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Key Performance Indicators 
 
What are Key Performance Indicators? 

 

"KPIs represent a set of measures focusing on those aspects of an organisational performance that are the 

most critical for the current and future success of the organization."  David Parmeter - Key Performance 

Indictors: developing, implementing & using winning KPIs. 

 

In his book, Key Performance Indicators: developing, implementing & using winning KPI’s, David Parmeter 

identifies seven unique characteristics of KPIs: 

1. Are non-financial measures? (e.g. Not expressed in pounds). 

2. Are measured frequently? (e.g. 24/7 or weekly). 

3. Are acted on by the CEO or senior management? 

4. Clearly indicate what action is required by staff (e.g. Staff can understand the measure and know what to 

fix). 

5. Are measures that tie responsibility down to a team or individual? 

6. Have a significant impact (e.g. Affect one or more of the critical success factors). 

7. They encourage appropriate action (e.g. have been tested to ensure they have a positive impact on 

performance). 

 

Key Performance Indicators in library services 

 

Performance indicators are used by many in HEis to evaluate and measure the quality and standard of library 

services.  It is for the organisation itself to agree upon valid indicators, establish procedures for measuring and 

recording these and presenting them under the preferred framework. 
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British Standards Institute (BSI) for libraries 

 

The British Standards Institute (BSI)
1
 has developed an international standard endorsing the use of 

performance indicators in libraries.  BSI suggests that key performance indicators (KPIs) for libraries should be 

categorised under four areas of measurement: 

 

• Resources, Access and Infrastructure: KPIs measuring the adequacy and availability of library resources 

and services (e.g. staff, service points, workstations) 

• Use: KPIs that measure the usage of library resources and services (e.g. loans, electronic resource 

downloads, use of facilities, study space occupancy) 

• Efficiency: KPIs measuring resource and service efficiency (e.g. time required to acquire or process 

requests) 

• Potentials and Development: KPIs that measure library’s input into emerging service and resource 

areas (e.g. attendance at training sessions, percentage of staff appraised annually) 

 

The British Standard also gives a clear outline of how performance indicators should be presented. 

Alternatively, the services operational plans might provide a framework which links more transparently to 

service objectives.  For example, performance indicators could be categorised under headings such as: 

• Student experience: e.g. availability of resources and services, staff development, user satisfaction 

surveys. 

• Services to research: e.g. measuring research output available on institutional repository. 

• Spaces: e.g. provision of study space per FTE; percentage occupancy of study spaces. 

• Collections: e.g. expenditure on resources per FTE. 

 

  

                                                           
1
 British Standard: Information and documentation – library performance indicators, BS ISO 11620:2008 
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KPIs for HE libraries focusing on customer service: 

These example KPIs have been listed under the British Standards Institute headings 

Resources, Access and Infrastructure 

• Availability of resources (e.g. networking, online resources, ebooks)  -  “We will ensure that our online 

resources are available 95% of term time 

• Availability of printing/equipment (e.g. printers, copiers, other ICT equipment) - “We will ensure that 

our printing and copying facilities are available 95% of the time during term time” 

• Opening hours - “We will open 100% of advertised opening hours during term time” 

• Availability of online chat - “We will ensure our online chat services are available for 100% of 

advertised hours” 

Use  

• Availability of study/ICT spaces – “We will ensure that 95% availability of spaces during term time” 

• Availability of library operational systems – “We will ensure 95% availability of Library 

Catalogue/printing services/self-services machines”. 

• Availability of key services points - “Our key service points are available 100% of advertised opening 

times.” 

• Waiting times - “95% of users will not wait more than 5 minutes at our service points”.
2
 

• Returning books to shelves within a set timeframe – “We will return 95% of materials to shelves within 

24 hours” 

Efficiency 

• Time to respond to users enquiries – “We will acknowledge 100% of enquiries received within 1 

working day and respond to 95% of enquiries within 3 working days”. 

• Time to respond to online chat enquiries – “We will respond to 95% of enquiries within 1 working 

hour”.  

Potentials and Development 

• Attendance at training sessions – “We will ensure staff will undertake a minimum of 10 hours CDP per 

year”. 

• Percentage of staff appraised annually – “We will conduct 100% of annual staff appraise.) 

  

                                                           
2
 SCONUL sample days 
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How university library services report on their performance (KPIs) 

 

Brunel Library – Key Performance Indicator 

 

  

Website: http://www.brunel.ac.uk/services/library/about/kpi  

KPI Report - http://www.brunel.ac.uk/__data/assets/word_doc/0007/341899/KPI-template.docx  
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University of Leeds  - University Library 

 

 

Website:  http://library.leeds.ac.uk/targets#activate-customer_satisfaction  
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Anglia Ruskin University – University Library 

 

 
 

Website: 

http://www.anglia.ac.uk/ruskin/en/home/microsites/customer_service_excellence/cse_initiatives/key_service

_areas.Maincontent.0028.file.tmp/University%20Library.pdf  
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University of Sussex Library 

 

 

Website:  https://www.sussex.ac.uk/webteam/gateway/file.php?name=strategicplan.pdf&site=269 

 


