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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, and what 

ideas exist for future changes.  The project methodology included a survey in May and focus 

groups from May through mid-July.  This document includes the feedback from the survey and 

focus groups along with recommendations for future projects and changes. 



LCLS Communications Audit 

 

 

Page 1 

 

LCLS Communications Audit 
R E P O R T  A N D  R E C O M M E N DA T I O N S 

TABLE OF CONTENTS -  

BACKGROUND .................................................................................................................... 3 

SURVEY................................................................................................................................ 4 

Background information / Demographics ............................................................................................4 

Library Type ...........................................................................................................................................4 

Library Role ............................................................................................................................................4 

Years Worked At LCLS Member Library ..........................................................................................5 

Demographic Analysis ..........................................................................................................................6 

Communication Tools ................................................................................................................................7 

Communication Form for Critical Information ...................................................................................7 

Effectiveness of LCLS Communication Tools ................................................................................... 10 

Effectiveness of LCLS Communication Tools (comments for non-effective tools) ..................... 11 

Satisfaction with LCLS Communications ........................................................................................... 12 

Satisfaction with LCLS Communications (comments for Unsatisfied/Very Unsatisfied) .......... 13 

LCLS Member Search For Information ............................................................................................ 14 

Awareness of HelpMe ....................................................................................................................... 15 

Online Forum ........................................................................................................................................ 16 

Web sites Members Frequently Use ............................................................................................... 17 

Suggestions to Improve Information Flow ...................................................................................... 18 

The Expedition Extra ............................................................................................................................. 19 

Count of Members That Receive Expedition Extra! ...................................................................... 19 

What Members Do When they get the Expedition Extra!.......................................................... 20 

Gauging How Often There is an Item of Interest in the Expedition Extra! .............................. 21 

Important Items in the Expedition Extra! ......................................................................................... 23 

The LCLS Web site ................................................................................................................................ 24 

Count of Members who use the LCLS Web site ............................................................................ 24 

Rank Usefulness of Web site Sections ............................................................................................ 25 

Navigating LCLS Web site ............................................................................................................... 26 

Difficulty Navigating LCLS Web site ð Actions Taken ................................................................. 29 

Information Sought at LCLS Web site ............................................................................................. 30 

Suggested Information to add to LCLS Web site ......................................................................... 31 

Information that should remain on the LCLS Web site ................................................................. 31 

E-mail ....................................................................................................................................................... 32 



LCLS Communications Audit 

 

 

Page 2 

Usage of lcls.org E-mail Account ...................................................................................................... 32 

E-mail Program Usage for lcls.org Accounts .................................................................................. 35 

Frequency of Usage for Main Library E-mail Account ................................................................ 35 

Frequency of Usage for Work-Related LCLS Account ................................................................ 36 

Frequency of Reading E-mail from LCLS Staff ............................................................................. 37 

Frequency of Reading E-mail from an Electronic List ................................................................... 37 

Actions Based on E-mail Type .......................................................................................................... 38 

Additional E-mail Topics Not Received Currently ......................................................................... 38 

FOCUS GROUPS ................................................................................................................ 39 

Web site .................................................................................................................................................. 39 

Extra! Electronic Newsletter ................................................................................................................. 41 

Design/Format ..................................................................................................................................... 41 

Content .................................................................................................................................................. 41 

Site Visits ................................................................................................................................................. 42 

E-mail ....................................................................................................................................................... 42 

Miscellaneous .......................................................................................................................................... 43 

RECOMMENDATIONS ........................................................................................................ 44 

LCLS Web site Project .......................................................................................................................... 44 

LCLS.org Mail Account Audit and Standards Project ...................................................................... 45 

LCLS Mailing Lists Project ..................................................................................................................... 46 

Expedition Extra Newsletter Project .................................................................................................. 46 

HelpMe Project ...................................................................................................................................... 47 

LCLS Services and Membership Identity Project .............................................................................. 48 

Site Visits Project .................................................................................................................................... 48 

Other ........................................................................................................................................................ 48 

LESSONS LEARNED ............................................................................................................ 49 

Surveys .................................................................................................................................................... 49 

Focus Groups .......................................................................................................................................... 49 

General ................................................................................................................................................... 49 

Ongoing Meetings ................................................................................................................................. 49 

ACKNOWLEDGEMENTS ..................................................................................................... 50 

APPENDICES ...................................................................................................................... 51 

Appendix A - Demographics ............................................................................................................... 51 

Appendix B - Communication methods .............................................................................................. 53 

Appendix C - The Expedition Extra! .................................................................................................. 71 

Appendix D - LCLS Web site .............................................................................................................. 77 

Appendix E - E-mail .............................................................................................................................. 96 

 
 



LCLS Communications Audit 

 

 

Page 3 

BACKGROUND 
The reason for conducting this project is that we believe strategies in creating positive and effective communications 

culture will be identified and utilized as a result of the audit.   

In general itõs important to understand that LCLS often plays an intermediary role between our members and a) Other 

Illinois Library Systems, b) The State of Illinois, 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 employ for effective and professional communication with our members.  This will also help LCLS staff 

deliver messages in a consistent professional manner. 

The last time LCLS conducted a 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 following documents: 

 Project Charter ð this document included the project assumptions, scope, approach & methodology, timeline, 

and an identification of the critical success factors. 

 Project Task List ð this document outlined the key tasks to be performed as part of the project and the dates 

they were scheduled to occur. 

 Questions ð this document was refined in a number of drafts and was eventually used to enter the questions 

into SurveyMonkey in May. 

The methodology for acquiring member feedback for this project was two-fold: 

 Develop a listing of questions that would be presented as a survey and made available on 

SurveyMonkey. 

 Develop and conduct Focus Groups as an additional means to gather feedback from LCLS members. 

The survey was conducted between mid to late May, while the focus groups spanned May through mid-July. 

This document is organized into four primary sections: 

 Survey Results 

 Focus Group Results 

 Recommendations 

 Appendices with additional detail 

A wide variety of data has been gathered.  This data has been used for additional analysis 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 at the end of the document provide further detailed analysis. 

Background information / Demographics 

Library Type 

The survey was conducted for the membership of the Lewis & Clark Library System.  In order to better understand the 

needs of LCLS member libraries, it was necessary to design the survey in a way that would enable the research team 

to differentiate among the types of libraries that compose the membership. The findings of the survey show that the 

majority of the respondents are from public libraries: 

 

While the largest response group is composed of public librarians, caution must be taken when making decisions 

based on this fact and the other library types need to be addresses as well. (See Appendix A for details). 

 

Library Role 

In addition a question was asked to determine the mix of library directors with library staff. 

 



LCLS Communications Audit 

 

 

Page 5 

 

Years Worked At LCLS Member Library 

For all types of libraries, 43% have worked at an LCLS member library for 12 years or more.  In the same way, 

within each library type, the majority of the respondents have worked with an LCLS member library for 12 years or 

more: (30%) of academic librarians, 44.25% public librarians, 87.5% special librarians and 33% of those with school 

libraries. (See Appendix A #2)  

 

  



LCLS Communications Audit 

 

 

Page 6 

Demographic Analysis 

Analysis was performed to identify the level of experience among library staff according to their job classification.  

The rationale behind this is to understand how to direct certain information, more significantly, consulting issues to the 

two groups.  Since at least half of the responding library 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 with 

LCLS communications.  This could influence the membersõ response to the questions asked in the survey in that 

communication methods may not be as effective but the usersõ familiarity with these may cause them to accept them as 

effective.  On the other hand, most staff members are fairly new. While only 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 (see 

Table 1 & Chart 1). This may be indicative of the fact that library staff may need more details when LCLS consultants 

communicate with them.  

TABLE 1 

 

CHART 1 
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Communication Tools 

The intent for this section is to inquire about the usability of our current communication tools.  Questions include: 

 What is considered the more useful for critical information?  

 What are seen as effective or ineffective communication tools? 

 What is the quality of information being communicated by LCLS? 

 What do members prefer to use?  

 

Communication Form for Critical Information 

In case of emergencies, it would be valuable to know the communication tool that might be most accessible to the 

majority of members.  Below is the response for that question: 

 

Among five choices provided ð the Web site, e-mail, fax, mail delivery and telephone calls, 74% of LCLS member 

librarians considered e-mail as the most useful tool for critical information.  
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When examining this according to type of library, the trend persists as the majority within each library type chose e-

mail (academic ð 90%, public ð 54.9%, special ð 62.5%, and school ð 77.8%). (See Table 2 below).  

TABLE 2 

 

 

CHART 2 
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Given that library directors and library staff may have different needs, we thought it would be worth investigating 

whether ôjob positionõ influences the communication tool deemed ômost useful for critical informationõ. However, there 

seems to be no significant correlation between the two variables. Both library directors and library staff pointed to e-

mail as the most useful for critical information (see Table 3 & Chart 3) 

TABLE 3 

 

 

CHART 3 
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Effectiveness of LCLS Communication Tools 

From the above, it is not surprising that when asked to òrate the effectiveness of the following LCLS communication 

toolsó, e-mail was rated the most effective: 

 

This question was asked to assess the value that our members place on our already existing communication tools. 

Whereas almost all of the options were rated as òeffectiveó, e-mail was singled out to be the òmost effectiveó (68%). 

This is depicted in the table below. 

 

68% of survey respondents rated e-mail as the most effective LCLS communication tool 
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The following table shows the percentages of respondents who view e-mail as the most effective tool of 

communication according to the type of library they work in. (Also 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 ð Most Effective 

Academic librarians 70% 

Public librarians 55% 

Special librarians 61% 

School librarians 50% 

 

Apart from e-mails, the Web site ranks as the second most effective communication tool for public (27%), special 

(13%) and school (36%) librarians. It is also evident that occasional flyers, the Expedition Extra, mailing, and site 

visits, have the least ratings and therefore are perceived to be the least effective tool of communication. While the 

sample size may pose a threat to the validity of this analysis (sample size may not be a perfect representation of our 

population), this suggests that the other communication tools need some modifications to meet the expectations of LCLS 

members while the use of some might be eliminated.   

Effectiveness of LCLS Communication Tools (comments for non-effective tools) 

In order to understand why a current communication tool may not be seen as effective, respondents were asked; òif 

you marked ôNot effectiveõ for any part of question #2, please explain why.ó The following are some of the most 

popular responses. 

 One respondent indicated that flyers are not effective because, òmost flyers deal with public librariesécould 

be sent as attachments then paper would not be wastedó. 

 In general, the Expedition Extra is considered an effective communication tool. However, there were many 

comments about its format. Some of the comments may be expressed as follows: òthe Expedition Extra is 

helpful but I need a more user-friendly format, perhaps with navigational links at the top to allow me to 

quickly jump around in the newsletter to parts that pertain to meó. One respondent indicated, òIédo not 

receive the Expedition Extra or other e-mail or the other forms of communication either.ó  

 In terms of packets sent via mail, there was only one comment where the respondent stated òéyes great, but 

by snail mail ð not cost effectiveó.  

 While e-mail was rated the most effective communication tool, a few people complained about the 

inconveniences associated with its use. Two respondents expressed their concerns that they feel òLCLS e-mail 

could use some improvements, for example the mail box size is too smalló, òtoo much stuff is sent to everyone 

and it clogs up finding items that are truly important and need a timely response. Suggest only library e-mail 

be used for general items such as freebies and lost books, SRP, minutes of whatever meeting, and save the 

send everyone mail for things that need immediate attention.ó  

 Regarding the continuous education printed calendar, it is must be noted that respondents seldom use it for 

various reasons including:  

o òétoo many calendars to keep track ofó  

o òmost of the activities do not apply to smaller librariesó  
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o òCE calendar is outdated when it arriveséit would be saving money not to print them.ó 

o òthe CLeO Web site is more useful since you have to register from there anywayó.   

 It seems one of the main obstacles to smaller librariesõ ability to attend CE events is because they have fewer 

number of staff members. As a result, the CE calendar becomes less useful to them. 

 Three respondents each gave the following reasons for the Web site, site visits, and telephone calls 

respectively: òWeb site needs to be updated more often, also not that intuitive to navigate, too busy, too 

many categories just flapping out here by themselvesó, òIõve only had one site visit in the 8 years Iõve worked 

in an LCLS library and that did not result in my learning any new informationó and òtelephone calls assume 

that the appropriate person is available to take the call, take the notes, and take on the responsibility of 

communicating that information (accurately)éó. 

 

Satisfaction with LCLS Communications 

The next question under this section was òwhat is your overall level of satisfaction with the quality of LCLS 

communications?ó 

 

Eight communication types were listed to which respondents were to indicate their choices among: ôvery satisfiedõ, 

ôsatisfiedõ, ôunsatisfiedõ, ôvery unsatisfiedõ and ôno opinionõ. A total of one hundred and forty (140) people answered 

this question.  For further details and to examine these responses according to the type of library, please see 

Appendix B 2(b) for the table and 2(c) for charts. 


