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Fig. 1. The �³Cogs of Impact�  ́ according to Laitinen (2014) and the focal terms of 
impact (ISO 16439:2014(E);4.2). 
 
The impact of library may be immediate or long-term, far-reaching or limited, 
intended or unintended. The actual benefits of library differ from the potential 
benefits. (ISO 16439:2014(E);4.3.) 
 
There is a challenge of showing the impact of the library operations and the 
monetary value of libraries, because the positive impacts on the individual users 
or the society are mostly intangible. 
 
However, a strong correlation between use of electronic resources and student 
performance was detected by Cox & Jantti (2012). Liu (2003) detected 
contribution of library collections to the prestige of universities as well as their 
academic programs. Also, attempts to provoke discussion about positive effects 
on the economy of the society have been made (Kiviniemi et al. 2009). 
 

3. Observations �± Case Finland 
There are not too many studies of library cost structure following the 
recommendation of the standard ISO 2789 - International library statistics. An 
early procedure for a functional cost analysis of libraries was introduced by 
Kantor (1989). 
Though the mission of libraries is to provide fresh information for the need of 
education and learning, the most prominent item of expenditure on the libraries 
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21 millions dÕusagers dans les biblioth•ques publiques

�� La frŽquentation des biblioth•ques publiques a doublŽdepuis 1989

�� En 2005, celle des biblioth•ques municipales concerne 17,3 millions
parmi la population de 15 ans et plusde lÕHexagone (hors Corse)

Effectifs de frŽquentation totale et dÕinscrits dans la population hexagonale de 15 ans et plus
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Les biblioth•ques municipales ont une image tr•s positive

�� Son utilitŽest reconnue par tous : 
la BM est Çutile ˆtousÈpour 93% des usagers et 75% des non usagers
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30% des Fran•ais.
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La valeur du service offert par les biblioth•ques municipales

�� 67%des usagers ont un droit dÕinscription ˆrŽgler pour pouvoir emprunter

�� Le principe de lÕemprunt payant est admis par la majoritŽ

�� LÕoption dÕun service de pr•t payant est retenu par53 %

�� La gratuitŽdu service est souhaitŽe par47 %
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Moyenne des droits d' inscription s elon l 'Žchant illon de c ommunes
(170)

Le montant des droits dÕinscription, en euros

�� Le Çjuste prixÈpour le pr•t 
proposŽpar les usagers est plut™t 
supŽrieur aux tarifs pratiquŽs
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Partie I

Qui sont les non-usagers ?

1. LÕhŽtŽrogŽnŽitŽ des pro! ls

Si lÕon se rŽf•re aux rŽsultats de lÕenqu•te Publics et usages des 
biblioth•ques municipales en 2016, les non-usagers ne reprŽsentent pas 
un groupe homog•ne. Aussi la prŽsente Žtude cherche-t-elle dans un 
premier temps ˆ dŽterminer sÕil est possible dÕŽtablir le pro! l des non-
usagers a! n de comprendre quelles sont les personnes concernŽes 
par ce phŽnom•ne, en tenant compte notamment de lÕimportance du 
facteur de lÕ‰ge dans lÕexposition ˆ lÕo" re des biblioth•ques.

1.1.  Une proportion importante de non-usagers :  
retour sur lÕenqu•te Publics et usages

LÕŽtude de 2016 avait rŽvŽlŽ que la part des personnes interrogŽes 
qui frŽquentaient une biblioth•que se portait ˆ 40 % (graphique 1). En 
creux, on pouvait donc estimer que les non-usagers, cÕest-ˆ-dire les 
personnes nÕayant pas frŽquentŽ une biblioth•que lors des 12 derniers 
mois, reprŽsentaient 60 % des personnes interrogŽes.

Ce sont sur ces 60 % de personnes nÕayant pas frŽquentŽ une 
biblioth•que au cours des douze derniers mois que portent les analyses 
suivantes, tentant de dŽterminer sÕil est possible de dresser un pro! l 
type des non-usagers.

Graphique 1 Ð  FrŽquentation dÕune biblioth•que municipale  
lors des 12 derniers mois, comparaison 1997-2016

En %

Source : TMO RŽgions/DGMIC, Minist•re de la Culture, 2018
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Theoretical f ramework  
Kaplan and Norton (2000) developed the concept of a strategy map as a visual tool to help 
organizations communicate their strategies, and the processes and systems enabling 
implementation. The visual depiction of the links between critical objectives including crucial 
cause-and-effect relationships is an essential dimension of the strategy mapping approach. 
Kaplan and Norton (2000, p. 166) also emphasize how strategy maps can  

 Òshow how an organization will convert its initiatives and resources Ð including intangible 
assets such as corporate culture and employee knowledge Ð into tangible outcomes.Ó  

Strategy maps are particularly promising tools for service organizations like libraries, whose 
activities are based on interdependent processes and professional expertise, hence the growing 
numbers of library and information services around the world experimenting with or adopting the 
concept. In addition to the communicative and related dimensions, strategy maps also promote 
the notion of balance in strategic planning and performance measurement, by requiring 
managers to focus simultaneously on financial, customer, internal process, and learning and 
growth perspectives. Kaplan and NortonÕs (2000) focus on the customer, and the suggested 
typical customer value proposition of operational excellence, customer intimacy,  or product 
leadership, also connect well with contemporary library concerns and values (e.g., service 
quality, timely delivery; relationship management, trusted provider; distinctive collections, best 
practices). 

Kaplan and Norton (2004a, p. 54) later developed their conceptualization of the intangible 
assets included in the learning and growth dimension of the balanced scorecard strategy map, 
defining this component as Òstrategic readinessÓ to underline the point that development and 
assessment of people, systems, and culture (human, information, and organization capital) only 
makes sense in the context of an organizationÕs strategy. The accompanying strategy map 
template consequently expands the bottom part of the map (Òthe foundationÓ), again in terms 
that speak directly to issues and concerns of contemporary academic libraries and subject 
liaisons. Table 1 extracts the relevant elements of the revised strategy map model, showing how 
intangible assets fit into the strategy map. 

Table 1: Intangible asset component of strategy maps (Kaplan and Norton, 2004a) 

 Strategic Job 
Families 

Strategic IT 
Portfolio 

Organization 
Change Agenda 

Learning  

and Growth 

Perspective 

Human Capita l 

¥ Skills 
¥ Training 
¥ Knowledge 

 

Information Capital  

¥ Systems 
¥ Databases 
¥ Networks 

Organization  Capital  

¥ Culture 
¥ Leadership 
¥ Alignment 
¥ Teamwork 

 
The expanded coverage of intangible assets here is reflected in the growing interest in 
evaluation of intellectual assets in libraries. Several authors have argued that intellectual capital 
theory can assist academic libraries in developing new measures of performance (Corrall and 
Sriborisutsakul, 2010; Huotari and Iivonen, 2005; Kostagiolas & Asonitis, 2009; Town, 2011). 
Town (2011, p. 123) has asserted that ÒThe assessment of intangible value added will be key to 
developing a compelling story around our overall value propositionÓ, which echoes Kaplan and 
NortonÕs (1996b, p. 77) notion of ÒUsing measurement to tell the story of the strategyÓ. 
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METHODOLOGY 
The investigation was designed as a project with conceptual and empirical phases that each 
comprise different stages. The research is in progress and the present paper reports on the 
initial stages only. 

Conceptual p hase 
A literature review was used to define established, emergent and expected roles, 
responsibilities and skillsets of academic subject liaison librarians, including their relationships 
within and beyond the library. The review is ongoing, wide-ranging in the types of institutions 
included within its scope, and international in its coverage, but limited to English-language 
publications. A website survey was used to investigate visions, goals and actions explicitly or 
implicitly related to subject specialist liaison work in university library strategy documents, and 
associated values, objectives, and metrics. Collecting data via documents in the public domain 
is an established method of Internet-based research that has been used previously to 
investigate library strategic plans in the UK and other countries (McNicol, 2005; Pacios, 2004). 
The sample used here was drawn from members of the Russell Group [1], which represents 24 
leading UK universities, known particularly for their research-intensive focus.  

Thematic cross-case qualitative content analysis is being used to develop exemplar strategy 
maps and balanced scorecards reflecting typical liaison librarian roles and activities to assess 
the feasibility of using such tools to characterize and evaluate their strategic contribution. To 
assist with the identification of intangible assets for the intellectual capital components of the 
balanced scorecard, the study has adopted the categorization of intellectual assets provided by 
the Organisation for Economic Co-operation and Development (OECD) as an analytical 
framework. The OECD classification was chosen because of its international standing, and 
because the descriptors set out in the 2008 synthesis report resonated strongly with concepts 
and keywords surfacing from the preliminary literature review. Table 2 displays the three broad 
categories of intellectual assets specified with the brief descriptions and examples/keywords for 
each category. 

Table 2.  Classification of intellectual assets (OECD, 2008, pp. 10-11.) 

Category  Brief description  Examples/keywords  

Human 
capital 

Knowledge, skills, and 
know-how that staff Òtake 
with them when they 
leave at nightÓ 

Innovation capacity, creativity, know-how, previous 
experience, teamwork capacity, employee flexibility, 
tolerance for ambiguity, motivation, satisfaction, 
learning capacity, loyalty, formal training, education.  

Relational 
capital 

External relationships 
with customers, 
suppliers, and R&D 
partners 

Stakeholder relations: image, customer loyalty, 
customer satisfaction, links with suppliers, commercial 
power, negotiating capacity with financial entities. 

Structural 
capital 

Knowledge that stays 
with the firm Òafter the 
staff leaves at nightÓ 

Organizational routines, procedures, systems, cultures, 
databases: organizational flexibility, documentation 
service, knowledge center, information technologies, 
organizational learning capacities. 

 
Empirical p hase  
The next phase of the research will explore the development of maps and scorecards in the 
field, using document analysis and focus groups/interviews with subject liaison librarians at 
selected case sites in the UK and USA, finishing with a research workshop to share and validate 
the emerging findings with a wider stakeholder group. The final stage of the investigation will 
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4.1.1  Contingent valuation results

In the CV survey, 76% of library users indicate that they would in principle (or 
maybe) be willing to pay an increase in council taxes to keep all the services, activi-
ties and programmes their local library currently o! ers. Among non-users, 63% of 
respondents would (or maybe) be willing to pay.

Among library users, mean annual WTP to maintain current library services 
(above the core lending and computer services) is £19.51/annum in increased coun-
cil tax (median WTP £6). Among non-users, mean annual WTP to maintain current 
library services is £annum in increased council tax (median WTP £3.50) (Table"3). 
In sum, mean WTP of library users is around double that of non-users (di! erence 
between user and non-user WTP statistically signiÞcant, p < 0.05).

It is possible to aggregate use value across the library-using English population 
(using conservative library usage estimates of 35%: DCMS 2014) to estimate a 
national average WTP for library services of £365.3"million/annum.7 We aggregate 
non-user value to the English population (ONS 2013) to estimate national average 
non-use WTP for library services of £358.1"million/annum.8 In total, this provides 
a combined annual WTP for local library services (above the core lending and com-
puter services) of £723.4"million across library users and non-users in England.

We report signiÞcant di! erences in annual mean WTP to maintain current library 
services between socio-demographic groups to assess how WTP varies across the 
population (p < 0.05, Table"4). The highest levels of WTP can be found among 
library users who are parents with dependent children (£24.54), signiÞcantly greater 
than those who do not have dependent children (£16.84). People under 45 (£21.39) 
and those with higher levels of education (£23.70) also valued library services 
higher. Lowest WTP is reported by library non-users who are inactive or unpaid 
family workers (£6.98) and among non-users with dependent children (£8.32). As 

Table 3  Mean and median WTP

Eleven respondents selected Ôother amountÕ for the WTP question. Of those, only two gave an actual 
amount (£0 and £6.50). One person responded that libraries were ÔpricelessÕ, whilst the others left the 
space blank. In the latter two cases, responses were coded as missing

*p < 0.05 signiÞcant di! erence between surveys (t test)

Survey WTP variable N Mean Median Max Zeros (%)

Users Increase in annual council tax 1250 £19.51* £6 250 26.6

Non-users Increase in annual council tax 735 £10.30* £3.50 250 40.9

7 Using ONS 2013 estimates of English population and conservative estimates that 35% of the UK popu-
lation visit libraries on an annual basis (DCMS 2014). This is calculated as (53,493,600 *  0.35) *  £19.51 
= £365,281,047.60.
8 Using ONS 2013 estimates of English population and conservative estimates that 65% of the UK popu-
lation do not visit libraries on an annual basis (DCMS 2014). This is calculated as (53,493,600 *  0.65) *  £
10.30 = £358,139,652.
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