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In March of 2007 LCLS began a communications audit to obtain feedback from members
regarding what communications are working well now, what might need improvement, an
ideas exist for future chang@$e project methodology included a survey innddgais
groups from May through midly. This document includes the feedback from the survey at
focus groups along with recommendations for fubjeets andhanges.
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BACKGROUND

The reason for conductitigs project is that we believe strategies in creating positive and effective communications
culture will be identified and utilized as a result of the audit.

I n general itds important to under st anmembensanda)lOtherS
lllinois Library Systems, b) The State of lllinois, and c) Other National Library News and Issues.

The scope of this project is to develop appropriate questions so that we can, as an end result, identify the best
methods we can empléyr effective and professional communication with our memberwillEts® help LCLS staff
deliver messages in a consistent professional manner.

The last time LCk8nductec comprehensive Communications Audit was in the late 1980s. That audit included a
survey of approximately 100 pages of questions and resulted in a better than 60% return rate.

The project was initiated in late March with the development of the fglldadaments:

e Project Charted this document included the project assumptions, scope, approach & methodology, timeline
and an identification of the critical success factors.

e Project Task L&tthis document outlined the key tasks to be performed a®ptre project and the dates
they were scheduled to occur.

e Question® this document was refined in a number of drafts and was eventually used to enter the questions
into SurveyMonkey in May.

Themethodologyor acquiring member feedback for tipsoject vas twoefold:

e Develop a listing of questions that would be presented as a survey and made available on
SurveyMonkey.
e Develop and conduct Focus Groups as an additional means to gather feedback from LCLS members.

The survey was conducted between mid to latg, Mhile the focus groups spanned May throughJorid

This document is organized into four primary sections:

e Survey Results

e Focus Group Results

e Recommendations

e Appendices with additional detail

A wide variety of data has been gathered. This data hasrbased foadditionalanalysis and is the source for the
recommendations that are made near the end of this document.
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SURVEY

This section provides an analysis of the survey responses through the use of charts, tables, and discussion. The
Appendices athe end of the document provide further detailed analysis.

Library Type

The survey was conducted tioe membersip of the Lewis & Clark Library Systef.order b better understand the
needs of LCLS member librasiesvas necessang design the survey in a way thabuldenable the research team
to differentiate among the types of libraries th@mposeéhe membershifhe indings of the surveshowthatthe
majority of the respondengse from public libraries:

In what type of library do youwork? (Choose one)

Response Response

Percent Count
Academic [ 5.0% 10
Public | 68.3% 114
Special | 42% 7
School [ ] 21.6% 36
answered guestion 167
skipped guestion ]

While the largest response group is composequlbfic librarianscaution must be taken when making decisions
based on this fadnd the other library types need to be addresses as \{fgle Appendix A for details).

Library Role
In addition a questiowas asked to determine the mix of library directors with library staff.

Which of the following best describes your position? (Choose one)
Response Response
Percent Count
Library Director | 56.9% 95
Staff member | 431% 72
answered guestion 167
skipped qguestion 0

Page4



LCLS Communications Audit

Years Worked At LCLS Member Library

Forall types of libraries, 43%ave worked at an LCLS member libraryX@ryears or more. In the same way,
within each library typethe majaity of the respondents have workedth an LCLS member library for 12 years or
more: 80%) of academic librarias, 44.25%public librarians, 87.5% special librariaasd 33% of those with school
libraries.(See Appendix A #2)

How many years have you worked at an LCLS member library? (Choose one)

Response Response

Percent Count
Less than 1 year [ ] 5.0% 10
1-3years [ 16.2% 27
4-Tyears [ 19.2% 2
S—1lyears [ | 15.6% 26
12 + years | 43.1% 72
answered guestion 167
skipped guestion 0
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Demographic Analysis

Andysis was performed to identify thevel of experience among library stadtcording to their job classification.

The rationale behind this isunderstand dw to direct certain information, more significantly, consulting issues to the
two groups.Sine at least half ofthe respondingjbrary directors have worked in an LCLS member library for over

12 years, the assumption can be made that at least more than half of library directors should be more familiar witt
LCLS communications. This could iefluench e me mber sd response to the que:
communication methods may not be as effective but
effective. On the othdrand most staff members are fairly new. V@lohly six (8.2%) have experience with an

LCLS member library for less than one year, a small number (28.8%) have experience of twelve years or more (St
Table 1 & Chartl). This may be indicative of the fact that library staff may need more details Wh&hdonsultants
communicate with them.

TABLHA
What is your job position? * How many years have you worked at an LCLS member library? Crosstabulation
How many years have you worked at an LCLS member library?
Less than N
1 year 1-3years | 4-7 years | 8-11 years \Li+ years Total
What is your job  Library Director Count 4 12 12 15 51 94
position? % within What is
0, 0, 0, 0,
your job position? \\ 4.3% 12.89% 12.8% 16.0 /b\\ 54.3% 100.0%
Staff Count 6 15 20 11 [T 2 73
% within What is
your job position? 8.2% 20.5% 27.4% 15.1% 28.8% 100.0%
Total Count 10 27 32 26 72 167
% within What is
0, 0, 0, 0, 0, 0,
your job position? 6.0% 16.2% 19.2% 15.6% 43.1% 100.0%

CHART 1

Bar Chart

60— How many

years have
you worked
40 — at an LCLS
member
30— library?
Less than
1 year

1-3 years
4-7 years
8-11 years
12+ years

50—

Count

20—

10—

OE0E m

Library Director Staff
What is your job position?
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The intent for this section is to inquire aboutsheilityof our current communication to@iestions include:

e What is considered the more useful for critrdarmatio?

e What are seen as effective or ineffective communicatior? tools
e What isthe quality of information being communicated by 2CLS
e Whatdo members prefer to u8e

Communication Form for Critical Information

In case of emergencies, it would beuahlle to know the communication tool that might be most accessible to the
majority of members. Below is the response for that question:

In your opinion, what type of communication form is most useful for critical information (example: “system closed”)? (Choose
one)
Response Response
Percent Count
Weh site (front page) [ T 1% 10
E-mail | 74.3% 104
Fax [] 1.4% 2
System deliveryimail [ 2.9% 4
Telephonecalls [ ] 13.6% 19
Other (please specify) | 0.7% 1
answered guestion 140
skipped guestion 27

Amongfive choices provided the Web site e-mail, fax, mail delivery and telephone callg% of LCLS member
librarians considered-mail as the most useful tool for critical information.
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When examining this according to type of library, the trend persist®asajority within each library type chose e
mail (academié 90%, publicd 54.9%, peciald 62.5%, and schod 77.8%). (SeeTable 2 below)

TABLE 2
What type of library do you work in? * What type of communication form is most useful for critical info? Cross tabulation
What type of communication form is most useful for critical info?
System
Web site E-mail Fax delivery/mail Telephone Missing Total
What type of  Academic  Count 0 4 9 0 0 0 1 10
library do % within What type of
you work in? library do you work in? .0% 90.0% .0% .0% .0% 10.0% 100.0%
Public Count 10 4 62 2 4 16 19 113
% within What type of
8.8% 54.9% 1.8% 3.5% 14.2% 16.8% 100.0%

library do you work in?

Special Count 0 4 5 0 0 1 2 8

% within What type of

library do you work in?

School Count 0 4 28 0 0 2 6 36

% within What type of

library do you work in?

Total Count 10 4 104 2 4 19 28 167

% within What type of
library do you work in?

.0% 62.5% .0% .0% 12.5% 25.0% 100.0%

.0% 77.8% .0% .0% 5.6% 16.7% 100.0%

6.0% 62.3% 1.2% 2.4% 11.4% 16.8% 100.0%

Bar Chart
70— What type of
60— communication
form is most
.. 50— useful for
S 40— critical info?
o B Web site
O 30— EH E-mail
20— O Fax
—] System
10 ] delivery/mail
o— [ Telephone
Academic Public Special School [l Missing

What type of library do
you work in?
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Given that library directors and libragtaff may have different needsje thought it would be worth investigating
whethed j ob p odil tuiemrc@®s t he communicati on t o éldwewvdreherene d
seems to be no significant correlation between the two variables. Both library directdysaayndthff pointed to e
mail as the most usefar critical information (see Table 3 & Cha)t

TABLE 3
What is your job position? * What type of communicafjon form is most useful for critical info? Crosstabulation
What typkof communication form is most useful for critical info?
System
Web site E-mail Fax delivery/mail | Telephone Missing Total
What is your job  Library Director Count 2 68 2 3 8 11 94
position? % within What is
your job position? 2.1% 72.3% 2.1% 3.2% 8.5% 11.7% 100.0%
Staff member Count 8 36 0 1 11 17 73
% within What is
0, 0, 0, 0, 0, 0, 0,
your job position? 11.0% 49.3% .0% 1.4% 15.1% 23.3% 100.0%
Total Count 10 104 2 4 19 28 167
% within What is
0, 0, 0, 0, 0, 0, 0,
your job position? 6.0% 62.3% 1.2% 2.4% 11.4% 16.8% 100.0%

Bar Chart
70 What type of
60— communication
form is most
50— useful for
1= critical info?
5 40— W Web site
8 304 @ E-mail
O Fax
20— . System
delivery/mail
10
O Telephone
00— [ Missing
Library Director Staff member

What is your job position?
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Effectiveness of LCLS Communication Tools
From the above, it is not surprising that véskedtoo r at e t

tool®), e-mail was rated the most effective:

he effbllewing LOL® coransusicatmm

LCLS Communications Audit

Please rate the effectiveness of the following LCLS Communication tools:

Most Effective

Cccasional flyers 6.4% (9)
Weekly e-mail newsletter
{Expedition Extral) 25.0%(35)
Packet sent via mail 10.0% (14)
LCLS e-mail 67.9% (95)
Continui ducati inted

ontinuing education printe 17.9% (25)
calendar
Web site 32.1% (45)
Site visits 21.4% (30)
Telephone calls 25.0% (35)

Effeclive

40.0% (56)

52.1% (73)

47.1% (66)

25.0% (35)

43.6% (61)

45.7% (64)
34.3% (48)

48.6% (68)

Somewhat
Effective

40.0% (56)

14.3% (20)

35.7% (50)

5.0% (T)

27.9% (39)

19.3% (27)
22.1% (31)

16.0% (21)

Mot Effective Mo Opinion

6.4% (9) T1%(10)
5.0% (7) 3.6% (5)
2.1% (3) 5.0% (T)
2.1% (3) 0.0% (0)
7.9% (11) 2.9% (4)
2.1% (3) 0.7% (1)
4.3% (B) 17.9% (25)
1.4% (2) 10.0% (14)
answered guestion
skipped question

Response
Count

140

140

140

140

140

140
140
140
140

27

This question was asked to assess the value thaeowserplace on our already existing communication tools.
of the-malwbisoss ngé¢ ed

Whereas al most
This is depicted in the taldbelow.

al |l

t

I..

patedoadbeod e

68% of survey respondents rated-mail as the most effective LCLS communication tool
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The followindable showshe percentageof respondents who viesvmailas themost effective tool of
communicaticaccording to the type of library they work {@lso see Appendix B #2 (a), (b) and (c) for a
representation of these in tables and charts, organized by the type of libraries respondents work in.)

TABLE 4

Library Type E-mail & Most Effective

Academic libraans | 70%

Public librains 55%

Special librarans | 61%

School libraans 50%

Apart frome-maik, theWeb siteranksasthe second most effective communication tool for public (27%), special
(13%) and school (36%) librariarisisalsoevidentthat occasional flyers, th&xpeditiorExtra, mailing, and site
visits, have the least ratings and therefare perceived to be tb least effective tool of communicatidfile the
sanple size maypose a threat to the validity of this analysis (sample sizenoglge a perfect representation of our
populatior), this suggests that the other communication tools need some modificagenthe expectations of LCLS
members while the use of some might be eliminated

Effectiveness of LCLS Communication Tools (comments forefbective tools)
In order tounderstandvhy a current communication tool may not be seereadieé,respondents were askedifi

you

mar ked O6Not effectived f or oOanTyhep afrotl | oofwignuge satrieo

popular responses.

One respondent indicated thiyersar e not effective becausariemesd
be sent as attachments then paper would not be
In general, thé&xpedition Extra considered an effective communication tool. However, there were many
comments about its format. Some of the commeagtbee x pr e s s e d aBExpefitmh Bxtoawss : 0t
helpful but | need a more uskirendly format, perhaps with navigational links at the top to allow me to
guickly jump around in the newsletter to parts
receive the Expedition Extor otheremai | or t he ot her forms of c¢commi

In terms opackets sentviamail t her e was only one comment where
by snalmaibn ot cost effectiveod.
While e-mailwas rated the most effective commitation tool, a few people complained about the
inconveniences associated with its use. Twal res
could use some i mprovements, for exampltoeevetybne ma
and it clogs up finding items that are truly important and need a timely response. Suggest onlg-iiagry
be used for general items such as freebies and lost books, SRP, minbh#te\ameeting, and save the
send everyone mail for things that need i mmedi a
Regarding theontinuousducation printed calendarsmust benotel that respondents seldom use it for
various reasonsacluding:

O 0étoo many caleonfiars to keep track

o omost of the activities do not apply to smal
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o OCE calendar i s outdated when it arriveséit
o 0the CLeO® sWantnrsi tuesef ul since you have to reg
Itseemsoneoftheemi n obstacles to smaller | ibrariesd abi

number of staff members. As a result, the CE calendar belessesefub them.

Three respondents each gave the following reasons fovéhesitesite visitsand telephone calls

respect i v eneadstohe Weldied siore often, also not that intuitive to navigate, too busy, too
many categories just flapping out here by thems

inanLCLS libragnd that did not result in my | earning a
that the appropriate person is available to take the call, take the notes, and take on the responsibility of
communicating that information (accurately)éo.

Satisfacton with LCLS Communications

The

next question under this section was oOwhat i s

communications?296

Eight communicatitypeswer e | i sted t o which respondeany satries ftic
6satisfiedd, O6bunsatisfiedd, O6very unsatisfiedd and
this questionFor further details and to examine these responses according to the type of library, please see
AppendixB 2(b) for the table and 2(c) for charts
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