LA TROBE UNIVERSITY LIBRARY

SURVEY OF THE INTERCAMPUS SERVICE 2002
TURNAROUND TIME AND FILL RATE OF INTERCAMPUS REQUESTS

The library has a commitment to continuous improvement of services and service
delivery, and isin the process of identifying performance indicators for a range of the
services offered. Program 4 (2002) of the Library Strategic Plan identified as a
priority initiative “Benchmarking of services identified by satisfaction surveys as
important and needing improvement”. In the results of the library’s Client Needs
Survey, undertaken in 1999, respondents identified the speed of delivery of
intercampus requests as an area of importance and some dissatisfaction.

Intercampus delivery is the first service performance indicator to be measured on a
cross campus basis (at the Bundoora, Bendigo and A-W campus libraries), the
purpose being to provide the library with baseline data about the current speed of this
service. To date only anecdotal evidence has been available to answer a common
query fielded at the service points - “how long will it take to obtain thisitem”.

Commencing in May 2002, two project teams undertook to measure the speed of
delivery (measured in working days) of both intercampus loans (books) and
intercampus documents (photocopies of journa articles). This is a period of very
heavy demand for such material, and measurement during this time would provide a
realistic assessment of turnaround times. As part of the survey, data on fill rate was
also gathered.

Full details of the two surveys are provided in Appendix 1 and Appendix 2. These
appendices contain full details of the methodology and also, for the intercampus loans
survey, an analysis of the performance of each campus as supplier. These details may
provide information for continuous improvement strategies at the individual campus
levels, and will be referred back to the relevant library sections to identify any
possible improvement actions. One area outside the library’s control currently and
which is a contributing factor to the dightly longer turnaround times for traffic
between the two country campuses, is the pattern of delivery by the courier service
DX. Currently all material from the Bendigo and Albury campuses appears to go via
the DX depot in Melbourne where it is subsequently sorted and redirected again. This
effectively adds one day to the overall turnaround time.



INTERCAMPUSLOANS

The survey of intercampus loans provided turnaround time information for each
requesting campus library. The turnaround time was measured as the time between
placement of the request in Innopac (via a hold) by a library staff member (i.e. for
Available items) and receipt of the item by the requesting campus library. Each
campus library tracked a total of 150 of these intercampus requests received from the
other campus libraries. Turnaround time was fast for the majority of requests. The %
of items received within 2 working days ranged from 79% to 87% depending on the
campus. In addition the fill rate was aso very high (considering the survey was
undertaken at one of the busiest times of the year when misshelved and missing items
are more likely to occur) . It ranged from 96-99% at the campuses. This is an
important statistic the value of which could indicate if any remedial action is required.
The current low rates indicate there are no significant retrieval problems which
require further investigation.

A.ITEMSREQUESTED BY ALBURY-WODONGA

Working Days Taken Total Per centage %
1 36 34
2 54 51
3 9 8
4 4 4
S - -
6 1 1
7 1 1
Unlocated 1 1
Total 106 100

Summary of results

34% of items requested were available for collection the next working day
51% of items requested were available for collection in two working days
8% of items requested were available for collection in three working days

85% of itemswere available for collection within 2 working days
93% of itemswere availablefor collection within 3 working days

1% of requests were unfilled




B.ITEMSREQUESTED BY BENDIGO

Working Days Taken Total Per centage %
1 57 44
2 46 35
3 10 7
4 5 4
5 5 4
7 2 1
11 1 1
Unlocated 5 4
Total 131 100

Summary of results

44% of items requested were available for collection the next working day
35% of items requested were available for collection in two working days
7% of items were available for collection in three working days

79% of itemswer e available for collection within 2 working days
86% of itemswere availablefor collection within 3 working days

4% of requests were unfilled

C.ITEMSREQUESTED BY BUNDOORA

Working Days Taken Total Per centage %
1 55 26
2 128 61
3 16 8
4 2 1
5 5 2
Unlocated 4 2
Total 210 100

Summary of results

26% of items requested were available for collection the next working day
61% of items requested were available for collection in two working days
8% of items requested were available for collection in three working days

87% of itemswere available for collection within 2 working days
95% of itemswer e available for collection within 3 working days

2% of requests were unfilled




INTERCAMPUS DOCUMENT DELIVERY

The survey of intercampus document delivery provided turnaround time information
for each requesting campus library. The turnaround time was defined as the number
of working days between the placement of arequest by the patron and the availability
of the item for collection or despatch to the patron. Each campus tracked a total of
150 requests from patrons which were sent to other campus libraries. The collection
of information about separate steps of the process was much less involved than with
intercampus loans because, with the imminent implementation of LIDDAS, there was
little point in attempting to improve current processes. The purpose of the survey was
therefore to collect the baseline data against which the post LIDDAS service could be
compared. The turnaround time was quite variable from campus to campus. Some of
this discrepancy is probably due to the lack of availability of ARIEL at A-W during
the survey and hence the inability to supply documents electronicaly from that
campus. Thefill rate was also calculated. In retrospect, it would have been useful to
systematically record reasons for non delivery as this was much higher than for the
intercampus loans and in the region of 8-10%. Some reasons for this non delivery are
listed in the tables bel ow.

A.ITEMSREQUESTED BY ALBURY-WODONGA

Working daystaken Total Per centage %
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Total 150 100%
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Summary of results

14% of items requested were available the next working day
33% of items requested were available in two working days
29% of items requested were available in three working days
7% of items requested were available in four working days
2% of items requested were available in five working days

85% of itemswere available for collection or despatch to patron within 5
working days

8% of requests were unfilled




B.ITEMSREQUESTED BY BENDIGO

Working daystaken Total Per centage %

1 16 9
2 23 13
3 14 8
4 43 24
5 29 16
6 12 6
I 20 11
8 5 3
12 1 1

Unfilled 17 9

Total 180 100%

Summary of results

9% of items requested were available the next working day
13% of items requested were available in two working days
8% of items requested were available in three working days
24% of items requested were available in four working days
16% of items requested were available in five working days

70% of itemswere available for collection or despatch to patron within 5
working days

9% of requests were unfilled

C.ITEMSREQUESTED BY BUNDOORA

Working daystaken Total Per centage %

1 14 9

2 33 22

3 30 20

4 24 16

5 16 10

6 7 5

7 3 2

8 3 2

9 2 1
>12 5 3
Unfilled 15 10




Total

100




Summary of results

9% of items requested were available the next working day
22% of items requested were available in two working days
20% of items requested were available in three working days
16% of items requested were available in four working days
10% of items requested were available in five working days

77% of itemswere availablefor collection or despatch to patron within 5
working days

10% of requests were unfilled

Linda Sheridan
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Helen King
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