In 2012, the Library Research Service
(LRS) adminstered a patron
satisfaction and outcome survey for the
Colorado Talking Book Library (CTBL).
This was the fifth time that this survey
has been administered since 2004. The
survey was designed to assist CTBL in
its ongoing efforts to evaluate its
services, and the results indicate that
an overwhelming majority of patrons
are very pleased with the services
CTBL provides. Nearly all respondents
(99%) rated their overall satisfaction
with CTBL as excellent or good, which
is consistent with prior years (see
Chart 1).

RECENT STATISTICS FROM THE LIBRARY RESEARCH SERVICE

Pleased Patrons: CTBL Maintains Excellent Service Record

About CTBL
The Colorado Talking Book Library (CTBL) provides
free library services to more than 6,000 patrons
who, because of physical, visual, or learning
disabilities, are unable to read standard print
material.

CTBL'’s collection consists of 58,000 talking books,
7,000 digital titles, 6,000 titles in Braille, 19,000 titles
in large print, and about 300 descriptive videos.

CTBL is part of the Colorado State Library, a
division of the Colorado Department of Education,
and is affiliated with the Library of Congress,
National Library Service for the Blind and Physically
Handicapped (NLS).
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Respondents’ Overall Satisfaction with CTBL
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Features of CTBL Service
CTBL Services
In addition to rating their overall satisfaction o Books may be ordered via mail,

with CTBL, respondents were asked to rate email, phone, fax, or online.
their satisfaction with selected components of
CTBL'’s services. Three of these components
were rated as excellent or good by at least 98
percent of the respondents: “courtesy of
library staff,” “completeness and condition of
books received,” and “speed with which they
receive books” (see Chart 2).

e The library loans playback
machines free of charge to
patrons.

e Patrons can request specific titles
or books can be selected for them
based on their reading interests.

Although still at very high levels, the 2 lowest

rated components of service were “the Colorado Talking Book Library newsletter” (81%
excellent or good ratings) and “the book titles we select for you” (65% excellent or good
ratings).

Chart 2
Percentage of Respondents Rating Selected CTBL Service
Components as Excellent or Good

Speed with which we get books to you 24%

Courtesy of library staff 13%
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Completeness and condition of the books you

received 28%

Ease of contacting us 23%

Quality of the playback machine we have loaned

you 23%

The number of books we send to you

The Colorado Talking Book Library newsletter

Selected Components of CTBL Service

The book titles we select for you 43%
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Outcomes of CTBL Use

Over the years, reading for pleasure
continues to be the most frequently valued “You provide my sanity and my constant
outcome of CTBL service, selected by companion-recorded books. | read while

more than 4 out of 5 (85%) respondents in doingt everything a:_cf)und_tthhe [‘%‘frsgl'_ll I
2012 (see Chart 3). Several survey cannot imagine my fite withou ;

, _ really appreciate the great suggestions |
respondents’ comments reflected this as get from reader advisors and the great

they frequently mentioned how CTBL's service from everyone else on the staff.”
services allowed them to continue enjoying

reading despite challenges reading

standard print books. The second most popular outcome, chosen by a bit more than one-
third of respondents (38%), was “learned more about a personal interest using CTBL
services.” Respondents were able to include additional information via an “Other” option,
which 15 percent of respondents selected. Remarks included appreciation for materials
delivery, book club availability, and services to dyslexic and low vision children and
students.

THE LIBRARY RESEARCH SERVICE

Chart 3
Percentage of Respondents Indicating Selected Outcomes
of CTBL Services

Read for pleasure (bestsellers, magazines, etc.) 85%
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Learned more about a personal interest

Other 15%

Found information needed for school 13%

Helped me stay connected to my community 10%

Learned more about an organization (church,
community group, etc.)

Outcomes of CTBL Service

8%

Found information needed for job/career 6%
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Note: Respondents could select more than 1 outcome.
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Patron Satisfaction Consistent Over the Years

Overall, the satisfaction level of CTBL patrons has

m il  held fairly steady over the years (see Chart 4). The _“Giving up reading is very
4 percentage of patrons who have rated CTBL difficult. Your service gives my
F Il services as “excellent” has fluctuated somewhat love of reading a new life!
I between a high of 85 percent in 2006 and just
% below 80 percent in 2004, 2008, and 2012. There has been a similar fluctuation of about 5
P percent in “good” ratings over the 5 surveys. At no time have more than 2 percent of patrons
E rated overall satisfaction with CTBL as “fair” or “poor.”
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Conclusion

The majority of CTBL patrons responding to the
survey indicated that they are very satisfied with
the services provided. Nearly all respondents
gave high ratings for their overall satisfaction
with CTBL and individual service components. In
addition to the high ratings, comments left by
survey respondents provide insight into the
important services CTBL provides to its patrons. Thanks to CTBL, its patrons are able to
read for pleasure, learn about personal interests, and stay connected to their communities.

“I have had this service since
2000 because of so many eye
surgeries. | don't know what I'd

do without my talking books.”
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