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Who are we?Who are we?

� Multi-disciplined organisation consulting in a range of 
business methodologies from ITIL Service Management 
to Balanced Scorecard 

� Facilitate the transition from an ad-hoc organisation to a 
structured and well managed one

� Assist in the defining of requirements for automation of 
business processes



The Library of TodayThe Library of Today



How do we assess how well we do?How do we assess how well we do?

REPORTS



Dashboards

How do we assess how well we do?How do we assess how well we do?



But what does it mean in terms of reality?But what does it mean in terms of reality?



When assessing measures we need to go When assessing measures we need to go 
back to basics …back to basics …

� Whom do we serve and why?
� What information resources and services do we 

provide?
� Where are these resources and services delivered?
� How are these resources and services delivered?



One solution is the Balanced ScorecardOne solution is the Balanced Scorecard
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Customer
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Learning
&

Growth
Adapted from the Balanced Scorecard
Kaplan & Norton 1997



Let’s rephrase the questionsLet’s rephrase the questions

� How do customers see the Library?
� At what must the library excel?  
� Can the library continue to improve and create value?

� How does the library look to stakeholders?

(customer perspective)
(internal perspective)

(innovation & learning)

(financial perspective)

Extracted from Joseph R Matthews: The Bottom Line: Determining and Communicating the Value of the Special Library
Westport, CT: Libraries Unlimited, 2000



Paul Walsh & Michael Cowper: Integration of Agency Performance 
Measurement Requirements: Challenges and Solutions

The Service Sector Scorecard (Agency)The Service Sector Scorecard (Agency)



Paul Walsh & Michael Cowper: Integration of Agency Performance 
Measurement Requirements: Challenges and Solutions

Example: The University ScorecardExample: The University Scorecard

University Priorities



Example: The University ScorecardExample: The University Scorecard



For Students
� Out of date course materials
� Cost of materials
� Insufficient copies of the texts
� Cataloguing database hard to use
� Unsatisfactory photocopying and printing facilities
� Difficulty navigating online materials
� Course materials pitched inappropriate levels

For Academics
� Problems with timeframe
� Unwillingness to recognise and meet specific needs

� Inadequate collection in key areas

Customer Pain PointsCustomer Pain Points
e.g. e.g. DeakinDeakin University LibraryUniversity Library

Extracted from Helen Livingston & Cate Richmond: Merging Business Units: the 
challenges when extending the BSC to encompass the activities of more than one 
business unit. Conference Paper, Managing the Balanced Scorecard in an Outcomes
Environment, February 2003



Measures support the Library’s ObjectivesMeasures support the Library’s Objectives



Initiative’s improve Measure OutcomesInitiative’s improve Measure Outcomes



An example:An example:



Our ExampleOur Example

� The University Priority: Academic Excellence
� Stakeholder Perspective: Internal Processes
� The Objective: Engage with the University Curriculum
� The Measure: Number of meetings held with academics



Our ExampleOur Example

� The University Priority: Academic Excellence
� Stakeholder Perspective: Internal Processes
� The Objective: Engage with the University Curriculum
� The Measure: Number of meetings held with student groups



Our ExampleOur Example

� The University Priority: Academic Excellence
� Stakeholder Perspective: Internal Processes
� The Objective: Engage with the University Curriculum
� The Measure: Percentage of courses which have provided 

recommended reading material to the Library



Our ExampleOur Example

� The University Priority: Academic Excellence
� Stakeholder Perspective: Internal Processes
� The Objective: Engage with the University Curriculum
� The Measure: Percentage of courses which have provided 

recommended reading material to the Library
� The Measure: Percentage of recommended reading 

material procured before the commencement of session



Our ExampleOur Example

� The University Priority: Academic Excellence
� Stakeholder Perspective: Internal Processes
� The Objective: Engage with the University Curriculum
� The Measure: Percentage of courses which have provided 

recommended reading material to the Library
� The Measure: Percentage of recommended reading 

material procured before the commencement of session
� The Initiative: Hold strategic procurement meetings with 

Heads of School before the budget cycle starts



To ponder over …To ponder over …

� Measuring in itself doesn’t improve business
� Assess why you are there and where you are going
� Establish a strategy to move there
� Examine your objectives
� Choose your measures to measure success rather than 

measuring for the sake of measuring
� Establish appropriate Initiatives to achieve Goals and 

improve measure results



Thank YouThank You
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