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ReasonsReasons for for makingmaking
performance performance measurementmeasurement -- in ILLin ILL

ImproveImprove productivityproductivity ofof resourcesresources
ImproveImprove qualityquality ofof services and services and productsproducts
ImproveImprove workingworking conditionsconditions
MakingMaking comparisonscomparisons possiblepossible and and settingsetting
goalsgoals, , suchsuch asas
•• highesthighest possiblepossible productivityproductivity,,
•• highhigh qualityquality//highhigh user user satisfactionsatisfaction,,
•• goodgood workingworking conditionsconditions,,
•• bestbest in in practicepractice



DK research DK research librarieslibraries performance performance 
measurementmeasurement studystudy 19981998--

ParticipatingParticipating research research librarieslibraries::
((AUB,AUB, Aalborg Aalborg UniversityUniversity Library  Library  --99)99)

DPB, National Library DPB, National Library ofof EducationEducation -- DKDK
HBK, Copenhagen Business HBK, Copenhagen Business SchoolSchool LibraryLibrary
(HBÅ, Aarhus (HBÅ, Aarhus SchoolSchool ofof Business Library Business Library --99)99)

SDUB, SyddanskSDUB, Syddansk UniversityUniversity LibraryLibrary
RUb, Roskilde RUb, Roskilde UniversityUniversity LibraryLibrary



Time Time measurementmeasurement in ILLin ILL
-- whatwhat cancan bebe measuredmeasured??

InhouseInhouse requestrequest handling timehandling time

definition

The period of time that
elapses from a request is 
received from patron until
the ILL-order is dispatched



Time Time measurementmeasurement in ILLin ILL
-- whatwhat cancan bebe measuredmeasured??

Time Time ofof deliverydelivery

definition

Period of time elapsed from 
dispatch of ILL-order until
document is received by 
borrowing library



Time Time measurementmeasurement in ILLin ILL
-- InhouseInhouse requestrequest handling timehandling time

Average number of days spent from receiving request from patron 
to dispatch of an ILL-order - All research libraries together
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Time Time measurementmeasurement in ILLin ILL
-- InhouseInhouse requestrequest handling timehandling time

Average number of days spent from receiving request from patron 
to dispatch of an ILL-order - each individual research library 
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Time Time measurementmeasurement in ILLin ILL
DeliveryDelivery time time -- documentsdocuments from all from all supplierssuppliers

Average number of days from dispatch of an ill-order to 
receipt of requested document - All research libraries together
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Time Time measurementmeasurement in ILLin ILL
-- DeliveryDelivery time time -- documentsdocuments from all from all supplierssuppliers

Average number of days from dispatch of an ILL-order to receipt
of requested document - each individual research library
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Time Time measurementmeasurement in ILLin ILL
DeliveryDelivery time time -- documentsdocuments from from DKDK--supplierssuppliers

Average number of days from dispatch of an ILL-order to 
receipt of requested document - All research libraries together
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Time Time measurementmeasurement in ILLin ILL
DeliveryDelivery time time -- documentsdocuments from from DKDK--supplierssuppliers

Average number of days from dispatch of an ILL-order to receipt
of requested document -Each individual research library
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Time Time measurementmeasurement in ILLin ILL
-- DeliveryDelivery time time -- documentsdocuments from from outsideoutside DK DK 

Average number of days from dispatch of an ILL-order to 
receipt of requested document - All research libraries together
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Time Time measurementmeasurement in ILLin ILL
-- DeliveryDelivery time time -- documentsdocuments from from outsideoutside DK DK 

Average number of days from dispatch of an ILL-order to receipt
of requested document - Each individual research library
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Time Time measurementmeasurement in ILLin ILL
-- TurnaroundTurnaround time.dktime.dk 19991999--20002000--20012001

Average number of days from receiving a request from patron, to 
dispatch of an ILL-order and to receipt of requested document
from Danish or foreign libraries/suppliers - all research libraries
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Time Time measurementmeasurement in ILLin ILL
-- TurnaroundTurnaround time.dktime.dk yearyear 20012001

Average number of days from receiving a request from patron, to 
dispatch of an ILL-order and to receipt of requested document
from Danish or foreign libraries/suppliers - all research libraries
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Time Time measurementmeasurement in ILLin ILL
-- TurnaroundTurnaround time.nordictime.nordic and and time.dktime.dk 20012001

Average number of days from receiving a request from patron, to 
dispatch of an ILL-order and to receipt of requested document
from domistic or foreign libraries/suppliers - all research libraries
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Time Time measurementmeasurement in ILLin ILL
HowHow cancan pmpm--resultsresults bebe usedused in in dailydaily illill--workwork??

YouYou cancan useuse measuredmeasured deliverydelivery times to times to 
choosechoose betweenbetween possiblepossible supplierssuppliers
YouYou cancan useuse measuredmeasured deliverydelivery time to time to 
predictpredict arrivalarrival ofof materialmaterial



Time Time measurementmeasurement in ILLin ILL
DeliveryDelivery time for time for documentsdocuments receivedreceived at RUb at RUb 
from from somesome swedishswedish librarieslibraries 19941994--99 99 -- all matall mat
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Time Time measurementmeasurement in ILLin ILL
DeliveryDelivery time for time for documentsdocuments receivedreceived at RUb at RUb 
from from somesome norwegiannorwegian librarieslibraries 1998/991998/99--02 02 -- all matall mat
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Time Time measurementmeasurement in ILLin ILL
WWhathat cancan bebe concludedconcluded for for choosenchoosen supplierssuppliers? ? 

ChooseChoose consortiaconsortia and and partnershipspartnerships, , 
formal or formal or informalinformal, but….., but…..
ChooseChoose small small supplierssuppliers
ChooseChoose specializedspecialized supplierssuppliers
TryTry to to useuse public public librarieslibraries
No matter No matter whatwhat youyou do…. do…. somesome
supplierssuppliers simplysimply arn’tarn’t predictablepredictable



Time Time measurementmeasurement in ILLin ILL
WWhathat cancan bebe concludedconcluded to to improveimprove youryour illill--pmpm??

RaiseRaise youryour usersusers illill--expectationsexpectations -- put put 
yourselfyourself under under pressurepressure
UseUse youryour library and library and illill--systemsystem to to drawdraw
conclusionsconclusions and and choosechoose youryour supplierssuppliers
in a in a carefulcareful and and analyticanalytic wayway
Give Give youryour ownown library a library a highhigh
performance performance rankingranking as as suppliersupplier
InternalInternal organizationalorganizational awarenessawareness, , 
updatingupdating and and communicatingcommunicating problemsproblems



Time Time measurementmeasurement in ILLin ILL

TheThe nevernever endingending storystory
to to bebe continuedcontinued ….….
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