STATE LIBRARY

Annual Performance Progress Report (APPR)
for Fiscal Year 2005-06

2007-09 Budget Form 107BF04c

Due: September 30, 2006

Submitted: September 21, 2006

To obtain additional copies of this report, contact Name of Agency at agency phone and address, or visit http://www.oregon.gov/DAS/OPB/GOVresults.shtml#Annual_Performance_Reports.

Agency Mission 

The mission of the Oregon State Library is to provide quality information services to Oregon state government, provide reading materials to blind and print-disabled Oregonians, and provide leadership, grants, and other assistance to improve local library services for all Oregonians.
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Purpose of Report
The purpose of this report is to summarize the agency’s performance for the reporting period, how performance data are used and to analyze agency performance for each key performance measure legislatively approved for the 2005-07 biennium. The intended audience includes agency managers, legislators, fiscal and budget analysts and interested citizens.
1. PART I: EXECUTIVE SUMMARY defines the scope of work addressed by this report and summarizes agency progress, challenges and resources used.
2. PART II: USING PERFORMANCE DATA identifies who was included in the agency’s performance measure development process and how the agency is managing for results, training staff and communicating performance data.
3. PART III: KEY MEASURE ANALYSIS analyzes agency progress in achieving each performance measure target and any corrective action that will be taken. This section, the bulk of the report, shows performance data in table and chart form.

KPM = Key Performance Measure
The acronym “KPM” is used throughout to indicate Key Performance Measures. Key performance measures are those highest-level, most outcome-oriented performance measures that are used to report externally to the legislature and interested citizens. Key performance measures communicate in quantitative terms how well the agency is achieving its mission and goals. Agencies may have additional, more detailed measures for internal management. 

Consistency of Measures and Methods
Unless noted otherwise, performance measures and their method of measurement are consistent for all time periods reported.

	2007-09 KPM#
	2007-09 Key Performance Measures (KPMs) 
	Page #

	1
	RESEARCH TRANSACTIONS – Number of research assistance transactions for state employees.
	6

	2
	STATE EMPLOYEE INFORMATION CENTER USERS – Percent of state employees registered to use the State Employee Information Center website.
	7

	3
	COST PER CONTACT – Cost per state employee contact.
	8

	4
	TALKING BOOK AND BRAILLE SERVICES USERS – Number of individuals registered to receive Talking Book and Braille Services.
	9

	5
	PERCENT OF ELIGIBLE USERS – Percent of eligible users who are registered for Talking Book and Braille Services.
	10

	6
	TALKING BOOK AND BRAILLE BOOK CIRCULATION– Number of talking books and Braille books checked out per year.
	11

	7
	COST PER CIRCULATION – Cost per circulation of talking books and Braille books.
	12

	8
	USE OF BEST PRACTICES IN SERVING CHILDREN – Percent of public library grantees incorporating best practices in their services to children.
	13

	9
	USE OF THE OREGON.GOV SEARCH ENGINE – Average daily visits to the search engine for Oregon.gov.
	14

	10
	USE OF LIBRARY DATABASES – Average daily visits to Library-funded databases.
	15

	11
	USE OF THE OREGON SCHOOL LIBRARY INFORMATION SYSTEM – Average daily visits to the Library-funded Oregon School Library Information System.
	16

	12
	USE OF L-NET – Average daily visits to the Library-funded L-net e-reference website.
	17

	13
	PERCENT OF FUNDS USED TO TARGET UNSERVED AND UNDERSERVED – Percent of competitive Library Services and Technology Act grant dollars awarded annually to build capacity in unserved and underserved areas.
	18

	14
	CUSTOMER SATISFACTION WITH SERVICE TO UNSERVED AND UNDERSERVED – Percent of customers rating satisfaction “good” or “excellent” with grants and services targeting unserved and underserved Oregonians.
	19

	15
	CUSTOMER SATISFACTION – Percent of customers rating their satisfaction with agency’s customer service as “good” or “excellent”: overall customer service, timeliness, accuracy, helpfulness, expertise and availability of information
	20


	Contact:
Jim Scheppke, State Librarian
	Phone:
503-378-4367

	Alternate:  Keith Adams, Business Manager
	Phone:
503-378-3870


1. SCOPE OF REPORT

The scope of this report includes all State Library program units providing service to external customers: Government Research and Electronic Services, Library Development Services and Talking Book and Braille Services (corresponding to the three-part agency mission above).
2. THE OREGON CONTEXT 
The State Library’s mission addresses two Oregon Benchmarks and four High Level Outcomes adopted by the State Library Board of Trustees:

· OBM #38
Percent of Oregonians served by a public library that meets minimum service criteria.

· OBM #18
Percent of Oregon children entering school ready-to-learn.

· HLO #1
Oregon state government employees use information from the State Library for planning, decision-making, and service delivery.

· HLO #2
Oregonians with print-related disabilities have the same access to library reading materials as other Oregonians.

· HLO #3
Oregonians make use of Oregon.gov to obtain information about their state government and use government services.

· HLO #4
Oregonians make use of the digital library information and services provided by their local library.

3. PERFORMANCE SUMMARY

	KPM Progress Summary
	Key Performance Measures (KPMs) with Page References
	# of KPMs

	KPMs MAKING PROGRESS
at or trending toward target achievement
	Research Transactions (page 6), State Employee Information Center Users (page 7), Cost Per Contact (page 8), Talking Book and Braille Book Circulation (page 11), Use of the Oregon.gov Search Engine (page 14), Use of Library Databases (page 15), Use of the Oregon School Library Information System (page 16), Use of L-net (page 17), Percent of Funds Used to Target Unserved and Underserved (page 18).
	9

	KPMs NOT MAKING PROGRESS
not at or trending toward target achievement
	Talking Book and Braille Services Users (page 9), Percent of Eligible Users (page 10), Cost Per Circulation (page 12).
	3

	KPMs - PROGRESS UNCLEAR
target not yet set 
	Use of Best Practices in Serving Children (page 13), Customer Satisfaction with Service to Unserved and Underserved (page 19), Customer Satisfaction (page 20).
	3

	Total Number of Key Performance Measures (KPMs)
	15


4. CHALLENGES  

	Mission
	 Challenges

	Provide quality information services to Oregon state government.
	· Our ability to provide information services to over 30,000 state employees with limited staff depends on our ability to employ the latest web-based library technology, enabling a high degree of self-service to access information resources.

· We need to build greater awareness among state employees about the extent to which the State Library can assist them to be more efficient and productive.

· Our ability to continue to deliver quality search results for users of Oregon.gov depends on maintaining effective partnerships with the Department of Administrative Services, E-government staff and agency staff involved with E-government efforts.

	Provide reading materials to blind and print-disabled Oregonians.
	· There needs to be greater public awareness about the availability of Talking Book and Braille Services.

· Our cassette-based talking book technology, supplied by the Federal government, is rapidly becoming obsolete and is not due to be replaced until 2008.

	Provide leadership, grants, and other assistance to improve local library services for all Oregonians.
	· Small and rural public libraries need to develop websites in order to be able to able to provide Library-funded databases and e-reference services to their communities.

· The continued development of the Library-funded Oregon School Library Information System depends on maintaining a strong partnership with the Oregon Educational Media Association and the Oregon Department of Education.

· The State Library needs to continue to commit significant amounts of Federal Library Services and Technology Act funds to addressing Oregon Benchmark #38, so long as 20% of Oregonians do not have adequate public library services.


5. RESOURCES USED AND EFFICIENCY

The State Library’s budget for 2005-06 totaled $7,184,308. We have two efficiency measures. KPM #3 (p. 6) tracks the cost per state employee contact, and KPM #7 (p. 10) tracks the cost per circulation of talking books and Braille books. We achieved a major reduction in the cost per state employee contact from $9.80 to $4.92 by introducing new services that increased contacts significantly. Because our circulation of talking books and Braille books was down 3% this year and our costs increased, the cost per circulation increased from $1.67 to $1.84. The State Library completed a report on twelve areas where significant efficiencies have been recently achieved in our agency. A copy of the report, entitled “Efficiencies at the Oregon State Library: 2006,” is available on our website: http://oregon.gov/OSL/.

	Contact:
Jim Scheppke, State Librarian
	Phone:
503-378-4367

	Alternate:  Keith Adams, Business Manager
	Phone:
503-378-3870


	The following questions indicate how performance measures and data are used for management and accountability purposes.

	1 INCLUSIVITY

Describe the involvement of the following groups in the development of the agency’s performance measures.
	· Staff:  The State Library is a team-based organization that involves staff at all levels in decision-making. Managers and classified staff are represented on the State Library Board Budget Committee that develops our performance measures.

· Elected Officials: Performance measures for 2005-07 were approved by the Legislative Assembly and the Governor.

· Stakeholders: The Oregon Library Association and the Oregon Educational Media Association are asked for their feedback about agency performance measures.

· Citizens: The Talking Book and Braille Services Advisory Council and the Library Services and Technology Act Advisory Council are two citizens groups that advise the State Library Board about performance measures and other matters.

	2 MANAGING FOR RESULTS

How are performance measures used for management of the agency? What changes have been made in the past year?
	Performance measures are reviewed by the State Library Board of Trustees and the State Library staff on a quarterly basis and discussions are held about ways in which performance can be improved. Some examples of improvements made in 2005-06 are:

· Developed new daily news service in Government Research and Electronic services to increase contacts and lower costs (KPM #1, #3).

· Launched a project to improve the design and content of the State Employee Information System website (KPM #2).

· Launched a radio and television advertising campaign for Talking Book and Braille Services in cooperation with the Oregon Association of Broadcasters (KPM #4, #5, #6, #7).

· Partnered with the Secretary of State, Elections Division to launch a new service to distribute an audio Voters Pamphlet to blind and print-disabled Oregonians (KPM #6, #7).

· Worked with the Department of Administrative Services E-Government program to improve the performance of the Oregon.gov search box (KPM #9).

· Conducted a statewide training for Oregon teachers and librarians to promote the use of the Oregon School Library Information System (KPM #11). 

	3 STAFF TRAINING

What training has staff had in the past year on the practical value and use of performance measures?
	All new staff receive training, during their orientation, on the use and importance of the State Library’s performance measures.  In addition, each State Library team reviews their performance measures on at least a quarterly basis at team meetings and discusses ways in which performance and performance measurement might be improved.

	4 COMMUNICATING RESULTS

How does the agency communicate performance results to each of the following audiences and for what purpose?
	· Staff: Quarterly and annual performance reports for the purpose of continuous quality improvement.

· Elected Officials: Annual performance reports to be accountable and to share our successes.

· Stakeholders: Annual performance reports posted on the State Library website to inspire and inform customer feedback.

· Citizens: Annual performance reports posted on the State Library website to inspire and inform customer feedback.


	KPM #1
	
RESEARCH TRANSACTIONS
Number of research assistance transactions for state employees.
	Measure since: 1997

	Goal
	GOAL 1: Improve library services to state government; increase usage and maintain user satisfaction.

	Oregon Context
	HLO 1: Oregon state government employees use information from the State Library for planning, decision-making, and service delivery. HYPERLINK "http://" 


	Data source
	Internal count recorded by Government Research and Electronic Services staff.

	Owner
	Government Research and Electronic Services, Robert Hulshof-Schmidt, 503-378-5030.
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OUR STRATEGY 
a. Increase marketing to and training of customers in the use of library products and services.

b. Improve development and delivery of electronic information services to state government.

2. ABOUT THE TARGETS
This measure reflects total research service provided to state employees by library staff. The goal is a steady, gradual increase in transactions.
3. HOW WE ARE DOING
We are accomplishing our primary goal of increasing research service for state employees. If the current trend continues, we should meet our goal for 2007.
4. HOW WE COMPARE
There is no standard for this performance measure. The library’s result is similar to the Association of College and Research Libraries average number of reference transactions (17,961) from their 2004 member survey. The primary challenge in comparing this statistic is twofold: (1) the wide variation in services provided by state libraries and (2) the sigificant variation in population served by each “research library”. 
5. FACTORS AFFECTING RESULTS
The primary barriers to increasing this measure are the limited amount of human resources available for responding to research inquiries and the level of awareness of library services among state employees. To facilitate continuous improvement, the library addresses these challenges by providing effective self-service options and maintaining an active program of outreach and training to state employees.
6. WHAT NEEDS TO BE DONE
The trends are favorable, indicating that current strategies are effective.
7. ABOUT THE DATA
Data are reported on the Oregon fiscal year. As library staff succeed in providing services that state employees can access for themselves, consistent measurement of transactions across fiscal years may become challenging.
	KPM #2
	
STATE EMPLOYEE INFORMATION CENTER USERS
Percent of state employees registered to use the State Employee Information Center website.
	Measure since: 1997

	Goal
	GOAL 1: Improve library services to state government; increase usage and maintain user satisfaction.

	Oregon Context
	HLO 1: Oregon state government employees use information from the State Library for planning, decision-making, and service delivery.

	Data source
	Internal count recorded by Government Research and Electronic Services divided by an adjusted count of state employees obtained from DAS HRSD.

	Owner
	Government Research and Electronic Services, Robert Hulshof-Schmidt, 503-378-5030.


[image: image2.wmf]
1. OUR STRATEGY 
a. Increase marketing to and training of customers in the use of library products and services.

b. Improve development and delivery of electronic information services to state government.
2. ABOUT THE TARGETS
The goal of this measure is to maintain or slightly increase the percent of state employees served.
3. HOW WE ARE DOING
Over the long term, the library has seen a significant increase in this measure. We are slowly leveling off, but on course to meet the target for 2007. 
4. HOW WE COMPARE
The library can find no comparable measurement used by other libraries or government agencies. 

5. FACTORS AFFECTING RESULTS
The primary barriers to increasing this measure are (1) the variability in the number of state employees from quarter to quarter and (2) the unknown plateau of state employees whose job duties would benefit from research services. 
6. WHAT NEEDS TO BE DONE
The trends are acceptable, indicating that current strategies are successful; over time the library will need to watch for a plateau in users and continue to look for new services that have broad-based applicability to state employee work. A greater emphasis on outreach to non-registered state employees will also help maintain this measure.
7. ABOUT THE DATA
Data are reported on the Oregon fiscal year. The list of registered users is verified quarterly to remove registrants no longer employed by the state. The count of total employees is obtained from the Department of Administrative Services, Human Resources Services Division, quarterly. 

	KPM #3
	COST PER CONTACT 

Cost per state employee contact.
	Measure since: 2006

	Goal
	GOAL 1: Improve library services to state government; increase usage and maintain user satisfaction.

	Oregon Context
	HLO 1: Oregon state government employees use information from the State Library for planning, decision-making, and service delivery.

	Data source
	Annual expenditures of the Government Research and Electronic Services department divided by the internal count of customer contacts.

	Owner
	Government Research and Electronic Services, Robert Hulshof-Schmidt, 503-378-5030.
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OUR STRATEGY 
a. Increase marketing to and training of customers in the use of library products and services.

b. Improve development and delivery of electronic information services to state government.
2. ABOUT THE TARGETS
The target for 2007 was established by analyzing data from two previous biennia. Comparable contact information was available for 2005, resulting in the baseline of $9.80. The presumed goal for this measure is to hold an incease at or below the rate of inflation.
3. HOW WE ARE DOING
2006 is the first year the library has actively calculated this measure. Performance for 2006 exceeds the proposed target for 2007 due to a significant increase in contacts during 2006 (see #5 below). 
4. HOW WE COMPARE
The library can find no comparable measurement used by other libraries or government agencies. 

5. FACTORS AFFECTING RESULTS
Two factors resulted in a greater-than-anticipated number of contacts in 2006: the launch of the State Library eClips service resulted in a significant number of daily contacts with state employees, and training efforts resulted in larger than expected increases in the use of some subscription databases. 
6. WHAT NEEDS TO BE DONE
This is a new measure; ongoing analysis is not available. 
7. ABOUT THE DATA
Data are reported on the Oregon fiscal year. Various contact data are compiled at least quarterly and checked for accuracy and consistency. Budget data are taken from the annual budget report of the agency. 

	KPM #4
	
TALKING BOOK AND BRAILLE SERVICES USERS
Number of individuals registered to receive Talking Book and Braille Services.
	Measure since: 1997

	Goal
	GOAL 2: Improve, adapt, and market Talking Book and Braille Services to a growing population of eligible Oregonians.

	Oregon Context
	HLO 2: Oregonians with print-related disabilities have the same access to library reading materials as other Oregonians.

	Data source
	Counted by Talking Book and Braille Services automated library system software.

	Owner
	Talking Book and Braille Services, Susan Westin, 503-378-5435.
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1. OUR STRATEGY 
a. Increase circulation and number of registered borrowers through marketing and service enhancements.

b. Use partnerships to implement new talking book technologies
2. ABOUT THE TARGETS
This measure reflects the number of people registered to use the service.  The goal is to increase the number to reach stated targets.
3. HOW WE ARE DOING
In comparison to 2004 and 2005,  we have had a decrease in registered users.  We are in the process of updating our database and in doing so some patrons are either reactivated or deleted. 
4. HOW WE COMPARE
There are no standards for the performance measure.  A 2004 sudy showed that Talking Book and Braille Services served 13% of the eligible population in Oregon as compared to an average of 12% for seven comparable state programs (AZ, CO, IA, MN, OR, WA and WI). 
5. FACTORS AFFECTING RESULTS
Factors affecting results are lack of public awareness that this service is available, and the fact that we are still operating with 1970’s cassette technology for our core service. 
6. WHAT NEEDS TO BE DONE
Talking Book and Braille Services needs to continue promoting its services to the eligible Oregonians through marketing and outreach activities.  Continue offering alternative resources such as downloadable audiobooks until new digital talking book technology is available in 2008.
7. ABOUT THE DATA
Data are reported on the Oregon fiscal year.  The data is gathered from our library automated system database.   Internal reporting is done on a quarterly basis and checked for accuracy and consistency.
	KPM #5
	PERCENT OF ELIGIBLE USERS 

Percent of eligible users who are registered for Talking Book and Braille Services.
	Measure since: 2000

	Goal
	GOAL 2: Improve, adapt, and market Talking Book and Braille Services to a growing population of eligible Oregonians.

	Oregon Context
	HLO 2: Oregonians with print-related disabilities have the same access to library reading materials as other Oregonians.

	Data source
	Users counted by Talking Book and Braille Services automated library system software: estimated eligible users based on methodology from the National Library Service for the Blind and Physically Handicapped, Library of Congress.

	Owner
	Talking Book and Braille Services, Susan Westin, 503-378-5435.
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1. OUR STRATEGY 
a. Increase circulation and number of registered borrowers through marketing and service enhancements.

b. Use partnerships to implement new talking book technologies
2. ABOUT THE TARGETS
This target measures the percentage of registered patrons versus eligible Oregonians.   The percentage is based on a formula provided by the National Library Service for the Blind and Physically Handicapped. The goal is to maintain or slightly increase the percent of Oregonians served.
3. HOW WE ARE DOING
We are holding steady over the years.  

4. HOW WE COMPARE
There are no standards for the performance measure.  A 2004 sudy showed that Talking Book and Braille Services served 13% of the eligible population in Oregon as compared to an average of 12% for seven comparable state programs (AZ, CO, IA, MN, OR,  WA and WI). 
5. FACTORS AFFECTING RESULTS
Factors affecting results are lack of public awareness that this service is available, and the fact that we are still operating with 1970’s cassette technology for our core service. 
6. WHAT NEEDS TO BE DONE
Talking Book and Braille Services needs to continue promoting its services to the eligible Oregonians through marketing and outreach activities.  Continue offering alternative resources such as downloadable audiobooks until new digital talking book technology is available in 2008.
7. ABOUT THE DATA
Data are reported on the Oregon Fiscal Year.  The percentage is calculated using the U.S. Census Bureau Population Estimates and a formula provided by the National Library Service for the Blind and Physically Handicapped, Library of Congress.  

	KPM #6
	TALKING BOOK AND BRAILLE BOOK CIRCULATION 

Number of talking books and Braille books checked out per year.
	Measure since: 2000

	Goal
	GOAL 2: Improve, adapt, and market Talking Book and Braille Services to a growing population of eligible Oregonians.

	Oregon Context
	HLO 2: Oregonians with print-related disabilities have the same access to library reading materials as other Oregonians.

	Data source
	Counted by Talking Book and Braille Services automated library system software.

	Owner
	Talking Book and Braille Services, Susan Westin, 503-378-5435.
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1. OUR STRATEGY 
a. Increase circulation and number of registered borrowers through marketing and service enhancements.

b. Use partnerships to implement new talking book technologies
2. ABOUT THE TARGETS
This target measures the number of books (cassette, Braille and downloadable formats), magazines, and videos circulated in the fiscal year.  The goal is to maintain or increase circulation.  
3. HOW WE ARE DOING
We are above our target for 2007 but below in comparison with 2005.   

4. HOW WE COMPARE
There are no standards for the performance measure.  A 2004 sudy showed that Talking Book and Braille Services circulated 364,165 materials  as compared to an average 340,811 for seven comparable state programs (AZ, CO, IA, MN, OR,  WA and WI). 
5. FACTORS AFFECTING RESULTS
Change in service delivery mode for Braille books has resulted in a circulation decrease. Registered users have decreased.  
6. WHAT NEEDS TO BE DONE
Talking Book and Braille Services needs to continue promoting its services to the eligible Oregonians through marketing and outreach activities.  Continue offering alternative resources such as downloadable audiobooks until new digital talking book technology is available in 2008.
7. ABOUT THE DATA
Data are reported on the Oregon fiscal year.  The data is gathered from library automated system database, Utah State Library (Braille) and Mid-Illinois Alliance (downloadable audiobooks).   Internal reporting is done a quarterly basis and checked for accuracy and consistency.

	KPM #7
	
COST PER CIRCULATION
Cost per circulation of talking books and Braille books.
	Measure since: 1993

	Goal
	GOAL 2:  Improve, adapt, and market Talking Book and Braille Services to a growing population of eligible Oregonians.

	Oregon Context
	HLO 2: Oregonians with print-related disabilities have the same access to library reading materials as other Oregonians.

	Data source
	Annual expenditures of the Talking Book and Braille Services department divided by the automated count of circulation.

	Owner
	Talking Book and Braille Services, Susan Westin, 503-378-5435
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OUR STRATEGY 
a. Increase circulation and number of registered borrowers through marketing and service enhancements.

b. Use partnerships to implement new talking book technologies
2. ABOUT THE TARGETS
The target for 2007 was established by analyzing data over the last six years.  The goal for this measure is to hold an increase at or below the rate of inflation.
3. HOW WE ARE DOING
The slight increase in cost per circulation is a direct result in a lower circulation for 2006.  

4. HOW WE COMPARE
There are no standards for the performance measure.  A 2004 sudy showed that Talking Book and Braille Services cost per circulation was $1.57  as compared to an average of $3.34 for seven comparable state programs (AZ, CO, IA, MN, OR, WA and WI). 
5. FACTORS AFFECTING RESULTS
 Change in service delivery mode for Braille books has resulted in a circulation decrease. Registered users have decreased.
6. WHAT NEEDS TO BE DONE
 Talking Book and Braille Services needs to continue promoting its services to the eligible Oregonians through marketing and outreach activities.  Continue offering alternative resources such as downloadable audiobooks until new digital talking book technology is available in 2008.
7. ABOUT THE DATA
Data are reported on the Oregon fiscal year.  The data is gathered from library automated system database, Utah State Library (Braille) and Mid-Illinois Alliance (downloadable audiobooks).   Internal reporting is done a quarterly basis and checked for accuracy and consistency.

	KPM #8
	USE OF BEST PRACTICES IN SERVING CHILDREN 

Percent of public library grantees incorporating best practices in their services to children.
	Measure since: 2006

	Goal
	GOAL 3: Lead public libraries to achieve excellence in services to children.

	Oregon Context
	OBM 18: Percent of Oregon children entering school ready-to-learn.

	Data source
	Annual survey of Ready to Read Grant recipients by the Library Development Services department.

	Owner
	Library Development Services, MaryKay Dahlgreen, 503-378-5012.
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1. OUR STRATEGY 
Provide basic youth services training and ongoing education on best practices for local library staff. 
2. ABOUT THE TARGETS
The goal of this measure is to increase the use of best practices in library service to children in libraries in Oregon. 
3. HOW WE ARE DOING
2005-06 will be the first year we use this measure, and the baseline will be set using data from the 2005-2006 public library survey administered to all public libraries in Oregon.
4. HOW WE COMPARE
The library can find no comparable measurement used by other libraries or government agencies. 
5. FACTORS AFFECTING RESULTS
This is a new measure, ongoing analysis is not available. 
6. WHAT NEEDS TO BE DONE
This is a new measure, ongoing analysis is not available. 
7. ABOUT THE DATA
Data are reported on the Oregon Fiscal Year and accuracy depends on self-reporting by public libraries. 

	KPM #9
	
USE OF THE OREGON.GOV SEARCH ENGINE
Average daily visits to the search engine for Oregon.gov.
	Measure since: 2004

	Goal
	GOAL 4: Take a leadership role in developing a comprehensive statewide library resource sharing network, including improved citizen access to government information.

	Oregon Context
	HLO 3: Oregonians make use of Oregon.gov to obtain information about their state government and use government services.

	Data source
	Counted by the Oregon.gov search engine software.

	Owner
	Government Research and Electronic Services, Robert Hulshof-Schmidt, 503-378-5030.
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OUR STRATEGY 
Work with DAS E-Government to ensure effective search engine platform and actively develop data structures that ensure quality search results.

2. ABOUT THE TARGETS
Targets were set based on actual performance for first three years tracked. Performance should increase gradually and eventually plateau. 
3. HOW WE ARE DOING
The current trend significantly exceeds expectations, with 2006 performance at over 200% of the 2007 target. 
4. HOW WE COMPARE
The library can find no comparable measurement used by other libraries or government agencies. 

5. FACTORS AFFECTING RESULTS
Library staff work to ensure successful search results by developing strong cross-references and other analysis tools. The continued success of this endeavor depends on maintaining our strong working relationship with the Department of Administrative Services E-Government project staff and contractors.
6. WHAT NEEDS TO BE DONE
Since this measure is performing in excess of target, current strategies are successful and will be continued.
7. ABOUT THE DATA
Data are reported on the Oregon fiscal year. Searches are counted and averaged by month and quarter.

	KPM #10
	USE OF LIBRARY DATABASES 

Average daily visits to Library-funded databases.
	Measure since: 2006

	Goal
	GOAL 4: Take a leadership role in developing a comprehensive statewide library resource sharing network, including improved citizen access to government information.

	Oregon Context
	HLO 4: Oregonians make use of the digital library information resources and services provided by their local library.

	Data source
	Reported to the State Library by the licensed library database vendors.

	Owner
	Library Development Services, MaryKay Dahlgreen, 503-378-5012.


1. [image: image10.wmf]

Average Daily Visits to Library-funded Databases. 


0


2,000


4,000


6,000


8,000


10,000
Actual Target


Actual 6,040 9,914


Target 8,500


00 01 02 03 04 05 06 07 08 09





OUR STRATEGY 
a. Ensure access to electronic databases for all public school students.

b. Ensure citizen use of digital library information resources and services provided by their local library. 

2. ABOUT THE TARGETS
This measure reflects the use of State Library funded databases by all types of library users. The goal is steady, gradual increase in average daily visits. 
3. HOW WE ARE DOING
Based on only one year of data, we are accomplishing our goal of increasing daily visits. We will exceed our 2007 target.  
4. HOW WE COMPARE
The library can find no comparable measurement used by other libraries or government agencies. 
5. FACTORS AFFECTING RESULTS
Availability of a web presence in public libraries is crucial to an increase in this measure and is being pursued by the Library. 
6. WHAT NEEDS TO BE DONE
This is a new measure that will require time to collect data and evaluate progress. 
7. ABOUT THE DATA
Data are reported on the Oregon fiscal year. Library database suppliers provide us with data on database use by public, K-12 school, tribal and academic libraries.  

	KPM #11
	USE OF THE OREGON SCHOOL LIBRARY INFORMATION SYSTEM 

Average daily visits to the Library-funded Oregon School Library Information System.
	Measure since: 2006

	Goal
	GOAL 4: Take a leadership role in developing a comprehensive statewide library resource sharing network, including improved citizen access to government information.

	Oregon Context
	HLO 4: Oregonians make use of the digital library information resources and services provided by their local library.

	Data source
	Reported to the State Library by the Univerity of Washington iSchool, which hosts the Oregon School Library Information System (OSLIS).

	Owner
	Library Development Services, MaryKay Dahlgreen, 503-378-5012.
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OUR STRATEGY 
Ensure access to electronic databases for all K-12 students. 
2. ABOUT THE TARGETS
The measure reflects the number of visits to the Oregon School Library Information System (oslis.org) which provides students with a wealth of online information and instructional resources.
3. HOW WE ARE DOING
The data shows an 18% increase in use from 2005 to 2006. 

4. HOW WE COMPARE
The library can find no comparable measurement used by other libraries or government agencies. 
5. FACTORS AFFECTING RESULTS
The State Library is partnering with the Oregon Educational Media Association (OEMA) and the Oregon Department of Education (ODE) to provide the Oregon School Library Information System in all Oregon schools.  School librarians who are members of OEMA form the steering committee for the project and ODE pays for a portion of the licensed information resources and provides support for teacher training.
6. WHAT NEEDS TO BE DONE
Continue to work in close partnership with OEMA and ODE to continue to improve the resources available to students through the Oregon School Library Information System, and continue promoting its use.
7. ABOUT THE DATA
Data are reported on the Oregon fiscal year and are obtained from the University of Washington iSchool, which hosts the Oregon School Library Information System. 

	KPM #12
	USE OF L-NET

Average daily visits to the Library-funded L-net e-reference website.
	Measure since: 2006

	Goal
	GOAL 4: Take a leadership role in developing a comprehensive statewide library resource sharing network, including improved citizen access to government information.

	Oregon Context
	HLO 4: Oregonians make use of the digital library information resources and services provided by their local library.

	Data source
	Reported to the State Library by the Multnomah County Library, which provides the L-net service under contract to the State Library.

	Owner
	Library Development Services, MaryKay Dahlgreen, 503-378-5012.
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OUR STRATEGY 
Assure that all Oregonians have access to e-reference service. 
2. ABOUT THE TARGETS
The measure reflects all visitors asking questions on the L-net website (oregonlibraries.net). Our goal is to increase the number of visitors gradually while maintaining high-quality service. 
3. HOW WE ARE DOING
We are making steady, gradual progress that will allow us to provide quality control and adequate staffing. 
4. HOW WE COMPARE
The Library will work with our partner, the Multnomah County Library, to benchmark L-net against comparable statewide e-reference services in other states and report in 2007.
5. FACTORS AFFECTING RESULTS
L-net services are provided 24/7 by Oregon librarians in 22 different public and academic libraries, and by librarians across the U.S. using a common technology platform. In the past fiscal year it is estimated that Oregon libraries contributed over $95,000 to staff L-net.
6. WHAT NEEDS TO BE DONE
The L-net Advisory Board has set the following goals for 2006-07: 1) increase usage by at least 10%; 2) receive an overall 80% satisfaction rating from patrons; 3) increase the number of hours Oregon libraries staff L-net to 70 hours per week.
7. ABOUT THE DATA
Data are reported on the Oregon fiscal year to the State Libray by Multnomah County Library, which provides the L-net service under contract to the State Library. 

	KPM #13
	PERCENT OF FUNDS USED TO TARGET UNSERVED AND UNDERSERVED 

Percent of competitive Library Services and Technology Act grant dollars awarded annually to build capacity in unserved and underserved areas.
	Measure since: 2006

	Goal
	GOAL 5: Assist local communities to develop school and public library services for unserved and underserved Oregonians.

	Oregon Context
	OBM 38: Percent of Oregonians services by a public library that meets minimum service criteria.

	Data source
	Calculated by Library Development Services department.

	Owner
	Library Development Services, MaryKay Dahlgreen, 503-378-5012.
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1. OUR STRATEGY 
Support community efforts to create or expand regional library districts. 
2. ABOUT THE TARGETS
Federal Library Services and Technology Act funds administered by the State Library provide grants to local libraries and other organizations to improve public library services to Oregonians without service or with inadequate service. The goal is to maintain, then reduce funding as library districts are formed and capacity is built in unserved and underserved areas. 
3. HOW WE ARE DOING
We have dramatically increased funding for projects to improve library services in unserved and underserved communities.
4. HOW WE COMPARE
The library can find no comparable measurement used by other libraries or government agencies. 
5. FACTORS AFFECTING RESULTS
Grant-funded projects to improve library services are actively underway in Lane, Linn, Columbia, Clatsop, and Wheeler counties.  Most involve grassroots citizen-led organizations like the Linn Library League in Linn County.
6. WHAT NEEDS TO BE DONE
This is the only State Library performance measure that relates to an Oregon Benchmark.  The State Library Board is very committeed to spending the Federal dollars necessary to try to bring quality public library service to the nearly 20% of Oregonians who are without public library service or who have inadequate public library service.
7. ABOUT THE DATA
Data are collected annually by the Library Development Services department. 

	KPM #14
	CUSTOMER SATISFACTION WITH SERVICE TO UNSERVED AND UNDERSERVED 

Percent of customers rating satisfaction “good” or “excellent” with grants and services targeting unserved and underserved Oregonians.
	Measure since: 2006

	Goal
	GOAL 5: Assist local communities to develop school and public library services for unserved and underserved Oregonians.

	Oregon Context
	OBM 38: Percent of Oregonians services by a public library that meets minimum service criteria.

	Data source
	Annual customer satisfaction survey of the Library Development Services department.

	Owner
	Library Development Services, MaryKay Dahlgreen, 503-378-5012.
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OUR STRATEGY 
Support community efforts to create or expand regional library districts. 
2. ABOUT THE TARGETS
The measure will provide us with feedback from the Oregon library community on how they think we are doing to bring quality public and school library services all Oregonians.
3. HOW WE ARE DOING
We will begin collecting this information in the 2006-2007 fiscal year. 

4. HOW WE COMPARE
The library can find no comparable measurement used by other libraries or government agencies. 
5. FACTORS AFFECTING RESULTS
This is a new measure; ongoing analysis is not available. 

6. WHAT NEEDS TO BE DONE
This is a new measure; ongoing analysis is not available. 
7. ABOUT THE DATA
Data are reported on the Oregon fiscal year and will be included in the Library Development customer satisfaction survey. 

	KPM #15 
	CUSTOMER SERVICE : Percent of customers rating their satisfaction with the agency’s customer service as “good” or “excellent”:  overall, timeliness, accuracy, helpfulness, expertise, availability of information
	Measure since: 2006

	Goal
	ALL GOALS: 1-6

	Oregon Context
	This measure aligns with all high level outcomes and Oregon Benchmarks

	Data source
	Customer service surveys of customers of all three State Library program units were conducted and analyzed in 2005-06.

	Owner
	State Librarian, Jim Scheppke, 503-378-4367
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1. OUR STRATEGY 
The State Library strives to deliver the highest levels of customer service to all of its external and internal customers, including the Oregon library community (public, academic, school, tribal, and other libraries), Talking Book and Braille services customers, and state all state employees.
2. ABOUT THE TARGETS
The State Library Board will recommend targets for customer service for the 2007-09 biennium.
3. HOW WE ARE DOING
The results for 2005-06 represent an unweighted average of the results of surveys of customers of our three external program units: Library Development Services, Talking Book and Braille Services, and Government Research and Electronic Services.
4. HOW WE COMPARE
The Library will endeavor, in 2006-07, to benchmark our results against results from other state library agencies in the U.S.
5. FACTORS AFFECTING RESULTS
The State Library has been working on improving our customer service for many years.  These efforts are reflected in the results.
6. WHAT NEEDS TO BE DONE
The results suggest opportunities to improve our customer service in the areas of “availability of information” and “accuracy.”  Results for individual program units also fall significantly below the norm for the agency in some cases, suggesting areas where customer service can be improved.

7. ABOUT OUR CUSTOMER SERVICE SURVEY
	Survey Name
	Surveyor
	Date Conducted
	Population
	Sampling Frame
	Sampling Procedure
	Sample Characteristics
	Weighing

	Library Development Services Survey
	MaryKay Dahlgreen
	May, 2006
	Public, Academic, and Tribal Library Directors and Oregon Educational Media Association Board members (school librarians)
	Directory information maintained by Library Development Services
	We surveyed all library directors and OEMA Board members
	233 customers were sent an email survey. 73 surveys were returned.
	N/A

	Talking Book and Braille Services Survey
	Susan Westin
	June, 2006
	Active users of Talking Book and Braille Services
	Database of Talking Book and Braille Services users.
	Random sample of active users.
	550 out of 2,199 customers that had used the service between January and April, 2006 were surveyed by phone.
	N/A

	Government Research and Electronic Services Survey
	Robert Hulshof-Schmidt
	November, 2005
	Registered state employee users of Government Research and Electronic Services
	Database of registered state employee users.
	Random sample of registered users.
	1,820 of 6,870 registered users were sent an email survey. 198 surveys were returned.
	N/A
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