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Introduction 

Libraries conduct surveys in order to collect information for evaluating their 
service. One of the primary objectives of a library survey is to determine if the 
library is fulfilling the purpose for which it was established.1 It is one way by 
which a library and the service it offers can be critically examined.2 A survey 
also helps in decision-making; it identifies problems, if any, and results in 
future improvements. A well-conducted library survey can generate a 
considerable amount of data, which is of potential value in evaluating library 
service. Moreover, the survey provides a useful indication of users’ satisfaction 
with the library services. All samples must be accurately derived, and the 
collection of data must be critically examined to determine validity and 
reliability.3 Validity simply means that the indicator actually measures what it 
is supposed to measure while reliability answers the question, is a 
measurement performed consistently and correctly?4

A survey, in any form, is frequently used when evaluating library services 
and a questionnaire is the most frequently used method for collecting 
quantitative information.5 Measuring the performance of library activities in 
general, based on relevant performance indicators, does the evaluation. 
Performance indicators identify what will be measured and what is happening, 
to determine whether there is a need for development or change. There are 
several types of performance measure, resources (input6), activities (process), 
products and services (output) and impact on the users and community 
(outcome). 

In 2002, a Library Usage Survey was done at the Linnean Society of 
London Library. I intend to test the questionnaire of this Survey against the 

                                                 
1 Lancaster, Wilfrid, 1977, The Measurement and Evaluation of Library Services, p. 300. 
2 Lancaster, 1977, p. 299. 
3 Lancaster, 1977, p. 309. 
4 Cotta-Schønberg, Michael, 1995, ”Performance Measurement in the Context of Quality Management”, 
p. 55. 
5 Crawford, John, 1996, Evaluation of Library and Information Services, p. 13. 
6 Terms written in bold letters are defined in the section Terminology. 
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IFLA International Guidelines,7 Wilfrid Lancaster’s three facets on library 
function8 and the five dimensions in the SERVQUAL instrument9. However, 
the intention is not to say how a library survey should be conducted or 
formulated. 

Concepts and Terminology 
The literature on performance measurement uses concepts and terms, which at 
times can be confusing. Therefore, an explanation of terms used in this study is 
given, based on the glossary of IFLA’s Guidelines,10 definitions by the 
International Standard 11620 (ISO),11 ISO 9000,12 SERVQUAL,13 ODLIS14 and 
Harrod’s Librarian’s Glossary and Reference Book.15

Concepts 
Performance Measurement and Evaluation 
Performance measurement and evaluation are sometimes used 
interchangeably in the literature, which often is misleading.16 Performance 
measurement is measuring - the actual doing of something – an activity or 
service. Moreover, it is a tool in the evaluation process on which evaluation 
judgements can be based. Measurement results are not in themselves good or 
bad; they simply describe what is.17 Two major elements are required to carry 
on an evaluation process: objectives and measurement tools. Measurement 
tools are applied to do an evaluation. It consists of the comparison of 
performance with the objectives, in order to determine whether there has been 
any change in performance over a given time period, if so, whether the change 
is in the desired direction, and if so, to what extent. 18 Thus measurement forms 
part of a value judgement, which is evaluation.19

                                                 
7 Poll, Roswitha & Boekhorst, Peter te, 1996, Measuring Quality: International Guidelines for 
Performance Measurement in Academic Libraries, IFLA Publication 76. 
8 Lancaster, 1977, p. 9-11. 
9 Zeithaml, Valarie, A., Parasuraman, A. & Berry, Leonard, L. 1990, Delivering Quality Service: 
Balancing Customer Perceptions and Expectations. 
10 Poll, Roswitha & Boekhorst, Peter te, 1996, 117 f. 
11 International Standard ISO 11620: Information and documentation – Library performance indicators, 
first edition, 1998(E), p. 2 ff. 
12 ISO 9000, International Standards for Quality Management, (SIS), 1996, p. 16. 
13 Zeithaml, et al. 1990, p. 26. 
14 Reitz, Joan M., 2004, Dictionary of Library and Information Science, http://lu.com/odlis/. 
15 Prytherch, Ray, 2000. 
16 Cotta-Schønberg, 1995, p. 55. 
17 Van House, Nancy, Weil, Beth & McClure, Charles, 1990, Measuring Academic Library Performance: 
A Practical Approach, p. 4. 
18 Goldhor, Herbert, 1977, ”Foreword”, The Measurement and Evaluation of Library Services, p. vii. 
19 Cotta-Schønberg, 1995, p. 55. 
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Measures and Indicators 
According to Jakob Harnesk, 20 measure implies that something can be 
measured in a direct way, while indicator gives an indication, which is more 
relevant in the context of performance and evaluation. Harnesk tries to explain 
the difference by giving the following example: The score of an IQ test is not a 
direct measure of a person’s intelligence; it is merely a total of test scores, 
which may be used as an indicator of the intelligence of the person being 
tested. The same goes for library evaluation - if a particular library scores well 
on a user survey it does not necessarily mean that the library is actually 
performing well. However, it can be said, with more or less certainty, that the 
results from the survey indicate that. 

Terminology 
Academic library: A library forming an integral part of a college, university, 
or other academic institution for postsecondary education, organised and 
administered to meet the information needs of students, faculty and affiliated 
staff of the institution (IFLA). A similar formulation is found in ODLIS. 
Appropriateness: Suitability of any given indicator for evaluating a specific 
activity (ISO). 
Assurance: Knowledge and courtesy of employees and their ability to convey 
trust and confidence (SERVQUAL). 
Availability: The proportions of user searches for library materials that is 
successful at the time of the user’s visit (IFLA). 

Cost-effectiveness: Cost of achieving a particular level of effectiveness 
(IFLA). 

Effectiveness: Extent to which the library is achieving its goals and objectives 
(IFLA). 

Efficiency: Relation between resources input and resulting outputs (IFLA). 

Empathy: Caring, individualized attention the firm provides its customers 
(SERVQUAL). 

Entity: that which can be individually described and considered, a process, a 
product, an organisation and any combination thereof. 21

                                                 
20 Harnesk, Jakob, 1998, ”The ISO Standard on Library Performance Indicators (ISO 11620)”, p. 62. 
21 ISO 9000, 1996, p. 16. 
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Evaluation: Process of estimating the effectiveness, efficiency, utility and 
relevance of a service or facility (ISO). 

Facilities: Space and equipment available to library users (IFLA), includes 
photocopier, online terminals, CD-ROM workstations, seats for reading 
and study carrels, but excludes toilets, cafes and public telephones (ISO). 

Goal: The fundamental state of affair(s) that is intended to be reached and that 
is formulated to last over a longer time (IFLA). 

Indicator: Expression (which may be numeric, symbolic or verbal) used to 
characterize activities (events, objects, persons) both in quantitative and 
qualitative terms in order to assess the value of the activities characterized, 
and the associated method (ISO). 

In-house material use: The number of documents used in the library but not 
charged out (IFLA). 

Inputs: Resources used by the library (IFLA). 

Learned Society: A professional or academic organization founded to serve as 
a focus for the interchange of information and opinion within a discipline; 
such a body is often a major journal publisher in its subject field.22

Library: Organisation, or part of an organisation, the main aim of which is to 
maintain a collection of documents and to facilitate, by the services of 
staff, the use of such documents as are required to meet the information, 
research, educational or recreational needs of its users, (These are only the 
minimum requirements for a library and do not exclude any additional 
documents and services (ISO 2789), 23 and the documents (materials) may 
be of the traditional type, i.e. available as physical objects, or accessible in 
their electronic forms. Libraries may also extend their services to include 
making available materials outside their own collection) (ISO). 

Library visits: Number of user visits to the library in terms of number of 
people entering the library, including people attending activities, meetings, 
and those requiring no staff services (IFLA). 

Management: Utilizing material and human resources to accomplish 
designated goals (IFLA). 

                                                 
22 Prytherch, Ray, 2000, p. 433. 
23 ISO 11620:1998(E), p. 2. 
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Measure: A quantified statement (IFLA). 

Mission statement: Statement made by a library of its provisions and 
development of services and products (IFLA). 

Museum: A public or privately funded non-profit institution whose primary 
function is the preservation and display of collections of physical artefacts 
and specimens for the purposes of education, scholarship and enjoyment. 
Since books and bindings are physical artefacts, some museums include 
them in their collections (ODLIS). 

Objective: An individual act intended to be carried out, and a number of which 
are required to be carried out in order to reach a goal (IFLA). 

Opening hours: The average number of hours a library is open to the public 
from Monday to Sunday (IFLA). 

Outcome: (impact): The effect of library outputs on the largest environment 
(IFLA). 

Performance: Performance is the degree to which a library is achieving its 
objectives, particularly in term of users’ needs (IFLA). 

Performance indicator: A quantified statement used to evaluate and compare 
the performance of a library in achieving its objectives (IFLA). 

Performance indicator: Numerical, symbolic or verbal expression, derived 
from library statistics and data used to characterize the performance of a 
library. Includes both simple counts and ratios between counts as long as 
they are used to characterize the performance of a library (ISO). 

Performance measurement: A measuring instrument to indicate whether a 
library is coming up to it’s planning. Performance measurement means 
collection of statistical and other data describing the performance of the 
library, and the analysis of these data in order to evaluate the performance. 
Or, in other words: comparing what a library is doing (performance) with 
what it is meant to do (mission) and wants to achieve (goals) (IFLA). 

Primary user group: (capita, domain, population served): Population to be 
served (primarily: members of the institution the library is meant to serve) 
(IFLA). 
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Quality: Totality of characteristics of an entity that bear on its ability to satisfy 
stated and implied needs (ISO 9000).24

Quality: The totality of features and characteristics of a product or service that 
bear on its ability to satisfy stated or implied needs (ISO & IFLA). 

Random sample: Sample in which every member of the larger population has 
an equal chance of being chosen for the sample (IFLA). 

Reliability: The quality of measurement such that the same results would be 
achieved from repeated measures of the same phenomenon (IFLA). 

Reliability: Ability to perform the promised service dependably and accurately 
(SERVQUAL). 

Resources: Assets of the library including staff, materials, equipment, space, 
etc. (ISO). 

Responsiveness: Willingness to help customers and provide prompt service 
(SERVQUAL). 

Remote Users: Uses of services offered by the library on the electronic 
network (e.g. OPAC 25), CD-ROM databases, electronic publications, 
general information etc.) from access points outside the library or its 
branch libraries (IFLA). 

Request: A demand for library material or information by a user (IFLA). 

Sample: A subset of cases used to represent a larger group or population 
(IFLA). 

Sampling error: The possible difference between the estimate(s) derived from 
the sample and the true value for the entire population (IFLA). 

Standard: An acceptable level or criterion, according to which something is 
compared, measured or judged (ODLIS). 

Tangibles: Appearance of physical facilities, equipment, personnel, and 
communication materials (SERVQUAL). 

Target population: Groups of actual and potential users appropriate to an 
individual library as the object of a specific service or as the primary users 
of specific materials (ISO). 

                                                 
24 ISO 9000, 1996, p. 20. 
25 Online Public Access Catalogues. 
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User (client, patron): Everybody who uses the services and facilities of a 
library (IFLA). 

Validity: The characteristic of indicators that accurately reflect what they are 
intended to measure (IFLA). 

Used Literature 
The measurement of library performance has been discussed in the literature 
over the last three decades. Performance measurement is used both in public 
and academic libraries. The focus of this study being an academic institution, 
the Linnean Society of London Library, most of my literary survey is done on 
academic libraries. However, reference to relevant public library literature is 
made when needed. The literary survey includes books, reports, conferences 
and articles of importance and is given chronologically. 

The work on Library Surveys by Maurice B. Line (1982)26 was first 
published in 1967. This book is an introduction to the subject, for librarians 
and to gain some insight and understanding of the surveys done by others. 

Richard H. Orr, Director of the Institute of Advancement of Medical 
Communication, Philadelphia, compiled a bibliography for medical librarians 
in 1970.27 The purpose of this bibliography was to guide the librarians to 
evaluate their own efforts objectively and to improve the effectiveness and 
efficiency of library service. While reviewing the literature Orr realised that to 
be able to compete on equal terms with other kinds of agencies for society’s 
support, measures and standards for services and operations must be developed 
that are meaningful to both non-librarians and librarians. After three years, Orr 
took up the issue of improving effectiveness and development of measures in 
his much quoted article on measuring the goodness of library services.28 The 
criteria for evaluating a library service, according to Orr, are (a) quality and (b) 
value, reflected in two simple questions:29

a. How good is the service? 
b. How much good does it do? 

                                                 
26 Line, Maurice, B. 1982, Library Surveys: An Introduction to the use, planning, procedure and 
presentation of surveys. 
27 Orr, Richard, 1970, ”Development of Methodologic Tools for Planning and Managing Library 
Services: IV, Bibliography of Studies Selected for Methods and Data Useful to Biomedical Libraries”, p. 
350-377. 
28 Orr, Richard, 1973, ”Measuring the goodness of library services: A general framework for considering 
Quantitative measures”, p. 315-332. 
29 Orr, 1973, p. 317-318. 
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The first question is concerned with measuring and assessing the 
performance of a library against some agreed criterion. The second issue is 
whether a library makes a difference. According to Orr the quality reflects the 
goodness or effectiveness of a library and the value reflects benefit. However, 
according to Orr: 

[…] The ultimate criterion for assessing the quality of a service is its capability for 
meeting the user needs it is intended to serve, and that the value of a service must 
ultimately be judged in terms of the beneficial effects accruing from its use as viewed by 
those who sustain the costs. 

Thus quality becomes a measure of a library’s capability, as perceived by its 
users, and value of beneficial effects, as perceived by its fund provider. Orr 
gives a checklist of factors to be considered in deciding a particular measure 
suitable for a particular application: appropriateness, informativeness, validity, 
reproducibility or reliability, comparability and practicality. 

Orr’s paper led to a large amount of work and research on standards of 
measuring performance of a library with regard to the concept of quality. 

The Measurement and Evaluation of Library Services by Wilfrid F. 
Lancaster (1977) is the first comprehensive survey of the methods to measure 
and evaluate library services. The book was primarily developed for a graduate 
program in librarianship at the Graduate School of Library Science (University 
of Illinois). The book is designed on evaluation techniques, for the public 
service of a library and the library’s capability in satisfying the immediate 
tangible needs of its users. This work will be discussed in Theoretical 
Background. 

John Blagden’s work 1980, Do we really need libraries? is an assessment 
of approaches to the evaluation of the performance of libraries. The book takes 
up polemics against the traditional approach that at the point where the reader 
and book come together the librarian leaves the happy pair and tiptoes quietly 
away.30 In Blagden’s opinion this ignores the fact that the initial decision of 
investment in a library is based on the premise that some benefits will result 
and that therefore to monitor the performance of a library. Thus he suggests 
that the evaluation of the library system must focus on the benefits a library 
service achieves. 

                                                 
30 Blagden, John, 1980, Do we really need libraries? An assessment of approaches to the evaluation of 
the performance of libraries, p. 16 ff. 
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A conference, Do we really need libraries? on performance assessment, 
was held 1983 in Cranfield, England. 31 The object of this conference was to 
explore the results of the principle of performance measurement over a range 
of libraries, to identify the indicators, and a need to make assessment more 
effective. Fifteen papers were read, eight dealing with performance assessment. 
Emphasis was on: to develop measures for the value and benefit, to find out 
more about non-users, and to strengthen a multiple methodological approach. 

Deborah Goodall’s article 32 gives a selective historical review of 
performance measurement from the 1960s to 1987. According to Goodall, the 
emphasis during the early 1970s was on measures of input and the library was 
seen as being goods-orientated, evaluation of total library performance was 
rarely considered and there was no clear understanding regarding the purpose 
of an evaluation.33 Goodall is of the opinion that while forming performance 
measures, concentration should be on output, different types of libraries with 
different sorts of users, and to produce measures that are understood by people 
outside the library, particularly the fund providers and everyone from mere 
mortals on local internal library committees to the prime minister herself.34

Measuring Academic Library Performance: A Practical Approach (1990), 
was prepared on the recommendation of the Association of College and 
Research Libraries (ACRL) 35. The purpose of this manual was to stimulate 
librarians’ interest in conducting meaningful performance measures with 
minimum expense and difficulty. The manual consists of two parts: 
measurement and the measures. It presents 15 different measures, divided into 
four main sections, i.e. general user satisfaction, materials availability and 
use, facilities and library use, and information services. This manual, though 
prepared for American libraries, can be used in all types and size of academic 
libraries. It supports decision-making, is easy to apply and use, is user-
oriented, and reflect common library goals and objectives.36  

The manual has gained acceptance nationally and internationally and was 
translated, for example, into Swedish and used in Stockholm University 

                                                 
31 Blagden, John, (ed), 1983, Do we really need libraries? Proceedings of the first joint Library 
Association Cranfield of Technology Conference on Performance assessment. 
32 Goodall, Deborah, 1988, ”Performance measurement: a historical perspective”, p. 128-144. 
33 Goodall, 1988, p. 129. 
34 Goodall, 1988, p. 141. 
35 Van House, Nancy A. Weil, Beth T., & McClure Charles R, 1990, Measuring Academic Library 
Performance: A Practical Approach. 
36 Van House, Nancy A. et al. 1990, p. ix. 
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Library37 (SUB) during 1991–92. According to SUB the manual is applicable 
to all types of libraries and it is easy to use. However, an adaptation is needed 
when using the survey forms. Although the measures form a basis for a broad 
analysis of the library activities, at times they lacked insight.38

A major development in the search for measuring service quality is the 
work by Parasuraman, Berry, and Zeithaml39, resulting in the book, Delivering 
Quality Service: Balancing Customer Perceptions and Expectations.40 This 
work, though published in 1990, is still having enormous influence on research 
in library science. Danuta Nitecki was the first to explore the study of its 
application to library science in her doctoral dissertation.41 A further 
development of the service quality within library science is library quality 
(LibQUAL+) in America, which is supported by the Association of Research 
Libraries (ARL).42 The work of Zeithaml et al. will be discussed in Theoretical 
Background. 

The Effective Academic Library: A Framework for Evaluating the 
Performance of UK Academic Libraries (1995), is a consultative report, 
produced by the Joint Funding Councils’ ad hoc group on Performance 
Indicators for libraries. Its aim is to help institutions and their libraries to 
improve their performance. This report provides a helpful model suggesting 
that library performance should be assessed in five areas, integration, user 
satisfaction, delivery, efficiency, and economy. These five areas consist of 33 
indicators, which are described in the library and institutional context. 

A very interesting way of looking at evaluation is done by Nancy Van 
House (1995) in her article, presented at the first International Conference on 
performance and measurement. According to Van House evaluation is not 
simply how we get feedback on what we are doing; it is how we make meaning, 

                                                 
37 Ekengren, Bo. et al., 1993, RUT: resultatmätning och utvärdering av mätmetoder: test och utvärdering 
av handboken Measuring Academic Library Performance – A Practical Approach samt resultat av 
mätningar vid Stockholms universitetsbibliotek, BIBSAM-rapport nr 6.  
38 Ekengren, Bo et al., 1993, p. 1. 
39 Parasuraman, A., Berry, Leonard, L. & Zeithaml, Valarie, A., 1985, “A Conceptual Model of Service 
Quality and its Implications for Future Research”, p. 41-50. 
40 Zeithaml, et al., 1990. 
41 Nitecki, Danuta, 1995, An assessment of the applicability of SERVQUAL dimensions as a customer-
based criterion for evaluating quality of an academic library. Unpublished doctoral dissertation, cit. in 
Nitecki, Danuta, A. & Hernon, Peter, 2000, “Measuring Service Quality at Yale University’s Libraries”, 
p. 260. 
42 Kyrillidou, Martha, and Hipps, Kaylyn, 2001, ”Symposium on Measuring Library Service Quality”, p. 
9-11, http://www.arl.org/newsltr/215/octsymp.html. 
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and how we make sense out of what is going on around us. Evaluation is, 
continues Van House, a conversation that we have about making that sense. 43

The IFLA Section of University Libraries and other General Research 
Libraries prepared guidelines, restricted to academic libraries. Roswitha Poll 
and Peter te Boekhorst’s, Measuring Quality: International Guidelines for 
Performance Measurement in Academic Libraries (1996) includes all those 
measures, which could be applied world wide. This work will be discussed in 
the chapter Theoretical Background. 

In 1998, the International Organisation of Standardisation (ISO) published 
a set of standards, ISO 11620 Information and Documentation – Library 
performance indicators. ISO is a worldwide federation, preparing International 
Standards through ISO technical committees. ISO 11620 consists of 29 
indicators, based on six criteria - informative content, reliability, validity, 
appropriateness, practicality and comparability. 44

Based on ISO 11620, a special group working for quality and statistics 
within the Swedish Library Association (Svensk Biblioteksförening) has 
produced a handbook for evaluating purpose for all types of libraries.45 The 
purpose of this book is to spread knowledge and understanding for using 
performance indicators when evaluating library service. It consists of 12 
indicators, to be used by the libraries that wished to take part in a three-year 
project, which started in January 2002. 

Three more books, which add to the list of practical manuals and reports 
on evaluation are, Assessing Service Quality: Satisfying the Expectations of 
Library Customers (1998),46 Delivering Satisfaction and Service Quality: A 
Customer-Based Approach for Libraries (2001),47 and An Action Plan for 
Outcomes Assessment in Your Library (2002).48 Peter Hernon and Ellen Altman 
(1998) give a list of eleven evaluation questions for libraries to consider. These 
questions are: How much? How many? How economical? How prompt? How 
accurate? How responsive? How well? How valuable? How reliable? How 
courteous? How satisfied? These three books have a practical focus and 

                                                 
43 Van House, Nancy, 1995, ”Organisation Politics and Performance Measurement”, p. 1. 
44 ISO 11620:1998(E), p. 4 ff. 
45 Edgren, Johan, et al. Handbok i utvärderingsarbete: Presentationsindikatorer för 
biblioteksverksamhet. Svensk Biblioteksförenings specialgrupp för kvalitetsarbete och statistik, 2002, 
http://export.libris.kb.se/kvalitet/Handboken.pdf.
46 Hernon, Peter, & Altman, Ellen, 1998. 
47 Hernon, Peter, & Whitman, John R., 2001. 
48 Hernon, Peter & Dugan, Robert E., 2002. 
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provide data collection instruments and experimental research to meet local 
needs and to gain insights relevant to outcomes assessment. 

Increasing attention paid to performance measures in libraries and 
information services is evident in four international conferences, Proceedings 
of the Northumbria International Conference on the topic Performance 
Measurement and Libraries and Information Services. The first conference 
held in 1995, contains six keynote papers and 28 seminar papers. The second 
conference proceeding in 1997 contains five keynote papers and 39 seminar 
papers. The use of performance indicators in strategic planning was an 
underlying theme of many papers. The third conference concentrated on Value 
and Impact and was held in 1999. Eight keynote papers and 34 seminar papers 
were read. The first three conferences were held at Northumbria, England. The 
fourth conference, with the topic Meaningful Measures for Emerging Realities, 
was held in 2001 at Pittsburgh, USA. 

The National Agency for Higher Education (Högskoleverket), in a pre 
study for quality development and quality models for academic libraries in 
Sweden, suggests using performance measurement as a tool for planning and 
development within the various institutions.49

Two Master dissertations from Borås in Library and Information Science, 
which I found relevant to my topic are Fitness for purpose: En jämförelse 
mellan två sätt på kvalitetsarbete inom biblioteksområdet50 and SERVQUAL: 
En fallstudie.51 They both have demonstrated that quality management models 
developed for commercial companies, with certain restrictions, can be used in 
library science. 

I would like to end my literary survey by an excellent and thought 
provoking framework, which Rowena Cullen gave in her keynote address 
during the second International Conference on Performance Measurement. 
Cullen challenged the participants to ask themselves, are we really any closer 
to knowing whether performance measures lead to library effectiveness than 
when the debate began 25 to 30 years ago?52 In Cullen’s opinion as a 
profession, we have not embraced performance measurement in the decisive 
way that we have adopted technology.53 Cullen proposes a new and innovative 
                                                 
49 Gellerstam, Göran, En förstudie - Kvalitetesutveckling och kvalitetsmodeller för högskolans bibliotek, 
2002, http://www.hsv.se/sv/CollectionServlet?view=0&page_id=620. 
50 Friberg, Tomas and Åslund, Henrik, 1998. 
51 Heim, Paula, 2003. 
52 Cullen, Rowena, 1998, ”Does Performance Measurement Improve Organisational Effectiveness? A 
Post-modern Analysis”, p. 3. 
53 Cullen, 1998, p. 12. 
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model of organisational effectiveness whose dimensions are represented by 
separate three axes: focus, value and purpose.54 According to her the distinction 
between these three axes is important. An organisation, which is strong on 
resolve and has strong leadership might lack focus on customer. It may focus 
on its collections, its buildings and on gaining more resources of this kind, 
while neglecting to examine and increase its outputs. An organisation with a 
strong customer focus may fail to pay attention to, and fail to succeed in 
gaining the resources, which may enable it to meet its customers’ needs. A 
third organisation might value its outputs, report on all its transactions, for 
example, having statistics on circulation, enquires, etc. and may set goals to 
increase these each year, but have little notion of whether these transactions 
meet the needs of its primary users, or may not even have defined its primary 
users it intend to serve. To sum up Cullen’s model, the first axis, focus, is an 
internal and external process (staff and customers). The second axis, value, 
reflects the organisation’s emphasis on size, resources, etc. (inputs) or the 
services it provides (outputs) and the third axis, purpose measures the extent of 
the organisation’s resolution. It refers to that aspect of organisational culture, 
which reflects organisational unity, a sense of common purpose and movement 
towards that purpose. 

Cullen concludes her paper by stating that like a library, performance 
measurement is a social construct. This makes us free to adopt a system of 
measurement that best serves our purpose. Each library has its own internal 
principles and imposes its own discourse. It is a matter of choice where 
libraries determine to place themselves on the three axes of the value, focus, 
and purpose matrix. 

The literary survey on evaluation and performance measurement shows 
that more or less the reports, manuals, guidelines and monographs have been 
doing their best to find a way out of the debate, which was initiated by Richard 
Orr in 1973. What impact has the work of Orr on library science? This literary 
survey has proved that we do see some changes, which are reactive or just 
adopting new models, rather than being, in Cullen’s words, proactive, and led 
by the profession itself.55

                                                 
54 Cullen, 1998, p. 10-11. 
55 Cullen, 1998, p. 12. 
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Purpose and Method 
During my placement at the Linnean Society of London Library I became 
interested in the Library and wanted to find out its function and organisation 
within a private institution. Moreover, I wanted to select a topic, which has 
never been dealt with before at the Department of Archive, Library and 
Museum (ALM), Uppsala University. The purpose of my study is to evaluate 
the validity of the Library Usage Questionnaire (LUQ) done by the Linnean 
Society of London Library in 2002 and to determine the quality of the 
indicators used in measuring the LUQ. The questions I intend to answer are: 

1. What is the Linnean Society of London and its Library? 

2. How successful is the Library Usage Questionnaire as performance 
measurement in relation to the established guidelines and standards? 

3. What other methods can be used to evaluate the Library Usage 
Questionnaire? 

The literary survey shows that the reasons a library should be evaluated are to 
find out the users’ perception of the service provided, the usage of the library, 
its accountability to its fund provider and to identify overall library 
effectiveness. The source material for my investigation for the above reasons is 
the Library Usage Survey done by the Linnean Society of London Library. 

Limitations 
Since I did not conduct the survey myself this limits my analysis of evaluating 
the Library Usage Questionnaire. This can be seen as both negatively and 
positively. I cannot change the questionnaire neither can I give any suggestion 
on its formulation because the Survey is already done. However, I had two 
possibilities of analysing the Survey. First, to draw my own conclusion from 
the questionnaire used for the Survey, second, to look at the formation of the 
questionnaire itself. I opted for the first possibility. In order to draw my own 
conclusions I chose to set the Library Usage Questionnaire against the IFLA 
Guidelines for evaluating the Survey. 

An advantage of having not done the Questionnaire myself is that I am not 
attached to the source material, which makes me view the Survey from an 
outside perspective. This has made me analyse the Survey from two more 
angles, i.e. Lancaster’s view on evaluation of library services and the five 
dimensions of the SERVQUAL instrument. 
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Theoretical Background 

My theoretical approach in this study is based on three sources, the IFLA 
Guidelines, Lancaster’s view on evaluation of library services and the five 
dimensions of the SERVQUAL instrument. 

The IFLA Guidelines 
The guidelines issued by IFLA 56 includes all those measures, which could be 
applied world wide to all types of academic libraries irrespective of size, 
automated or not, with free access or closed stacks. Moreover, useful 
information is given for all types of libraries. 

The Measurement Process according to IFLA Guidelines 
The first step is that a library should clearly state the sort of results it wants to 
obtain from the measurement. The next step is to make the choice of indicators. 
Once this is done, the measurement process consists of three stages: 
preparation, realization, and interpretation. 

Preparation: This involves a working plan and sampling. Having outlined 
the aims and objectives, a sampling is taken. A small proportion of the total 
population is selected and the findings generalized to the larger group. When 
conducting a general library survey, every participant should be asked for 
information about his status, to be able to interpret the results. Before gathering 
the data, it is necessary to conduct a pre-test to avoid mistakes that might 
influence the validity of the results. 

Realization: It consists of collection and interpretation of the data. Data is 
interpreted in the context of the evaluation. The guidelines propose four data 
collecting techniques: Simulation, Interview, Observation, and Survey or 
Questionnaire. 

The most important method of performance measurements is the survey. It 
is the best method, according to the guidelines, to evaluate library services 

                                                 
56 Poll, Roswitha & Boekhorst, Peter te, 1996. 
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since it facilitates the collection of large amounts of data in a relatively short 
time. Such a survey provides detailed information about the user’s opinion of 
the service, helps to clarify the librarian’s concept of the service as well as 
his/her assumption about the user’s needs, and moreover, it indicates problems 
and suggests solutions. 

The questionnaire should avoid ambiguous questions. Questions should be 
simple and accurate. If questions are asked concerning the use of a service, 
they are usually based on a five point Likert scale, getting the users to state 
their opinion by choosing one answer. The advantage of an ordinal scale is that 
it gives fixed and reliable answers. In the case of mail questionnaires, 
according to guidelines, the response rate is low, even if a covering letter, a 
self-addressed stamped return envelope and follow-up mailings accompany it. 

Interpretation: This is the final stage of the measurement process. The 
results of the measurement process should be published in the library in order 
to raise comments from the staff. Central questions for discussion are: What 
did we expect? What do the figures tell us? What are we going to do? 

Results: It is crucial to incorporate the results into the working procedures 
of the library. The members of staff must recognize that performance 
measurement leads to a qualitative improvement of library services. The staff 
members must be informed about the results. Results must be presented to a 
wider public. Especially the users who have taken part have the right to know 
the outcome even if the results are worse than expected.  

IFLA ´s List of Performance Indicators 
The guidelines accept the criteria on the factors given by Orr. There are 
altogether 17 indicators divided into seven groups. Each indicator is given a 
name, a definition, its aims, and guideline for method, calculation, 
interpretation, and further reading. However, to restrict my presentation while 
describing the indicators, only definition, aims and method will be presented 
below, due to the limitations in my source material. The indicators are as 
follow: 

General Library Use and Facilities 

Market Penetration 
Definition: the proportion of the potential users of the library who actually use 
the library defines Market penetration. 
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Aims: The indicator determines the acceptance of the library’s services by 
its primary user group. 

Method: There are two methods for assessing market penetration with a 
difference in effort and accuracy: The analysis based on active borrowers 
where borrowing documents is the predominant form of use. If there is another 
form of use, i.e. in-house use, a user survey should be conducted. 

Opening Hours Compared to Demand 
Definition: The indicator relates the actual number and distribution of opening 
hours to the number and distribution of opening hours as desired by the users. 
Opening hours in general means the average number of hours a library is open 
to the public from Monday to Sunday. 

Aims: There is always a discrepancy between the opening hours wished for 
by the users and the library’s ability to live up to these expectations because of 
financial and staff restrictions. Measuring this demand may help to decide if 
and when the library should stay open longer. 

Method: Ask a random sample of 200-300 actual users when entering or 
leaving the library for their opinion concerning opening hours 

Collection Quality 

Expert Checklists 
Definition: A list drawn up by experts or from a generally acknowledged 
bibliography is applied as a quality standard for the library’s collection. 

Aims: This indicator finds out the extent to which the collection of the 
library lives up to commonly accepted standards. It reveals deficiencies of 
collection development policies. It helps to revise collection development, for 
spending the acquisition budget effectively. 

Method: The choice of the expert list to serve as standard is of crucial 
importance for the reliability of the evaluation process. 

Collection Use 
Definition: Document use is defined in the sense of circulation and in-house 
use. 

Aims: This indicator determines the degree of use of the collection. It is 
meant to assess all cases of collection use, not only loans. It is of extreme 
importance for libraries to know the amount of in-house use. Even in libraries 
with closed stacks, in-house use of the reading room material may represent a 
considerable factor. In open-access libraries where journals are predominant, 
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browsing, reading, and copying in the library will be the most important form 
of use. 

Method: By comparing together the loans and in-house uses the library 
knows the extent of the collection used. Methods suggested to count in-house 
use are: Self-reporting by users, Marking on slips or labels, Reshelving by 
staff. 

Subject Collection Use 
Definition: A subject area’s degree of use is the relation between the subject’s 
proportion of the circulation, its proportion of the annual intake, and the 
proportion of the annual budget spent on the subject. 

Aims: This indicator determines if a library’s resource allocation and 
acquisition policy meet the demand of the users and if it spends the money on 
the right monographs and the right subject areas. 

Method: This indicator makes sense only for the collections of current 
research literature. Only libraries that are kept up-to-date by constant weeding 
and do not contain any special collections should measure the use of the whole 
collection, split up into subjects. 
This indicator concentrates on the monographs, which are for lending, 
collections that the library has bought for current demand. The sample should 
exclude: Journals, Monographs older than three years, Documents reserved for 
in-house use, Special collections, Acquisitions by gift or exchange. 

Documents Not Used 
Definition: This indicator is the percentage of documents in the lending 
collection not issued within a certain period of time. 

Aims: The indicator determines which part of the lending collection has 
not been used in the sense of not being borrowed.  

In a library with archival functions, or if there is a considerable collection 
of rare books, this indicator should be applied only to the part of the collection 
that is meant for current use by members of the primary user groups. 

Method: The following need to be collected: The number of documents in 
the lending collection, and the number of documents in the lending collection 
not issued within a certain period of time. 
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Catalogue Quality 

Known-Item Search 
Definition: The proportion of titles sought by the user and registered in the 
catalogue that the user manages to find is called the success rate of known-item 
searches. 

Aims: This indicator determines the library’s success in making the 
catalogue an effective finding tool and informing the users how to find a title. 
The indicator also helps to find out the quality and defects of the catalogue. 

Libraries with closed stacks will benefit more from applying the indicator 
because the catalogue always stands between the user and the material he or 
she is looking for. 

Method: Users approaching the catalogue or OPAC-terminal are asked if 
they are looking for a specific monograph or journal. 

Subject Search 
Definition: This indicator determines the proportion of titles in the subject or 
classified catalogue matching the user’s subject that are found by the user. 

Aims: To assess the quality of the catalogue and of user information by the 
proportion of successful searches. A subject search in catalogues is successful 
when two criteria are fulfilled: recall precision. This indicator is of use to all 
libraries, especially to libraries with closed stacks, where the users cannot look 
in the shelves for literature relevant to their theme but are forced to use the 
catalogue. 

Method: In order to assess the success rate, the following method has been 
found sufficiently valid and yet manageable: A questionnaire is handed out to a 
random sample of users after the search asking for a short interview with a 
professional librarian, preferably a subject specialist. The librarian reconstructs 
the search in order to check if all subject headings or notations that match the 
subject have been consulted. 

Availability of Documents in the Collection 

Acquisition Speed 
Definition: The time period between the day a title (monograph) is published 
and the day it arrives at the library, is called acquisition speed. 

Aims: It determines the library’s promptness to react on the publication of 
a document and the vendor’s quickness in delivering the ordered document. 
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Method: A sample of publishers in different fields of research literature is 
chosen. Types of titles that should be excluded from measuring the acquisition 
speed are: Legal deposit, Periodical, Titles acquired as part of an approval plan 
or standing order, Unordered copies delivered by the vendor’s initiative and 
Gifts and exchange. 

Book Processing Speed 
Definition: The period between arrival of the document and its availability on 
the shelf and in the catalogue is called book-processing speed. 

Aims: To find out if and where there is a delay in making new documents 
available for the users and to eliminate the delay. 

Method: It might be interesting to analyse the book processing speed for 
each subject. A random sample of 400 documents should be enough to 
determine the book processing speed. 

Availability 
Definition: Availability is the balance of supply and demand of library 
materials. It is defined as the proportion of the material requested by the user 
that can be used in the library or taken home immediately. Documents that 
must be retrieved from closed stacks are also counted as immediately available, 
even if the procedure takes some time. 

Aims: A library’s capability to make a document available to users who 
need it. It helps to analyse whether needs meet the demand, accuracy of 
shelving cataloguing process and if the catalogues are easy to use. 

Method: Two types of availability can be distinguished: Availability of 
books on a special subject (subject search), and availability of a particular 
monograph or journal (known-item search). Library staff must check the 
results. 

Document Delivery Time 
Definition: It determines the average time between the procedures of 
borrowing a document and the moment the item is checked out or available at 
the issue desk. 

Aims: It helps to spot and obviate difficulties that prevent the user from 
getting the documents in the shortest time possible. Can be used both in open 
access and in closed stacks. 

Method: Two types of availability can be distinguished: Availability of 
books on a special subject (subject search), and availability of a particular 
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monograph or journal (known-item search). Library staff must check the 
results. 

Interlibrary Loan Speed 
Definition: The effectiveness of document supply by way of interlibrary loans 
can be described by various indicators, speed, coverage, and costs. 

Aims: Libraries must monitor and evaluate the success rate of users finding 
documents obtained from other libraries, nationally as well as internationally. 
The aim is to make available a document not owned by the library itself. 

Method: A survey can be conducted on a continuous basis, only once to 
determine a library’s success rate or at pre-determined intervals. 

Reference Service 

Correct Answer Fill Rate 
Definition: This indicator defines the proportion of test questions, which are 
correctly answered by the reference service. 

Aims: This indicator judges the quality of reference transactions in terms 
of accurateness and completeness of the supplied information. 

Method: Surveys have shown that reference librarians answer 
approximately 55 per cent of the questions received, completely and 
accurately. The correct answer fill rate is an indispensable indicator to find out 
the reasons for an unsatisfactory result, and helps to improve the quality of the 
reference service. 

Remote Use 

Remote User per Capita 
Definition: It relates the number of remote uses by members of the primary 
user group during a year to the primary user group. It is the use of the services 
offered by the library on the electronic network, i.e. OPAC, CD-ROM 
databases, electronic publications, general information etc. from access points 
outside the library or its branch libraries. It does not include telephone calls or 
requests by fax. 

Aims: It determines the extent of the library’s services available for remote 
access used by the primary user group. Only highly automated libraries with 
similar network systems that provide adequate statistical information can be 
compared. 

Method: An E-mail questionnaire is also offered to remote users. 
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User Satisfaction 

User Satisfaction 
Definition: User satisfaction is a subjective output measure, which reflects the 
quality dimension of library service as a whole or specific component of the 
service being provided. It is defined as the average rating given by users on a 
five-point scale ranging from very unsatisfactory to a very satisfactory 
expressing their perception of the library services as a whole or of individual 
services offered by the library. 

Aims: It is to provide a practical management tool that quantifies user 
satisfaction levels as numerical scores on a satisfaction scale, in order to be 
able to monitor the quality of the library service as a whole or individual aspect 
of it. 

Method: A survey in the form of a questionnaire is mailed to a random 
sample of actual users belonging to the primary user group or to special target 
groups. The response rate will, however, be far better if the questionnaire is 
given to users as they enter or leave the library. It has been recommended that 
at least 100 forms should be obtained; a number closer to 400 is preferable. It 
should be noted that mailed surveys are generally characterized by poor 
response rates, especially if not followed up by repeated mailings. 

User Satisfaction with Services Offered for Remote Use 
Definition: It shows the users’ rating of their satisfaction with the library’s 
services offered for remote use, i.e. OPAC, CD-ROM databases, electronic 
publications, general information etc. It does not include telephone calls or 
requests by fax. 

Aims: To assess the remote users’ satisfaction with the services offered 
and how far the considerable financial investment in such a service is justified. 

Method: An E-mail questionnaire on a five-point scale is offered to a 
sample of remote users. 

Evaluating Library Functions According to Lancaster 
Wilfrid Lancaster’s work, The Measurement and Evaluation of Library 
Services, is the first comprehensive survey of the methods to measure and 
evaluate library services. The book was primarily developed for a graduate 
program in librarianship at the Graduate School of Library Science (University 
of Illinois). It was meant to encourage students to adopt an evaluative attitude 
towards library activities. The book is designed on evaluation techniques, for 
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the public service of a library and the library’s capability in satisfying the 
immediate tangible needs of its users. According to Lancaster, the library has 
served its function if it has a supply of suitable reading materials on the topic at 
the time user needs them. Lancaster means that a library can only be evaluated 
in terms of whether or not it is able to provide materials sought by users at the 
time they are needed. What the user subsequently does with these materials is 
completely beyond the control of the library.57 Libraries, according to him, are 
involved primarily in three major functions: 

* Acquisition (stock) 
* Organisation (tools) 
* Presentation (services). 58

All three facets, that is, stock, tools and services, are closely interrelated, 
and all must be considered in any overall evaluation of the library. Service, of 
any type, according to him, can be evaluated on three levels, effectiveness, 
cost-effectiveness, and cost-benefit.59 Effectiveness must be measured in terms 
of satisfying the demands made by its users. Cost-effectiveness is concerned 
with the library’s internal operating efficiency; that is, meeting the needs of its 
users. Cost-benefit evaluation is most difficult to conduct, as it concerns with 
the value of the service. In other words, the study attempts to justify the 
expense of providing a service against the benefits derived from it. 

According to Lancaster, library standards are essential for evaluation 
because they provide useful guidelines. Nevertheless, these guidelines have a 
tendency, which usually emphasizes inputs (resources), rather than outputs 
(service) standards. Six definite requirements must be met when formulating 
standards, they are: research, measurability, definable, appropriateness, 
authoritativeness, and realistic. Without these requirements, standards have 
little real value or meaning. According to Lancaster, the reason that any 
standards exist is because each institution wants to retain its individuality. 
Libraries, based on their respective purpose and objectives, formulate their 
own standards. These sets of different standards cause problems for librarians 
and other authorities connected to the library because it creates differences in 
the interpretation, meaning and purpose of standards. To avoid these 
differences in interpretation of standards the IFLA Guidelines were 

                                                 
57 Lancaster, 1977, p. 4. 
58 Lancaster, 1977, p. 9-10. 
59 Lancaster, 1977, p. 1. 
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established. These guidelines give useful information for all types of libraries 
world wide. 

The SERVQUAL Model 
Attention to customers, and the services they want and receive, became 
prominent with the marketing research of Zeithaml, Parasuraman and Berry 
(1990) in their well know work Delivering Quality Service: Balancing 
Customer Perceptions and Expectations. The approach adopted was to 
measure service quality, in terms of perceptions and expectations. The model is 
based on the assumption that customers are able to articulate their expectations 
and is able to make a distinction from their perceptions of actual service 
provided. The basis of their conceptual methodology was […] only customer 
judge quality; all other judgements are essentially irrelevant.60

They come to the conclusion that […] service quality, as perceived by 
customers, can be defined as the extent of discrepancy between customers’ 
expectations or desires and their perceptions.61 They found four key 
discrepancies or gaps, which pertained to perceptions of service quality and the 
tasks associated with service delivery to customers. The fifth gap represents the 
discrepancy between the expected and perceived service from the customers’ 
standpoint. Theses five gaps are: 

• Gap 1: Customers’ expectations – management perceptions gap 
(Management unaware of customers’ desires); 

• Gap 2: Management’s perceptions – service quality specifications Gap 
(Management’s constraints which prevent them from meeting 
customers’ expectations and the absence of total management 
commitment to service quality); 

• Gap 3: Service-quality specifications – service-delivery gap (inability 
of employees to meet service performance standards due to increase in 
service load); 

• Gap 4: Service delivery – external communications gap (promises made 
by a firm through media are not fulfilled); 

                                                 
60 Zeithaml et al., 1990, p. 16. 
61 Zeithaml et al., 1990, p. 19. 
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• Gap 5: Expected service – perceived service gap (discrepancy between 
the expected and perceived service from the customers’ standpoint). 

Gaps 1 through 4 are shortfalls within the service provider’s organizations that 
could contribute to poor quality of service as perceived by customers. Gap 5 is 
service quality shortfall perceived by customers. Organisations wishing to 
improve service quality as perceived by customers should close Gaps 1 – 4 and 
keep them closed, that is to say, the key to closing Gap 5 is to close Gaps 1 – 4. 

To measure these gaps a service instrument, SERVQUAL was developed 
and a set of five dimensions evolved, which customers have consistently 
ranked to be most important for service quality, irrespective of sectors. 
According to customers participating in their surveys, Reliability was the most 
important contributor to service quality and Tangibles is the least important.62 
The five dimensions are as follow:  

• Tangibles, appearance of physical facilities, equipment, personnel, 
and communication materials,  

• Reliability, ability to perform the promised service dependably and 
accurately,  

• Responsiveness, willingness to help customers and provide prompt 
service,  

• Assurance, knowledge and courtesy of employees and their ability 
to convey trust and confidence, and  

• Empathy, caring, individualized attention the firm provides its 
customers.  

The SERVQUAL model has been adopted by Library Science and has been 
modified to examine the quality of library service given to its users. 

                                                 
62 Zeithaml et al, 1990, p. 26. 
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Eighteenth Century Ideology 

Carl Linnæus was born in an era when the country was suffering due to the 
Great Northern War (1700–21). When King Karl XII (1697–1718) was dead, 
and peace was established, Sweden transformed politically from absolutism to 
parliamentary rule. The Age of Liberty (Frihetstiden) was in many ways an 
important phase in the history of Sweden. Several learned personalities, e.g. 
Olof Rudbeck the younger (1660–1740), Olof Celsius (1670–1756) and Kilian 
Stobæus (1690–1742) took the country in a new direction. The eighteenth 
century Sweden and Europe saw several inventions, both technical and in the 
field of natural science. Academies and Learned Societies came into being and 
international contacts were established, mostly on a personal level. Kings and 
Queens promoted Science and Art. Wealthy persons such as Joseph Banks 
(1743–1820) acted as patron.63 Knowledge was bought in the form of 
collections64 and personal skills.65

A learned society is a society that exists to promote an academic 
discipline or group of disciplines.66 Learned and professional societies are the 
world’s oldest knowledge management organisations. Amongst the oldest and 
best known are the Royal Society of London, founded in 1660, and the Royal 
Swedish Academy of Sciences (1739). Many of the learned societies maintain 
libraries that are usually specialized in one subject and many of them have the 
finest collections in their speciality.67

The United Kingdom has hundreds of learned societies covering a wide 
range of subjects and scientific disciplines. These societies are often 
independent organisations and are registered charities. Their journals are 
among the oldest established which were originated to communicate the 
knowledge of science to other fellow scientists. The Linnean Society of 

                                                 
63 Fara, Patricia, 2003b, ”Joseph Banks: Pacific pictures”, p. 111. 
64 White, Paul, 1999, ”The purchase of knowledge: James Edward Smith and the Linnean collections”, p. 
126. 
65 Fara, Patricia, 2003a, ”Carl Linnaeus: pictures and propaganda”, p. 14. 
66 Prytherch, Ray, 2000, p. 433. 
67 Foskett, John, Douglas, 1965, ”III. Library Organization”, p. 1056. 
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London is one such society, which is the world’s oldest active biological 
learned society. The other learned societies include the Geological Society, the 
Royal Society of Chemistry, the Society of Antiquaries of London, and the 
Royal Astronomical Society, all of which are situated in Burlington House. 

Carl Linnæus 
Carl Linnæus was born 1707 at Råshult in Småland, where the inhabitants are 
renowned for their energy and tenacity. His parents were the Lutheran curate 
Nils Ingemarsson Linnæus and Christina Linnæa, nee Brodersonia. His father 
was a devoted botanist and gardener, interests that the son inherited. Carl’s 
professional career can be seen in four phases: the training in Sweden (1727–
1735), the journey abroad (1735–1738), returning to Sweden and a 
professorship in Uppsala (1738–1741), teaching in Uppsala and the journeys in 
Sweden (1741–1778). 

In 1727 Carl began medical studies, lodging in the house of the famous 
Professor Kilian Stobæus. Lund University had little to offer Carl, but 
Stobæus’ cabinets of shells, minerals, birds, pressed plants and the library were 
very useful to the young student. The following year Linnæus moved to 
Uppsala and was enrolled at the Faculty of Medicine. Here he came in contact 
with two well-known professors, Olof Rudbeck the younger and the Dean, 
Olof Celsius. After working a few years for Celsius and Rudbeck Linnæus 
made two scientific journeys, first to Lappland in 1732, financed by a small 
grant from the Royal Society of Science (Vetenskapssocieteten i Uppsala) and 
in 1734 the Provincial Governor, Baron Nils Reuterholm, invited Carl to 
Dalarna. 

In order to get his medical Linnæus left Sweden in 1735 and this journey 
abroad (Iter ad exteros) later on proved to be epoch-making in his life. During 
his stay abroad, after taking a medical degree at the University of Harderswijk 
in Holland, Linnæus published several books within three years. His 
dissertation came out in 1735 and the first edition of Systema naturae (1735), 
Linnæus most well known work, was printed by support from the local and 
famous botanist Johan Fredrik Gronovius and the Scots doctor, Isaac Lawson 
who was studying in Holland. Carl’s other work, Bibliotheca Botanica and 
Fundamenta Botanica came out in 1736, while Genera Plantarum, Flora 
Lapponica, Hortus Cliffortianus and Critica Botanica were published in 1737, 
during his stay at Leiden and Amsterdam in Holland. Linnæus worked in the 
libraries and botanical gardens of George Clifford and several other Dutch 
persons to earn his living abroad. On a letter of recommendation by Dr. 
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Herman Boerhaave in Leiden Carl went to London to meet Sir H. Sloane and 
in Oxford he met Professor J. J. Dillenius. Linnæus returned to Holland and on 
his way home he went via Paris, meeting the famous botanists Antoine and 
Bernhard de Jussieu and was associated with the French Academy of Sciences. 

When Carl returned to Sweden he worked as a medical doctor in 
Stockholm. Together with Alström, Bielke, Höpken and Triewald Linnæus 
founded the Royal Swedish Academy of Sciences (Kungliga 
Vetenskapsakademien, KVA). The first meeting of the Academy was held in 
May 1739, and Linnaeus became its first Preses. In 1741 Linnæus became 
Professor in Medicine at Uppsala University. The following year Carl was able 
to change his position and became Professor in Botany. This post gave 
Linnæus responsibility for the Botanical Garden and the teachings of natural 
history.68

Linnæus made three journeys between 1741-50, which were commissioned 
by the Swedish Government. In 1741 he went to Öland and Gotland searching 
for plants useful for medicine and dyeing, to Västergötland in 1746 and finally 
to Skåne in 1749. During Linnæus’ professorship, students from all over 
Europe came to Uppsala to attend his lectures. Many of Linnæus’ pupils69 
travelled to foreign countries studying and collecting the fauna and flora, 
which was send home to Carl and were incorporated in his collection. Linnæus 
was raised to the nobility in 1762 and took the name von Linné. 70 Linnæus 
suffered from several strokes and thus, on 10th January 1778, an era of great 
scholarship came to an end when he died. 

When Linnæus was dead his son Carl, after much quarrelling with the 
family, inherited all books, letters and collections of biological specimens and 
the herbarium. Carl did everything to save his father’s collections of books and 
naturalia, which already suffered from moth, vermin and damp, from further 
deterioration. The son removed everything from the museum at Hammarby to 
the house in Uppsala where he worked hard on preserving the books and 
collections. There is no doubt that Carl wanted to save the treasure of his 
father’s lifetime. The son even rejected, what he called a cruel offer of £1,100 
or £1,200, made to the family by Sir Joseph Banks. This act of Carl saved the 
books and collections, for the time being, from leaving Sweden.71 

                                                 
68 Nordisk Familjebok, 1912, band 16, p. 699-704. 
69 e.g. Pehr Kalm, Pehr Osbeck, Daniel Solander, Anders Sparrman, Carl Peter Thunberg and Christopher 
Tärnström, cit. in Hofberg, Herman, 1906:1-2. 
70 Nordisk Familjebok, 1885, band 9, p. 1411-1425. 
71 Blunt, Wilfrid, 1984, The Compleat Naturalist. A Life of Linnaeus, p. 237. 
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Unfortunately Carl died suddenly and unmarried in 1783 and everything 
reverted to his mother. Through J. G. Acrel, a family friend and former student 
of Linnæus, Mrs. Sara Elisabeth Linnæa, offered the Collections to Banks 
again, for 900 Guineas or 19,000 Swedish crowns. This time Banks, being 
President of the Royal Society of London, refused but he convinced James 
Smith to accept the offer. There were several wealthy Swedes offered to pay 
the stated price for Linnæus Collections, but the deal was already settled 
between Acrel and Smith. The action of Acrel and the passiveness of Carl’s 
successor, Thunberg, were strongly criticized in Sweden at that time. On 4th 
August 1784 some 26 large chests left Uppsala, via Stockholm, bound for 
London.72

A real misfortune was the absence of the King Gustaf III, who was 
travelling in Italy and France at that time. King Gustaf had great respect for 
Linnæus and his scholarship, which echoes, in his words from the throne: 

Jag har förlorat en man, som gjort lika ära åt sitt fosterland såsom värdig medborgare, 
som han verkligen var öfver hela verlden berömd. Länge skall Upsala påminna sig den 
ryktbarhet, som von Linnés namn åt denna högskola förvärfvat. 73

Had the King been in Sweden that time the books and collections of Linnæus 
and his son would never had left Sweden. When Smith acquired the Linnæan 
Collections of both Carl and his son, they consisted of: 

• Herbarium of c. 14, 000 plants74 
• Birds in glass boxes, 45 specimens 
• Dried fishes, 158 specimens 
• Insects, 3, 198 specimens75 
• Shells, 1, 564 specimens 
• Corals, large number – not counted76 
• Minerals, 2424 specimens77 
• Library, c. 1600 volumes78 
• Manuscripts and papers and c. 3000 letters79 

                                                 
72 Nordisk Familjebok, 1885, band, 9, p. 1430-1434. 
73 Nordisk Familjebok, 1885, band, 9, p. 1412-1413. 
74 19,000 sheets of pressed plants, in Blunt, 1984, p. 237 and at Swedish Museum of Natural History, 
http://www.nrm.se/fbo/hist/linnaeus/linnaeus.html.en. 
75 3,200 in Blunt, 1984, p. 237. 
76 Between 700 and 800 pieces, in Blunt 1984, p. 237. 
77 2,500, in Blunt, 1984, p. 237. 
78 2,500, in Blunt, 1984, p. 237. 
79 Gage and Stearn, 2001, A Bicentenary History of the Linnean Society of the London, p. 177. 
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Founding of a Society 
Seven scholarly men80 laid the foundation for the Linnean Society on 26 
February 1788 in the Marlborough Coffee House in London. The first meeting 
was held on 18 March 1788. James Edward Smith (1759–1828) was elected 
President, a position he held for 40 years until his death. Rules and Orders 
were considered and at the Society’s General Meeting on 8 April 1788 in 
Smith’s house, the name The Linnean Society of London was taken. One of the 
honorary members, Petrus Camper (1722–89), a Dutch anatomist and naturalist 
disapproved of linking the name of Linnæus with the title of the Society. 
Smith’s reply to him clearly shows the reason for adopting the name Linnean: 

The Linnean Society is a body of naturalists associated for the purpose of cultivating the 
Science, not to enlist themselves as the followers of any person whatever, any further than 
truth directs them. They have taken the name which you unfortunately dislike, but which I 
do not think they would readily change, unless it were generally disapproved, nor should I 
soon be brought to consent to such an alteration. We have conceived this name peculiarly 
proper for us, who have among us the very Museum & Library of Linnaeus in the house 
where we meet, for you know, Sir, I purchased all his remains. We consider his works as 
a good foundation to work upon, we are best able to determine the different objects he 
described, to correct his error & improve what he has left imperfect. On this ground we 
call ourselves the Linnean Society and I hope you will not think it an improper one.81

Although the Linnæan library and collections were in Smith’s house, members 
of the Society did not receive any special privileges in consulting them. Even 
access to the library of the Society was restricted to the days and hours 
convenient to the President. Moreover, Smith took with him the Linnæan 
Collections wherever he moved. Before Smith moved to Norwich in 1796 he 
sold the minerals of the Linnæan collections. The only fossils remaining today 
in the Linnæan collection comprises two simple corals and seventeen species 
of brachiopod. Some of the fossils remained in Sweden, because Linnæus’ son 
gave them to the University of Uppsala.82 However, Smith took with him to 
Norwich the botanical and zoological specimens, the library and manuscripts 
of Linnæus. By moving to Norwich the Society’s name ceased to be proper as 
Smith expressed in his letter, above mentioned, to Camper. Smith’s following 

                                                 
80 Dr. James Smith, Rev. Dr. Samuel Goodenough (Headmaster and later Bishop of Carlisle), Thomas 
Marsham (Employee of the Exchequer Loan Office), Jonas Dryander (a native of Sweden, Curator of Sir 
Joseph Banks’s library and collections), James Dickson (originally a gardener from Scotland and at this 
time a Covent Garden Nurseryman), John Beckwith (a medical man interested in entomology; and John 
Timothy Swainson (Secretary of the Board of Customs in London), Gage and Stearn, 2001, p. 6-9. 
81 Gage and Stearn, 2001, p. 13. 
82 The Linnean, 1989:5(1), p. 44. 
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remarks made at the General Meeting on 6 May 1788 are of special interest 
with reference to what happened afterwards to the Linnæan collections: 

A train of events, which I cannot help calling most fortunate, having brought into my 
hands everything which Linnaeus possessed relating to natural history or medicine, his 
entire library, manuscripts, and the correspondence of his whole life, as well as all the 
acquisitions made by the younger Linnæus in his tour through Europe, after his father’s 
decease, but which his own premature death prevented him from communicating to the 
world; all these will be never failing resource to us in every difficulty, as well as a fund if 
information not easily to be exhausted. For my own part I consider myself as a trustee of 
the public. I hold these treasures only for the purpose of making them useful to the world 
and natural history in general, and particularly to this society, of which I glory in having 
contributed to lay the foundation, and to the service of which I shall joyfully consecrate 
my labours, so long as it continues to answer the purposes for which it is designed.83

When Sir James Edward Smith died in 1828, he left his own collections 
including book and prints and what remained of Linnæus’ collections, to his 
executor. This was to be sold, in one lot, to a public or corporate body. The 
Society purchased everything from Smith’s widow, Lady Pleasance, for 
£3,150, which left the Society in heavy debts for many years and it was not 
completely paid off until 1861. 

The Linnean Society received its first Royal Charter in 180284 and the new 
Society was named, The Linnean Society of London,85 the definite article being 
an integral part of the title. Before the old Society has been spelled as, Linnæan 
Society, the Linnean Society and the Linnean Society of London. The spelling 
was not consistent. However, it soon became accepted that the adjective 
Linnean referred only to the Society and Linnæan to Linnæus himself, his 
works, classification and nomenclature. Today the Society is referred to as The 
Linnean Society of London to differentiate it from other societies honouring 
Linnæus notably those in France, Sweden and Australia. 

The Linnean Society of London 

Membership 
There are six types of membership and it is open to anyone with an interest in 
the biological sciences. The Society’s fellowship now numbers around 2500, 

                                                 
83 Gage and Stearn, 2001, p. 11. 
84 Charters and Bye-Laws of the Linnean Society of London, 1991. 
85 The Linnean Society of London, http://www.linnean.org. 

 33

http://www.linnean.org/


amateur as well as professional scientists, based in the United Kingdom and 
overseas. 

The number of Honorary Members is limited to four. Since 1840 all 
Honorary Members have been of the Royal Family or foreign sovereigns. 
Queen Elizabeth II is today the Society’s Royal Patron and Honorary Members 
include the King of Sweden, Carl XVI Gustaf. 

Fellows are the main scientific and financial support of the Society. In 
1990, the number of Fellows was made flexible by a Bye-law (1.1)86 giving 
power to the Council to determine the limitation of the number. The minimum 
annual contribution is £40. This provides the member with access to the 
Library, books on loan while resident in the United Kingdom; and newsletter, 
The Linnean. The member has the right to vote at General and Anniversary 
meetings on all matters concerning the Society. A member has the right to use 
of the initials F.L.S.87

The total number of Foreign Members is limited to 50. They are entitled to 
the full privileges of the Fellows and to use the initials F.M.L.S.88 British 
citizens residing outside the United Kingdom can be elected as Foreign 
Members. The total number of Fellows honoris causa is limited to 25. The 
membership is restricted to the British Commonwealth. A Fellow honoris 
causa is entitled to the full privileges of the Fellows. An Associate, between 
the ages of 18 and 28, pays £24 and has all the privileges of Fellows, but is not 
allowed to vote at Society meetings. Students between the ages of 18 and 23 
pay £9 annually and receive The Linnean. They may use the Library but may 
not borrow books and are not allowed to vote at the Society meetings. 

Organisation 
The Linnean Society of London consists of Council, Committees and paid 
staff. The Council is elected by Fellows to govern the Society. The Council 
consists of President, Treasurer and Secretaries, and fifteen other members, 
who meet four times a year. Five members of the Council retire annually. 

The Council appoints Committees to deal with various administrative 
matters. These are the Library and Collections Committee, Editorial 
Committee, Programmes Committee, Finance Committee, Grants Committee, 
and Medals and Awards Committee. Each Committee consists of a Chairman 

                                                 
86 Charters and Bye-Laws of The Linnean Society of London, 1991, p. 15. 
87 Fellow of the Linnean Society. 
88 Foreign Member of the Linnean Society. 
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who is responsible to the Council to submit minutes and reports annually. The 
Council bases its decision on the outcome of reports, which it receives from its 
Committees. For scientific discussion the Council is authorized to establish 
Specialist Groups. A Group Secretary who is an ex-officio member of the 
Programmes Committee organizes each Group. He is responsible to the 
Council through this Committee. 

The Society holds regular meetings throughout the academic year. There 
are three types of meetings: General Meetings, Council Meetings and 
Anniversary Meetings. All General Meetings are open to the public. 

A small paid staff, which assists the Council, consists of the Executive 
Secretary, Office Manager, Librarian, Assistant Librarian and Cataloguer, 
Finance Officer and Membership Officer. 

Publications 
The Society publishes three scientific journals: Botanical, Biological and 
Zoological Journals. The Society also issues a members’ newsletter, The 
Linnean: Newsletter and Proceedings of the Linnean Society of London. 

The publication history of the Linnean Society goes back to 1791, when 
the Society issued the first volume of its Transactions, containing botanical 
and zoological papers. The Transactions, later, was divided into botany and 
zoology series. In 1839 the Society then started publication of Proceedings, 
which contained abstracts of papers, obituaries and reports of meetings. From 
1856, the Proceedings were divided into Journal of Zoology and Journal of 
Botany. After ten years in 1866, the titles were shortened to Journal (Zoology) 
and Journal (Botany) and in 1868, the Proceedings, devoted only to scientific 
communications. Besides these the Society has issued Catalogue of the Library 
(1866–77), Catalogue of the Printed Books and Pamphlets in the Library of the 
Linnean Society of London (1925) still a valuable reference work for the books, 
especially because the books which were in Linnaeus’s own library are listed 
and distinguished by the letter L. A Catalogue of the Linnean Herbarium 
(1945) is an important reference work for the Typification of Linnaean 
botanical names. In 1944 a new issue began as a pamphlet of Synopses of the 
British Fauna, the first of 13 published between 1944 and 1969. In 1970, 
Synopses of the British Fauna (New Series) were initiated. These series are 
richly illustrated practical field and laboratory handbooks on animal groups 
designed to meet the needs of amateur and professional naturalists, sixth-form 
students and undergraduates. 
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After 100 years in 1968, the periodicals were renamed as Zoological 
Journal of the Linnean Society, Botanical Journal of the Linnean Society, and 
Biological Journal of the Linnean Society replacing the Proceedings. In 
November 1973 the Society issued the first Linnean Newsletter. This was an 
informal publication containing news of Fellows, information from the Officers 
of the Society, appeals, etc. The last Linnean newsletter was issued in 1981. A 
more elaborate Newsletter, The Linnean, in order to provide Fellows with an 
improved service started in 1984. It contains the Society’s Proceedings, news 
and notices of meetings. It also includes historical articles, short papers, 
correspondence and book reviews. The purpose of this Newsletter is to provide 
a place in which members can communicate with one another, or express their 
views on any aspect of the Society, past, present, and future. 89 It was issued 
three times a year, but from 1999 four issues are given out. Moreover, since 
1993, as a legal requirement, the Society issues Annual Reports 90 every year 
and it contains the President’s Report, the Treasurer presents the balance sheet 
giving details of the Society’s assets and liabilities, income and expenditure; 
and activities of the Library for the previous year. 

International Collaboration 
The Society is currently involved in various activities prior to celebrating the 
300th anniversary of Linnæus’ birth. The projects are based both on national 
and international level. Two projects of interest on international level are: 
Project Linnæus and the Linnæus Link Project. 

Project Linnæus91 is an international project in collaboration of scientists 
and historians to edit and publish, in electronic form, the correspondence of 
Carl Linnæus. It was founded in 1995, under the aegis of the Swedish Linnæan 
Society in collaboration with the Royal Swedish Academy of Science (KVA) 
and the Linnean Society of London. The project is based at the University of 
Uppsala and is funded by the research foundation of The Bank of Sweden 
Tercentenary Foundation (Riksbankens Jubileumsfond). The project represents 
some 7,000 letters and texts written to scientific thinkers and figures of the 
eighteenth century. The Linnæan correspondence is being published 
electronically by Centre international d’étude du XVIIIe siécle.92

                                                 
89 The Linnean, 1984:1(1), p. 1. 
90 The first Annual Report, for the year 1993, was published in April, 1994. 
91 Project Linnæus, http://www.c18.rutgers.edu/pr/lc/proj.lin.html. 
92 The Linnæan Correspondence, http://linnaeus.c18.net/. 
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The Linnæus Link Project93, founded in 1999, is an international 
collaboration between The Natural History Museum (NHM), the British 
Library, the Linnean Society of London, Danmarks Natur- og 
Laegevidenskabelige Bibliotek (København), the Hunt Institute for Botanical 
Documentation (Pittsburgh, USA), the Royal Swedish Academy of Science 
(KVA), Stockholm University Library (SUB) and Uppsala University Library 
(Carolina Rediviva) in Sweden. The aim of the project is to create a 
comprehensive catalogue of publications by Linnæus and his students prior to 
1831, reflecting the holdings of major research collection worldwide. The 
Linnean Society of London provides funding for a cataloguer to create the core 
catalogue based on the Linnæan collections at the NHM. 

The Linnean Society of London Library 
The Linnean Society Library94 is situated in Burlington House in central 
London. The Library does not have objectives or goals of its own. It reflects 
the aims of its parent organisation, stated in the first Charter of 1802 as being 
the cultivation of the Science of Natural History in all its branches.95 The 
Library Committee supervises the work of the Library, a practice that dates at 
least from 1859. 96 The Library staff consists of a Librarian and Archivist 
(appointed in 1983), Assistant Librarian (2001) and a Cataloguer (2002). At 
the beginning of 2004 a part-time Library Assistant was appointed because the 
Assistant Librarian is working on the Linnæan holdings at the Natural History 
Museum Library as Project Officer for the Linnæus Link Project. 97 

The three valuable possessions of the Society, according to Berry, are its 
Rooms, its permanent presence in central London and its Library.98 One of the 
functions of the Society, according to Bye-law (19.4) 99 is that the Library, 
archives, manuscript and artefacts are to be made available for research 
according to the Library Rules as Council may from time to time decide. Bye-
law (15.3) 100 says the person in charge is, one of the Salaried staff, to be known 
as the Librarian shall be custodian of the Library, Collections, manuscripts 

                                                 
93 The Linnæus Link Project, http://www.nhm.ac.uk/library/linn/. 
94 The Linnean Society of London Library, http://www.linnean.org/contents/library/libindex.html. 
95 Charters and Bye-laws of the Linnean Society of London, 1991, p. 5. 
96 Gage and Stearn, 2001, p. 187. 
97 The Linnean, 2004:20(2), p. 10. 
98 Berry, Robert. J., 1983, ”The evolution of British Biology: Presidential Address to the Linnean Society 
delivered at the anniversary Meeting 24 May 1983”, p. 346. 
99 Charters and Bye-laws of the Linnean Society of London, 1991, p. 29. 
100 Charters and Bye-laws of the Linnean Society of London, 1991, p. 26. 
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and artefacts shall give facilities to the Fellows and others duly authorised to 
consult the Library and Collections […]. Thus the Librarian is responsible for 
making the Library, Collections, manuscripts and artefacts available to Fellows 
and other users. 

Collections 
The Linnean Society in the late eighteenth century started to accumulate 
miscellaneous collections. In 1863 it was decided to retain some of the 
Collections and Herbarium and dispose of the rest. The most important 
collections in the Linnean Society at present are the botanical and zoological 
specimens collected by Carl Linnæus and his son, herbarium collections of 
James Smith, and other individual collections. Besides collections and herbaria 
there are the Society’s other treasures and memorabilia, about which less is 
known. 101

The Linnæan Collections 
When the Linnean Society purchased the Linnæan collections, the birds were 
missing and Smith had sold the minerals. Today the collections, apart from the 
printed books and manuscripts of Linnæus and his son, consist of: Herbarium; 
3,198 insects; 1,564 shells; 158 fishes; and miscellaneous zoological 
specimens. In 1970 a special Strong Room was constructed with very generous 
Swedish, American and other financial aid to preserve the collections, and they 
were moved into it in 1971. 

The Linnean Society holds the private library of Linnæus and his son 
containing about 1,600 volumes, which were distributed amongst the ordinary 
volumes in the Library. They were treated like any other book and were even 
lent out to members. It is thanks to Smith’s exactitude that one could 
differentiate them from other volumes as their title pages were inscribed with 
the note E.Bibl.Linn.propria. It was not until 1856 that the policy of separating 
the books of Linnæus and the prohibition against lending them came into 
existence. There is no special published catalogue of the Linnæan Library but 
in the volumes of the General Catalogue the letter L is marked to distinguish 
them. The manuscripts of Carl Linnæus consist of working papers, drafts for 
publication, notes, other manuscripts of various naturalists and his letters, 
which is a part of the separate Project Linnæus (see below). 

                                                 
101 The Linnean, 1987:3(1), p. 24. 
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The Smith Herbarium and Collections 
The Society preserves the herbarium, books, correspondence and manuscripts 
of the Society’s first president, J. E. Smith. The Smith Herbarium Project has 
entered the records of herbarium on a database. 

Other Treasures 
Besides herbarium and collections the Society has vast collections of items, 
called Artefacts in the Bye-laws.102 These are microscopes, medals, 
photographs, seals, instruments, personal relics, glassware and silver, slides 
and paintings. There has been neither the staff nor the time to catalogue or 
separately record these other treasures103. Brian Ford completed cataloguing 
these artefacts, memorabilia, which are available for consultation. 

In 2000, the Society applied to be registered as a museum.104 The Society 
was told, its collections are ineligible for this distinction. The Society 
appealed. Despite letters to Resource, the organisation responsible for 
museums, libraries and galleries, no result of appeal was transmitted to the 
Society. In 2002, the Society decided to lay the application to rest since there 
was no response to the appeal against non-registration made in 2000.105

The Library 

Background 
The Linnean Society Library started in 1788 with one room, largely with 
donations, and an honorary Librarian. The following year, a museum was 
started also with donations of botanical and zoological specimens. During the 
first decade the Society had to rely almost entirely on donations of books for 
the growth of its Library. For the first 90 years less than 5 per cent of the total 
annual expenditure was on the Library.106 In the beginning the Society had 
managed its affairs through honorary services. The first paid in residence staff 
was appointed in 1795. He was to act as Clerk to the Society but since he 
resided in the house, he probably acted as housekeeper and librarian as well.107 
A letter written to the President throws a light on the condition of the Society, 

                                                 
102 The Linnean, 1989:5(3), p. 31, (foot note). 
103 The Linnean, 1987:3(3), p. 22. 
104 Linnean Society Annual Report, 1999, p. 16. 
105 Linnean Society Annual Report, 2002, p. 14. 
106 Gage and Stearn, 2001, p. 207. 
107 Gage and Stearn, 2001, p. 17. 
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[…] The Rules are not kept to, the Museum in a state of confusion, No one 
knows what is in it […].108

First in 1805 a threefold post of Librarian, Clerk and Housekeeper was 
created with free quarters in the house, in which residence was compulsory. 
The Fellows were responsible for choosing a person for this post. However, the 
person in question had to be elected by a ballot but there were no written rules 
and regulations for this post to be followed after the appointment. If a 
candidate had another job at the time of his appointment to the Librarianship 
he continued to hold the post, which caused a conflict between his work 
outside the Society and his duties within. This led to two unavoidable 
consequences: 

• Favouritism of a candidate by the Fellows 

• The inability of the staff to cope with the heavy demands inside and 
outside the Society. 

The Librarian position became evident in 1842, when Jonathan Pereira (1804–
1853), the well-known pharmacologist, expressed his concern on the situation 
of the Society. According to him, the Librarian should be a man of classical 
learning in order that the Society’s Transactions should be properly edited, a 
duty that fell to the Librarian although nominally a function of the Secretary. 
He also expressed his concern that in order to permit of both library and 
museum being open daily and properly used, two full-time officers were 
necessary and unless some such arrangement were made the Society would 
suffer.109 No measures were taken due to the Society’s financial conditions. 

Since 1857, when the Society shifted to free quarters in Burlington House, 
facilities of consulting books and borrowing of books were widened. However, 
the hopeless situation continued though the Society had got rid of most of the 
heterogeneous collections, which it called a Museum in 1863. After the 
Second World War, the financial and storage problems led to changes in 
acquisition. The Library had acquired works on natural history from all over 
the world but by the 1950s this proved to be costly and unnecessary to have 
duplicates of material held in other libraries for example, the British Museum 
and the Royal Botanic Gardens, Kew. In 1963, the Council decided to reduce 

                                                 
108 Gage and Stearn, 2001, p. 18. 
109 Gage and Stearn, 2001, p. 67. 
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its holdings and sold miscellaneous herbaria to Kew and the British Museum 
(Natural History). 

In spite of taking different measures the Society, during the mid-60s, had 
been running in deficit. In 1966 the Aims Committee, appointed to analyse the 
function of the Society, its collections and the Library, urged strongly a review 
of the policy, and a need for modernisation of the Society, the reorganization of 
the Linnæan Collections and the improvement of the Society’s Library. The 
building was reorganized; more space was given to the Library; and in 1971 
the Linnæan collections were moved to the Strong Room. 

The Library has benefited greatly from the generosity of Fellows who, in 
accordance with tradition, have presented copies of their works to the Library. 
The Library consists of periodical publications representing over 50 countries 
and 20 different languages. More than 500 were received by exchange of gift 
and the Library purchased the rest of the periodicals. However in 1979, the 
Society made a drastic reduction in its exchange policy for periodicals and 
concentrated on acquiring works on natural history. 

The Library: An Overview 
The description is based on The Linnean (1984–2003), Annual Reports (1993–
2003), communication with the Library staff and personal observations made 
during my placement in the Library during the Autumn 2003. 

The Library is on the first floor of the Society’s rooms. The only reading 
place for the Members and visitors while visiting the Library is the Reading 
Room. The users have limited accessibility of using the Library when there is a 
General Meeting or an all-day meeting. During the General Meeting, coffee 
and tea is served in the Reading Room. When the Society’s meetings are held 
in the Reading Room, displaying of boards and refreshment of participants 
makes it impossible to get books behind the display panels. Thus users are 
advised to avoid visiting the Library if a full day meeting is planned. 

In the Reading Room all bays and table cases have locked grilles, which 
are accessed only by staff. The shelves in the Reading Room have a 
combination of a case number and alphabetic capitals from the top shelf A to 
bottom L or M. The Reading Room shelves start with case 1 and continue to 
46. In most of the bays there are table cases containing folio-sized books. 
Immediately to the left of the Reading Room entrance is a set of drawers 
containing an author index in card form. Underneath these drawers are hatches 
(openings) with journals waiting to be shelved in the basements. The Reading 
Room contains the main monograph collection shelved in Universal Decimal 
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Classification (UDC) order. At the far end of the room is the big journals table 
and newsletter stand containing current journals, newsletters and annual 
reports. On the two stands of this table newly catalogued books are kept for 
display. 

The Reading Room has two Galleries: the Upper and the Lower. The 
Upper Galleries hold Opuscula or bound tracts and reprints and local natural 
history journals. Access to the Upper Galleries is restricted to the Library staff 
for safety reasons. The Lower Gallery consists of Floras and Faunas. 
Biographies are kept in the Lower-Gallery. To the left of the main Library 
entrance is the Annexe. As you enter the Annexe, on the right hand side two 
staff and one public computer terminals are situated. The case between the 
windows contains Linnaean publications with shelf marks L. This continues to 
the bay immediately to the right of the doorway. The steel drawers at the 
bottom house the smaller portrait photograph collection. On the left hand side 
there are books on botanical and zoological gardens, books on particular 
institutions and their collections and organizational history, some general 
reference works and expedition reports. At the end there is a third staff 
terminal. At the far end are botanical and zoological art books, language 
dictionaries and botanical and zoological nomenclature works. 

There is also the Library card catalogue in the Annexe, and a subject card 
for each of the UDC entries. The remaining card drawers have shelf lists, 
handwritten cards for reprints, manuscript catalogue cards and provenance 
cards. The Linnean Society Journals, and other journals are kept in the 
basement. The rest of the Journals are kept in additional store elsewhere in 
Burlington House. 

Using the Library 
The Library is open on Monday to Friday from 10 am to 5 pm and when 
Society meetings are taking place. It is closed on weekends, public holidays, 
and over the Christmas and New Year period. The Fellows and Associates of 
the Linnean Society who are resident in the British Isles can borrow up to six 
books. Loans are for one month. If a Member wishes, books can be borrowed 
by post, with the borrower paying the cost of Recorded Delivery post. There is 
an inter-loan agreement among the Burlington House Societies. Books may be 
borrowed from other Societies’ library, through the Library. However, access 
to manuscripts, the library of Linnaeus and other rare material requires prior 
notice, as books may not be readily available. 
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Users are requested to fill in a request slip and ask a staff member to fetch 
the material needed. Much of the collection is accessible only to staff 
members. Books belonging to the Library of Linnaeus and certain reference 
books are not for loan. The right to borrow ceases if a Member withdraws from 
Fellowship. The Library is open to the public but non-Members cannot borrow 
books. Non-Members with satisfactory reference letter of introduction may 
have access to use the Library for reference purposes. They are asked to make 
an appointment by letter, phone or e-mail to be sure that the material they 
require for reference is available. There are facilities for using laptop 
computers, photocopying, photography against the facility fee, providing 
scanned materials by e-post, beverages facilities and cloakrooms. In 2002, the 
Assistant Librarian conducted a Library Usage Questionnaire. The 
Questionnaire was sent out only to the Fellows. As a follow up of the survey, a 
small working group was formed to review the outcome of the survey and to 
suggest recommendations for the future. 

Cataloguing System 
Books come as donations, purchases and exchanges. List of new acquisitions is 
published in the Society’s newsletter The Linnean.110 A full author catalogue on 
cards and a subject catalogue with alphabetical subject index are available. 
Separate card catalogues and shelf-lists are available for pamphlets, 
manuscripts, illustrations and serials. The post 1980 catalogue can be searched 
on a database in the Library. New accessions of manuscripts are reported 
annually to the Royal Commission on Historical Manuscripts. The Library uses 
a combination of Universal Decimal Classification (UDC) and Kew 
classification. Moreover, the catalogue card contains the case number and 
alphabetic capital, showing the shelf location. 

The Library has the Heritage management system for the library materials, 
which is part of the Computer Access to the Records of the Linnean Society 
(CARLS) database. CARLS is the Linnean Society’s documentation and 
digitisation project for making all its collections freely accessible online. At the 
moment only book collection records are available in CARLS. 

                                                 
110 http://www.linnean.org/contents/publications/linnean_news.html. 
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Acquisitions Policy 
The Library has a collections development policy. The core collection consists 
of books on taxonomy and systematics, the history of biology and Linnaean 
studies, and the flora and fauna of the Palearctic. However, works relevant to 
the life and work of Carl Linnæus and the history of taxonomy come first on 
the list of acquisitions. The Society has exchange agreements with the Natural 
History Museum, London, the Royal Botanic Gardens at Kew and the 
Academy of Sciences in Russia. 

Activities 
The database of past Fellows, Limbo, started in 1997. It was partly as a 
response to an increasing number of biographical enquiries as a result of 
researchers working on entries for the New Dictionary of National Biography. 
This enables the Library to provide a quicker response to the enquiry. The 
database records Fellows from the founding of the Society in 1788 up to the 
mid-nineteenth century. The information includes dates of election, names of 
the persons who proposed the candidate, brief biographical data, manuscripts 
and portrait holdings. Up to 2003, 1926 Fellows elected from the founding of 
the Society in 1788 to1865 had been recorded. 

The annual bring and buy book sale usually generates a lot of leftover 
stock. It also fills a lot of gaps in the Library holdings. The amount collected 
from this sale is added to the Library purchase fund. Non-scientific works are 
usually donated to charity shops (OXFAM bookshop). Material left after the 
sale is sorted into books to be sold to antiquarian or specialist booksellers. 
Review copies are donated to institutional libraries and the remaining books 
are kept for the next sale. Almost nothing is thrown away. The aim is to find a 
home for everything. 

The Library has been operating for many years with the help of volunteers. 
These volunteers are mostly ex-librarians and ex-archivists, who carry out the 
tasks of cataloguing portraits, drawings, and reprint collections. Specialists 
also clean books and Linnean manuscripts from the Linnean Collection Store. 
Their work helps the Library to identify what it has and list it in such a way as 
to make it accessible for other users.111 Every year a number of student helpers 
from different countries, France, Spain, Sweden and the UK work in the 
Library during the summer from mid-July to late August. The work varies from 
cleaning books and journals, labelling, polishing and re-shelving to general 
                                                 
111 Linnean Society Annual Report, 1995, p. 15-16. 
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housekeeping tasks in the Rooms of the Society. This means the Library tables 
are full of books. Readers are warned about the amount of background noise, 
dust and the smell of polish. 

Since 2001, the Society takes part in London Open House. Over 400 
people in 2001, 200 people in 2002 visited the Society’s Rooms and Library 
Reading Rooms. 315 visitors from 14 different countries were recorded in 
2003. 

Library in Figures 
The book stock covers the literature of biology from 1483 to the present, 
comprising some 41,250 monographs. An average of 18 per cent of the 
Society’s annual income is allotted to the Library, for book purchases, serials, 
conservation work and volunteer support. Attempts have been made in the past 
to start a Library Fund but not much came out of it. In 1987, for the first time 
£20,000 was put aside for the Library to purchase needed stock. The acting 
Treasurer during his last report in The Linnean Society Proceeding for the 
session 1988–89, made a remark: 

As this is my last report I do make one plea to […], my very able and experienced 
successor and to Council. Our superb library is the only real asset we can pass on to 
posterity. I hope that the first-ever provision of £20,000, which in 1987 we allowed for 
library purchases, will at reasonable intervals be repeated.112

During 2003, the Library was open for 247 working days, during which 584 
visitors, 332 Fellows, an average of 2 visitors per day, have been recorded. In 
March, the Library user slips were introduced, which gives the information that 
from March to December, 118 readers consulted 274 books and 161 journals. 
There were 70 general e-mails enquiries for appointments to use the Library, 
40 for manuscript, 157 for books or journals, 49 for archive, 37 for 
bibliographic, 129 for biographical, 79 requests dealing with reproductions of 
images, 37 concerning filming and 83 organising visits. A further 350 e-mails 
were received on other Library or Society matters. 313 telephone enquires 
were dealt with, many of these enquires were followed up by e-mails.113 The 
Collections of Linnæus were shown to 235 visitors, of which 210 visitors were 
from pre-booked group tours. On the recommendation of the Library 

                                                 
112 The Linnean, 1990:6 (1), p. 31. 
113 Linnean Society Annual Report, 2003, p. 10-12. 
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Committee, a facility fee is charged to photograph and publish material from 
the Library. The fees help to cover some of the costs in the Library. 
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Investigation 

Investigation on the Linnean Society of London Library is divided into two 
parts. Part One gives the Library Usage Questionnaire itself. Part two measures 
the indicators used in Library Usage Questionnaire based on IFLA Guidelines, 
Lancaster’s view on evaluation of library services and the five dimensions of 
SERVQUAL. 

Part One – Library Usage Questionnaire 

Background and Procedure 
This chapter is based on the unpublished Library Usage Questionnaire (LUQ). 
The data of the Questionnaire has been revised and rewritten by the author for 
the purpose of this study. 

Purpose 
In the beginning of 2002, the Assistant Librarian at the Linnean Society 
Library in London discussed with the Chairman of the Library Committee, a 
series of improvements to be made with regard to Library services. A 
Questionnaire for change was the suggestion given by the Chairman. 
Consequently, the Assistant Librarian did a Library Usage Questionnaire with 
the following purposes 

• To review the operation of the Library as a whole; and 

• To investigate the need for change, as perceived by the readers. 

Population and Sampling 

E-mail Survey 
On 15 March 2002, a draft of the LUQ consisting of twenty-one questions was 
sent to twenty Fellows by e-mail, as a trial run to check if the questionnaire 
was understandable. Four Fellows responded and these responses are added to 
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the findings. As a result of this trial study, two questions were slightly 
rephrased. 

The first population was Fellows at the Linnean Society of London Library 
who had supplied an e-mail address to the Membership Officer. From these 
Fellows, a sample of 500 was made at random. A Library Usage 
Questionnaire114 was sent by e-mail to these Fellows on 22 March 2002. 

Postal Survey 
On the suggestion of the Librarian and Member of the Library Committee, the 
form was revised and eight questions were added (nr. 6, 9, 10, 16, 17, 21, 22 
and 29) marked with sign * in findings below. 

Later in July 2002, this newly amended form, with twenty-nine questions115 
including a cover letter with information on the Library was posted to 1000 
Fellows chosen at random from a routine mail-out. Only the UK Fellows were 
sent the postal form because a lot of overseas Fellows had not used the Library. 

Refusals 

E-mail Survey 
In total, 520 e-mail forms were sent out of which 161 (31%) replied. 
59 (11.3%) forms bounced back because of incorrect e-mail addresses. 

Postal Survey 
Out of 1000 postal forms 193 (19.3%) replied.  

Total Response Rate and Refusals 
A total of 1520 (520 e-mail and 1000 postal) were sent out to the respondents. 
Only 354 (23.3%) forms came back. Out of which 142 (9.3%) replied No to 
question 3, Have you ever used the Linnean Society Library. 212 (13.9%) 
respondents were consequently able to complete the rest of the questionnaire 
about different use of and equipment in the Library. 

The total refusal is 1166 (76.7%). To this adds partial refusal. Because of 
the low response rate, in spite of reminders sent out to those who did not reply, 
this has to be looked upon as a case study without the possibility to generalise 
to the actual population. However, the result could give useful information and 
the base for measures to be taken. 
                                                 
114 See Appendix 1. 
115 See Appendix 2. 
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Confidentiality 
The identity of Members was kept confidential and retained only for the 
purpose of sending replies to those who had requested a response to their 
comments. There were 25 e-mail and 16 postal respondents who requested a 
reply. The Assistant Librarian responded to all of them. 

Questionnaire Layout 
The Questionnaire consists of 29 questions divided into seven sections116. Each 
section was broken down into lesser detail. There was a mixture of closed and 
open questions, the latter giving the respondents adequate opportunity to make 
qualitative observations. The seven sections are as follows: 

1. Questions 1–2, About You consist of two questions, status and interest 
of the Members. 

2. Questions 3–10, About Your Usage of the Library consist of 8 
questions (3 with connected open questions) dealing with the Member’s 
frequency of visits to the Library, how they use the Library service and 
an enquiry about the usage of the Society’s website.  

3. Questions 11–13, Library Environment had 3 questions dealing with 
the physical comfort in the Library. 

4. Questions 14–17, Facilities with 4 questions (2 with connected open 
questions) takes up the opening hours and access to information.  

5. Questions 18–22, Finding Material with 5 questions (all with open 
connected questions) makes an enquiry about availability of Library 
Collections.  

6. Questions 23–26, Library Stock with 4 questions (2 with open 
connected questions) appeals to the Members for suggestions regarding 
collection policy. 

7. Questions 27–29, Looking to the Future with 3 questions (all with 
open connected questions) asking Members to state what would 
encourage them to use the Library, services and facilities which should 
be provided by the Library and information about what they think 
should be on the Society’s website. 

                                                 
116 See Appendix 2. 
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Findings 
Statistical data was generated using the computer programme Excel. Survey 
responses, e-mail and postal, to every question were entered in an Excel file.  

Percentages are based on the result of both e-mails and postal survey 
responses except questions 6, 9, 10,16,17,21, 22 and 29, which are based only 
on the postal survey. Relevant comments from the open questions have been 
given under respective questions. 

Section 1. About You 
Questions 1–2 
Please tick boxes and comment where necessary. 
1. Are you? 

A Fellow                     � 212 13.9% 
An Associate              � 
A Student Member     � 
Not a Member            � 
 

2. What is your main area of interest? 
Taxonomy 39 18.4% 
Systematics 26 12.3% 
Flora  99 46.7% 
Fauna  56 25.9% 
Evolution 21   9.9% 
Conservation 18   8.5% 
History of science 27 12.7% 
Ecology  44 20.7% 
Biology  15   7.1% 
Other  20   9.4% 

Section 2. About Your Usage of the Library 
Questions 3–10 
3. Have you ever used the Linnean Society Library? 

Yes � 212 13.9% 
No � 142   9.3% 
If you ticked ‘No’, please give your reasons. 
Comments: 
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• Not sure how to use the Library although I’m sure that I could find out. Staff at 
the Society is very helpful. It is not open at times that are convenient for me. I 
work 9-5:30 Mon-Fri in South Wales! 

• I stopped 20 years ago when it became more security conscious and restrictive. 
Nowadays I rarely visit London. 

4. If you ticked ‘Yes’, what is your typical frequency of use? 
Weekly     �     2   0.9% 
Monthly  �   14   6.6% 
A few times a year �   82 38.7% 
Very infrequently � 112 52.8% 

5. Have you used the Library by personal visit, phone, fax, post or e-mail? 
Please tick all that apply. 
Personal visit � 198 93.4% 
Phone  �   65 30.7% 
Fax  �   10   4.7% 
Post  �   42 19.8% 
Email  �   39 18.4% 
 

*6. Do you write, phone or e-mail requests for books and journals before you 
visit? 

Yes � 45 35.1% 
No � 75 58.6% 

 
7. In the past two years, have you  

Please tick all that apply. 
Borrowed a book  � 80 37.7% 
Borrowed a journal  � 18   8.5% 
Requested a photocopy � 69 32.5% 
Made an inquiry  � 98 46.2% 
Used the archives  � 43 20.3% 
Used the manuscripts collections � 18   8.5% 
Used the photographic collections �   9   4.2% 
Used the drawings collections � 10   4.7% 

Used the Linnaean scientific collections � 16   7.5% 
 
8. Overall, how would you rate the service you have received from the 
Library? 

Good � 190 89.6% 
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Fair �    9   4.2% 
Poor �    1   0.5% 
Please comment. 
Comments: 

• On one occasion both books I wanted were in the catalogue but they couldn’t be 
found on the shelves. 

• I find it difficult to get a sense of what’s in the collection and whether I’m 
looking in the right place for what I need. 

• My wife and I were deposited in the basement, and left to it. 

*9. Have you used the Library’s pages on the Society’s website for 
information? 

Yes �   20 15.6% 
No � 106 82.8% 

 
*10. Have you found them useful? If you ticked ‘No’, please give your 
reasons. 

Yes � 18 14% 
No �   4   3.1% 
If you ticked ‘No’, please give your reasons. 
Comments: 

• Looking for online catalogue. 
• I did not know they were there, & I still don’t know what services are available 

to fellows. 
• Can’t remember. 

Section 3. Library Environment 
Questions 11–13 
11. Is the lighting bright enough for you to work comfortably? 

Too bright � 
Too dark  �   19   8.9% 
Just right  � 162 76.4% 

 
12. Is the Library warm enough? 

Too cold  �     5   2.4% 
Too hot  �     7   3.3% 
Just right  � 168 79.2% 
Comments: 
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• As a rule but can be a bit cold in winter – but that is to be expected! 

13. Is the Library too noisy? 
Yes �   11   5.2% 
No � 170 80.2% 
Comments: 

• Generally, but it can be a problem when the Library also is used for receptions. 
• On my one visit amazed to find that senior Fellows seem to treat it like a 

clubroom. Needs large ‘Silence’ notices. 

Section 4. Facilities 
Questions 14–17 
14. Are the hours of opening adequate for your needs? 

Yes � 168 79.2% 
No �   26    12.3% 
If you ticked ‘No’, please comment. 
Comments: 

• Weekend opening is more useful to me. 
• A visit at the end of a day would be more helpful. 
• Weekends would be useful. 
• We have never used the library, but our colleagues from the National Herbarium 

in Addis Ababa have done so a few times. The most useful service you could 
offer Members living in Third World countries is to have the Library open for 
some hours at the weekends. Usually when we visit the UK we have to spend all 
official working hours in Kew and other such places, so it is not so easy to fit in 
a visit to the Linnean Society facilities. 

• My visits are usually fitted in after meetings elsewhere, so as to make the best 
uses of my trips to London (I live in Bournemouth). Later openings would 
greatly increase my usage. 

• For someone out in the northern dark lands visits to London can be rare and most 
of the times is taken up with specific tasks. It would be good to have at least one 
night a week when Library opening was in-line with university opening – i.e. 
generally “open all hours”, at least until 2100 and Saturday am. I could make use 
of that kind of time. I like to visit libraries and browse… 

• I would like to use it on weekends and evenings, but I suspect that is unrealistic. 
• I can only rarely visit in person. 
• 5 pm seems rather early to close. 6 pm would be better. 

15. Is it easy for you to find the latest copies of the journals you need on the 
display table? 

Yes � 152  72.2% 
No �    9   4.2% 
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If you ticked ‘No’, please comment 
Comments: 

• Need to be better displayed – ideal would be similar to BMNH117 general 
Library. 

• There are too many journals – no obvious system of display. With limited space 
this is perhaps inevitable. 

• Although the journals are arranged in a general zoology/botany order the precise 
arrangement follows a classification system that is not obvious. 

• I would prefer them to be displayed in chronological order of receipt rather than 
in their regular position, but approve of the broad groupings. 

• The journals could be better organised and displayed. Suggest a system such as 
used at the NHM118. Alphabetical in a rack. 

• Sometimes is difficult to find a specific title, as we do not have a clear separation 
of the journals. Specific shelves would improve the service provided by the 
library. 

• I did not use the journals. 

*16. Do you request loans for books included in the Accessions list in the 
Linnean newsletter? 

Often      �   1   0.8% 
Very infrequently � 30 23.4% 
Never  � 94 73.4% 
Comments: 

• I value the list in the Linnean as it helps to keep one up to date on books 
published etc when living in rural England. 

• But might do 
• Have not done so 

*17. Do you look at recent book accessions when you visit the Reading Room? 
Often               � 60 46.8% 
Very infrequently � 43 33.6% 
Never               � 16 12.5% 
Comments: 

• Don’t remember doing so, but always look at list pub. in Linnean. 

Sections 5. Finding Material 
Questions 18–22 

                                                 
117 British Museum of Natural History, now called the Natural History Museum. 
118 Natural History Museum. 
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18. Do you use the current card catalogue? 
Yes � 103 48.6% 
No �   83 39.1% 
If you ticked ‘No’, please comment. 
Comments: 

• Usually ask the librarian! 
• Staff always find more quickly. 
• Library staff has kindly done this for me. 
• Gina has always used it for me!! 
• Usually make verbal enquiry of Gina – it’s quicker! 
• I ask for assistance. 
• I use Gina. 
• Librarian produces material after discussion. 
• I usually have one specific item & I ask for help. 
• But Gina is very helpful. 
• I asked the Librarian who came immediately to help. 
• On the few occasions I use the Library. I ask for the book or journal I want. 
• No need so far – Librarian usually looks. 
• Too cumbersome. 
• But in a clumsy way. 
• I have not needed to. 
• Mainly because I have never needed to. 
• Assume I must have! 
• I simply don’t know how to use it. 
• I am not sure if you have made a change in the last 1-2 years. Bit it was very 

difficult to find an item without the help of the librarian. In this particular Ms. 
Gina was fantastic in finding “exotic” items. 

• Gina Douglas located everything for me. 
• I found it quicker to ask Gina! 

19. If you ticked ‘Yes’, do you find it easy to use? 
Yes � 83 39.1% 
No � 25 11.8% 
If you ticked ‘No’, please comment. 
Comments: 

• No knowledge. 
• Subject catalogue is difficult to use. 
• Hard to know. 
• Too many cards in the drawers. Not sufficiently multi-access. 
• It’s a bit of a hotchpotch, but it is possible to use it. 
• The size of it makes it slow to use  - important now I have difficulty standing for 

long periods. 
• It’s ok. 
• Probably unfamiliarity and rather cramped conditions. 
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• No card index is ideal as it is dependent on the cataloguing system, and is very 
slow to use. 

• Y, though I might be at an advantage having once been a library cataloguer! 
• It is mechanically difficult to use, as there are so many cards in the racks; the 

layout on the cards I sometimes find confusing; it has a limited search capability 
(author and general topic) compared to an online catalogue. 

• The cards are too tightly packed into the drawers and the cards offer only limited 
search options. 

20. Is it easy for you to browse the shelves in the Reading Room and find the 
books you want, without help from Library staff? 

Yes � 78 36.8% 
No � 80 37.7% 
If you ticked ‘No’, please comment. 
Comments: 

• I think I give up too easily. 
• It was easier before the books were locked away. I miss the serendipity 
• Normally the librarian fetches the books. The downstairs shelves are locked. It 

would be good to be able to browse well-organised shelves. 
• I don’t know where they are, with the exception of the books on the history of 

evolutionary studies, which are in a locked bookcase on the ground floor. 
• Not possible to browse, off limits. 
• Gina finds stuff quickly – I always find it a bit eclectic as to where to look. 
• I often cannot find the volume I require. 
• Locating shelves is difficult. 
• As a not very frequent user of the Library I often need help. It has always been 

readily given and I have no complaints. 
• I am not familiar enough with the system- my own fault. 
• I do not need to, there is always somebody helpful around. 
• Never know where to start! 
• Apart from certain reference works, the biographical section and the collection 

of Floras, the shelving seems to have little order. 
• A member of staff always gets the books for me. 
• Help usually needed to locate a book. 
• I never have tried to browse shelves. 
• I have not attempted browsing – usually have a specific need. 
• Books wanted are usually under lock and key. 
• Need help occasionally. 
• I use Gina. (Oh No! I’ve just realised I’m a pest). 
• I have never learnt the arrangement. 
• Shelves and Basement Rooms locked for necessary security reasons. 
• Have not found out just where material is. 
• Books by nature of the building are scattered in many places. Not an easy 

browsing Library. 
• Many shelves are screened, and they are not arranged logically. 
• The system is not obvious to the casual or infrequent user. How are the books 

arranged?! 
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• Often books I refer to are under lock & key or in some strange part of the 
Library. But staff has always been extremely helpful so this is only a minor 
gripe. 

• I think this is because the books I want are mostly not on open shelves. 
• It used to be a very attractive thing to do in 1970 but has become much more 

restricted thereafter. 
• I am not used to them. 
• Would like it to be apparent that one can do this. 
• Difficult of access. 
• Remember enjoying browsing long ago but now, to prevent theft, lots of shelves 

are caged in. This deprives one of the pleasure of browsing among books not 
easy to consult – but the reason is appreciated. 

• The arrangement of books is somewhat idiosyncratic. 
• I would generally ask for help. 
• I don’t understand the shelving system (except for journals in the basement) so I 

invariably ask for help in finding things. 
• The system is not designed for browsing. 
• I have never tried – but largely because the staff are always so helpful and the 

shelves so daunting in appearance. The physical appearance of the library is not 
one that invites the browser. 

• I have never attempted to master the arrangement. Books I want (and I mostly 
use periodicals which are fetched from store in advance anyway) always seem to 
be in an obscure corner of a gallery. 

• There seemed to be no way of locating on the shelf the volume in the index, so 
far as I can remember. 

• However, owing to the shelving problems – it is always sensible to check with 
the Librarian. 

• Definitely not. The large collection is not properly identified for the common 
reader. Just the people that are in close contact with the Library collection can 
make an easy browse. 

• Library staff usually finds books. I have occasionally browsed in periodicals. 
• Relatively. 
• Tend not to browse. 
• Never done! 
• Haven’t tried to do this. 

*21. Is it easy for you to browse the open shelves in the Lower Gallery and 
find books you want, without help from Library staff? 

Yes � 60 46.9% 
No � 23 18% 
If you ticked ‘No’, please comment. 
Comments: 

• Felt permission was needed. 
• Which is the Lower gallery? 
• I confess I do not know what the Lower Gallery is. 
• As before – always seems too much clutter & confusion to make for easy 

browsing. Why are there always so many piles of books everywhere?? 
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• I don’t think that the Library’s books are arranged for the user’s access since 
they are in locked units; the classification system is not evident. In short, there is 
no way to access the books without a member of the Library staff & I assumed 
that this was deliberate. 

• Would like to know it is possible. 
• Cannot recall! 

*22. Do you use the journal stacks in the basement to find older journals? 
Yes � 31 24.2% 
No � 81 60.1% 
If you ticked ‘No’, please comment. 
Comments: 

• Feels even more off bounds. 
• Haven’t needed any. 
• Yes – but accompanied. 
• I am not sure where they are. 
• I didn’t know this was available. 
• I was unaware of this facility! 
• Would like to know it is possible. 
• I have not; but journal stacks are becoming ever more difficult. 
• Did so 4 or 5 y[ears] ago & found the stacks extremely useful. 

Section 6. Library Stock 
Questions 23–26 
23. In which languages should the Library collect material? 

English only �   21     9.9% 
European languages �   52 24.5% 
All languages � 112 52.8% 
Comments: 

• I don’t think I have the right to say, as I rarely use the Library. 
• In view of storage shelving problems it is doubtful that material in other 

languages should be collected. 
• In the core areas. 
• All languages: Of course! 
• List will be almost self-selecting. English will inevitably predominate and non-

Euro languages will be few. Even in books and papers in languages that one 
cannot understand there may be excellent illustrations (Remember such of small 
crustaceans in papers in Chinese and Japanese). These may be of greater value to 
a taxonomist then a description in English! 

• Cost dependent. 

24. In which subject areas should the Library concentrate its collection policy?  
Taxonomy � 154 72.6% 
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Systematics � 150 70.7% 
Flora  � 145 68.4% 
Fauna  � 136 64.2% 
Evolution � 136 64.2% 
Conservation �   93 43.9% 
History of science � 102 48.9% 
Others  (Please list) �   36 17% 
Suggested subject areas to be collected: Agriculture, Archives of science, 

Biodiversity (2), Biogeography (2), Biography (2), Botanic gardens, Ecology 
(8), Economic botany (2), Ethnobotany (2), Genetics (2), Geology, illustration, 
Lichenology, Molecular taxonomy, Morphology (3), Palaeontology (3), 
Phytochemistry, Plant anatomy, Plant breeding, Zoo biology (2), Zoology. 

Comments: 

• Where the Society has a specialist collection, e.g. Linnaean, Tea Collection, it is 
desirable to keep up-to-date in those special topics even when the books fall 
outside conventional acquisition criteria. 

• I don’t know. 
• ? In view of the current wealth of material on these subjects - a strict selection 

policy needed to be followed. 
• Supplementary areas aiming for key texts, those most related to the core areas, 

those most related to Britain and Ireland. 
• Don’t know. 
• Needs to remain true to the mission of the Society itself and to provide support 

for research. 
• I’m not sure that you can prioritise the library’s accessional policy in this way. 

To focus on a particular language type would be narrow minded - although those 
not in a roman typescript are unlikely to have broad usage; likewise all the 
subjects mentioned are relevant to the Society’s membership and across the 
fellows all would be supported. To comment on what should be added 
presupposes that budget and space is available to do this but I suspect that 
accessions are governed by other factors in any case (donations, free exchange 
etc.). 

• All of the above seem relevant. 
• I have to tick these, but most is scrap paper! Godfray’s suggestion would handle 

the flora/fauna problem. 
• The Royal Soc[iety] Lib[rary] concentrates on History of Science. So perhaps 

Linn. Soc. could (as it prob. does) conc. on history of biology and natural 
history. 

• It seems very good in my field – but this needs an overview to be answered 
properly. 

25. Please list any journals not currently received, which you think the Library 
should receive. 

5 2.4% listed journals on flora 
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5 2.4% listed journals on fauna 
1 0.5% listed journals on ecology 
7 3.3% listed journals on other subjects 
Suggested journals to add: Bibliography of Systematic Mycology, 

Botanica Acta, Bulletin of the British Archaeological Society, Herpetological 
Journal, Hydrobiology, Journal of Archaeology, Journal of Arid Environments, 
Journal of Experimental Marine Biology and Ecology, Journal of Herpetology, 
Journal of Medical Biography, Journal of Molluscan Studies, Journal of the 
Scottish Rock Garden Club, Lichenologist, Lichenology, Mycological 
Research, Mycotaxon, New Phytologist, Novosti Sistematiscki, Vysshykh 
Rastenii, Oikos, Psammonalia, Review of Palaeobotany and Palynology. None 
of these suggested journals is available at the Library. 

The Library does not currently take any of these journals. All of them are 
available at other libraries with which the Linnean Library maintains good 
relations; most of them are at NHM. 

Comments: 

• Cannot answer without referring to current list. 
• This is an area that needs thorough review. 
• I have no journal list of what the Library receives. If possible it would be useful 

to have one. 
• I don’t know. 
• I believe the whole area of journals needs serious revision. Many recent journals 

are not received, while the stacks have unconsulted journals, which are also 
available elsewhere. 

• Novosti Sistematicheski Vysshykh Rastenii (published by the St. Petersburg 
Herbarium). 

26. Please list any journals currently received, which you think are not needed. 
Nobody actually listed any journals by name. All of the responses to this 

question, with one exception, were about the need to see a list of journals, 
which the Library takes. The exception was a response, which recommended 
getting rid of ‘populist’ journals, but without specifying which journals comes 
under this heading. 

Comments: 

• Haven’t got the list! But how is use of the journals monitored and evaluated? 
Can the Society afford to take 400 periodicals – & bind and house them? 

• There are a significant number of irrelevant journals obvious by the layers of 
dust on (often uncut) pages. I believe that some of these journals should be 
disposed of after consultation with other libraries. 

• Cannot answer without referring to current list. 
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• I don’t know. 

Section 7. Looking to the Future. 
Questions 27–29 
27. What would encourage you to use the Library? 

Improved access to the collections � 75 35.4% 
Improvements to the collections � 26 12.3% 
Better facilities  � 21   9.9% 
More congenial working environment� 12   5.7% 
Any other comments 
Comments: 

• Computerisation of a wide range of the collections. 
• Telling me what services are available. 
• Catalogue online on website, better catalogue ability to browse, more accessions 

in my own field. 
• Comfortable ‘lounge’ area for browsing – reading as well as work, study desk 

areas (& PCs). 
• Computer catalogue would greatly improve usage, evening & weekend access. 

Problem when coffee & meetings are held in the Library. 
• I find the whole Library intimidating – even though I am retired! 
• Facilities to encourage ‘remote’ users – it might help if a reminder of available 

borrowing and online arrangements appeared in The Linnean. 
• I cannot afford to pay postage on book it is easier & more cost affective to take 

to RBG 119 Kew. A good photocopy service of odd pages needed for a specific 
problem would be ideal. We in the country get little for a fat subscription 

• Security needs to be addressed – proper lockers, for bags, remove the 
unprofessional looking piles of books and sundries. Separate (physically) the 
staff areas from reading area. 

• New Fellows should be given a 10 min. introduction to Library on induction. 
• More space? And possibly a (quiet) PC web terminal for open use. 
• Longer opening hours in evening would be useful for those outside London, but 

this may be unrealistic. 
• A chairlift to the Library: this could run round the inner rail, and not be 

unacceptably intrusive (at 80, and with a leg injury, the climb is becoming a 
problem!). 

• The chief deterrent in my age (81). 
• I have probably not use the Library for 15 or more years. I am 78 in August & 

my wife 80. I am her carer. Chance to do my botany & certainly to use the 
Library is very remote. The main problem re borrowing books is the now v. high 
cost of postage. 

• I would answer this if I used (i.e. visited) the Library nowadays. I still write but I 
am too far away & it is too expensive & time consuming to travel at age 791/

2. 
• The possibility to click into the catalogue via headings as in question 24, and see 

what is there. 
                                                 
119 Royal Botanical Garden, Kew 
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• Distance and age is my problem. 
• Only one visit to your Library. Frequent use of Natural History Museum Library 

and other libraries. Enjoyed ambience of main Library. My feeling is that Library 
needs a major redevelopment of its facilities especially storage, calling for a 
major campaign? Need more staff in attendance. 

• Really only a change in my focus, which is rather heavily on education. I have an 
academic interest which I don’t have much time to pursue, but is likely to 
increase sharply as I retire. 

• Access via Internet could be developed. This is the most frequent way I access 
my own university because I am remote. 

• Better coverage of recent journals. 
• Easier and more frequent visits to London. 
• The proposed online catalogue will make a great difference and mean that when 

visiting for a meeting you will know whether or where any desirable references 
are - without bothering the librarians. 

• If all documents no longer protected by copyright were optically scanned and 
made available on the Internet, using the collection by anyone, anytime, 
anywhere would be possible and I think likely. 

• Written information on how I could access by computer and roughly what is 
available. 

• I don’t use the library as much as I might because of getting to London. IT 
would make a big difference if the catalogue was available on the Society’s 
website so that one could check in advance if the book you were wanting was 
held by the library and whether it was out on loan. I think also that the library 
should hold more books and I believe that the membership would be willing to 
see more money spent on accessions. I think that the annual budget for 
contemporary books and journals should be about £50,000 and then further 
money should be spent on old books and purchasing old ones too. 

• I hardly visit my own University library in Dundee, if I can download 
information directly to my computer. The more taxonomic information that can 
be obtained electronically the better. My impression of the Society is that it 
should be more progressive and look to the future, rather than dwelling on its 
noble historical past. Otherwise it faces extinction. 

28. Are there any services or facilities the Library should be providing? 
Comments: 

• The main problem re borrowing books – is the now v. high cost of postage. 
• Probably not except a printed journal list; I am computer illiterate! 
• The website should also list all periodicals available on loan. 
• Clear indication where specific topic areas are to be found if these have not been 

provided in recent months. 
• Postal provision of photocopies of material from “difficult” source. (Perhaps 

already available?) 
• Translation but perhaps you already do it? 
• I am an infrequent visitor. I have not found the Library staff as friendly and 

helpful as – for example – the Library and Herbarium staff at RBG Edinburgh. I 
would not consider Linn[ean] Soc[iety] rooms as a good/comfortable/helpful 
base when I am in London. So my use of your facilities is minimal. I think it is 5 
years since I darkened your threshold. 

• Better local lighting on main tables. 
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• Library needs a major redevelopment of its facilities specially storage, calling for 
a major campaign? Need more staff in attendance. 

• A well classified catalogue including thematic access over and above UDC i.e. 
where a knowledgeable researcher adds content. 

• I think that more recent items in the history of biology (by such as Bowler, Ruse, 
Desmond, Gould etc. is covered rather patchily. 

• I can’t think of any, every time I visit for a meeting it seems a very congenial 
place! 

• Good catering. 
• Broadband Internet access is vital in a modern Library, and preferably PC 

terminals that Fellows can use. Scanning facilities and a digital camera would 
also be very useful. None of this is very expensive, but does require commitment 
to up to date technology. 

• Scanner, Internet access. 
• Not really – but how they are provided might be evaluated. Most libraries use 

technology extensively for security/loans/database searches etc. – shouldn’t the 
Linnean be doing this? 

• Telling me what services are available. 
• I think the subscriptions should be increased to pay for more accessions 

(including plugging holes from the past & ‘rare book’ purchases). 
• Additional display space to show visitors the “treasures” of the collections and 

library. 
• Screens should be put across far end in part of current periodicals study bays so 

that readers/consultants can work even when a meeting is using the part of the 
library for eating/conversation etc. 

• More space? And possibly a (quiet) PC web terminal for open use. 
• Xerox machine with prepayment (card) facilities. 
• Perhaps a ‘map’ of catalogue locations in the library (cf Kew) on the table. 
• A revised list of current periodicals taken. My list is dated 1964 and was 

compiled by Sandra Raphael. 
• Photocopier or scanner to enable copying of valuable or stiffly bound books that 

should not be opened flat. 
• Online information about TYPE collections preserved in the Linnean Herbarium. 
• On line access to library catalogue and gateway to journals. Web links to 

molecular taxonomy tools 
• Sufficient seating & tables. 
• An on-line catalogue would be useful, but I am concerned that it would make 

widely known some of our extremely valuable assets, and expose us to risk of 
theft. 

• Information for newcomers (but that may already exist). 

*29. What Library information do you think should be on the Society’s 
website? 

Comments: 

• I have not seen the website so do not know what’s there. Useful ‘things’ would 
be latest acquisitions. Recently found items e.g. bundles of letters etc. which 
could be useful research material. 

• Pictures of the Library and plans to show where the monographs & journals are 
stored. 
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• The computerised catalogue and recent acquisitions list. 
• As much as possible since this is the way many of us provincials will find it most 

convenient to use the facility. 
• The catalogue of publications and journals. Members could have access via a 

password if open access was not considered appropriate. 
• New journals being received. 
• Reviews of books recently published and accessioned would encourage me to 

look – just a suggestion. 
• Full accession/holdings and historical publication lists and collections (i.e. 

inventory). 
• Electronic access to periodicals. Electronic catalogue of Library holdings. 
• Library catalogue (and other catalogues). 
• All relevant instructions and services, in plain English and accessible by non-

technical (IT)! 
• The Catalogue! 
• Catalogue. 
• I haven’t seen the website yet – am still trying to get up-to-date. 
• Searchable catalogue like the National Art library. 
• As much as possible. 
• Why not put on the catalogue? 
• Fine as it is! 
• British Library, Library of Congress (if not already on!) 
• I do not have a PC. 
• No opinion. 
• Development in Taxonomy, Systematics (DNA, Cladistics) Ecology and 

conservation. 

Other Comments from the Respondents 

1. For some types of research the Society Library is more satisfactory than Kew or 
the NHM. (I can’t evaluate RHS120 as I haven’t seen yet its new Library). 

2. The length of time journals stay out after receipt is favourable (better than K or 
NHM). Perhaps a little refinement in arrangement useful. 

3. (Admittedly longer-run) rather more space needed but I understand the Society 
as a whole is constrained by unclear title to the buildings. In shorter time perhaps 
some secure off site storage could be found for parts of collection and this 
clearly identified. 

4. The Library is a comfort to know it’s there and one can borrow and take away 
books. If I need to which I can’t do at Kew. The positive attitude of the Library 
and enthusiasm is very encouraging. Keep up the good work. 

5. I would propose a significant upgrade of facilities along lines of Royal 
Horticultural Society Library (funded, I think, from HLF121). 

6. We have no comment to give to your questions, but congratulate the Society on 
its interest to make the library more available to members. 

7. This questionnaire is very well constructed. 

                                                 
120 Royal Horticultural Society. 
121 Heritage Lottery Fund, a grant-giving body funded from money from the National Lottery, that 
provides funds for charities and communities to preserve and make available with the Country’s heritage 
to the Nation. The Society is planning to make an application for CARLS project. 
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Summary of Findings 
From 212 respondents 190 were satisfied with the service provided by the 
Library. However, the comments and observations of the responders reveal that 
there is a need for improvement on practical issues in the Library as well as on 
the information provided to its users. There is a need for marketing regarding 
services, collections and acquisitions – information about Library services to 
its Fellows. Moreover, Fellows would like to have improvements in physical 
accessibility of the Library, e.g. both longer and weekend opening hours as 
well as better environment in Reading Room and an open access to the Library 
Collections. Better arrangement of the shelves and an online catalogue system. 

Part Two – the IFLA Indicators 
In this section I will set the Library Usage Questionnaire (LUQ) against the 
IFLA indicators, Lancaster’s three facets and five dimensions of SERVQUAL 
one by one, to examine their content and thereby its validity. 

First the definition and aims of the IFLA indicators will be given. Based on 
these definitions and aims, the questions from the LUQ will then be placed 
according to where they can be fitted in. The numbers below are equivalent to 
the numbers in the LUQ questionnaire.122

Indicator 1 – Market Penetration 
Definition: the proportion of the potential users of the library who actually use 
the library defines Market penetration. 

Aims: The indicator determines the acceptance of the library’s services by 
its primary user group. 

The questions, according to IFLA, that should be included are: the status of 
the potential user and the use of library services within the last year.  

LUQ: Six questions take up the indicator market penetration. 
1. Are you: A Fellow, An Associate, A student Member, Not a Member? 
3. Have you ever used the Linnean Society Library? Yes, No. 
4. If you ticket ‘yes’, what is your typical frequency of use? Weekly, 
monthly, a few time a year, very infrequently. 
5. Have you used the Library by personal visit, phone, fax, post or e-mail? 

                                                 
122 See Appendix 2. 
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6. Do you write, phone or e-mail requests for books and journals before 
your visit? 
7. In the past two years, have you borrowed a book, a journal, requested a 
photocopy, made an inquiry, used the archives, manuscripts, photographic, 
drawings, Linnaean scientific collections. 
Outcome: Six questions out of 29 in the LUQ concentrates on the 

indicator market penetration. According to IFLA Guidelines the status of the 
potential users should be included, however, the questionnaire was sent only to 
Fellows, which makes the first question irrelevant in this case. Question five 
and six are overlapping, while question seven gives a good amount of 
information. The aim of this indicator is to determine how far its primary users 
accept the Library’s services. Totally 1520 forms were sent out and 212 
responded, e.g. 14 per cent of Fellows accept the Library’s services, while 53 
per cent visit the Library very infrequently. The Library has a unique collection 
and in this case it has no rival. However, the low penetration rate does not 
necessarily mean that the Library is actually used by few people. It can be said, 
with more or less certainty, that the results from the survey indicate that. 

IFLA’s solution: In a low penetration rate the solution suggested by IFLA 
is to improve services that are most attractive to users, (e.g. longer opening 
hours) and to improve public relations to inform the users about the service 
provided by the Library. 

Indicator 2 – Opening Hours Compared to Demand 
Definition: The indicator relates the actual number and distribution of opening 
hours to the number and distribution of opening hours as desired by the users. 
Opening hours in general means the average number of hours a library is open 
to the public from Monday to Sunday. 

Aims: There is always a discrepancy between the opening hours wished for 
by the users and the library’s ability to live up to these expectations because of 
financial and staff restrictions. Measuring this demand may help to decide if 
and when the library should stay open longer.  

LUQ: One question taking up this indicator, included in section Facilities. 
14. Are the hours of opening adequate for your needs?  
Outcome: The Library is open five days a week from 10 to 5 pm. 

According to 79 per cent of the respondents the opening hours are adequate. 
However, the comments indicate that Fellows wish to have late and weekend 
opening. A question, framed on suggestions by IFLA, could have given 
preference for additional opening: What other times, outside the present 
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opening hours, would you like the library to be accessible? Sunday opening, 
later Saturday opening and later week. 

IFLA’s solution: If a high percentage of the users ask for extended hours 
over the day or the week, the library should react. This may be difficult, 
however, the library should draw a line between reasonable and unreasonable 
demands. Reasonable demands are, to have extended opening hours as a trial; 
opening hours could be compared with those of other libraries in similar 
situation and with the cultural institutions (e.g. museum) of the town during 
the times in question. 

Indicator 3 – Expert Checklists 
Definition: List drawn up by experts or from a generally acknowledged 
bibliography is applied as quality standard for the library’s collection. 

Aims: This indicator finds out the extent to which the collection of the 
library lives up to commonly accepted standards. It reveals deficiencies of 
collection development policies. It helps to revise collection development, for 
spending acquisition budget effectively. 

LUQ: There is no question, which takes up this indicator as stated in its 
definition. However, having based on aims, questions 23–26, in the section 
Library Stock could be classified under this indicator. 

23. In which language should the Library collect material? 
24. In which subject area should the Library concentrate its collection 
      policy? 
25. Please, list any journals not currently received, which you think the 
     Library should receive. 
26. Please, list any journals currently received, which you think are not 
      needed. 
Outcome: As this indicator’s aims suggests, the Fellows’ comments are 

valuable information regarding the Library’s collection. Some interesting 
points are noteworthy, for example, accessions based on budget and space, to 
keep special collection up-to-date, to remain true to the mission of the Society, 
strict selection policy is needed, this area needs a thorough review, no 
knowledge of what the Library receives, many recent journals are not received 
and there are a number of irrelevant journals (often uncut pages). Lastly, a 
Fellow wonders: How is the use of the journals monitored and evaluated? Can 
the Society afford to take 400 periodicals – and bind and house them? 
Weeding might help to sort review the collection stock. It would be advisable 
for the Library to match their collection to the expert list. 
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IFLA’s solution: To match the collection with the expert list and to 
purchase the books, which are actually in demand. 

Indicator 4 – Collection Use 
Definition: Document use is defined in the sense of circulation and in-house 
use. 

Aims: This indicator determines the degree of use of the collection. It is 
meant to assess all cases of collection use, not only loans. It is of extreme 
importance for libraries to know the amount of in-house use. Even in libraries 
with closed stacks, in-house use of the reading room material may represent a 
considerable factor. In open-access libraries where journals are predominant, 
browsing, reading, and copying in the library will be the most important form 
of use. 

LUQ: Since this indicator is meant to assess all cases of collection use and 
not only loans, questions 15, 16, 17, 20, 21 and 22 represents in-house use. 
Only question 16 takes up the request for loans from The Linnean. 

15. Is it easy for you to find the latest copies of the journals you need on 
the 
     display table? 
16. Do you request loans for books included in the Accessions list in the 
     Linnean newsletter? 
17. Do you look at recent book accessions when you visit the Reading 
     Room? 
20. Is it easy for you to browse the shelves in the Reading Room and find 
      the books you want, without help from Library staff? 
21. Is it easy for you to browse the open shelves in the Lower Gallery and 
      find books you want, without help from Library staff? 
22. Do you use the journals stacks in the basement to find older journals? 
Outcome: These questions are limited to in-house use of the Library. 

Nevertheless, as the aims suggests, the reading room material represents a 
considerable factor. In total 72 per cent has no problem in finding the latest 
copies of the journals they need which are on display table. An amount of 38 
per cent of respondents find it difficult to browse the shelves in the Reading 
Room. The use of the word browsing may create provocation, as mentioned 
earlier the Reading Room has locked security grilles. Due to this, the 
respondents usually request the librarian to fetch the books. There are many 
irritating remarks, for instance, […] I give up too easily, normally the librarian 
fetches the books, not possible to browse, off limits, locating shelf is difficult, 
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never know where to start, I have never tried to browse shelves, I have never 
learnt the arrangement, have not found out just where material is, not an easy 
browsing library, shelves are not arranged logically, the system is not 
designed for browsing, owing to the shelving problems – it is always sensible 
to check with the librarian. 

IFLA’s solution: Only if loans and in-house uses are combined and 
compared with the stock the library will know the extent of collection used. 

Indicator 5 – Subject Collection Use 
Definition: A subject area’s degree of use is the relation between the subject’s 
proportion of the circulation, its proportion of the annual intake, and the 
proportion of the annual budget spent on the subject. 

Aims: This indicator determines if a library’s resource allocation and 
acquisition policy meet the demand of the users and if it spends the money on 
the right monographs and the right subject areas. 

Not applicable to Library Usage Questionnaire. 

Indicator 6 – Documents Not Used 
Definition: This indicator is the percentage of documents in the lending 
collection not issued within a certain period of time. 

Aims: The indicator determines which part of the lending collection has 
not been used in the sense of not being borrowed.  

In a library with archival functions, or if there is a considerable collection 
of rare books, this indicator should be applied only to the part of the collection 
that is meant for current use by members of the primary user groups. 

Not applicable to Library Usage Questionnaire. 

Indicator 7 – Known-Item Search 
Definition: The proportion of titles sought by the user and registered in the 
catalogue that the user manages to find is called the success rate of known-item 
searches. 

Aims: This indicator determines the library’s success in making the 
catalogue an effective finding tool and informing the users how to find a title. 
The indicator also helps to find out the quality and defects of catalogue. 

 69



Libraries with closed stacks will benefit more from applying the indicator 
because the catalogue always stands between the user and the material he or 
she is looking for. 

LUQ: Two questions comes under this indicator: 
18. Do you use the current card catalogue? Yes, No. If you ticked ‘No’, 
      Please comment. 
19. If you ticked ‘Yes’, do you find it easy to use? Yes, No. 
      If you ticked ‘No’ please comment. 
Outcome: These questions are little tricky but at the same time ambiguous. 

Though placed under the section Finding Material, they do not seek to find out 
the success rate of known-item searches. However, the comments of the 
respondents indicate the difficulty they experience while using the catalogue. 
A respondent (Fellow) has to motivate his or her reply no matter what they 
choose. Libraries, according to guidelines, with closed stacks will benefit more 
because the catalogue always stands between the user and the material in 
question. This is very true because catalogue becomes the measure of the 
catalogue quality. 

In total 47 per cent of the respondents replied that they use the current card 
catalogue. However, 39 per cent of respondents replied that they do not use the 
current catalogue. The ones who replied No, most of the respondents ask the 
librarian for assistance. Few remarked that the catalogue is too clumsy and 
difficult to use, I simply don’t know how to use it. Three respondents said that 
they used the catalogue but had found it difficult to use it, motivated their 
answers by stating that, the cards are too tightly packed into the drawers and 
the cards offer only limited search options. The other remarked […] I might be 
at an advantage having once been a library cataloguer. The third respondent 
said, it is mechanically difficult to use, as there are so many cards in the racks; 
the layout on the cards I sometimes find confusing […]. 

IFLA’s solutions: Not applicable to LUQ. 

Indicator 8 – Subject Search 
Definition: This indicator determines the proportion of titles in the subject or 
classified catalogue matching the user’s subject that are found by the user. 

Aims: To assess the quality of the catalogue and of user information by the 
proportion of successful searches. A subject search in catalogues is successful 
when two criteria are fulfilled: recall precision. This indicator is of use to all 
libraries, especially to those with closed stacks, where the users cannot look in 
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the shelves for literature relevant to their theme but are forced to use the 
catalogue. 

Not applicable to Library Usage Questionnaire. 

Indicator 9 – Acquisition Speed 
Definition: The time period between the day a title (monograph) is published 
and the day it arrives at the library, is called acquisition speed. 

Aims: It determines the library’s promptness to react on the publication of 
a document and the vendor’s quickness in delivering the ordered document.  

Not applicable to Library Usage Questionnaire. 

Indicator 10 – Book Processing Speed 
Definition: The period between arrival of the document and its availability on 
the shelf and in the catalogue is called book-processing speed. 

Aims: To find out if and where there is a delay in making new documents 
available for the users and to eliminate the delay. 

Not applicable to Library Usage Questionnaire. 

Indicator 11 – Availability 
Definition: Availability is the balance of supply and demand of library 
materials. It is defined as the proportion of the material requested by the user 
that can be used in the library or taken home immediately. Documents that 
must be retrieved from closed stacks are also counted as immediately available, 
even if the procedure takes some time. 

Aims: A library’s capability to make document available to users who need 
it. It helps to analyse whether needs meet the demand, accuracy of shelving is 
accurate, cataloguing process and if the catalogues are easy to use. 

Not applicable to Library Usage Questionnaire. 

Indicator 12 – Document Delivery Time 
Definition: It determines the average time between the procedures of 
borrowing a document and the moment the item is checked out or available at 
the issue desk. 
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Aims: It helps to spot and obviate difficulties that prevent the user from 
getting the documents in the shortest time possible. Can be used both in open 
access and in closed stacks. 

Not applicable to Library Usage Questionnaire. 

Indicator 13 – Interlibrary Loan Speed 
Definition: Various indicators can describe the effectiveness of document 
supply by way of interlibrary loans: speed, coverage, and costs. 

Aims: Libraries must monitor and evaluate the success rate of users finding 
documents obtained from other libraries, nationally as well as internationally. 
The aim is to make available the document not owned by the library itself. 

Not applicable to Library Usage Questionnaire. 

Indicator 14 – Correct Answer Fill Rate 
Definition: This indicator defines the proportion of test questions, which are 
correctly answered by the reference service. 

Aims: This indicator judges the quality of reference transactions in terms 
of accurateness and completeness of the supplied information. 

Not applicable to Library Usage Questionnaire. 

Indicator 15 – Remote User per Capita 
Definition: It relates the number of remote uses by members of the primary 
user group during a year to the primary user group. It is the use of the services 
offered by the library on the electronic network, i.e. OPAC, CD-ROM 
databases, electronic publications, general information etc. from access points 
outside the library or its branch libraries. It does not include telephone calls or 
requests by fax. 

Aims: It determines the extent of the library’s services available for remote 
access used by the primary user group. Only highly automated libraries with 
similar network systems that provide adequate statistical information can be 
compared.  

LUQ: Two questions under this indicator are: 
9. Have you used the Library’s pages on the Society website for 
    information? 
10. Have you found them useful? If you ticked ‘No’, please give your 
      reasons. 
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Outcome: In total 16 per cent of the respondents replied that they use the 
Library’s pages on the website and 14 per cent found them to be useful. The 
reasons given for not using the Library’s pages were that they were looking for 
the online catalogue and one respondent was not aware of its existence and that 
he or she still does not know what services are available to Fellows. 

IFLA’s solutions: The indicator should be applied regularly in order to 
show changes over a period of time regarding the remote use of the library 
services. Low numbers could point to lack of marketing of library services, 
insufficient help screens, and difficulties in accessing the system or 
unattractive choice of services. However, attractiveness of the electronic 
services, means widening the services thereby decision-making for more 
resources to this sector. 

Indicator 16 – User Satisfaction 
Definition: User satisfaction is a subjective output measure, which reflects the 
quality dimension of library service as a whole or specific component of the 
service being provided. It is defined as the average rating given by users on a 
five-point scale ranging from very unsatisfactory to very satisfactory 
expressing their perception of the library services as a whole or of individual 
services offered by the library. 

Aims: It is to provide a practical management tool that quantifies user 
satisfaction levels as numerical scores on a satisfaction scale, in order to be 
able to monitor the quality of the library service as a whole or individual aspect 
of it. 

LUQ: There is only one question with regard to this indicator. 
8. Overall, how would you rate the service you have received from the 
    Library? Good, Fair, Poor. Please, comment. 
Outcome: A total of 89 per cent of the respondents found the service to be 

good, 4 per cent found it to be fair and 0.5 per cent to be poor. Out of the 212, 
who completed the form, 200 had replied to this question. The average rating 
of overall service is 8 per cent. 

IFLA’s solutions: If the average rating of the overall user satisfaction is 
lower than expected, the library must find out the reason for users criticism. If 
satisfaction is low with a specific service, a more objective performance 
indicator could be used to clarify the cause of discontent. No matter what the 
rating is the results should be made known to the users and the library staff. 
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Indicator 17 – User Satisfaction with Services Offered for Remote 
Use 
Definition: It shows the users’ rating of their satisfaction with the library’s 
services offered for remote use, i.e. OPAC, CD-ROM databases, electronic 
publications, general information etc. It does not include telephone calls or 
requests by fax. 

Aims: To assess the remote users’ satisfaction with the services offered 
and how far the considerable financial investment in such a service is justified. 

Not applicable to Library Usage Questionnaire. 

Summary of Findings 
An attempt has been made to set the Library Usage Questionnaire (LUQ) 
against the IFLA indicators. The definitions of the indicators have been viewed 
broadly. In spite of this, six questions (nr. 11, 12, 13, 27, 28 and 29) from the 
LUQ could not be accommodated under any of the IFLA indicators. The IFLA 
Guidelines lack indicators on Library Environment and Users Expectations for 
Future given in the LUQ. 

The analysis has shown that out of 17 IFLA indicators, less than 50 per 
cent, or 10 indicators (nr. 5, 6, 8–14 and 17) were not applicable to the LUQ. 
However, several of the questions in the LUQ could be fitted to one of the 
IFLA indicators, e.g. 1, 3, 4, 7 and 15. Seven questions could be fitted to 
indicator 1; questions 1, 3–7. Four questions could come under indicator 3; 
questions 23–26. Six questions could be associated to indicator 4; questions 
15–17 and 20–22. Two questions were placed under indicator 4, questions 18 
and 19. Likewise, two questions came under indicator 15; questions 9 and 10. 

By connecting the titles of the IFLA indicator with the sections of the 
LUQ, the following appears: 
 
Ind. 1: Market Penetration  About You, Usage of the Library 
Ind. 3: Expert Checklist  Library Stock 
Ind. 4: Collection Use  Facilities, Finding Material 
Ind. 7: Known-Item Search Finding Material 
Ind. 15: Remote User per Capita Usage of the Library 

 
This shows that the most useful IFLA indicators, for the Library Users 

Questionnaire are: Indicators 1, 3, 4, 7 and 15. 
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Evaluating Library Functions According to Lancaster 
According to Lancaster a library generally, is organised into technical services, 
and public services.123 The technical services are to do with the bibliographic 
resources and to provide a bridge between these resources and the user. The 
public services, on the other hand, interface directly with the user and provide 
a bridge between the user and resources. Libraries are involved primarily in 
acquiring materials and storing them (collection or stock), identifying and 
locating them (cataloguing and shelving, i.e. tools) and presenting these 
materials (service) to the library user in a variety of forms. These three 
activities are interrelated and all must be considered in any overall evaluation 
of the library. 

The second attempt is to analyse if Lancaster’s three facets are being 
considered in the Library Usage Questionnaire (LUQ). I will again be setting 
the LUQ questions against three facets, stock, tools and services to examine 
their content and thereby Survey’s validity. The numbers are equivalent to the 
numbers in the questionnaire. 

Facet One: Stock - Collection 
There are seven questions, which have to do with the acquisition and storage 
issues directly or indirectly. 

 2. What is your main area of interest? 
 7. In the past two years, have you borrowed a book, a journal, requested 
photocopy, made an inquiry, and used the archives, manuscripts 
collections, the drawings collections or the Linnaean scientific collections. 
Please tick all that apply. 
16. Do you request loans for books included in the Accessions list in the 
Linnean newsletter? 
23. In which languages should the Library collect material? 
24. In which subject areas should the Library concentrate its collection 
policy? 
25. Please list any journals not currently received, which you think the 
Library should receive. 
Outcome: A total of 24 per cent deals with either stock or collection of the 

Library. This indicates that the facet of acquisition and storage stock has been 
taken into consideration. 

                                                 
123 Lancaster, 1977, p. 9. 
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Facet Two: Tools – Cataloguing, Shelving 
Seven questions falls under this feature. These questions have either to do with 
the shelving on the display table, to find a book on shelf in the Reading Room 
or the cataloguing. 

15. Is it easy for you to find the latest copies of the journals you need on 
the display table? Yes, No. If you ticked ‘No’, please comment. 
17. Do you look at recent book accessions when you visit the Reading 
Room? Often, very infrequently, never. 
18. Do you use the current card catalogue? Yes, No. If you ticked ‘No’, 
please comment. 
19. If you ticked ‘Yes’, do you find it easy to use? 
20. Is it easy for you to browse the shelves in the Reading Room and find 
the books you want, without help from Library staff? 
21. Is it easy for you to browse the open shelves in the Lower Gallery and 
find books you want, without help from Library staff? 
22. Do you use the journal stacks in the basement to find older journals? 
Outcome: This facet balances with the previous one. A total of 24 per cent 

deals with either cataloguing or shelving. 

Facet Three: Presentation to User – Services 
There are eleven questions that have to do with the services, in-house usage or 
remote use. 

3. Have you ever used the Linnean Society Library? If you ticked ‘No’, 
please comment. 
4. If you ticked ‘Yes’, what is your typical frequency of use? 
5. Have you used the Library by personal visit, phone, fax, post or e-mail? 
Please tick all that apply. 
6. Do you write, phone or e-mail request for books and journals before 
your visit? 
8. Overall, how would you rate the service you have received from the 
Library? 
9. Have you used the Library’s pages on the Society website for 
information? 
10. Have you found them useful? If you ticked ‘No’, please give your 
reasons. Yes, No. If you ticked ‘No’, please give your reasons. 
11. Is the lightning bright enough for you to work comfortably? Too 
bright, too dark, just right. 
12. Is the Library warm enough? Too cold, too hot, just right. 
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13. Is the Library too noisy? Yes, No. 
14. Are the hours of opening adequate for your needs? Yes, No. If you 
ticked ‘No’, please comment. 
Outcome: Though there are no direct questions regarding service, except 

one, that is number eight, a total of 37 per cent has to do with the service in one 
form or another. 

Summary of Findings 
The analysis of three facets has shown that there is a balance between facet one 
and two with the total rate of 24 per cent. Facet three weighs more compared to 
other two facets. Three questions, 27, 28 and 29, are overlapping between 
technical and public services. These questions come under the section Looking 
to the Future. The user is asked to give their expected service on usage of the 
Library, Library facilities, improvements of collections, or services and Library 
information on the website. Only one question, about the status of the user, 
could not be placed in any of these facets. In total 86 per cent of the questions 
in the Library Users Survey deal with Lancaster’s three facets of library 
activities.  

By connecting the three facets given by Lancaster with the sections of the 
LUQ, the following appears: 
 
Facet One: Stock – Collection About You, About Your Usage of the 

Library, Facilities, Library Stock. 
Facet Two: Tools – Cataloguing Facilities, Finding Material 
Facet Three: Presentation to user About Your Usage of the Library, 

Library Environment and Facilities. 
 
This shows that all three Library facets given by Lancaster have been 

accommodated in the Questionnaire. However, Facet three, Presentation to 
user, covers more questions. 

The SERVQUAL Dimensions 
One of the activities on which its user evaluates a library is the quality of 
service given to them. Zeithaml et al. in their empirical study demonstrated 
that […] service quality (SERVQUAL) is a subject that one can grab hold of, 
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understand, and do something about.124 The SERVQUAL instrument is a 
questionnaire consists of 22 pairs of statements. The first set measures the 
user’s expectations. The second set of 22 statements measures the respondent’s 
perceptions of level of service given. In addition, the questionnaire includes a 
section in which participants are asked to allocate 100 points among 
descriptions of the five dimensions to indicate how important each is when 
they evaluate the quality of library service.125 The five dimensions are as 
follows: 

• Tangibles: Appearance of physical facilities, equipment, personnel, and 
communication materials. 

• Reliability: Ability to perform the promised service dependably and 
accurately. 

• Responsiveness: Willingness to help customers and provide prompt 
service. 

• Assurance: Knowledge and courtesy of employees and their ability to 
convey trust and confidence. 

• Empathy: Caring, individualized attention the firm provides its 
customers. 

The third attempt to evaluate Library Usage Questionnaire’s validity and 
the quality of its questionnaire is to measure the questions against these five 
dimensions, which were regarded to be most important of service quality. 

 
Tangibles: Fourteen questions could be placed here. 
7. In the past two years, have you borrowed a book, a journal, requested 
photocopy, made an inquiry, and used the archives, manuscripts 
collections, the drawings collections or the Linnaean scientific collections. 
Please tick all that apply 
9. Have you used the Library’s pages on the Society website for 
information? 
10. Have you found them useful? If you ticked ‘No’, please give your 
reasons. Yes, No. If you ticked ‘No’, please give your reasons. 
11. Is the lightning bright enough for you to work comfortably? Too 
bright, too dark, just right. 
12. Is the Library warm enough? Too cold, too hot, just right. 
13. Is the Library too noisy? Yes, No. 

                                                 
124 Zeithaml, et al. 1990, p. x. 
125 See Appendix 3. 
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17. Do you look at recent book accessions when you visit the Reading 
Room? Often, very infrequently, never. 
18. Do you use the current card catalogue? Yes, No. If you ticked ‘No’, 
please comment. 
19. If you ticked ‘Yes’, do you find it easy to use? 
20. Is it easy for you to browse the shelves in the Reading Room and find 
the books you want, without help from Library staff? 
21. Is it easy for you to browse the open shelves in the Lower Gallery and 
find books you want, without help from Library staff? 
22. Do you use the journal stacks in the basement to find older journals? 
27. What would encourage you to use the Library? 
28. Are there any services or facilities the Library should be providing? 
Outcome: A total rate of 48.3 per cent of the questions was classed under 

this dimension. These questions concern equipment, personnel, and physical 
facilities or communication materials. 

 
Reliability: Six questions could be placed in this dimension. 
3. Have you ever used the Linnean Society Library? If you ticked ‘No’, 
please comment. 
4. If you ticked ‘Yes’, what is your typical frequency of use? 
5. Have you used the Library by personal visit, phone, fax, post or e-mail? 
Please tick all that apply. 
6. Do you write, phone or e-mail request for books and journals before 
your visit? 
15. Is it easy for you to find the latest copies of the journals you need on 
the display table? Yes, No. If you ticked ‘No’, please comment. 
16. Do you request loans for books included in the Accessions list in the 
Linnean newsletter? 
Outcome: A total rate of 20.7 per cent came under this dimension. The 

questions are mostly on the users’ visits, where the Library is supposed to be 
performing the service. 

 
Responsiveness: Seven questions concern the Library’s willingness to 
help the users. 
8. Overall, how would you rate the service you have received from the 
Library? 
14. Are the hours of opening adequate for your needs? Yes, No. If you 
ticked ‘No’, please comment. 
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23. In which languages should the Library collect material? 
24. In which subject areas should the Library concentrate its collection 
policy? 
25. Please list any journals not currently received, which you think the 
Library should receive. 
26. Please list any journals currently received, which you think are not 
need. 
29. What Library information do you think should be on the Society’s 
website?  
Outcome: Seven questions were classified as responsiveness and the total 

rate was 24.1 per cent. These questions indicate a willingness to help the users 
in several ways.  

 
Assurance: There was not a single question under this dimension. 
 
Empathy: Two questions came into this category. 
1. Are you a Fellow, an Associate, a Student Member, not a Member. 
2. What is your main area of interest? 
Outcome: A total rate of 6.9 per cent came under this dimension. These 

questions are limited to the identity of the user and his or her main interest. 
Empathy thereby focuses on the caring and giving of individualised attention. 

Summary of Findings 
The customers use the five dimensions in SERVQUAL to give an overall score 
for perceived service quality. The purpose for applying these five dimensions 
to the LUQ is to see if any these can be traced in the contents of the 
questionnaire. It is interesting to note that the number of questions relating to 
Tangibles is higher than the dimensions Responsiveness and Reliability. The 
dimension Empathy had the lowest number of questions. There was not a 
single question, which covered Assurance since the LUQ focus on the 
operation of the Library as a whole, whereas assurance has to do with the skills 
of employees. In the study by Zeithaml et al. the customers participating in the 
surveys, ranked Reliability as the most important contributor to service quality 
and Tangibles to be the least important. 126 However, the outcome in LUQ is the 
opposite. 

                                                 
126 Zeithaml, et al. 1990, p.26. 
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By connecting the five dimension of the SERVQUAL instrument with the 
sections of the LUQ, the following appears: 
 
Dim. 1: Tangibles About Your Usage of the Library, 

Library Environment, Facilities, 
Finding Material, Looking to the 
Future. 

Dim. 2: Reliability About Your Usage of the Library, 
Facilities. 

Dim. 3: Responsiveness About Your Usage of the Library, 
Facilities, Library Stock, Looking to 
the Future. 

Dim. 4: Assurance NONE 
Dim. 5: Empathy About You. 

 
This shows that the number of questions relating to Tangibles is higher 

than any other dimension in the LUQ. 
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Analysis and Discussion 

The aim of my study was to evaluate the overall quality of the Library Users 
Questionnaire (LUQ), used in a Survey, which was conducted at the Linnean 
Society of London Library in 2002. Below are the three questions I intended to 
reply. The outcome from the investigation will be connected with the 
theoretical framework outlined in Chapter two. 

Analysis 

What is the Linnean Society of London and its Library? 
The Linnean Society of London is a learned society, which promotes the 
science of Natural History in all its branches. The Society has its roots in the 
eighteenth century tradition and is over conscious of its history.127 The Society 
is organised by the Council, Committees and Fellowship. The three valuable 
possessions of the Society are its Rooms, its presence in central London and its 
Library.128 The Society takes pride in having acquired the collection of Carl 
Linnæus and is thereby known for its rare and unique material. The Library has 
mostly closed stacks and much of the collection is accessible only to staff 
members. The Library is open to the public, but non-Members cannot borrow 
books. 

The main task of the Library, according to the Rules made by the Council, 
is to restore and make available the collections, archives and manuscripts, for 
research, for Fellows and non-Members. Fellows are the main scientific and 
financial support of the Society. For the first 90 years the Society allotted less 
than 5 per cent of the total annual expenditure on the Library. Today an 
average of 18 per cent of the Society’s annual income is allotted to the Library. 
Thinking of inflation not much development has taken place in this area. 
Taking into consideration the Library’s rare and unique material, this is 
explicable. However, it does not exclude the fact that the Society has an 
                                                 
127 Berry, 1983, p. 343. 
128 Berry, 1983, p. 346. 
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obligation to see that it meets the demands of the Fellows and their requirement 
in having access to the Library, a better environment in the Reading Room and 
improvements in presentation of the material i.e. shelving and cataloguing. 

How successful is the Library Usage Questionnaire as performance 
measurement in relation to the established guidelines and standards? 

To be able to answer this question, I have set the Library Usage Questionnaire 
(LUQ) against the IFLA indicators, thereby determining the quality of the 
questionnaire. 

The results of this investigation have shown that more than 50 per cent of 
the IFLA indicators were not applicable to LUQ. Out of 17 IFLA-indicators 
only five covered 21 questions from LUQ. Of all the applicable indicators, 
Market Penetration (Indicator 1) scored the highest number of questions. Its 
aim is to determine the users’ acceptance of the services given by the Library. 
Question seven generated an enormous information and special attention in 
fulfilling the indicator’s aim. Only 14 per cent of Fellows has made use of the 
Library, in one form or the other, while 53 per cent of Fellows visited the 
Library very rarely. Why the Fellows do not use the Library is unimportant, the 
important issue is a low frequency of the Library usage. There is a discrepancy 
between the results and the comments on the Opening hours (Indicator 2). 
According to 79 per cent of Fellows the opening hours were adequate. If the 
question had been formulated as suggested by IFLA, then there would have 
been a possibility of a high rate of preference for additional opening. Six 
questions from the LUQ could not be placed under any of the IFLA indicators. 

Though the questions on Collection Use (Indicator 4) were limited to in-
house use of the Library, it was an eye-opener for the Library. If we ignore the 
fact that the use of word browse used in the LUQ is inappropriate for the 
closed stacks in the Reading Room, 72 per cent of the respondents had problem 
in finding the material. There are three important factors, which Fellows 
(users) are concerned with: accessibility to the Library (Indicators 1, 2 and 15), 
organisation of the material (Indicator 4) and the catalogue information 
(Indicator 7). 

What other methods can be used to evaluate the LUQ? 
Two other methods used to evaluate the LUQ are based on the three functions 
of a library given by Lancaster and the five dimensions used in SERVQUAL. 

The 29 questions in the Survey were placed under Lancaster’s three facets, 
collection, cataloguing and service to evaluate LUQ. The outcome, when 

 83



applying this method showed a balance of 24 per cent of the LUQ questions, 
both in the facets of collections and cataloguing whereas 37 per cent of the 
questions were concerned with the public services. 

The second method, which was used for evaluating the LUQ was the 
dimensions of the SERVQUAL instrument. These five dimensions, Tangibles, 
Reliability, Responsiveness, Assurance and Empathy are considered by 
customers to be the most important for service quality. The purpose of setting 
these dimensions against LUQ was to find out if any of these were prominent 
in the questionnaire. It is worth noting that the number of questions in 
dimension Tangibles was the highest. Dimensions Reliability and 
Responsiveness were almost the same with a small difference. Empathy had 
the lowest number of questions and Assurance had none. 

To conclude the Library Usage Questionnaire had a total response rate of 
13.9 per cent. The purpose of the survey was only to evaluate the operation of 
the Library. The formation of the questionnaire with open questions gave the 
Fellows an opportunity to comment on their difficulties, experienced in the 
Library. In spite of the low response rate and the Survey being restricted to the 
Fellows a lot of information is generated from the comments given in the LUQ. 
This gives a clear picture that the Library is neither an academic library with 
special books nor a museum with a rare collection but a learned society. This 
can be one possible reason why the IFLA Guidelines could not fully meet the 
questions in the Survey. However, the outcome of LUQ has potential 
information for improvements in operating the Library if measures are taken. 

Discussion 
The literary survey on performance measurement has shown that two elements 
are required to conduct a library survey - the objectives and relevant indicators 
for measuring the performance of library activities. Performance indicators 
indicate that, which is to be measured, and if there is a need for change or 
development. Measurement is used on library resources, activities, services and 
the impact of library. Two other elements, which determine the validity and 
reliability of the survey, are the sampling and the collection of the data. 
Samples have to be derived accurately and data must be critically examined. 

The aim of this study was to examine if the Library Usage Questionnaire 
had the required elements and the validity of indicators. To be able to give an 
unbiased judgement, the IFLA Guidelines for measuring the quality were 
chosen as the method to evaluate the questionnaire of the Library Usage 
Survey. IFLA’s Guidelines were compared with the LUQ. The result showed 
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that ten indicators out of 17 were not applicable to the LUQ. However, the 
IFLA Guidelines lacked indicators for questions regarding the Library 
Environment and Users Expectations for the Future. The low rate of 
applicability could mean that either the IFLA Guidelines are not applicable to 
all types of libraries as they claim to be, or there is some deficiency in the 
questionnaire itself. To find out the reasons, I decided to use two additional 
methods, which evaluate the activities of the library in a broader sense. 

According to Lancaster, collections, tools and service, are the three 
measures, which must be considered in any overall evaluation of the library. 
By placing the LUQ under these three activities I came to the conclusion that 
there was a balance between, the questions concerning collections and tools 
whereas service weighed more. The other method I chose was the five 
dimensions of the SERVQUAL instrument. Since these dimensions have been 
applied to library science I wanted to see if any of these could be traced in the 
contents of the questionnaire. The outcome showed that the number of 
questions relating to Tangibles was the highest. 

If we set aside for a moment the IFLA Guidelines and other methods used 
and focus on the LUQ from its own context, and ask: How far were the LUQ 
objectives achieved? There is a discrepancy in the process of measurement, 
e.g. there are two different questionnaires with 21 and 29 questions (see 
appendix 1 and 2). Moreover, some of the questions have been added while 
some were modified. In spite of this LUQ has generated enormous information. 
Through the comments made by Fellows we come to know, not only about the 
Library and its operation but also about the Society and its interest in the 
development of the Library. Comments of respondents from the open question 
in the questionnaire are one way of telling authorities, what is important, 
within an organisation. These comments, according to Van House, is a 
conversation that we have about making the sense.129 If we reflect on these 
comments one obvious conclusion is that the Library had been given a very 
low priority by the Society. Based on comments from the open questions, it is 
possible to say that the LUQ has achieved its objectives. 

Finally, according to the IFLA Guidelines, it is important to see that the 
results of the measurement process are incorporated into the working 
procedures of the library. The results must be presented to a wider public and 
especially the users (Fellows) who have taken part in the Survey have the right 

                                                 
129 Van House, 1995, p. 3. 
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to know the outcome no matter if the results are worse than expected. When 
the Linnean Society of London Library Survey was completed, the Fellows 
were informed through its Annual Report of 2002, that a working group has 
been established to review the strengths and weaknesses of the Library. 
However, there is no mention if the Fellows, who had taken part in the Survey, 
actually were informed of the outcome. 

After all performance measurement, says Cullen, is a social construct. This 
makes an organisation free to adopt a system of measurement, which serves its 
purpose best. Each library has its own internal principles and imposes its own 
discourse. Some libraries are reinventing themselves and some libraries, 
according to Cullen, are trapped by their own histories. Considering the three 
valuable possessions, which the Society is proud of, it is possible to categorise 
the Linnean Society of London, in one of the organisational model proposed by 
Cullen, to be an organisation, which is strong on resolve and has strong 
leadership might still not have a very strong customer focus. It might focus on 
its collections, its buildings and on gaining yet more resources of this kind, 
while neglecting to examine and increase its outputs. 130

However, what Robert J. Berry said in his presidential address twenty 
years ago still remains, that it is pointless for the Library to be a 
comprehensive lending library as it was in the early days of the Society. 131 
Since then Presidents have come and gone but no measures have been taken to 
change the situation of the Library. The Library itself, as Berry remarks, would 
be able to develop much more as a resource centre,132 which operates by the 
maxim just in time and just for you. Adopting this maxim would help the 
Society to change its focus from seeing the Library as a mere object of 
possession to a social construct, with the strong resolution to meet its users’ 
demand and move towards that purpose. 

It is now two years since the Library Usage Survey was conducted. The 
Society consists of different memberships. It would be of importance for the 
Society to know how all it’s Members perceive the overall Library service. It 
would be advisable that the Library conducts a new survey, however, this time, 
based on the IFLA Guidelines or using the SERVQUAL questionnaire (see 
Appendix 3) since these methods have a potential of generating important 
information. 

                                                 
130 Cullen, 1998, p. 11. 
131 Berry, 1983, p. 347. 
132 Berry, 1983, p. 347. 
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Summary 

I started with an assumption that the Linnean Society of London Library is an 
academic institution. Thinking that the theory of performance measurement for 
an academic library would be applicable, I opted for IFLA Guidelines for its 
world wide use to all types of academic libraries irrespective of size, 
automated or not, with free access or closed stacks. The investigation of the 
IFLA Guidelines against the LUQ showed a very low rate of applicability. This 
outcome made me search for other, complementary methods. 

Wilfrid Lancaster’s book written for the Graduate School of Library 
Science indicated a possibility of evaluating LUQ against three main activities 
a library is involved with, i.e. acquisition of stock, organisation of tools and 
presentation of services. The outcome showed a balance of the questions in 
LUQ regarding facet one and two, while facet three covers more questions. 

However, I wanted to use a method, SERVQUAL, which has no roots in 
librarianship but has been used in evaluating library services. SERVQUAL is a 
complex method, based on a seven point Likert scale, originally from 
Marketing and developed for evaluating service in companies. It has three 
different questionnaires while the LUQ consist of one questionnaire with open 
and closed questions and lacks the Likert scale. Therefore, I had to modify the 
method and only use a limited part of SERVQUAL. Five dimensions were 
applied to the LUQ. The highest numbers of questions were classified under 
the Tangibles thereby validating the purpose of LUQ. Having given Tangibles 
more importance in the Questionnaire this closes the circle of the investigation, 
which started with the purpose of reviewing the operation of the Library. 

The Linnean Society of London has a rare and unique collection. It takes a 
pride in having acquired Carl Linnæus’ collections, which consists of his 
herbarium, manuscripts and library thereby making the Library unique too. The 
outcome of my study has shown a low applicability of LUQ to the IFLA 
Guidelines, and an average response to the other methods. However, the 
comments of the Fellows in Library Usage Questionnaire have given an insight 
in the Society’s role concerning its Library. 
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Appendices 

1. LIBRARY USAGE QUESTIONNAIRE (21 questions). 
Please tick boxes and comment where necessary. 

About You 
 
1. Are you 
 
A Fellow                      � 
An Associate              � 
A Student Member      � 
Not a Member             � 
 
2. What is your main area of interest? 
 
 

 

 

About Your Usage of the Library 
 
3. Have you ever used the Linnean Society Library? 
 
Yes                           � 
No                            � 
 
If you ticked ‘No’, please give your reasons. 
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4. If you ticked ‘Yes’, what is your typical frequency of use? 
 

Weekly     � 
Monthly � 
A few times a year � 
Very infrequently � 

5. Have you used the Library by: 
Please tick all that apply. 
 
Personal visit  � 
Phone   � 
Fax   � 
Post   � 
Email   � 
 
6. In the past two years, have you: 
Please tick all that apply. 
 
Borrowed a book    � 
Borrowed a journal    � 
Requested a photocopy    � 
Made an inquiry    � 
Used the archives    � 
Used the manuscripts collections   � 
Used the photographic collections   � 
Used the drawings collections   � 
Used the Linnaean scientific collections  � 
 
7. Overall, how would you rate the service you have received from the Library? 
 
Good   � 
Fair   � 
Poor   � 
Please comment. 
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Library Environment 
 
8. Is the lighting bright enough for you to work comfortably? 
 
Too bright � 
Too dark  � 
Just right  � 
 
 
9. Is the Library warm enough? 
 
Too cold  � 
Too hot  � 
Just right  � 
 
10. Is the Library too noisy? 
 
Yes  � 
No  � 
 

Facilities 
 

11. Are the hours of opening adequate for your needs? 
 
Yes   � 
No   � 
 

If you ticked ‘No’, please comment. 
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12. Is it easy for you to find the latest copies of the journals you need on the 
display table? 

 
Yes   � 
No   � 
    
If you ticked ‘No’, please comment. 
 

 

 

 

Finding Material 
 

13. Do you use the current card catalogue? 
 
Yes   � 
No   � 
 
If you ticked ‘No’, please comment. 
 

 

 

 
 

14. If you ticked ‘Yes’, do you find it easy to use? 
 
Yes   � 
No   � 
 
If you ticked ‘No’, please comment. 
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15. Is it easy for you to browse the shelves and find the books you want, 
without help from Library staff? 

 
Yes   � 
No   � 
 
If you ticked ‘No’, please comment. 
 

 

 

 

Library Stock 
 

16. In which languages should the Library collect material? 
 
English only  � 
European languages  � 
All languages  � 
 
 
17. In which subject areas should the Library concentrate its collection 

policy? 
 
Taxonomy  � 
Systematics  � 
Flora   � 
Fauna   � 
Evolution   � 
Conservation  � 
History of science  � 
Others  (Please list)  � 
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18. Please list any journals not currently received, which you think the 
Library should receive. 

 

 

 

 
 

19. Please list any journals currently received, which you think are not needed. 
 

 

 

Looking to the Future 
 

20. What would encourage you to use the Library? 
 
Improved access to the collections  � 
Improvements to the collections  � 
Better facilities   � 
More congenial working environment  � 
Any other comments 
 

 

 

 
21. Are there any services or facilities the Library should be providing? 

 

 

 

 
     If you would like a response from the Library, please print your name here. 
 

Thank you for completing this questionnaire. Please, return it to Cathy Broad, 
the Assistant Librarian, within two weeks (email: cathy@linnean.org). 
 

Source: The Linnean Society of London Library. 
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2. LIBRARY USAGE QUESTIONNAIRE (29 questions). 

Section 1. About You 
 
Please tick boxes and comment where necessary. 

 
1. Are you? 

A Fellow                     � 
An Associate              � 
A Student Member     � 
Not a Member            � 
 

2. What is your main area of interest? 

Section 2. About Your Usage of the Library 
 
3. Have you ever used the Linnean Society Library? 

Yes � 
No � 
If you ticked ‘No’, please give your reasons. 

 
4. If you ticked ‘Yes’, what is your typical frequency of use? 

Weekly     � 
Monthly  � 
A few times a year � 
Very infrequently � 

 
5. Have you used the Library by? 

Please tick all that apply. 
Personal visit � 
Phone  � 
Fax  � 
Post  � 
Email  � 
 

*6. Do you write, phone or e-mail requests for books and journals before you 
visit? 

Yes � 
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No � 
 
7. In the past two years, have you  

Please tick all that apply. 
 
Borrowed a book   � 
Borrowed a journal   � 
Requested a photocopy  � 
Made an inquiry   � 
Used the archives   � 
Used the manuscripts collections  � 
Used the photographic collections  � 
Used the drawings collections  � 
Used the Linnaean scientific collections � 

 
8. Overall, how would you rate the service you have received from the 
Library? 

Good � 
Fair � 
Poor � 
Please comment. 

*9. Have you used the Library’s pages on the Society’s website for 
information? 

Yes � 
No � 

 
*10. Have you found them useful? 

Yes � 
No � 

If you ticked ‘No’, please give your reasons. 

Section 3. Library Environment 
 
11. Is the lighting bright enough for you to work comfortably? 

Too bright � 
Too dark  � 
Just right  � 
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12. Is the Library warm enough? 

Too cold  � 
Too hot  � 
Just right  � 

13. Is the Library too noisy? 
Yes � 
No � 

Section 4. Facilities 
 
14. Are the hours of opening adequate for your needs? 

Yes � 
No � 

If you ticked ‘No’, please comment 

15. Is it easy for you to find the latest copies of the journals you need on the 
display table? 

Yes � 
No � 

If you ticked ‘No’, please comment 

*16. Do you request loans for books included in the Accessions list in the 
Linnean newsletter? 

Often      � 
Very infrequently � 
Never  � 

*17. Do you look at recent book accessions when you visit the Reading Room? 
Often               � 
Very infrequently � 
Never               � 

 

Sections 5. Finding Material 
 
18. Do you use the current card catalogue? 
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Yes � 
No � 

If you ticked ‘No’, please comment. 

19. If you ticked ‘Yes’, do you find it easy to use? 
Yes � 
No � 

If you ticked ‘No’, please comment. 
 

20. Is it easy for you to browse the shelves in the Reading Room and find the 
books you want, without help from Library staff? 

Yes � 
No � 

If you ticked ‘No’, please comment. 

*21. Is it easy for you to browse the open shelves in the Lower Gallery and 
find books you want, without help from Library staff? 

Yes � 
No � 

If you ticked ‘No’, please comment. 

*22. Do you use the journal stacks in the basement to find older journals? 
Yes � 
No � 

If you ticked ‘No’, please comment 

Section 6. Library Stock 
 
23. In which languages should the Library collect material? 

English only � 
European languages � 
All languages � 

24. In which subject areas should the Library concentrate its collection policy? 
Taxonomy � 
Systematics � 
Flora  � 
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Fauna  � 
Evolution � 
Conservation � 
History of science � 
Others  (Please list) � 

25. Please list any journals not currently received, which you think the Library 
should receive. 

26. Please list any journals currently received, which you think are not needed. 

Section 7. Looking to the Future. 
 
27. What would encourage you to use the Library? 

Improved access to the collections  � 
Improvements to the collections  � 
Better facilities   � 
More congenial working environment � 
Any other comments 
 

28. Are there any services or facilities the Library should be providing? 
 
 

*29. What Library information do you think should be on the Society’s 
website? 

 
 

If you would like a response from the Library, please print your name here. 
 
 

Thank you for completing this questionnaire. Please, return it to Cathy Broad, 
the Assistant Librarian, within two weeks (email: cathy@linnean.org). 
 
 

Source: The Linnean Society of London Library. 
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3. The SERVQUAL Questionnaire 
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Source: Zeithaml, Valarie A., Parasuraman, A. & Berry, Leonard, L. (1990) Delivering 
Quality Service. Balancing Customer Perceptions and Expectations, p. 180-186. 
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