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STUDY BACKGROUND AND OBJECTIVES 

ÅThe Southwest Public Libraries (SWPL) is developing 
a new strategic plan.  To inform the planning process 
the Library conducted a telephone survey to 
ŘŜǘŜǊƳƛƴŜ ǘƘŜ ŎƻƳƳǳƴƛǘȅΩǎ ƛƴǘŜǊŜǎǘ ƛƴ ǇƻǘŜƴǘƛŀƭ ƴŜǿ 
services. 

 

ÅThe study also assessed whether Grove City and 
Indian Trails residents preferred an improved and 
expanded facility at the current Grove City location 
or a small branch with limited services located east 
of I-71. 
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STUDY METHODOLOGY 

Å600 interviews conducted by telephone  from March 
29 through April 7, 2012  

 

Å200 interviews in each of three geographic sections 
defined by the Library on the basis of Census Tracts 
and Blocks  

ï Grove City section 

ï West Side section 

ï Indian Trails section 
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STUDY METHODOLOGY 

ÅListed numbers for calling were obtained from a 
professional survey sample firm 
ïThe numbers obtained from multiple sources such as white 

pages, driver license registrations, real estate records and 
mailing lists 

ï Cover about 75% of all households 

  

ÅRespondent qualifications for survey participation 
ïAdult (18 or older) 
ïDo not work for the Library or do volunteer work for the Library 

on a regular basis 
ïAware of the Grove City Library and/or the Westland Area 

Library (no one screened was unaware)   
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SAMPLE CHARACTERISTICS 

  

ÅInterview quotas were established to represent 
gender and age groups in the Grove City Census 
population   

  
     % of Sample  
  Women            50% 
  Men           50 
  
  18 to 39         35% 
  40 to 59         37 
  60 or older         28 
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SAMPLE CHARACTERISTICS 

  

ÅEthnicity was determined in the interview 
      
         % of Sample  
  White           88% 
  African American      5 
  Hispanic            3 
  Other, mixed race          4 

  

ÅOf the 13 Hispanics in the sample, 8 were 
interviewed in English, 5 in Spanish     
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SAMPLE WEIGHTING 

ÅAn equal number of interviews were obtained in 
each geographic section 

  
ÅBut the household populations of the sections are 

not equal 
                Percent     Percent 
           Population          of Pop.  of Sample 
  
 Grove City section  44,468   44.2%      33.3%  
  
 West Side section   41,713   41.4    33.3  
  
 Indian Trails section  14,495   14.4      33.3   
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SAMPLE WEIGHTING 

ÅIndian Trails residents are different demographically:  
ïMore likely to be white,  
ïCollege educated or post grads,  
ïMiddle aged (40 to 59) and  
ïWorking full-time (versus Grove City) 

  

ÅThese differences are over represented in the total 
study sample, making the total sample data  
non-ǊŜǇǊŜǎŜƴǘŀǘƛǾŜ ƻŦ ǘƘŜ [ƛōǊŀǊȅΩǎ ǘƻǘŀƭ ǊŜǎƛŘŜƴǘ 
population  
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SAMPLE WEIGHTING 

Å In effect, every Indian Trails respondent is counted 
about three times in the total sample   

  

ÅTo bring Indian Trails into line with its population, the 
results for all three sections are statistically weighted 
for the total sample 
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DEFINITIONS OF RESPONDENT GROUPS IN 
PRESENTATION OF STUDY FINDINGS 

Residents 
Live in the service area of the  SWPL. All respondents are residents 

 

Regular Patrons 
Have visited the SWPL 4 or more times in the past 12 months  

 

Infrequent Patrons 
Have visited the SWPL 1 to 3 times in the past 12 months 

 

Non-patrons 
Have not visited the SWPL in the past 12 months 
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DEFINITIONS OF RESPONDENT GROUPS IN 
PRESENTATION OF STUDY FINDINGS 

 
Library location ς Grove City Library and Westland Area Library 

  
Among 98% of regular patrons - the Library visited exclusively or more 
often in the past 12 months, which they were asked to think about as 
they answered Library-related questions 
  
Among 2% of regular patrons who visited the two Libraries equally 
often - the Library that the computer randomly assigned them to think 
about as they answered Library-related questions 
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Executive Summary 

ÅThe Library is well-liked and used by the community 

ï2/3 of residents visit the Library 

ïHigh overall satisfaction 

ïStrong ratings for Library services 

 

ÅGood consensus on future direction for the Library 

ïEmphasize services focused on education, technology and 
job/career resources 

ïFocus on improving existing facilities, not building new 
ones 
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KEY FINDINGS 

I. Current Usage of SWPL         14-20 
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I.  Current Usage of SWPL 
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ÅMost patrons visit the SWPL less than once a month (62%) 

 
 
 
 
 
 
 
 
 

 
 

ÅVisit frequency is the same among Grove City and Westland 
patrons  
 

ÅRegular patrons (4+ visits) have higher levels of education 
than infrequent patrons (1-3 visits) 
ï53% completed college or more vs. 34% of infrequent patrons 

 

1 to 3 visits  
27%  

4 to 11 visits  
35%  

12 to 30 visits  
25%  

31+ visits  
13%  

67%  of District residents visited SWPL in the 
past year 



Just over half (55%) of regular patrons visit 
Grove City only; 30% visit Westland only 
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55% 

30% 

15%   

% Regular Patrons 

Only Grove City

Only Westland

Both

%  Grove City more-8% 
% Westland more-5% 
% Both equally -2% 



Non-patrons and Infrequent patrons (3x or less per 
year) indicate similar reasons for not visiting the Library 

ÅThe leading reason (76%) is other access to information 
such as the Internet 
 

ÅThe absence of children or the ages of the children in the 
home are also important factors 
ïChild is old enough to go by himself/herself 
ïChild is too young to use the Library 

 

ÅOther behaviors and attitudes also hinder visits: 
ïBuy books, music; rent/buy DVDs 
ïInconvenient to get to the Library 
ïNo time 
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Reasons for No Visits /Infrequent Visits  
to SWPL 
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A relatively small group of infrequent and non-patrons 
identify specific characteristics of SWPL facilities as 

barriers to visiting 

ÅFor the Grove City facility, 23% cite a barrier 

ïFor most (16%), the reason is an inconvenient location 

 

ÅReactions to Westland are similar 

ï 30% identify a barrier and 18% say inconvenient location 

 

ÅOther barriers (parking, library hours, lack of space, 
condition of facility, noise) are NOT factors 

ïNone is cited by more than 1% for either facility 
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Regular patrons show high satisfaction with the 
Library. Satisfaction is at the same level for both 

facilities 

1 

28 

71 

0 20 40 60 80 100

I am not satisfied

I am satisfied for the most
part, but not entirely

I am entirely satisfied

% Regular Patrons
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II.  How the Physical Library is Used 



Which Services Do Patrons Use? 

ÅMost regular patrons: 

ïBorrow books ς ŦǊƻƳ ǘƘŜ [ƛōǊŀǊȅΩǎ ŎƻƭƭŜŎǘƛƻƴ ƻǊ ƛƴǘŜǊƭƛōǊŀǊȅ 
loan 

ïCƛƴŘ [ƛōǊŀǊȅΩǎ ƳŀǘŜǊƛŀƭǎ ǘƘǊƻǳƎƘ ǎǘŀŦŦ ŀǎǎƛǎǘŀƴŎŜ ŀƴŘκƻǊ ǘƘŜ 
electronic card catalog 

 

ÅAbout half of regular patrons: 

ïBorrow DVDs or videos 

ïRead newspapers and magazines in the Library 

 

 
Southwest Public Libraries 

Library Survey Consultants  
Highland Park, IL 

22 



Services and Items Used at SWPL 
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Which Services Do Patrons Use? 

ÅFewer regular patrons: 

ïParticipate in an adult program 

ïBorrow music CDs or audio books 

ïUse public access computers 

ïAccess WiFi 

 

Å!ƭǘƘƻǳƎƘ ƻƴƭȅ ом҈ ǳǎŜ ŎƘƛƭŘǊŜƴΩǎ ǇǊƻƎǊŀƳǎΣ ǘƘŜ 
number rises to 66% among the relevant target, 
patrons with children under 11 
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Services and Items Used at SWPL 

66%  of regular patrons 
with children under 11 
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Virtually all residents who use the Internet have 
access from their home 

Å 81% of residents use the Internet 
ïVirtually all (79%) access it from home 
ï 76% have high speed (DSL, cable) access 

 

Å Regular Library patrons show similar usage 
ï 85% use the Internet 
ï 81% use it at home 
ï 79% have high speed connections 

 

Å Among Internet users who connect using a library computer, 97% of 
them also can connect at home 
ïBased on qualitative studies, reasons for this usage include: one computer 
ƛƴ ǘƘŜ ƘƻǳǎŜ ŦƻǊ ƳǳƭǘƛǇƭŜ ǳǎŜǊǎΣ ǘƘŜ ƘƻƳŜ ŎƻƳǇǳǘŜǊ ƛǎƴΩǘ ǿƻǊƪƛƴƎΣ  ǿŀƴǘ ǘƻ 
work undisturbed on school assignments or need access to software they 
do not own 
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III. Usage of the Virtual Library: 
Website and E-books 



34% of residents have visited the website from 
computers outside the Library 
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ÅRegular patrons 
comprise the majority 
of website users  

ïFew non-patrons are 
attracted to the site 

 

ÅJust 21% of 60+ 
residents use the 
website vs. 39% of 
residents under 59 
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Ways the Library Website is Used 
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ÅLike many libraries, low 
usage of databases,  
e-materials, homework 
help 
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E-reader Ownership among Library District 
Residents 

Å33% own an e-reader 

ïAnother 16% say they might obtain one in the next 12 
months 

 

ÅJust 18% have borrowed an e-book from SWPL;  82% 
have accessed e-books other ways 

ïInterestingly, 15% of e-reader owners have not obtained 
any e-book 
ÅPerhaps these are iPad owners who use the device for other purposes 
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The borrowing rate of Library e-books is 
relatively low 

Å65% of e-book borrowers have checked-out 5 or 
fewer e-books 

ïMay relate to recently obtaining an e-reader 

 

ÅThe low usage does not appear to trace to difficulty 
ǳǎƛƴƎ ǘƘŜ [ƛōǊŀǊȅΩǎ ŘƻǿƴƭƻŀŘǎΦ  ¢ƘƛƴƪƛƴƎ ŀōƻǳǘ ǘƘŜ 
first time they tried the service: 

ï45% found it very easy 

ï38% fairly easy 
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Most e-book borrowers (76%) consider the 
waiting time acceptable 
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Most e-book borrowers define an acceptable 
waiting period as 7 days or less 
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48 
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More than 14
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4 to 7 days
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% E-book borrowers
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Looking to the future, e-book borrowers are split 
on the proportion of e-books to paper books 

ÅFor every 10 books borrowed from the Library: 

ï55% of borrowers want 5 or fewer e-books 

ï34% want all books in a digital format 
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IV. Attitudes towards SWPL 



How Patrons View Specific Library Features 

ÅPatrons rated the SWPL on 17 specific features 
covering library services common to most public 
libraries 

 

ÅThese collectively cover many ways in which patrons 
evaluate libraries 

 

ÅThey have been identified from previous research 
conducted by Library Survey Consultants as well as 
from input from the Library 
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Library features assessed with two measures 

ÅFAMILIARITY = percent of patrons familiar enough 
with feature to rate it on 10-point scale from poor to 
extremely good 

 

ÅPOSITIVE EVALUATION = percent of patrons familiar 
with the feature who rate it 9 or 10 
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Which Services are Familiar to Patrons 

ÅNot surprisingly, all regular patrons know about the 
[ƛōǊŀǊȅΩǎΥ 
ïLocation 

ïParking 

ïSpaciousness 

ïStaff 

ïHours 

 

ÅThere is also very high familiarity with: 
ïInterlibrary loan 

ïBest sellers and newly published books 
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Which Services are Familiar to Patrons 

ÅAlso good levels of familiarity with: 

ïDVDs and videos 

ïPublic use computers 

ï[ƛōǊŀǊȅΩǎ ǿŜōǎƛǘŜ 

ïMeeting space 

 

ÅSomewhat lower familiarity with: 

ïMusic CDs 

ïPrograms for adults 
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Which Services are Familiar to Patrons 

ÅRegular patrons who have children under 18: 

ïaƻǎǘ ŀǊŜ ŀǿŀǊŜ ƻŦ ǘƘŜ [ƛōǊŀǊȅΩǎ ŎƘƛƭŘǊŜƴΩǎ ōƻƻƪǎ 

ïMany are familiar with programs for children 

 

ÅMore moderate familiarity with teen books and 
programs 
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Familiarity With Library Services 
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Familiarity With Library Services 
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Familiarity With Library Services for  
Children/Teens 
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Strong ratings for Library services and facilities 

Å14 of 17 services are rated by 50% or more of 
patrons as a 9 or 10 

 

ÅThe highest rated features are: 
ï[ƛōǊŀǊȅΩǎ location (81%) 

ïObtaining books from other libraries (80%) 

ïStaff (78%) 

 

ÅIn most cases, Westland patrons rate the items 
significantly higher than Grove City patrons 
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In general, ratings for SWPL services and 
collections are significantly higher than other 

suburban libraries we have evaluated 

Å{ǳƎƎŜǎǘǎ ǘƘŀǘ {²t[ ƪƴƻǿǎ ǘƘŜ ŎƻƳƳǳƴƛǘȅΩǎ ƴŜŜŘǎ 
and preferences and responds well to them 

 

ÅThe following chart shows 9 and 10 ratings for each 
facility, Grove City (green bars) and Westland (orange 
bars) 

 

ÅTotal ratings (Grove City and Westland combined) are 
shown in a circle for each item 
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Higher Rated Library Features 
(% Patrons Familiar with Feature Giving a 9 or 10 Rating) 
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Moderately Rated Library Features 
(% Patrons Familiar with Feature Giving a 9 or 10 Rating) 
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Moderately Rated Library Features 
(% Patrons Familiar with Feature Giving a 9 or 10 Rating) 
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Moderately Rated Library Features 
(% Patrons Familiar with Feature Giving a 9 or 10 Rating) 
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Ratings for Youth Services Features 
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V. Desired Improvements for SWPL 
 



Regular patrons support using the funds from the tax 
ƭŜǾȅ ǘƻ ƳŀƪŜ ƛƳǇǊƻǾŜƳŜƴǘǎ ǘƻ ǘƘŜ [ƛōǊŀǊȅΩǎ ŦŀŎƛƭƛǘȅ ŀƴŘ 

services 
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Regular patrons find new services focused on 
technology and education most appealing 
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Reactions to Facility Improvements 

ÅThere are good levels of interest in configuring spaces for 
specific uses: 
ïQuiet areas 

ïStudy areas 

ïPlaces for people to meet 

 

ÅHowever, patrons do not support a snack area for 
children (59% found it unappealing) 

 

ÅWhile patrons support configuring space, only 18% found 
updating the interior and furnishings highly appealing 
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Low support for more non-English collections 
and services 

ÅJust 13% considered this improvement very 
appealing 

 

ÅHowever, the sample size of non-English speaking 
patrons is too low to determine the appeal of this 
improvement among the target 

ïCurrent circulation figures and input from staff who work 
with non-English speaking patrons may be a better way to 
assess this potential improvement 
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Facility and Non-English Services Improvements 
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Support for Sunday Hours 

Å41% of regular patrons say they would be very likely to 
visit the Library on Sunday 
ï29% say somewhat likely 

 

ÅSupport for Sunday hours is particularly strong in 
Westland: 48% say they are very likely to use the Library 
on Sunday 
 

ÅAssuming 90% of the very likely and 50% of the 
somewhat likely respondents would actually visit the 
Library on Sunday 
ïAn estimated 52% of total regular patrons would visit  
ï53% of Westland / 48% of Grove City regular patrons would visit 

 
Southwest Public Libraries 

Library Survey Consultants  
Highland Park, IL 

57 



% Regular Patrons Likelihood of Visiting SWPL on 
Sunday Afternoon 
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VI. Appeal of Potential Service Responses 



Services to Emphasize-% Regular Patrons  
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Support for job and career services may also 
attract some infrequent and non-patrons 
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VII. Appeal of Small Branch and Grove City 
Library Improvements 



Grove City and Indian Trails residents want 
facility improvements, not an additional facility 

ÅFew residents (10%) think they would be very likely 
to visit a small branch located east of I-71 and south 
of I-270 

 

ÅThere is a strong preference for an improved Grove 
City Library (69%) vs. a new branch (14%) 
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Likelihood of Visiting Small Grove City Branch 
% Residents 
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Preference for a New Branch or Improved  
Grove City Library 

17 17 17 
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*Neither preferred Includes 
no preference, neither 
ŀƭǘŜǊƴŀǘƛǾŜ ƭƛƪŜŘΣ ŘƻƴΩǘ ƪƴƻǿ 



SUMMARY AND IMPLICATIONS 



The Library is well used and liked by the 
community 

 

Å2/3 of adult residents visited the Library in the past year 

 

Å  High level of satisfaction with the Library among patrons 

 

ÅRatings of 17 specific services and collections are strong 
ïWestland patrons rate most services higher than Grove City patrons 

 

ÅNon-patrons and infrequent patrons have no particular issue 
with the Library itself 
ïLǘΩǎ ǘƘŜƛǊ ƭƛŦŜ ǎǘŀƎŜΣ ŀǘǘƛǘǳŘŜǎ ƻǊ ōŜƘŀǾƛƻǊǎ ǘƘŀǘ ŎŀǳǎŜ ǘƘŜƳ ƴƻǘ ǘƻ Ǿƛǎƛǘ 
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