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REPORT TO 

TYNE & WEAR ARCHIVES JOINT COMMITTEE
24 July 2008
TITLE OF REPORT:
 Survey of Visitors to British Archives
REPORT OF:
Chief Archivist & Director of Culture and Communities
 

Purpose of the Report
To inform the committee of key results of the survey of visitors to British archives carried out in November/December 2007 by the Public Services Quality Group (PSQG)

 

Background

1. The survey of visitors to British archives is carried out roughly every 18 months by the Public Services Quality Group.
2. The survey in 2007 is the sixth time Tyne & Wear Archives Service has participated.

Results

3. A summary of key results is given in the Appendix. 

4. Key findings from the survey show that levels of satisfaction have increased nationally for almost all areas, with overall satisfaction up again from 94% to 96%. In Tyne & Wear overall satisfaction increased slightly from 92.4% to 93.6%. 

5. Other results of interest include

· 52% of Tyne & Wear visitors arrived by public transport, a smaller percentage than in 2006, although 21% also arrived on foot.

· Only 20% stayed at the archives for more than 3 hours, down from 46.6% in 2006, a picture reflected nationally.

· For 83% of users, visiting the archives was the main purpose of their trip

· 7% paid for overnight accommodation and 29% of those from outside the area were staying for more than one night, 11% for more than a week, up from 2%.

· A huge 38% were first-time visitors, compared with 24.7% nationally. This figure probably reflects a large number of student users sampled this year. The national figure is up from 18% in 2006.

· The larger than normal proportion of student users increased our percentage of under-25s to 27% compared with 10% for the region, and also contributed to an increase in minority ethnic users to 2.6% compared with 1.1% for the region

· 10% have been using the archives for more than 10 years

Recommendation

6. The committee is recommended to note the report.

Alternative Options

7.  There is no alternative option at present.
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Appendix 

	
	National %) Good or VG
	North East1
	Tyne & Wear

	Advance information
	91.1% (89.3%)
	85.8%
	80.4% (89.1%) 

	Web site
	81.8% (85.2%)
	79.2%
	73.8% (76.2%) 

	Opening hours2
	85% (87.4%)
	74.1%
	85.8% (85%) 

	Physical access
	90.4% (93%) 
	83.9%
	89.7% (89.8%) 

	Visitor facilities
	81.7% (85.6%) 
	85%
	84.7% (84.8%) 

	Lists, indexes etc
	87.7% (90.7%) 
	86.5%
	84.6% (88.1%) 

	Document delivery
	92.3% (92.7%)
	92.6%
	90.4% (91.8%) 

	Microfilm viewing facilities3
	86.1% (83%) 
	81.1%
	70.9% (73.3%)

	Copying services4
	81.1% (77.4%) 
	76.1%
	62.5% (68.6%) 

	On site IT
	81.4% (81.7%)
	80.8%
	64.5% (73%)

	Quality of staff advice5
	96.8% (95.5%) 
	95.3%
	91.9% (96.5%) 

	Helpfulness & friendliness
	97.7% (94.7 
	94.9%
	94.7% (97.3%) 

	Overall service6
	95.9% (94.1%) 
	94.5%
	93.6% (92.4%) 


Notes

Previous survey figures (2006) given in brackets.

1. Comparable regional figures for 2006 not available as Northumberland did not participate due to move to Woodhorn.

2. The regional figure reflects extreme dissatisfaction with restricted opening hours at other services.

3. This continues to be an area of dissatisfaction, although this aspect of the service is in decline due to increased online resources.

4. Although perhaps distorted by the expectations of student users this is an area in need of improvement.

5. It is disappointing that the perception of the quality of advice has slipped. This will be addressed by in-house training.

6. Although satisfaction with specific areas has decreased, overall satisfaction has increased.
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