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REPORT TO 

TYNE & WEAR ARCHIVES JOINT COMMITTEE

17 July 2003



 

TITLE OF REPORT:
 Survey of visitors to British Archives 2002

REPORT OF:
Chief Archivist & Head of Cultural Development
 

EXECUTIVE SUMMARY
The results of a national survey of visitors to British archives shows what users of Tyne & wear Archives Service think of the service, and allows the service to be compared with the regional and national picture. Benchmarking in a selected group of 12 archives allows the picture to be developed further. The survey generally shows that the archives service is performing reasonably well, but could improve in specific areas.

 

Policy Context

1. The survey fits within the context of Best Value and performance assessment. 

Consultation

2.  N/a

Implications

3.  n/a

Recommendations

4.  The committee is recommended to note the report.

CONTACT:   Liz Rees 0191 232 6789 extension  415
PLAN REF:  











APPENDIX 1

Background

1. The Survey of Visitors to British Archives is undertaken on a regular basis by the Public Services Quality Group, with results analysed by the Institute of Public Finance. 

2. The survey is carried out by means of a questionnaire given to personal visitors to the archives service, a suitable statistical sample being determined by IPF. Tyne & Wear Archives Service had 176 questionnaires completed this time (October 2002). All north east local authorities took part this year.

3. The archives service has taken part in previous surveys in October 1999 and February 2001.

4. Details of selected results are given in Appendix 2.

Proposal

5.  The committee is asked to note the report

Consultation

6.  n/a

Alternative Options

7.  n/a

Implications of Recommended Option

8. Equal Opportunities Implications -  n/a

9. Crime and Disorder Implications -  n/a

10. Environmental Implications -  n/a

11. Human Rights Implications -  n/a

12. Ward Implications -  n/a

Background Information

13.  The full single service report will be made available on the archives service website as part of our Publication Scheme under Freedom of Information.

Appendix 2

1. Visitors were asked to rate particular aspects of their experience.


National % Good or VG
North East
Tyne & Wear

Advance information
89.1% (87.7%)
90.2% (95.3%)
88% (94.4%) (7)

Web site
80.4%
82.8%
78.9% (6)

Opening hours1
83.3% (89.1%)
79.4% (89.1%)
81.6% (89.7%) (6)

Physical access2
87.2%
81.8%
76.4% (7)

Visitor facilities
77.8% (70.5%)
77.8% (62.7%)
79.6% (62.1%) (3)

Lists, indexes etc3
99.5% (92.3%)
90.5% (96.1%)
90.1% (93.4%) (5)

Document delivery
91% (81.2%)
90.8% (93.6%)
88.7% (95.1%) (10)

Microfilm viewing facilities4
83.3% (80.7%)
74.5% (82.5%)
67.9% (77.8%) (11)

Copying services5
74.8% (81.1%)
71.5% (80.8%)
65% (75.7%) (11)

On site IT
74%
71.8%
71.4% (6)

Quality of staff advice6
93.9% (89.1%)
95.4% (90.5%)
94.4% (89.2%) (10)

Helpfulness & friendliness6
96.3% (94%)
96.7% (94.3%)
98.2% (96.5%) (7)

Overall service
94.4% (94.4%)
91.8% (94.5%)
90.1% (95.1%) (10)

Notes

Where the same question was asked in 2001, comparative score is in brackets. Percentages show those rating Very Good or Good (previously Excellent or Good). The figure in italics shows Tyne & Wear’s position in the benchmark group of 12.

1. There is an overall lessening in satisfaction with opening hours, probably due to greater expectations by users. However, no one thought our opening hours very poor and only 1.8% thought they were poor. This was in contrast to 0.7% and 2.9% regionally, and 0.2% and 3.7% nationally.

2. During the time of the survey there was a great deal of building work taking place in the museum. 3.8% thought access was poor.

3. In contrast to the national picture, satisfaction in the north east seems to have decreased, but no one thought we were poor or very poor compared to 0.6% overall in the region. Paradoxically, however, both Tyne & Wear and the north east achieved a higher “very good” rating than the national figure.

4. In a separate question 34.8% of our users said that this was the most important area for us to improve. 1.5% of respondents rated us “very poor” in this respect. Following the survey we have tried to make a small improvement by moving two of the microfilm readers. Space does not allow for any greater change.

5. This is another area where there has been an overall decline in levels of satisfaction. 21.3% of our users thought this was the area in most need of improvement and 1.9% rated us “very poor”.

6. Our staff provide greater levels of satisfaction than the national average (which in itself shows high levels). No one rated us poor or very poor, in contrast to 0.6% nationally and 0.3% regionally who thought advice was poor or very poor and 0.7% nationally and 0.4% regionally who thought helpfulness and friendliness was poor or very poor. However, two of the benchmark group rated 100% for quality of advice, five rated 100% for helpfulness and friendliness.

2. Visitors were asked how long they stayed that day. 58% of our users stayed more than 2 hours, while 16.7% stayed less than an hour. This was average within the benchmark group.

3. 85.1% of visitors said that visiting the archive was their main purpose in coming to the area that day and 51.8% came by public transport (in contrast to 34.1% nationally and 30% regionally). This was also one of the highest percentages in the benchmark group.

4. 24.4% completed the section of the questionnaire relating to visitors to the area. Of these 81.4% just came for the day, 16.3% were staying up to a week and 2.3% for more than a week (third highest in the benchmark group). 
5. 6.5% of users were paying for overnight accommodation but 48.4% were eating out locally, 64.5% using local shops and services and 22.6% visiting other places of interest. Regionally, 14.4% of archive visitors were paying for overnight accommodation.
6. Our users in general, however, live closer to us than the national median. 50% live within 10.5 miles while the national figure is 14.8 miles. Our average distance travelled is 27.4 miles compared with 37.6 miles nationally. This is not surprising for an archive in the centre of a large urban area, compared with those that serve rural counties. The benchmark group averaged about 40 miles.
7. The categories of visit were slightly different from the previous survey but our users, as last time, showed a different profile from the national figures. 61.4% came for personal leisure or recreation (63% nationally), while 13.3% (11.1%) were on personal or family business and 18.4% (15.3%) engaged in formal education or research. The latter was the second highest in the benchmark group, which included the University of Durham.
8. Percentages of first time visitors were also very different from the national picture. 29.9% of our users were first time visitors in contrast to only 18.5% nationally. Our figure has averaged 30% over the three surveys. The benchmark group did show a wide variation from 8.7% to 37.7%, but three members showed 29.8%. 14.6% of our users had been visiting for more than ten years, a smaller percentage than most of the benchmark group, but reflecting the great increase in our user numbers over that period.
9. Perhaps as a result 49.6% of our visitors were aged under 55 compared with 42.6% nationally. 2% were over 75 compared with 4.7% nationally, the second lowest percentage in the benchmark group. 48.4% were male and 51.6% female compared with 54.2%/45.8% nationally, and the highest proportion of female users in the benchmark group.
10. Over the three surveys use of the internet has increased from 46% to 65% to 70.8%. This is still lower than the national figure now of 76.6% and within the benchmark group we were tenth.
11. For the first time respondents were asked if they had a disability. Previously they were asked to rate the service in relation to any disability they had, so numbers had to be deduced from the number of respondents. Significant percentages of archive users have some disability.
Disability
Nationally
Regionally
Tyne & Wear

Visual
7.4%
8.9%
7%

Hearing
7.8%
8.8%
8.9%

Physical
7.8%
10.9%
10.2%

Learning
1%
1.2%
2.6%

12.
In general 84.6% of our users agreed with the statement that using archives had been “a useful and enjoyable learning experience” and 22.8% that it had “helped generally to increase my abilities, skills and confidence”. However, this was the lowest in the benchmark group, and our performance in other more practical areas such as developing job seeking, workplace and IT skills was also rated low.
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