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    Introduction

The Oakland City Auditor’s Office is pleased to present the results of a
Oakland Public Libraries public opinion survey. The report is organized in
the following sections:

Executive Summary The Executive Summary includes key findings from the survey and a
Conclusions section, which details the significance and implications of the
survey results.

Methodology

Summary of Results

Appendices

The Methodology section explains the methodology used to conduct this type
of survey research.

In the body of the report we present a question-by-question analysis of the
survey. The discussion is organized in the following sections:

 Use of Library Services

 Library Facilities

 Library Collection

 Effectiveness of Information Providers

 Effectiveness of Library Services

 Proposed Improvements

 Demographics

 Additional Comments

We have included the following appendices:

 Appendix A, which presents the survey questionnaire in English,
Spanish, and Chinese.

 Appendix B, which presents the graphs for the results of the entire
sample pool.

 Appendix C, which compares results by whether a respondent uses the
library or not.
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Use of Library Services

Key Findings

Based on the analysis of the survey data, the Oakland City Auditor’s
Office offers the following key findings:

60% of respondents used the Oakland Public Libraries or one of its
services in the last year. Of those, 12% visited six to ten times in the
last year — visiting an average of once every other month. 11% of
respondents visited the library one to two times per year, 11% visited
the library three to five times per year, and 11% visited the library
one to two times per month.

40% of respondents had not visited the Oakland Public Libraries or
used its services in the last year. Of those, the main reason given for
not visiting was “no need to use the Oakland Public Library or its
services” (33%), followed by “no time available” (23%), followed by
“access school or college library instead” (12%).

Of the sixteen Oakland Public Library services that we asked
respondents if they were aware of, only two services received a
majority of Yes responses: Videos, tapes, and CDs to check out
(75%), and Materials in languages other than English (67%).

The services that respondents were least aware of were Home
Ownership Workshops (93%), followed by Online Book Club (85%),
followed by Second Start Adult Literacy Program (78%).

78% of respondents indicated that they would use one of the services
they heard about in question four. The services respondents indicated
they were most likely to use in the future were the Tool Lending
Library (19%), seasonal tax help (17%), and home ownership
workshops (15%). The services respondents indicated they were least
likely to use in the future were the Bookmobile (1%); followed by
Family Story Time, materials in other languages, the OPL web site,
and free homework help/tutoring, which all received 4%.

Regarding the frequency of library use, the Main Library received
52% of responses, followed by Rockridge (16%), followed by the
Asian Branch (11%). The libraries and services that were least
indicated as being used were the Second Start Adult Literacy
Program (0%), followed by the Bookmobile (.2%), followed by the
African American Museum and Library (1%).

Executive Summary
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Library Facilities

Library Collection

Effective of
Information Providers

Effectiveness of Library
Services

Regarding why respondents use the library, 82% of responses
indicated "checking out books," 54% indicated "do research," and
33% of response indicate "borrow videos, tapes, CDs".

Respondents were asked to rate several areas of the libraries facilities,
including availability of parking, accessibility via public
transportation, condition of the building, cleanliness of restrooms,
safety, noise level, and, lighting. "Good" received the majority of
responses in each category and was greater than 31% for each
category. The best rated categories were safety (Good rated 92%),
lighting (Good rated 87%), and condition and cleanliness of building
(Good rated 86%).

66% of respondents that use the library rated the collections as
"Good". Although the majority of respondents rated the collection as
good, more than one quarter of respondents that use the library (27%)
rated the collection as "Fair". The most frequent comments regarding
what materials users would like to see were more current, up-to-date
materials, such as bestsellers; more books in general for a broader,
more diverse collection; and more of all materials, including books on
tapes, CDs, reference materials, and other resources.

Respondents were asked to rate the library staff in areas including
courteousness, helpfulness, knowledge, and ability to answer
reference questions. The majority of respondents rated each category
as good, and each category received at least 86%. The highest rated
category was "helpfulness of staff" (93%).

75% of respondents indicated that library hours were convenient. One
quarter of respondents indicated that the hours were not convenient.
The most frequent comment about hours was the need for more
evening hours to accommodate working people's schedules.

56% of respondents said that the computer card catalog was available
when they needed one. More than one quarter of respondents (33%)
indicated that they do not use the computer card catalog. For those
who had to wait to use the computer card catalog, 53% indicated that
the wait was less than 15 minutes. More than one quarter of
respondents (27%) said that the wait was 15-30 minutes.

When asked about problems placing material on hold, 48% of
respondents said they had no problems. 43% of respondents said that
they have never placed an item on hold.
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Proposal Improvements

Materials in Languages
Other than English

Proposed Services and
Resources

When asked if the library had events, programs, or exhibits of
interest, 83% of respondents said yes.

When asked if materials were organized so that they were easy to
find, 93% of respondents said yes.

When asked it there was usually a wait to get materials, 74% said no.

90% of respondents said that they had never been charged an overdue
charge for an item they didn't check out.

41% of respondents indicated that they use computers for word
processing or accessing the Internet. For those that use computers,
21% said that computers were not available when they wanted to use
them. Of those, 44% said the wait was 15-30 minutes.

With regard to having Internet access outside of the Oakland Public
Libraries, 78% said yes. Of those, 88% of responses indicated having
Internet access at home, followed work (31%), followed by school
(23%).

When asked what the best service or resource at the library was, the
most frequent response was books (149 comments); followed by
other materials and resources, such as reference materials, videos,
tapes, and CDs (93 comments); followed by computers (30
comments).

When asked what they would like to see improved at the library, the
most frequent suggestion was "more books and other materials," such
as videos, CDs, DVDs (66 comments); followed by "more
computers" (60 comments); and "more hours" (44 comments).

53% of respondents said that they would use materials in languages
other than English. This percentage did not vary much between users
of the library and non-users of the library. Respondents most
frequently indicated that they would use materials in Spanish (64% of
responses), French (18% of responses), and Chinese (18% of
responses).

When asked what services or resources they would like to see added
at the library, the most frequent response was more materials
(received 64% of responses), followed by more computers (57% of
responses), followed by a café (47% of responses). Specific
comments about what kind of materials to add to the collection
included materials in Spanish, followed by more current and up-to-
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date books, followed by books on tape and other tapes, followed
by non-fiction material such as religious materials and
biographies.

Proposed Services to
Emphasize

Patron Use Analysis

Proposed Improvements
to Library Services

When asked what types of services and information the library
should be emphasizing, respondents most frequently indicated
“education support for school-aged children” (received 53% of yes
responses), followed by “adult education” (41%) of responses,
followed by “basic literacy” (36%).

Conclusions & Recommendations

Based on the research objectives for this survey and the findings of
the analyses, the Oakland City Auditor’s Office is pleased to offer
the following conclusions and recommendations:

By looking at overall survey responses, we can see that
respondents primarily use the library to access materials such as
books, videos, tapes, CDs, and research material inexpensively,
and to receive assistance from experienced staff.

The main improvements respondents requested were a need for
more current and up-to-date materials; more computers and greater
computer access; and more hours, particularly more evening and
weekend hours to accommodate working people. Besides more
materials (64% yes responses) and more computers (57% yes
responses), the other improvement respondents most frequently
requested was to add a café (47% yes responses).

Overall, library facilities, services, and staff rated well. The main
obstacles indicated by respondents to achieving the highest
standard of service to the community in regard to library facilities
were transportation and restrooms. 46% of respondents indicated
that they do not use public transportation, and 30% of respondents
indicated that they do not drive to the library due to parking
problems. These results indicate that access to library facilities that
are not in walking distance can be difficult due to lack of
convenient bus service, or other public transportation, and lack of
parking. Also, 37% of respondents indicated that they do not use
the restrooms either because they are not clean or because the
library does not provide a public restroom. These results indicate
room for improvement in terms of patron access to well-
maintained restrooms. Regarding staff customer service, survey
respondents' additional comments indicated that more staff
training would be beneficial so that staff and volunteers would be
more knowledgeable and, therefore, could be more helpful.
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53% of library users and 54% of non-users indicated that they
would use materials in languages other than English. This
indicates a need to maintain a current collection of non-English
materials. The most frequently requested languages were Spanish
(59% of library users and 71% of non-users), followed by Chinese
for library users (24% of library users and 10% of non-users) and
French for non-users (20% for library users and 16% for non-
users).

Our research shows that the community would like to see funding
to increase the hours of operation; amount of staff; collection of
books and other materials; technology equipment, such as
computers; services that provide education support for children
and adults; and basic literacy programs.

Increasing Library Usage Overall awareness of general library services was low for library
users and non-users. The awareness of what services the library
offers was greater for those who did use the library than for those
who did not. Residents indicated that increased library marketing
could address the lack of community awareness of library services.

When non-users were asked the main reason for not recently
visiting the library, the two most common responses were “no
need” and “no time”. Men were more likely to feel they did not
have a need to use the library. Specifically, a public outreach to
men should present information about topics that might instill a
need to visit the library. This could include areas such as tools and
the services of the tool lending library; tax help; access to
computers and computer training; home repair; business career
information: basic literacy programs; and hobbies such as
photography, art, and science, to name just a few.

Females were most likely to say that they had no time to go to the
library. The findings of this study show that females would most
likely use the following services in the future: family story time;
videos, tapes, and CDs to check out; tax help; the Tool Lending
Library; and tutoring. This group would also like the library to
emphasize services such as business career information, language
skills, education support for school-aged children, computer
training, events for adults, and materials in Spanish. This group
also indicated that computers and literacy programs should be
emphasized at the library. Because these individuals do have
services that they are interested in, the goal is to offer services in a
manner that saves them time.
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One solution is to offer education programs for school-aged
children in conjunction with programs that are of interest to adults
(such as literacy programs, computer training, career information,
or community programs), and also to remind community
members of services that exist, such as computer workstations,
Internet access, the Second Start Literacy Program, the Tool
Lending Library, and other events for adults.

The ability to increase evening and weekend hours so that
working people have better access to the library would also
increase usage by those who currently do not use the library.

Of those who had visited the library, the majority were aware of
the web site. The web site was also the third most frequently used
service indicated when asked which library services were most
commonly used. Specific online services were not indicated as
frequently, such as Internet reference help (6% of responses by
library users), online book club (21% of responses by library
users), online book renewal (7% of responses by library users),
and placing a hold online (10% of responses of library users).
However, a large percentage of residents (58% overall and 72%
of library non-users) were unaware that the library even had its
own web site. And only 4% of responses indicated that residents
would use the web site in the future now that they had heard
about it. Library marketing must keep this fact in mind in order to
coordinate efforts to increase the public’s use and awareness of
the web site, which is particularly low for those who have not
visited the library recently.

One easy and effective way to increase public awareness of the
library web site is to include the URL of the web site below the
library’s logo, or beneath the address and telephone number on all
business cards, letterhead, and all other documents distributed at
the public. The majority of both library users and non-users are
aware that the library offers multimedia materials (e.g., videos,
books on tape, CDs). The location of these materials in the library
offers another option for promoting the library’s web site. Placing
a framed, poster-board sized printout of the library’s homepage in
the lobby and near frequently used services such as multimedia
materials, on the online card catalog monitors, and at the
reference and information desks would greatly increase
awareness of the web site. The display could include a bulleted
list of features and services available on the site, particularly those
that patrons are least aware of, such as reference assistance
available via e-mail and instant messenger, the online book club,
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online book renewal, and placing a hold online. If a short
brochure could be created that patrons could take home, and
possibly ones in Spanish and Chinese to make available at
frequented community locations, this would also be helpful.

With respect to proposed online improvements, the community
showed some interest overall. Online fine payment received 35%
of yes responses, indicating that more than one quarter of
residents would like to see this added as a service. More library
users were interested in adding this service (37% of yes responses
by library users) than non-users (31% of yes responses by non-
users). Those without Internet access were less aware of online
services and less interested in the proposal to add online fine
payment services than those who had Internet access. Moreover,
when asked what services they would like to see improved at the
library, those without Internet access most frequently said more
computers. Those with Internet access most frequently said more
books, followed closely by more computers. The findings of this
study suggest that it is important for residents without Internet
access at home to have increased access to computers with
Internet at their local public library.


