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ABSTRACT

The research ascertained perceptions of pupils regarding the factors contributing to

effective secondary school libraries and considered how far their opinions can be
allied to the recommendations of published national guidelines when framing a library
policy.

A literature search revealed little relevant research on school library evaluation. Most
projects concentrated on managers’ point of view rather than highlighting pupils’
contribution to policy development. Guidelines published by the Library
Association, the Convention of Scottish Local Authorities and the Scottish
Consultative Council on the Curriculum were studied for information on research
bases and on suggestions for pupil input but it was found that neither aspect was

given significant emphasis.

There was little guidance on appropriate methodology in the documents dealing with
school libraries. Higher education projects yielded more helpful information and 1t
was decided to use the Multiple Constituencies/ Stakeholder method which was
already tested in New Zealand and the UK. A qualitative approach, this incorporates

some quantitative methods which are used to indicate customers’ preferences.

Themes relevant to pupils’ interests were identified by studying the published
Standards and Guidelines and by individual interviews and discussion groups in six
East Renfrewshire schools. 241 pupils completed a questionnaire consisting of 37
statements, each being rated on a scale of one to seven. The resulting data yielded
information on preferences, from which factors important to pupils were
extrapolated, including a comparison of views of younger and older pupils and of
boys and girls. Many of the Guidelines’ recommendations were acceptable to pupils
but issues relating to the teaching of information skills, reading promotion and pupil

involvement in library administration were less appropriate.

The value of the project for school and library management, school inspection, future

evaluation of the Standards and Guidelines was assessed.
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CHAPTER 1: INTRODUCTION

1.1 Background

In recent years, an important facet of national debate about education has been the

self-evaluation of quality in schools. The Scottish Executive encourages teachers and
parents to consider the outcomes of teaching and leaming methods and of school
management in a more formal way than had been done before. This study is intended
to add to the debate on secondary school eftectiveness and its self-evaluation through
consideration of the library as a department which is an integral part of the school

provision, and thus to be assessed in the context of the school curriculum and ethos.

School libraries share an important characteristic with all kinds of libraries: they

depend for their existence and justification on a parent institution which 1s, in this
case, the school. The Library Association (1998) states (p.2):

“The school library resource centre is not merely a physical space In
which various media are stored; it is a concept, a tangible expression of
the school’s ethos and values, its approaches to equality of opportunity,

the moral and spiritual development of children and young people and its
educational purposes. It has the potential to introduce young people to

the world of literature and information and to enable them to develop

skills that will enhance their lives as adults. The school library can

provide ataff and pupils alike with an unrivalled resource with which to
support learning in school.”

The library’s principal function, therefore, is to support the work of the school, with
funding and staffing determined for that purpose. It would be futile, therefore, to

gauge its effectiveness without first taking into consideration the aims of the school.
Nevertheless, although the library is a whole-school resource, accountable initially to
the Senior Management Team for provision of an appropriate, effective and high

quality service, the literature review carried out for this study reveals that few

Scottish documents aimed at teachers-as-managers have paid much attention to its

role.
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1.2 School library evaluation

In the past 30 years, there have been some references to the library in documents

issued by the predecessors of the Scottish Executive Education Department (SEED).
For example, the Stimpson Report (SED 1976) on non-teaching staff in secondary
schools, by devoting a chapter to the role of the library/resource centre and its
libranian, influenced the development of school libraries in Scotland. More recent
documents have included little on the topic. An HMI report on effective secondary
school (SED 1988) simply indicated that management should ensure that the library
1s viewed as a school resource. The packs on Management Training for Headteachers
(SOED 1990) included a unit on monitoring school effectiveness but ignored the
contribution of the school library. The role of the library featured quite prominently
in a report on information and study skills in Scottish secondary schools (SOED
1991), but the reports of HMI inspections of schools carried out before 2001 do not
necessarily refer to the standard of library service. As the Scottish Library
Association reported (2001), this has changed from 2001 onwards, since HMI will
treat the School Library in the same way as a subject department, reporting their
findings to the Head Teacher. In preparation for inspection, schools are asked to
complete a library profile and to make relevant development plans available to
Inspectors. The profile includes information on staffing, organisation, management

and quality assurance and strengths of provision. The Chartered Institute of Library
and Information Professionals in Scotland (formerly the Scottish Library

Association) intends to monitor the impact of a development which it considers to be
very important and which, the Institute anticipates, will lead to a more structured and

evaluative inspection.

Developments in school library service have also been influenced by more general
government publications, a prime example being a series of documents on quality
assessment. The most comprehensive is How good is our school?: self-evaluation
using performance indicators (HM Audit Unit 1996) which sets out to guide schools
in planning evaluation. As the document explains, schools are accountable to society
and are involved in agreeing aims and policies to promote pupils’ leaming. It further

suggests that self-evaluation is at the heart of a good quality assurance system, which
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depends on the school knowing

 what 1t 1s aiming to do
o whether it is meeting its aims successfully

 what needs to be maintained or improved

» whether changes are working

As part of this policy, the school should ask not only how well it is doing in the
school as a whole and in the classroom, but also in departments. It may not be
possible to compare the role and functions of the library directly with those of a
subject department, since it does not follow a specific curriculum but adapts to the
requirements of various disciplines within the school and is more informal in its
contribution to teaching and learning. School libraries aim to provide a rich leamning
environment in terms of an appropriate range of resources and also to develop the
learning skills of pupils. These aims are embedded in the context of the school’s
academic curriculum and also the wider curriculum which promotes skaills in
communication, numeracy, problem solving, information technology and working
with others. Even the teaching of library and information skills carried out within
the library itself is intended to relate to the needs of the specific subject areas which
use its resources. The standards and guidelines for school libraries discussed in this

thesis support this view. The Library Association (1998) pointed out that
developing literacy both reinforces and requires good library use, that there is

considerable focus within the curriculum on the skills and processes of learning as
well as on content and that information, study and research skills may be cross-
curricular. Similarly, the Convention of Scottish Local Authorities (COSLA)
Standards (1999) describe the library as a centre where pupils can learn to develop
information skills, including ICT skills, in the context of purposeful research. It also
plays a key role in promoting literacy skills through the promotion of reading within

the curriculum and for recreation.

It can be argued, therefore, that the library is an essential service provided by school
funds for the benefit and support of pupils and so should be included in the

programmme of self-evaluation to ensure effectiveness in carrying out its functions.
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1.3 Pupils’ input to evaluation

The present study is a continuation of research completed in 1996 for the degree of

MSc in the University of Strathclyde and it aims to explore further some issues
raised by this work (McLelland 1996, 1997). The thesis was a study of the value
and feasibility of using performance indicators as a means of measuring a library’s
effectiveness, focusing particularly on the views of libranans and teachers. As part
of the conclusion, it suggested that an extension of the study should include other
groups which use the school library, particularly pupils at various stages in their
secondary education. Although guidelines for school libraries in the UK have been

published since this research was carried out, it will be shown they have had little
input from arguably the most important group of users (or stakeholders): the pupils.
Similarly, there 1s scant acknowledgement of the role pupils can play in contributing

to the policy for library provision.

Since pupils are the principal users, it would seem obvious that expectations of a
library service from their perspective should be ascertained, and this belief 1s
supported by an important document which suggests that children have the right to
be consulted. The Convention on the Rights of the Child was adopted in 1989 and
ratified by all countries in the world, apart from the USA and Somalia. Article 17

states that the child has a night of access to information, thus clarifying the role of all
those working in the field of the mass media, including those concerned with the
provision of children’s books and other media. Article 12, dealing with children’s
rights to express their views freely in all matters affecting them, can be allied to
Article 17, not only in the need to have necessary information for this purpose. It
demonstrates that institutions are obliged to include the participation of children
when taking decisions and formulating policy. The Convention obliges adults to take
a child-perspective and to communicate and co-operate with them (Koren 1998).

SEED recommends communication and co-operation with pupils,' as did 1ts
predecessor, the Scottish Office Education Department (SOED), and has published
examples of pupil questionnaires to be used in this activity (SOED 1992). 1t has also

been reported (Buie 2001) that from session 2001-2 the Inspectorate of Education
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(HMIe) will conduct a survey of pupil opinion as part of a school inspection.
Considered an important innovation, the move is designed in part to meet
requirements set out in the Standards in Scotland’s Schools etc. Act 2000, which
specifies that school development plans should consult with pupils 1n attendance at
the school and “seek to involve them when decisions require’to be made concerning
the everyday running of the school”. The new questionnaire seems to go beyond
everyday concerns, however, since the Chief Inspector has stated that “it will touch
on things like the nature of the curriculum, the advice they get, the quality of learning

and teaching, the nature of homework, and their views about discipline in the school”.
It has been stated (Ritchie 2002) that the new initiative on the inspection of school

libraries will incorporate this practice.

Nevertheless, these initiatives draw on pupils’ existing knowlege and expernience of
library services and suggest that they will look for responses to questions formulated
by the evaluators. The research carried out for this thesis attempted a more radical
viewpoint by encouraging pupils to move away from acceptance of the familiar to a

consideration and evaluation of those services which would benefit them most.

That 1t is possible to go further in involving pupils is demonstrated by the American

Library Association which, in its guidelines for school library media programs
(American Association of School Librarians 1988), acknowledges that as partners in
the learning process, students should have opportunities for regular participation in

planning for school library media program activities. Students may serve on advisory
councils and help in planning, evaluating and promoting school library media services.
Whenever possible, students should have opportunities to participate in the selection
and evaluation of materials, in the development of policies for use of the school
library media center and its matenals, and in the creation of new activities that serve
learning needs. This displays a new and wider dimension to pupil involvement in the

planning of library services.
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1.4 Aim and objectives

The present study, therefore, has the following aim and objectives:
Aim

To ascertain to what extent the published standards and guidelines relating to school
libraries accord with pupils’ views and how both may be used in framing a policy for

development of the library service.
Objectives

» To survey pupils in one local authority to ascertain their perceptions of the
factors which comprise a good school library.

o Using the results of the above studies, to consider to what extent guidelines
published by the International Federation of Library Associations, the
Library Association, the Convention of Scottish Local Authorities and the

Scottish Consultative Council on the Curriculum correspond with pupil
perceptions.

* To consider the significance of any differences which may come to light

between pupils’ perceptions and published guidelines

* To recommend how any such differences may be resolved within the framing

of library policy for the benefit of pupils as stakeholders

1.5 The research: its audience, approach and participants

The target audience for this research, dealing as it does with policy and management
aspects of a secondary school, is the policy makers and managers of school library
services, the Inspectorate (both HMIe and local), public library authorities (where

appropriate), and an individual school’s senior management team and librarian.
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It was realised that the study would be essentially policy research, which is the
process of conducting research on, or analysis of, a problem in order to provide
policy-makers with pragmatic action-oriented recommendations for alleviating the

problem. As Anderson (1990) explains, a legitimate purpose of policy research is the
understanding of a problem in its context, and “most studies attempt to go beyond
definition to the development of decision-alternatives and recommendations based on
probable consequences of a potential decision”. Anderson makes a relevant point
when he states that policy research is an attempt to provide information to decision-
makers, the effects of which form the true test of its validity. The true effects,

however, may not be known for some time.

In the proposed study, by questioning pupils’ expressed needs, the possibility of
decision-making on strategies for library development would be offered. The effects

of the possible strategies would also be forecast as a result of data gathered and,
although not in itself action research, the process could be presented to school
librarians as a starting-point for intervening in an existing situation, leading to their
gauging the effects of policy change.

This study had to fit into schools’ annual and daily timetables, which could be

especially difficult for pupils in Fifth and Sixth Years. As a consequence, a major

constraint on the research was the time available to carry it out, especially since it
involved interviews, discussion groups and questionnaires. The logistics of the
study, therefore, led to the use of six secondary schools in one local authority as

bases for the research.

Permission was given by the Director of Education of East Renfrewshire to contact
the Headteachers of the seven secondary schools within the district’s Education
Authority and access to pupils was granted by all of them. Although they are
responsible to the Headteacher, school librarians are employed by the Community
and Leisure Department and are part of the public library staffing. Permission to
involve them was, therefore, sought and granted by the Chief Librarian. In the end,
one school librarian was not able to arrange access, and so only six schools were

included in the study. Because of confidentiality required by the Data Protection
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Act, these schools are 1dentified in the thesis only by letter in the range A toF. The
smallest school had 590 pupils and the largest 1700 pupils.

East Renfrewshire District lies just outside the southern boundaries of Glasgow, with
a population of 88,000. It has a consistently high reputation for the quality of
educational provision, and three of the schools are always highly placed in the
Scottish Executive’s league tables. It is true that many of the pupils are from fairly
atfluent home backgrounds, but all six schools have a wide catchment area, taking in
children from privately owned housing, from local authority housing estates and from

rural areas. It must be acknowledged that there were no inner-city schools included
and it cannot be claimed that the sample is a microcosm of all Scottish education

authorities. For the purposes of this research, however, there was the advantage,

firstly, of accessing a small group of similarly resourced schools, whose pupils
could demonstrate possibly divergent opinions on the factors which comprise an
effective hibrary. Secondly, it was an opportunity for testing the relationship

between the guidelines and the situation in an individual local education authority
which had a cohesive educational and curricular context.

The study reviews the literature on evaluation of library effectiveness and on

techniques for evaluation, including a study of standards and guidelines which
particularly pertain to school libraries. The chosen methodology is then described

and discussed. Thereafter, the results of the research are described in detail and are
followed by a discussion which incorporates suggestions for development strategies.

The final chapter assesses the value of the research and its relevance for school and

library management, for the Inspectorate and also to the process of evaluating
standards and guidelines.

It should be noted that the term “library” refers not only to the traditional book-

based service but also to services variously described as resource centres, multi-media

centres and leamning centres.
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CHAPTER2: LITERATURE REVIEW

2.1 Content and methodology

One problem which became evident in the course of the literature search is that little
library literature is research-based. Furthermore, there can be confusion about the
concept of research literature, with any published literature, irrespective of ongins or
intentions, often being classed as research. Grey literature, such as conference papers
and posters, undergraduate dissertations and Masters theses, 1s sparsely
disseminated, so that many research results do not reach a wider audience. Also,
research in librarianship tends to be carried out by individuals rather than by teams
supported by approriate funding. This situation is often due to practising
librarians’ preference for information about practical problems rather than projects
which contribute to a theoretical development of, for example, library management.
As Eldredge (2004) notes, this has had the effect of preventing many research results
from reaching a wider audience, with librarianship journals more likely to publish a
study if it has produced dramatic results or is more favourable than critical towards

the described programme.

This means that for the present study research which presents negative results was
difficult to locate, although it could have been helpful in providing warning signals,

particularly in the design of the methodology. It can be seen, too, that there is a
preponderence of localised survey-type research which, nevertheless, has gradually
moved concepts of evaluation forward, especially with regard to user opinion. This
could be called the foothills of library management research but a few mountains can

be seen in the rarer larger-scale studies.

Educational and librarianship databases, both print and electronic, were searched for
relevant material, the principal ones being Library and Information Science Abstracts
(LISA), British Education Index (BEI) and Educational Resources Information Center
(ERIC). In an effort to trace Grey Literature, a call for current information was made
via several electronic discussion groups on educational librarianship and on

performance measurement in libraries, thus obtaining some useful responses.
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Through attendance at meetings and conferences, contacts were made with other
practitioners and researchers who had written papers and reports in the field.
Additionally, an extensive personal collection of books and other material on

educational librarianship was trawled for appropriate references.

This review discusses five aspects of the research which had an important bearing on
its development and implementation. The first section discusses the rationale for
evaluating the effectiveness of library services 1in general and recent approaches to
doing so. Secondly, some attempts at evaluating the effectiveness of secondary
school libraries are assessed. The third section deals with studies of pupils’ views on
their school library. In the fourth section, published standards and guidelines for
school libraries are discussed. Finally, techniques for evaluation used 1n public
libraries and in higher education libraries are explored for approaches which might be
helpful in the present research. Where appropriate, key points which helped to
shape this research are noted. Although there is some overlap, it can be seen that
there is a mixture of pure research, reports of studies and surveys which are aimed at
practitioners wishing to solve particular problems, and publications which draw on

previous studies to give an overview of a specific aspect of library management.

2.2 Evaluation of library effectiveness in general

A study of the literature shows that quality assessment of libraries of all types
(public, academic, special and school) has been considered for some years, especially
in the USA, and it is from there that much influential thinking on evaluation has
come. A useful, although bnef, checklist of “landmarks” in the literature gives the
earliest reference as 1948 (Cullen 1997), but the generally acknowledged starting-
point is an article by Orr (1973) in which he considered the relative advantages and
disadvantages of qualitative and quantitative measures of library effectiveness. In an
attempt to differentiate between the terms “quality” and “value”, he proposed that
quality should refer to the question “how good is the service?” and value to “how
much good does it do?. Probably because the latter proposition refers to such long-

term evaluation, only a few researchers have considered undertaking it and have
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concentrated on the assessment of quality, regarding this as the key factor.

Within recent years, efforts to determine the effectiveness of library services has

taken two major approaches. One approach has concentrated on measuring library
performance as objectively as possible by collecting data on such factors as the

number of items acquired, the number borrowed, and the number of people registered
to use the service. By relating this data to the cost of, for example, premises, staffing
and material purchased, indications of efficiency can be computed. Comparisons can
be made with previous years to gauge development of the service, taking into account
such factors as the upward or downward cost of, for example, salaries, electricity, or
the average price of books. Benchmarking techniques, which enable managers to
compare one another’s services (and particularly the processes which make up these

services) demand access to such data to determine how far efficiency and quality
march together. The most elaborate example of this was Keys to Success (Office for
Arts and Libraries 1990), which aimed to help public libraries determine performance
indicators and the statistical methods required to gauge performance. Education
libraries have not followed this example to such an extent, but early standards for
school libraries were slanted to the collection of statistics and comparison with

recommended quantitative measures.

A second approach, which has been selected as the focus for this thesis, has
influenced thinking in the library quality / effectiveness debate by concentrating on
user studies, especially an understanding of the behaviour of the library’s clientele.
As Hernon and Altman (1996) point out, thinking of library users as customers is a

new concept for many librarians, but the trend is now to “empower the user”.
Powell (1988) wrote that

“the performance of a library measured in terms of how well it is meeting
the needs of its users, it has been suggested, is one of the most meaningful

ways of judging the quality and effectiveness of a library’s services ...

User studies focus not on what libraries do but on what people do, or

wish they could do if they could obtain the necessary information™ .
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This thesis takes as its starting-point the view that Powell’s statement can

legitimately refer to secondary school pupils as users of their school library.
2.3 Evaluation of school libraries

If 1t 1s true that an understanding of pupils’ library needs is important in evaluating
the effectiveness of the school library, the researcher would expect a body of
approprate research to be available for study and guidance. It is noticeable,
however, that in their book on quality management for information and library
managers, Brophy and Coulling (1996) cite, very briefly, studies relating to
government, public and academic libraries, but include no reference to school
libraries. Certainly, suggestions for evaluation critenia for school libraries have been
produced by a variety of educational and library bodies or individuals, but the
resultant body of literature demonstrates that research is, at best, patchy and has not

yet resulted in an accepted methodology.

Much of the earliest research on school library evaluation was carried out in the USA,
with articles in the library press debating and describing possible approaches. That
there are difficulties as well as potential benefits in evaluating performance was
pointed out as early as the 1970s by Daniel (1976). She identified two, possibly
conflicting, aspects of evaluation: the external one which emphasises accountability,
and the internal one which enables the librarian to examine the library operation
systematically, so that the activities and services most appropriate to the needs of

the school are identified.

The external aspect is exemplified in an overview of the situation carried out by

Marchant and colleagues (1984) from the Brigham Young University in Utah, USA.
This was a brief survey of the literature of research into learning resulting from
quality school library service. Concerned that the library is often scheduled for
cutbacks when budgets are tight, the authors wanted to show principals,
superintendents and teachers that a good school library enhanced the quality of
education. Twenty studies published since the 1950s were reviewed, covering the

areas of academic achievement and educational effect in general; language, reading and
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library skills; mathematics; science; and social studies. It was proposed that these
confirmed experienced librarians’ views that good school libraries enrich learning
Specific areas in which the effect appeared greatest were identified: the verbal
component of the Scholastic Aptitude Test, and overall academic achievement. Also
tied to library service but, the reviewers believed, with less substantial evidence,
were the quality of reading, problem-solving skills, use of newspapers, word study
skills, verbal expression, improved self-concept, critical thinking, and the

curriculum areas of science, mathematics and social studies.

Aimed at a similar audience and more up-to-date, evidence was presented in research
published in 1993 which was the first significant attempt to isolate and assess the
impact of school libraries on student achievement (Lance, Welborn and Hamilton-
Pennell 1993). Based on data collected by the Colorado Department of Education
during the 1988-89 school year, the researchers studied the influence of community,
school and media center variables on standardised test scores in reading, language and
information skills. A number of factors were incorporated in the survey, the
principal ones being data on the community and the size of the at-risk student
population, teacher-pupil ratio, the qualifications of the teaching staff, the total
expenditure per student for the school, the size of the school library collection, the
level of involvement of school library staff in assisting students and teachers to use

the library facilities and collection, the level of library use, the use of microcomputers

in the school and the total expenditure on the library for each school

The study found that more school library staff and larger collections contributed to
higher academic achievement as measured by the test scores and that among school
and community predictors of academic achievement, the combination of good staffing
and larger library collections factors were second only to the absence of at-risk
conditions, particularly poverty and low educational attainment amongst aduits.
Students who scored higher in the tests tended to come from schools where the
librarian’s instructional role was more prominent. It was also noted that funding for
the school library rose and fell in parallel with other areas of school expenditure The
researchers concluded that not only was the level of investment in the school library
the best predictor of academic achievement, it was also a major contributory factor in
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countering social at-nisk factors.

There are various aspects of the study which can be criticised. It was, for example, a

local study which may not be applicable outside Colorado. The size of the sample, at
16% of students, was small, although 1t did use a range and variety of schools. It
excluded differences in teaching styles and methods. Nevertheless, the Colorado
study was an important piece of research by providing evidence that the school
library can have a direct effect on academic achievement, especially on reading and
literacy levels. Its facts and figures have been accepted in the USA as presenting a

formidable argument for adequate provision and funding of libraries in schools.

In contrast to this study, until the initiation of a recent project carried out in Robert
Gordon University and discussed later (Williams and Wavell 2001 a, b), little
research on effectiveness has been carried out in the UK, even although in England
some school library services have been affected by the requirement to consider
contracting out services and by the decision of some schools to opt out of local
authority control. They have been forced to assess and cost their services and, by
formulating performance indicators, to demonstrate accountability for cost-
effectiveness. Also in England, several reports giving an overview of school
libraries were issued by the former Department of Education and Science, suchas a
survey of secondary school libraries in six local education authorities (DES 1989a)
and a pamphlet entitled “Better libraries: good practice in schools”, which includes
both a list of factors which determine a library’s success and suggestions for
evaluation. (DES 1989b). However, the research basis for these reports is not

evident.

The Library and Information Services Council For England’s Working Party on
School Library Services published a report on school libraries in 1984 which stated
in the first chapter that they were convinced that school libraries and school library
services had a vital role to play in the process of teaching children to learn. They
were disturbed by evidence that this role was not recognised everywhere and by
evidence of both underuse and lack of library resources in schools. It was not

explained what this important evidence was, apart from a general reference to
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surveys undertaken by various national and local bodies. The report then
concentrated on describing the optimum conditions for the management, stock and

siting of school libraries, but nowhere did it suggest methods of measuring their

effectiveness in qualitative terms.

The role of libraries and librarians was considered in reports by the Library and
Information Services Committee (Scotland) and the Scottish Library Association,
both of which appeared in 1985, but although there are discussions in both reports
about the factors which lead to an effective library service, there are no suggestions
regarding evaluation of effectiveness, nor are there indications as to how these

principles were reached.

A collection of case studies of school libraries which was published in 1985 had the
purpose of creating a model of good practice from the collected data. The
introduction explained that the cases were selected as examples which conformed as
nearly as possible to all the recommended guidelines. The validity of the guidelines
was not, however, discussed (McDonald (ed) 1985).

It can be seen, therefore, that a number of studies are available for consultation by
school managers and librarians who are interested in gauging the effectiveness of their
library service. The drawback is that, in gene}al, results which are stated to be based
on evidence gathered in research is simply offered in the form of a model to be
emulated. Original research 1s sparsely represented in databases and, apart from the
Colorado study, it is unusual for the research data to be presented and conclusions to
be drawn directly from them. They are compiled by providers and managers, such
as librarians and teachers, and so could be more accurately described as “working
party” reports. It is noticeable that there is little obvious input from pupils, who are
the principal customers. In the case of the British studies, it is obvious that their
findings and recommendations contrnibuted to the standards and guidelines discussed
below, since they are referred to in these documents. For the researcher, therefore,
there 1s little guidance on procedure, but the studies are interesting and useful in two
aspects which may be viewed, paradoxically, as negative. Firstly, they show the

dangers of presenting information without setting out supporting evidence, thus
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making it impossible for readers to assess either its validity or its utility in their own
situation. Secondly, in the light of current thinking on the importance of consulting

all stakeholders, they highlight the lack of input from pupils, whose needs form the
rationale for the provision of libraries in schools.

2.4 The pupils’ viewpoint

It cannot be claimed that pupil opinion of libraries has never been surveyed, but the
emphasis has been on their attitudes to existing provision, rather than ascertaining
what would be their “ideal” service. This attitude is exemplified in the IFLA/
UNESCO School Library Manifesto, ratified in December 1999, which takes no

account of recommendations for consultation put forward in the Convention on the
Rights of the Child, although reference is made to the United Nations Universal

Declaration of Human Rights and Freedoms. The manifesto sets out briefly the
mission of the school library, funding legislation and networks, the goals of the school
library, staffing, and operation and management. It states that co-operation must be
encouraged with teachers, senior school management, administrators, parents, other
librarians and information professionals, and community groups, but there is no

mention of participation by pupils in the decision-making process. This is a serious
omission (IFLA 1999).

There have been reports of small school-based surveys intended initially for internal
use but published to help practitioners who wished to carry out a similar survey in
their own school or to assess how the results could apply in their own situation.
They could not, therefore, be classified as pure research. A typical example is one
reported in 1994 when, to help in framing policy, a librarian wanted to define the
perceptions of staff and students by use of a questionnaire. The responses were
used to rank uses in order of importance, the conclusion being that the perceptions
corresponded with previously determined aims (Wright 1994). A similar study
(Manson 1999) asked pupils about their use of the library, how successful they were
in finding what they wanted, and home computer use, with each question having
multiple choices. Pupils were also asked to write down one thing they particularly

liked about the library and how the library had helped them at school. Apart from
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the vagueness of some questions (for example, does the phrase “what you want”
refer to books, magazines, information?), this type of survey is only of limited value
in yielding some statistical information and, as the librarian recognised, many

questions arose from the survey which would require to be followed up.

Another small-scale study was carried out in Scotland (Devoy 1999), investigating
pupils’ perceptions of librarians and including a question intended to measure what
pupils thought was the most important factor in effective school libraries.
Unfortunately, this question proved to be difficult for pupils, as they were asked to
tick only one possibility from a selection. The majority thought that they could

select all that they felt applied, as in previous questions, so that the responses were

invalid and not included in the conclusions. As Devoy acknowledged, it would have

been productive to allow selection of several answers.

It can be seen, therefore, that many of these studies have been limited, both 1n scale
and in value, possibly being of interest as examples of the kind of survey an
individual librarian might consider undertaking but not offering an understanding of
the wider aspects of evaluation. Although pupil opinion was sought, this was

usually with reference to aims which were already agreed as being appropriate by the
school management and the librarian.

Even in larger scale studies, a similar attitude to pupils’ views is the norm. For
example, an investigation into the key issues affecting the use of libraries
questionned approximately 100 pupils at each of four London schools, asking them
when and how often they visited the school library, the types of books they liked
reading, the subjects for which they used the library most, help required from library
staff and the value of information sourced electronically (Spreadbury & Spiller 1999).

An attempt at consultation with pupils is contained in a study of the sixth form and
libraries in 26 schools (Rudduck and Hopkins 1984), which was wider than the title
suggests, having the aim of reconceptualising academic sixth form education in respect
of its relation to books and libraries. The perceptions of teachers, librarians and

students were documented by way of interviews, covering academic study in the
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sixth form, pedagogy, books, libraries and the idea of independent learning. It was
found that students thought of the library as “just a sort of refuge”, “a haven”, “a

base camp”, “ a second home”, “ a bit of a punishment”, “the only place where you
can be yourself” or “a place to work quietly”, and it was noted that “The students
did not talk much about the library as a repository of knowledge and information”.
Although there are many quotations from students relating to such topics as learning
one’s way around the library, and the relationship between the main library and
departmental libraries, there were only hints that the researchers recognised the need
to involve students in improving library services. For example, they suggested that a
possible response to the problem of shortage of books would be for students to take
the initiative in urging purchase but they realised that few students seemed to have,
or to exploit it if they had it, the right to recommend academic books. Their
assessment of the project argued that dependence on what the teacher offered was
enforced by circumstances as well as by habit. Library resources were, in general,
depressingly poor, and so students did not, as they wrote, nurture intellectual
autonomy. Librarians, however, tacitly acted as agents for the status quo and did
not attempt to change attitudes towards the library. The only recommendation is
couched in general terms:

“Librarians might want to consider, in partnership with teachers, what
training students need apart from a geographical and technical
introduction to the paraphernalia of the library or resource centre.
Beyond that we have to leave the task of reassessing the educational
significance of the the library to librarians even as we have left the task of
reassessing pedagogy to the teachers”

Ten years later, Heeks and Kinnell (1994) reported on the changing and significant
role played by the library in supporting delivery of the National Curriculum in
England and claimed that staff and student questionnaires were illuminating in
revealing both patterns of use and attitudes. The student questionnaire, administered
in 12 secondary schools in ten local authorities, consisted of eight simple questions,
ascertaining how often the students visited the library and for what purpose, how

easy 1t was to find things, and how often the students found what they wanted.
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They were also asked to tell about one thing they particularly liked about the library
and to suggest one improvement they would like made to their library. It was then
possible to compute the results, showing that the pursuit of school work was the
chief purpose of library visits, that book borrowing, followed by computer use, was

the most frequent use of the library, and that the success rate experienced in searches
was high. However, as with most surveys of this type, the main results show
reactions to existing services. Only the question on possible improvements seems to
yield some information about a more effective library, possibly because it allowed a
free choice. The responses, not all of which would relate to one school alone, showed
a demand for a larger library, with more recent books and also for the provision of
games, cassettes, magazines, computer programmes and video/TV facilities. New
furniture and decoration were also requested, as were better organisation, better signs
and guiding, new loan conditions and longer opening hours. For the present research,

these responses offered some pointers in framing interview, discussion and

questionnaire themes.

It was reported that observation carried out in the libraries of all the project schools
showed the rich variety of student use and revealed much about their attitude to the
library, the librarian and school expectations. Nevertheless, the account of these
observations is mostly a commentary on activity with only a few quotations
portraying student opinions. Although an interesting study which attempted to be
innovative by involving students as well as staff, the research tools were too simple
to yield rich data. It should be noted, however, that the project was showing how
librarians responded to new curricular programmes and the lessons which could be
learned from such developments, rather than extending the methodology for
ascertaining effectiveness. In an account of the project, Peggy Heeks (1994) made
an important concluston when listing the critical success factors which were
extrapolated from the research. These were positive relationships with school
managers, dependable service of quality, skilled leadership, and customer focus
which, she wrote, “means more than reviewing use: i1t means designing the whole
library service with a customer orientation, whether this manifests itself in library
layout and guiding, stock selection or library publicity. Above all, it means staying

close to customers”.
Page 19



Some of the information gathered from pupils in this study was supported by
another carried out in 1999 by the School of Information Studies, University of
Central England in Birmingham (Bates 2000). The aims of this research project were
“to investigate how individual secondary school librarians approached the promotion
of reading and to assess the impact of promotional strategies on children’s reading.
The project also explored children’s reading habits, preferences and how they choose
what to read”. A total of 155 pupils, aged 11 and 13, were surveyed, based in three
schools, using a series of open ended questions designed to elicit pupils’ opinions
about strategies employed to promote reading for pleasure. However, the stated
aims were supplemented by the inclusion of questions which gathered opinions about
the library in general. A notable omission in the research is the views of older

pupils, although it is a generally held view among librarians in both school and public
libraries that a decline in children’s voluntary reading takes place between the ages of
ten and sixteen. The explanation for this bias to the younger age-group is that the
research was carried out in the summer term, when senior pupils were on study leave.
Therefore, 1t cannot be regarded as a comprehensive survey and would require to be
completed by further research.

The major findings were that in order to encourage reading, a wide range of up-to-
date stock and multiple copies of books aimed at the teenage market should be
bought, with pupils being involved in their selection. Extended opening hours would
make access to the books easier, but computers with internet access would bring
more pupils, especially boys, into the library. If the surroundings were bright,
colourful and comfortable, the library would be more attractive. It was also noted
that many pupils appreciated both the peaceful atmosphere in the library and the
librarian’s friendly assistance. It was felt, however, that better marketing and
publicity within the library was needed. These were views which also contributed

to the choice of themes explored in the present research.

The most recent research, dealing with the impact of the school library resource
centre on learning, was carried out at The Robert Gordon University in Aberdeen

between August 1999 and February 2001 (Williams and Wavell 2001 a,b). Funded
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by Resource (The Council for Museums, Archives and Libraries), it was the most
extensive investigation within the United Kingdom of libraries’ impact on learning in
its broadest sense. In this way, it contrasts with the Colorado project, which was
solely an examinion of academic achievement. There is also a difference in
methodology, since it used qualitative approaches, such as focus groups and
questionnaires, to interact with pupils rather than dealing with data obtained from
standardised test scores. It 1s a rare example of funded research intended to extend

knowledge, to present objective data and also produce information which could be

drawn upon by practitioners.

The stated aim of the study was to assess the impact of a School Library Resource
Centre (SLRC) on learning. There were three main objectives, the first being to
develop frameworks describing pupils’, teachers’ and librarians’ perceptions of the
ways in which the SLRC contributed to the learning experience and also of the direct
and indirect benefits to leaming from a SLRC. Using the framework as a starting
point, the second objective was to identify learning outcomes which could be used as
indicators of SLRC impact and the third was to assess the impact of a SLRC on
specific aspects of learning.

Concentrating on the Scottish educational system, two phases of the research were
arranged: focus group discussions with teachers and pupils as users, and semi-
structured interviews with librarians-as-managers which identified perceptions of
how the resource centre can contrnibute to leamning. The perceived leaming
experiences identified in the first phase were examined against leaming categories
described in various documents issued by the Scottish Office Education Department
on the curriculum and assessment. This resulted 1n categonisation under headings of
motivation to learn, progression, independence and interaction with one another. It
was, however, recognised that this classification was a simplification of a complex

process and in the course of the research they were found to be interrelated and
interdependent.

Ten schools were 1nvolved in the focus groups, with six of them going on to

participate in the second phase, which was a series of case studies covering a broad
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spectrum of activities involving the resource centre and most year groups. During
the case studies, evidence for the four identified categories was sought, together with

methods of monitoring impact.

Several methods were identified as being potentially useful tools for monitoring the
impact of of the resource centre 1n learning, including observation of pupils at work in
the centre, examination of reader records (thus giving an indication of how resources
were used in relation to particular courses or activities), examination of work in
progress and also, if appropriate, written work, and discussion with pupils about
their work both during and at the end of activities. Pupils were, therefore, involved
in the research at three stages: in the beginning as participants in focus groups, as
members of groups taking part in the case studies and as respondents to

questionnaires. The emphasis, nevertheless, 1s on the potential outcomes from the

teachers’ and librarians’ points of view.

It was noted that the quality of discussion in the pupils’ focus groups was vanable,
but the researchers felt that enough information was gathered to give useful
perceptions. In each case, at the end of the discussion pupils were asked to
complete an individual SLRC Use Sheet, which was divided into two sections, the
first asking for examples of how the pupil used the SLRC and the services of the
librarian. The second part asked the pupils to describe how they felt the SLRC and
librarian might help their learning. In reality, the pupils found it difficult to
distinguish between their use and learning. However, pupil use was identified as use
of resources to gather information, although it was noted that computer and internet
access was mentioned as a separate category by most respondents. The SLRC was

also used as a study area and for accessing careers information. Personal use, for

pleasure, relaxing and socialising as well as reading fiction, newspapers and
magazines was listed. Finally, inter-library loans and extra-curricular activities were
included. The librarians gave advice, taught new skills, helped with extra-curricular
activities, helped pupils to find information and to choose fiction and, in general,

helped pupils with their work.

It 1s briefly noted that in the lower school use of the SLRC was more for pleasure,
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making new friends and playing on the computers. Older pupils were more aware of

the need to study and the use of support material for their work.

In the executive summary of the final report, it is noted that pupils participating in
the focus groups found the concept of how the SLRC might contribute to learning
difficult to grasp, and found it difficult to distinguish between library use and their
learning. With prompting by the researcher, some were able to identify a range of
potential learning impacts, described in the focus group discussions as “helping
learning”. The impacts are categorised as improved work and therefore improved
marks; information to enable completion of work; wider general knowledge;
development of skills, specified as ICT, study and library skills; developing an
understanding of the need to work and the need for resources; confidence to work
independently; enabling decision making; developing interpersonal skills;
motivation through help by the librarian; enjoyment; and opportunity to borrow
books. Younger pupils thought that the library could help them to make friends, an
aspect which was interpreted as helping to develop interpersonal skaills.

However, this list is the result of interpretation during analysis and it is noteworthy
that, unlike the teachers’ and librarians’ focus groups, feedback was not given to
pupils. Although it is nowhere explicitly stated in the report, the problem of
explaining the basic concept of the study resulted in less direct pupil involvement in
later stages of the project. Instead, the pupil contribution was limited to observation
of their activities in the library and to the completion of questionnaires as part of the
case studies. In fact, the pupils became objects of study rather than active
participants.

Some of the case studies which followed the focus groups were subject-based, such
as English, French, Geography and Biology. The stated aims were a mixture of
acquiring specific subject knowledge allied to appropriate library/study skills. The
other case studies were more general and dealt with reading for pleasure, library/study
skills through the medium of a health studies topic, special events (such as a book
week) and the use of pupil librarians. These had aims which were more firmly
orientated to helping pupils’ confidence in using the library and its resources. The

questionnatres 1ssued to pupils after the case studies were completed dealt
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principally with the impact of carrying out at least some of the work in the library.

As an example, the questionnaire for the French study covered such topics as
enjoyment, using new resources, learning new skills and using the library

independently as well as in class-time. Pupils were also asked for opinions on

interaction with classmates, and on how well they were able to contribute
information or ideas to the group. They were asked to write down the most
important thing they did to help them find the information they needed, whether this
was from a library resource, from the librarian or from a friend. They were also asked
to consider one thing that they felt they needed to improve in order to find
information more easily, the possibilities ranging from better computer skills to
concentrating more and talking less. In one question, they were asked if they felt
that their knowledge of France and the French had increased and the final question
asked if they would like to go back to the SLRC to do something else.

Although worded in different ways, all the subject-based case questionnaires covered
similar ground. For the more general case-studies, no questionnaires were issued, the
exception being Reading for Enjoyment. This questionnaire explored the influence of
the library on choice of books, number of books borrowed and read (these two
aspects are separated), and enjoyment of different genres of books. Pupils were also
asked about discussing books read with family, friends, teachers and the librarian.

They were finally asked 1f they thought the school library might have helped their

learning in other ways, with the responses citing English language, understanding of
words, and science or simply “other things”.

It is noticeable that the feedback from the case-studies, whether by study of pupil
questionnaires or by discussions with teachers and librarians, was intended to inform
the researchers and other professionals of the impact of the use of the library. It was
assumed that the resources and facilities offered by the library, as well as the

programmes of library/study skills teaching were appropriate. The pupils’ views
were used to gauge how well the aims framed for each each case-study by the

teachers and librarians had been fulfilled, rather than being insights into the library

service as a whole.
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This can be judged to be a missed opportunity. Other weaknesses were admitted in
the final report. For example, the researchers noted that the immaturity of some of
the information users meant that some of them were unable to understand the

purpose of the focus groups or, within the case studies, the questionnaires which
attempted to ascertain the influence the resource centre had had on their

investigations. The teachers’ focus groups showed that most teachers, even when
they had thought about the learning potential of the resource centre, did not develop
this awareness beyond their own subject area and build it into an integrated approach
across the curriculum. When planning the case studies, 1t became necessary to alter
the intended approach, since it had become obvious in the focus groups that teachers
and libranians had difficulties in identifying specific learning indicators. Rather than
being an evaluation of the learning experience in the resource centre 1n relation to
planned goals and previously identified indicétors, each case study became a more
open observation of the learning experiences of pupils, thus enabling more specific
examples of learning and indicators to be identified. This change in direction,

therefore, meant that the outcomes of the research were less detailed and more basic
than anticipated.

In their conclusion, the researchers recommended greater dialogue between teachers
and librarian to explore the implications of learning in the resource centre context and
to examine in detail intentions and expectations when using the centre. In particular,
they stated that there must be a shared understanding of the resource centre’s
contribution to the whole learning picture and more specifically an in-depth
understanding of the information handling process and how it related to curriculum
goals, It is significant that although pupils’ views were included in the initial research

methodology, greater dialogue with them was not included in the recommendations.

That there is unfinished business within the research is acknowledged in the

statement that further work would be necessary to refine and develop the findings
into a more practical package, to ensure that learning experiences were easily
understood. It was also hoped that this extension would offer greater guidance in the

use and appropriateness of the indicators of impact and methods of data collection.
Page 25



For the reasons recognised by the researchers, therefore, it cannot be stated that the
conclusions of the study are novel and, as has been noted, the perceptions of pupils
were explored in a narrow way. The strength of the research lies in its presentation

of supporting evidence, in contrast with other studies discussed above. Other useful
aspects are the discussion of possible methodology and the suggested indicators,
which mesh with evaluative techniques undertaken in other departments of a school.

This study by Williams and Wavell is complemented and extended by the present
research in its use of an alternative method of data collection. More importantly, it
addresses one of its weaknesses by putting pupils in the forefront when attempting
to determine library effectiveness.

2.5 Standards and guidelines for secondary school libraries

Paralle] with these reports and surveys, sets of standards published by professional
bodies have attempted to specify the desiderata for the ideal school library.
Resulting from the deliberations of working parties made up of experienced
professional librarians and teacher-librarians, they have set out desired levels for
provision of premises, furniture and stock, generally with an emphasis on the
quantitative aspects of provision. For example, a school of a certain size should have
a minimum of so many books per head, a certain level of staffing and a minimum
amount of seating. Although they were not intended to be performance measurement
tools, standards and guidelines have been used as such by both librarians and
managers and it is generally considered by libranians that they are helpful in giving a
contemporary review of service patterns, quantities and values. They are also
offered to education managers as models of library service which represent good

practice.

In an article which discusses the use, rather than the basis for standards and
guidelines, McElroy (1989, p.96) has indicated that, used constructively, guidelines

can identify a library’s susceptibilities and can improve resource levels of finance,
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space and personnel, thus fulfilling the traditional role of such documents.
Additionally, they claim to present a framework for action and implied criteria for
judging performance However, Tilke (1997), previously the Library Association’s
Advisor on School and Youth Librartes has pointed out that, virtually without
exception, the progenitor of reports, guidelines and policy statements was a working
party consisting of librarians, headteachers, teachers and advisory staff who may
have been invited to take part because they had views similar to those of school

library service staff. The result, therefore, is a set of professional librarians’

viewpoints which give a clear, though partial, view of the role of school libraries.

Although it refers only to England and Wales, a mapping study of standards and
guidelines, including those for schools, was undertaken by the Council for Museums,
Archives and Libraries (Resource, 2001) and is interesting in displaying the attitudes
of some users. It was reported that some organisations were very positive about
standards and their application, since they provided a professional structure to
underpin good practice and helped to focus on important issues. There were also
some negative attitudes. For example, there were too many potentially relevant
standards published, they were sometimes seen as being difficult to digest or out-of-
date and it was also felt that evaluation of standards should be put in place. A
number of factors were identified which facilitated the successful implementation of
new standards or guidelines, including the involvement of practitioners in their
development, the need for them to be driven by desired outputs or outcomes and

followed by the provision of additional resources and training.

Doubts had been cast on national guidelines in another project carried out in England
which set out to investigate the effect of school libraries on teaching and learning and
to suggest suitable performance indicators in this area. (Streatfield & Markless 1994).
The researchers’ findings were based on observation of library activities and
Interviews in “project schools” with teachers, school managers, librarians and
governors. They also carried out semi-structured group interviews with children and
individual interviews with some library monitors. Approximately 200 children were,
as the researchers wrote, “quizzed” fairly briefly about their use of the library, their

reading habits and their favourite and most hated lessons. In spite of this input, there
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1s no evidence in the report that pupil opinion was considered as important as the

information gathered from adults.

Nevertheless, this programme led the researchers to question what they perceived as
the unitary, or sole, model of an effective school library as championed by the
Library Association, Schools Library Services, Her Majesty’s Inspectorate, Local
Education Authority inspectors and other professionals. Although they did not
quarrel with the principles set out by these bodies, the researchers wondered whether
the effective school library is necessarnly this ideal school library, or whether
different models of library provision are appropriate for different schools. They
suggested that most school libraries are really vanations on two basic types: a
scaled-down version of the public library, with the reference and lending collections
separated, and the learning resource centre, which has more emphasis on non-book

matenials and on individual study spaces.

However, through conversations with teachers, the researchers further identified four
main types of school, and their corresponding library provision. The first is the
traditional/didactic school, with emphasis on formal teaching. The library is
essentially a book store, seen as an adjunct of the English department, with pupils

using it mainly for fiction. Secondly, there is the nominally flexible school, with

formal teaching and some “independent” work. The library is seen as a source of
information and material, principally for lending, and used by pupils to ask the
librarian for help in answering questions set by the teacher. Then there is the
developmental school, where a variety of teaching and learning approaches are used
and the library is regarded as a source of support and help by stocking audio-visual
and other non-book material as well as books. Pupils are taught information skills.
Increasingly, the library becomes a centre for IT access within the school. The fourth
type is the resource-based school, where the emphasis is on cross-curricular
exploitation of centrally-housed resources and on encouraging independent leamning.
The library resource centre features strongly in school development plans, will be

open beyond normal school hours by a large clientele and is regarded by pupils as a
gateway to outside resources.
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In the context of the present research, the noteworthy conclusion is that, even
without significant attention being paid to pupils’ views, each library service
responds to the needs of 1ts own school and, importantly, to its pupils, and it is

unlikely that national guidelines will be completely appropriate for any of them.
Implicit in the findings is the question of the utility of such guidelines, since they are

generally based on the opinions of “managers” rather than “customers” and are
intended to be applicable in any circumstance, but there is no suggestion that further
consultation with pupils as “customers” might yield significant data to support or

refute this view.

However, the importance of this possibility is supported by Altman and Hernon
(1998):

“Many librarians maintain that only they, the professionals, have the

expertise to assess the quality of library service. They assert that users
cannot judge quality, users do not know what they want or need, and
professional hegemony will be undermined if they kowtow to users.
Such opinions about service, in fact, are irrelevant. The only thing that
matters 1s the customers’ opinions, because without users there 1s no
need for libraries except to serve as warehouses. After all, customers

(present, potential and former ones) believe that the library’s reason for

being open is to meet their needs”.

In the light of the above discussion, three sets of standards/guidelines, available at the
time as evaluation tools for secondary school library managers in Scotland, were
examined for the present study, concentrating on two particular aspects. The first 1s
their research basis. In this connection, it is interesting to note that a document on
library performance indicators published by the International Standards Organisation
(ISO 1996) excluded indicators for some areas of library service because they had not
been thoroughly tested by widespread use in libraries or by explicit testing by
researchers and subsequent documentation in the literature. The second aspect

relates to evidence that pupil opinion was sought and used as justification for their

recommendations.
Page 29



The relevant documents were published by the Library Association (LA), the
Scottish Consultative Council on the Curriculum (SCCC). and the Convention of
Scottish Local Authorities (COSLA).

2.5.1 Library Association Guidelines

Over the last 20 years, the Library Association has issued a series of standards,
although these are now referred to as guidelines and recommendations. In the earlier
documents, quantitative aspects were emphasised, with provision for a minimum of
240 pupils considered necessary, to allow for a reasonable range of services and
stock. Later documents were less prescriptive and also included more discussion on
the role and function of the library. Although there was still an emphasis on
quantitative measurement, qualitative criteria were sometimes suggested in broad
terms. The guidelines (LA 1998) current at the time of the research described in this
thesis include a chapter on the management of monitoring and evaluation. A scan of

the suggested measures, however, shows that research has not influenced recent

thinking on the subject to any great extent.

Quoting from the Library Association’s previous set of guidelines (1992), this
document claims that the guidelines, as before, were based on the best practice which

was already a reality in some schools. It can be noted that there is no claim for a

research basis for the guidelines themselves:

“Thinking for the recommendations contained in this document is based
on observation, experience and expertise in library provisioﬁ throughout
the UK. However, seminal research in secondary school libranes has
identified a huge disparity of provision - from the excellent to the
abysmally poor. These Guidelines benchmark good practice, allowing a
range of service providers to evaluate their own provision and create the

service pupils, parents and teachers should expect in each and every
secondary school” .
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The seminal research cited in the above paragraph is a survey of UK secondary
school libraries (Sheffield Hallam University, 1997), which was based on a
questionnaire asking librarians or those in charge of the school library to provide
statistical returns relating to the school profile, library access, bookstock and other

resources, borrowing, staffing, spending, curriculum development, inspection and IT.

There was no input from pupils.

The Library Association guidelines were drawn up by a specially convened group of
its Youth Libraries Committee, comprising eight librarians from English School
Library Services and the Senior Curriculum manager of the Qualifications and
Curriculum Authority. The work was supported by a focus group which consisted
of eight librarians, including representatives from Scotland, Northern Ireland and
Wales, and, from England, an HMI and representatives from the Department for
Education and Employment and from the Department for Culture, Media and Sport.

The guidelines are arranged in three parts. Part one is aimed specifically at policy
makers and those with senior management responsibilities but is still relevant to all
readers. The first of its two sections deals with the school and its library, the
principal topics being the library’s contribution to educational standards and to
literacy. The relevance of library provision to the curriculum, to information, study
and research skills and to information and communication technology is also
explained. Apart from individual schools, the role of other partners in education,
such as local authorities, inspection agencies and central government in providing
guidance and support is discussed. The second section 1s concerned more with the
role and contribution of the library to the work of the school and how it can best be
organised, briefly referring to aspects which are discussed in more detail 1n later
sections. Examples of these are the contribution of the library and information service
to overall school effectiveness, library policy, development planning, management of
staffing, resources and services, accommodation, promotion of the school library,

monitoring and evaluation, and information skills/skills for learning.

The second part 1s more technical and detailed in nature and is aimed at practitioners:

chartered librarians employed in schools, teachers, and others providing library
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service. There are seven sections dealing with various aspects of management which,

although repeating the general list in the first part, are more prescriptive.

Part three outlines the role of the Schools Library Service, which is the support
service for individual schools. Whilst the Service is referred to throughout the
document, this part brings together its essential elements, for ease of reference of
policy makers, education directorates and others. Its role, which includes inspection,
is described, together with its aims and objectives

Each part concludes with recommendations and references, and the guidelines

conclude with the 1995 version of the Unesco Declaration on School Libraries, a
glossary and a bibliography The references at the end of each section, as well as the
bibliography, draw heavily on publications from such bodies as the Department for
Education and Employment, the Department for National Heritage, the Office for
Standards in Education, the School Library Association and Leicestershire and
Hertfordshire Education Authorities.

As far as the Scottish dimension is concerned, there is a reference to a short document

on information and study skills issued by SOED in 1991 and also to the 1985
publication by the Library and Information Services Committee (Scotland). Several
general textbooks on managing school and children’s libraries are also included

Although reference is made to some research reports there is no direct connection
between their findings and the guidelines. It is seldom possible, therefore, to state
that certain recommendations are supported by specific research, and the members of
the working party did not claim to have undertaken any research themselves, either
individually or as a group, before framing their recommendations. There is an
exception to this statement in Part Two, where eleven key characteristics of effective
schools listed by Ofsted (Sammon 1995) are suggested as performance indicators to

identify the contribution of school libraries:

» Professional leadership

» Vision and goals, which should relate to the library’s policy and development

plan
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» Learning environment, which is really a definition of the library

* Concentration on teaching and learning: the library enhances learning
experiences

 Purposeful teaching, which involves the library in work with departments

 High expectations, which should be expressed by librarians as well as other
other people

e Positive reinforcement, through support to individual pupils

» Pupils’ rights and responsibilities: can be outlined in the library policy,
development plan and rules

» Home-school partnership: the library supports project work and homework
assignments
o Leamning organization, which describes the learning resource centre, study and

information centre or the library
The rationale for including this list is not explained.

In general, the focus in the guidelines is on the best way of serving pupils’ needs, but
there are only a few brief references to ways in which pupils themselves might be
involved in the process and there is no indication that pupils were consulted for their
views on the desirability of these suggestions. It is recommended that when a policy
1s being developed, a draft document should be circulated for consultation by a pupil
council as well as by teachers; a library steering committee should encourage pupil
Input; trained pupil assistance in the library should be timetabled; pupils’ needs
should be monitored via suggestions, statistics or surveys, (particularly for fiction
and recreational non-fiction), and the attitude of pupils should be included as a
possible factor when evaluating the use of the library. Although the stated emphasis
of the guidelines is on the concerns of service providers, rather than of users, they
can be criticised for failing to suggest more strongly that pupils’ directly-expressed

opinions should be taken into account.

The guidelines were promoted by the Library Association at the time of their

publication, but there have been no accounts of their implementation and, until the

present research was undertaken, no critique of their value.
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2.5.2 SCCC Performance Indicators

A significant document, especially for school libraries in Scotland, is the publication
by the Scottish Consultative Council on the Curriculum, Taking a closer look at the

school library resource centre: self-evaluation using performance indicators (1999).
The 1ndicators suggested here support the integration of library resource centres into

the general development planning process in schools.

Based on How good is our school? self-evaluation using performance indicators
(HM Audit Unit 1996), this set of materials was built on the partnership approach
arising from the Quality Imtiative in Scottish schools. It was designed for the use of

staff in pre-five, primary, secondary and special schools. In the introduction, it is
stated:

“The 1ndicators are offered as a toolkit for senior management and for
teaching and library staff in schools to use in evaluating the quality and
effectiveness of their library resource centre. Authorities and schools
have taken a variety of approaches in developing school library resource
centres and must therefore take into account their own context and stage
of development when applying the indicators... The indicators identify
good practice and outline a framework of provision that schools and
authorities can work towards. These materials are intended for use as
part of a whole-school approach to self-evaluation. They should prove
useful in auditing practice and in identifying priorities for library resource
centre developments. This approach clearly supports the integration of
school library resource centre development into the development planning
process in schools ... Using one or two of these [indicators] will help you
to focus on some of the most central issues relating to library use and

development”

This document was developed by a working group, with the assistance of HMI
Audit Unit, the Scottish Library Association, the Scottish Library and Information

Council and the Scottish Consultative Council on the Curriculum. The group itself
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consisted of nine librarians, all senior staff from education authorities and library
SEIVICES.

As Elizabeth Knowles, Chair of the Working Group, explained at a meeting organised
by the School Library Association in November 1999 (but not resulting in published
papers), two main issues underpinned the selection of indicators. Firstly, there was
concern for the library’s impact on pupils’ learning, on literacy, on

information/study skills, on independent leaming and on the use of Information and
Communication technology. The second issue concemned the effective managemant of

the library. To address these 1ssues, 13 key indicators from How good is our

school? were identified as being particularly applicable to school library evaluation:

1.2 Quality of courses or programmes
2.3 Overall quality of attainment

3.2 Quality of pupils’leamning

3.3 Meeting pupils’ needs

5.1 Ethos

6.1 Provision of accommodation and facilities
6.2 Provision of resources

6.3 Organisation and use of resources and space
6.4 Provision of staff

6.5 Effectiveness and deployment of staff
7.2 The development plan
7.3 Implementing the development plan

7.5 Effectiveness of promoted staff and senior teachers

It is explained that for each indicator there are four possible levels of satisfactory
provision:

4 Very good

3 Good - some improvement required

2 Fair - significant improvement required

1 Unsatisfactory - urgent action required
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Some guidance in applying the indicators is offered, but for detailed advice it 1s
obviously expected that reference should be made to the “parent” document. For
each indicator, illustrations of Level 4 and Level 2 awards are given and then

suggestions on how the level might be gauged, such as indicating some features which

might be looked for, and some ways of finding out.

The most striking performance indicator in this respect is 3.3: Meeting pupils’
needs. A Level 4 performance is illustrated by reference to such activities as
consultation between the librarian and teaching staff to ensure that outcomes, tasks,
activities and resources are very well matched to the needs and aptitudes of pupils.

It is also expected that the pace of learning enables pupils to achieve approprnate
outcomes and that the purposes of activities and contexts of library use are relevant
and meaningful to pupils’ experiences, interests and future development. Pupils
undertaking independent study or following personal interests or goals have access to

resources and support from library staff. Finally, learing support staff contribute to

coursework and pupil support in library-related activities

One important point about this document is that more recognition is given to pupil
opinion than in the guidelines issued by the Library Association or by COSLA,

which is discussed below. In the following areas, it is made explicit:

2.3 Overall quality of attainment: discussion with pupils.

3.2 Quality of pupils’ learning: Discussions with library staff, teaching staff
and pupils.

3.3 Meeting pupils’ needs: Discussion with pupils, teachers and library staff.

5.1 Ethos: Discussion with/ survey of pupils, staff and parents.

6.1 Provision of accommodation and facilities: Discussion with users.

6.5 Effectiveness and deployment of staff: Talk to pupils.

Apart from this direct consultation, throughout the document there are hints that
pupils are indirectly involved by the use of such phrases as “observation of pupils

working in the library when not under the direct supervision of a teacher”, “monitor
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and evaluate the use of the library catalogue”, “monitor librarian - pupil interaction”,

“analyse requests and use of resources™.

The ways of finding out how well objectives have been achieved recommend
discussion with pupils as just one of eight activities, the others being to review
programmes and activities, look at pupils’ folders, observe activities in the library,
evaluate the timetable, monitor forward plans of library and teaching staff, review

library publications and review course materials and worksheets.

2.5.3 COSLA Standards

A sub-committee to draft standards for school libraries was established by the
Convention of Scottish Local Authorities in 1997. It prepared and dated the final
report in 1998 and published it on its web-site in 1999. (COSLA 1999). There has
been little comment on its recommendations, but it is apparent that they complement

the Library Association guidelines, albeit with particular reference to the Scottish
educational background.

The working group which produced this report was set up as a result of
recommendations in the 1995 revision of the COSLA Standards for the public library
service in Scotland, which had identified the need for close liaison to be established

between schools and public libraries and also the need for a study of school library
resource services to be carried out to identify a standard for services. Its 15 members
consisted of librarians, representatives (often senior executives) from local
authonities, COSLA, the Scottish Library Association, head teachers and HMIs.

Dealing with secondary, pre-five, primary and special schools, the group had the task
of reviewing the reports on the Schools Library Resource Services produced by the
Library and Information Services Committee (Scotland) and the Scottish Library
Association in 1985 in the light of later developments. It also had to examine the
function of the Schools Library Resource Service both in school and from central

resources support service, in relation to supporting curriculum work in schools, and
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finally it was charged with preparing recommendations for the service both for an
individual school and for the central resources support service

Particular attention was given to the level and range of services required by schools to

meet the needs of the curriculum and the needs of teachers, advisers and the education
directorate. An assessment was made of the necessary numbers of professional,
non-professional and technical library staff and their training needs, particularly with
reference to their involvement in curriculum development centrally within authorities
and 1n schools and additionally to their involvement in the school’s information skills
programme. The working party also considered the range of resources which should

be provided in schools and the central services, together with the relevance of
continuing developments in information technology. The effects of Devolved School
Management on central services and in-school provision was another issue, as was

the need to enter into co-operative arrangements with related services, which included

links with public, college and university libraries and other information providers.

The group gathered not only information about existing provision but also evidence
about the changing needs of education services. Members produced issue papers, and
a questionnaire to obtain statistical and structural information was circulated to each
local authonity. Inaddition, 12 visits were made to a number of authorities to see

actual examples of provision, and responses to a call for evidence were received from
39 bodies as diverse as Disability Scotland, the Scottish Music Information Centre,

the Scottish Sports Council and Scottish Enterprise as well as libraries and
educational bodies. Unfortunately, since none of this research material was in the
public domain, it was not possible to evaluate how much it influenced the published
recommendations. If pupil opinion was sought, it is not discussed within the

document and no evidence of input from pupils is presented.

Five of the final recommendations are listed under the heading Monitoring and
Evaluation. Four of them refer to the need to examine the library as an integral part of
inspections, the development of an integrated strategy by local authorities for library

services to young people, the establishment of national mechanisms for collecting
statistics to establish benchmarks, and the establishment by COSLA of a monitoring
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process to co-ordinate the implementation of the recommendations. Only one
recommendation in this section refers to individual schools, which are urged to adopt
the performance indicators in How good is our school?: taking a closer look at the

School Library Resource Centre. A recognition of the advantages of pupil input is
included in only one instance (section 2.32), where it is stated that “pupils should be
actively involved in the administration and organisation of the library. Also, the
consideration of their views will help to establish a sense of ownership and develop

responsibility” However, as with the rest of the document, this view is not

supported by stated research outcomes.

As with the Library Association Guidelines discussed above, the COSLA document
is aimed at service providers. It is, however, more general in scope, emphasising the
necessity for local authorities to provide a well-staffed and otherwise well-resourced

service, rather than putting forward specific recommendations for space, levels of

stock, for instance. For this purpose, reference is made to the Library Association
document.

2.5.4 Reviews of standards and guidelines

Apart from articles in the Scottish library press raising awareness of the publication
of the Standards (Arthur 1998, Baughan 1999), there has been a dearth of comment
on its contents and recommendations. Boyd (1999) wrote for a wider UK audience
in an article when she gave her personal views on where the document could be seen
to be breaking new ground. Central to the document, she thought, was the list of
leamner entitlements which were based on the increasing emphasis on learning skills
within the curriculum. She also noted that several of the recommendations mirrored
the Library Association guidelines, namely the appointment of professional
libranans, establishment of whole-school policies, the designation of a senior member
of staff with responsiblity for the library, provision of a wide range of resources
including ICT, and a regular review of funding. Additionally, three of the
recommendations were outstanding in encouraging new developments: a review by

the Scottish Parliament of the statutory position of school libraries; adoption of the
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new performance indicators; the inclusion of relevant courses in librarianship degree
courses. As yet, there has been no impartial evaluation of the standards.

These recommendations from vanious sources represent the received wisdom of
libranians and teachers and it should be recognised that they are all based on the
lengthy and thoughtful experience of the progenitors, but the question which can be

posed at this point is: how valid are they as recommendations for an effective library
service which can be taken seriously (if they were ever to read them) by pupils as

well as by the providers of support and finance? It has been argued that the research
basis for the three sets of current standards/guidelines is weak and that input from the
pupils, as important stakeholders, is minimal. Additionally, there is little

documentation suggesting that the publication of guidelines for school libraries is
followed by evaluation of their usefulness to library managers.

The only feedback relates to the SCCC Performance Indicators, which is included in a
research project undertaken at the University of Central England in Birmingham
(McNicol & Elkin, 2003). Aiming to design a model for self-evaluation in school
libraries in England, the researchers studied the SCCC document and interviewed a
sample of libranians using the indicators. In general, the interviewees felt that the
indicators helped them to improve the library service and, in the course of this
process, were able to gain clerical assistance or secure a larger budget. However, in
some areas a significant number of schools had not used the indicators. The librarians
did not consider evaluation to be part of their job although the researchers point out

that this attitude 1s becoming less common. In other cases, library staff had not

received appropriate training.

In many cases, librarians reported that the indicators had been readily taken on board
by Senior Management because they were familiar with the approach, as exemplified
in the parent document. This means that the library can be compared with other

departments which are evaluated in the same manner.

Described as feedback, the information in this report is not intended to provide a

formal evaluation, but the fact that it exists only serves to highlight the lack of even
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minimal information on the value of all the sets of standards/guidelines. How, then,
can their validity as instruments of effectiveness be judged? Would attainment of

their recommendations guarantee effectiveness?

However, since one of the objectives of the research described in this thesis was to
ascertain how far the guidelines and indicators correspond with the views of pupils,

the three documents provided a useful starting-point for the themes used in the
instruments devised for the research.

2.5.5 Later guidelines

Published after the research for the present study was undertaken, three further sets

of guidelines did not inform its planning, but their recommendations were taken into
account when assessing the research results. Relevant recommendations are,

therefore, noted later, but a few points can be made at this stage.

2.5.5.1 The IFLA/UNESCO School Library Guidelines

Issued 1n 2002, these guidelines were drafted by contributors from many countries in
an attempt to satisty the needs of all types of schools. Thus, they are very general in

their recommendations, since they aim to inform decision makers at national and
local levels around the world and so recognise the need to adapt them for use at local
level. In short space, five areas of service are discussed, these being the library’s
mission and policy, resources (funding, space, furniture and equipment, print and

electronic materials), staffing, programmes and activities, and promotion.

When discussing the matenals collection, the document recommends specific
quantitative measures, such as the provision of ten books per student, with a
minimum collection of 2500 relevant and updated items. At least 60% of the stock
should consist of curriculum-related non-fiction resources. This is a curious
throwback to older standards for school libraries, as it is noticeable in the more recent
guidelines discussed below that such a directive is now less prevalent. In similar vein,

a model for a study skills and information literacy programme is set out.
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Some attention is paid to current thinking on pupil/student expectations of the
library, since it is averred that students are the main target group of the school library
and that co-operation with other members of the school community 1s important
only because it is in the interest of the students. Input from students is briefly
recommended in the section on monitoring and evaluation, where qualitative

indicators are listed as user satisfaction surveys, focus groups and consultation
activities.

It is unfair to criticise these guidelines for their lack of a research basts, since they
were compiled by experts as an outcome of discussion at the annual IFLA

conferences and by use of email. Because of their global market, they are
deliberately general. Nevertheless, they are a typical example of presciption by

managers, with pupils designated as targets rather than as participants in planning the
library service.

2.5.5.2 CILIP guidelines for secondary school libraries

As indicated briefly above, the Library Association guidelines were current at the
time of the present research and so contributed to its methodology. Since then, a

revised edition has been published by the Chartered Institute of Library and
Information Professionals (CILIP 2004), which is the successor to the Library
Asssociation. Although this new edition was not relevant when the research was

planned, its recommendations were noted when the results were assessed.

As with the LA document, the guidelines were drawn up by a working party and it 1s
noteworthy that, in the introduction, it is stated that important new policy themes
were considered. These were the importance of young people’s participation in
library development, service definition and design, and the development of school

libraries based on rigorous investigation of needs and self-evaluation.

“CILIP believes that the school library must treat students as active
partners - moving from engaging them in consultation on the development

of services and resources to encouraging them to participate fully not just
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in operational activities but in the whole range of library management
activities. This way the library will truly be relevant to all learners in the

school and effectively become the champion of the learner”.

In general, there is more evidence of a research basis for these guidelines than in those
1ssued by the Library Association. Some recommendations are related to particular

research, there are relevant references at the end of each section and, additionally, a
bibliography included at the end of the document.

Chapter 5 of this thesis refers to recommendations which, in particular, differ from

those made 1n the Library Association guidelines and an assessment is made of their

relevance to the pupils’ opinions.

2.5.5.3 Department for Education and Skills. Improve your library: a self-

evaluation process for secondary school libraries and learning resource

centres.

Issued in 2004, this document resembles that published in 1999 by the SCCC, both

in its rationale and its format. It is intended to “provide school librarians with a clear
way of assessing the quality of what they provide and measuring outcomes,

providing evidence of achievement and identifying areas that could be improved. It

also provides practical advice and suggestions for improving the way that the library

supports pupil learning”.

Seven key questions are put forward, corresponding to those in the OFSTED
framework for inspection (2001). Each is divided into strands. Areas to be

addressed within each strand are identified and named as indicators. For each

strand, provision is described as being at one of five levels equivalent to the Ofsted
categories:
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Dfes Ofsted

Excellent/very good Excellent
Good Good
Intermediate Satisfactory
Emergent Satisfactory
Needs development Poor

The strands, which contain key questions, are:
1. How high are standards?

2. How well are pupils’ attitudes, values and personal qualities developed?

3. How effective are teaching and leaming?
4. How well does LRC provision meet pupils’ needs?
5. How well are pupils guided and supported?

6. How effectively does the school work with parents and the community?
7. How well 1s the LRC led and managed?

Guidance 1s offered on the means of gathering evidence for each strand and there are
summary sheets setting out the indicators for each key question. More detailed
guidance is available in a Support Booklet. No specific research supports the
recommended evaluation tools, although a brief bibliography refers to documents

discussed above, including the research carried ou by Streatfield and Markless (1994)
and Williams and Wavell (2001).

Several of the key questions are highlighted in the Discussion chapter of this thests,
but it can be noted here that, as in the SCCC guidelines, reference is made at some
points to the value of encouraging pupil input to evaluation, with the most
frequently recommended method being the preparation and analysis of user

satisfaction surveys.
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Key points arising from sections 2.3, 2.4 and 2.5

Following the review of the literature on school library evaluation in general and the

role of published guidelines in particular, two points pertinent to the present study
can be made. Firstly, seminal research on the evaluation of school library

effectiveness has not been a major issue in recent years, the exceptions being,

arguably, the Colorado study (Lance, Welborn and Hamilton-Pennell 1993) and the
project undertaken by Williams and Wavell (2001) in Scotland. This is in contrast
to the attention now being accorded to this area of management in other libraries,
particularly in the Higher Education sector. There is, therefore, only a small body of

published research which can be drawn on, particularly regarding methodology and its
impact on desirable outcomes.

As a result, 1t can be noted that the guidelines for school library services which were
consulted 1n preparation for the research are strongly geared to the views of librarians
and teachers, in spite of the promotion of evaluation in education and of pupil /
student input by government departments, including the Scottish Executive
Education Department These factors indicate that the relationship between the
measurement of school library effectiveness and the needs of pupils as library users
deserved further research, but it has to be noted that none of the documents offer
specific recommendations for deciding on the aspects of the library service which
pupils might usefully evaluate. For some clues on this aspect, a study of research

relating to libraries in further and higher education was undertaken, as discussed

below in the section on techniques for evaluation.

2.6 Techniques for evaluation

Netther existing research on school library evaluation nor published

guidelines/standards, as has been seen, offers sufficient information on appropriate
approaches which could be replicated to achieve the objectives of the present
research. Therefore, a study of work carried out elsewhere, particularly in higher
education libraries but also in public libraries, was undertaken. The criterion in this

search of the literature was an approach which focused on customer opinion, rather
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than that of managers, as the central point when planning appropnate library

services. The influence of the study of these sources is explained further in the
Methodology chapter.

Particularly in higher education, it is noticeable that the emphasis on user studies in
libraries has resulted in an increasing interest in adapting techniques which were
originally formulated for commercial concerns. This can be exemplified in the book
by Brophy and Coulling (1996) which devotes a chapter to “quality gurus™ and
points out that although the quality management movement emerged as part of the
management of mass-production techniques in manufactuning industry, definitions
of quality can equally be applied to non-profit organisations, such as libranes.

Since they seemed to promise approaches and techniques which could be utilised 1n
the present rescarch, three approaches which have influenced library evaluation were
studied: the theory presented as Total Quality Management, Servqual, and the
Multiple Constituencies/Stakeholder Approach. Central to each of them is the idea
that students are customers.

2.6.1 Total Quality Management

The key exponents of Total Quality Management (TQM) are three Amencans:
Philip J. Crosby, W. Edwards Deming and Joseph Juran, who developed their
theories in the 1950s.  Quality was defined by Crosby as “conformance to
requirements”, by Deming as “a predictable degree of uniformity and dependability,
at low cost and suited to the market” and by Juran as “fitness for purpose”. The

applications and appropriateness of TQM in library management have been
discussed predominantly by Brindley (1992), and Martin (1993).

Brindley recognised that in a commercial environment a quality approach is judged by
hard results in the marketplace whereas ina public service context, a TQM
programme is less straightforward. This is partly because the cost of implementing
the programme in a support function (such as a library) within a public service 1s
very difficult (and sometimes impossible) to assess in quantitative terms.
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Nevertheless, she pointed out that the TQM approach is feasible in libranies because
it “seeks to guarantee the consistent delivery of a specified quality of service, which
s not necessarily the same as the highest quality of which the library is capable,
rather what is sustainable on likely resources, and balanced with other prionties and
objectives”. The key, she said, was to define that quality, with three constantly
changing factors to be balanced: customer needs and perceptions of the service,
corporate objectives and priorities, and library capability. Only the last of these
conditions 1s cven partly under the library management’s control, with the others

requinng close, systematic and continuous study.

Although Bnindley was wniting principally about libraries in universities and in
government departments, it can be seen that the three factors cited can also be
applied to school libranes, which operate within the objectives and prionitics set by
the education authonty and the school itself, which serve a number of “customers™
(eg. managers, teachers, pupils) and which are constrained by allocations of space,
equipment, stafling and finance. It should be noted that Brindley (now Chief
Executive of the Bnitish Library), when Chief Libranan of Aston University in
Birmingham, was a pionecr in advocating the service model of enabling access to
information electronically, rather than by building up large collections of books and
journals. The model does not immediately fit with the present service offered by
school libraries, but with the expansion of computing capability in schools, it may
well be one to which they could aspire.

The document by Martin is published as part of a series entitled “Library &
Information Bricfings™, the purpose being to present to libranians who were
convinced of its value some practical ways of applying the TQM style of
management. He emphasised the TQM philosophy of “getting it right first time” by
aiming for systematic prevention of error and he stated that “in this context quality 1s
defined as meeting the requirements of the customer ... and not as signifying
excellence or high quality, although this may ultimately be the customer perception
achieved™ He added that “in the library context, this makes a distinct contrast with
the traditional approach of identifying user needs or even what the user should need,

rather than user expectations. This also clearly emphasizes the importance of market
Page 47



research to the successful implementation of TQM, through understanding what
users want and tailoring service design and delivery to meet their expectations™

For Martin, the most important key concept of TQM was that of continuous
improvement, that is, the creation of beneficial change in response to identified
customer requirements. A user-onentated approach to service provision is thus
necessary. He set out and detailed a quality management checklist for libraries in 4
sections.  The first is Quality Unity, which entails commitment from senior
management, agrecd definition of quality and thesaurus of common terminology,
policy statement, and strategy and operation. Secondly, Quality Planning
determines who the customers are, the requirements of these customers,
development of provision and services to meet these requirements, development of
processcs to implement this provision, and the translation of plans into operation.
Thirdly, Quality Improvement implies a project approach which includes costing of
benefits and establishment of controls. Finally, Quality Control. or Evaluation of
Performance compares 1t to goals, detects discrepancies, and determines action to
meet planned level of performance.

If, as Martin proposed, the identification of customer requirements is paramount, it
can be argued that the most important part of the process is Quality Planning, on
which all other activities of TQM depend. The starting-point, therefore, is the
customer (or, in the present study, the pupil).

2.6.2 Servqual

As far as hibranes are concemned, the TQM approach is theoretical rather than
practical, offening a rationale for placing customer opinion in the forefront of planning
and development. However, another commercially-oniginated theory which has been
explored by library managers in a more practical way is Servqual, which is derived
from the work of Parasuraman, Zeithaml and Berry (1988) and which has evolved as
an instrument to measure service quality and what customers value as important.
Quality is defined as *“perceived quality” rather than “objective quality”, dependent
on the customer’s perception of what they can expect from a service and what they

belicve they have received, rather than any “objective™ quantitative standard as
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determined by a professional group or in conventional performance measurement.
Parasuraman and his colleagues defined five measurable gaps between customer

expectation and perceptions:

Gap 1: the discrepancy between customers’ expectations and management’s
perceptions of these expectations

Gap 2: the discrepancy between management’s perceptions of customers’
expectations and service quality specifications

Gap 3: the discrepancy between service quality specifications and actual service
delivery

Gap 4: the discrepancy between actual service delivery and what is communicated to
customers about it.

Gap S: the discrepancy between customer’s expected service and perceived service
delivered.

The first four gaps contnibute to the fifth gap, which has, until now, been the main
focus of library research using the Servqual approach. The present research,
however, deals more with the first gap, assuming that “management” is represented in
the published standards and guidelines for school libraries. Thus, the Servqual
approach, as exemplified in libranianship literature, has limited value for this research,
but some relevant aspects are discussed in the chapter on Methodology..

The method has been used in a wide range of service industries, such as advertising,
health care and banking as well as in professional services such as medical, law and
dental practices. Interest has been evident in libraries in the USA, particularly in
academic libranes, with suggested adaptations and the implications for library
management being discussed by, among others, Stein (1997) and Nitecki (1996,
1997).

Joan Stein camed out research in the Inter-Library Loan Unit of the Camegie Mellon
University Libraries, Pittsburg, USA. As she explained, traditional service quality
measures in such a unit have focused on quantitative measures: average turnaround
time and success rates. With more emphasis being placed on a client-centred service,

it became clear that these measures had to be interpreted in the more meaningful
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context of user satisfaction The decision to choose the Servqual instrument to test

this theory was based on two principal considerations, these being a need for a user-
based measure of service quality to guide an analysis of resource-sharing services, and
the establishment of a relationship with customers which showed the library’s desire

to base services on users’ needs and expectations. The instrument had also been
thoroughly tested and shown to be applicable to academic libraries

Stein reported that the results of the survey had been satisfactory, providing as it did
a body of data which supported but in some cases refuted previously held
impressions of quality service in the Inter-Library Loans Unit. She also,
importantly, descnibed how the results would be used to improve the service, such as
improving communication, offering instruction on making effective use of the service,
providing a time frame for performance, requesting additional resources, and
investigating electronic methods of providing users with status information about
their requests, and upgrading of staff training. In general, it was considered that the
expenment had been successful as a tool for implementing continuous improvement.
For other researchers, the report of the survey shows that users’ opinions, if given a
high prionty, can lead to a more effective service.

Niteck (1997) attempted to gauge the applicability of the Servqual method by
accessing published analyses performed in eight libraries, including that in the
Camegie Mcllon University described above, thus presenting an overview of the
methodology as practised up to that time. For these studies, two questionnaires
were prepared, each consisting of 22 pairs of statements. The first set measured
users’ expectations by asking them to rate, on a seven-point scale, how essential each
item was for an excellent hibrary. The second measured the respondent’s perceptions
of the actual level of service given by the library. For each pair of statements, the
difference between the ranked perception minus the ranked expectation was
calculated, and the average of these gap scores yielded the Servqual overall quality
score. According to Nitecki, the data collected in each case, by displaying close
correlations between the results in each library, confirmed the general usefulness of

the Servqual methodology.
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In an earlier article (1996), Nitecki had covered similar ground, but she also spelled
out the advantages of Servqual in library management. These included the analysis of
data at the item level, thus suggesting practical implications for improvement of the
service. By repeating the exercise, quality improvement can be measured over time
The method 1s a means of shifting assessment of quality from the traditions of
measuring collection size and incidence of usage to investigations of how the service
relates to users’ expectations It can also be a way of demonstrating the value of the
library in proportion to its contribution to the success of the parent institution. All

of these advantages would apply to school libraries as well as to libraries in higher
education.

Kinnell (1995) has pointed out that the difficulty with Servqual is the subjective
nature of the concept of quality service:

“Customers express their feelings about a service generally through
attitudes to it, while their satisfaction with the service is usually related to
specific transactions... It is likely, therefore, that customers will vary in
their expectations of a library service and also that the perception of
quality will differ between service deliverer and customers. This takes us
back to the quality imperative, who should define both the standards to

which a service should aspire and the overall quality of that service, and
how a library service can and should organize itself to achieve quality”.

2.6.3 Multiple Constituencics / Stakeholder Approach

TQM and the Servqual approach have been influential on work on another theory
currently in favour. This is the Multiple Constituencies, or Stakeholder, approach to
quality evaluation, which was onginally applied in the public library setting (Childers
and Van House 1989). Their most influential research has been a study on public
library efectiveness, which identified four general approaches to defining
organizational effectiveness The first is the Goal Model, where effectiveness is
measured by goal achievement, assuming that agreement on a finite set of goals is
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possible. Then there is the Process or Natural Systems Model, which defines an
organization as a collective engaged in activities required to maintain itself as a social
unit. Effectiveness is measured both by goal attainment and by internal processes and
organizational health. Third is the Open Systems or System Resource Model, which

emphasises that the effective organization responds to the demands of its
environment. More appropnate and interesting in the present research has been the
fourth approach, that of the Multiple Constituencies Approach, which defines
effectivencess as the degree to which the needs and expectations of strategic
consitutencies, otherwise known as stakeholders, are met. These constituencies are
not necessanly the power elite. This approach may be particularly appropriate for
the public sector, which needs to respond to a multitude of diverse groups with
differing, possibly competing, preferences.

The Public Library Effectiveness Study concentrated on the fourth of the above
models, seeking data from representatives of seven key groups of people who would
be expected to influence decisions about the public library both directly or indirectly.
They ranged from local officials to library managers to users, and it was
hypothesized that there would be differcnces in the way these groups perceived the
library’s effectiveness. A Preference Questionnaire was used with all groups and
libranan groups were also asked how their library rated compared with an “ideal”

public library for the community. It had been anticipated that the greatest differences
in indicator preferences would occur between constituents most external to the

library, such as local officials and those most intemal to the library, such as library
staff and that there would be a lesser difference between such constituents as
Trustees and Users. An analysis of the results showed that there was, after all, more
similanties than dissimilantes among the groups. Although the User group appeared
more distinct from the others, even here they correlated with other groups at
moderate to high levels.

Resulting from this research, Van House and Childers produced a document (1993)
which applied the results of the study to the assessment of public libraries and
rccommended using it to represent the library organization to the varnous

stakeholders controlling the library’s present and future.
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For academic libraries, the most prominent survey using this approach was based in

Victonia University of Wellington in New Zealand. Philip Calvert had already used
the Childers and Van House methodology in a public libraries-based project carned
out at the behest of the New Zealand Library Association (Calvert 1994). The 1nitial
purpose of this project was the development of performance measures, but this aim
was not fulfilled because the research team did not, in the end, have confidence in the
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