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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

As the chart above shows the State Library made progress on four Key Performance Measures in 2005-06. We did not make progress on nine KPMs and one KPMs is too new to be able to assess.  Research assistance for state employees saw a decline after several years of increases.  The number of Oregonians registered for Talking Book and Braille Services declined for the third straight year. As a result, the number of talking books and Braille books circulated also declined for the third straight year. Average daily visits to the search engine for the Oregon.gov website that the Library maintains increased by 33%.  Use of research databases in public, academic and school libraries that we fund exceeded the target by 34%. Use of the Oregon School Library Information system by K-12 students declined and failed to meet the performance target. However, use of the L-net e-reference service continues to grow, exceeding the performance target.  The Library continues to maintain a high level of customer satisfaction, with 94% of our external customers rating our service either “good” or “excellent.”

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, had become obsolete and is not due to be replaced until 2009.

	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 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 the 2005-07 biennium totaled $14,368,617. 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 missed our 2007 target for cost per state employee contact due to higher costs and fewer research transactions (see p. 4). We also missed our target for cost per circulation of taking books and Braille books due to increased costs and declining circulation in both formats. The State Library completed a report in 2006 on twelve areas where significant efficiencies have been 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/06Efficiencies.htm.

	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
This year saw a marked decrease in this measure. This is due in part to a data cleanup project and in part to increase self-service activity through the Library’s website for state employees.

4. HOW WE COMPARE
There is no standard for this performance measure. The library’s result is higher than the Association Research Libraries (ARL) average number of reference transactions (8,721) from their 2004 member survey. ARL also notes a 34% decrease in traditional reference transactions between 1991 and 2004. The primary challenge in comparing this statistic arises from the significant 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
Increase marketing and promotion of library services; consider a performance measure that reflects self-service and other Library assistance to agencies; utilize the new GRES Advisory Council to give us new ideas to improve our products, our quality, and our outreach.
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.
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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. This trend flattened in 2005 and 2006 and reversed slightly in 2007. Part of this drop is due to a cleanup of our database, removing inactive employees. 
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. Data cleanup will be done on a quarterly basis to eliminate periodic drops as seen this year. We will seek advice from our new GRES Advisory Council about how to improve our products and our outreach.

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 quarterly from the Department of Administrative Services, Human Resources Services Division.
	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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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 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 goal for this measure is to maintain unit costs at or below the rate of inflation.
3. HOW WE ARE DOING
This is the first biennium that we have used this measure. For the entire biennium we exceeded the 2007 target ($5.74 per contact), but there is significant variation year-to-year.
4. HOW WE COMPARE
The library can find no comparable measurement used by other libraries or government agencies. 

5. FACTORS AFFECTING RESULTS
This measure was affected both by number of contacts dropping (see KPM#1) and increased expenses in 2007 over 2006. This increase is the result of filling vacant positions and a significant number of electronic resource renewals at the end of the biennium. These are two-year renewals (saving the Library on subscription rates) and will always occur in the second year.
6. WHAT NEEDS TO BE DONE
Our new GRES Advisory Council can give us good feedback to improve our products and increase our outreach.
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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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 2005 and 2006, we have had a significant 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.  Data from 2005 indicates that Talking Book and Braille Services served 12% of the eligible population in Oregon as compared to an average of 11% 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, supplied by the Library of Congress, 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 and be proactive about retaining our current patrons.   We also need to continue offering alternative resources such as downloadable audiobooks until new digital talking book technology is available in 2009

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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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 have had a decrease in registered individuals.
4. HOW WE COMPARE
There are no standards for the performance measure.  A 2005 sudy showed that Talking Book and Braille Services served 12% of the eligible population in Oregon as compared to an average of 11% 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, supplied by the Library of Congress, 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 and be proactive about retaining our current patrons.   We also need to continue offering alternative resources such as downloadable audiobooks until new digital talking book technology is available in 2009

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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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 below our target for 2007 of 375,000.
4. HOW WE COMPARE
There are no standards for the performance measure.  Data from 2005 indicates that Talking Book and Braille Services circulated 60 books per registered user  as compared to an average 47 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.  We continue to be hampered by obsolete cassette technology which is supplied by the Library of Congress.
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 and be proactive about retaining our current patrons.   Continue offering alternative resources such as downloadable audiobooks until new digital talking book technology, supplied by the Library of Congress, is available in 2009

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 on 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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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 maintain unit costs 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 2007.  

4. HOW WE COMPARE
There are no standards for the performance measure.  Data for 2005 indicates that Talking Book and Braille Services cost per circulation was $1.92  as compared to an average of $2.22 for seven comparable state programs (AZ, CO, IA, MN, OR, WA and WI). 
5. FACTORS AFFECTING RESULTS
A 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 and be proactive about retaining our current patrons.   Continue offering alternative resources such as downloadable audiobooks until new digital talking book technology, supplied by the Library of Congress, is available in 2009

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.  Budget data are taken from the annual budget report of the agency.
	KPM #8
	USE OF BEST PRACTICES IN SERVING CHILDREN (Revised 1-22-07)

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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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. These include library outreach to underserved children, conducting summer reading programs in the summer, and providing early literacy training for parents and caregivers.
3. HOW WE ARE DOING
This measure is new. The baseline has been 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
Passage of  HB 2116 narrowed the focus of the Ready to Read Grants to early literacy and summer reading services in the 2007-2008 grant cycle. This new focus will help us to hit our targets in the 2007-09 biennium.
7. ABOUT THE DATA
Data are reported on the Oregon Fiscal Year and accuracy depends on self-reporting by public libraries. We will not receive the 2006-07 data until after October 1, 2007.
	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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1. 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 160% of the 2007 target. It should be noted that the 2006 result is an estimate. Technical difficulties with the Oregon.gov servers resulted in a misreport at the end of June, 2006. The problem has now been corrected and the Library is now receiving accurate reports.
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.
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1. 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
We are accomplishing our goal of increasing daily visits and have exceeded 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. We provide the Plinkit hosted content management service (plinkit.org) that allows even the smallest libraries to develop and maintain a quality website.
6. WHAT NEEDS TO BE DONE
We will continue to promote the value of the databases and make Plinkit websites available to libraries without a web presence. 
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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1. OUR STRATEGY 
Ensure access to electronic research 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 a decrease in the use of the Oregon School Library Information System (OSLIS).

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 Association of School Librarians (OASL) 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 OASL 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
OASL and the State Library are working on a major upgrade to OSLIS that will provide easier, more welcoming access to the resources available to students. Upon completion of the upgrade in the fall of 2007we will work with OASL to promote 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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1. OUR STRATEGY 
Ensure 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 2008.
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 and Coordinator are currently setting goals for 2007-2008 that will include goals for increased visibility and usage of L-net by Oregonians. A plan to add instant messaging capability to L-net is in development.
7. ABOUT THE DATA
Data are reported on the Oregon fiscal year to the State Library 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 increased funding for projects to improve library services in unserved and underserved communities over the last several years and are now seeing the leveling out of that spending as planned.
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 Clatsop, Columbia,Lane, Linn, Union 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 committed 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 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 

(Revised 1-22-06)
	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 Legislature has set the overall target for the 2007-09 biennium and the State Library Board has set targets for the other customer service measures.
3. HOW WE ARE DOING
The results 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. The overall result appears to be lower in 2007, but because two of the three surveys that are averaged together are sample surveys, it seems fair to conclude that all results are within the margin of error for the targets set.
4. HOW WE COMPARE
The Library will endeavor, in 2008, 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
We need to maintain our high level of customer service in all program units.  Also results for individual program units fall significantly below the norm for the agency in some cases, suggesting areas where customer service can be improved. We need to continue work to improve the response rate for the Government Research and Electronic Services and Library Development Services surveys.

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, 2007
	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 Oregon Association of School Libraries Board members
	233 customers were sent an email survey. 63 surveys were returned.
	N/A

	Talking Book and Braille Services Survey
	Susan Westin
	February, 2007
	Active users of Talking Book and Braille Services
	Database of Talking Book and Braille Services users.
	Random sample of active users.
	346 out of 2,671 customers that had used the service between January 2006 and February, 2007 were surveyed by phone.
	N/A

	Government Research and Electronic Services Survey
	Robert Hulshof-Schmidt
	November, 2006
	Registered state employee users of Government Research and Electronic Services
	Database of registered state employee users.
	Random sample of registered users.
	1,825 of 7,200 registered users were sent an email survey. 129 surveys were returned.
	N/A


	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 2006-07 are:

· At the direction of the State Library Board of Trustees, we created a Government Research and Electronic Services Advisory Council to give us periodic feedback on improving our services to state government employees (KPM #1-3).

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

· We launched a radio and television advertising campaign for Talking Book and Braille Services in cooperation with the Oregon Association of Broadcasters (KPM #4-7).

· HB 2116 passed in the Legislative Assembly with the support of the State Library Board and the Governor. It focuses our Ready to Read Grant Program to encourage more public libraries to utilize best practices in their services to children.

· We launched the first total redesign of the Oregon School Library Information System website in eight years with the goal of making it more appealing to K-12 students. 

	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.


� EMBED Excel.Sheet.8  ���





�EMBED Excel.Chart.8���








�EMBED Excel.Chart.8���





� EMBED Excel.Chart.8 \s ���








� EMBED Excel.Chart.8 \s ���





� EMBED Excel.Chart.8 \s ���





� EMBED Excel.Chart.8 \s ���











�EMBED Excel.Chart.8���











� EMBED Excel.Chart.8 \s ���








�EMBED Excel.Chart.8���





�EMBED Excel.Chart.8���














� EMBED Excel.Chart.8 \s ���





�EMBED Excel.Chart.8���








�EMBED Excel.Chart.8���





� EMBED Excel.Chart.8 \s ���








Annual Performance Progress Report, FY 2005-06
1
2007-09 Budget Form 107BF04c

Annual Performance Progress Report, FY 2006-07
20
2007-09 Budget Form 107BF04c


[image: image16.wmf]Number of Talking Books and Braille Books 

Checked Out Per Year

0

100,000

200,000

300,000

400,000

Actual

Target

Actual

369,234

358,827

348,224

345,833

354,410

387,644

376,180

362,659

Target

375,000

401,500

412,500

00

01

02

03

04

05

06

07

08

09

[image: image17.wmf]Percent rating service good or excellent

80%

90%

100%

2006

96%

96%

93%

98%

97%

91%

2007

94%

97%

95%

97%

95%

94%

2007-09 Target

96%

96%

95%

98%

97%

95%

Overall

Timeliness

Accuracy

Helpfulness

Expertise

Availability of 

Information

[image: image18.wmf]Performance Summary

4

1

9

Making Progress

Not Making Progress

Unclear

[image: image19.wmf]Percent of Eligible Users who are Registered 

for Talking Book and Braille Services

0%

5%

10%

15%

20%

Actual

Target

Actual

14%

13%

13%

12%

13%

14%

13%

11%

Target

13%

14%

14%

00

01

02

03

04

05

06

07

08

09

[image: image20.wmf]Number of Individuals Registered to Receive 

Talking Book and Braille Services

0

2,000

4,000

6,000

8,000

Actual

Target

Actual

6,588

6,574

6,328

6,174

6,726

7,156

6,694

5,910

Target

7,000

7,300

7,500

00

01

02

03

04

05

06

07

08

09

[image: image21.wmf]Number of Research Assistance Transactions for 

State Employees

0

5,000

10,000

15,000

20,000

Actual

Target

Actual

11,573

14,209

12,831

11,018

14,948

15,559

17,455

13,052

Target

20,000

18,000

18,500

00

01

02

03

04

05

06

07

08

09

[image: image22.wmf]Average Daily Visits to the Library-funded Oregon School 

Library Information System

0

100

200

300

400

500

600

700

Actual

Target

Actual

275

325

256

Target

400

500

600

00

01

02

03

04

05

06

07

08

09

[image: image23.wmf]Percent of Public Library Grantees Incorporating Best 

Practices in their Services to Children.

0%

20%

40%

60%

80%

100%

Actual

Target

Actual

29%

Target

30%

40%

50%

00

01

02

03

04

05

06

07

08

09

[image: image24.wmf]Cost per Circulation of Talking Books and Braille 

Books

$0.00

$0.50

$1.00

$1.50

$2.00

$2.50

Actual

Target

Actual

$1.36

$1.42

$1.65

$1.56

$1.57

$1.67

$1.84

$2.23

Target

$1.70

$1.70

$1.70

00

01

02

03

04

05

06

07

08

09

[image: image25.wmf]Average Daily Visits to Library-funded Databases. 

0

2,000

4,000

6,000

8,000

10,000

12,000

Actual

Target

Actual

6,040

9,914

11,349

Target

8,500

11,000

12,000

00

01

02

03

04

05

06

07

08

09

[image: image26.wmf]Percent of State Employees Registered to Use 

the State Employee Information Center

0%

20%

40%

Actual

Target

Actual

9%

12%

14%

15%

15%

20%

20%

19%

Target

21%

23%

24%

00

01

02

03

04

05

06

07

08

09

[image: image27.wmf]Percent of Competitive LSTA Grant Dollars Awarded Annually 

to Build Capacity in Unserved and Underserved Areas. 

0%

20%

40%

60%

80%

100%

Actual

Target

Actual

19%

27%

44%

45%

33%

Target

25%

25%

25%

00

01

02

03

04

05

06

07

08

09

[image: image28.wmf]Average Daily Visits to the Search Engine for Oregon.gov

0

2,000

4,000

6,000

8,000

10,000

Actual

Target

Actual

568

1,745

1,185

4,983

4,800

6,375

Target

3,000

5,000

6,000

00

01

02

03

04

05

06

07

08

09

[image: image29.wmf]Average Daily Visits to the Library-funded L-net E-reference 

Website.

0

20

40

60

80

Actual

Target

Actual

13

25

45

56

Target

53

61

67

00

01

02

03

04

05

06

07

08

09

[image: image30.wmf]Cost per State Employee Contact

$0

$1

$2

$3

$4

$5

$6

$7

$8

$9

$10

Actual

Target

Actual

$9.80

$4.92

$6.64

Target

$6.05

$6.00

$5.95

00

01

02

03

04

05

06

07

08

09

_1124872637.xls

_1246357628.xls
Chart1

		00		00

		01		01

		02		02

		03		03

		04		04

		05		05

		06		06

		07		07

		08		08

		09		09



Actual

Target

Cost per State Employee Contact

9.8

4.92

6.64

6.05

6

5.95



Sheet1

				Actual		Target

		00

		01

		02

		03

		04

		05		$9.80

		06		$4.92

		07		$6.64		$6.05

		08				$6.00

		09				$5.95

		OR FY, Fed FY or CY?





Sheet1

		



&A

Page &P

Actual

Target

Child maltreatment of children in served families as a perdpercent of those in unserved families



Sheet2

		





Sheet3

		






_1249469315.xls
Chart1

		00		00

		01		01

		02		02

		03		03

		04		04

		05		05

		06		06

		07		07

		08		08

		09		09



Actual

Target

Percent of Public Library Grantees Incorporating Best Practices in their Services to Children.

0.29

0.3

0.4

0.5



Sheet1

				Actual		Target

		00

		01

		02

		03

		04

		05

		06		29%

		07				30%

		08				40%

		09				50%

		OR FY





Sheet1

		



&A

Page &P

Actual

Target

Child maltreatment of children in served families as a perdpercent of those in unserved families



Sheet2

		





Sheet3

		






_1249469450.xls
Chart1

		00		00

		01		01

		02		02

		03		03

		04		04

		05		05

		06		06

		07		07

		08		08

		09		09



Actual

Target

Average Daily Visits to the Library-funded Oregon School Library Information System

275

325

256

400

500

600



Sheet1

				Actual		Target

		00

		01

		02

		03

		04

		05		275

		06		325

		07		256		400

		08				500

		09				600

		OR FY, Fed FY or CY?





Sheet1

		



&A

Page &P

Actual

Target

Child maltreatment of children in served families as a perdpercent of those in unserved families



Sheet2

		





Sheet3

		






_1124874188.xls

_1125492131.xls

_1125571235.xls

_1124874499.xls

_1124874049.xls

_1124872783.xls

_1124526426.xls

_1124871890.xls

_1124871347.xls

_1124526236.xls

_1124525946.xls

