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 1.  Statistics 

 2.  Alignment 

 3. Value 

 4. Messaging 
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 ‘The mathematics of the collection, 
organization and interpretation of numerical 
data.’ 

 

 ‘Numerical data’ 

 

 "Lies, damned lies, and statistics" 
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 Numerical data. 

 Descriptive statistics. 

 Analytical statistics. 

 

USED FOR: 

 

 Analysis. 

 Determine if our services and our customers 
needs are in alignment. 

 Communicate our message. 
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 Weather forecasts. 

 Medicine.   

 Politics. 

 Insurance. 

 Consumer goods. 

 Stock market 

 Sports. 
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• Employment / unemployment.   
•   8.8% are unemployed 
•13.5 million workers are unemployed. 

 
• Stock Market.   

•May 2009.  8388  . 
•May 2012.  13,026 
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New Hampshire 
Debt as percent of income: 18%  

Unemployment rate: 5.4%  
Home ownership: 74.9%  
Negative equity: 25.2%  

Average home price: $243,000  
Loan as percent of home value: 69.8%  

Percent of U.S. Market: 0.42%  
 

New Hampshire has a very low unemployment rate at 5.4%, compared to the national rate of 8.8%, which helped the state keep its debt as a 
percent of income to just 18%. There’s a high percentage of home ownership here and the average home price is below the national average of  

$298,000.  



 Long-term brands and relationships are built on 

alignment. Here are a few examples ("I" is the 

royal I, not me in particular  ) 

 

 A perfect relationship: I want your company to help 

me, and your company wants to help me. We're 

both focused on helping the same person. 
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 The Wal-Mart relationship: I want the cheapest 

possible prices and Wal-Mart wants to (actually 

works hard to) give me the cheapest possible 

prices. That's why there's little pushback about 

customer service or employee respect... the goals 

are aligned 

 

 The Apple relationship: I want Apple to be cool. 

Apple wants to be cool. That's why there's little 

pushback on pricing or obsolescence or 

disappointing developers. 
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 The search engine relationship (when it's 

working): I want to find what I'm looking for. You 

want me to find what I'm looking for, regardless of 

the short-term income possibilities.  

 

 The farmer's market relationship: I want to eat 

sustainable foods that make me feel good. You 

want to grow sustainable foods that make me feel 

good. 

 

14 



 What are the expectations of my library’s 
customers? 

 

 What are the expectations of the Library 
Board? 

 

 What are the expectations of the Library staff? 

 

 What resources do I have available to meet 
these expectations? 
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V = B/C 
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 Value = Benefit / Cost 
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 Quantative 

 Qualatative 

 Perceived 
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RETURN ON INVESTMENT 
 

Library Service:  How Much Is It Really Worth? 
 
The Adams County Library System is in the business of making books, information and 
related materials available,  PA and to offer educational and culturally enriching programs 
and events to the residents of Adams County.  If our customers had to buy the materials 
and services available to them in 1999 from the Adams County Library System, they would 

have paid an estimated       $7,973,364 
 
For example:   
 
 385,000 books and materials were borrowed from the Library System in  1999.  At an 

average retail cost of $20 these would have cost   $   7,700,000 
 
19,250 books, periodicals, and newspapers were used in libraries but not checked out. 

At an average retail price of $10 these would have cost $      192,500 

 
9,273 reference questions were answered in person and by telephone by the library staff.  
If the library customer had to pay $4 for each inquiry,  

the cost would have been      $          37,092 

 
9443 children and adults attended library programs in 1999. 

At a $4 admission, these activities would be worth  $          37,772 
 
1200 children participated in summer reading programs in 1999. 
If each had paid a $5 registration fee, this would 

 have cost         $            6,000 
 
 
Total Benefits       $    7,973,364 
 
[These are just some of the services the Adams County  
Library System provided during the fiscal year.   
The value was much more to many users than  
the estimate of $7,973,364.] 
 
 

Taxpayers Investment in 1999    $    1,003,233  
 

Return on Investment             $     6,970,131 
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Nesmith Library Service:  How much is it really worth?

The Nesmith Library is in the business of making books, information, and related 

materials available to the residents of Windham,  NH and to offer culturally

enriching programs to town residents.  If our customers had to buy the 

materials and services available to them in 2008 from the Nesmith 

Library, they would have paid an estimated $5,103,300

200,559 books, periodicals and magazines were borrowed from 

the library in 2008. At an average retail cost of $25 

these would cost: $5,013,975

3,500 items were used in the library but not checked out.

At an average retail price of $10 these would cost: $35,000

4,270 reference questions were answered by the library staff.

If each customer had to pay $5 for each inquiry the

cost would have been: $21,350

6,216 children and adults attended library programs 

in 2008.  If each paid a $5 admission fee this 

would have cost: $31,080

379 children participated in summer reading programs $1,895
in 2008.  If each paid a $5 admission fee this 

would have cost:

________________________________________________________________

Total Benefits: $5,103,300
These are just some of the services the Nesmith Library provided during the

year 2008.  

Taxpayers investment in 2008: $941,590

Return on Investment 2008: $4,161,710



• Q. How much money did you save your 
patrons by loaning books, movies and 
other items? 

• A. Number of items circulated multiplied 
by the average cost of the items. 

• Example: If your library circulated 25,000 
items (books, movies, audiobooks) and you 
multiplied that by $20* you've theoretically 
saved the people of your community 
$500,000! How much have they invested in 
you? 
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• Q. How many family entertainment dollars did 
you save the people of your community by 
offering programs? 

• A. Program attendance for the year multiplied 
by the cost of the average movie ticket in your 
area. 

• Example: If your program attendance for the 
year equals 500 and you multiply that by the 
cost of a $6.00 movie ticket you've saved 
$3,000 of entertainment costs for the people 
of your community. 

•   

 

25 



 Q. How much money does your library save the people 
of your community by providing computers with 
Internet access for the public? 

 A. Number of people who use your public access 
computers in a year multiplied by the cost of using the 
same equipment and connectivity through a local 
business. 

 Example: Kinko's Copy Center has begun offering 
access to computers with Internet connections and 
Microsoft Office Suite at $12 and hour, use that figure 
and multiply it by the number of people who used your 
computers last year. A local cyber cafe charges 13 cents 
a minute for Internet access 
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 The magical 50 cent.    (librarything.com) 
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Total Collection 

Expenditures Total circulation Cost per circ.

Portland, ME $437,500 807,276 $0.54

Portland, OR $5,932,473 20,394,496 $0.29

Portland, CT $75,178 146,939 $0.51

Portland, IN $99,845 324,058 $0.31

South Portland, ME $78,038 249,431 $0.31

Chebeague Island, ME $6,168 10,442 $0.59



 Come and get your half-buck! Cost-per-
circulation is a critical number because it 
shows how much libraries are spending to 
satisfy their patron’s reading needs–ignoring 
staff, building, etc. If the switch to ebooks 
causes that number to rise, we can expect 
library budgets to rise as well. If it rises a lot, 
library budgets will rise a lot. 
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 RETHINKING LIBRARY STATISTICS IN A 
CHANGING ENVIRONMENT  by Richard W. 
Boss 

 

 http://www.ala.org/ala/mgrps/divs/pla/plap
ublications/platechnotes/rethinkinglibrary.cf
m 
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    At a minimum, the following data elements 
should be considered by a public library: 
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 Population and Registered Borrowers 

 Size of population served. 

 Income level of population served. 

 Non-English speaking population served (by 
language). 

 Number of registered borrowers from the 
jurisdiction served. 
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 Percentage of population in the jurisdiction 
served who are registered borrowers. 

 Number of registered borrowers from other 
jurisdictions, including reciprocal borrowers, 
fee borrowers, guest borrowers, etc. 

 Number of registered borrowers by zip code. 

 Number of registered borrowers by language 
preference. 
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 Number of registered borrowers by sex. 

 Number of registered borrowers by age level. 
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 Budget 

 Total budget from all sources. 

 Total budget by source of income. 

 Expenditure per person in population of 
jurisdiction served. 

 Expenditure per registered borrower. 

 Hours open per week (aggregate of all 
outlets). 
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 Expenditures for staff, including benefits. 

  Number of staff per 1,000 registered 
borrowers.  

 Expenditures for library materials, including 
print, A-V, and microform. . 

 Expenditures for library materials per 
registered borrower.  

 Expenditures for electronic products and 
services. 
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 Expenditures for electronic products and 
services per registered borrower.  

 Expenditure for all library materials and 
electronic products and services per 
registered borrower.  

 Value of electronic products and services 
available as the result of consortia and/or 
state agency purchases, but not reflected in 
the library budget.  
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 Facilities 

 Expenditures for facilities, including 
technology and other equipment. 

 Outlets per 1,000 registered borrowers. 

 Number of PCs available to patrons. 

 Number of PCs available per 1,000 registered 
borrowers. 
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 Collections 

 Number of print items in the collection. 

 Number of print items per registered 
borrower. 

 Number of non-print items in the collection, 
including A-V, microform, and electronic. 

 Number of non-print items per registered 
borrower. 
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 Number of print serials available.  

 Number of print serials per registered 
borrower.  

 Number of electronic serials available.  

 Number of electronic serials per registered 
borrower 
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 Total number of unique serials available.  

 Number of unique serials per registered 
borrower.  

 Number of electronic databases available. 
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 Usage 

 Annual Number of visits to library. 

 Average number of visits per population 
served. 

 Average number of visits per registered 
borrower. 

 Circulation of locally held print materials. 

 Circulation of locally held non-print 
materials, including A-V, microform, and 
electronic. 
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 Circulation to homebound in above totals.  

 Circulation per registered borrower.  

 Number of items loaned to other libraries, 
including photocopies.  

 Number of items borrowed from other 
libraries, including photocopies.  

 Turnover rate of circulating materials 
(number of circulations divided by the 
number of items in the collection) 
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 Number of in-library uses of print materials 
(reshelving count, minus circulation count).  

 Number of in-library uses of non-print 
materials (reshelving count, minus circulation 
count).  

 Number of patron access catalog searches. 

  Number of patron access catalog searches 
per registered borrower. 
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 Number of accesses to electronic products 
and services per registered borrower.  

 Number of page views of electronic products 
and services.  

 Number of page views of electronic products 
and services per registered borrower.  

 Number of accesses through the gateway or 
portal to all external resources.. 
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 Number of accesses through the gateway or 
portal to all external resources.  

 Number of accesses through the gateway or 
portal to all external resources per registered 
borrower.  

 Number of accesses (hits) of the library’s Web 
site. 
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 Number of visits to key pages on the library’s 
Web site, including number of sessions and 
page views.  

 Number of in-person reference questions.  

 Number of e-mail, telephone, and mail 
reference questions.  

 Total number of reference questions. 
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 Total number of reference questions per 
registered borrower.  

 Number of presentations to groups.  

 Number of participants in group 
presentations.  

 Total number of transactions or contacts 
represented in all of the foregoing (i.e., 
activity level). 
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 Transactions or contacts per registered 
borrower. 

 Average transactions or contacts per hour 
open. 

 Average cost per transaction or contact. 
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 A library may choose to base its ratios on the 
size of the population, rather than on the 
number of registered borrowers. As long as 
the comparison from year to year uses the 
same basis, it will be possible to accurately 
determine the change in activity level. 
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Number of links on the library Web site  

Number of pages in the library Web site  

Number of licensed and locally maintained 

databases  

Number of licensed and locally maintained e-journals  

Number of licensed and locally maintained e-books  

Number of locally maintained digital collections  

Number of images in locally maintained digital 

collections  

Total file size of locally maintained databases and 

digital collections  



 Analyzing the cost per session of e-resource use  

 Determining cost per use of traditional materials (based 

on circulation and in-house usage statistics)  

 Examining what it costs to staff library services areas  

 Examining what it costs to collect and analyze data  

 Examining the cost of productivity (for example, what it 

costs to put a book on the shelf or some information on 

the Web)  

 Examining the total cost of selected library operations  
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 Cost-benefit analysis is a different task 
entirely because it takes into account the 
qualitative value of library collections and 
services to users. Even if libraries had a clear 
definition of what it means to be cost-
effective or a benchmark against which to 
measure their cost-effectiveness, additional 
work is required to determine whether the 
benefits of an activity warrant the costs 
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• Cost per circulation = total cost of your library 
operation (total tax and total private support) 
divided by the number of items circulated. 

 

 Cost per circulation = amount spent on materials 
divided by the number of items circulated.  The 
Magical 50 cents. 
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 Per capita circulation= number of items you 
circulate in a year / number of people in your 
town. 

 (A per capita circulation of 6.0 is average.  The 
lower the rate, the less your library is being used.) 
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 http://www.haplr-
index.com/2010_haplr_edition.htm 
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http://www.haplr-index.com/2010_haplr_edition.htm
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MOULTONBOROUGH PUBLIC LIBRARY                               MOULTONBOROUGH      h) 2.5 K            689 82.60%

MEREDITH PUBLIC LIBRARY                                     MEREDITH             g) 5 K            703 84.90%

NESMITH LIBRARY                                              WINDHAM              f) 10 K            710 85.90%

ABBOTT LIBRARY                                               SUNAPEE              h) 2.5 K            713 85.50%

LEE PUBLIC LIBRARY                                           LEE                  h) 2.5 K            713 85.40%

SAMUEL H. WENTWORTH LIBRARY                                 CENTER SANDWICH      i) 1 K            716 86.00%

WIGGIN MEMORIAL LIBRARY                                     STRATHAM             g) 5 K            716 86.70%

HOPKINTON TOWN LIBRARY                                      CONTOOCOOK           g) 5 K            719 87.20%

TUFTONBORO FREE LIBRARY                                     CTR. TUFTONBORO      i) 1 K            719 86.40%

MARY E. BARTLETT LIBRARY                                    BRENTWOOD            h) 2.5 K            724 87.20%

GILFORD PUBLIC LIBRARY                                      GILFORD              g) 5 K            740 89.90%

HOLLIS SOCIAL LIBRARY                                        HOLLIS               g) 5 K            744 90.20%

WILLIAM Y. WADLEIGH MEMORIAL LIBRARY                        MILFORD              f) 10 K            772 93.50%

WOLFEBORO PUBLIC LIBRARY                                    WOLFEBORO            g) 5 K            798 95.40%

HOWE LIBRARY                                                 HANOVER              f) 10 K            799 95.50%

DUNBAR FREE LIBRARY                                          GRANTHAM             i) 1 K            805 95.80%

PORTSMOUTH PUBLIC LIBRARY                                   PORTSMOUTH           f) 10 K            845 97.80%
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Measurement Category HALPR Weight 

Expend. per capita 3 

Percent Budget to materials 2 

Materials Expend. Per capita 2 

FTE staff per 1,000 population 2 

Periodicals per 1000 residents 1 

Volumes per Capita 1 

Cost per circulation (low to high) 3 

Visits per capita 3 

Collection turnover 2 

Circulation per FTE Staff Hour 2 

Circulation per Capita 2 

Reference per capita 2 

Circulation per hour 2 

Visits per hour 1 

Circulation per visit 1 

Weighting the Factors  

     



 Total number of transactions or contacts as 
determined by some semi – standard  criteria  
(i.e., activity level). 

 

 Per hour, per day, etc. 
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 Measurement.  What and why. 

 Performance.  OK?  Good?  Great? 

 Alignment.   

 Value: 
◦ Perceived 

◦ Qualatative 

 Messaging.  
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