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0 1 2 3 4 5 6 7 8 9 10

Overall Hierarchy of Irritation - Frequency - Gaps

Observers

Customers

Observers

Customers

NEVER                        Frequency                      ALWAYS

Inadequacy of collection & its management

Noisy & inappropriate study environment

Inadequate expensive photocopying / printing

Restrictive & difficult Loans policies & practices

Can't find materials I need

Unhelpful uninterested staff

Unreliable & limited IT / Av

Inadequate academic liaison & communication

Inadequate opening hours

Problems with catalogue

Queuing for service

Lack of training & support when I need it

Don't like card access policies

Inadequacy of collection & its management

Noisy & inappropriate study environment

Inadequate expensive photocopying / printing

Restrictive & difficult Loans policies & practices

Can't find materials I need

Unhelpful uninterested staff

Unreliable & limited IT / Av

Inadequate academic liaison & communication

Inadequate opening hours

Problems with catalogue

Queuing for service

Lack of training & support when I need it

Don't like card access policies
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0 1 2 3 4 5 6 7 8 9 10

Overall Hierarchy of Value - Performance

POOR                 Current Performance          EXCELLENT

Easy access to materials where & when I need them

Inspiring environment which supports diverse needs

Comprehensive available relevant resources

Knowledgeable friendly accessible staff who help me

Good quality cheap photocopying & printing

Avail’ity of reliable up to date technologies & facilities

Timely targeted training

Proactive partnerships b/w Academic staff & Library

Opening hours which meet user needs

User friendly loans policies & procedures

Managing multi media & curriculum content

Services clearly communicated to users

Easy access to materials where & when I need them

Inspiring environment which supports diverse needs

Comprehensive available relevant resources

Knowledgeable friendly accessible staff who help me

Good quality cheap photocopying & printing

Avail’ity of reliable up to date technologies & facilities

Timely targeted training

Proactive partnerships b/w Academic staff & Library

Opening hours which meet user needs

User friendly loans policies & procedures

Managing multi media & curriculum content

Services clearly communicated to users
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Hierarchy of Value

Unanticipated

Desired

Expected

Basic

Frustrated

Irritated

Angry
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