	Mystery Visitor to 

Library Visited:  

Day / Date / Time of Visit:



	
	
	
	
	

	1. External Environment
	
	
	
	

	Criteria - please give a score for each and your comments in the space provided
	Excellent
	Good
	Poor
	Not Applicable/ not noticed

	Welcoming – overall feel of the external environment
	
	
	
	

	

	External Signage – clear directions to premises and on premises, opening times displayed, library sign clearly visible
	
	
	
	

	

	External Landscape – clean, tidy and well managed
	
	
	
	

	

	Entrance – clean, clear of litter and accessible, appropriately lit
	
	
	
	

	

	Score - count the ticks in each column
	
	
	
	

	2. Internal Environment

	Criteria - please give a score for each and your comments in the space provided
	Excellent
	Good
	Poor
	Not Applicable/ not noticed

	Welcoming – overall feel of the internal environment
	
	
	
	

	

	Internal Signage – clear, visible and accurate
	
	
	
	

	

	Counter – clean, tidy, staffed, signage, pens, forms
	
	
	
	

	

	Furniture – sufficient, well laid out, clean, attractive
	
	
	
	

	

	Lighting – sufficient and appropriate lighting
	
	
	
	

	

	Noise – levels appropriate for library use
	
	
	
	

	

	Enquiry desk – clear signage, staffed
	
	
	
	

	

	Criteria – internal environment cont’d. Please give a score for each and your comments in the space provided
	Excellent
	Good
	Poor
	Not Applicable/ not noticed

	Stock is well presented, clean and tidy, shelving is attractive and well laid out
	
	
	
	

	

	General Maintenance – machines and facilities in working order and clear instructions for use displayed e.g. photocopier, public toilet if available
	
	
	
	

	

	Score - count the ticks in each column
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	3. Service Experience / Customer Care 



	This section includes: courtesy, competence, credibility, empathy, communication, understanding the customer; responsiveness and delivery.

Please state which staffed point comments refer to e.g. enquiry, reception, issue counter or the floors.
	
	

	Criteria - please give a score for each and your comments in the space provided. Please identify which service area when giving comments. Continue on the back if necessary if you are writing.
	Excellent
	Good
	Poor
	Not Applicable/ not noticed

	Staff – identifiable, (wearing staff badge), presentable, tidy
	
	
	
	

	

	Speed – unnecessary waiting, appropriate speed of service delivery
	
	
	
	

	

	Staff attitude – friendly, welcoming, pleasant, confidential where appropriate
	
	
	
	

	

	Information given in answer to enquiry - accurate, up to date, provided
	
	
	
	

	

	Referral – names and numbers given if required for further contact or referred to another service e.g. contact details for local group
	
	
	
	

	

	Staff attitude to enquiry – positive and ‘can do’ approach
	
	
	
	

	

	Overall feeling about your experience as a customer
	
	
	
	

	

	Score - count the ticks in each column


	
	
	
	

	

	4. Library catalogue and finding  a book in the Library  (or similar activity)
	
	
	
	

	Criteria - please give a score for each and your comments in the space provided
	Excellent
	Good
	Bad
	Not Applicable/ not noticed

	Library catalogue: easy to find, ease of use  
	
	
	
	

	

	Finding book on shelf:

Clear floor signage, easy to find right section, clear signage on shelf ends, chosen book found on shelf


	
	
	
	

	

	Stock – clean and tidy, book label legible
	
	
	
	

	

	Score - count the ticks in each column


	
	
	
	

	5. Overall Experience
	
	
	
	

	Criteria
	Excellent
	Good
	Poor
	

	This score should reflect your feeling about the visit as a whole. Was your experience a positive and pleasant one. Would you go back to use that library again. Comment on the service you received and the way the visit made you feel. 
	
	
	
	

	Overall comments on the visit



	Please comment on how you found the  mystery visiting process

	Your name and contact telephone and email:




Return to: 

