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1  Introduction

The customer satisfaction survey of Finnish universities of applied sciences was conducted for the third time in late spring 2008 (earlier surveys were in 2004 and 2006). The survey was organised by the quality team of AMKIT Consortium. The survey covered all HAAGA-HELIA campus libraries.
2 Survey results

The survey was held in electronic format from 11 March - 30 April 2008. The aim was to learn more about library use, library impact and customer satisfaction. All HAAGA-HELIA library customers were given the opportunity to participate in the survey by filling in a questionnaire on HAAGA-HELIA’s website, and HAAGA-HELIA students and staff were informed about the survey by email. An email reminder was also sent to these parties.

The nationwide survey was answered by 11,618 library customers. HAAGA-HELIA’s library received the fourth-most responses (835 responses, or 7.2% of all responses).  Of all HAAGA-HELIA libraries, the Pasila campus library received the most responses, totalling 504 responses or 4.3% of the responses received by all libraries in Finland.

2.1 Respondents

Of the answers pertaining to HAAGA-HELIA, most concerned the Pasila library. 

The respondents were divided into four groups:

•
university of applied sciences student

•
university of applied sciences teacher

•
other university of applied sciences staff
•
other university of applied sciences library customer

The biggest respondent group was students (nearly 80% of respondents), followed by teachers (11%), other library customers (5%) and other staff (4%). The students were rather uniformly at different stages of their studies. The most active respondents were first-year students. 

When broken down by the type of degree, the most active respondents were from degree programmes for youth (66.5%).  In terms of field of study, the biggest respondent groups came from social sciences, business and administration (59%).  Most of the respondents answered in Finnish (89.6%), followed by English (8.6%) and Swedish (1.8%).

2.2 General findings

The survey asked respondents to respond to a variety of statements about library services, which were divided into the following areas. 

1. The library as a place to visit and as a learning environment

2. Library collections 

3. Customer service, assistance and information retrieval training
4. Library e-services

5. Library services as a whole 

The respondents were asked to assess the impact of library services at the end of the survey. In addition, the respondents were asked to give open feedback, comments and development proposals after each section of the survey.

The survey measured two key dimensions: the importance of library services and our success in providing them. The importance of library services was measured on a scale from one to five, with 1=not at all important, 2=not very important, 3=neither important nor unimportant, 4=quite important and 5=very important. Success in providing library services was also assessed on a scale from one to five, with 1=very poor, 2=poor, 3=satisfactory, 4=good and 5=excellent.

2.2.1 Success

The overall mark received by HAAGA-HELIA’s library and information services was good (4.1), and the services provided were also considered to be important (4.6) Teachers and other staff were of the opinion that we had succeeded well in providing our services: teachers 4.5, other staff 4.7. Students were more critical. They gave an overall mark of 4.0 for our services. The respondents answering in English gave the mark 4.2, and the respondents answering in Swedish gave the mark 3.4. Other library customers gave the mark 4.3. 

On the other hand, there was little variation in how important the customer groups considered library services to be.  Our customers felt that our library services were very important: of the 27 items assessed, only four received an overall mark below 4. These were information retrieval training (3.8), sufficiency of electric collections (3.9), sufficiency of printed collections (3.9) and informing about services (3.9). 

The best marks were given for customer service and library location. Customers were of the opinion that our library staff is helpful and professional. The library locations are good and our libraries enable independent information search. There were some differences among customer groups, however. Teachers and other staff gave an excellent mark for customer service (average mark for all respondents was 4.7). Students were once again more critical (average for respondents answering in Finnish was 4.1, in English 4.2 and Swedish 3.7).

Library customers were least satisfied with the availability of library materials: they felt that the library did not offer enough materials for loan (3.3). Students were the most critical, and indicated that the library did not have a sufficient supply of course textbooks. The situation was the poorest in the Porvoo, Vallila and Vierumäki libraries (average mark below 3).

Library customers were also not very satisfied with the information retrieval training provided by the library (3.4). This is partly explained by the fact that most of the respondents assessed the Pasila library, where information retrieval training is primarily provided through courses in the curriculum. The best mark was given by Haaga library customers (3.8). In Haaga, information retrieval training is provided by the library’s own information specialist, and this teaching is well integrated with courses throughout the student's studies.

2.3 Findings on part of students

2.3.1 The library as a place to visit and as a learning environment

Students consider visiting the library to be a natural aspect of studies at HAAGA-HELIA. In this role, i.e. in supporting learning and teaching, the library has succeeded well. The library has succeeded best in its location and in informing about its services (gap for both 0.0). Students felt that dealing with our libraries is easy (negative gap -0.3). Our libraries enable independent and efficient information search (negative gap -0.4). 

“We can access the electronic library materials from home but the library is a unique and quiet place for studying.”

Library opening hours do not fully meet student expectations (negative gap -0.6). Students wished that our libraries would be open longer during mornings, evenings and weekends, especially in Porvoo and Vierumäki (critical factor).

The feedback of students who answered the survey in English was similar to students who answered in Finnish. The students were especially pleased with the library premises in Pasila. The library location is good and the premises meet various needs (gap 0.0). 

Students gave the poorest marks for the Porvoo Point and Vallila libraries. 

The open feedback indicated that students highly value silence in the library. Many comments indicated the need for a noise-free reading environment and the possibility to concentrate on one's studies. Students also wished for group workspaces, new and better computers, as well as functioning photocopying machines.

 “Sometimes too noisy; use of mobile is forbidden but many students do not respect that and end up disturbing others.”

2.3.2 Library collections 

Of the library services reviewed in the survey, the poorest marks were given to library collections. The biggest negative gaps were in this area, and therefore this area needs to be developed the most. 

Students were of the opinion that the library’s printed collections do not fully meet the information needs of their particular fields of study (negative gap on part of students -0.7). Negative feedback was given for all libraries. The libraries have also not been successful in keeping their printed collections up-to-date (negative gap -0.7). In this regard, there was little difference among the libraries: the libraries that need to update their collections the most are the Vallila and Porvoo Point libraries.

On the other hand, the libraries have been very successful in keeping their newspaper and journal collections up-to-date (the biggest gap for a single library was only -0.3).  In this area, too, there was little difference among the libraries: the Haaga library had placed slightly too much emphasis on this (0.1), while the Porvoo Pomo library received an optimum mark (0.0). The respondents who answered in English were slightly less satisfied with the newspaper and journal collections.

With regard to electronic materials, the libraries have been somewhat more successful in finding materials that meet customer demand. Students were of the opinion that the library’s electronic materials meet the information needs of their particular fields of study quite well (-0.4), and that the offering is sufficient (-0.1). 

Swedish-speaking students were slightly less satisfied with the availability of electronic materials. This is explained by the fact that electronic materials are mostly available only in Finnish or English.

The libraries are not able to offer customers with sufficient materials for loan. This service had the biggest negative gap. Students in particular are not satisfied with the situation (-1.3). 

There was little difference among the libraries: the situation was the best in Pasila, and the worst in Porvoo Pomo and Vallila. This indicates that all libraries should allocate more resources for improving the availability of course textbooks for loan. 

”There could be more books available for major courses.”

Using the library collection database, Voyager, is deemed difficult. It should be noted, however, that the only impact that the library can have on the system's basic search functions is to give feedback to the system supplier. The library cannot change the search interface on its own. Students feel that database search does not function as well as they think it should (-0.7). English-speaking students had a more favourable response to the search function than Finnish-speaking students.

2.3.3 Customer service, assistance and information search teaching

The library received plenty of thanks for its customer service:

”Keep up the excellent work!”

“Staff is willing to help, always.”

Students found library staff to be very helpful (gap -0.2, English-speakers 0.1, Swedish-speakers -0.3). The differences between campuses were small. Satisfaction was at the optimum level in Pasila, where the gap was 0.0.

Library staff also received praise for assisting students in their information search needs (-0.1). English-speakers and Swedish-speakers felt that there was even too much focus in this area (gaps 0.1 and 0.3 respectively).

Students felt that library staff were familiar with course contents in accordance with student expectations (gap for Finnish-speakers -0.2, English-speakers -0.1, Swedish-speakers -0.4).  There were some differences among the libraries: a bit too much focus in the Porvoo Pomo library (0.1), and optimum at the Haaga library (0.0).

Students felt that library staff also knew how to search for information from other libraries (negative gap for Finnish-speakers -0.2, English-speakers -0.1, Swedish-speakers 0.0).  In this area, there were also some differences among the libraries: the gap was biggest in the Vallila library (-0.6), while there was a bit too much focus in Malmi (0.2).

The biggest negative gap was in information retrieval training (English-speakers -0.4, Finnish-speakers -0.2, Swedish speakers -0.7). Information retrieval training is organised differently in HAAGA-HELIA’s campuses. For example, with regard to Pasila’s business and management assistant education programmes, information retrieval training is provided by the teachers of the programme. The library’s information specialist provides training for students of the IT degree programme when requested. In other HAAGA-HELIA campuses, information retrieval training is provided by the library's information specialists. Furthermore, information retrieval training is provided at different stages of the student’s studies, and this also varies by campus and degree programme. The information specialists also provide personal information retrieval training for students working on their thesis. 

Information retrieval training gaps varied to a great extent between campuses. The smallest negative gap was posted by the Haaga library (-0.2), where the library’s information specialist is responsible for information retrieval training. Information retrieval training in Haaga has also been integrated with teaching at various stages of studies. In Vierumäki, information retrieval training has hardly commenced, which explains the high negative gap (-1.5).

2.3.4 Library e-services
Library e-services refer to the library services available via the web (library collection database, e-forms, databases, e-newspapers, e-journals, links). Some respondents had not fully grasped what e-service referred to, even though this was explained in the survey questionnaire.  

E-services are often considered to be difficult to use, and access is considered to be poor. The availability of remote access received praise, but this access was of poor quality. Some students remain quite unfamiliar with the library’s electronic materials.  The students who had discovered the electronic materials and services, and were also using them, found them highly useful.
The open feedback clearly indicated what e-services should be developed the most: students want to make online payments and reservations. Students also wish that course textbooks would be available as e-books.

Although the open feedback indicated that students were not too familiar with the library's e-services, the students nevertheless felt that e-services met their needs quite well (negative gap for Finnish-speakers -0.4, English-speakers -0.3 and Swedish-speakers 0.1). The high satisfaction level of Swedish-speaking students is surprising given that the library collection database is only available in Finnish and English.

The libraries provide the same e-services to their customers. Electronic materials have also been purchased for the needs of all degree programmes. Nevertheless, there are still some differences between campuses. This could be partly explained by the fact that awareness of electronic materials and services might vary by campus. 

Students are not fully satisfied with the functionality of e-services (negative gap for Finnish-speakers -0.5, English-speakers -0.3). Swedish-speaking students were of the opinion that e-services were functioning well (gap 0.1). Remote access via the Kuha server received plenty of negative feedback in the open comments.

Students were not fully satisfied with the usability of the library website. Students felt that it was difficult to find what they are looking for (Finnish-speakers -0.7, English-speakers -0.4, Swedish-speakers -0.2). In the open comments, HAAGA-HELIA’s website as a whole was noted for its poor functionality.

Students noted that user instructions for electronic materials should be clearer. Students felt that the current instructions were complicated and unclear (Finnish-speakers -0.7, English-speakers -0.4, Swedish-speakers -0.2).  In this regard, it should be noted that the user instructions have usually been compiled by the service provider and are usually written in English.
2.4 Findings on part of teachers

A review of teacher responses indicates that teachers are very satisfied with the services provided by the library. A campus-specific review reveals some critical factors, however. This could be because Pasila campus teachers had the highest response rate, i.e. Pasila responses dominate the survey material. Pasila responses did not display any critical factors.

2.4.1 The library as a place to visit and as a learning environment

Teachers were of the opinion that the library is a good place to visit and also a good learning environment. Opening hours were the only item displaying a negative gap.  In particular, teachers wished for changes in opening hours in Porvoo Point (gap -1.4), Vallila (-1.0) and Malmi (-0.8).  Teachers can visit the libraries when they are closed, so it can be assumed that the teachers assessed this item from the students' point of view.

Teachers were very satisfied with the library premises, locations and learning environments. The gap was zero or positive for all campuses, except for Porvoo Point, where the premises situation was very poor (gap -2.4).

Teachers were of the opinion that the libraries offer a good place to study and enable independent information search.  The libraries also communicate about their services (positive gap 0.1).

English-speaking teachers were somewhat more satisfied with the library as places to visit and as a learning environment. In this regard, the only exception was under the item “our libraries enable independent information search", which had a negative gap of -0.8.

2.4.2 Library collections 

Teachers gave the poorest marks for library collections, just like the students did. English-speaking teachers were clearly more satisfied with the collections than their Finnish counterparts.

Also, just like students, teachers were most dissatisfied with the scope of materials available for loan, (negative gap for Finnish-speakers -0.6, English-speakers 0.5). The up-to-dateness of collections was the most problematic in the Porvoo libraries.  Teachers were also of the opinion that the library’s printed collections do not fully meet the information needs of their particular fields of expertise (negative gap -0.5). This was especially the case on part of teachers in the Porvoo and Vierumäki campuses.

Teachers were satisfied with the printed newspaper and journal collections, except in the Porvoo Point library (gap -1.2).

Teachers were more satisfied with e-collections than printed collections. Teachers were of the opinion that the library’s electronic materials met the information needs of their particular fields of expertise quite well (negative gap for both Finnish and English speakers -0.3). 

On the other hand, the teachers who answered the survey in Finnish were of the opinion that the e-collections were not sufficient in scope (-0.5). The English-speaking teachers viewed this matter differently (0.2). Given that HAAGA-HELIA offers plenty of online materials, this may be explained by the fact that some teachers are not yet fully aware of all the materials available in electronic format. Some teachers felt helpless with regard to new types of materials.

The open comments indicated that the postal service between campuses is appreciated by both students and teachers.

Teachers were more satisfied with the search functionality of the library collection database, which nevertheless had a negative gap of -0.4. The respondents who answered the survey in English considered the search functions to be easy to use (gap 0.0).

2.3.3 Customer service, assistance and information search training

Teachers gave the best marks for library staff and service. Staff service received an excellent mark (4.8). Teachers also found the library staff to be motivated and always willing to help (gap 0.0).

Teachers were of the opinion that library staff knows how to guide them forward in information search and to provide the necessary assistance when information is needed outside the library using other channels (gap 0.0).

The feedback indicated that there was some room for improvement in knowledge of course contents (-0.1) and in information retrieval training (-0.4). The library has offered personalised information retrieval training for teachers. Some teachers, especially new teachers, have made use of this service. In addition, the library has provided information retrieval training in groups in the computer classroom. Teachers have rarely participated in this training.

2.4.4
Library e-services

Teachers felt that the library has succeeded quite well in the provision of e-services. Especially English-speaking teachers have been pleased with these services.   

The poorest marks were given for the clarity of the library website (Finnish-speakers -0.4, English-speakers 0.2).  Given that most of the instructions for e-materials are in English, it is understandable that their use is easier for English-speaking teachers.

2.5 Other staff 

HAAGA-HELIA’s other staff are very pleased with the library’s services. The services received an overall mark of 4.7. Only on part of e-services was the mark lower than four (3.9).

2.3.1 The library as a place to visit and as a learning environment

Other staff were of the opinion that the library has succeeded in its provision of a well-functioning and familiar place to visit and learning environment.  They were also satisfied with the location and opening hours.  The gaps were either 0.0 or positive. Only in Porvoo Point were other staff dissatisfied, where the “premises meet working needs” item had a gap of -3.4. The library has succeeded well in its communications, with a positive gap of 0.3.

2.5.1 Library collections 

Other staff had the same opinion about the library’s collections as students and teachers, i.e. there is room for improvement. Other staff felt that the library has been quite successful in acquiring printed materials for their information needs. On the other hand, they did not feel that the library's electronic materials did not meet their information needs too well, albeit they did feel that electronic materials were sufficiently available.  They also indicated that the library collections could be more up-to-date (gap -0.6). 

2.5.2 Customer service, assistance and information search training

Other staff found the library staff to be very service oriented (4.8). The library staff also know how to guide other staff ahead in information search and when information is needed from sources external to the library (success 4.7 and 4.9 respectively).  Other staff did indicate, however, that library staff could be more knowledgeable about course contents (gap -0.1). 
2.5.3 Library e-services

Other staff assessed the library’s e-services much like teachers did. The library website and user instructions for electronic materials need to be improved the most. 

2.6 Impact of library services

At the end of the survey, the respondents were asked to assess the library’s impact on their work, studies or other activities.  
In this context, library impact can be defined as the change brought about in the customer's activities as a result of using the library and its services. As described below, it is apparent that the library has had a positive impact on teaching, learning and other activities.  
More than half of the respondents (53.8%) felt that the library has made it considerably easier to locate materials. More than a third (37.4%) felt that the library has made it somewhat easier to locate materials. Overall, 91.2% of the respondents were of the opinion that the library has had a positive impact in this regard.
Of the respondents, 24.1% were of the opinion that the library has made it considerably easier to keep up with one’s field of expertise. Nearly half (47.1 %) felt that the library has made it somewhat easier to keep up with one’s field. More than 70% of the respondents considered that the library has contributed to keeping up with developments in one’s field.
Nearly 40% of the respondents were of the opinion that the library has considerably improved the quality of studies or tasks. 45.3% were of the opinion that the quality had improved somewhat. Overall, 85% of the respondents were of the opinion that the library had improved the quality of their studies or work.
Of the respondents, 83.3% considered that the library's services have had a positive impact on the efficiency of studies or work. Studies or work had become considerably more efficient on part of 39.9% of the respondents, and somewhat more efficient on part of 43.4% of the respondents.
Of the respondents, 61.7 % felt that the library's services have had a positive impact on the generation of new ideas. 18.9% were of the opinion that the library has considerably contributed to the generation of new ideas, and 42.8% were of the opinion that the library has somewhat contributed to the generation of new ideas.
3 Trends

A comparison of the survey results for 2004, 2006 and 2008 indicates that library services have improved from 2004 in all areas. In 2004, services in Helia received an overall mark of 3.9. In 2006, the mark received by both Haaga and Helia was 4.1, which was also the overall mark for 2008.
The number of critical factors fell from 2004 to 2006. In 2004, the critical factors identified were informing about acquisitions, the premises, information retrieval training and materials available for loan. In 2006, the critical factors were information retrieval training and materials available for loan, which also remained as critical factors in 2008.
A nationwide comparison indicates that the libraries of Finland’s universities of applied sciences have very similar service levels. There are no significant differences between the libraries.   
4 Further action

4.1 The library as a place to visit and as a learning environment

The library premises received critical feedback on part of both the Porvoo and Vallila campus libraries. The Vallila premises will be improved to better match customer needs by means of the following measures: the computer classroom will be made into a reading room (12 seats), additional computers will be placed in the library hall (11 computers from the computer classroom + 5 new computers), and tables in the library will be rearranged to provide better possibilities for group work.

The premises issue will be resolved in Porvoo with the opening of the new campus in 2010.

All libraries will focus on ensuring that noise-free environments are sufficiently available for work and study. Library staff will take action against noisy behaviour and ensure that the library is a peaceful place for everyone. Posters will also be placed to remind people that the library is a place for work and study. Library customers have indicated that there is a need for clear rules concerning noise, and that these rules should be enforced.

More attention will be placed on the clarity of the library’s signs and signboards. Shelf signs will be made informative.

Substantial changes to present opening hours are not possible with current resources. Especially adult students had wished for longer opening hours on Friday evenings and Saturdays. Starting autumn 2008, the Pasila library has extended on a trial basis its opening hours on Fridays from 3 p.m. to 5 p.m.

4.2 Library collections 

Of the areas reviewed in the survey, the library's printed collections received the greatest amount of critical feedback. Materials are not sufficiently available for loan and some of the materials are out-of-date. Collections improvement will be the key focus area in the future. The libraries will remove out-of-date materials from their collections and focus on course textbooks in their new acquisitions. Course textbook availability will be increased in all of the libraries. Course textbooks will also be purchased as e-books if available.

Information flow between teachers and the library still needs to be improved. Information about new course textbooks and course materials does not always reach the library on time. Information about course materials is also sometimes missing from the Students’ Guide. In this regard, the library proposes the following: whenever course information is provided for the Students' Guide, this information should also forwarded to the library.

Communication about electronic materials, and also training in this regard, needs to be improved.  Teachers play an important role in marketing e-materials to students. If teachers use e-materials in their courses, and also require students to become familiar with them, this significantly increases awareness of these materials. One of the library’s key tasks is to train teachers to use e-materials. The library continues to offer staff with the opportunity for information retrieval training, either personally or in groups. 

The library’s e-materials also need better user instructions: the help functions of the materials are not sufficient. The library will increase the availability of e-material instructions on its website.

Searching the library’s collection database will be made easier by means of additional instructions linked to the database.

Remote access to e-materials should be made as easy as possible. Online studies require that e-materials are easily accessible regardless of time or place. The library will continue to support and promote the use of Shibboleth technology.
4.3 Information retrieval training

Students need sufficient information retrieval and information literacy skills not only during their studies, but also later in working life.  Information retrieval teaching has not been designated as a basic task in all of HAAGA-HELIA's libraries. The availability of information retrieval teaching varies by campus and degree programme. Information retrieval teaching is most efficient when it is integrated with other teaching, and is also ongoing. The library cannot decide how this teaching will be offered and in which courses it will be included. Information retrieval teaching is organised in connection with course and curriculum planning. 

Library customers wished for more information retrieval training and this training was considered important. The library will increase the amount of general information retrieval training it provides for its customers.

4.4 Library e-services

Given that library opening cannot be substantially increased, the library needs to further develop e-services that are not bound by opening hours. 
The library will introduce an online payments system in autumn 2008. Customers can settle their overdue charges via HAAGA-HELIA's net shop. In addition, the library will introduce an online reservation system.
The library develops its web pages in accordance with HAAGA-HELIA guidelines. Some of the library’s web pages will be linked with the Nelli portal, and actions will be taken to improve the structure and usability of the web pages.
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