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Dear Reader,

Today’s public library is entirely different from many of the libraries we grew up with. In 1972, two years
after the Department of Libraries was created by merging the Free Public Library Service and the State Library, many
public libraries were run by volunteers, open just a few hours a week, and offered few public programs. 42 out of
about 210 public libraries (20%) met minimum standards. More than half did not have telephones, and most were
open less than 14 hours a week. The Department’s Biennial Report for 1972 lists total public library circulation of
2,207,573. Programming efforts focused almost exclusively on preschool storytime. The Department of Libraries
supported local libraries through regional libraries, bookmobile service, interlibrary loan, a few basic workshops, and
general advice.

In 2006, 132 of 189 public libraries (70%) meet standards, have paid staff, are open an average of 27 hours a
week, and offer a wide variety of services. Traditional preschool storytimes and best sellers continue to be available,
but libraries have added access to electronic databases, audiobooks, DVDs, reference service, programs for all ages
including young adults, and public access to the internet. They counted 3 million visits, 4,359,258 items circulated,
and program attendance of nearly 300,000 in 2005-06. The Department of Libraries has expanded the services it
offered in 1972 to include statewide contracts for databases, movie licensing, online catalogs and electronic mail.
1,200 librarians attend its 80 workshops each year, and its consultants log 4,500 contacts each year.

Are Department of Libraries services keeping up with the demands of today’s public libraries and their
customers? Will they be adequate in the future? In what directions should our services be moving? The Department
staff have heard informal positive comments about current activities, and librarians overall seem to feel the
Department is moving in the right direction. Nonetheless, the Department felt it wise to conduct an impartial study to
determine if changes should be made and what priorities it should set.

We are pleased that so many librarians gave the Department’s services high marks and grateful for their
thoughtful responses to the survey. In the best of all worlds, all libraries would be highly satisfied with all of the
Department's services. That is an achievement towards which we will continue to strive. As we begin the process of
revising the Department’s next five year plan, we will work to fine tune the mix of services we offer in hopes of
bringing us ever closer to that goal.

Sincerely,

Sybil Brigham McShane

Sybil Brigham McShane
State Librarian
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BACKGROUND AND METHODOLOGY

Background and Research Goal

This study was designed to meet the research needs of two organizations: The Vermont Department of
Libraries and the Vermont Library Association. Because both entities needed information from the same
target population, they decided that a collaborative study rather than two separate studies would be most
efficient for the respondents.

The goal of the Department of Libraries was to gather information to answer the following research
guestions:

e What are the strengths and weaknesses of Vermont libraries?

* How satisfied are Vermont library directors with Department of Libraries services?

 Which Department of Libraries services are most and least important to Vermont library directors?
< What unmet needs do library directors want the Department of Libraries to address?

This document reports study results related to these questions.

Target Population

The study sought information from directors of public and academic libraries in Vermont. Because this
universe is relatively small (213), the entire target population was surveyed. Library directors were
selected because they are more likely than other library workers to have had interactions with the
Department of Libraries and are therefore in a position to offer useful information.

Approach

The study used a predominantly quantitative approach to gather information that can be generalized to
the target population.

Data Collection

Data were collected using a three-part mail survey. Part | included questions pertaining to the
Department of Libraries, Part Il included questions pertaining to the research goals of the Vermont Library
Association, and Part 11l included questions about the respondents and their libraries (see Appendix A).
The survey instrument included both closed- and open-ended questions. It was reviewed by both
sponsoring organizations and pre-tested by five librarians in the respondent pool. Several minor but
important modifications were made to clarify the wording of the questions and instructions based on the
feedback of the pre-testers. The University of Vermont Institutional Review Board also reviewed the
survey methodology, instrument, and cover letter.

The surveys were mailed January 11, 2006, along with cover letters explaining the purpose of the study,
identifying the sponsoring organizations, and assuring anonymity of respondents (see Appendix B). The
cover letter for academic librarians included an additional paragraph acknowledging that they may have
limited contact with the Department of Libraries and encouraging them to complete the survey to the best
of their ability.

Numerous efforts were made to boost the response rate, including the following:

e Messages describing the study and encouraging people to watch for the survey in the mail and
respond were posted to the Department of Libraries’ electronic discussion lists reaching public and
academic libraries on January 11, 2006.

A pre-addressed return envelope bearing a postage stamp was enclosed with each survey.



e Cover letters were personally addressed and individually signed by the researcher.
< Reminder postcards were sent to all people in the target population two weeks after surveys were
mailed.

Survey recipients were given a deadline of February 1, 2006, to respond, but surveys were received
through March 13, 2006, and all surveys received were included in the analysis.

Response Rate

Using a mailing list supplied by the Department of Libraries, surveys were mailed to 213 library directors
at the following types of libraries: municipal and incorporated public libraries (177); college and university
libraries (25); and combined public and school libraries (11). Of this target population, 151 people
returned surveys. Two surveys were returned uncompleted, one with a note explaining that the library
had closed and the other with a note saying that the library director had only just recently arrived in
Vermont and was unable to offer any opinions. These two surveys were removed from both the total
target population and from the number of respondents for a final total of 149 responses out of 211, a
response rate of 71%.

A high response rate is important in minimizing nonresponse bias in the survey results. Nonresponse
bias occurs when the opinions of the people who respond are significantly different from the opinions of
those who do not. According to Hager et al., several research methods textbooks suggest that
researchers should strive to achieve response rates of 50%, 60% or 75% .

Data Analysis
Respondents were asked both closed- and open-ended questions.

Responses to closed-ended questions were coded, and the quantitative data were entered into a
spreadsheet. After entry, all data were proofread and exported to the software program SPSS, in which
descriptive and inferential statistics were calculated.

The open-ended questions were useful in gathering additional information because they allowed
respondents to offer answers that were unconstrained by survey language or pre-set categories.
Responses to open-ended questions were analyzed for themes and trends, coded, and entered into a
relational database to allow cross-tabulation of responses by library type.

Please Note: Analysis of qualitative data is typically less precise and more subjective than analysis of
guantitative data. Numbers used to report on open-ended questions in the “Data and Results” section are
intended only to give the reader a general sense of the weight of the trends reported.

Y Hager, M., Wilson, S., Pollak, T., & Rooney, P. (2003, June) “Response rates for mail surveys of
nonprofit organizations: a review and empirical test.” Nonprofit and Voluntary Sector Quarterly, 32(2),
252-267.



RESPONDENT PROFILE

The following charts show the characteristics of the group of 149 respondents.
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MAJOR FINDINGS

Overall satisfaction with the Vermont Department of Libraries is high. Library directors are especially
satisfied with the courtesy, friendliness, and expertise of DOL staff. Directors are somewhat less
highly satisfied with DOL'’s leadership in responding to the changing needs of libraries, developing
new statewide products and services, and helping Vermont librarians stay up to date on national
trends (p. 10)—all of which were mentioned by some as the primary purpose of the department (p.
58, items 2, 3 and 9).

Overall satisfaction with DOL does not vary by area of Vermont. It also does not vary by whether or
not library directors have formal training in librarianship (either Master of Library Science degree or
DOL certificate). Overall satisfaction with DOL does vary by other respondent characteristics: 1)
Library directors at public libraries (municipal, incorporated, or combined school/public) are more
highly satisfied than directors at academic libraries; 2) Directors at relatively small libraries (defined
by either number of staff or library budget) are more satisfied than directors at large libraries; and 3)
Library directors with less than six years employment experience in libraries are more satisfied than
those with more experience (pp. 14-22).

Satisfaction with specific DOL services is also high. All but one of 33 services received the rating of
“satisfied” or “very satisfied” from a majority of respondents. More than one-third of the services
received a rating of “very satisfied” from at least 75% of respondents. Only 10 services received a
rating of “very dissatisfied” or “dissatisfied” from between 10% and 20% of respondents (pp. 23-25).

There seems to be low awareness of many of the collections maintained by DOL, as indicated by the
fact that fewer than half the respondents offered any satisfaction rating at all for them (p. 24). Many
of these same services also received low importance ratings (p. 37-39).

Both quantitative and qualitative survey data show that directors of public libraries believe interlibrary

loan is by far the most important DOL service. (Respondents also indicated high satisfaction with this

service.) The data show that continuing education and consulting are also very important (pp. 37-39).

Respondents offered the following suggestions to further improve these important services (p. 56):

0 Make the interlibrary loan system more efficient.

o Find ways to reduce the cost of interlibrary loan shipping.

o Offer more workshops in the southern part of the state.

o Offer more workshops and technical consulting regarding computers, Internet access, and
automation.

While they also highly value the interlibrary loan service, directors of academic libraries most
frequently named consortial database purchasing, including the Vermont Online Library, as the most
valuable DOL service (p. 38). Academic library directors believe their patrons want access to more
electronic database, and directors would like to see DOL facilitate the collaborative purchase of
additional databases (pp. 55-56).

Thirteen DOL services were rated “essential” by a majority of respondents. Most of these services
also received high satisfaction scores (more than 75% of respondents indicating they were “satisfied”
or “very satisfied.”) Six of the 13, however, did not receive such high satisfaction ratings (pp. 24 and
40). The gap between importance and satisfaction scores on these services presents an opportunity
for improvement that would likely be highly valued by library directors:

o Interlibrary Loan

Continuing Education

Grants—Performers

Collections—Grants

Vermont Centralized Card/MARC Cataloging Service

Collections—Large-Print and Talking Books

OO0OO0OO0O0



(The list of services needed from DOL offers ideas for ways to improve some of these services, pp.
56-57).

When asked about their library’s greatest strength, respondents most frequently listed “the collection.”
But many also listed “collection” as their library’s greatest weakness (pp. 53-54). No doubt this
explains the great importance of interlibrary loan, which serves to expand the collections of libraries.
Respondents offered several ideas for new DOL services that would serve to support library
collections: offer funding and financial support, coordinate statewide group purchasing, provide
reviews of adult materials, help libraries obtain materials in non-print formats, and develop a
statewide online catalog (p. 56).

Both public and academic library directors are concerned about their library buildings. Many listed
“library as place” or “community hub” as one of their library’s greatest strengths; many listed physical
plant issues as one of their library’s greatest weaknesses; and many indicated they believed their
patrons would like them to improve the library building (pp. 53-55). A great number of public library
directors said that patrons want the library to be open more hours. At the same time, library directors
indicated their patrons also want better and faster access to computers, the Internet, and online
resources (p. 55).

Funding is a source of concern, especially for public library directors. Many listed limited resources
and lack of funding among their libraries’ greatest weaknesses (p. 54). Respondents named funding
and financial support as one of the most important new services needed from DOL, second only to
improvements to interlibrary loan (p. 56). The Vermont Public Library Foundation Grants, Resource
Sharing/ILL Grants, and Collection Grants all appear in the top 10 DOL services in terms of
importance (p. 39), and the Vermont Public Library Foundation Grants received the highest
satisfaction score of all DOL services (p. 23).



DATA AND RESULTS

Overall Satisfaction with Department of Libraries

Respondents were asked to read nine statements expressing satisfaction with various aspects of the

Department of Libraries and to circle the number that best represented their level of agreement with each

statement on a seven-point scale with “1” meaning strongly disagree and “7” meaning strongly agree.

Satisfaction of All Respondents

All statements received average scores of neutral or above (scores ranged from 4.73 to 5.84). Scores

are listed below from highest to lowest.

Overall Satisfaction with Department of Libraries

Mean Score

Statement n (1-7 scale)
Staff of DOL are consistently courteous and friendly 148 5.84
Staff of DOL are expert at the services they provide 148 5.68
Overall, | am satisfied with the DOL 146 5.35
Quality of DOL products and services consistently 146 5.26
meets my expectations
DOL offers the programs and services my library needs 147 5.21
DOL does a good job providing information about the 147 5.10
products and services it offers to libraries
DOL is a leader in providing statewide products and 145 4.97
services
DOL develops new products and services to meet 146 4,95
changing needs of libraries
DOL helps Vermont librarians stay up to date on 146 4.73

national trends in libraries

10



The following charts show the distribution of respondents’ ratings for each of the nine statements.
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Staff of DOL are expert at the services they provide
Respondents from academic libraries are somewhat less satisfied than respondents from all other
types of libraries.

DOL does a good job providing information about its products and services
Respondents from academic libraries are somewhat less satisfied than respondents from municipal
and incorporated public libraries.

Overall, | am satisfied with the DOL

Respondents from academic libraries are somewhat less satisfied than respondents from all other
types of libraries.

17



Satisfaction by Number of Paid Staff

The following table shows mean scores for each statement by number of paid staff in the library.

Overall Satisfaction by Number of Paid Staff
Mean Scores (1-7 scale)

Statement 2 or fewer 3to5 6to 10 11 or more
DOL offers the programs and services 55 53 5.2 3.8
my library needs
Quality of DOL products and services 5.6 5.3 5.4 3.6
consistently meets my expectations
Staff of DOL are expert at the services 6.0 5.7 5.8 4.5
they provide
Staff of DOL are consistently courteous 6.2 5.7 5.8 4.9
and friendly
DOL develops new products and 5.3 4.9 5.1 3.6
services to meet changing needs of
libraries
DOL is a leader in providing statewide 5.5 4.8 53 3.5
products and services
DOL does a good job providing 5.4 5.0 5.3 4.3
information about the products and
services it offers to libraries
DOL helps Vermont librarians stay up 5.2 4.5 4.9 3.6
to date on national trends in libraries
Overall, | am satisfied with the DOL 5.7 5.3 55 3.9

Overall, respondents from libraries employing 10 or fewer people are somewhat more satisfied than
respondents from libraries employing more people.

Tests of statistical significance (ANOVA and Tukey HSD) were used to determine the likelihood that the
opinions of the various respondent groups really are the same, and that the differences in mean scores
are simply the result of chance. Various differences among the mean scores of groups on the following
eight statements were found to be statistically significant, and unlikely to be the result of chance:

e DOL offers the programs and services my library needs
Respondents from libraries with 11 or more paid staff members are somewhat less satisfied than
respondents from libraries with smaller staffs.

 Quality of DOL products and services consistently meets my expectations
Respondents from libraries with 11 or more paid staff members are somewhat less satisfied than
respondents from libraries with smaller staffs.

e Staff of DOL are expert at the services they provide

Respondents from libraries with 11 or more paid staff members are somewhat less satisfied than

18




respondents from libraries with smaller staffs.

Staff of DOL are consistently friendly and courteous
Respondents from libraries with 11 or more paid staff members are somewhat less satisfied than
respondents from libraries with 2 or fewer paid staff members.

DOL develops new products and services to meet changing needs
Respondents from libraries with 11 or more paid staff members are somewhat less satisfied than
respondents from libraries with smaller staffs.

DOL is aleader in providing statewide products and services
Respondents from libraries with 11 or more paid staff members are somewhat less satisfied than
respondents from libraries with smaller staffs.

DOL helps Vermont librarians stay up to date on national trends

Respondents from libraries with 11 or more paid staff members are somewhat less satisfied than
respondents from libraries with 2 or fewer paid staff members and from libraries with 6-10 paid staff
members.

Overall, | am satisfied with the DOL
Respondents from libraries with 11 or more paid staff members are somewhat less satisfied than
respondents from libraries with smaller staffs.

19



Satisfaction by Size of Library Budget

The following table shows mean scores for each statement by size of library total annual budget.
(Because there were only nine responses in the budget category $100,000-$149,999, that category and
the category $50,000-$99,999 were collapsed into one.)

Overall Satisfaction by Total Annual Budget
Mean Scores (1-7 scale)

$20,000- $50,000- $150,000 or

Statement $0-$19,999 $49,999 $149,999 more
DOL offers the programs and 5.15 5.78 5.64 4.21
services my library needs
Quality of DOL products and 5.32 5.80 5.62 4.29
services consistently meets my
expectations
Staff on DOL are expert at the 5.92 6.18 5.80 4.84
services they provide
Staff of DOL are consistently 6.15 6.33 5.85 5.11
courteous and friendly
DOL develops new products 5.29 5.33 5.18 4.15
and services to meet changing
needs of libraries
DOL is a leader in providing 5.42 5.36 5.20 4.03
statewide products and
services
DOL does a good job providing 5.12 5.38 5.50 4.50
information about the products
and services it offers to
libraries
DOL helps Vermont librarians 5.04 5.00 5.05 3.97
stay up to date on national
trends in libraries
Overall, | am satisfied with the 5.52 5.85 5.68 4.32

DOL

Overall, respondents from libraries with smaller budgets are somewhat more satisfied than respondents

from libraries with larger budgets.

Tests of statistical significance (ANOVA and Tukey HSD) were used to determine the likelihood that the
opinions of the various respondent groups really are the same, and that the differences in mean scores

20




are simply the result of chance. Various differences among the mean scores of groups on all of the
statements were found to be statistically significant, and unlikely to be the result of chance:

e DOL offers the programs and services my library needs
Respondents from libraries with budgets of $150,000 or more are somewhat less satisfied than
respondents from libraries with budgets of $20,000-$49,999 and from libraries with budgets of
$50,000-$149,999.

< Quality of DOL products and services consistently meets my expectations
Respondents from libraries with budgets of $150,000 or more are somewhat less satisfied than
respondents from libraries with budgets of $20,000-$49,999 and from libraries with budgets of
$50,000-$149,999.

- Staff of DOL are expert at the services they provide
Respondents from libraries with budgets of $150,000 or more are somewhat less satisfied than
respondents from libraries with smaller budgets.

e Staff of DOL are consistently friendly and courteous
Respondents from libraries with budgets of $150,000 or more are somewhat less satisfied than
respondents from libraries with budgets of $0-$19,999 and from libraries with budgets of $20,000-
$49,999.

e DOL develops new products and services to meet changing needs
Respondents from libraries with budgets of $150,000 or more are somewhat less satisfied than
respondents from libraries with smaller budgets.

e DOL is aleader in providing statewide products and services
Respondents from libraries with budgets of $150,000 or more are somewhat less satisfied than
respondents from libraries with smaller budgets.

e DOL does agood job providing information about its products and services
Respondents from libraries with budgets of $150,000 or more are somewhat less satisfied than
respondents from libraries with budgets of $50,000-$149,999.

e DOL helps Vermont librarians stay up to date on national trends
Respondents from libraries with budgets of $150,000 or more are somewhat less satisfied than
respondents from libraries with budgets of $20,000-$49,999 and from libraries with budgets of
$50,000-$149,999.

e Overall, | am satisfied with the DOL
Respondents from libraries with budgets of $150,000 or more are somewhat less satisfied than
respondents from libraries with smaller budgets.

21



Satisfaction by Number of Years Employed in Libraries

The following table shows mean scores for each statement by number of years respondents have been
employed in libraries.

Overall Satisfaction with DOL by Number of Years Employed in Libraries
Mean Scores (1-7 scale)

Statement 5 Years or Fewer More than 5 Years
DOL offers the programs and services my library needs 5.69 5.11
Quality of DOL products and services consistently meets 5.92 5.12
my expectations
Staff on DOL are expert at the services they provide 6.27 5.56
Staff of DOL are consistently courteous and friendly 6.42 5.71
DOL develops new products and services to meet changing 5.67 4.81
needs of libraries
DOL is a leader in providing statewide products and 5.75 4.82
services
DOL does a good job providing information about the 5.62 4.99
products and services it offers to libraries
DOL helps Vermont librarians stay up to date on national 5.52 4.57
trends in libraries
Overall, | am satisfied with the DOL 5.96 5.22

Overall, respondents with fewer years of experience are somewhat more satisfied than respondents with
more years of experience.

Tests of statistical significance (ANOVA and Tukey HSD) were used to determine the likelihood that the
opinions of the two respondent groups really are the same, and that the differences in mean scores are
simply the result of chance. Differences between the mean scores of groups on the following seven
statements were found to be statistically significant, and unlikely to be the result of chance. For each of
these statements, respondents who have been employed in libraries five years or fewer are somewhat
more satisfied than respondents who have been employed in libraries more than five years.

e Quality of DOL products and services consistently meets my expectations.
- Staff of DOL are expert at the services they provide.

» Staff of DOL are consistently courteous and friendly.

e DOL develops new products and services to meet changing needs.

e DOL is aleader in providing statewide products and services.

e DOL helps VT librarians stay up to date on national trends.

e Overall, | am satisfied with the DOL.

22




Satisfaction with Specific Department of Libraries Services

Respondents were asked to review a list of 33 services currently provided by the Department of Libraries
and to rate their satisfaction with each service on a five-point scale with “1” meaning very dissatisfied and
“5” meaning very satisfied. Respondents were asked to circle “NA” for any service they had never used
or about which they had no opinion.

All services received average scores of neutral (“3”) or higher, with average scores ranging from 3.33 to
4.54. Services and their mean scores are listed below, from highest to lowest score.

Satisfaction With Services
Mean Score
Service n (1-5 scale)
Grants—VT Public Library Foundation 119 4.54
Summer reading program 118 4.40
Book purchasing contracts 108 4.39
Award programs—Dorothy Canfield Fisher 121 4.39
Award programs—Red Clover 117 4.38
Interlibrary loan 140 4.31
Consulting services 122 4.31
Award programs—Green Mountain Book Award 108 4.31
Grants—Resource sharing/ILL 103 4.17
Collections—Children’s Book Exhibit Center 92 4.17
Reference and information services 113 4.16
Statistics of public libraries 121 4.15
Collections—Reference 87 4.09
Collections—Large-print and talking books 105 4.07
VT Online Library—Gale//Heritage Quest 119 4.04
VALS/Web2 (union catalog/linked catalogs) 128 4.02
VALS e-mail 132 4.02
Collections—VT history 73 4.01
Certification of public librarians 109 4.01
Collections—Regional libraries 99 4.00
VT centralized card/MARC cataloging service 86 3.99
Grants—Performers 95 3.98
Participation by department staff in VLA and VLTA 84 3.98
Continuing education (workshops) 126 3.94
Collections—Law 49 3.86
Collections—Library science 64 3.84
Grants—Smith 50 3.78
Collections—VT newspapers 57 3.75
Standards for public libraries 122 3.72
Web Junction 76 3.71
Collections—Grants 102 3.68
Collections—Documents, federal and state 48 3.63
Collections—Video 55 3.33
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Seven services were rated by fewer than half of the respondents, indicating that a majority of respondents
have either never used these services or have no opinion about them. Six of these seven services are
collection-related services.

Services Rated by Fewer Than Half of Respondents
Percent of Respondents
Service Who Rated Service

Collections—Vermont history 49
Collections—Library Science 43
Collections—Vermont newspapers 38
Collections—Video 37
Grants—Smith (for children’s services) 34
Collections—Law 33
Collections—Documents, federal and state 32

All services except one (Collections—Video) received the rating of “satisfied” or “very satisfied” from a
majority of respondents who rated them. Thirteen services received the rating of “satisfied” or “very
satisfied” from more than 75% of the respondents who rated them.

Services With Which More Than 75% of Respondents are
“Satisfied” or “Very Satisfied”
Percent of Respondents
“Satisfied” or
Service “Very Satisfied”
Book purchasing 88
Grants—Vermont Public Library Foundation 87
Summer reading program 84
Interlibrary loan 84
Award programs—Dorothy Canfield Fisher 84
Award programs—Red Clover 82
Consulting services 80
Award programs—Green Mountain Book Award 79
Statistics of public libraries 78
Collections—Children’s book exhibit center 76
Collections—Reference 76
Grants—Resource sharing/ILL 76
Reference and information services 75

24



Nine services received the rating of “very satisfied” from a majority of respondents who rated them:

Services With Which a Majority of Respondents Is “Very Satisfied”
Percent of Respondents

Service “Very Satisfied”
Grants—Vermont Public Library Foundation 72
Summer reading program 61
Consulting services 61
Award programs—Red Clover 60
Award programs—Dorothy Canfield Fisher 59
Interlibrary loan 57
Award programs—Green Mountain Book Award 56
Book purchasing 56
Grants—Resource sharing/ILL 56

Ten services received a rating of “very dissatisfied” or “dissatisfied” from at least 10% of respondents.

Services With Which At Least 10% of Respondents Are
“Very Dissatisfied” or “Dissatisfied”

Percent of Respondents
“Very Dissatisfied” or
Service “Dissatisfied”
Collections—Video 20
Web Junction 12
VALS e-mall 11
VALS/Web2 11
Standards for public libraries 11
VT centralized card/MARC cataloging service 11
Grants—Performers 11
Collections—Documents, federal and state 10
Continuing education 10
VT Online Library 10




The following charts show the distribution of respondents’ ratings for each of the 33 services. These
data exclude those respondents who circled “NA,” meaning they had never used a service or had no
opinion about it.
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Satisfaction: Summer Reading Program
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Satisfaction: Collections--Regional Libraries
(incl. Supplementary Collections & Book Boxes)
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Satisfaction: Collections--Library Science
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Satisfaction: Collections--VT Newspapers
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Satisfaction: Grants--Performers
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Satisfaction: Award Programs--Dorothy Canfield
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Importance of Specific Department of Libraries Services

Qualitative Data

Respondents were first asked to answer the following open-ended question: Of the services currently
provided by the Vermont Department of Libraries, which TWO are most valuable to you and your library?
The question was designed to capture respondents’ “top of mind” opinions about which DOL services are
essential to them, before having reviewed the complete list of DOL services.

The responses were separated by library type and analyzed for themes and trends, as reported below.
Incorporated Public Libraries

The service most frequently named as valuable was interlibrary loan, mentioned 40 times. This
total includes six instances in which respondents specifically mentioned book boxes, books, long-term
loans from regional libraries, audio books, and large-print books.

The second most frequently named service was continuing education, named by respondents 19
times.

Three services received a similar number of mentions: consulting services, including several that
stressed the importance of regional librarians (8 mentions); Vermont Online Library and other
shared electronic resources (7 mentions); and catalog cards and cataloging services (6 mentions).
In addition, the VALS system received one mention and VALS Web?2 received two mentions.

Four respondents named certification as valuable, four named the summer reading program, three
named book purchasing/resource acquisition (including the grant library and newspaper
collection), one respondent named VALS e-mail as valuable, and one named reference services.
Municipal Public Libraries

The service most frequently named as valuable was interlibrary loan, mentioned 44 times. Several
respondents mentioned the book boxes from regional libraries as an especially valuable subset of
interlibrary loan. Several respondents also singled out the importance of the large-print book service.

The second most frequently named service was continuing education and training workshops,
appearing 24 times. In addition, the certification program was named by four respondents.

Consulting and advice are also valuable to many respondents and were listed 16 times. Several of
these respondents specifically mentioned the importance of consulting services providing by the
regional libraries.

Eight respondents listed catalog cards and cataloging services as one of DOL’s most valuable
services. Five respondents mentioned VALS and two respondents hamed Web2. Four respondents
named items related to catalogs: maintaining DOL/Public catalogs, public library catalog, and
Web-based catalog collection.

Eight respondents named the Vermont Online Library.

The Summer Reading Program was named by four respondents, and children’s services in
general was named by three respondents.

Three respondents named book purchasing contracts.

Other services named by fewer than three respondents:
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Northeast Regional Library collection

Saint Johnsbury Regional Library

FirstSearch

GovNet connection

Information provision—vendors, workshops, etc.
Information—Ilaw, policies, workshops

Public library support systems

Web Junction

Materials review

Book review—live presentation for juvenile materials

Academic Libraries

Consortial database purchasing—specifically the Vermont Online Library—was named most
frequently as a valuable service, receiving 16 mentions.

Respondents also highly value interlibrary loan, named nine times. One of these respondents
specifically named the ERIC fiche copies available through UVM.

VALS, Web?2/union catalogs, and linked catalogs were named by three respondents.

Other services named were cataloging assistance (1) having a DOL staff with the potential to help
with state-wide resources and initiatives (1), and library representation in government—
lobbying, marketing, etc. (1).

Combined Public/School Libraries

Interlibrary loan was named by four respondents.

Two respondents named workshops.

Two respondents named grants.

One named VALS and one named cataloging help.

One named database contracts—Heritage Quest/Infotrac/Cat Express.
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Quantitative Data

Respondents were asked to review the list of 33 services currently provided by the Department of
Libraries and to rate the importance of each service on a four-point scale with “1” meaning extremely
unimportant and “4” meaning essential—couldn’t do without. The scale was purposefully designed with
no neutral midpoint to force respondents to make a choice between unimportant and important.
Respondents were asked to circle “NA” for any service about which they had no knowledge.

Only one service--the Smith grant for children’s services--was rated by fewer than half of the respondents

(48%), indicating that a majority of respondents had no knowledge about this service. All services
received average scores higher than 2.5, with average scores ranging from 2.61 to 3.89.

Importance of Services

Mean Score
Service n (1-4 scale)
Interlibrary loan 143 3.89
VALS/Web?2 (union catalog/linked catalogs) 126 3.78
Grants—VT Public Library Foundation 124 3.74
VALS e-mail 132 3.72
Grants—Resource sharing/ILL 121 3.67
Book purchasing contracts 114 3.62
Summer reading program 126 3.60
Continuing education (workshops) 131 3.55
Consulting services 128 3.54
Collections—Grants 116 3.43
Reference and information services 122 3.40
Awards programs--Dorothy Canfield Fisher 132 3.38
Grants—Performers 108 3.37
VT Online Library—Gale/Heritage Quest 128 3.32
Awards programs—Red Clover 129 3.32
Statistics of public libraries 129 3.31
Awards programs—Green Mountain Book Award 122 3.31
Collections—Large-print and talking books 122 3.30
Certification of public librarians 117 3.28
VT centralized card/MARC 104 3.27
Collections—Regional libraries 118 3.19
Standards for public libraries 130 3.16
Grants—Smith 72 3.15
Collections—Children’s Book Exhibit Center 110 3.12
Collections—Reference 105 3.12
Collections—VT history 107 3.11
Participation by department staff in VLA and VLTA 106 3.08
Collections—VT newspapers 96 2.98
Collections—Documents, federal and state 92 2.92
Collections—Library science 102 2.89
Collections—Law 89 2.82
Web Junction 97 2.73
Collections--Video 89 2.61
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All services received the rating of “somewhat important” or “essential—couldn’t do without” from a
majority of respondents who rated them. Thirteen services were rated “essential” by a majority of
respondents:

Services Rated “Essential” by a Majority of Respondents
Percent of Respondents
Who Rated Service
Service “Essential”
Interlibrary loan 91
VALS/Web2 83
Grants—Vermont Public Library Foundation 81
Grants—Resource sharing/ILL 76
VALS e-mail 74
Book purchasing 70
Summer reading program 66
Consulting services 63
Continuing education 60
Grants—Performers 57
Collections—Grants 55
VT centralized card/MARC cataloging service 55
Collections—Large-print and talking books 51
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Only one service, Video Collections, was rated “extremely unimportant” by more than 10% of
respondents.

Twenty services were rated “extremely unimportant” or “somewhat unimportant by more than 10% of
respondents, as shown below.

Six services were rated “extremely unimportant” or “somewhat unimportant” by more than 20% of
respondents, and appear in boldface italic type in the table below.

Services Rated “Extremely Unimportant” or “Somewhat Unimportant”
by More Than 10% of Respondents
Services Rated “Extremely Unimportant” or “Somewhat Unimportant”
by More Than 20% of Respondents Appear in Bold-Face Italic Type
Percent of Respondents
Who Rated Service
“Extremely Unimportant” or
“Somewhat Unimportant”
Service

Collections—Video 43
Web Junction 33
Collections—Library Science 32
Collections—Law 30
Collections—VT newspapers 28
Collections—Documents, federal and state 26
VT centralized card/MARC cataloging service 19
Collections—Children’s book exhibit center 19
Participation by staff in VLA and VLTA 19
Collections—Regional libraries 19
Collections—Reference 18
Grants—Smith 18
Collections—Large-print and talking books 17
Collections—VT history 16
Grants—Performers 16
Standards for public libraries 15
VT Online Library—Gale/Heritage Quest 14
Awards programs—Red Clover 14
Certification of public librarians 14
Awards programs—Green Mountain Book 13
Award




The following charts show the distribution of respondents’ ratings for each of the 33 services. These
data exclude those respondents who circled “NA,” meaning they had never used a service or had no
opinion about it.
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Importance: Reference and Information Services
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Importance: Summer Reading Program
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Importance: VT Centralized Card/MARC
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Importance: Collections--Children's Book Exhibit
Center & Review Copies
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Importance: Collections--Regional Libraries (incl.

Supplementary Collections & Book Boxes)
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Importance: Collections--Library Science
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Importance: Collections--Vermont Newspapers
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Importance: Grants--Performers
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Importance: Award Programs--Dorothy Canfield
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Strengths of Vermont Libraries

Respondents were asked the following open-ended question: What do you think your users perceive to
be your library’s greatest strength?

Responses to this question did not vary dramatically by library type. Respondents’ answers were
clustered in the following themes:

1.

2.

Library collection—51

Staff (respondents especially stressed the personal assistance and attention offered to patrons,
friendliness, helpfulness, and customer service)—49

Library as place (warm and welcoming atmosphere; a safe place; a community center or hub)—18
Programs—15
Responsiveness in meeting patron requests—13

Computer technology, Internet access, and remote access to electronic materials—9
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Weaknesses of Vermont Libraries

Respondents were asked the following open-ended question: What is your library’s greatest weakness?

Responses to this question did not vary dramatically by library type. Respondents’ answers were
clustered in the following themes:

1.

2.

Physical plant issues (too small; overcrowded; not accessible)—39
Limited resources and lack of funding (including lack of town support)—25
Open too few hours—24

Weakness in the collection—20

Staff (too few and/or not well trained)—8

Inadequate technology resources; lack of online presence—8
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Changes Desired by Vermont Library Patrons

Respondents were asked the following open-ended question: What services (or changes in services) do
you think your users would like your library to provide that it is currently unable to provide?

Responses of directors of public libraries and combined public/school libraries differed dramatically from
the responses of academic library directors, and are reported separately below.

Public Library Directors (including combined public/school):

1. Open the library more hours—40

2. Expand programming—26

3. Provide or improve Internet access (including wireless); provide more public computers—25

4. Expand the collection—18 (an additional 10 respondents specifically mentioned the importance of
purchasing more materials in non-print format such as audio books, DVDs, and music CD-
ROMS)

5. Improve the library building (better meeting rooms, study spaces, reading rooms, handicap
accessibility)—16

6. Provide a Web-based catalog; more access to databases and online materials—11

7. Provide patrons with better computer help, including computer workshops—6

Academic Library Directors

1. Provide more electronic databases (especially full-text) and more remote access—8
2. Improve the library building—3
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Services Needed from the Department of Libraries

Respondents were asked the following open-ended question: If the Vermont Department of Libraries
could do THREE NEW things to help you and your library, what would those things be?

Respondents offered a vast number of ideas in response to this question. Responses were clustered in
numerous categories; categories with at least five responses are summarized below. As the Department
of Libraries considers the development of new services, it may be useful to review the actual wording of
responses to this question. Therefore, the full list of responses in each of these categories is attached as
Appendix C.

Responses did not vary dramatically by library type, with the exception that directors of academic libraries
were far more likely to call for the collaborative purchase of additional electronic databases.

1.

ILL Issues—46
Respondents are eager for the DOL to address the cost of postage, arrange for a statewide courier
system, and make the ILL process more simple, efficient, and automated.

Funding and Financial Support—38
Respondents would like the DOL to provide grants to libraries or oversee the distribution of state aid,
and help libraries do fund-raising and apply for grants.

Statewide Collaboration, Especially Group Purchasing—36

The Vermont Online Library is highly regarded by respondents (especially academic library directors),
and they seek leadership from the DOL in expanding Vermont Online Library and facilitating the
purchase of additional databases. Respondents also suggested group purchasing of other resources
such as computer equipment and office supplies. Finally, respondents would like to see DOL explore
and instigate other statewide initiatives such as borrowing privileges or movie licensing.

Workshops and Continuing Education—31

Respondents indicated needs for workshops in computer technology and collection development.
There was a clear call for more workshops in the southern part of the state, and some interest in DOL
finding ways to help library workers earn the MLS degree.

Technology Support—21

Respondents desire more readily available technical advice and expertise, and guidance on choosing
the best automation system. Several also mentioned the need for help in getting affordable Internet
access.

Collections—17

Respondents appreciate the children’s materials reviews and would like a similar service covering
adult material. They also suggest the DOL offer help in getting access to materials in non-print
format, especially audio books.

Catalog Issues—16
There was a clear call for a common, statewide online catalog.

Management Issues—15
Respondents seek help in three main areas: recommendations/information on salaries and benefits,
help educating trustees on library issues, and sample policies.

Programming Support—9

Respondents suggested that DOL provide some central support for programming in the form of a
yearly selection of available speakers, a programming directory of speakers/programs available, or a
database of programs with prices and contact information.
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10. Standards—7
Respondents suggest the DOL devise greater incentives for libraries to meet standards.

11. VALS/Web2—6
There is some frustration with the VALS e-mail system, but most respondents were not specific in
their recommendations for improvement.
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Purpose of the Department of Libraries

Respondents were asked the following open-ended question: In your opinion, what should be the primary
purpose of the Vermont Department of Libraries?

Responses to this question did not vary dramatically by library type, except that respondents from
academic libraries were more likely to say the purpose of DOL is to lead in consortial purchasing and
other statewide projects. Some respondents said DOL should help small libraries; others said DOL should
help academic libraries; still others said DOL should help all libraries and not discriminate. Several
respondents offered praise for the department as it is, and many respondents offered general statements
about “supporting and helping libraries.” More specific responses were clustered in the following themes:

1.

2.

Provide consultation and technical advice—19

Build connections and infrastructure among libraries, facilitate resource sharing, and negotiate
statewide contracts—18

Set standards and goals for libraries; help keep libraries and librarians up to date on best practices
and provide leadership on issues such as USA PATRIOT Act, e-rate, filtering, and intellectual
freedom—14

Provide training and education—13

Provide interlibrary loan and depth of collection unavailable to individual libraries—9

Work to ensure Vermonters’ access to high-quality library resources; work toward equity of services
and resources statewide—9

Be an advocate for libraries (especially for funding); lobby the state legislature—8
Provide financial assistance through direct aid and grants—6

Provide vision and leadership for Vermont libraries—5

10. Offer program ideas and support—2
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APPENDIX A—Survey Instrument
SURVEY OF VERMONT LIBRARY DIRECTORS

Conducted for
Vermont Department of Libraries
and
Vermont Library Association

by
Trina Magi
Library Associate Professor, University of Vermont

January 2006

This questionnaire asks about your opinions and experiences regarding two important topics:

services of the Vermont Department of Libraries and confidentiality of library patrons.

Please answer the questions completely and honestly, and feel free to consult with others in your library.
You may write additional comments about the survey topics on the last page of the questionnaire.

Your answers are confidential. Data from the study will be published only in summary statistical form,
and you will not be identified in any way. Please do NOT write your name or your library’s name on

this questionnaire.

When you have completed the questionnaire, please mail it in the envelope provided. If you have
questions about the survey, contact Ttrina Magi at 656-5723 or trina.magi@uvm.edu.

Thank youl!

Part I: Vermont Department of Libraries Services
(Conducted for Department of Libraries)

Of the services currently provided by the Vermont Department of Libraries, which TWO are most valuable to
you and your library? (List up to two.)

If the Vermont Department of Libraries could do THREE NEW things to help you and your library, what
would those things be? (List up to three.)

A-1 NEXT PAGE >



Please rate your SATISFACTION with each of the following services of the Department of Libraries. Circle
the number that best represents your level of satisfaction, with “1” indicating you are very dissatisfied and “5”
indicating you are very satisfied. If you have never used a setvice or have no opinion about it, circle “NA.”

no
very very opinion or
dissatisfied satisfied never used
1. Book purchasing CONrACS ........ccovreuiirinirueieiriiceiseiceese s 1. 23004005 NA
2. Certification of public Ibrarians .......coeceveeereeenieenieneenneenneennenens 1. 230040005 NA
3. Consulting services (in person, by phone, or by e-mail) ................ 1. 234005 NA
4. Continuing education (WOrkShOPS) ....ccoeeeeeerreeeerieeerierienrienreenneaens 1. 230040005 NA
5. Intethibrary loan ...t 1o 2300405 NA
6. Participation by department staff in Vermont Library
Association and Vermont Library Trustees Association ................ 1. 234005 NA
7. Reference and information SErviCes ... 1. 2340005 NA
8. Standards for public HDLafies .....coeeuricerriccirererrneereereereeireeneenes 1. 2.3 405 NA
9. Statistics Of public HIDraries ......occveeureerrecrrecireeireeieecieeereeeeeeenennes 1. 223004005 NA
10. Summer treading PrOZIAM ....cccvvcrriecrrieerreeireeieeereeeaeeeieeesensesenenenne 1. 223004005 NA
11. VT automated libraries system (VALS) electronic mail .................. 1. 23040005 NA
12. VT automated libraries system (VALS)/Web2 (union catalogs/
linked CAtalogs) ....ceuevieeeieiieiccee s 1. 2300405 NA
13. VT centralized card/MARC cataloging SErvice ......eeeveuneereereeennes 1..... 2340005 NA
14. VT Online Library--Gale/Heritage Quest (online databases) ....... 1. 23004005 NA
15, Web JUNCHOMN vt 1. 234005 NA
Collections:
16. Children’s Book Exhibit Center & review COPIEs ....ccccvivvivienes 1o 2.3 4005 NA
17. Documents, federal and StAte ....c.covevieverivveivreicrieeecee et 1.... 2. 3. 4. 5 NA
18, GIANLS ..o 1203004005 NA
19. Regional libraties (including supplementary/bulk
collections and book DOXES) .....cccvvueureeerreecrricirieireerrecireeieeeneenes 1. 23040005 NA
20. Large-print and talking books (including supplementary
large-print book collections from Special Services Unit) .......... 1... 2230040005 NA
21, LAW s 1203004005 NA
22. Library science (including professional periodicals) ........ccveuee.. 1o 2304005 NA
23, REfEIONCE .. 1o 2300405 NA
24, VT RISTOLY ot 1230040005 NA
25. VT NEWSPAPELS woovuiviriiiiiiiiiiniiiis s sssssssens 1o 23004005 NA
26. VIEO it 12300405 NA
Grants:
27. Smith (for children’s SErVICES) ..ovieerreuereririeieieirerceeieeeseeeenenes 1. 230040005 NA
28. Performers (for summer reading program) ..........c..ccoeeeene. 1. 2340005 NA
29. Resource Shating/TLL.....cccoocnnereeeerneiniineeneeeenenneineseesesessesneens 123000405 NA
30. Vermont Public Library Foundation (Freeman) ......cccoccuvecueenee 1 230040005 NA
Readers’ choice book award programs:
31. Dorothy Canfield FiSher .....cocccvircireirieeeicrienecneeeeens 1. 23004005 NA
32. Green Mountain Book Award .......cccevinivivincininininicinn, 1. 2345 NA
33, Red ClOVEr i 1203004005 NA
Comments:
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Now rate the IMPORTANCE of each of the Department of Libraries services. For each service, please circle
the number that best represents its level of importance to you and your library, with “1” indicating that the service
is extremely unimportant and “4” indicating that the service is essential. If you have no knowledge about a
service, please circle “NA.”

Essential—- No

Extremely Somewhat Somewhat  couldn’tdo Know-
Unimportant Unimportant  Important without ledge
1. Book purchasing CONtracts .........coeeurnrcccuririnrcnennes 1, 2 i 3 4 NA
2. Certification of public librarians ........ccocceveeereeeeeees SRR 2 e, 3 e 4 NA
3. Consulting services (in person, by phone or e-mail) . 1 ....ccccccoveuenneeee 2 e, TR 4 NA
4.  Continuing education (Workshops) .......cccceeeeereuereeee 1o 2 e, 3 e, 4 NA
5. Intetlibrary loan ....coccveereeurecirecreeeieeeieeereeeieeenennes AT 2 e, I 4 NA
6. Participation by department staff in Vermont Library Association
and Vermont Library Trustees Association ............. AR 2 e TR 4 NA
7. Reference and information Services .........oeeunenuce. T, 2 i, S S 4 NA
8. Standards for public Ibrafies .....ccceveerieunierrecrnencnn. | SRR 2 e 3 e, 4 NA
9. Statistics of public librafies ........ccooceoveverrerrevcrreccnnenes 1o 2 e, 3 e 4 NA
10. Summer reading Program .......cccoveeverereerereesenenne AR 2 e, 3 e 4 NA
11. VT automated libraries system (VALS)
electronic Mail ..o | S 2 i, T 4 NA
12. VT automated libraries system (VALS)/Web2
(union catalogs/linked catalogs) .......ccccoeneurevrceeccnnenn. 1o 2 e, 3 s 4 NA
13. VT centralized card/MARC cataloging service ...... T eoevcrneeneence. 2 e, K RN 4 NA
14. VT online library-Gale/Hetitage Quest
(online databases) .....cvcevevrereeeeereirereeeneinineeeerenseesenenees 1 e, 2 e G 4 NA
15. Web JUNCHON vt 1o, 2 e K R 4 NA
Collections:
16. Children’s Book Exhibit Ctr. & review copies ....... 1o 2 e, TR 4 NA
17. Documents, federal and State .......ccooeevevverivverernenes | A 2 e T 4 NA
18, GIaANLS .ot N 2 i, 3 s 4 NA
19. Regional libraties (including supplementary/
bulk collections and book boxes) .......ccccoeueueunnnee 1, 2 i, R 4 NA
20. Large-print and talking books (including
supplementary large-print book
collections from Special Services Unit)................ | 2 e, 3 e, 4 NA
21, LAW i T 2 i 3 s 4 NA
22. Library science (incl. professional periodicals).... 1 coocuveeurenneee. 2 e, K R 4 NA
23, ReferencCe . S 2 i, 3 s 4 NA
24, VT RIStOLV i R 2 i 3 s 4 NA
25. VT DEWSPAPELS weevrvereerrieeeriieniaeneeeseaesseaensesesseans AT 2 e, IO 4 NA
26. VIdEO .o T 2 i 3 s 4 NA
Grants:
27. Smith (for children’s S€rvices) .......cooweereeereerreennes | AR 2 e 3 e, 4 NA
28. Performers (for summer reading program) ...... | SRR 2 e K TSR 4 NA
29. Resoutce Shating/ILL .....ccocvveveerernerrernceecennennes SR 2 e 3 e 4 NA
30. Vermont Public Library Foundation (Freeman) 1 ..........c.......... 2 e, G TR 4 NA
Readers’ choice book award programs:
31. Dorothy Canfield Fishet .....occcoveeureverreccrreccrrecnnenes 1o, 2 e, 3 e 4 NA
32. Green Mountain Book Award .......ccoevevnivininnn. T, 2 i 3, 4 NA
33. Red ClOVer ... | S 2 s 3 s 4 NA
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Please tell us about your OVERALL SATISFACTION with the Department of Libraries. For each statement
below, circle the number that best represents your level of agreement, with “1” indicating that you strongly
disagree, and “7” indicating that you strongly agree.

Strongly Strongly
Disagree Neutral Agree
a. The Department of Libraries offers the programs
and services my library needs. ..c..cccoeeenceneenecnicrnecrneenn. 1o 2 . 3 4 ... 5 (Y 7
b. The quality of Department of Libraries products
and services consistently meets my expectations. ................. 1o 2 e 3 4 5 (Cp— 7
c. Staff members of the Department of Libraties
are expert at the services they provide. ......cceeeeveeernecrnencn. 1o 2 e 3, 4 5 (R 7
d. Staff members of the Department of Libraries
are consistently courteous and friendly. ......ccveerveccrreccrrecnnee. 1o 2 e 3 4 ... 5. (Y 7

e. The Department of Libraries develops new products
and services to meet the changing needs of libraries. .......... j 2 e, 3 4 ... 5. (- 7

f. The Department of Libraries is a leader in providing
statewide products and SEIVICES. ..., 1o 2 3 e 4 ... 5. (Y- 7

g The Department of Libraties does a good job
providing information about the products and
services it offers to Hbrafies. ..., 1o 2 3, 4. 5 (CR— 7

h. The Department of Libraries helps Vermont libratians
stay up to date on national trends in libraties .......coccovveeneeee. 1o 2 e 3 4 ... 5. (R 7

i Overall, I am satisfied with the Department of Libraries.. 1 ......... 2 . 3 4 ... 5. (Y- 7

In your opinion, what should be the primary purpose of the Vermont Department of Libraries?

Part Il: Library Patron Confidentiality
(Conducted for Vermont Library Association)

Does your library have a written policy or procedure about how it will handle requests for personally identifiable
information or records about library patrons’ use of library materials, use of services, or reading interests?

vEs [ No [

GO TO Question 8
If you answered “NO,” are you currently developing a written
policy/procedure or planning to do so within the next year?

YES OO GO TO Question 9
NO O GO TO Question 9
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If your library DOES have a written policy/procedure, please answer questions 8a-8e. If your library does NOT

have a written policy/procedure, please skip to question No. 9.

8a. When was the last time the policy/procedure was written or updated or officially reviewed and reaffirmed?
Please check one.

Within the last year ... O
Between one and three years ago .............. O
More than three years ago .......ccccocoevecunees O

8b. Does the policy/procedure prohibit the release of patron information unless the library is presented with a
court order or other binding legal document (e.g. subpoena or search warrant)? Please check one.

YyES O
No O

8c. Does the policy/procedure require that an attorney review any such court orders or other binding legal

documents (e.g. subpoenas or search warrants) presented to the library? Please check one.

vyES O
No O

8d. Are you confident that your library workers (including volunteers and student workers) would follow your
library policy/procedure if they received a request for information about a library patron? Please check one.

I’m not at all confident .......cccueueuen. O
I’m somewhat confident.................. O
I'm very confident......ccocvevcucrvenecucnee O

8e. Are you comfortable with your own ability to follow your libraty policy/procedute if you received a
request for information about a library patron? Please check one.

I’m not at all comfortable................. O
I’m somewhat comfortable ............. O
I'm very comfortable ......ccccvneunenee O

Please think back over the last year. To the best of your knowledge, how many times have the
following people asked for personally identifiable information about a patron’s (or patrons’) use of library
materials, use of services, or reading interests? Please place a number on each appropriate line.
Estimated Number of Times in Last Year
Parent or guardian of a library patron
Spouse or partner of a library patron
Teacher or professor of a library patron
Administrator of my college or university
Person representing a company or non-governmental organization
Person representing a government agency (but not law enforcement)

Member of a law enforcement agency (e.g. local police, state police, FBI)

S A S

Other (please specify)
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10.  Does your library mail post-cards (not sealed letters) to patrons GIVING THE TITLES OR NAMES OF
ITEMS that are either overdue or available for pick-up? Please check one.

YyEs O
No O

11.  Does your library make phone calls to patrons to notify them about items that are either overdue or available for
pick-up? Please check one.

yEs O No O

\ 4 GO TO Question 12
If you answered “YES,” what does your library do if you
reach an answering machine or must leave a message with a

petrson other than the patron? Do you give the name/title
of the item that is overdue or available for pickup?

DON’T KNOW ...

12. What are your greatest needs regarding library confidentiality? Please identify and rank the TOP THREE by
putting the number “1” next to your greatest need, the number “2” next to your second greatest need, and the
number “3” next to your third greatest need.

I need. .. Rank Top Three
more information for myself about why library confidentiality is important

advice about issues relating to the confidentiality of library patrons who are minors

help developing/writing library confidentiality policy or procedures

help educating library employees and volunteers about patron confidentiality issues

help educating my library board about library patron confidentiality issues

help educating my town officers/town administrators about patron confidentiality issues

help educating my college/university administrators about patron confidentiality issues

help explaining the importance of patron confidentiality to people who use my library

to know where I can get legal advice if I receive a request from law enforcement

13.  Currently, the Vermont Public Records law says that library records are exempt from public inspection (1 VSA
317(c)). This means that municipal libraries can decline people’s requests to view patron records. However, the law does
not explicitly say that library patron records are confidential and that libraries must decline requests to view records.

Would you support a change in Vermont law to make it clear that personally identifiable information about
library patrons is confidential and to prohibit public libraries of all types from sharing that information except
when presented with a court order? Please check one, and feel free to comment.

YES, I would support this change .........ccceeiiviniies O
I'm NOT SURE I would support his change; I need more information ...... O
NO, I would not support this change ..., O
Comment:
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14.

15.

16.

17.

18.

19.

20.

What do you think your users perceive to be your library’s greatest strength? (Please list one.)

Part I1l: Please Tell Us About Yourself and Your Library

What is your library’s greatest weakness? (Please list one.)

What services (or changes in services) do you think your users would like your library to provide that it is

currently unable to provide?

What is your library type? Please check one.

How many paid staff/faculty (including yourself) are employed at your library either full time or part time? Please

Municipal public ............oo........ O
Incorporated public................. O
Academic ..., O

Combined public/school ....... O

check one.

355 eeeeeeeeeeesseessnssssnnnnens O
610 woovereeeeeeeeeeeeereneeennee O
11-30 e O
more than 30 .............. O

$0-519,999 ..ovvveeeeeerreererernenne O
$20,000-$49,999 ................. O
$50,000-899,999 ........coovveeee O
$100,000-$149,999............... O
$150,000 Of MOLE wovvvvveeeeee O

In what area is your library located? Please check one.

A-7

Area 1 (Bennington, Windham, Rutland, Windsor counties) .........ccvuueuneee.

Area 2 (Addison, Lamoille, Orange, Washington counties) ...........ccveeeunee.

Area 3 (Chittenden, Franklin, Grand Isle counties) ......c.cooeeveveureveueecrrecnnn.

Area 4 (Orleans, Caledonia, Essex counties)
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21. How many years have you been employed in libraries anywhere, not just Vermont? Please check one.

Fewer than 3 years............... O
3-5 YEALS v O
Mote than 5 yeats................ O

22.  What degtees/ certificates do you hold? Please check all that apply.

Master of library SCience ......oeceveeevreeerrecurenes O
Master’s degree in another field ... O
Bachelot’s degree ... O
Ass0Ciate’™s degree ..unmieeiueeieeeieneieneaenne O
High school diploma ........ccoccvcncinecinencnnn. O

DOL Certificate of Public Librarianship ..... O

Thank you!

Please return the completed questionnaire in the stamped envelope provided.

Additional Comments? Please write them here.

Regarding Department of Libraries services. . .

Regarding library patron confidentiality issues. . .

copyright 2005 Trina Magi, University of \Vlermont
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APPENDIX B—Cover Letter for Public Librarians

January 11, 2006
Dear «FirstName»,

We need your help. | am conducting two research studies—one on behalf of the Vermont Department of
Libraries, and one for the Vermont Library Association. As a library director, you have important
information to share.

The Department of Libraries is eager to learn which of its services are most valuable to you and which
ones need improvement. The department also wants to know about your library’s strengths, challenges
and needs. It will use this information to set priorities and improve its services to you.

The Vermont Library Association wants to develop educational programs and support materials to help
librarians protect the confidentiality of library patrons. To do this effectively, the association needs
information about your library’s experiences and policies.

To conserve resources and save you time and effort, the two organizations have agreed to use a single
guestionnaire. Results from Part | of the enclosed questionnaire will be reported to the Department of
Libraries, and results from Part 11 will be reported to the Vermont Library Association. | may also
publish articles about the study in the professional literature.

Your guestionnaire responses are anonymous and confidential. Data will be reported in statistical
summary form, and you and your library will not be identified. Neither the Department of Libraries nor
the Vermont Library Association will see your completed questionnaire.

Please complete the guestionnaire by February 1, 2006, if at all possible, and return it to me in the
enclosed self-addressed stamped envelope. To get accurate information that will be of most benefit to
Vermont libraries, we need your response. The questionnaire will probably take about a half hour of your
time. Feel free to consult with others in your library as you complete the questionnaire.

As our thank you, I hope you will use the enclosed coupon to enjoy a free pint of Ben & Jerry’s ice
cream. Thank you for your time and assistance in these important studies. Feel free to contact me if you
have questions: 802-656-5723; trina.magi@uvm.edu.

Sincerely,

Trina J. Magi
Library Associate Professor

P.S. The Vermont Library Association would like to create a file of confidentiality policies from
Vermont libraries. A review of these policies will help the association better understand the current
practice of libraries. If your library has a written policy or procedure regarding the release of patron
information, please consider sharing a copy. | have enclosed a separate stamped envelope addressed to
VLA for this purpose. Thank you.
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APPENDIX B—Cover Letter for Academic Librarians

January 11, 2006
Dear «FirstName»,

We need your help. | am conducting two research studies--one on behalf of the Vermont Department of
Libraries, and one for the Vermont Library Association. As an academic library director, you have
important information to share.

The Department of Libraries is eager to learn which of its services are most valuable to you and which
ones need improvement. The department also wants to know about your library’s strengths, challenges
and needs. It will use this information to set priorities and improve its services to you.

The Vermont Library Association wants to develop educational programs and support materials to help
librarians protect the confidentiality of library patrons. To do this effectively, the association needs
information about your library’s experiences and policies.

To conserve resources and save you time and effort, the two organizations have agreed to use a single
questionnaire. Results from Part | of the enclosed questionnaire will be reported to the Department of
Libraries, and results from Part 11 will be reported to the Vermont Library Association. | may also
publish articles about the study in the professional literature.

Your questionnaire responses are anonymous and confidential. Data will be reported in statistical
summary form, and you and your library will not be identified. Neither the Department of Libraries nor
the Vermont Library Association will see your completed questionnaire.

Please complete the questionnaire by February 1, 2006, if at all possible, and return it to me in the
enclosed self-addressed stamped envelope. To get accurate information that will be of most benefit to
Vermont libraries, we need your response. The questionnaire will probably take about a half hour of your
time.

As director of an academic library, you may have limited contact with the Department of Libraries, and
may not have much knowledge about the questions and services in Part | of the questionnaire. That’s
OK; just answer to the best of your ability. Also, feel free to consult with others in your library as you
complete the questionnaire.

As our thank you, | hope you will use the enclosed coupon to enjoy a free pint of Ben & Jerry’s ice
cream. Thank you for your time and assistance in these important studies. Feel free to contact me if you
have questions: 802-656-5723; trina.magi@uvm.edu.

Sincerely,

Trina J. Magi
Library Associate Professor

P.S. The Vermont Library Association would like to create a file of confidentiality policies from
Vermont libraries. A review of these policies will help the association better understand the current
practice of libraries. If your library has a written policy or procedure regarding the release of patron
information, please consider sharing a copy. | have enclosed a separate stamped envelope addressed to
VLA for this purpose. Thank you.
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APPENDIX C

Actual respondent answers to the question: In your opinion, what should be the primary purpose
of the Vermont Department of Libraries?

ILL Issues

* Provide subsidies for small libraries for postage

e Explore making largest public libraries in Vermont regional libraries and compensate for net lending

e A better system for interlibrary loans

e Convince Vermont legislature to fund ILL postage statewide

e Make your books more accessible! We're small, not computerized and travel to a state library is now
much too far to be of use to us!

e Make ILL system more automated and efficient

e Provide courier service to distribute ILL materials

e Use OCLC or other automated ILL request system

* Include other types of libraries like hospital libraries in free lending

e Interlibrary loan delivery system supported by statewide multi-type information network

e Improved ILL reporting

* A master list of who loans what on ILL, such as videos, CDs, new books

e Supplement postage costs for net lending libraries

e Postage money

 Expanded statewide services (e.g., delivery service, reciprocal borrowing)

e Interlibrary loans/special services

e ILL

e Large print book loans

e Increase resouce sharing/ILL or find a different way to deliver the ILL books--avoiding the US mail

e Annual funds for ILL postage or other library services

e Submit interlibrary loan requests directly to UVM

< Facilitate regional ILL courier service

e Regional bookmobiles for ILL deliveries

e Make OCLC available for ILL

e More financial support for ILL

e End user requests for ILL

e Courier service for document delivery

« Improve the VALS so that one need only search one catalog and that libraries could submit one ILL
request that could be automatically routed rather than the 2 or 3 attempts that libraries must often do
currently

e Assistin payment for ILLS

* More efficient ILL--many of the procedures seem duplicative and tedious

e Courier service (I know, expensive, but we can dream!)

e Establish statewide courier/delivery service among libraries

e Pick-up and delivery of ILLs

e |ILL--make it easier to use/user friendly; tell status of item

e Courier--delivery service ILL and VT/statewide lending by region

« Increased financial support for ILL mailings

e Pay for the postage on interlibrary loans

e Statewide courier service

e Statewide ILL/cataloging

e Be active in seeking substantial funding for ILL services provided by public libraries to help pay for
additional staffing and postage costs

e In there anything that can be done to keep costs of ILL (mailing) down? | hand deliver my returns to
MRL and neighboring libraries, but costs still high
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Allow for/provide for "lost books" budget from DOL; don't make us pay
Statewide delivery system

Upgrade VALS ILL system

Make the computer ILL system simpler

More state aid to cover interlibrary loan costs to smaller libraries

Funding and Financial Support

Direct financial aid for operating expenses

Oversee distribution of state aid

Recognize and address the financial pressures on public libraries

Provide state aid directly to Vermont libraries (as is done in other states)

Help with grant funding--we do not meet standards

Target grants to specific libraries and help write the application

More grants

Foundation Directory available online from remote locations

Direct state aid

More grants for building projects

Leadership at state level for funding issues

Financial (such as more grants)

Act to acquire funds from state as in MA to support libraries

Make more grants available

State grant-in-aid especially with support for libraries serving tourist and second homeowner
populations

Grants for book award programs to help purchase collection

Financial aid

Grants/funding for new construction

State aid to local libraries, especially non-resident reimbursement

Lobby the legislature for state aid--financial aid--MONEY!!

More grants

Research grant sources and tell small libraries about them and help them apply
Write grants to get funds to distribute among small libraries on a revolving basis
More grant opportunities (construction and capital needs most difficult otherwise)
Direct aid, unattached

Additional grant funding/support

Stronger advocacy for public library funding

Find another big donor for VPLF

Help with writing grants

Give us advice on fund raising

Establish competitive grant program for library construction and building renovation projects
Be active in seeking substantial funding for technology in public libraries, including support for
hardware replacement and maintenance, software purchases, NetLibrary--particularly for foreign
languages and Website development

State funding

More DOL grants

Find/create more grants

More grants available (like Freeman or state aid)

Help to get funding at the state and federal level

Grant software usable at my library, not just Montpelier

Statewide Collaboration, Especially Group Purchasing

Statewide promotion and publicity of public libraries
More databases (scholarly) in VOL, like Encyc. Britannica, OED
Create a group purchase for downloadable audiobooks
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More databases distributed on VOL (e.g., Contemporary Authors)

Statewide computer system

Negotiate more joint database purchases

Negotiate more joint database purchases

Negotiate more joint database purchases

Continue to help [make] VOL or other databases affordable to Vermonters

Provide better/lower cost for computer needs--i.e., contracts similiar to jobbers

Develop statewide resource sharing--state card system to truly provide the foundation for "libraries
without walls"

Expand offerings of Vermont Online Library

State contracts for computer hardware purchases

Additions/improvements to VOL

Resource sharing (act as clearing house with frequent update as to "best deals" for materials and
service, maintenance of CDs and DVDs

Additional databases at affordable prices

More full-text electronic databases (JSTOR II, 1lI)

Create VOL access for patrons to use at home without having to first go to library to get user name
and password

Become more active in offering state-wide resources--perhaps in cooperation with NE-NY region
Instigate and/or be a participant in other broad, state-wide initiatives

Liaison position between Education Department and school libraries

More monetary support for Vermont library databases

Additional state contracts/vendors

Provide financial incentives for closer collaboration among school libraries and among public libraries
in order to improve services

Library contracts statewide with major database providers--MLA, Pscych Abs, Soc Abs, etc.
Adding databases to the online library

Statewide purchasing power discounts/document delivery company

Statewide borrower privileges

Statewide movie licensing

Offer more collaborative services (like VOL)

More statewide pricing for electronic resources

Office supply purchasing contract

Statewide library advocacy--like National Library Week etc.

Expand multi-type services and library advocacy in Vermont

New and improved statewide multi-type information network

Negotiate for more resources, especially electronic, for Vermont libraries

Workshops and Continuing Education

Free workshops open to academic librarians on copyright/fair use including videos; other topics
Free policy workshops open to academic librarians on disaster prep., preservation, book repair, and
other topics

Establish a scholarship fund so librarians could attend PLA/ALA

All workshops provided in the southern part of the state, not just Montpelier area

A workshop on training new staff in the library

Provide workshops nearer our site

Practical how-to training for computer staff--the workshops I've taken don't really fit the needs of tiny,
understaffed libraries

More academic workshops

Post-graduate course work (i.e., collaborate with Simmons College)

Have workshops around the state

Basic info (not just upon hire) before taking four core workshops



Workshops on Mondays, Tuesday mornings or Thursday afternoons in southern Vermont (including
automation info)

What happened to the disaster planning workshops?

Training (not geared to public libraries)

More workshops (a few anyway) nearer geographically

More frequent classes/workshops--all year long

Add credit for independent study on topics also given in formal classes

Organize training at low cost (NELINET, blogs/wikis, Web page development, etc.)

Hold workshops in the "real" southern part of the state, not Rutland and north

MAIL list of courses for library certificate (no one sent me an e-mail last year; | missed out on many
offerings)

More outreach and support in general for academic libs, including workshops targeted to academics,
roundtables, consulting services

Advocate for the creation of a Vermont-based MLIS/MLS program

Technology courses of basic programs (i.e., Word, Excel, Access)

Computer classes to expand our skills--Excel, Word, etc.

More programs close to our area--most sessions are at least 1-2 hours away

Educational opportunities for academic librarians (professional development)

Overhaul continuing education programs

Help with MLS degree program info

More frequent collection development (stuff) workshops--info

Expanded workshop offerings

Hold more library-related events in southern Vermont

Technology Support

More hands-on help with the automation process

Specific pros vs. cons of automation systems

On-site technical support for computer and internet

Technology workshops and/or consultants

Help establish and maintain Web sites

Encourage small libraries to automate and offer help in the process
Provide assistance in automation--hands-on data entry help

VLA run automation service

Provide access to high-speed connections

Help with the computers; | am basically computer illiterate

Assist library with Internet connection

Help small libraries computerize (financially)

Increased technology support and training for librarians

More extensive and friendlier technical assistance for those of us who are not digitally adept
Free internet account follow-up

Regional support on using programs on Gates computers (e.g., publishing)
Negotiate reasonable rates for Internet access

Create countywide services for 1) computers and 2) children's services (shared story person)
Offer a shared, traveling tech person

Have a statewide automation system

Automation/help with automation

Collections

Help with CURRENT book selection (online) for adult patrons

Mail out bibliographies of new Vermont books on a regular basis
Workshops on collection maintenance

A place to look for large print books divided into juvenile and adult literature
Assistance with collection development



Add live book review materials for adult materials

Implementation of a downloadable audio book service for patrons

Hold review sessions of adult books and all types of books published by independent and small
publishers

Adult as well as children book reviews

Make available to local libraries downloadable audio books for patron use
Continue to collect and distribute children's materials

Have audio books available for loan

More new books to NERL

Help getting audio books

Buy more new adult fiction for borrowing at NERL

Help fund/organize cooperate archives projects

More money for regional libraries to purchase new books

Catalog Issues

Allow retrospective MARC cataloging of library holdings

Help in obtaining records

Update/upgrade means of downloading MARC records

Offer a bonus number of card sets to libraries who meet 1998 standards
Increased funding for card service/CAT express

Plan for common catalog linking all the automated systems

Help us put our college collection on the VALS site

Cataloging service

Have our online catalog on VALS

Head a program to get all libraries onto same global database for the state
Provide online catalog with statewide holdings for patron use

Coordinate an effort for a statewide uniform database for library catalogs--like ibistro
Work toward statewide shared online catalog for public, including ILL
Statewide library network with thin clients

Share online catalog/by region

Provide free access to OCLC Cat Express

Management Issues

Book recycling program

More education (mandatory) for library board members

Guidance for board members

Training in budgeting and financial statements

Confidentiality policy

Better pay and realistic work day

Provide statewide salary recommendations for library staff and accompanying salary surveys
Find us a retired librarian close by!

Health insurance

Provide direct training of, and support services for, public library trustees

Statewide benefits package for librarians

Promote state guidelines to fair pay benefits

Provide more information about employee benefits and payscale

Produce policies on library issues that can be submitted to trustees for adoption rather than expecting
trustees to draft policies independently

Produce policies on library issues that can be submitted to trustees rather than trustees drafting
policies independently

Programming Support

Provide a yearly selection of authors/speakers at little or no cost to the libraries who sign up for visits

C-5



Listing of Vermont authors, how to contact them, cost, etc. for speaking programs

Send us info on setting up book discussion groups at our branch

Performers for SRP could be expanded

Develop online programming directory and synopses (similar to VT Council for Arts/Humanities)
Grants like Smith for adult (author) programs

Calendar of library events statewide

Program database for adult programming with price and contact phone numbers.

Offer a foreign language teacher to libraries--the instructor would travel to a different library once a
month, etc.

Standards

Have greater expectations for services libraries should provide

Adopt higher standards

Ease up on accessibility--often a disproportionate cost

Link standards to some amount of state aid as incentive for local support

Offer free catalog cards to libraries who do not meet standards (i.e., non-tax support)
Get new standards adopted

Incentives for meeting standards

VALS/Web2

Upgrade VALS e-mail system

Upgrade VALS e-mail system

Upgrade VALS e-mail system

Update/upgrade e-mail services IT uses (VALS e-mail)

Improved searching on Web2

Get rid of spam and maybe set up rules for use of all(pub); takes forever to read e-mail!

Miscellaneous

Provide more vision for Vermont libraries

A stronger service ethic toward libraries--be more positive and helpful

Support libraries as institutions not personalities

Publicize DOL and value of VT public libraries similar to Dept. of Tourism's work--everywhere--
increases awareness--admittedly, Dept. of Tourism has much more $ to do this than DOL
Make its handouts and other info easier to use; | waste considerable time looking for info that isn't
there at all or isn't helpful

Better (i.e., more navigable, info rich) Web site

Am very pleased to have the help of MaryAnn and al the help at the Rutland County librarians
meeting

| am pleased with the level of ILL and professional service from DOL

Fund local area public library resource hubs

Two-year intervals of agendas of libraries

If it isn't already out there, please post a list of the services on the DOL Web site, worded as on this
survey

Use OCLC Worldcat statewide

We are very satisfied as is

More regional libraries

Accu-cut type die cut cutting machine that we could borrow

DOL does an outstanding job now; | can't even think of a "new" service

The Vermont Department of Libraries does a great job!

Visits from regional librarian

Hand on, convenient follow-ups on DOL services available to new librarians

Personnel available to devote time to coordinate local libraries

Personnel available with a vision to move library forward
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Digital reference services

Provide a toll-free telephone number for reference or designate area libraries for reference backup
(e.g. Brattleboro could help public libraries in the southeast and get financial support to do so)
Statewide online reference help








