2014/15
Performance Against

Service Standards

Detailed below are our service standards and how we have performed against them in the academic year 2014-2015.

Access to resources

Standard

The University VLE (Blackboard) will be
available 99.9%* of the time throughout the
year. Planned downtime is undertaken outside of
core teaching hours where possible and
communicated at least one week in advance.

We will shelve 95% of items within 24 staffed
hours of their return.

75% of reading list items will be available to
loan within 4 weeks of the order being placed on
the item.

To maximise access to library material, we will
purchase an electronic copy of high demand
items where available.

Performance

The University VLE (Blackboard) service has continued to
be robust and reliable in the 14/15 academic year with
99.96% scheduled availability achieved. Incident records
are maintained for all Learning Edge systems and reviewed
on a monthly basis. Scheduled system maintenance to
upgrade Blackboard to the latest October 2014 release
was undertaken outside of core teaching hours and
completed within 12 hours.

We monitor and record the rate of returned items through
a time sheet on each trolley, which is then collated on a
monthly basis. In the sample months we made 100% of
items available within 24 staffed hours of their return, On
average items were shelved within 7 working hours, a
reduction of 2 working hours on 13-14

This service standard is determined by a national
Consortia agreement with library suppliers. Through close
liaison with our suppliers Learning Services has
substantially exceeded the standard in 2014/15 with
86% of reading list items available within 3 weeks of the
order being placed.

Learning Services purchases electronic copies where
available of items where high demand is anticipated, such
as items in a reading list. In addition to this our patron
driven acquisition of ebooks in 2014/15, enabled
students to select 491 ebooks to support their learning,
providing instant access at the point of need.
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