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INTRODUCTION

Worthington, Ohio is booming. From the period 2010-2018, the number of households in the
Worthington City School District increased by 14% (U.S. Census Bureau, 2018b). Worthington is
the 14th largest school district in Ohio (Bowers, 2020) and has been one of the fastest growing in
the state, with continued growth projected for several more years (Gilchrist, 2018). Many
agencies, organizations and businesses are actively engaging our expanding population, from the
Worthington Parks and Recreation Department and McConnell Arts Center to Old Worthington
Partnership and COHatch, not to mention us at Worthington Libraries.

In addition to growth, Worthington has seen dramatic changes in demographic trends, technology
access, economic conditions and political climate. Our community is more diverse and its people
are simultaneously more connected and more divided than ever before. Worthington Schools
report that 6% of students were born outside the U.S., originating from 90 countries and speaking
59 unique languages (Bowers, 2020). As of 2018, virtually all households (98%) in the
Worthington school district have at least one computing device, including a computer or laptop
(92%) or a smartphone (94%), as well as a broadband internet subscription (95%) (U.S. Census
Bureau, 2018d). From 2010-2018, the number of households earning more than $100,000
increased from 33% to 42% (U.S. Census Bureau, 2018b), while in 2019, the Worthington
Resource Pantry reported that they served 13% more households than in the previous year
(Worthington Resource Pantry, 2020). In 2016 and 2018, residents have elected national- and
state-level officials from both political parties equally, including U.S. Senators Sherrod Brown (D)
and Rob Portman (R), U.S. Representatives Troy Balderson (R) and Joyce Beatty (D), Ohio
Senators Andrew Brenner (R) and Stephanie Kunze (R) and Ohio Representatives David Leland
(D) and Beth Liston (D).

Within this shifting landscape, as many in the popular media would tell it, libraries are at risk of
becoming obsolete and we must transform ourselves if we are to survive. Headlines ranging from
hand-wringing to hostile include: “The End of the Library” (Siegler, 2013), “What Will Become of
the Library?” (Agresta, 2014), “When Google is your librarian and Starbucks your WiFi, do we still
need public libraries?” (Lozada, 2015), “Don’'t mourn the loss of libraries—the internet has made
them obsolete” (McTernan, 2016) and, perhaps most (in)famously from Forbes, “Amazon Should
Replace Local Libraries to Save Taxpayers Money” (Mourdoukoutas, 2018).

The library community acts swiftly and in solidarity to counter such claims. In fact, after outcry
from library boosters, Forbes retracted its 2018 article just two days after it was published. A
sampling of headlines includes: “Behold This Disastrously Bad Op-Ed Calling for Amazon to
Replace Libraries” (McKay, 2018), “Forbes suggested Amazon should replace libraries, and people
aren't having it” (Grothaus, 2018) and “Twaddle": librarians respond to suggestion Amazon should
replace libraries” (Lyons, 2018).
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And yet, at the same time, public libraries frequently proclaim that we are “more than just books,”
falling over ourselves to draw attention to the variety of novel materials and innovative services we
offer. For instance, Berkeley Public Library offers weed eaters and hedge trimmers to borrow,
O'Fallon Public Library in lllinois offers fishing poles and New York Public Library offers neckties
and handbags (Daily, 2018). At Worthington Libraries, we, too, provide a slew of non-traditional
items to borrow, from car jump starters to light therapy lamps. We also offer new technology like
voice assistants to keep up-to-date with programs and have trained staff offering a variety of
convenience services, such as passport application processing and notarization.

Against this dynamic backdrop, you might assume that library usage, particularly book borrowing,
is dropping and, as a result, libraries are desperately clamoring to re-establish our relevance in the
community. On the contrary, visiting the library is the most popular cultural activity in the United
States, outpacing visits to movie theaters, sporting events, musical concerts, museums and zoos
(McCarthy, 2020). Borrowing print books is the most popular activity at libraries nationwide, with
64% of library users checking out a book in the last year (Horrigan, 2016). At Worthington
Libraries, circulation of physical materials has climbed steadily for over a century and, in the last
decade, circulation of downloadable materials is through the roof! We are consistently ranked as
the ninth highest circulating library in Ohio, behind only the eight far larger metropolitan systems
(State Library of Ohio, 2018). In 2018, Worthington Libraries circulated 4.1 million physical and
digital items, with books chief among them. In fact, as of 2018, book borrowing accounts for three-
quarters of all our circulation: 62% print, 10% digital and 3% audio.

Public support of Worthington Libraries remains high. The number of registered borrowers has
climbed steadily over the years. In fact, the number of cardholders currently exceeds the total
population of our service district. We have easily passed two levies in the last 15 years, with 58%
of voters supporting the library levy in 2005 and a whopping 71% in 2013. We're not alone. From
2015-2019, 96% of all library ballot issues across the state of Ohio passed (Ohio Library Council,
2015-2019). Nationally, more than two-thirds of people say that closing libraries would have an
impact on them and their families and their communities (Horrigan, 2016). At Worthington
Libraries, we regularly hear from patrons praising their experiences at our libraries and their
interactions with our library staff; all three of our libraries have garnered near-5-star ratings on
Facebook, Google and Yelp. Worthington Libraries is also one of only eight libraries in the country
to have received a five-star rating in every Index of Public Library Service published by Library
Journal (Lance, 2019).

That's not to say that some library services haven't seen a decrease in usage over the same time
period. Nationally, the percentage of people visiting libraries to get help from librarians has
declined in recent years and few people report going to libraries to use new technology like 3-D
printers (Horrigan, 2016). Likewise, at Worthington Libraries over the last decade, in-person
reference transactions have steadily declined and adoption of those novel materials and services
we work hard to develop and promote has been mixed.

In this climate of possibility, we must look past the hype coming from both outside and within the
library community. We must make a clear-eyed assessment of how the library fits into people’s
lives and where the library fits into our evolving community. This report covers the findings of a
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2018 research study in depth and synthesizes those with the findings of four other surveys
conducted since 2008 and more than a decade of usage statistics. This comprehensive analysis
has identified consistent patterns in people's library use, offering us deep insights into what our
patrons value about the library and how the library measures up within the community. As we
chart a course forward, we must use these insights to consider how we can be the best stewards of
taxpayer dollars and provide our patrons with library services that will enrich their lives and
enhance our community.
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RESEARCH DESIGN

Research questions
In April 2018, in partnership with OCLC, we set out to replicate The Many Faces of Digital Visitors

and Residents study (Connaway et al., 2017) (abbreviated below as V&R) in a public library setting.
We formulated the following research questions:

9 How does library use differ between occasional library patrons and frequent library
patrons?
T What are the distinct styles of library use?
T  What are the most significant factors influencing library use?

A Do individuals develop personal library use styles which evolve over time
and / or for specific needs or goals?; are library use styles influenced
primarily by life events?

A s library use influenced by the availability of new library services and
initiatives?; is library use relatively static among individuals and / or within
particular life events?

9 What distinguishes the library from other services available in the community?
9 What is the relationship (if any) between library use and library awareness?

Although this study was originally designed to examine differences between occasional and
frequent patrons—uvisitors and residents—our analysis did not uncover any consequential
differences in library use between patrons we identified with low and high levels of library
engagement, as will be described below. Instead, this report recasts and refocuses our original
research questions and will address the following questions:

What is the nature of library use among Worthington Libraries patrons?

T What are the most significant factors influencing individuals’ library use?
0 What role does the library play in individuals' lives?
0 s library use influenced by the availability of new library services and
initiatives?
0 What is the relationship (if any) between library use and library
awareness?
9 What distinguishes the library from other services available in the community?

Data collection

This study uses a mixed-method sequential explanatory design, collecting quantitative data from a
structured survey followed by qualitative data from in-depth, semi-structured interviews (Creswell
& Plano Clark, 2018). The survey was designed to gain insight into what sorts of activities a broad
swath of our patrons is undertaking, while the interviews allowed us to develop deeper
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understanding of the motivations behind and outcomes of patron activities. We viewed the
findings of this research against the backdrop of four prior surveys as well as two decades of
annual usage statistics. Triangulating both data collection methods and data sources in this way
ensures the credibility of these findings by allowing for cross-checking data and interpretations
(Guba, 1981).

Survey

Survey questions

The survey consisted of two series of questions. The first series of questions focused on how
recently people had undertaken 44 activities, both at the library and elsewhere in the community,
both in-person and online. In order to compare people's habits at the library with similar outlets in
the community, 40 of these activities were matched into 20 pairs, such as attended a program or
event at the library and attended a program or event at a community center, park, museum or other
location. The four remaining activities are comprised of two library-specific activities and two non-
library activities, such as returned items | borrowed at the library and used a notary at a bank, copy
shop or other business.

The second series of questions focused on people’s awareness of, use of and interest in 42 library
services and materials, especially those that are niche, newer or non-traditional, such as voice
assistants or car jump starters.

We included four questions collecting demographic information about respondents, including age
range, gender identity, preferred library and ZIP code. Finally, we concluded the survey with a
question to recruit participants for follow-up interviews, asking only those 18 years old and older to
opt in and include contact details. As an incentive to participation, we offered a $20 Target gift
card, purchased with library funds. (See Appendix A to view the full survey instrument.)

Survey procedures

The survey was made available online using SurveyMonkey for one month, from August 1-31, 2018.
A pop-up invitation appeared on the library website and catalog. The survey was linked from the
library homepage and we further promoted the survey in our e-newsletter and on our Facebook
page. Print copies of the survey were available in all three libraries for the duration of the survey.

Table 1. Frequency of survey responses by source

Website popup 52.3%
Catalog popup 25.9%
E-newsletter 16.7%
Social media post 1.1%
Print 0.1%
Homepage link 0.0%
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Survey respondents
In all, there were 1,556 responses to the survey, with 1,288 fully completed through to the
demographic questions. Results in this report are based on the 1,288 completed responses.

Age

About half (51%) of the survey respondents are 55 and older and two-thirds (67%) are older than
45, The distribution of ages of the survey respondents skews older than the overall population of
the Worthington school district according to the 2018 American Community Survey (ACS), where
about one-quarter (24%) are 55 or older and just over a third (38%) are 45 or older (U.S. Census
Bureau, 2018a).

Table 2. Frequency of survey responses by age

Age range % of total 2018 ACS
under 8 0.1%

8-11 0.3% 25.5%
12-17 2.5%

18-24 2.6% 6.1%
25-34 9.9% 16.0%
35-44 17.5% 14.9%
45-54 16.0% 13.2%
55-64 231% 11.5%
65+ 28.0% 12.8%

At the same time, respondents under age 18 are significantly underrepresented when compared to
the Worthington school district’s overall population in the 2018 ACS: 3% in the survey and 26% in
the ACS. (The U.S. Census Bureau uses different age brackets for those under age 18, making it
difficult to compare specific age groups.)

The results of the survey showed some differences among respondents by age group and will be
discussed below. Response rates for those under 18 will be combined.

Gender identity

Female survey respondents outnumber male respondents by more than 3-to-1: 74% compared
with 23%. Compared to the Worthington school district’s overall population according to the 2018
ACS—53% female compared with 47% male—women are significantly overrepresented in this
survey (U.S. Census Bureau, 2018a). The gender disparity is in keeping with our previous research:
a 2016 survey had 71% women and 29% men responding, which had climbed from a 2008 survey
with 57% women and 43% men responding. Further, national research has found that women visit
libraries twice as frequently as men (McCarthy, 2020).
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Table 3. Frequency of survey responses by gender

identity
Gender identity % of total | 2018 ACS
Female 74.4% 53%
Male 22.9% 47%
Prefer not to answer 21% =
Prefer to self-describe 0.6% -

Just 2% of survey respondents preferred not to specify gender and fewer than 1% elected to self-
describe.

The results of the survey showed some differences in responses by those who identified as female
and male and will be discussed below.

Library location

Response rates were higher among patrons of Old Worthington Library (OWL), with nearly half
the respondents (46%) identifying that as the location they use most. About one-third (36%) use
Northwest Library (NWL) most frequently. Worthington Park Library (WPK) patrons made up
13% of respondents. The remaining 4% use other area libraries most often.

Table 4.  Frequency of survey responses by preferred

library
Old Worthington 46%
Northwest 36%
Worthington Park 13%
Other 4%

There were some differences in survey responses by respondents who preferred different library
locations, which will be discussed below.

Home ZIP code
Respondents listed 65 unique home ZIP codes. Nearly two-thirds (63%) listed one of three ZIP
codes—43085, 43235 and 43065—adjacent to each of our three libraries.
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Table 5. Frequency of survey responses by ZIP code

43085 32%
43235 19%
43065 12%
Others 37%

ZIP codes were collected primarily to provide continuity with previous research and were not used
to analyze survey responses.

IP address
Based on IP addresses associated with each survey response, the majority of respondents took the
survey outside our libraries. Just over one-tenth (12%) took the survey using library computers.

Table 6.  Frequency of survey responses by IP address

Source % of total

Library IP 12%
Non-library IP 88%

The results of the survey showed some differences among respondents based on whether they
took the survey using library computers and will be discussed below.

Interview interest
Of the 1,251 respondents over 18 who fully completed the survey, 555 (44%) expressed interest in
participating in interviews.

Interviews

Interview participants

Of the survey respondents who expressed interest in participating in interviews, we decided to
select 30, balancing for gender and age. We planned to select 18 women and 12 men, reflecting the
higher survey response rates among women. We also planned to select a total of 6 participants
each in the age groups between 35-64 and 4 participants each in the age ranges between 18-34
and 65+,

Because we originally set out to identify differences based on levels of library usage—occasional
and frequent patrons—we used the survey responses to calculate a use score for each respondent
by counting the number of library activities they reported undertaking in the last month, for a
maximum score of 22. When making final selections across genders and age groups, we favored
respondents with very high use scores to represent the most widely-engaged library users and
respondents with very low use scores to represent the less widely-engaged library users.
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Table 7. Selection of interview participants by
demographic categories

Female

High use | Low use | Highuse | Low use

18-24 1 1 1 1
25-34 1 1 1 1
35-44 2 2 1 1
45-54 2 2 1 1
55-64 2 2 1 1
65+ 1 1 1 1

Finally, we aimed to represent participants with a variety of preferred library locations.

Table 8. Preferred libraries of selected interview
participants

Old Worthington 14
Northwest 6
Worthington Park 9
Other 1

Starting in early October 2018, about six weeks after the conclusion of the survey, potential
interviewees were contacted by email and asked to fill out a second online survey affirming their
continued interest in participating and indicating their availability to come into the library to be
interviewed. Respondents were then contacted by email and phone to schedule interviews.
Successive rounds of invitations were issued until we scheduled and completed 30 interviews.

Interview questions

Interview questions mirrored the V&R interview questions. Our third question uses the critical
incident technique (Flanagan, 1954) and was customized to each interviewee based on any
particular distinctive responses to the survey. For instance, if an interviewee reported looking for
reading recommendations online in the last week, but only in the last year at the library, we might
have focused that question on looking for reading recommendations.
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1. Tell me how you typically use the library.

9 Probes: In what ways do you use the library—for entertainment, to do research, to
use technology, to get help, etc.? What kinds of things do you borrow? Do you
spend time at the library, or just pass through? Do you come to the library by
yourself, or with others? Who? Do you attend programs? Do you interact with
library staff? How so? Do you interact with other library patrons? How so? How do
you use the library website and catalog? Do you always do the same things, or do
you try new things? How do you find out about what's new at the library?

2. Think about the last few times you used the library, or the library website or catalog—what
surprised you? Did you notice something new?

9 Probes: How did you feel about that? Has this changed the way you use the
library?

3. Inyour survey, you mentioned that you ___. Tell me about the most recent time you __.
(Repeat twice for two different activities.)

9 Probes: Where did you start when decidingto ___? What led you to choose ____?
What was your goal? What were you hoping to accomplish? Did you consider any
other alternatives along the way? Were you satisfied with your experience ___?
Was anything missing from your experience ___? For a community activity: At any
point did you think of the library when ___? Do you think your experience ___
would have been different at or by using the library? How so? For a library activity:
Do you think your experience ___ would have been different elsewhere than the
library? How so?

4. What life changes or big plans do you have in the next year? This could be a new child in
the family, changes with your job or career, going to school, moving, making a big
purchase, pursuing health or fitness goals, planning a vacation, pursuing a hobby, that sort
of thing.

9 Probes: What's prompting or motivating this change / your plans? Where are you
in the process? What information do you need? How would you prefer to get
information (online, in person, from friends / family, on my own)? Will the library
play a part? In what ways might you use the library differently in the next year, as a
result of this change / your plans?

5. If you had a magic wand, what would you change about the library to make it better for you
and your life?

9 Probes: What would you want to be able to do? See? How would it be different?
What would it look like? Would it offer online or in-person services?

(See Appendix B for the full interview script.)

Interview procedures

Interviews were conducted at Old Worthington Library by two library staff members and three
OCLC staff members. Participants indicated their informed consent for participation in this study
before the interview commenced. (See Appendix C for the consent form.) At the conclusion of the
interview, participants were given the $20 Target gift card.
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Seven library staff members took notes during the interview using a laptop. Interviews were also
audio-recorded and note takers referred to the audio recordings afterwards to clarify and clean up
their notes. Interviews were not transcribed word-for-word.

We completed the 30 interviews between October 22 and December 20, 2018, with interviews
scheduled on weekdays, evenings and weekends. Interviews lasted from 15 minutes to one hour,
averaging 32 minutes in duration. The notes for all 30 interviews totaled 203 pages.

Data analysis

Survey analysis

Immediately upon conclusion of the survey, we exported the complete survey results from
SurveyMonkey in XLS format for further analysis.

For the first series of activity questions, library staff used Microsoft Excel to calculate the
percentage of respondents who said they had completed each activity in the specified timeframes.

As part of our original line of inquiry into differences based on levels of library usage, we sought to
identify respondents with low and high engagement with the library. We assigned scores based on
the timescale answers to the 22 library activity questions. For each respondent, each response of
“In the last week” was assigned 5 points, “In the last month” 4 points, “In the last six months” 3
points, “In the last year” 2 points, “More than 1year ago” 1 point and “Never” and “Not sure” O
points. With 22 total library activities, possible total scores could range from O to 110. After
calculating a total score for each respondent, the actual range was O to 109. Using Excel, the mean
score was calculated to be 52 with a standard deviation of 18. Respondents scoring one standard
deviation above (> 70) and below (< 34) the mean were designated as high library engagement
and low library engagement, respectively. Those within one standard deviation of the mean (" 70
and’ 34) were designated as average library engagement.

We then further calculated the percentages of respondents who said they had completed each
activity in the specified timeframes by library engagement level as well as by gender, age,
preferred library and response location.

We produced 100% stacked bar charts color coded by timeframe to visualize differences in rates
of usage across the different groupings. Displaying charts for the paired activities side-by-side
permitted us to easily identify differences in rates of usage between the library and elsewhere and
among different groups. (See Appendix D to view the activity bar charts.)

For the second series of library services questions, library staff used Excel to calculate the
percentage of respondents who indicated awareness of, interest in and usage of each service. We
likewise calculated the percentages by gender, age, preferred library, response location and library
engagement level. We used conditional formatting in data tables to produce heat maps to visualize
differences in response rates for different services and among different groups. (See Appendix E to
view the service heat maps.)

In viewing the bar charts and heat maps, there is a clear pattern when it comes to respondents by
library engagement level. Those with high library engagement exhibit higher levels of engagement
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with other non-library activities and those with low library engagement exhibit lower engagement
elsewhere, similar to findings of national research (Pew Research Center, 2014). (We're reminded
of La Rochefoucauld's maxim, “Doers do.”) Those with high library engagement also have higher
rates of awareness of, interest in and use of library services, while those with low library
engagement have lower rates. While this finding is not without some interest, we do not see any
consequences to the library. This report will not address library engagement levels further.

Interview analysis

Interview notes were imported into QSR NVivo software, version 11 for analysis. We started with
the V&R Code Book developed by OCLC. The research team added 56 new codes to more
adequately capture factors that arise in the public library setting. Examples include entirely new
facets to describe Activities and Genres, as well as new codes in existing facets such as
Atmosphere/Ambience (under Agency > Decision/Choice) and Family/Relationships,/Children
(under Situation/Context > Personal). (See Appendix F to view the revised V&R Code Book.)

Preliminary coding according to this scheme was completed by a team consisting of two library
staff members and two OCLC staff members. In May 2019, the team began by coding a single
interview according to the updated V&R Code Book. Intercoder reliability was calculated by OCLC
staff and, after achieving a Holsti's Coefficient of Reliability score of .74 and a Scott’s Pi score of
.73, we divided up the transcripts equally among the team to complete the coding. Coding of all 30
interviews was completed in July 2019.

Further coding by interview question was completed by library staff in January 2020. (See
Appendix G to view the interview question coding scheme.) Within each interview question, open
coding was used to identify further key themes using a more inductive approach (Corbin & Strauss,
2014).

Analysis according to a combination of the V&R Code Book and the interview question coding
scheme was used to organize and report the findings here.

Prior research

In order to identify longitudinal trends, the analysis below references the findings of four previous
patron surveys undertaken by Worthington Libraries in the last 12 years.

The first, the 2008 Technology Survey (abbreviated below as 2008 Tech), was conducted online
and targeted at library patrons, resulting in 495 responses (Reuter, 2008). This survey was used
to better understand our patrons’ access to and experience with a variety of technologies and was
intended to guide our efforts, especially in terms of emerging social media. Several questions were
duplicated from OCLC's Sharing, Privacy and Trust in Our Networked World (DeRosa, 2007).

The second, the 2009 Library Services & Programs Survey, again targeted library patrons and was
conducted both online and on paper, resulting in 5,984 responses (Reuter, 2009). This survey was
undertaken on the heels of the 2009 state budget cuts to the Public Library Fund and was intended
to guide us in making our own cuts to services and programs. Survey questions asked patrons to
rate a variety of services and programs as essential, nice to have or unnecessary, both at a personal
level and for the community.

Standing Out from the Crowd
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Also in 2009, the Worthington Area 360° project was conducted by consulting firm Communica
on behalf of the City of Worthington, Worthington Schools and Worthington Libraries
(Management Partners, Inc., 2010). It included focus groups as well as a phone survey of residents
of the Worthington school district with 600 responses, assessing perceptions of the community
and performance on key services and programs.

Most recently, in 2016 we used the top task approach (McGovern, 2015) to survey library patrons
with the Tasks & Interests Survey (abbreviated below as 2016 T&l) both online and in print,
resulting in 999 responses (Reuter, 2016). We sought to identify the tasks people undertake at the
library and the interests they pursue. Afterward, we used the core model approach (Aalen, 2015)
to cluster tasks into 10 core library service areas. Many of the tasks were carried over to this
survey and the core library service areas we identified have been used to organize and present the
findings below.

The comparisons between surveys are not always perfectly precise. The activities, services and
materials referenced in the questions and responses in the 2008 Tech and 2016 T&l surveys are
often close, but not identical to the current survey, e.g.,

1 2008 Tech
What have you done on the Worthington Libraries website in the last year?
0 Looked for book recommendations
T 2016 T&l
What do you do on the library’s website and online and catalog?
0 Look for reading recommendations for myself
T 2018
When was the most recent time you looked on the website for reading recommendations?
0 Inthe last week
In the last month
In the last 6 months
In the last year
More than 1year ago
Never
Not sure

O O 0O 0O 0O o

Further, the current survey asked people to report how recently they undertook a particular
activity; while the 2008 Tech survey specified whether people had undertaken an activity in the
last year, the 2016 T&l survey only asked people to indicate whether or not they undertake a
particular activity, which could reasonably be interpreted as ever or regularly or recently, among
other possibilities. Finally, both 2009 surveys gauged attitudes rather than behaviors. Findings from
the 2009 surveys will be presented in the narrative, but not in data tables.

Usage statistics

As part of this work, we also gathered historical usage statistics to provide additional context for
trends over time in various library activities. Statistics are available for different time periods for

different activities. For instance, downloadable materials only became available in large numbers
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around 2010. And we gained the capability to track catalog searches and account logins only after
our change to a new Integrated Library System in 2013 and completion of our transition to Google
Analytics for tracking traffic to our website and catalog in 2015. Statistics will be tracked since
inception, with the start year indicated, and then at 1-, 5- and 10-year intervals whenever possible.
A sparkline is also included to visualize the overall trend over time.

Limitations of the study

While the research design outlined above was undertaken with care to ensure the validity and
credibility of the findings in this report, there are limitations to this study, particularly as relates to
transferability to other populations.

The survey was only made available online and in-person through the library, therefore both
survey respondents and interview participants represent library users. These findings likely do not
represent non-users of the library.

Survey response rates were very low among those under 18 and interviews were not conducted
with that population. Findings for young people may not be reliable.

Finally, we did not collect data about socio-economic or cultural background in our survey or our
interviews. Survey respondents and interview participants may not be representative of the
Worthington City School District. Further, communities with different socio-economic makeup
than Worthington may exhibit different behaviors and attitudes. These findings may not apply to
all public libraries.

Standing Out from the Crowd
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FINDINGS

Library activities

Findings from the survey and interviews will be organized into 10 core library service areas,

identified by our prior internal research described above. The findings will be presented in order of
prominence, with the library activities that were undertaken by the most people discussed first. For

brevity, throughout this report, activities will be referred to by short labels. (See Appendix H to
view the key to the activity short labels.)

Table 9. Library core service areas and activities undertaken in the last year

Core service area

Borrowing

Borrowing

Borrowing

Borrowing

Account management

Facility use

Background information
Research and recommendations
Programs and events

Research and recommendations
Research and recommendations
Technology

Digital and online services
Programs and events
Technology

Digital and online services
Children’s services

Office services

Research and recommendations

Background information

Activity

Checked out items
Browsed online

Picked up items

Browsed in person
Managed account

Stayed 30 minutes

Planned a visit

Asked question in-person
Searched for programs
Sought reading recommendations
Researched a topic

Used computers
Downloaded media
Attended program

Used wireless

Used subscription resource

Brought children

Used copier / printer / fax / scanner

Asked question online

Volunteered

q Last
year

97%
95%
94%
93%
90%
87%
82%
76%
75%
7%

68%
53%
52%
50%
50%
49%
41%

33%
24%
7%

Within each core library service area, results from the current survey will be presented along with

results from the 2008 Tech and 2016 T&l surveys when relevant, followed by related usage
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statistics and finally results from the interviews. To convey the voices of the interview participants,
we will include direct quotes with attribution by participant identification number, gender, age
range and preferred library.

Borrowing

Virtually all survey respondents report undertaking borrowing activities—checking out items,
browsing the shelves, browsing the catalog online and picking up items—with the vast majority
having undertaken each activity within the last month.

Table 10. Library borrowing activities, 2008-2018

Activity 2016 T&l 2008 Tech

Checked out items 90% 97% 100% - -
Browsed online 87% 95% 98% 77% 74%
Picked up items 81% 94% 98% 85% 67%
Browsed in person 73% 93% 99% 75% -

These findings have been fairly consistent in our last decade of research. In 2008, we found that
using the online catalog to search for and reserve books were the top activities online, undertaken
by nearly three-quarters (74%) and two-thirds of respondents, respectively. In 2016, 95%
reported participating in at least one borrowing activity, with three-quarters or more undertaking
each individual borrowing activity. In our 2009 library services and programs survey, the top five
services were all related to borrowing. All respondents rated books as essential or nice to have,
and nearly all rated other borrowing services the same way: online catalog (96%) and ability to
pick up items at any location (92%).

Our usage statistics align with these findings. Circulation of physical materials has increased
steadily for a century. Catalog searches have increased over the last several years. The number of
hold requests took a leap in 2016 and climbed for two years; as of last year, it may be levelling off.
Over the last few years, holds have averaged one-fifth of all circulation of physical materials.
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Table 1. Library borrowing statistics, 2000-2019

L. Sparkline, Since

Sl 2000-2019 inception
. . . o P o o o 13%
Circulation of physical materials 2% 14% 7% (2000)
Catalog searches 9% 7% /%
g 0 ° (2015)

, [0)

Catalog hold requests created -4% 50% (20511£

Our interviews offer us valuable insights into what's behind these trends in borrowing. We opened
the interviews by asking participants to describe how they typically use the library. All but one
(29) mentioned borrowing as central to their library use, with more than one-third (11) mentioning
borrowing exclusively.

Yeah, for me, typically I use it mostly for books. [#19-M/18-24,/0WL]

Mainly | use it for movies with my husband. Also, | check out books for research on certain things.
| started checking out music CDs recently. [#05-F/18-24/NWIL]

Obviously, | utilize the lovely collection of books. [#27-F/55-64/NWL]

| order books online, often using the search capability. Often just searching for specific books, and
then | come in and pick them up when | get the email. Which is an awesome service. [#02-
M/55-64/0WL]

(The one participant who did not mention borrowing in answer to this initial question did talk
about borrowing extensively throughout the interview.)

When asked directly about their borrowing habits, all 30 participants discussed borrowing books.
All but one (29) mentioned print books, seven mentioned audiobooks and five mentioned e-books.
More than half (16) said they borrow nonfiction and just under half (13) mentioned fiction. Just two
mentioned children’s materials and one graphic novels. Half (15) mentioned borrowing video. Just
a few mentioned other formats including music (5), non-traditional items (4)—such as Adventure
Kits, Launchpad tablets or mobile hotspots—videogames (2) and magazines (1).

When asked how they used the library website, nearly all (27) said they search the catalog. More
than half (17) said they typically place reserves.

| search for something and put it on hold and it'll get sent to the library, that’s 95% of what | use
it for. [#05-F/18-24/NWL]

I will browse an author or a title | have found somewhere to see if's available. | know | end up
getting waitlisted for some things—it doesn’t bother me. [#29-F/45-54/NWL]

T Usage statistics for “Circulation of physical materials” does not include 2019 data.
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More than one-third (12) said they search for known items, with four participants mentioning that
they learn about books from the media.

I usually am very specific about a particular book that | want. So | go in and put in the book title
and reserve it. [#07-F/65+/NWL]

I look up items on the catalog that I've seen on TV or read about in magazine. [#28-F/45-
54,/0WL]

Just four said they browse by topic or author to find new items.

We also asked participants to reflect on a recent time they had completed a specific activity and
whether they were satisfied or if something was missing from their experience. We talked with just
more than one-third (11) of the participants about their experiences borrowing at the library,
including checking out items and browsing online and in person.

All 11 participants were satisfied with their experience borrowing. Nine felt there was nothing
missing from their borrowing experience.

No one else can beat the experience | got at the library. [#10-M/35-44,/WPK]
I've always loved libraries. I'd never choose anything else. [#07-F/65+/NWL]

(One participant wished for recommendations based on borrowing history and another wished for
more digital content for travel resources.)

As above, six participants discussed seeking a known item when borrowing, either a favorite
author (4) or series (1), or a specific title (1). Three participants discussed seeking materials by
topic (such as travel) and two participants mentioned genre (such as graphic novels).

All three participants who discussed their experiences browsing in person spoke about looking for
eye-catching items.

| went to the teen area, the graphic novel area... Then | looked at the actual things that catch my
eye, because of the displays, and books that are set up on the shelf. [#14-F/18-24/WPK]

| was looking for an author I'm reading from. | know where those books are, so | just browsed the
shelves to see what caught my eye. [#20-M/18-24/0WL]

Most participants described intrinsic motivations behind their borrowing, including personal
recreation (6) or family entertainment (2). The other three cited extrinsic motivations, including a
book group, professional development and a presentation.

| wanted to find a book | like. [#20-M/18-24,/0WIL]
I've been looking for more YA books to read, for personal reading. [#14-F/18-24,/WPK]

My husband and | are going through all the Marvel movies. We've been back and forth to the
library a lot! [#05-F/18-24/NWL]

My book group makes a lot of my decisions for me. [#07-F/65+/NWL]

| trust the author’s opinion on matters, it's loosely related to my profession—about technology
trends. | thought | could gain a lot by skimming the book. [#13-M/45-54/NWL]
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Most of the participants (8) mentioned cost as an important factor in their borrowing.
| like free because we are on a tight budget. As long as it's free I'm happy. [#05-F/18-24/NWL]

Especially for books that I'm only going to read once or not keep around, checking out from the
library is a much greater use of time and money. [#15-M/35-44,/WPK]

I'm a cheapskate. | don't buy books on Amazon. The library has everything | could want. [#25-
M/65+/0WL]

Three participants spoke about the convenience and ease of borrowing at the library.

It's super simple. All | have to do is type in what | need, select Blu-ray. It's the only thing that pops
up. Hit reserve and I'm on and off in three minutes. [#05-F/18-24/NWL]

I'm still just amazed that | can sit in my home office, request it and drive two miles to pick it up. It
blows my mind how well it works. [#13-M/45-54/NWL]

Finally, three participants spoke about trusting authoritative resources when it comes to borrowing
at the library.

The authenticity, reliability and trust in the resources at the library [is important to me]. There's
no commercial benefit ... from the books in the library. No one is pushing a book because of
personal gain. [#10-M/35-44,/WPK]

| was going to give a presentation... So, | had to get the best information. [#04-F/45-54/0WIL]

In summary, borrowing at the library is universal, and always has been. People are borrowing
books, generally for personal, recreational reasons. Cost is a key factor behind people's borrowing;
convenience and authority also factor in. Overall, people are highly satisfied with the borrowing
experience the library offers, often effusive in their praise.

Account management
Nearly all respondents (90%) reported managing their library account online (such as renew
items, pay fines) in the last year, with nearly three-quarters (71%) doing so in the last month.

Table 12.  Library account activities, 2008-2018

Activity 2016 T&l 2008 Tech

Account management 71% 90% 94% 74% 60%

In 2008, between half and two-thirds of those surveyed reported completing a variety of account-
related activities: renew items (67%), check reserves status and borrowed items (60%) and check
fines (47%). By 2016, those numbers had mostly climbed: renew items (74%), check reserves
status (72%) and check fines (34%).
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Account logins have climbed modestly in the last year, but have dropped overall in the last five
years. With the launch of automatic renewals in 2015, our patrons may have less need to log into
their accounts.

Table 13.  Library account usage statistics, 2000-2019

o Sparkline, Since
Statistic 2000-2019 inception
~— -19%
g 0, -190, -
Account log ins 9% 19% (2015)

Account management wasn't discussed extensively in our interviews, but five participants did
mention accessing their library accounts when asked how they used the library website and
catalog. Four mentioned checking the status of their borrowed items and two mentioned checking
the status of their reserves.

What | use it the most for is reserving books, checking the status—I probably have 15-20 books
checked out, so | have to keep track of what's due and how many renewals do | have left. [#26-
M/25-34/0WL]

Primarily | look up my account and remember what books my kids have hidden around the house.
[#21-F/35-44/WPK]

A couple times a week at home, | check my queue for holds. [#28-F/45-54/0WL]
During the course of the interview, four participants praised our borrowing policies.

The policies—the automatic renewals and fine free—are so nice. | prefer to do my borrowing
from this library because I like the borrowing policies. [#25-M/65+/0WIL]

It's neat that we automatically renew things. [#18-M/55-64,/0WL]
| love that there’s no fines anymore. [#11-F/35-44,/0WL]

Changing policies around late fees was very helpful in the way | use the library [#12-M/45-
54/WPK]

In summary, people are satisfied with the account management tools available to them through
the library. They appreciate our borrowing policies.

Facility use
The vast majority (87%) of respondents reported spending more than 30 minutes at the library in
the last year, with nearly two-thirds (62%) doing so in the last month.

Table 14.  Library facility activities, 2018

Activity

Stayed 30 minutes 62% 87% 97%
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The 2016 survey is the first time we asked specifically about in-person library activities. The vast
majority of respondents (82%) in that survey reported participating in at least one in-person
activity—the top in-person activity was using the public restroom (53%) and other in-person
activities including drinking from the water fountain (37%), using as a quiet place to read (35%) or
relax / hang out (26%). Younger people, those under 25, reported higher rates—around double—
of these activities than older respondents.

Our usage statistics seem to run somewhat counter to these findings. After a modest peak in 2010,
attendance in the library has declined, with a drop of just over a quarter (27%) over the decade.

Table 15.  Library facility usage statistics, 2000-2018

— Sparkline, Since
Sl 2000-2018 inception
Attendance in library? —_ — -4% -15% -27% 17%

(2006)

In our interviews, we asked participants if they typically spent time at the library or just passed
through. Of the 28 participants who engaged with the question, answers were evenly split, with 12
each saying they spent time or just passed through and the remaining four saying they did both
evenly.

When remarking on why they spent time at the library, half of the participants (8) focused on
pleasantly passing the time, using words like “chill,” “hang,” “waste time,” “linger” and “poke
around” and highlighting the library as a place for relaxation.

Sometimes it's just nice to go in. | love the look of books so sometimes | go in and just literally
poke around. [#27-F/55-64/NWIL]

It's a nice place to sit and just chill. [#14-F/18-24/WPK]
| usually spend time here. It's quiet and relaxing. [#18-M/55-64,/0WL]
It's actually my kids' favorite way to “waste time.” [#09-F/25-34/WPK]

When | don’t have a project with a plan, | come to the library to browse what | like with no goal.
[#10-M/35-44,/WPK]

My husband and | like to come and browse. It's relaxing for us. Sometimes we’ll spend an hour
just looking around. We initially come in to pick up items that we found online but end up
staying. [#05-F/18-24/NWL]

Three participants spoke about the strong first impression the library makes when you enter.

There’s just a feeling when you walk into a library... When you walk in the door, for me, it’s a,
whew, relaxing experience. [#23-F/45-54/WPK]

2 Usage statistics for “Attendance in library” does not include 2019 data.
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Just, visually, it has always been nice to approach the library and ... to see the garden that’s been
worked on a lot and bigger, to see that as you approach the front door, just makes you feel better
about going the rest of the way in. [#27-F/55-64/NWIL]

Right when you walk in the front door [you can tell] it's a 5-star library. You spend literally 10
seconds in this library, you realize real fast that this library is one of the best, not just in probably
Ohio, probably in the country as a system entirely. [#19-M/18-24,/0WL]

Of the 12 participants who said they only pass through, three cited busy schedules and one each
mentioned lack of convenience, online availability and unpleasant atmosphere as deterrents.

When | go inside, it's always really cool and I'm glad | went in. | just don't always have the time.
[#06-F/45-54/NWL]

| prefer to get things [using the after-hours pick up lockers] because it seems like | can never get
there when they're open or | don't want to walk in to pick it up. [#15-M/35-44,/WPK]

With access to so many things through the library online, | spend less time in the building than |
used to. [#01-M/65+/0WL]

I don't go in very much, but | would if it was less crowded and | knew | could get a nice comfy
spot to do work. [#13-M/45-54/NWIL]

We asked three participants to reflect on their experiences spending time at the library. All three
were satisfied with their experience and felt nothing was missing. One described using the library
for professional work, one for academic work and one for personal reasons.

All three participants cited the comfortable, peaceful atmosphere of the library.
There are comfy chairs. [#14-F/18-24/WPK]
In general, I'd say the ambience is everybody is quiet. [#19-M/18-24/0WL]

| can just say that | do enjoy the Reading Room experience here. | feel like | can curl up on a couch
or sit at a table and focus on just reading, which | find great. [#26-M/25-34,/0WL]

All three participants used the library to avoid distractions.

Sometimes I'm like, oh, it's really chill, or it's raining outside, or I'm avoiding my chores. [#14-
F/18-24/WPK]

| have the tendency to turn on Spotify and all this other stuff so a quiet study place turns into a
rock concert in a matter of eight seconds. With the library, it's just one of those things where
everybody is quiet, everybody is doing their own thing, stick with the status quo, | can actually get
some work done. [#19-M/18-24/0WL]

| think there are times when I'd rather read here than at home, just because | have far too much
distraction at home. | have my TV going, | have music, | have movies, sports going on, so |
definitely use the library as a way to tune out distractions and sit there and focus. [#26-M/25-
34/0WL]

Two participants listed the variety of amenities available to them in the library, including helpful
staff.
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Table

2016 T&l
46%
46%
88% 41% 49%
7% 24% 41%
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