |
understand thatthis will involve staff expressing personal views on experiences at
Selwyn Library.

[0 | give my permission forinformation from Selwyn Library reports andthe Selwyn Library

website to be usedinthe research. |understandthis may include photos of the library
branches.

[0 | have been given and have understood an explanation of the nature and objedives of
this research project. |have had an opportunityto ask questions and have them
answeredto my satisfaction.

[0 1 understand that | may withdraw myself (or any information | have provided)from this
project before 31 March 2013 If | withdraw fromthe research projectl understand that
any datal have provided will be destroved.

O 1 understand that every effort will be made to ensure thatthe information or opinions |
provide will be confidential and non-identifiable through the use of codes ratherthan
names, and by responses being reportedin aggregatednon-attributable forms.

| understandthat | will have the opportunityto read and approve the transcripts of my
interview beforethe data is usedforthe report.

| understandthatthe information | have provided will be usedforthis research project
and may be publishedin academic or professional journals, or disseminated at
academicor professional conferences.

| understandthatwhen this research is completed the digital files and transcripts
provided by me will be stored securely fortwo vears and then destroyed.

| understandthatthe information and opinions | provide will fonmn part of the findings for
this research project, andthatthese findings will be collated in a written repart which will
ultimately be deposited in the Victoria University institutional repository.

OO

Signed: Date:

Mame of participant:
(plesze prnt cleary)
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Appendix IV — Participant Information Sheet — Customers

THWHARE WAMANUL O TH DFOLS O TE KA & Wit

EE»I:DRIA A CAMPUS, 23 LAMETON QUAY, WELLINGTON

Participant Information Sheet — Self-issue @ Selwyn Library

Researcher Christine Grant: School of Infarmation
Victoria University of Wellington

| am currently investigating the perceptions of self-issue facilities at Selwyn Library
branches as part of my Master of Information Studies at Victoria University of Wellington.
Accordingly, | am interested in finding cut whatlibrary customers think about self-issue;
whetherthere are paricularfactors theyfeel that either encourage or are a barrier to its
use. In ordertofind outthis informationl am inviting you, as a library user, to participate in
this study by filling outthe attached questionnaire.

The guestionnaire consists of ten guestions, most of which reguire ticking/marking the
appropriate aptions. There are four spaces available where you are welcome to make
additional comments. | envisage the guestionnaire will take about five to ten minutes to
complete and as atoken of my appreciation, all participants are invitedto enjoy a
complimentary rental fiction itemor DVD. To redeem your complimentary item please tear
off this information sheet and give to a library staff member.

This datais being collectedforresearch purposes andto improve library services to
customers. Your consentforuse of your datais implied by vour completion of the attached
guestionnaire. The University requires that ethics approval be obtained forresearch

inyolving human participants.

Your identity will remain strictly anonymous; completed guestionnaires should be deposited
inthe receptacle available only. All qguestionnaires will be kept under stringent security
whilethe studyis underway, stored securely fortwo vears andthen shredded. Your
participation is voluntary, but please note that due to the anonymaous nature of the data
collection you will be unable to withdraw fromthis research onceyour completed
guestionnaire has been deposited.

Your responses will formpart of the findings for my research projed and will be collated in
a written reportwhich will ultimately be depositedin the Victoria University institutional
repository. This research may also be published in academic or professional joumals, or
disseminated at academic or professional conferences. Forthose who are interested,
findings fromthe researchwill be made available in library branches for one month after the
study has been completed; please talkto yvour librarian for further details.

If vouwish to know more aboutthis research please feelfree to contact me:
Christine Granton grantchri@mnyvuw.ac.nz
O my supervisor:

Dr Brenda Chawner on brenda.chawner@vuw.ac.nz
School of Information Management at Victoria University
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Appendix V — Interview Questions - Libraries Manager

1. Can you briefly outline the self-issue facilities available at Selwyn Library

branches?

2. Why did you choose to implement self-issue at Selwyn Library branches?

3. How did you prepare for implementation?

4. What benefits were you expecting from self-issue implementation and have

they been realised?

5. What were the challenges you faced in introducing self-issue?

6. Were there any unexpected consequences resulting from the introduction of

self-issue?

7. What things are working well with self-issue?

8. What improvements could be made to self-issue?

9. What about long term strategy - what does self-issue hold for the future at

Selwyn Library?

10.How has self-issue affected current Selwyn Library policy? Will this

necessitate change in the future and, if so, please explain?

11.As the manager of Selwyn Library, how well do you think self-service

technologies fit within the context of the small rural public library?
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12.1n your opinion, are there any particular factors unique to small rural public

libraries that influence/affect use of self-issue?

13.Much of the current literature about self-service technologies in libraries

considers the issue of customer resistance, one article claims:

People only accepted self-service if it was clearly advantageous
and if they practically had no choice. Although no one

was going to force patrons to check out their own materials, the
plan was to make it obvious that self-check was faster and easier
to use.

What is your opinion on this viewpoint?

14. Much of the research also discusses various outcomes resulting from the
successful implementation of self-service technologies in libraries, particularly
the changing roles of staff due to less routine, repetitive tasks that allow for
the addition of community tailored value-added services — what is your

opinion on this view in the context of Selwyn Library?
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Appendix VI — Interview Questions - Branch managers

1. What things are working well with self-issue?

2. What improvements could be made to self-issue - are there any particular

issues arising regarding self-issue?
3. How do you think customers feel about the self-issue facilities at your branch?

4. How well do you think self-service technologies are accepted by a rural

population

5. What discourages customers from using the self-issue option at your branch?

6. What would encourage customers use the self-issue option at your branch?

7. How do you think your staff feel about self-issue in the library?

8. Do you think self-issue is seen as a threat by staff?

9. Some of the current literature about self-service technologies links them to the

reduction of occupational related injuries; what is your opinion of this view?

10.Do you think self-issue is seen as a threat by customers?

11.1s self-issue actively encouraged by staff in the library?

12.What have been the implications in terms of task management or allocation

since the introduction of self-issue?
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13.Do you feel adequate training and support has been given regarding self-

issue?

14.How do customers react if the self-issue facility at your branch is unavailable?

15.1Is a register kept of any problem s or issues that arise with self-issue facility -

For example when it is out of service, for how long, why,

16.1s there a troubleshooting procedure in place — what happens if there is a

problem with the self-issue equipment?
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Appendix VIl — Interview Questions — Frontline staff

1. How do you feel about the self-issue facility in the library?

2. What have been the implications in terms of changes to your role due to the
introduction of self-issue?

3. Do you see self-issue as a threat to your position?

4. Do you actively encourage the use of the self-issue facility in the library?

5. Do you feel adequate training and support has been given regarding self-
issue?

6. In your opinion what things are working well with self-issue?

7. In your opinion what improvements could be made to self-issue?

8. How do you think customers feel about the self-issue facility?

©

What do you think discourages customers from using self-issue?
10.In your opinion what would encourage customers to use self-issue?

11.How do customers react if the self-issue facility is unavailable?
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Appendix VIl — Customer Survey Questionnaire

Questionnaire - Self-issue at Selwyn Library

1. Please indicate your demographic information by checking one box in each of the following:

Age Information: Gender
0-16 years O17 - 25 years OMale
[026-35 years [036-45 years OFemale
Oover 46 years

Please check the box that most closely indicates your answer for each of the following:
2. lusethe library:
OHardly ever [Ccouple oftimes a yearClmonthly Cweekly

3. The library branch | would most likely visitis:
ORolleston ODarfield OlLeeston OLincoln

4. lusethe self-issue facility:

CIMever [0Sometimes [JAll the time

If you answered Never for question 4 please skip the next 3 questions and go to question 5.

5. The reasons luse the self-issue facility are: (please tick as many as applicable)

Oit's quicker [l don't like waiting [y children like using it [l like using it

Other (please add any reasons that have not been mentioned in the list):
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6. Please evaluate your experience of usingthe self-issue faciity by marking your opinion on the
scale forthe following:

The self-issue facility is easy touse

The position of the self-issue facility is convenient

The position of the self-issue facility enhances its use

The self-issue facility is reliable

There is always help available forthe self-issue facility

The instructions for using the self-issue facility are useful

The instructions for using the self-issue facility are helpful

Other (please add any other comments you feel would be useful):
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7. Suggestions for improvement — please add anything you feel may enhance your experience of
using the self-issue facility

If you answered Neverto question 4, please answer the following:

8. The reasons | do not use the self-issue facility are: (please tick as many as applicable)
Oit's too complicated Ol don't trust it
Ol don't know how Ol don't like the position of it in the library
Ol don't always have my card with me [l don't like computers
Ol preferto talk with a libraran O | can't get some items out, like DVD's

Ol don't want to ask for help O | tried before and couldn't do it

Other (please add any reasons that have not been mentioned in the list):

Once again, thank you very much for taking
part in this survey, your time is really
appreciated.

Please ensure you have ticked the consent
box at the top of the form.

Enjoy your complimentary DVD or rental
fiction item.
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Appendix X — Customer Survey Questionnaire Data
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