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OVERVIEW 
 
As a key component of the Fairfax County Public Library’s Community Survey and Outreach 
Project, The Ivy Group, in collaboration with CIVICTechnologies, launched an online survey 
of Library Trustees and staff on May 13, 2016.  The Library promoted the survey heavily its 
internal stakeholders with a series of emails that encouraged participation and assured all 
of anonymity. Individuals had only to identify themselves as a Library Trustee or employee. 
No other personal information was captured.   
 
The questionnaire asked respondents to evaluate the level of service that the Fairfax 
County Public Library (FCPL) provides to particular market segments; assess the materials, 
resources and programs the Library currently offers; and express their perspective on how 
well the Library functions, equips its staff to succeed, communicates with the public, and, 
above all, serves and supports the residents of Fairfax County and the City of Fairfax.  
 
Both Trustees and staff respondents were asked to rate the performance of the Library 
Board, while Trustees alone responded to questions about the Library’s internal operations 
and overall contributions to the community. All respondents had the opportunity to offer 
anecdotal feedback regarding how best to ensure the future success of the Library.  
 
The survey was available until June 6, 2016, just over three weeks from the date it was first 
made available.  Ultimately, a total 281 individuals participated: 8 Trustees (67% of Board 
members) and 273 staff members (47% of the Library’s employees).   
 
All responses are reported anonymously. The Ivy Group tabulated results. 
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QUESTION 1 
Self-identification of respondents 
 
Of the survey’s 281 respondents: 

 273 (97.2%) are members of Library staff; 
 8 (2.8%) are Library Trustees. 

 
QUESTION 2  
Service to specific market segments 
 
FCPL Trustees and staff were asked whether they believe the Library should increase, 
decrease, or maintain its current level of programs and services to ten specific market 
segments.   
 
Ranked order of market segments for which respondents believe services should be 
increased:  

      
Increase            Decrease         Don’t Know  

 
Teens      64.1%  2.1%       5.3% 
 
Job Seekers     63.7%  1.4%        9.6% 
 
English Language Learners   63.7%  1.8%     4.3% 
 
Tweens (ages 9 – 12)    60.5%  1.4%      6.4% 
 
Older Adults     60.5%  0.4%       5.7% 
 
Individuals with Special Needs    55.5%  0.7%    13.5% 
 
Young Professionals     54.1%  2.1%  14.9% 
 
Younger Elementary School Age Children 52.3%  1.1%       2.8% 
 
Preschool Children and Their Families  49.5%  1.4%        2.8% 
 
Business Owners    34.9%  7.1%     23.5% 
 

While 52.3% of FCPL Trustees and staff believe services to Younger Elementary School Age 
Children should be increased, and 49.5% believe services to Preschool Children and Their 
Families should be increased, over 80% of telephone survey respondents believe it is 
extremely important to expand or enhance children’s programs, books and materials. In 
fact, the public ranks children’s services as the area it most wants to see the Library expand    
(telephone survey, question 8), and it ranks children pre-school to age 12 as the market 
segments most important for the Library to serve (telephone survey, question 7).   
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Business Owners is the only market segment for which Trustees and staff of any statistical 
significance (7.1%) believe the Library should decrease its services.  Business Owners also 
ranks last among market segments the public deems important for the Library to focus on 
serving (telephone survey, question 7).   
 
QUESTON 3 
Current service levels  
 
Trustees and staff were asked whether the Library should increase, decrease, or maintain 
at current service levels 11 specific resources and services. 
 
Ranked order of resources and services which respondents believe the Library should 
increase:  
                 Increase  Decrease  Don’t Know 
Downloadable materials such as  
eBooks and eAudiobooks   71.5%      2.1%            2.8%  
 
Materials in non-print formats such   
as DVDs, CDs, and audiobooks   66.2%      6.4%            1.8% 
 
Adult literacy programs    59.4%      1.1%        10.7% 
 
Print materials     54.8%      4.6%           1.1% 
 
Children’s programs such as summer   
reading and early literacy for  
preschoolers     54.1%      2.5%          2.5% 
  
Help applying for government services 
such as social security, unemployment 
and health insurance    50.9%      6.0%        12.8% 
 
Author talks and book groups   50.5%      1.8%          3.2% 
 
Homework help     49.5%      3.9%          8.2%    
 
Online databases    38.1%      4.6%             5.0% 
 
Accessibility equipment for people 
with disabilities     38.1%      0.7%       13.2% 
 
Reference materials and services  23.8%    21.7%         5.3% 

 
Not only does Reference materials and services rank last—at 23.8%—among resources 
Trustees and staff believe should be increased, it ranks first—at 21.7%—among resources 
they believe should be decreased.  
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By contrast, Reference materials and services ranks third among resources that residents of 
Fairfax residents would like the Library to increase: 66.3% of all telephone survey 
respondents (68% of library user respondents) deem it extremely important for the 
Library to expand or enhance reference materials and services (telephone survey, question 
8). 
 
Again the data reveals a difference of opinion between the Library’s internal stakeholders 
and Fairfax residents with respect to children’s programs.  While 54.1% of Trustees and 
staff believe children’s programs should be increased, 82.7% of telephone survey 
respondents (83.0% of library user respondents) believe it is extremely important for FCPL 
to do so (telephone survey, question 8). 
 
QUESTION 4 
Current service levels of technology offerings 
 
Trustees and staff were asked whether the Library should increase, decrease, or maintain 
at current service levels seven technology-related resources.  
 
Ranked order of tech resources which respondents believe the Library should increase: 
 

Increase Decrease  Don’t Know 
 

Tech training programs for customers  76.9%    0.7%     4.3%  
who require assistance 
 
Electrical outlets for customers who     
bring their own laptops and other 
devices to the Library    65.8%    0.4%    3.9% 
 
Wi-Fi availability/accessibility   59.8%    -------    1.4% 
 
Programs and services for advanced   49.5%    3.9%  16.7% 
technology users 
 
Customer self-service options   33.5%    8.5%    4.6%  
 
Computers for the public   31.3%    6.4%    2.8% 
 
Computers for staff    25.3%    4.6%    4.3% 
 

On the topic of technology training, internal stakeholders are not quite in sync with Fairfax 
residents. While 76.9% of FCPL Trustees and staff believe the Library should increase its 
tech training programs, 86.1% of telephone survey respondents believe it is either 
extremely or somewhat important for FCPL to do so (telephone survey, question 8). 
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The fact that nearly 60% of the respondents to the internal survey believe that the Library 

should increase its Wi-Fi service is reinforced by the finding that only 39.6% of library 

users are either extremely or somewhat satisfied with the Library’s Wi-Fi (telephone 

survey, question 6).   

There also appears to be general agreement that the number of public computers provided 
by the Library is sufficient. Only 31.3% of internal stakeholders believe computers for the 
public should be increased. 53.5% of library users report they are either extremely or 
somewhat satisfied with the number of computers available for their use (telephone 
survey, question 6).  
 
QUESTION 5 
Services to the community  
 

Trustees and staff were asked to rate their level of agreement with eight statements 
concerning the Library’s service to the community.  
 
Note: In the chart on the following page, Agree represents the total percentage of respondents who 
indicated either Strongly Agree or Somewhat Agree.  Disagree represents the total percentage of 
respondents who indicated either Strongly Disagree or Somewhat Disagree.   

 
Ranked order of statements with which respondents agree: 
 
      Agree  Disagree Don’t Know 
The Library’s policies and procedures  
support the idea that “the customer  
always comes first.”     83.6%  14.3%    2.1% 
 
Library hours meet the needs of the  
community.     71.1%  27.4%    1.4% 
 
Library staff members have access to the  
training and resources they need to  
support customers.    67.0%  30.6%    2.5% 
 
The Library has a well-managed  
collection which is relevant and appealing. 66.9%  31.3%    1.8% 
 
The Library has an appropriate balance of  
print and non-print materials.   59.4%  33.1%    7.5% 
 
Customers are well informed about the  
Library’s programs and services.   45.9%  48.1%    6.0% 
 
The Library’s website is informative,  
user friendly, and comprehensive.  42.7%  55.9%    1.4% 
 
The Library uses social media effectively  
to foster community connections.  36.3%  42.7%  21.0%  
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The data reveals that internal stakeholders identify marketing and communications as the 
area most in need of attention. While only 42.7% of internal stakeholders believe that 
FCPL’s website is informative, user friendly, and comprehensive, 46.2% of library users 
indicate they are extremely satisfied with the website, and another 30.8% report they are 
somewhat satisfied (telephone survey, question 6). This may be an example of a 
community that doesn’t know what it’s missing! 
 
Trustees and staff also express more concern about the Library’s business hours than do 
the public: 71.1% of internal stakeholders believe that Library hours meet community 
needs, whereas 96.5% of library users indicate they are either extremely or somewhat 
satisfied with the hours of operation (telephone survey, question 6).  
 
QUESTION 6 
Community impact 
 
Trustees and staff were asked to rate their level of agreement with six statements 
concerning the Library’s engagement with and impact on the community.   
 
Note: In the chart below, Agree represents the total percentage of respondents who indicated 
either Strongly Agree or Somewhat Agree.  Disagree represents the total percentage of respondents 
who indicated either Strongly Disagree or Somewhat Disagree.   

 
Ranked order of statements with which respondents agree: 
 
      Agree  Disagree Don’t Know 
 
The Library is a valued community asset. 90.7%    8.2%    1.1% 
 
The Library does all it can to offer  
services and resources that community  
residents need.     65.5%  29.5%    5.0% 
 
The Library does all it can to support 
educational achievement.   64.8%  29.6%    5.7% 
 
The Library does all it can to foster 
cross-cultural connections.   54.4%  32.1%  13.5% 
 
The Library anticipates the community’s 
needs for new technologies.   49.1%  44.8%     6.0% 
 
The Library does all it can to reach out 
to non-users.     33.1%  55.5%  11.4% 
 
 

While 65.5% of Trustees and staff  agree that “The Library does all it can to offer services 
and resources that community residents need”, 93.8% of telephone survey respondents 
agree with the statement (telephone survey, question 11). This data indicates that the 
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public gives more credit to the Library for a job well done than do its internal stakeholders 
who seem to believe that more effort is needed.  
 
QUESTION 7 
Library operations 
 
Trustees and staff were asked to rate their level of agreement with six statements 
concerning the Library’s internal operations.    
 
Note: In the chart below, Agree represents the total percentage of respondents who indicated 
either Strongly Agree or Somewhat Agree.  Disagree represents the total percentage of respondents 
who indicated either Strongly Disagree or Somewhat Disagree.   

 
Ranked order of statements with which respondents agree: 
 
      Agree   Disagree Don’t Know  
 
I am familiar with the Library’s mission 
Statement.     89.3%    6.4%    4.3% 
 
The mission statement guides Library 
policies and procedures.   68.0%  13.9%  18.1% 
 
Patron preferences and needs drive 
collection development.   58.4%  23.1%  18.5% 
 
The Library has an efficient process for  
ordering and processing new materials.  49.1%  19.2%  31.7%  
 
The Library makes the best possible use  
of technology for efficient work flow.  39.1%  44.8%  16.0% 
 
Staff is appropriately allocated across 
the system and individual departments 
for the type and volume of work required. 25.6%  58.7%  15.7% 

 
QUESTION 8 
About the Library Board  
 
Trustees and staff were asked to rate their level of agreement with seven statements about 
the Library Board.  Staff (273 individuals) and Trustee (8 individuals) responses have been 
parsed from the whole for comparative purposes.  
 
In the chart on the following page, Agree represents the total percentage of respondents who 
indicated either Strongly Agree or Somewhat Agree.  Disagree represents the total percentage of 
respondents who indicated either Strongly Disagree or Somewhat Disagree.   
 
Ranked order of statements with which all respondents agree: 
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        Agree  Disagree Don’t Know 
 
The Board understands and advances the Library’s mission.  

 
All       62.7%  17.1%  20.3% 
Staff only       62.2%  17.3%  20.5% 
Trustees only      75.0%  12.5%  12.5% 

 
The Board supports senior management.    
   

All       53.7%  13.9%  32.4% 
Staff only      53.1%  14.0%  33.0%  
Trustees only      75.0%  12.5%  12.5% 

 
The Board makes thoughtful, strategic decisions.    

 
All       52.6%  30.6%  16.7% 
Staff only      52.8%  30.4%  16.9% 
Trustees only      50.0%  37.5%  12.5% 

 
The Board advocates effectively in the Library’s best interest.  

 
All       47.7%  35.6%  16.7% 
Staff only      47.2%  35.9%  16.8% 
Trustees only      62.5%  25.0%  12.5% 

 
The Board works effectively with the County.    

 
All       46.3%  22.1%  31.7% 
Staff only      45.4%  22.4%  32.2% 
Trustees only      75.0%  12.5%  12.5% 

 
The Board seeks collaborations and partnerships that  
benefit the Library.       

 
All       38.4%  27.8%  33.8% 
Staff only      38.1%  27.5%  34.4% 
Trustees only      50.0%  37.5%  12.5% 

 
The Board exhibits foresight.      

 
All       36.7%  42.7%  20.6% 
Staff only      36.3%  42.9%  20.9% 
Trustees only      50.0%  37.5%  12.5% 

 

Trustees rank the Board higher than do staff on all topics but one: “The Board makes 
thoughtful, strategic decisions.”  
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QUESTION 9 
Asked of Board members only 
 
Trustees only were asked to rate seven aspects of the Library.    
 
 Needs Don’t   
 Excellent Satisfactory Improvement Know   
 
Level of community  
engagement    25.0%  25.0%  37.5%      12.5%  
 
Contributions to economic  
development    12.5%  50.0%  12.5%      25.0% 
 
Workflow efficiencies   12.5%  37.5%  12.5%      37.5% 
 
Contributions to workforce  
development    ------  50.0%  12.5%      37.5% 
   
Quality and effectiveness of  
internal communications  ------  37.5%  37.5%      25.0% 
 
Marketing effectiveness   ------  37.5%  50.0%      12.5% 
 
Professional development  
program    ------  12.5%  37.5%      50.0% 
 

 
QUESTION 10 
Anecdotal feedback  
 
129 individuals (45.9% of all survey respondents) took advantage of the opportunity to 
share their ideas for ensuring the future success of the Fairfax County Public Library.  The 
complete list of these comments appear verbatim as keyed by the respondents in 
APPENDIX A to this report.  
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Fairfax County Public Library  
Trustee and Staff Survey [header for all screens] 
 
Welcome!  
 
The Fairfax County Public Library Board of Trustees is undertaking an interactive project to 
solicit input about the types of services and programs the Library could offer in the future. The 
project will seek information from staff and the public regarding perceptions about the Library; 
the types of services that will meet current and future community needs, interests and concerns; 
and how the Library can better communicate its value to the residents of Fairfax County and the 
City of Fairfax.   
 
To undertake this project, the Library Board has selected independent library consulting firm 
CIVICTechnologies, working in association with The Ivy Group. For additional information about 
the project please visit: http://www.fairfaxcounty.gov/library/aboutthelibrary/bot-public-
engagement-initiative.htm.  
 
Because those closest to an organization are best qualified to assess its internal operations and 
to hear what customers say about their experiences, your perspective is invaluable. We ask that 
you take the time to share your thoughts as we explore future opportunities for the Library.   
 
This survey is being managed by The Ivy Group, independent from the Library or the Board of 
Trustees. Please be assured that the survey software provides respondents with complete 
anonymity. You will not be asked to identify yourself, nor will your IP address be captured at any 
time over the course of data collection. Responses will be compiled and reported in the 
aggregate, without personal attribution.   
 
If you have any questions or concerns, please contact Ellen Roberson with The Ivy Group at  
eroberson@ivygroup.com or (800) 489-1250.  
 
PLEASE NOTE: Throughout the survey, “Library” refers to the Fairfax County Public Library as a 
whole, rather than any particular branch location. We ask that you take the entire system into 
consideration when providing your feedback.      
 
 
 
 

http://www.fairfaxcounty.gov/library/aboutthelibrary/bot-public-engagement-initiative.htm
http://www.fairfaxcounty.gov/library/aboutthelibrary/bot-public-engagement-initiative.htm
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Please indicate: 
 
___ I am a member of the Fairfax County Public Library staff. 
   
___ I am a Library Trustee. 
 
 
<NEXT> 
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REGARDING LIBRARY PROGRAMS AND SERVICES 
FOR INDIVIDUAL MARKET SEGMENTS 

 
Please indicate whether you believe the Library should increase, decrease, or  
maintain its current level of programs and services to each of the following population groups: 
 

 

  Increase Decrease Maintain Don’t Know 

1 Preschool children and their families  
    

2 Younger elementary school age children 

 
    

3 Tweens (ages 9 – 12)  
    

4 Teens 
    

5 Young professionals 
    

6 Older adults  
    

7 Job seekers 
    

8 Business owners   
    

9 

 

English language learners 

 
    

10 Individuals with special needs 
    

 
 
<NEXT> 
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REGARDING LIBRARY RESOURCES  
 
Please indicate whether you believe the Library should increase, decrease, or maintain  
at current levels the following resources and services: 
 
  Increase Decrease Maintain Don’t Know 

11 Print materials  
    

12 Materials in non-print formats such as DVDs, 

CDs, and audiobooks     

13 Reference materials and services 
    

14 Downloadable materials such as eBooks and  

eAudiobooks 
    

15 Online databases 
    

16 Children’s programs such as summer reading 

and early literacy for preschoolers 
    

17 Homework help 
    

18 Adult literacy programs 
    

19 Educational programs such as author talks and 

book groups 
    

20 Help applying for unemployment, social 

security, health insurance, etc. 
    

21 Accessibility equipment for people with 

disabilities 
    

 

 

<NEXT> 
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REGARDING TECHNOLOGY 
 
Please indicate whether you believe the Library should increase, decrease, or maintain  
at current levels the following resources: 
 
  Increase Decrease Maintain Don’t Know 

22 Computers for staff 

     

23 Computers for the public 
    

24 Wi-Fi availability/accessibility 
    

25 Electrical outlets for customers who bring their 

own laptops and other devices to the Library     

26 Tech training programs for customers who 

require assistance     

27 Programs and services for advanced technology 

users     

28 Customer self-service options 
    

 

<NEXT> 
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REGARDING CUSTOMER SERVICE 
 
Please indicate the extent to which you agree with each of the statements listed below.   
 
  Strongly

Agree 

Somewhat

Agree 

Somewhat 

Disagree 

Strongly 

Disagree 
Don’t Know 

29 The Library’s policies and 

procedures support the idea 

that “the customer always 

comes first.”  

     

30 Library hours meet the needs 

of the community. 
     

31 Customers are well informed 

about the Library’s programs 

and services. 

     

32 The Library’s website is 

informative, user friendly, and 

comprehensive. 

     

33 The Library has a well-

managed collection which is 

relevant and appealing. 

     

34 The Library has an appropriate 

balance of print and non-print 

materials.  

     

35 The Library uses social media 

effectively to foster 

community connections.  

     

36 Library staff members have 

access to the training and 

resources they need to support 

customers. 

     

 

<NEXT> 
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 REGARDING THE LIBRARY’S ROLE IN THE COMMUNITY 
 

Please indicate the extent to which you agree with each of the statements listed below.  
 
  Strongly

Agree 

Somewhat 

Agree 

Somewhat 

Disagree 

Strongly 

Disagree 
Don’t Know 

37 The Library does all it can to 

support educational 

achievement. 

     

38 The Library does all it can to 

reach out to non-users. 
     

39 The Library does all it can to 

foster cross-cultural 

connections. 

     

40 The Library does all it can to 

offer services and resources that 

community residents need.  

     

41 The Library anticipates the 

community’s needs for new 

technologies. 

     

42 The Library is a valued 

community asset. 
     

 

 

<NEXT> 
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REGARDING HOW WE WORK 
 
Please indicate whether you agree with the following statements:  
 

  Agree Disagree Don’t 

Know 

43 I am familiar with the Library’s mission statement. 
   

44 The mission statement guides Library policies and 

procedures. 
   

45 Patron preferences and needs drive collection 

development. 
   

46 The Library has an efficient process for ordering 

and processing new materials. 
   

47 The Library makes the best possible use of 

technology for efficient work flow.  
   

48 Staff is appropriately allocated across the system 

and individual departments for the type and volume 

of work required. 
   

 
<NEXT> 
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REGARDING THE LIBRARY BOARD 
 
Please indicate the extent to which you agree that the Library Board:    
 
  Strongly

Agree 

Somewhat 

Agree 

Somewhat 

Disagree 

Strongly 

Disagree 
Don’t Know 

49 Understands and advances the  
Library’s mission 

     

50 Makes thoughtful, strategic 
decisions  

     

51 Exhibits foresight 
     

52 Advocates effectively in the 
Library’s best interest 

     

53 Supports senior management 
     

54 Seeks collaborations and  
partnerships that benefit the  
Library  

     

55 Works effectively with the County 
 

     

 
<NEXT> 
 

Library Trustees will continue to Question #56 
Staff respondents will skip to Question #63 
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FOR LIBRARY TRUSTEES ONLY 
 
From your perspective as a member of the Board of Trustees, please rate the Library’s: 
 
 
  

Excellent Satisfactory 
Needs 

Improvement 

Don’t   

Know 

56 Level of community engagement 
    

57 Contributions to economic development  
    

58 Contributions to workforce development 
    

59 Quality and effectiveness of internal 

communications 
    

60 Workflow efficiencies 
    

61 Marketing effectiveness 
    

62 Professional development program 
    

 
<NEXT> 
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REGARDING THE FUTURE OF THE LIBRARY  
 

 

63.  Please share any other ideas you have for ensuring the future success of the Fairfax County 
Public Library.   
 
 
 
<SUBMIT> 
 
 

 
 
 
 
 

Thank you for participating in our survey! 
You may close your browser window now. 

 


