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2.3 How Clients Feel the Monash University Library is 
Performing 

When analysing the performance results, it is important to keep in mind that we are dealing with clients’ 
perceptions of the Monash University Library’s performance. 

The 10 Highest Performing Variables 

May 2003 
Top 10 Performance Mean 

September 2000 
Top 10 Performance 

Mean 

Library staff treat me fairly and 
without discrimination * 

5.94 Library staff treat me fairly and 
without discrimination * 

6.04 

Library staff are courteous and 
friendly * 

5.65 Library staff are courteous 5.65 

Library staff display 
professionalism 

5.64 I generally don’t have to wait in long 
queues at the service desk 

5.45 

Library staff provide good service * 5.59 Access to electronic databases is 
readily available * 

5.41 

Library staff acknowledge and 
handle problems in a professional 
manner 

5.51 Library staff provide quality service * 5.38 

Library staff provide accurate 
answers * 

5.48 Equipment (e.g. computers and 
microform readers) is in working 
order * 

5.37 

Library staff deliver on promises 
made to me 

5.43 The library provides adequate 
seating and study areas 

5.37 

Library staff respond clearly and 
accurately to enquiries 

5.42 Requests for information are 
followed through in a prompt manner 

5.32 

Service desk staff respond in a 
timely manner 

5.35 Library staff give enquiries 
appropriate time and attention 

5.31 

Requests for information are 
followed through 

5.34 Library staff provide clear, useful and 
accurate answers to enquiries * 

5.31 

(N.B. Factors marked * have been identified as top 10 importance variables.) 

The top 10 performance list contains four factors from the top 10 importance list, namely library staff 
treat me fairly and without discrimination, library staff are courteous and friendly, library staff provide good service and 
library staff provide accurate answers.  In other words, not only are these factors among the most important 
issues to clients of the library, they are also being performed well by the Library.  The top 10 
performance list contains 10 survey factors related to library staff.   
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