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Introduction

Model to measure the performance of libraries

Based in the CAF, Balanced Scorecard and
Analytic Hierarchy Process (AHP)

Performance indicators based in ISO 11620 and
ISO 2789

Relative weights for each performance measure
calculate using AHP. They are computed in two
steps:
Comparing (pairwise) the performance measures
under each criterion

Comparing (pairwise) the major criteria of the
proposed model



Framework

CAF — Common Assessment
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European Foundation for Quality
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(EIPA. 2006 CAF - Common Assessment Framework.
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Balanced Scorecard (BSC)
an implementation in a library

How are the library's finances
managed to use resources in a
cost in a effective way?

—

Finance
Perspective How are the library’s
How are the library internal process organised
services to meet the ’y to get efficient and quality
needs of users? services?
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. Library Vision and Internal Process
Customer Perspective < Sy Perspective
Innovation and Learning
Perspective
How is the library fitness emic Libr Y Evaluati
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1. Design a hierarchy structure

Analytic Hierarchy Process (AHP)

2. Determine the weights at each
hierarchy level

2.1 Construction of pairwise
comparison matriz

2.2 Synthesis
2.3 Consistency ratio estimation.

e Lower hierarchy level study -
determining the weight of each
indicator in a given criterion

e Upper hierarchy level study -
determining the weight of each
criterion in the global
performance measure (D)

GLOBAL
PERFORMANCE
MEASURE

CRITERIA
(Lst level)

PERFORMANCE
INDICATORS
(2nd level)

Hierarchy Analyse of

(Saaty, T.L. 1990 Decision making for leaders: the analytic hierarchy
process for decisions in a complex world. Pittsburgh: Univ. of Pittsburgh.)
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Mixed model CAF-BSC- AHP
model implementation

Intermal Processes Finance
perspective
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Determination of the weights

of each indicator AHP
Global performance
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(Melo, L.B. 2005. Avaliagdo de desempenho das bibliotecas da
Universidade do Porto. Evora. Inf. Sc. Ms. Dissertation — Univ. Evora)

(Melo, L.B., Pires, C. & Taveira, A. 2008 Recognizing best practice in
Portuguese Higher Education Libraries. IFLA Journal, 34(1), pp. 34-54.)




Proposed model and the
Implementation

To compute the Global Performance Measure:

eChoose the set of criteria B;

(7 criteria)

eChoose the set of performance indicators C;
(23 performance indicators)

eCalculate their relative weights (AHP)

(using the opinion of 10 university librarians)

Academic Library Evaluatio
1 15 0 MEASUIe of INSHIUNONG
24'26 September 2008 ‘:”;: Ascessment
HE’LLEHIC[DITFE‘I'E[TCE FIRENIINNIENIVINENIE NNIEEIRIEENY IIi!IIIl[’}'Il simnann | ]
[ of Acaden i Universily of loanning Central Library & Information Center coneence Cente of e Univrsiy




Mixed model CAF-BSC- AHP
model implementation

o Calculations were estimated with

E2 Microsoft Excel - madbup
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5 |0 namero de bibliotecas incluidas na avaliagae pode variar entre 1 e 50.
]
7
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9 |0 namero de indicadores associados a cada critério de avaliagio pode variar entre 3 e 10.

10

11 |Para cada critério de avaliacio, é nomeado um juri de especialistas que estabelece a ponderacio relativa
12 |entre os respecticos indicadores, 0 nimero de elementos deste juri deve estar entre 1 e 10,
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14 |0 wtilizador devera inserir no quadro abaixe apresentado os dados gerais relativos a avaliacio AHP.
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Results

Academic Library Evaluatio
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CRITERIA : Strateqy & External Process and change ) Impact on Finance
Leadership g.y Partnership & management Client SSCiety
1st level 0,182 Plannlng Resouces 0,100 0218 0194 0,161
0,076 0,069 ’
PERFORMANC R.1-0521 R 6 0545 R.10-0,549
E INDICATORS | M.1—0.640 M.4-0,663 M.7 - 0,677 M.10 - 0,684 T
4=0, ' ' R.2-0,212 R7_ 0214 R.11-0,351
M.5-0,229 _ _ L
2nd level M.2 - 0,238 M.8 - 0,225 M.11-0,218 R.3-0,108 R8 0,150 R1la-0,100
M.3-0,123 M.6-0,107 M.9-0,098 M.12-0,098 R4 0092 R
c R.9-0,091
R.5-0,068
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Enablers Results

Hierarchic structure of the AHP and results how, the inquired librarian,
weight the different criteria used to computed the gobal performance
measure (D), and how they weight the various performance indicators used
to evaluate each criterion



RESULTS OF THE RELATIVE
WEIGHT OF THE CRITERIA

Customer perspective - 0.218

Im pa ct on so ciety £0.194 Relative Weights of the Criteria
Leadership - 0.182 -
Financial perspective - 0.161

c
Process and change : o
management - 0.1 5

Processandchangemanagement _
Strategy and planning - 0.076 s N
EXte rna I pa I‘tne rsh i p a n d External partnershipsandresources —
Relative Weight
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Results of the relative weights e
of the Pl in the Global Performance Measure D

Relative Weights of the Performance Indicators in the global performance measure

Development and f or mulation of avisionandamission

Library visits per capita

Rate of the students success

Cost per teacher

Median time of document acquisition

Cost per student

Systematic gather inginf or mation about needs and expectations of users

Number of monogr aphs, e-books, jour nal and e-jour nals

Loans per capita

Development or ganisational str uctur e in accor dance with the tasks

Rate of prof essor s and r esear cher s publication

Rate staf f library participationininter nal discussion groups, inter national meetings

Over all user satisfaction

Promotionand tr aining toimpr ovement the activities

Mediantime of documentretrieval fromOpenAccess Area
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Overall staf f satisfaction

Degree of compliance with envir onmental principles

Reor ganisation and i mpr ovement str ategies and methods activities

Cost per library visit

Opening hour s f or aweek

Levels of absenteeismor sickness

Assess mar ket penetr ation of electronic service

Devel opment and applying methods to measur e the per f or mance

Identif ication of strategic partners and the natur e of therelationships
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Conclusions

eThe evaluation model proposed in this study is based
on well-known instruments, CAF, BSC and AHP.

eMeasuring academic libraries inputs, outputs,
processes and outcomes is not an easy task and it is a
great challenge.

eThe discussion of these subjects among librarians is
useful and allows us to obtain data for the evaluation of
libraries and information services.

Evaluation of quality is a
process to be definitely
incorporated in the activities of
the information services

oIt is possible to build par?
to share knowledge and
evaluation results so as
university libraries.
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