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Burlington Public Library


October 2006 


Questionnaire


Telephone Survey – Burlington Public Library
DRAFT 10
Hello, my name is __________________ - I’m calling from Ipsos Reid, a national public opinion research company.  WE ARE NOT SELLING ANYTHING – We are conducting a survey for the Burlington Public Library among City residents. Your responses to this survey will be an important part of the Library’s ongoing service evaluation and improvement program, and all of your responses will be kept strictly anonymous and confidential.  

May I speak to someone in the household who is at least 18 years old?
[A:  SCREENERS & IDENTIFICATION]

A1. Do you live in Burlington?
Yes

No

[IF YES, CONTINUE.  OTHERWISE, THANK AND TERMINATE.]

A2. Are you, or any member of your family, employed in or by any of the following? [READ LIST]

Public opinion, market research, or advertising
The media, that is TV, radio or newspaper
City of Burlington, by this I mean are you or is someone in your household employed by the City of Burlington 
Burlington Public Library
[DO NOT READ] None
[IF NONE, CONTINUE.  OTHERWISE, THANK AND TERMINATE.]

A3.  In what year were you born?  [RECORD, QUOTAS]  

RECORD GENDER [QUOTAS]
A4.  Do you have any children currently living in your household?

Yes

No

[IF YES ASK A5 OTHERWISE SKIP TO Q1]

A5. What are the ages of the children living in your household? 

RECORD ALL.

[SECTION B: REPUTATION SECTION] 

1. When you think about Burlington Public Library what is the first thing that comes to mind? [OPEN-END RECORD ONE MENTION ONLY]
2. How important is Burlington Public Library to [INSERT ITEMS SEPARATELY] That is, is it extremely important, very important, somewhat important, not very important, or completely unimportant?

You and your household personally

The community as a whole

Extremely important

Very important

Somewhat important

Not very important

Completely unimportant

3. What is your overall impression of Burlington Public Library -- Please rank your response on a scale from 1 to 7, where 1 means your opinion is “Very unfavourable”, 4 means you are “Neutral” and 7 means your opinion is “Very favourable”?  You may choose any number between 1 and 7 to describe your opinion.  If you truly have no opinion please indicate no opinion.
Scale 1-7
4. For each of the following words and phrases, please tell me whether you strongly agree, somewhat agree, somewhat disagree or strongly disagree that the phrase describes Burlington Public Library. 

Has a welcoming atmosphere and feel

Has convenient hours

Provides a variety of books and other items
Has a good selection of books and other materials
Has friendly, helpful and knowledgeable staff 
Is accessible to all residents

Has something for everyone

Is a gathering place for community residents

Stays current with new technologies
Meets the needs of the community

Strongly agree

Somewhat agree

Somewhat disagree

Strongly disagree
[SECTION C: USAGE QUESTIONS]
5. How often have you, yourself, visited in-person the public library in the past year?  [READ LIST]
Daily

At least once a week

At least once a month

Every couple of months

Once a year

Never

6. Do you have a Burlington Public Library card? 
Yes
No

Don’t know
[IF NEVER IN Q5 DO NOT ASK Q7 AND Q8, SKIP TO Q9]

7. Which of the following branches have you visited in the past year? Have you visited [INSERT EACH LOCATION SEPARATELY RECORD YES OR NO]? How about…? [DO NOT READ INTERSECTION. FOR REFERENCE ONLY]

Aldershot Branch [at Plains Road and Downsview]
New Appleby Branch [strip plaza at Fairview St. and Appleby]
Central Library [New Street in Central Park]
Kilbride Branch [in Kilbride Public School]
Tansley Woods [on Itabashi Way, off Upper Middle Road – part of the Community Centre]
Brant Hills Branch [off Brant Street – part of the Community Centre]

Yes

No
8. Which branch do you visit most often? Is it the…? [INSERT ONLY BRANCHES USED IN LAST YEAR - CHOOSE ONE]
Aldershot Branch

New Appleby Branch

Central Library

Kilbride Branch

Tansley Woods Branch
Brant Hills Branch 

9. In the past year, has anyone else in your household used the public library?
Yes

No
Don’t know

[IF YES AT Q9, ASK Q10 OTHERWISE SKIP TO Q12]
10. Who else in your household uses the public library?  [DO NOT READ LIST]
Spouse/partner
Children

Others

No one
[IF YES TO CHILDREN AT Q10 ASK Q11 OTHERWISE SKIP TO INSTRUCTION BEFORE Q12]

11. And what ages are the children who use the library? 
Age of first child

Age of second child

Age of third child

Age of fourth child

Age of fifth child

Age of sixth child

[IF NEVER AT Q5 DO NOT ASK Q12 SKIP TO BEFORE Q13]
12. In the past year, when you visited the public library in person, did you…? [READ LIST]  [YES/NO FOR EACH]
Borrow books

Borrow videos or DVDs
Borrow other materials

Go to read

Go to study

Do a school or class assignment

Use the Internet

Access electronic databases

Get information on a topic of personal interest

Take a child to a program or activity

Attend a lecture, program or meeting

Yes

No

Don’t know

[IF SOMEONE ELSE USES THE LIBRARY IN Q10 ASK Q13, OTHERWISE SKIP TO BEFORE Q14]

13. In the past year, when others in your household have visited the library, did they…? [READ LIST] [YES / NO FOR EACH]
Borrow books

Borrow videos or DVDs
Borrow other materials

Go to read

Go to study

Do a school or class assignment

Use the Internet

Access electronic databases

Get information on a topic of personal interest

Take a child to a program or activity

Attend a lecture, program or meeting

Yes

No 

Don’t know

[IF NEVER AT Q5 DO NOT ASK Q14 SKIP TO BEFORE Q15]

14. On a typical visit, how long do you spend in the library? [READ LIST[

Less than 15 minutes

15 to 30 minutes

30 minutes to an hour

One to two hours

More than two hours

15. You have indicated that you visit the [INSERT BRANCH] most often.  The hours for this branch are [INSERT HOURS].  Are you satisfied or dissatisfied with these hours?

Satisfied

Dissatisfied

[IF DISSATISFIED, ASK Q16 OTHERWISE SKIP TO Q17]

16. What would you change about the hours? [OPEN-END. RECORD UP TO 3 MENTIONS, FIRST SEPARATELY]

17. Do you regularly access the Internet from somewhere other than the library?

Yes

No

Don’t know

[IF NO TO Q17, DO NOT ASK INTERNET IN Q18]

18. In the past year, have you accessed the public library system remotely [INSERT BY TELEPHONE / OR VIA THE INTERNET]? 
Telephone

Internet

Yes

No 

Don’t know

[IF USE TELEPHONE IN Q18 ASK Q19 OTHERWISE SKIP TO BEFORE Q20]

19. When you used the public library by phone during the past year, did you…?

Consult a library staff member
Place a hold on an item
Renew a book or other item 
Yes

No

[IF USED INTERNET IN Q18 ASK Q20, OTHERWISE SKIP TO Q21]

20. When you used the public library by Internet during the past year, did you…? [READ LIST AND RANDOMIZE CODES 1-5]
Consult a librarian by email

Renew a book or other materials
Place a hold on items
Check the library’s catalogue
Access books, magazines or newspaper articles 
Get information about the Library e.g. hours, locations, program or event info, etc.
Yes

No 

Don’t know
[INSERT IF YES IN Q18]
21. And how often would you say you have accessed the public library [INSERT BY TELEPHONE / VIA THE INTERNET] in the past year? [READ LIST]
Daily

At least once a week

At least once a month

Every couple of months

Once in the past year

 [IF USE LIBRARY MORE THAN ONE WAY IE. IN PERSON Q5 (OTHER THAN NEVER) OR TELEPHONE OR INTERNET AT Q18 ASK Q22 OTHERWISE SKIP TO Q23]
22. Would you say you most frequently access the public library by? [READ LIST. ACCEPT ONLY ONE RESPONSE]

Internet

In-person visits

Telephone

23. If the public library was accessible to residents via text messaging or online chat / instant messenger in addition to by phone, email, or visiting in person, which way would you most prefer to access the public library? [READ LIST]

Phone 

Email

Text messaging

Online chat/Instant messenger

In person

[IF USE INTERNET OR TELEPHONE OR IN-PERSON AT LEAST ONCE AT MONTH CONSIDER THIS RESPONSE A USER. IF LESS THAN ONCE A MONTH TO INTERNET, TELEPHONE OR IN-PERSON CONSIDER NON-USER]

[SECTION D: NON-USERS ONLY, USERS SKIP TO Q26]
24. You have indicated that you use the library less than once a month or never.  Please tell me the main reason why you [IF NEVER READ do not use the library] [IF EVERY COUPLE OF MONTHS OR ONCE A YEAR READ: more frequently]. [OPEN END, RECORD UP TO 3 MENTIONS, FIRST SEPARATLEY, DO NOT READ LIST]
Too busy

Don’t read

Not interested

Buy books

Get information from other sources

Use library at school or work

Library isn’t accessible

Library services / materials aren’t suitable/satisfaction

Library hours not convenient

Facilities are not welcoming

No parking

Other (specify)

25. Please tell me, how much you agree with the following.  That is, do you strongly agree, somewhat agree, somewhat disagree or strongly disagree? I would visit or use the library more, if they offered…[READ LIST] 
More comfortable facilities
More accessible locations
More recent books and other materials
More of the magazines I like to read
Longer loan periods

Shorter wait times for materials

More programs that interest me
Different hours

More Internet workstations

E-Books

Audio e-books

Wireless Internet access at all locations

Something else (specify)
[NEVER SKIP TO Q34. IF EVERY COUPLE OF MONTHS OR ONCE A YEAR, CONTINUE.]
[SECTON E: USERS – SATISFACTION ] 

26. Overall, how would you rate your satisfaction with the Burlington Public Library? Please use a scale of 1 to 7 where 1 is “Very dissatisfied” 4 is “Neutral” and 7 is “Very satisfied”.

[IF RATED LIBRARY 1 TO 4 ASK Q27 OTHERWISE SKIP TO Q28] 
27. You rated the Library a 4 or less, why did you not rate the Library higher? [OPEN-END, RECORD UP TO 3 MENTIONS, FIRST SEPARATELY]

28. I’d like to ask you about a number of features and services of the Burlington Public Library. Thinking of the branch that you use most often, please rate each of the following on a scale of 1 to 7, where 1 is very poor, 4 is neutral and 7 is excellent? [READ AND RANDOMIZE LIST. ONLY ASK WIRELESS AND WORDPROCESSING OF THOSE WHO SAID CENTRAL OR TANSLEY LIBRARY AT Q8] How about the…?
[ITEM]

location of the facility

size of facility

interior appearance (look and feel of building)

cleanliness

open hours 

Length of loan period
Amount of time to wait for a book on hold
Internet access

Amount of seating and study space

Wireless Internet access [ASK OF CENTRAL LIBRARY & TANSLEY USERS ONLY]
Word processing workstations for the public [ASK OF CENTRAL LIBRARY USERS ONLY]
 [ALWAYS ASK LAST] Facilities overall 
29. What would you consider a reasonable amount of time to wait for a popular book that you have placed on hold? [READ LIST]
Less than one month

1-3 months

3-6 months

6 months to a year
More than a year

30. What would you consider a reasonable amount of time to wait for popular DVD that you have placed on hold? [READ LIST]
Less than one month

1-3 months

3-6 months

6 months to a year

More than a year

31. Now I would like your opinion of the library’s collections and materials. Please rate each of the following on a scale of 1 to 7, where 1 is very poor , 4 is neutral and 7 is excellent? If you have not used any of these items, please state “No Opinion” [READ AND RANDOMIZE LIST] How about…? 
Fiction
Non-fiction
DVDs

CDs

Books on CD

Magazines and newspapers

Internet access/computers

32. How would you rate the overall customer service at Burlington Public Library? Please use a scale of 1 to 7, where 1 is very poor, 4 is neutral and 7 is excellent
33. Please rate the overall staff at Burlington Public Library on the following factors. Again, using a scale of 1 to 7, where 1 is very poor, 4 is neutral and 7 is excellent. 
Friendliness

Available when you need them

Quality of assistance with information questions

Quality of assistance with recommending materials such as books, DVDs, CDs etc.
34. I am going to read you a list of different programs provided by Burlington Public Library.  For each, I would like you to tell me on a scale of 1-7 where 1 is “not at all important” 4 is neutral and 7 is “very important” how important this program is for the community 
Adult book discussion clubs 
Adult "meet the author" programs

General interest programs (such as Health, Gardening, decorating etc.)
Feature film presentations

Internet workshops
Storytimes – ages 4 months to 5 years
Programs for school age children 

Children’s book clubs or author visits

Programs for teens (such as writing contests, art exhibitions, activities)
 [SECTION F: COMMUNICATIONS]

35. Currently, how do you find out about library services or programs at the Library? [ACCEPT UP TO 3 MENTIONS]
Brochures/flyers at the library for you to pick up

Brochures/flyers at other community location

Posters/bulletin boards at the branches

Posted on the website

Advertisements in local paper
I don’t/Don’t see anything

Other (specify) 
36. When the library distributes information about programs, how would you prefer to find out about it? [READ LIST. MULTIPLE MENTION]
Brochures/flyers at the library for you to pick up
Brochures/flyers at other community location

Posters/bulletin boards at the branches

Via email

Posted on the website

Advertisements in local paper

Other (specify)

[Z:  DEMOGRAPHICS]

And, now just a few final questions for our statistical calculations – again, all responses in this survey are kept strictly anonymous and confidential.

Z1. What is your postal code?  [IF REFUSED, TRY FOR FIRST 3 DIGITS.]
Z2. What is the highest level of education you have completed? [READ LIST] 
Elementary school (grades 1-8)

Some/completed high school (grades 9-13)

Some college or university, but no degree

Graduated university/college (B.A., B.Sc., B.Ed)

Graduate school/professional school (M.A, MSc., PhD, M.D, L.L.B)

Refused [DO NOT READ]
Z3. Would you be willing to participate in a focus group in the future to review the results of this survey as part of the Library’s planning process?  [IF YES, RECORD NAME & PHONE NUMBER (FROM SAMPLE IF ITS THERE, OTHERWISE ASK) & ADDRESS] 

Name
Phone Number
Address
INCLUDE NUMBER OF YEARS LIVING IN BURLINGTON

INCLUDE EMPLOYMENT STATUS – STUDENT, RETIRE, FULL TIME, PART TIME

 [THANK YOU FOR PARTICIPATING IN THIS STUDY. THAT IS ALL THE QUESTIONS I HAVE FOR YOU TODAY.]
Appendix
Regarding question 15

Library location and hours:
	Location: 
	Winter Hours
	Summer Hours:

	Central
	Monday - Thursday, 9 - 9
Friday, 9 - 6
Saturday, 9 - 5
Sunday, *1 - 5 

(*Closed May 7 to Oct. 8)

	Monday - Thursday, 9 - 9
Friday, 9 - 6
Saturday, 9 - 5
Sunday, Closed May 7 to Oct. 8

	Aldershot
	Mondays - Closed 
Tuesday, Wednesday, Friday, 10 - 6
Thursday, 10 - 9
Saturday, 9 - 5 
Sunday, Monday, CLOSED

	Monday – Wednesday, 10 – 6
Thursday, 10 – 9

Friday, 10 – 6

Saturday and Sunday, CLOSED

(from end of June to Labour Day)

	Brant Hills
	Monday - Thursday, 9 - 9
Friday, 9 - 6
Saturday, 9 - 5
Sunday, CLOSED

	Monday - Thursday, 9 - 9
Friday, 9 - 6
Saturday, 9 - 5
Sunday, CLOSED

	New Appleby
	Mondays - Closed 
Tuesday, Thursday, Friday, 10 - 6
Wednesday, 10 - 9
Saturday, 9 - 5 
Sunday, Monday, CLOSED

	Monday – Wednesday, 10 – 6

Thursday, 10 – 9

Friday, 10 – 6

Saturday and Sunday, CLOSED
(from end of June to Labour Day)

	Tansley Woods
	Monday - Thursday, 9 - 9
Friday, 9 - 6
Saturday, 9 - 5
Sunday, *1 - 5 

(*Closed May 7 to Oct. 8)


	Monday - Thursday, 9 - 9
Friday, 9 - 6
Saturday, 9 - 5
Sunday, Closed May 7 to Oct. 8

	Kilbride
	Monday & Wednesday, 6 - 9
Saturday, 9 – 12


	Monday & Wednesday, 6 - 9
Saturday, 9 - 12



