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Background and Objectives 
In 1999 the Boise City Library conducted a survey of area residents to determine use of and attitudes toward library services offered 
in the greater Boise area.  Since then, vast changes have occurred in Boise and nationwide in the demographic, social, and 
technological environments in which libraries operate.  Boise’s library service profile and usage have also changed significantly in the 
last few years.  The current study is being used to update the1999 study and has four key objectives:   

 Determine the characteristics of library users and non-users and which segments of the community are well served, under 
served, or not served by the library, 

 Understand which current library services are most desired and relevant to the population, 
 Identify barriers to the use of library services, and 
 Identify new services and opportunities that would benefit the community. 

Methodology 
In 2010, ORC launched a new address-based sampling (ABS) and data collection methodology, CDP SamplingTM.  In the 1999 
study, a random-digit dialing (RDD) telephone survey was used to contact all survey respondents.  Recent research has identified 
coverage problems with the RDD telephone approach as more and more households move to cell phone-only or cell phone-primary 
households.  This is particularly true of the harder-to-reach, younger segments of the population, as well as those living in multi-unit 
dwelling types or who are renters.  Mail surveys often generated low and non-representative response rates.  Telephone contacts are 
often made to increase response rates, but these calls are only made to households with listed landline telephone numbers. 

Address-based sampling is based on a random sample of households in Boise City and the Boise City Area of Impact from the U.S. 
Postal Service Delivery Sequence File (DSF).  This file encompasses nearly all U.S. households and is updated regularly.  
Addresses from that list were matched against key databases to provide telephone numbers where possible.  If a phone number was 
appended, that household was then contacted by phone to complete the interview.  If no telephone number was available, a letter 
was mailed to the address asking the respondent to complete the survey online or by calling into a toll-free number. 

The end result was a total of 1,156 surveys being completed: 778 by phone and 378 online.  The majority (n = 893) surveys were 
completed by library users; the balance (n = 263) were completed with library non-users.  More information is provided in the 
Sampling and Data Collection and Demographic Profiles and Weighting sections. 

Key Findings 
Overall, residents of Boise feel that the public library is very important to the community.  They feel that the most important services 
are traditional library services—such as the lending of books, providing research materials, and educational classes for youth.   

 On average, past-12-month users of a public library in Boise rate these services as more important than non-users.  
Residents between 18 and 34 years of age generally give the highest importance ratings for most library services 
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However, ratings of importance to the community are not necessarily a reflection of how services are used. For example: 

 The lending of books, movies and music are considered important (89% of respondents) and also are top in usage (89% of 
users)  

 Research information and resources are rated as very important (92%), but are comparatively low in usage (49% had gotten 
information for personal use, 26% for schoolwork) 

Use of Library Services 
Just over three out of four (77%) adult residents claim to have used a Boise City public library in the past year—a significant increase 
from 1999 when fewer than two out of three (64%) adult residents had visited the library.  Half (50%) of all library users expect their 
use of the library to increase over the next five years. 

Use of library services can be divided into three broad categories: 

1)  The Basics 
Basic services include borrowing books, DVDs, CD’s or eBooks, renewing or viewing information online, linking to the library 
remotely, and having materials mailed or delivered. 

 Nearly all (93%) library users have used the library for one of these services in the past year. 
 Nine out of ten (89%) borrow books, DVDs or CD’s. 

2)  To Get Work Done 
This category includes accessing a library computer, using the library for computer or technology tutoring, gathering information for 
personal use or school work, and using the library as a resource for finding jobs.   

 Three out of four (74%) library users have used the library for at least one of these services in the past year. 
 Nearly half have used the library to get information for personal use (49%) and/or to use library computers (48%).  (Note that 

the survey did not distinguish between Internet computers and catalog computers.) 
 Nearly three out of ten (28%) library users received one-on-one tutoring on computer skills or technology.  One in five (19%) 

have used the library to help find a job or for work-related purposes.   

3)  Meet & Attend Activities 

This includes going to the library for enjoyment or attending activities, meeting for non-library functions, and participating in activities 
for children, teens, and adults.  

 Two out of three (67%) library users have used the library for at least one of these services in the past year.   
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 Almost one in four (23%) have attended a children’s program or activity.  Attendance of children’s programs is particularly 
high for multi-lingual families (39%) and stay-at-home moms (66%). 

Satisfaction & Areas for Improvement 
Those who have used the library in the past year are quite satisfied—top-two box satisfaction of 91 percent— with Boise’s libraries, 
up significantly from 1999 when the top-two box satisfaction rating was 85 percent.  Three out of four users (76%) are extremely 
likely to recommend the library to others and additional 17 percent are somewhat likely to recommend—top-two box of 93 percent.  
Again this compares favorably to 1999 when 89 percent of library users said they would recommend the library to others. 

The highest rated services among all users of a given service are: 
 Responsiveness of staff.  Nearly all (97%) users rate this as good (25%) or excellent (72%). 
 Staff Assistance with Research Questions.  Ninety-five percent (95%) of users rate this as good (25%) or excellent (71%). 
 Activities for Kids.  Over nine out of ten (94%) rate activities for children as good (33%) or excellent (61%). 

However, there are areas for improvement. 
 Increase the number of publicly available computers.  At 73 percent top-two box satisfaction, this received the lowest overall 

satisfaction score of all services.  Access to computers is particulary important to younger users (18-34 years). 
 Increase the hours of service.  This received the second lowest satisfaction score (77%), and the highest level of interest 

among “possible” library services. 
 Identify opportunities at Main Library and Hillcrest:  The Main Library and the Library! at Hillcrest received significantly lower 

ratings than the other libraries on overall quality (83% and 85%, respectively) and on quality of facilities ( 73% and 79%).   
 Better address the needs of multi-lingual households.  Only two out of five multi-lingual households (41%) are extremely 

satisfied with their primary library, and 12 percent are neutral compared to 60 percent of English-only households being 
extremely satisfied and only 5 percent neutral. 

Potential New Services  
Both users and non-users were most interested in existing library services and in online payment of fines and fees. 

For users, the highest interest “possible” services are: 
 Longer hours/more days (55%) 
 Online payment of fines and fees (51%) 

For non-users, the highest interest “current or potential” services are: 
 Online payment of fines and fees (42%) 
 Checkout DVDs and CDs (39%) 
 Downloadable ebooks (38%) 
 Public computers (36%) 
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Both groups are also interested in classes and continuing education, and in educational/art exhibits. 

Converting Non-Users 
Except for education, demographic differences between library users and non-users are not dramatic, although significant differences 
do exist.  Compared to library users, those who had not used a public library in Boise in the past 12 months are:  

 Less likely to have a college degree (44% vs. 65% for users) 
 Less likely to have children in the household (28% vs. 40%) 
 More likely to be male (56% vs. 46%),  
 More likely to be over 44 years old (56% vs. 46%). 

Three out of four (75%) non-users have used a public library in Boise at some point in the past.  The primary reasons that non-users 
give for not visiting a public library in the past year are that they had no real need or interest (37%), they use another library (15%), or 
they use the Internet (14%).  Nearly three-quarters (73%) use online sources (free or retail) for finding books, music, movies, or 
information. 

When asked to indicate their interest toward library services, non-users are fairly neutral.  However, five of the top seven services are 
already offered by Boise Public Libraries.   

Non-users were also asked what can be done to encourage them to become users.  The top actions are to get more / better / newer 
materials (20%) and to advertise or promote library services (18%).  This, combined with the finding that the library already offers 
services that would are of interest to non-users suggests that most non-users simply may not be aware of all of the services that the 
library has to offer and that the most effective way to convert them into users is to build awareness of these services.   
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Funding 
Funding for this project was made possible by a grant from the Idaho Commission for Libraries.  Funding was provided by the 
Institute of Museum and Library Services, under the provision of the Library Services and Technology Act (LSTA—$31,563; 
Matching—$10,522; Total—$42,085). 

Grant objectives and evaluative criteria were: 

1. Learn what the community’s library needs are (top-two box ratings on a 5-point scale) 
2. Determine which community groups are well-served, under-served, or not served (based on library usage and analyzed for 

attitudinal and demographic differences) 
3. Understand which library services are most desired / needed by each segment (top-two box ratings on a 5-point scale) 
4. Understand barriers to using library services, particularly for non-users and infrequent users (most frequently occurring 

responses to pertinent questions) 

Methodology / Sampling and Data Collection 
To ensure a final sample that would be representative of all Boise City and Boise City Area of Impact residents and to address the 
high incidence of cell phone-only households or households whose members primarily use cell phones, the 2011 Boise Public 
Library Survey methodology used an address-based sampling and data collection methodology, ORC’s CDP SamplingTM.   

Typically in citywide surveys, random-digit dialing (RDD) telephone surveys have been used. Strict quotas are sometimes used to 
ensure representation of men and women, different age groups, and residents of multi-family versus single-family dwelling types 
roughly proportionate to their actual incidence in the population.  While RDD telephone survey research continues to be widely used, 
it has come under increased scrutiny due to the proliferation of cell phones as well as declining response rates.  This has called into 
question the representativeness of surveys conducted using traditional RDD samples.  Estimates today are that as many as 20 to 30 
percent of all individuals no longer have a landline telephone and rely strictly on a cell phone or other mobile device to make and 
receive calls.  An additional 20 to 35 percent have both landline and cell phone numbers but rely primarily on their cell phones.   

Some studies address the problem of cell phone sampling by including a cell phone sample.  In the case of Boise, this is an 
expensive and inefficient solution.  It is inefficient because it is impossible to target cell phone households living in Boise as all of 
Idaho shares the 208 area code and nearly all of the Treasure Valley shares the same providers and share switching towers.  An 
alternative solution is address-based sampling (ABS).  ORC’s CDP SamplingTM is a form of addressed-based sampling that offers a 
dual mode of data collection that is proving to be more efficient at sampling hard-to-reach populations and the growing number of cell 
phone-only and cell phone-primary households.  The benefits of address-based sampling are described in this passage from Centris 
Marketing Intelligence.  

Recent advances in database technologies along with improvements in coverage of household addresses have provided a 
promising alternative for surveys that require representative samples of households. Obviously, each household has an 
address and virtually all households receive mail from the U.S. Postal Service (USPS)… Given the evolving problems 
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associated with telephone surveys on the one hand, and the exorbitant cost of on-site enumeration of housing units in area 
probability sampling applications on the other, many researchers are considering the use of [USPS databases] for sampling 
purposes. Moreover, the growing problem of nonresponse—which is not unique to any individual mode of survey 
administration—suggests that more innovative approaches will be necessary to improve survey participation. These are 
among the reasons why multi-mode methods for data collection are gaining increasing popularity among survey and market 
researchers. It is in this context that address-based sample designs provide a convenient framework for an effective 
administration of surveys that employ multi-mode alternatives for data collection.1 

The sample frame consisted of all households within the Boise City limits and Boise City Area of Impact as defined by Census blocks 
(provided by Boise Library).  The sample frame was then matched against a comprehensive database to determine if the household 
had a listed or published telephone number.  All listed and published telephone numbers are landline numbers, and research 
indicates that those individuals who choose to list or publish their landline numbers are also likely to answer their landline telephone.  
Standard dialing protocols were used to reach these households. 

Addresses without a matching landline telephone number were assumed to be cell phone–only or cell phone–primary households.  In 
addition, it was believed that these households would be younger and more likely to be residents of multi-family dwelling types.  
These households were sent a letter, signed by the Library Director, asking them to complete the survey online.  Each of these 
households was also sent a reminder asking them to complete the survey. Regardless of the data collection mode, respondents were 
screened to ensure that they were 18 years of age or older and not a current employee of a public library.    

This approach yielded a total of 1,156 total interviews—778 completed over the telephone and 378 completed via the Web. 

Demographic Profile and Weighting 
Virtually all survey samples today require some degree of weighting to ensure the results can be projected to the general population 
of interest.  The weights were applied in two stages.  The first-stage weight adjusted for the differences in response rates between 
the two survey modes.  Specifically, respondents were weighted by the inverse of the response rate for each survey mode.   

The second weight is a post-stratification weight to make adjustments for imperfections in the sample and to ensure that the final 
sample represents the general population in Boise.  Specifically, a post-stratification weight was applied to ensure that the dwelling 
type, region, gender, and age distributions of the sample match that of all Boise residents.  Post-stratification weighting was used to 
ensure that results of the 2011 Boise Public Library Survey generally represent the population of Boise.   

                                                 

1 White Paper, Address Based Sampling, Centris Marketing Intelligence, December 2008 
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Table 1: Proportion of Sampled Population 

 2011 Library Survey 
(unweighted) Boise Population* 2011 Library Survey 

(weighted) 

Dwelling Type 

Single Family 84% 75% 76% 

Multi Family / Other 16% 25% 24% 

Library Planning Regions 

Boise Bench   17% 19% 19% 

Southeast Boise   18% 17% 17% 

Northwest Boise   18% 10% 10% 

West Boise/West 
Bench   15% 28% 28% 

Southwest Boise   15% 14% 14% 

North/Northeast Boise  17% 13% 13% 

Gender    

Male   43% 49% 48% 

Female  57% 51% 52% 

Age    

18-34 13% 32% 24% 

35-54 34% 37% 42% 

55 plus 53% 30% 34% 

* Source for Population Figures: All population data are 2009 American Community Survey one-year estimates. 
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Questionnaire 
The 1999 questionnaire was carefully reviewed as well as surveys conducted by other library systems across the United States.  Key 
measures from the 1999 survey were retained, while other questions were added or removed to reflect the current state of library 
usage.  The average survey time was 15.3 minutes (phone interviews) and included questions regarding:  

 Frequency of library usage, 
 Importance of library services, 
 Familiarity and satisfaction with services offered by the library, 
 Use of specific services offered by the library, 
 Barriers to library use, 
 Other services that should be offered by the library, and 
 Demographics. 

Margin of Error 
The margin of error is a statistic expressing the amount of random sampling error in a survey's results.  The larger the margin of 
error, the less faith one should have that the survey’s reported results are close to the true figures, that is, the figures for the whole 
population.  The margin of error decreases as the sample size increases, but only to a point.  The margin of error for the entire 
sample in the survey is generally no greater than plus or minus 4.1 percentage points around any given percent at a 95 percent 
confidence level.  This means that if the same question were asked of a different sample but using the same methodology, 95 times 
out of 100, the same result within the stated range would be achieved.   
Table 2: Sample Sizes and Confidence Levels 

Proportions 
Sample Size 10%/90% 20%/80% 30%/70% 40%/60% 50%/50% 

30 10.7% 14.3% 16.4% 17.5% 17.8% 
50 8.3% 11.1% 12.7% 13.6% 13.9% 

100 5.9% 7.8% 9.0% 9.6% 9.8% 
200 4.2% 5.5% 6.4% 6.8% 6.9% 
300 3.4% 4.5% 5.2% 5.5% 5.7% 
400 2.9% 3.9% 4.5% 4.8% 4.9% 
600 2.4% 3.2% 3.7% 3.9% 4.0% 
800 2.1% 2.8% 3.2% 3.4% 3.5% 

Boise Library 2011 (n=1,156) 1.7% 2.2% 2.6% 2.7% 2.8% 
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Library Planning Regions 
 

The sample was stratified into the following six geographic areas 
based on the Library’s Planning Regions and were defined by 
Census tracts.  Note that Regions 3 and 6 were slightly modified 
from the original regions for purposes of this study to better 
represent draw areas. 

Figure 1: Map of Regions 

 

Table 3: Response Rates by Planning Region 

Region Description # of 
Households 

% of 
Households 

# in 
Sample 

% of 
Sample 

Margin of 
Error 

Boise Bench   West of Broadway, North of I-84, South & East of Connector, 
South of Crescent Rim. 

19,364 18.6% 193 16.7% +7.0% 

Southeast Boise   South of Shaw Mountain Road, East of Broadway, North of I-
84. 

17,633 17.0% 212 18.3% +6.7% 

Northwest Boise   West of 27th/28th Street, North of Garden City and Boise 
River. 

10,812 10.4% 206 17.8% +6.8% 

West Boise/West 
Bench   

North of I-84, West of Connector, South of Garden City & the 
Boise River. 

28,855 27.8% 177 15.3% +7.3% 

Southwest Boise   South and West of I-84. 14,156 13.6% 169 14.6% +7.5% 

North/Northeast 
Boise  

East of 27th/28th Street, north of Shaw Mountain Road to 
where Bogus Basin Road leaves the area of impact.  Includes 
downtown Boise. 

13,108 12.6% 199 17.2% +6.9% 
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Reporting Conventions 
Columns generally sum to 100 percent except in cases of rounding.  In some instances, bars add to more than 100 percent due to 
multiple responses given to a single question; these cases are noted.   

On many questions in the survey, respondents may have answered “don‘t know”.  In some cases, this was because the respondent 
does not use a specific service and indicated that they did not have adequate information to respond.  In others, it was an indication 
that they did not have a specific opinion because of the nature of the response categories.  In general, “don‘t know” responses are 
not included in the analysis of the distribution of responses.  In those instances in which a large percentage of respondents gave a 
“don‘t know” response, this finding is pointed out.  Then the distribution of responses excluding “don‘t know” is presented.  

The sample sizes for each question are the total number of weighted cases with valid responses for that question.  Unweighted cell 
sizes were used for testing for associations and/or differences between groups.  Differences that are statistically significant are 
identified in the text of the report.  Bolded numbers in tables indicate that the percentage is significantly greater than at least one 
other percentage within that segment of respondents.  Complete documentation of results in the form of banner tabulations is 
presented under a separate cover.	

Definitions 
Non-User: Has not visited a public library in Boise in the past 12 months. 

User: Visited a public library in Boise in the past 12 months. 

Infrequent user: Used their primary library less than five times in the past six months. 

Frequent user: Used their primary library five or more times in the past six months. 
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Key Findings: Library Users and Non-Users 
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Characteristics of Users vs. Non-Users 

Just over three out of four (77%) adult residents 
claim to have used a public library in Boise in the 
past year. 

 This is consistent with the 2010 Boise 
Citizen Survey where 71 percent of all 
respondents reported visiting a library in the 
past year. 

 Library use is significantly higher than the 
previous survey in 1999 where 65 percent 
reported visiting a library in the past year. 

Library use varies significantly by neighborhood.  
Under-served neighborhoods (as defined by 
usage) are: 

 Northwest Boise 

Figure 2: Library Use by Neighborhood 

 Users 
(n=827) 

Non-Users 
(n=329) 

Region   

Northeast Boise (n=199) 82% 18% 

West Boise (n=177) 82% 18% 

Boise Bench (n=193) 73% 27% 

Southwest Boise (n=169) 76% 24% 

Southeast Boise (n=212) 75% 25% 

Northwest Boise (n=206) 71% 29% 

LIB0 – Have you used any of the following Boise City public libraries in the past 12 months, in person or 
online? Base: All Respondents (n=1,156) 

 



 

   pg.	22	  

When compared to non-users, users of the library are more likely 
to be: 

 Female (54%) 
 Between 25 and 44 years (50%), notably between the 

ages of 25 and 34 
 College educated (65%) 
 Have children in the home (40%) 
 While predominantly English-speaking, more likely to be 

multi-lingual (18%) 

While households with children are more likely to use the library, 
there is no difference based on the age of the children in the 
household. 

Potential to changes non-users to users is greatest among: 

 Men (56%) 
 Older adults (24%) 
 Those with high school education (15%) or less and those 

with some college (40%) 
 Single adults (28%) or members of an adult-only 

household (44%) 

Note that a great proportion of survey respondents, both users 
and non-users, hold a college degree than in Boise’s general 
adult population.  This is not uncommon in surveys, due to a 
greater willingness to participate among degree holders. 

Figure 3: Demographic Characteristics of Users and Non-Users 
 Users 

(n=827)
Non-Users 
(n=329)

Gender   
Women (n=654) 54% 44% 
Men (n=502) 46% 56% 

Age   
18 to 24 (n=29) 4% 6% 
25 to 34 (n = 116) 23% 10% 
35 to 44 (n=182) 27% 28% 
45 to 54 (n = 210) 15% 12% 
55 to 64 (n=313) 18% 20% 
65 and older (n=294) 13% 24% 

Education   
HS or less (n=122) 8% 15% 
Some college (n=346) 28% 40% 
College degree (n=663) 65% 44% 

Household Composition   
Single Person (n=313) 23% 28% 
Adult Only (n=516) 37% 44% 
Family (n=327) 40% 28% 

Language   
English Only (n=978) 82% 88% 
Multi-Lingual (n=144) 18% 12% 

LIB0 – Have you used any of the following Boise City public libraries in the past 12 
months, in person or online? Base: All Respondents (n=1,156) 
Details showing all demographics are in topline report included in Appendix.



 

   pg.	23	  

Demographics: Frequent vs. Infrequent Users 

Library users were divided into two categories:  

Infrequent Users: Used the library less than five 
times in the past six months. 

Frequent Users: Used the library five or more times 
in the past six months 

Just over half (54%) of all library users are 
considered Frequent Users.  The percentage of 
Frequent Users is relatively high.  Future surveys 
should consider a question format that more clearly 
defines how often individuals visit the library and 
allows for a more finely tuned segmentation 
schema. 

 

 

 

 

 

 

 

 

 

Figure 4: Frequency of Library Use 

 

No visits in 6 
months, 8%

1 to 2, 19%

3 to 4, 20%
5 or more 
visits, 54%

Frequent Users 
(54%) 

Infrequent Users 
(46%) 
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When compared to Infrequent Users, Frequent 
Users are more likely to be: 

 College educated (69%)  
 Have children in the home (44%) 

Families with two to three children account for 
nearly one out of six (16%) Frequent Users. 

However, age of children does not affect frequency 
of library use. 

Nine in ten homemakers (89%) are library users 
and over half (54%) of them are Frequent Users. 

Geographically, residents living on the Boise Bench 
(21%) and in West Boise (29%) account for the 
largest segment of Frequent Users. 

However, residents living on the Boise Bench are 
the only group significantly more likely to be 
Frequent rather than Infrequent Users (64% 
compared to 36% respectively). 

Figure 5: Demographic Characteristics of Users and Non-Users 

 Frequent 
Users 

Infrequent 
Users 

Education   
HS or less 7% 8% 
Some college  24% 32% 
College degree  69% 60% 

Household Composition   
Single Person  18% 28% 
Adult Only  38% 36% 
Family  44% 36% 

Language   
English Only  80% 86% 
Multi-Lingual  20% 14% 

LIB0 – Have you used any of the following Boise City public libraries in the past 12 months, in person or 
online? Base: All Respondents (n=1,156) 
Details showing all demographics are in topline report included in Appendix. 
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Library Users: Libraries Used 

Forty-five percent (45%) of all users use a single library, but 
this varies by frequency of use and region with Frequent 
Users and those living on the Boise Bench being the most 
likely to use multiple libraries. 

Nearly half (49%) of all library users use the Main Library as 
their primary library.  Those living in West and Southwest 
Boise and on the Boise Bench are the most likely to use 
more than one library. 

There are no demographic differences between users of the 
various libraries.  
Figure 6: Primary Library Used 

 
LIB1 – Which library do you use most often? Base: Library Users (n=827) 

Table 4: Libraries Used 

  All  
Users 

Frequent 
(n=430) 

Infrequent 
(n=397) 

% Using Single 
Library 45% 31% 62% 

Average Number of 
Libraries Used 1.9 2.2 1.5 

 Library(ies) Used by Neighborhood 

 % Single 
Library 

Average # 
Used 

Primary Library(ies) 
Used 

Northeast Boise  64% 1.6 Main Library (92%) 

West Boise  41% 2.0 
Library! at Cole & 
Ustick (63%)  
Main Library (20%) 

Boise Bench  35% 2.1 
Main Library (63%) 
Library! at Hillcrest 
(28%) 

Southwest Boise  36% 2.1 

Ada Community 
Victory Branch (62%) 
Lake Hazel Branch 
(27%) 

Southeast Boise 60% 1.7 Main Library (93%) 

Northwest Boise 38% 1.9 
Library! at Collister 
(56%) 
Main Library (35%) 
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Library Users: Services Used 

The most used service for all users is borrowing books, DVDs 
& CDs. 

 As would be expected, Frequent Users are more likely 
to use a range of services than Infrequent Users, 
suggesting an opportunity to increase use of more 
services by Infrequent Users. 

ORC used Factor Analysis2 to identify that users group library 
services into three distinct categories: 

 
 

Table 5: Top Services Used 

 All 
Users 

Frequent 
Users 

Infrequent 
Users 

Borrow books, DVDs, CDs 89% 96% 81% 
Go online/call to renew or get info 70% 85% 53% 
Enjoyment, hobbies, activities 58% 69% 45% 
Link to library remotely  54% 66% 40% 
Get info for personal use 49% 59% 36% 
Use library computer 48% 58% 38% 
One-on-one computer skills or 
technology training 28% 31% 23% 

School or class assignment 26% 30% 21% 
Attend children’s program 23% 33% 12% 
Download ebooks/other materials 19% 26% 11% 
Help find work / work purposes 19% 27% 9% 
Meet someone 18% 21% 14% 
Attend non-library function 12% 14% 9% 
Attend adult program 10% 16% 3% 
Attend teen program 6% 10% 1% 
Had materials mailed/delivered to 
home 4% 4% 4% 

Average number of services used 5.4 6.5 4.1 

                                                 
2 Factor analysis is a statistical method used to reduce the number of variables and classify them into dimensions representing the underlying variables 

The Basics

Get Work Done

Meet & Attend Activities
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Figure 7: Services Used by Library Users 

 

 
LIB3 – In the past 12 months, have you, or anyone in your household used any of the following services? Base: Library Users (n=827) 
LIB4 – Have you used a public library for any other purpose in the past 12 months? Base: Library Users (n=827) 
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Library Users: Use of Basic Services 

Basic services are the most commonly 
used services for all library users.  
Ninety-three percent (93%) have used 
the library for at least one of these 
services in the past year. 

 People who are 55 and younger 
as well as those who read 
eBooks and EMagazines are 
even more likely to use these 
services. 

 Households with children are 
also more likely to use these 
basic services. 

The exception—those 65 and older are 
more likely than other age groups to 
have library materials mailed or 
delivered to them. 

Table 6: Use of Basic Services 

 Books, 
DVDs, CDs 

Online/Call to 
Renew/ Info 

Link 
Remotely 

Downloaded 
Materials 

Mailed or 
Delivered 

Age      

18-34  90% 79% 58% 25% 2% 

35-54  91% 71% 58% 20% 3% 

55-64  87% 66% 52% 14% 4% 

65+  92% 52% 36% 14% 13% 

Household Type      

Adult only 86% 66% 49% 17% 5% 

Children in HH 93% 75% 62% 23% 3% 

Reads eBooks      

Yes 93% 80% 66% 39% 7% 

No 86% 65% 47% 8% 3% 

LIB3 – In the past 12 months, have you, or anyone in your household used any of the following services? Base: 
Library Users (n=827) 
LIB4 – Have you used a public library for any other purpose in the past 12 months? Base: Library Users (n=827) 
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While Frequent Users are more likely than Infrequent Users to use all Basic Library Services, they are especially more likely to 
download eBooks or other materials and, to a lesser extent, link remotely or go online or call to renew books. 

 
Figure 8: Use of Basic Services by Frequency of Library Use 

 
LIB3/4 – In the past 12 months, have you, or anyone in your household used any of the following services?  
Base: Library Users Who have Used Basic Serives (n=768) 
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Library Users: To Get Work Done 

Three out of four (74%) library users go to the 
library to get work done.  This makes it the 
second most commonly used set of services 
offered by the library. 

 Again, Frequent Users are more likely 
than Infrequent Users to use all of 
these services.  This difference is 
greatest for using the library to look for 
work or for work-related purposes. 

In general residents who use the library to get 
work done tend to be younger and less 
affluent, but are well-educated. 

 Three out of four (73%) are under 55 
years old, 

 Half (50%) have a household income 
of less than $50,000 annually, and 

 Nearly three out of five (55%) have a 
bachelor’s degree or higher. 

Nearly half (49%) of all users use the library to 
get information or to use a library computer.  It 
is important to note that use of a library 
computer did not distinguish between use of 
computers for the library catalog from using a 
library computer to access the Internet.   

Those most likely to be using library 
computers include: 

 Those between the ages of 18 and 34 
(62%) 

 Less affluent households (55%- 60%) 
 Those with no internet access at home 

(66%) 

Figure 9: Use of Services To Get Work Done by Frequency of Library Use 

 
LIB3/4 – In the past 12 months, have you, or anyone in your household used any of the following services? 
Base: Library Users who have Used Services to Get Work Done (n=594) 
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 Unemployed users (71%) 
 Those using the Hillcrest branch (71%) 

One out of five (19%) users used the library to 
find work or for job-related purposes.  Use is 
significantly higher among:  

 Library users who are currently 
unemployed (34%) 

 Those using the Collister branch (32%) 

Nearly three in ten (28%) library users used 
the library for computer or technology training.  
Heaviest users include those: 

 Between the ages of 35 and 54 (32%) 
 Who are currently unemployed (44%) 
 Those living in West Boise (34%) or 

Southeast Boise (32%) 

More than one out of four users uses the 
library for school or class assignments.  This 
figures jumps to half (49%) among users with 
children in their household.  Others more likely 
to use the library  for school work are: 

 18-34 (35%),  
 35-54 (32%), and 
 Multi-lingual (38% vs. 23%). 

Table 7: Use of Services to Get Work Done by Age and Income 

 Info for 
Personal 
Use 

Use Library 
Computer 

Computer / 
Tech 
Tutoring 

School/Class 
Assignment 

Find 
Job/Work 
Related 

Household 
Type      

Adult only 50% 46% 27% 14% 19% 

Children 47% 51% 28% 44% 18% 

Age      

18-34  44% 62% 29% 35% 26% 

35-54  51% 47% 32% 32% 18% 

55-64  53% 48% 21% 12% 19% 

65+  47% 26% 19% 8% 5% 

Internet at Home     

Yes 48% 47% 28% 27% 17% 

No 51% 66% 26% 11% 40% 

Income      

<$35K  45% 60% 30% 21% 28% 

$35-$50K  64% 55% 29% 25% 22% 

$50-$75K  50% 47% 18% 30% 12% 

$75-$100K  34% 30% 24% 15% 11% 

$100k+  46% 36% 28% 28% 9% 

LIB3/4 – In the past 12 months, have you, or anyone in your household used any of the following services? Base: 
Library Users who have Used Services to Get Work Done (n=594) 
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Library Users: Meet and Attend Activities 

Two out of three (67%) library users go to the library to 
meet and attend activities.  Again Frequent Users are 
more likely than Infrequent Users to use the library for 
all of these services.  However, usage varies 
significantly for library programs (adult, children, and 
teen), suggesting that other household characteristics 
drive use of these services. 

Residents who use the library to meet and attend 
activities are:   

 Younger:  74% are under 55 years old. 
 Family households:  Just under one-third (29%) 

have two or more kids in the house. 
 Multi-lingual:  One in five (20%) using these 

services are multi-lingual. 

Nearly one quarter (23%) of users go to the library for 
children’s programs and activities.  Characteristics of 
this group are: 

 Under 55—three out of ten users between 18 
and 54 use the library for children’s activities, 

 Homemakers—66 percent, and 
 Families with children under 12 years old (<5 

64%, 6-11 59%) 

These services serve the needs of multi-lingual 
individuals.  In particular multi-lingual families are most 
likely to: 

 Attend children’s programs and activities (39%) 
 Attend teen programs (12%) 
 Use the library as a meeting place for a specific 

purpose (30%) 

Figure 10: Use of Library as a Place to Meet and Attend Activities by 
Frequency of Library Use 

 
LIB3/4 – In the past 12 months, have you, or anyone in your household used any of the following 
services? Base: Library Users who have Used the Library as a Place to Meet and Attend Activities 
(n=558) 
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Table 8: Demographics of those who use the Library to Meet and Attend Activities 

 Enjoyment Children’s 
Programs 

Meet for Non-
Specific Purpose 

Non-Library 
Function 

Adult 
Program 

Teen 
Program 

Age       

18-34  66% 30% 23% 10% 6% 3% 

35-54  62% 30% 20% 11% 12% 9% 

55-64  48% 9% 12% 12% 12% 1% 

65+  43% 8% 9% 15% 9% 5% 

Household Type       

Adult Only 52% 6% 15% 10% 8% 1% 

Children in HH 65% 49% 23% 14% 12% 12% 

Language       

English Only (n=688) 55% 20% 15% 12% 9% 4% 

Multi-lingual (n=114) 68% 39% 30% 13% 15% 12% 

Employment       

Full time (n=333) 57% 20% 16% 8% 8% 4% 

Part time (n=65) 52% 24% 24% 20% 13% 2% 

Self employed (n=80) 62% 25% 22% 13% 6% 9% 

Homemaker (n=58) 72% 66% 18% 11% 7% 3% 

Retired (n=214) 45% 8% 8% 15% 12% 4% 

Unemployed (n=43) 69% 28% 32% 16% 26% 21% 

LIB3/4 – In the past 12 months, have you, or anyone in your household used any of the following services? Base: Library Users who have Used the Library as a Place to 
Meet and Attend Activities (n=558) 
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Library Users: Future Use of the Library 

Half (50%) of all library users expect their use of the 
library to increase over the next five years.  This is 
the same as in 1999 when 51 percent suggested 
that their use of the library would increase. 

Those most likely to increase their use are: 

 Female—56 percent expect a net increase 
and two out of five (43%) say their use will 
increase substantially. 

 Unemployed—61 percent suggest they will 
increase their use and one third (31%) say 
they will substantially increase their use. 

 

Figure 11: Future Use of Library by Primary Branch 

LIB10 – Over the next five years, do you expect your use of Boise City public libraries to increase,decrease, 
or remain the same? Base: Library Users (n=827).   
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Services expected to increase the most are 
borrowing books, activities and programs, and 
borrowing CDs/DVDs.  Interest varies by age and 
primary library. 

 Book checkout—59 percent increased use. 
o 76 percent retired users plan on increasing 

their borrowing of books. 
 Activities / programs—21 percent increased use. 

o Younger residents—32 percent between 18-
34 and 23 percent between 35 and 54 plan 
on using this service more. 

o Homemakers—64 percent of homemakers 
will attend more activities and programs. 

o Users of the Main Library (26%) and Cole & 
Ustick (22%). 

 CD / DVD checkout—18 percent increased use. 
o Nearly half (47%) Hillcrest branch users plan 

on increasing their borrowing of CDs and 
DVDs. 

Table 9: Services Users Expect to Use More Often in the Future 

 Overall 
(n=360) 

Main 
(n=188) 

Cole & 
Ustick 
(n=43) 

Collister 
(n=49) 

Hillcrest 
(n=19) 

Ada 
(n=6) 

Borrow Books 59% 56% 54% 59% 60% 64% 

Activities/Programs 21% 26% 22% 12% 3% 18% 

Borrow CDs/DVDs 18% 14% 20% 16% 47% 24% 

Computer/Internet 
Access 

13% 12% 20% 21% 14% 6% 

LIB10B – What library services do you plan to use more in the next five years? Base: Library Users 
Expecting Increased Library Use (n=360).   
Open-ended question. 
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Library Users:  Ratings of Users’ Primary Library 

Users give their primary library high ratings across-the-board. 

 Ninety-two percent (92%) are likely to recommend their 
primary library to others; 76 percent are extremely 
likely to recommend.  Recommend rates are somewhat 
higher than in 1999. 

 Nearly the same percentage (91%) are satisfied with 
their primary library.  However, satisfaction ratings are 
somewhat more dividied between those who are 
extremely satisfied (55%) and those awho are satisfied 
(33%).  Again, satisfaction ratings are somewhat 
higher in 211 than in 1999. 

 Eighty-nine percent (89%) say the overall quality of 
their primary library is excellent (54%) or good (38%).  
This rating is the same as in 1999. 

A new question was added in 2011 to rate the quality of library 
facilities—specifically attractiveness, comfort, and lighting. 

 More than four out of five (82%) users give rate the 
quality of facilities at their primary library as excellent 
(49%) or good (33%). 

Table 10:  Ratings of Users’ Primary Library 

 Top-Two Box 

 2011 1999 

Recommend 92% 89% 

Satisfaction 91% 85% 

Overall Quality 89% 89% 

Quality of Facilities 82% n.a. 
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Ratings are generally high across all users.  However, there are some significant differences that are noteworthy: 

 Ratings are consistently higher among Frequent Users, suggesting that some aspects of quality may not be meeting the 
needs of Infrequent Users. 

 Older patrons give significantly higher ratings for overall quality and quality of facilities suggesting that some aspects of 
quality, for example technology, may not be meeting the needs of patrons under the age of 65. 

 Residents of Southeast Boise give consistently lower ratings for all questions.  Residents of Northwest Boise give lower-than-
average ratings for overall quality and quality of library facilities. 

 Those who primarily use the Main library give consistently lower ratings for all but the recommend question.  Users of the 
Hillcrest Branch give lower ratings for overall quality and quality of library facilities. 

 Those who speak English as a second language give consistently high ratings with the exception of overall satisfaction—59 
percent of patrons who speak English only are “extremely satisfied” compared with 41 percent of multi-lingual users.   

 
Table 11:  Summary of Differences in Overall Ratings of Primary Library 

 % 
Recommend 

%  
Satisfied 

Overall Quality 
% Excellent / Good 

Quality of Facilities 
% Excellent / Good 

Frequency of Use     
Frequent User 96% 93% 91% 84% 
Infrequent User 88% 89% 86% 81% 

Library Used     
Main 92% 88% 83% 73% 
Cole & Ustick 91% 93% 96% 98% 
Collister 97% 96% 95% 89% 
Hillcrest 95% 96% 85% 79% 
Ada Community 96% 93% 94% 88% 

Neighborhood     
Boise Bench 96% 95% 92% 81% 
Southeast Boise 88% 82% 77% 71% 
Northeast Boise 96% 95% 94% 86% 
West Boise 90% 92% 91% 90% 
Southwest Boise 96% 93% 94% 88% 
Northwest Boise 93% 91% 85% 74% 
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Age     
18 – 34 94% 91% 88% 78% 
35 – 54 93% 92% 89% 83% 
55 – 64 92% 88% 86% 82% 
65 Plus 88% 93% 94% 89% 

Language     
English Only 93% 93% 89% 82% 
Multi-Lingual 90% 84% 86% 81% 

Education     
Some High School / 
High School Grad 

90% 95% 94% 89% 

Some College 92% 90% 94% 90% 
College Grad 93% 92% 87% 79% 
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Library Users:  Ratings for Quality of Services 
Top Performing Services 
The highest rated services among users of a specific service are the responsiveness of the staff, staff assistance with research 
questions, and activities for children.  Ratings for these services are consistent across all locations. 

Responsiveness of the Staff:  

Nearly all (97%) users rate this as good (25%) or excellent (72%).  This is significantly higher than in 1999 when just 87 percent of all 
ratings were good or excellent. 

 Three quarters (76%) of Frequent Users give this an excellent rating.   
 Eighty-seven percent(87%) of retired users give this an excellent rating. 

Staff Assistance with Research Questions:  

Nearly all (95%) users rate staff assistance with research questions as good (25%) or excellent (71%).  Again, this is significantly 
higher than in 1999 when 86 percent rated staff assistance as good or excellent. 

 Seventy-four percent of Frequent Users give this an excellent rating. 
 Eight-one percent (81%) of retired users also give it an excellent rating. 

Activities for Kids: 

Over nine out of ten (94%) rate activities for children as good (33%) or excellent (61%). 

 Scores are high across the board for this service with no significant differences across demographics or branches. 
Table 12: Top Performing Services (Top-Two Box Satisfaction) 

 Overall  
(n=827) 

Main Library 
(n=441) 

Cole & Ustick 
(n=96) 

Collister 
(n=101) 

Hillcrest 
(n=51) 

Ada 
(n=121) 

Responsiveness of staff (n=797) 97% 96% 100% 98% 100% 92% 

Library staff assistance with research questions (n=586) 95% 93% 98% 99% 100% 96% 

Programs and activities for children (n=155) 94% 93% 100% 100% 100% 89% 

LIB4/5/6 –Please rate any public library services that you have used? Base: Library Users (n=827) 
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Consistent Performers 
Four services are identified as consistent performers. 

Convenience and accessibility of library facilities 

More than nine out of ten (91%) users give the library excellent (63%) or good (28%) ratings for this attribute.  Ratings in 2011 are 
somewhat higher than 1999—91 percent compared to 87 percent, respectively. 

 Ratings are lower for users of the Main Library—58% excellent and 31% good ratings—and the Hillcrest Branch—64% 
excellent and 19% good ratings. 

 As would be expected, residents of Southeast Boise give the library the lowest ratings for this attribute—46 percent excellent 
and 39% good. 

Speed of public Internet access 

Eighty-four percent (84%) of all users give their primary library an excellent (46%) or good (38%) rating for speed of public Internet 
access.  Note that 45 percent of all users did not rate this service, saying they don’t use the public Internet connections. 

 Ratings are lower among those using Ada Community Libraries, due primarily to a higher-than-average percentage of neutral 
ratings (21%), suggesting less use of this service or lower awareness. 

Programs and activities for teens 

Eighty-four percent (84%) of library users who have attended activities for teens give their primary library an excellent (28%) or good 
(55%) rating.   

Library resources for online research 

Eighty-three percent (83%) of all users rate library resources for online research as excellent (50%) or good (33%).  This is 
significantly higher than in 1999 when 70 percent rated this service as good or excellent.  While a significant percentage (46%) of all 
users were unable to rate this service, saying they didn’t know, this percentage is significantly lower than in 1999 when 68 percent 
were unable to rate this service.  This would suggest an opportunity to increase awareness of this service. 

Convenience and accessibility of library meeting rooms 

Seventy-eight percent (78%) of all users rate the convenience and accessibility of library meeting rooms as excellent (54%) or good 
(24%).  However, 64 percent of all users did not rate this service, suggesting low usage or low awareness of this service. 

 Ratings were significantly lower among those using the Main Library due to a high percentage (27%) of neutral ratings. 
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Table 13: Consistent Performers (Top-Two Box Satisfaction) 

 Overall  
(n=827) 

Main Library 
(n=441) 

Cole & Ustick 
(n=96) 

Collister 
(n=101) 

Hillcrest 
(n=51) 

Ada 
(n=121) 

Convenience and accessibility of library facilities (n=812) 91% 89% 97% 97% 83% 94% 

Speed of public Internet access (n=430) 84% 86% 86% 99% 79% 74% 

Programs and activities for teens (n=23) 84% 100% 43% 100% 100% 100% 

Library materials for adults (n=813) 84% 79% 92% 87% 97% 82% 

Library resources for online research (n=439) 83% 79% 93% 84% 99% 81% 

Convenience and accessibility of library meeting rooms 
(n=330) 78% 71% 86% 92% 83% 87% 

LIB4/5/6 –Please rate any public library services that you have used? Base: Library Users (n=827) 



 

   pg.	43	  

Opportunities for Improvement 
The services that need the most improvement are the number of computers available, activities for adults, library materials for 
children and teens, and hours of service at the library. 

Hours of Service: 

Three out of four (77%) users rate this as good (39%) or excellent (37%). The overall score is lower due to the high number of 
neutral ratings (17%). While still an area noted for improvement, ratings for hours of service are higher than in 1999 (71% top-two-
box). 

 Scores are relatively consistent for this service with no significant differences across demographics or branches. 

Number of Computers Available: 

Three out of four (73%) library users rate this as good (40%) or excellent (34%), and one in five (19%) give it a neutral rating.  A 
significant percentage (43%) of library users did not rate this service saying they did not use or didn’t know. 

 Eighteen percent (18%) of unemployed users rate this as fair or poor. 
 26 percent of Main Library users give this a neutral rating. 

Library Materials for Teens: 

Seven out of ten (70%) library users rate this as good (38%) or excellent (32%), and one in four (25%) give it a neutral rating.  A 
significant percentage (24%) of library users did not rate this service saying they did not use or didn’t know. 
Table 14: Opportunities for Improvement (Top-Two Box Satisfaction) 

 Overall  
(n=827) 

Main Library 
(n=441) 

Cole & Ustick 
(n=96) 

Collister 
(n=101) 

Hillcrest 
(n=51) 

Ada 
(n=121) 

Programs and activities for adults (n=75) 78% 90% 42% 78% 81% 78% 

Library materials for children (n=566) 78% 76% 79% 76% 78% 82% 

Hours of library service (n=800) 77% 78% 71% 71% 79% 80% 

Number of PCs available for public use (n=440) 73% 65% 87% 87% 76% 76% 

Library materials for teens (n=475) 70% 64% 74% 70% 80% 82% 

LIB4/5/6 –Please rate any public library services that you have used? Base: Library Users (n=827) 



 

   pg.	44	  

 

 

 

 

 

 

 

 

 

 

Key Findings: Non-Users 
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Non-Users: Previous Library Use 

Three out of four (75%) non-users have visited a public library 
in Boise at some point in the past.  This is slightly higher than 
in 1999 when 70 percent of non-users had used a public 
library in Boise in the past. 

 There are no demographic or geographic differences 
between past users and those who have never used a 
Boise library. 

 The most commonly visited library for past users is the 
Main Library in downtown Boise. 

Past users primarily used the library to borrow or drop off 
books, DVDs, or CDs (76%), suggesting that they may be 
unaware of the range of other services available. 
Figure 12: Services Used in the Past 

 
LIB21A –Which library services have you used? Base: Non-users who have visited a 
library previously (n=248)  Multiple response 

Figure 13: Branches Visited in the Past 

 
LIB21A –Which public libraries have you visited in the past? Base: Non-users 
who have visited a library previously (n=248) 
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Non-Users: Reasons for Not Visiting the Library 

Respondents who have not used a public library in the 
past year were asked why using an open-ended 
question format.   

The three primary reasons non-users gave for not 
using the library were: 

No real need or interest—37 percent of non-users 

 West Boise residents were more likely to give 
this as a reason (49%). 

Use another library—15 percent of non-users.  Those 
more likely to give this as a reason include: 

 Residents of Northwest Boise (30%) 
 Younger residents, between the ages of 18 and 

34 (32%) 
 Women (23%) 

Use the Internet—14 percent of non-users 

 Those between the ages of 55 and 64 (25%) 
are more likely to give this as a reason. 

Figure 14: Reasons for Not Visiting the Library 

 
LIB20 – Why haven’t you visited a Boise City Public Library in the past year? Base: Non-Users (n=329) 
Open-ended question.  Multiple responses allowed. 
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Non-Users: Acquisition of Books, Movies, and Information 

The Internet is the number one source non-users 
turn to when looking for books, movies, music, or 
information.  Nearly three out of four (73%) of 
non-users prefer the Internet—either free 
sources (56%) or retailers (17%) for their 
information and entertainment needs. 

 Online sources are the number one 
resource across all age, gender, and 
income groups.   

 However homemakers are the least likely 
to use online sources.  Just over one-
third (35%) use the Internet for books, 
music, movies or information. 

As would be expected use of the Internet has 
increased significantly since 1999 with a 
corresponding decrease in the use of brick and 
mortar retail stores. 

 Only 35 percent of non-users relied on 
the Internet in 1999. 
 
 
 
 
 
 
 
 
 
 

LIB23 – When you’re looking for books, movies, music, or 
informatin, where do yu go if you don’t go to the library? Base: Non-
Users (n=329)  Multiple Response 

Figure 15: Non-User Sources for Services Offered by Libraries 
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Key Findings: Opportunities 
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Role of Libraries in the Community 
Residents feel that traditional library services—such as the lending of books, providing research materials, and educational classes 
for youth—is the most important role for public libraries in the community.  Out of the 16 services rated, all seven with an average 
rating of “important” (mean score of 4) or higher are traditional library services. 

 On average, current library users rate these services as more important than non-users.   
 Younger residents—those between 18 and 34 years of age generally give the highest importance ratings for most library 

services.  This is particularly true in regards to access to offering public computers and Internet access. 

It is noteworthy that while use of some services—notably programs and services for teens, children, and adults—is relatively low, 
library users and non-users acknowledge that these are important library services.  On the other hand, non-traditional library services 
such as providing space for educational, cultural, or art exhibits are seen as less important while interest in offering these services is 
relatively high. 
Figure 16: Top-Two Box Importance of Library Services to the Community 

 
LIB26/27–How important do you feel it is that the public libraries provide the following services? Lib26 Base*: Random Group 1 (n=579) Lib27 Base+: Random Group 2 (n=577) 
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Table 15: Top-Two Box Mean Importance of Library Providing Services to Community by Age and Family Make-up  

 Overall 
(n*=579) 
(n+=577) 

18-34 
(n*=74) 
(n+=71) 

35-54 
(n*=190) 
(n+=202) 

55-64 
(n*=160) 
(n+=153) 

65+ 
(n*=147) 
(n+=147) 

Adult Only 
(n*=404) 
(n+=425) 

Family 
(n*=175) 
(n+=152) 

Information and resources for students and 
others doing research* 92% 94% 92% 90% 93% 92% 93% 

Books, movies, and music for people to 
borrow* 89% 81% 88% 87% 89% 88% 90% 

Spaces, programs, and materials for kids* 86% 88% 85% 84% 86% 85% 87% 
Comfortable, welcoming spaces for reading 
and research+ 81% 87% 78% 84% 80% 79% 85% 

Public computers and internet access* 80% 90% 75% 81% 79% 83% 75% 
Spaces, programs, and materials for teens* 80% 85% 80% 77% 75% 78% 82% 
Services for job seekers and career 
development* 77% 82% 72% 80% 80% 78% 55% 

Spaces, programs, and materials for adults* 77% 81% 75% 76% 75% 78% 75% 
Access to government forms and 
information+ 71% 67% 72% 70% 75% 69% 75% 

Resources for personal use, such as health or 
financial information+ 67% 68% 66% 64% 71% 67% 67% 

Space for public meetings and community 
events* 64% 69% 59% 68% 64% 67% 59% 

Online services such as magazine articles 
and books to download+ 63% 67% 63% 61% 62% 62% 64% 

Resources for small businesses and 
entrepreneurs+ 58% 57% 58% 56% 66% 58% 59% 

Services and materials for English language 
learners+ 51% 53% 47% 49% 63% 49% 54% 

Large-scale educational or cultural exhibits+ 38% 44% 38% 29% 46% 36% 42% 
Concerts and other performances+ 23% 21% 24% 21% 25% 21% 25% 
Retail services such as coffee shops and gift 
stores+ 17% 26% 13% 14% 16% 18% 15% 

LIB26/27–How important do you feel it is that the public libraries provide the following services? Lib26 Base*: Random Group 1 (n=579) Lib27 Base+: Random Group 2 (n=577). 
Significance indicated by bolding.  Green=Top 25%  Red=Bottom 25% 
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Interest in Possible Services 

When asked how interested they would be in “possible future 
services,” library users expressed the most interest in extending 
the service hours and the number of days open and the ability to 
pay fees or fines online. 

 As would be expected users are more interested than 
non-users in extended service hours and days of 
operation.  Moreover, Frequent Users are more interested 
than Infrequent Users in this change.  Users of the 
Hillcrest branch are the most interested in longer hours or 
more days of service (73% all users). 

 Both users and non-users are interested in the ability to 
pay fees or fines online.  It is possible that the 
“embarrassment” of having to pay in-person may be a 
deterrent for infrequent and non-users. 

Users are more interested than non-users in access to electronic 
video, music, magazines, and newspapers.  This would suggest 
that infrequent users and non-users have alternative access to 
these services (e.g., through their cable TV or Amazon). 

Better parking and a neighborhood branch library are more 
important to Frequent Users than Infrequent and Non-Users. 

 Parking appears to be a greater problem for users of the 
Main library as well as the Hillcrest Branch library and 
Ada Community libraries. 

 Not surprisingly current users (52%) and non-users (41%) 
living in Southeast Boise are most likely to be interested 
in a branch library in their neighborhood. 

 Current users of the Hillcrest branch library are also more 
likely to be interested in a branch library in their 
neighborhood (54%). 

Table 16:  Library Users’ and Non-Users’ Interest in Possible 
Services 

 All 
Users 

Frequent 
Users 

Infrequent 
Users 

Non-
Users 

Longer hours / more days 55% 61% 48% 23% 

Online payment fees / fines 51% 55% 46% 42% 

eVideo / e-Music 48% 49% 46% 29% 

Classes / continuing 
education 

47% 49% 45% n.a. 

Digital magazines and 
newspapers 

47% 50% 43% 25% 

Educational / art exhibits 46% 49% 41% 36% 

Better parking 45% 50% 40% 24% 

Children’s programs 39% 45% 32% 36% 

Adult programs 38% 40% 36% 29% 

Branch library 35% 41% 29% 26% 

Checkout DVDs / CDs n.a. n.a. n.a. 39% 

Downloadable ebooks n.a. n.a. n.a. 38% 

Public computers n.a. n.a. n.a. 36% 
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Library Expansion 

When asked to indicate their interest in a list of 
possible or potential services, one out of three Boise 
residents (35% of users and 26% of non-users) said 
they would be very or somewhat interested in having a 
branch library closer to their home. 

 As would be expected, residents of Southeast 
Boise feel most strongly about this (52% of 
users and 41% of non-users living in this 
neighborhood).  Eighty-five percent (85%) of 
Southeast Boise residents would like to see the 
next branch in Southeast Boise. 

 Additionally, one out of four (26%) residents 
living on the Boise Bench also want to see the 
next branch in Southeast Boise. 

Figure 17: Location of Next Library 

 
LIB28 –If we were to add another neighborhood branch library in Boise, where do you think it should be 
located? Base: All Respondents (n=1156) 
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Replacement of Main Library 

Respondents were asked which of three 
statements best reflects their opinion about the 
Main Library in downtown Boise.  

Only one out of seven (15%) residents feel there 
is an immediate need for a new Main Library 
facility.  This would suggest that if a bond election 
and fundraising campaign were to be considered, 
there would be a need for significant 
communications supporting the need for a new 
facility. 

Of those who expressed the need for a new Main 
Library, two-thirds felt that it should be built in 
downtown Boise, either at or near the current 
location (35%) or elsewhere downtown (34%).  
Remaining suggested locations were highly 
variable. 

Figure 18: Opinions about Replacing Main Library 

 
LIB29 –Which of the following statements about Boise’s Main Library in downtown Boise reflects your opinion 
best? Base: All Respondents (n=1156) 
LIB30 –If Boise were to build a new Main Library, where do you think it should be located? Base: Respondents 
who would like a new main library (n=664)  Open-ended question; multiple responses allowed. 
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Boise Library clearly provides a service that is used by a majority of Boise residents.  At the same time there are opportunities to 
increase usage by: 

 Reaching out to under-served demographic segments, specifically those with high school diplomas or less and those who 
speak English as a second language or who are learning to speak English.  Particular attention should be paid to 
understanding what barriers—real or perceived—exist to their use of the library overall or specific library services and 
implementing strategies to minimize these barriers. 

 Reaching out to less frequent users, notably single adult households. 

 Reaching out to other non-users, notably men, older adults, and those living in single-adult or adult-only households. 

 Increasing awareness of the library system’s broad range of services.  It is clear that many of the services Infrequent Users 
and Non-Users express interest in are services that are currently available.  Use can be increased via marketing 
communications to inform the public what services are available and providing incentives to encourage initial visits. 

The library should continue to focus the majority of its resources on providing its basic services—providing information and resources 
for research and lending books, movies, and music -- as well as serving as a place to work or do school activities, and as a 
community gathering spot. 

 There is some interest in programs and services beyond this basic role, notably availability of eVideo and eMusic, more 
classes and continuing education, educational or art exhibits, and more adult and children’s programs. 

 While satisfaction with teen programs is lower than for other programs, more teen programs were not seen as a priority. 

User satisfaction is high. 

 Providing the ability to pay fees and fines online represents the greatest opportunity to increase use and satisfaction for all 
users and non-users.   

 In addition, continued investments in new technologies to compete with Internet-based sources for traditional library services 
will be important to meeting customers’ current and future needs and expectations. 

 Increased hours of service represent the greatest opportunity to reach existing users while increased access to computers 
may attract non-users. 

 There are specific branch specific opportunities that should also be explored—e.g., better parking at the Main Library and 
Hillcrest branch. 
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Appendix 
Boise Public Library Community Survey  
INSTRUMENT CONVENTIONS 

 Text in ALLCAPS is not read to respondents 
 Text in [ALLCAPS SURROUNDED BY BRACKETS] are interviewer and CATI programming instructions, not read to 

respondents 
 A triple-asterisk (***) next to the question indicates standard demographics for analysis, weighting, or quotas for sample 

representation 
 Text in bold italics are post-codes for open-end questions.  The interviewer does not see these. 

INTRODUCTION 
INTROPHONE 

[IF PHONE SAMPLE] Hello.  This is           with ORC International.  We are conducting a survey for Boise City Public Libraries about 
library services. This study is being conducted for research purposes only and may be monitored or recorded for quality purposes. 

1  RESPONDENT AVAILABLE 

9  INITIAL REFUSAL [REFUSAL CONVERSION] 
INTROWEB  

[IF WEB SAMPLE] Thank you for agreeing to complete this important survey for Boise City Public Libraries about library services. 
This study is being conducted for research purposes only. We appreciate you taking the time to answer the following questions.   

SCREENING QUESTIONS 
LIBEMP  

Are you or is anyone in your household employed in a public library in Ada County?  

1 YES [THANK AND TERMINATE] 
2 NO  
8 DON’T KNOW 
9 REFUSED 
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***DEM04A  

[Including yourself, how many people currently live in your household in each of the following age categories? 

A.  18 and over  _____ 
B. Under 18 _____ 

LIBUSE1 

[IF 18 AND OVER > 1] How many of these [INSERT DEMO4AA] adults 18 years of age and older have used a Boise City Public 
Library in the past 12 months?  

___ ENTER NUMBER 
8 DON’T KNOW 
9 REFUSED 

LIBUSE2 

[IF UNDER 18 > 0] How many of these [INSERT DEMO4AB] household member(s) under 18 years of age have used a Boise City 
Public Library in the past 12 months?  

___ ENTER NUMBER 
8 DON’T KNOW 
9 REFUSED 

INTROPHONE2 

[PHONE SAMPLE ONLY] We would like to include the opinions of all types of people in Boise whom both use and do not use the 
library – in order to make our study representative may I please speak with: 

IF LIBUSE1=DEMO4AA (USER HOUSEHOLD) THEN RANDOMIZE ASKING 50/50 THE YOUNGEST MEMBER OF HOUSEHOLD 
AND THEN MALE MEMBER OF HOUSEHOLD. 

IF LIBUSE1 < DEMO4AA (MIXED HOUSEHOLD), ASK TO SPEAK TO THE NON-USER 50% AND USER 50%  -IF >1 ASK TO 
SPEAK TO YOUNGEST USER OR NON-USER. 

1  RESPONDENT AVAILABLE 
9  INITIAL REFUSAL [REFUSAL CONVERSION] 
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LIB0 Have you used any of the following Boise City Public Libraries in the past 12 months, in person or online?  [RANDOMIZE 
LIST] 

1 YES 
2 NO  
8 DON’T KNOW  
9 REFUSED 
 
A Main Library in downtown Boise (DOWNTOWN, CAPITOL BLVD) 
B Library! at Cole & Ustick 
C Library! at Collister (COLLISTER AND STATE STREETS) 
D Library! at Hillcrest (ORCHARD ST. AND OVERLAND RD) 
E Boise Public Library Bookmobile 
F Ada Community Library, Victory branch (VICTORY RD AND FIVE MILE) 
G Ada Community Library, Lake Hazel branch (LAKE HAZEL RD & FIVE MILE) 

[IF NO/DON’T KNOW TO ALL, SKIP TO NON-USER LIB20] [IF DON’T KNOW OR REFUSEDTO ALL, THANK AND 
TERMINATE] 
LIB1 [IF MORE THAN 1 IN LIB0] Which library do you use most often? [READ LIST IF NECESSARY] [DISPLAY LIBRARIES 
SELECTED IN LIB0]  

1 BOISE PUBLIC LIBRARY - MAIN LIBRARY 

2 LIBRARY! AT COLE & USTICK 

3 LIBRARY! AT COLLISTER 

4 LIBRARY! AT HILLCREST 

5 BOISE PUBLIC LIBRARY BOOKMOBILE 

6 ADA COMMUNITY LIBRARY, VICTORY BRANCH 

7 ADA COMMUNITY LIBRARY, LAKE HAZEL BRANCH 

8 NONE [PROBE FOR WHICH LIBRARY THEY HAVE USED MOST RECENTLY] 

9 DON'T KNOW [PROBE FOR WHICH LIBRARY THEY HAVE USED MOST RECENTLY] 

10 REFUSED [PROBE FOR WHICH LIBRARY THEY HAVE USED MOST RECENTLY] 
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PRIMARY LIBRARY VARIABLE [CREATE BASED OFF 1 ANSWER IN LIB0 OR LIB1. IF LIB1=8, 9, OR 10, RANDOMLY CHOOSE 
LIBRARY THEY HAVE USED IN LIB0 (LIB0A-G=1)] 

***SCR4   

[PHONE SAMPLE] ENTER RESPONDENT’S GENDER 
[ONLINE SAMPLE] Are you . . . 

1 Male 
2 Female 

***SCR5A   

In what year were you born?   

___ ENTER 4-DIGIT YEAR [EXAMPLE 1980] 
888 DON’T KNOW 
999 REFUSED 

***SCR5B   

[IF SCR5A = 888 OR 999] Which of the following categories does your age fall into?  

1 18-24, 
2 25-34, 
3 35-44, 
4 45-54, 
5 55-64, or  
6 65 or over?  
8 DON’T KNOW  
9 REFUSED   
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PUBLIC LIBRARY USER SURVEY 
LIB2  

How often have you visited [PRIMARY LIBRARY] in the past six months? 

1 Have not visited  
2 1 to 2 times 
3 3 to 4 times 
4 5 times or more 
8 DON'T KNOW 
9 REFUSED 

LIB3  

I'm going to read a list of ways people use public library services. In the past 12 months, have you, or has anyone in your household: 
[RANDOMIZE A-O]  

1 YES  
2 NO  
8 DON'T KNOW 
9 REFUSED   
A Borrowed or dropped off library books, DVDs or CDs 
B Used a library computer 
C Gone online or called the library to renew books or for information other than hours or directions 
D Used a personal computer or mobile device to link to a public library (READ IF RESPONDENT DOESN’T 

UNDERSTAND: THIS REFERS TO USING A LIBRARY WEBSITE, LIBRARY APP OR THE ONLINE CATALOG, 
FACEBOOK, YOUTUBE, TWITTER, ETC.) 

E Downloaded eBooks or other library materials  
F Had library materials mailed or delivered to your home 
G Used a public library for enjoyment, hobbies or to attend activities 
H Used a public library to get information for personal use, such as consumer or health issues, investments, and so on 
I Used a public library for a school or class assignment 
J Used a public library to help find a job or for work-related purposes  
K Attended a children’s library program or activity 
L Attended a teen library program or activity 
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M Attended an adult library program or activity 
N Used the library as a place to meet someone for a specific purpose, such as tutoring, studying or working on a project 
O Attended a non-library function, such as a neighborhood meeting, in a library meeting room  

 LIB4  

Have you used a public library for any other purpose in the past 12 months? [DO NOT READ LIST] 

1 TO ATTEND CLUB/GROUP MEETING 
2 TO MEET FRIENDS 
3 TO DONATE BOOKS/ATTEND BOOKSALE/VOLUNTEER WITH FRIENDS 
4 FOR GRANT WRITING/NONPROFIT INFORMATION/FUNDING INFORMATION CENTER (FIC) 
5 TO READ MAGAZINES AND NEWSPAPERS 
6 TO USE GOVERNMENT DOCUMENTS 
7 TO RESEARCH IDAHO HISTORY 
8 TO RESEARCH OBITUARIES 
9 TO FIND TAX FORMS 
10 FOR SMALL BUSINESS COUNSELING 
11 FOR COMPUTER CLASSES 
12 TO CHECK OUT KIDPACKS 
13 FOR ONE-ON-ONE ENGLISH LANGUAGE TUTORING 
14 FOR ONE-ON-ONE COMPUTER SKILLS OR TECHNOLOGY TUTORING 
66 NONE 
77 OTHER (SPECIFY) 
88 DON’T KNOW 
99 REFUSED 
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LIB5  

Now I'd like you to rate any public library services that you have used, using a scale of one to five, where five is "excellent," and one 
is "poor," how would you rate: [RANDOMIZE A-K] 

1 POOR 
2 
3 
4  
5 EXCELLENT  
8 DON’T KNOW/HAVE NOT USED 
9 REFUSED 
 
A Library staff assistance with research questions 
B Number of PCs available for public use 
C Library resources for online research 
D Hours of library service 
E Convenience and accessibility of library facilities 
F Convenience and accessibility of library meeting rooms 
G [ASKIF LIB3K=1] Programs and activities for children 
H [ASKIF LIB3L=1] Programs and activities for teens 
I [ASKIF LIB3M=1] Programs and activities for adults 
J Responsiveness of staff 
K Speed of public Internet access 
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LIB6  

How would you rate library materials such as books, magazines, eBooks, CDs & DVDs for…? [REPEAT SCALE IF NECESSARY: 
ONE TO FIVE, WHERE FIVE IS "EXCELLENT," AND ONE IS "POOR"] 

1 POOR 
2 
3 
4  
5 EXCELLENT  
8 DON’T KNOW 
9 REFUSED 

 

A Adult 
B Teens   
C Children 

LIB7  

How would you rate the [PRIMARY LIBRARY] facility, in terms of attractiveness, comfort, lighting, and so on? [REPEAT SCALE IF 
NECESSARY: ONE TO FIVE, WHERE FIVE IS "EXCELLENT," AND ONE IS "POOR"] 

1 POOR 
2 
3 
4  
5 EXCELLENT  
8 DON'T KNOW 
9 REFUSED 
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LIB8  

How would you rate the overall quality of [PRIMARY LIBRARY]? [REPEAT SCALE IF NECESSARY: ONE TO FIVE, WHERE FIVE 
IS "EXCELLENT," AND ONE IS "POOR"] 

1 POOR 
2 
3 
4  
5 EXCELLENT  
8 DON'T KNOW 
9 REFUSED 

LIB9  

Using a scale of one to five, where five is "extremely likely," and one is "not at all likely," how likely are you to recommend [PRIMARY 
LIBRARY] to others? 

1 NOT AT ALL LIKELY 
2 
3 
4  
5 EXTREMELY LIKELY 
8 DON'T KNOW 
9 REFUSED 

LIB10  

Over the next five years, do you expect your use of Boise City Public Libraries to increase, decrease, or remain the same? 

1 DECREASE 
2 REMAIN THE SAME 
3 INCREASE 
8 DON'T KNOW 
9 REFUSED 
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LIB10A  

[ASKIF LIB10=3] Do you expect a moderate or substantial increase in your use of library services? 

1 MODERATE 
2 SUBSTANTIAL 
8 DON'T KNOW 
9 REFUSED 

LIB10B  

[ASKIF LIB10=3] What library services do you plan to use more in the next five years? [OPEN ENDED] 

1  Books/book checkouts/audio books 
2 Activities/programs 
3 Computers/Internet access 
4 CD/DVD checkouts 
5 Research 
6 Meetings/Gatherings 
66 None 
77 Other 
88 Don’t Know 

LIB10C  

[ASKIF LIB10=1] Do you expect a moderate or substantial decrease in your use of library services? 

1 MODERATE 
2 SUBSTANTIAL 
8 DON'T KNOW 
9 REFUSED 
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LIB11 Using a scale of one to five, where five is "extremely satisfied," and one is "extremely dissatisfied," how would you rate your 
overall satisfaction with [PRIMARY LIBRARY]? 

1 EXTREMELY DISSATISFIED 
2 
3 
4  
5 EXTREMELY SATISFIED 
8 DON'T KNOW 
9 REFUSED 

LIB12 Now I'd like to ask you a series of questions about your interest in possible library services. Using a scale of one to five, 
where five is "extremely interested," and one is "not at all interested," how interested would you be in the following: 
[RANDOMIZE A-O] 

1 NOT AT ALL INTERESTED 
2 
3 
4  
5 EXTREMELY INTERESTED 
8 DON'T KNOW 
9 REFUSED 

 

A More classes and continuing education 
B More children’s programs 
C More teen programs 
D More adult programs and classes 
E Programs for English language learners 
F Having a branch library closer to your neighborhood 
G Longer hours or more days open 
H Better parking 
I Educational and/or art exhibits 
J More concerts, other performances 
K Ability to pay fines and fees online 
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L More mobile apps 
M Ability to borrow laptops, eReaders, netbooks and other devices 
N eVideo and eMusic  (READ IF RESPONDENT DOESN’T UNDERSTAND: THIS REFERS TO STREAMING VIDEOS 

OR MUSIC THAT YOU MIGHT WATCH OR LISTEN TO ONLINE, OR POSSIBLY DOWNLOAD) 
O Digital magazines and newspapers     

LIB13 What other services you would like to see offered by the public library? [CHECK ALL THAT APPLY] 

1 STREAMING VIDEOS 
2 BETTER/MORE INTUITIVE CATALOG/SEARCH FUNCTION/LIKE AMAZON 
3 BETTER/MORE ONLINE INFORMATION ABOUT BOOKS, AUTHORS, NEW LIBRARY MATERIALS 
4 ABLE TO DOWNLOAD EBOOKS TO KINDLE 
5 MORE/BETTER COMPUTERS/TECHNOLOGY/RELATED CLASSES 
6 MORE/BETTER/NEWER BOOKS/PRINT/AUDIO 
7 MORE/BETTER/NEWER MOVIES/DVDS/BLURAY 
8 MORE/BETTER/NEWER MUSIC/CDS 
9 MORE/BETTER/NEWER DOWNLOADABLES  (EBOOKS, EMUSIC, EVIDEO) 
10 MORE/BETTER FACILITIES 
11 MORE OPEN HOURS/DAYS 
12 MORE/BETTER/NEWER RESEARCH/REFERENCE MATERIALS 
13 MORE/BETTER ACCESS TO MEETING ROOMS/GROUP SPACE 
14 MORE ADVERTISING/COMMUNICATION OF SERVICES, PROGRAMS, MATERIALS 
15 LOWER/NO FEES 
16 QUIETER/FEWER PEOPLE/BETTER-BEHAVED 
17 REMOVE/RESTRICT ACCESS TO OBJECTIONABLE MATERIAL/BOOKS/INTERNET 
18 MORE/BETTER PROGRAMS, SERVICES, MATERIALS FOR CHILDREN 
19 MORE/BETTER EVENTS/AUTHOR APPEARANCES/READINGS 
20 MORE/BETTER CONCERTS/EDUCATIONAL EXHIBITS 
66 NONE 
77 OTHER (SPECIFY) 
88 DON’T KNOW 
99 REFUSED 
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PUBLIC LIBRARY NON-USER SURVEY 
 
LIB20 You said that you haven’t visited a Boise City Public Library in the past year. Can you tell me why you haven’t? [CHECK ALL 

THAT APPLY]  

1 NO INTEREST/NO NEED/DON’T THINK ABOUT IT 
2 POOR STAFF SERVICE 
3 USE THE INTERNET/GO ONLINE  
4 TOO BUSY 
5 INCONVENIENT LOCATION/TOO FAR 
6 NO TRANSPORTATION 
7 HOMEBOUND/DISABLED 
8 NOT A READER 
9 BUY/GET BOOKS AND MOVIES ELSEWHERE 
10 INCONVENIENT HOURS 
11 TOO NOISY/BUSY/CROWDED 
12 NOT ENOUGH PARKING 
13 USE ANOTHER LIBRARY (E.G., SCHOOL) 
14 OWE A FINE 
15 ATMOSPHERE IS NOT WELCOMING/COMFORTABLE 
16 DOESN’T HAVE WHAT I WANT   
17  FAMILY SITUATION HAS CHANGED/KIDS HAVE GROWN UP 
18 DON’T KNOW MUCH ABOUT SERVICES 
19        LIKE TO OWN, NOT BORROW 
20        DON’T LIKE TO WAIT TO GET NEW BOOKS, MUSIC, MOVIES 
77 OTHER [SPECIFY] 
88 DON'T KNOW 
99 REFUSED 
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LIB21  Have you ever used any public library services in Boise or other communities in Ada County? 

1 YES  
2 NO  
8 DON'T KNOW 
9 REFUSED 

LIB21A  [ASKIF LIB21=1] Which public libraries? [DO NOT READ LIST. CHECK ALL THAT APPLY]   

1 BOISE PUBLIC LIBRARY-MAIN LIBRARY (DOWNTOWN, CAPITOL BLVD) 
2 LIBRARY AT COLE & USTICK (COLE & USTICK ROADS) 
3 LIBRARY AT COLLISTER (COLLISTER AND STATE STREETS) 
4 LIBRARY AT HILLCREST (ORCHARD ST. AND OVERLAND RD) 
5 BOISE PUBLIC LIBRARY BOOKMOBILE 
6 ADA COMMUNITY LIBRARY, VICTORY BRANCH (VICTORY RD AND FIVE MILE) 
7 ADA COMMUNITY LIBRARY, LAKE HAZEL BRANCH (LAKE HAZEL RD & FIVE MILE) 
8 ADA COMMUNITY LIBRARY, HIDDEN SPRINGS BRANCH  
9 ADA COMMUNITY LIBRARY, STAR BRANCH (WEST STATE ST IN STAR) 
10 EAGLE PUBLIC LIBRARY (STIERMAN WAY) 
11 GARDEN CITY PUBLIC LIBRARY (GLENWOOD ST. & MARIGOLD ST.) 
12 KUNA PUBLIC LIBRARY (LOCUST STREET) 
13 MERIDIAN MAIN LIBRARY (CHERRY LANE) 
14 MERIDIAN PUBLIC LIBRARY, SILVERSTONE BRANCH (EAST OVERLAND RD) 
15 MERIDIAN PUBLIC LIBRARY BOOKMOBILE 
77 OTHER [SPECIFY] 
88 DON'T KNOW 
99 REFUSED 
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LIB21B  [ASKIF LIB21=1] Which library services have you used? [CHECK ALL THAT APPLY]  

1 BORROWED OR DROPPED OFF LIBRARY BOOKS, DVDS OR CDS 
2 USED A LIBRARY COMPUTER 
3 GONE ONLINE OR CALLED THE LIBRARY TO RENEW BOOKS OR FOR INFORMATION OTHER THAN HOURS 

OR DIRECTIONS 
4 USED A PERSONAL COMPUTER OR MOBILE DEVICE TO LINK TO A PUBLIC LIBRARY (READ IF RESPONDENT 

DOESN’T UNDERSTAND: THIS REFERS TO USING A LIBRARY WEBSITE, LIBRARY APP OR THE ONLINE 
CATALOG, FACEBOOK, YOUTUBE, TWITTER, ETC.) 

5 DOWNLOADED EBOOKS OR OTHER LIBRARY MATERIALS  
6 HAD LIBRARY MATERIALS MAILED OR DELIVERED TO YOUR HOME 
7 USED A PUBLIC LIBRARY FOR ENJOYMENT, HOBBIES OR TO ATTEND ACTIVITIES 
8 USED A PUBLIC LIBRARY TO GET INFORMATION FOR PERSONAL USE, SUCH AS CONSUMER OR HEALTH 

ISSUES, INVESTMENTS, AND SO ON 
9 USED A PUBLIC LIBRARY FOR A SCHOOL OR CLASS ASSIGNMENT 
10 USED A PUBLIC LIBRARY TO HELP FIND A JOB OR FOR WORK-RELATED PURPOSES  
11 ATTENDED A LIBRARY PROGRAM OR ACTIVITY DESIGNED FOR CHILDREN   
12 ATTENDED A LIBRARY PROGRAM OR ACTIVITY DESIGNED FOR TEENS 
13 ATTENDED A LIBRARY PROGRAM OR ACTIVITY DESIGNED FOR ADULTS 
14 USED THE LIBRARY AS A PLACE TO MEET SOMEONE FOR A SPECIFIC PURPOSE, SUCH AS TUTORING, 

STUDYING OR WORKING ON A PROJECT 
15 ATTENDED A NON-LIBRARY FUNCTION, SUCH AS A NEIGHBORHOOD MEETING, IN A LIBRARY MEETING 

ROOM  
77 OTHER [SPECIFY] 
88 DON'T KNOW 
99 REFUSED 
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LIB22 I'm going to read a list of current and potential library services. Using a scale of one to five, where five is "extremely 
interested" and one is "not at all interested," how interested would you be in the following library services: [RANDOMIZE A-Q]  

1 NOT AT ALL INTERESTED    
2  
3  
4  
5 EXTREMELY INTERESTED    
8 DON'T KNOW 
9 REFUSED 

 

A Children’s programs 
B Teen programs 
C Adult programs and classes 
D Programs for English language learners 
E Having a branch library closer to your neighborhood 
F Longer hours or more days open 
G Better parking 
H Educational and/or art exhibits 
I Concerts, other performances 
J Ability to pay fines and fees online 
K Mobile apps 
L Ability to borrow laptops, eReaders, netbooks and other devices 
M eVideo and eMusic  (READ IF RESPONDENT DOESN’T UNDERSTAND: THIS REFERS TO STREAMING VIDEOS 

OR MUSIC THAT YOU MIGHT WATCH OR LISTEN TO ONLINE, OR POSSIBLY DOWNLOAD) 
N Digital magazines and newspapers     
O DVDs & CDs to check out 
P Computers for public use 
Q Downloadable eBooks 
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LIB23  When you’re looking for books, movies, music, or information, where do you go if you don't go to the library? [CHECK ALL 
THAT APPLY] 

1 RETAIL BOOKSTORES, SUCH AS BARNES & NOBLE, HASTINGS, REDISCOVERED BOOKS, ETC. 
2 RETAIL “VIDEO” STORES, SUCH AS HASTINGS, REDBOX 
3 GROCERY/VARIETY/BOX STORES, SUCH AS ALBERTSONS, FRED MYERS, WINCO, COSTCO, TARGET, 

WALMART 
4 USED BOOKSTORE/THRIFT STORE/GARAGE SALES 
5 ONLINE VIDEO SOURCES, SUCH AS NETFLIX AND HULU 
6 ONLINE BOOK, EBOOK, AUDIOBOOK RETAILERS, SUCH AS AMAZON, BARNESANDNOBLE.COM, BOOKS-A-

MILLION, ZINIO, AUDIBLE 
7 ONLINE MUSIC SOURCES, SUCH AS ITUNES, BLIP.FM, LAST.FM, PANDORA 
8 ONLINE SEARCH ENGINES, SUCH AS GOOGLE, BING 
9 ONLINE ENCYCLOPEDIAS, SUCH AS WIKIPEDIA, ENCYCLOPEDIA.COM, BRITTANICA 
10 ONLINE/INTERNET UNSPECIFIED 
11 SCHOOL OR UNIVERSITY LIBRARY 
12 BORROW/TRADE  
13 MAIL-ORDER/BOOK CLUB 
77 OTHER [SPECIFY] 
88 DON'T KNOW 
99 REFUSED 
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LIB24 If there was one thing that the Boise City Public libraries could do to encourage you to use their services, what would that be? 
[CHECK ALL THAT APPLY] 

1 MORE PARKING 
2 MORE/MORE CONVENIENT OPEN HOURS/DAYS 
3 MORE CONVENIENT LOCATIONS/BRANCHES 
4 RESTAURANT/CAFÉ/SELL DRINKS/BEVERAGES/FOOD 
5 GIFT SHOP 
6 OFFER DAYCARE 
7 MORE/BETTER BOOKMOBILE SERVICE/HOURS 
8 BETTER/NEWER/NICER/CLEANER BUILDINGS 
9 QUIETER/FEWER/ BETTER-BEHAVED PEOPLE/HOMELESS 
10 MORE HELPFUL/NICER/ KNOWLEDGEABLE STAFF 
11 NO FINES/FEES 
12 LONGER/UNLIMITED CHECKOUT PERIODS 
13 REMOVE/RESTRICT ACCESS TO OBJECTIONABLE MATERIAL/BOOKS/INTERNET 
14 MORE/BETTER ONLINE ACCESS/MOBILE APPS 
15 ABILITY TO CHECK OUT EREADERS, LAPTOPS, OTHER TECHNOLOGY 
16 MORE/BETTER/NEWER MATERIALS (BOOKS, DVDS, CDS, DOWNLOADABLES) 
17 MORE/BETTER/NEWER RESEARCH/REFERENCE MATERIALS 
18 MORE/BETTER COMPUTERS/TECHNOLOGY/RELATED CLASSES 
19 MORE/BETTER CHILDREN’S PROGRAMS, SERVICES, ACTIVITIES, MATERIALS 
20 MORE/BETTER TEEN PROGRAMS, SERVICES, ACTIVITIES, MATERIALS 
21 MORE/BETTER ADULT PROGRAMS, SERVICES, ACTIVITIES, MATERIALS 
22 MORE/BETTER SENIOR PROGRAMS, SERVICES, ACTIVITIES, MATERIALS 
23 MORE/BETTER EVENTS/AUTHOR VISITS/EXHIBITS/CONCERTS 
24 ADVERTISE/PROMOTE/COMMUNICATE ABOUT LIBRARY SERVICES, PROGRAMS, MATERIALS 
66 NONE 
77 OTHER [SPECIFY] 
88 DON'T KNOW 
99 REFUSED 
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LIB25  Are there any other comments you would like to make about the public libraries? (PROBE: Is there anything else?) [OPEN 
ENDED] 

1 Everything is good/pleased with libraries/doing great job 
2 Extend/expand services 
3 Great resource for children/teens/community 
4 Comments about internet 
5 Don’t close libraries 
6 More current materials 
7 Nice/helpful staff 
66 None 
77 Other 
88 Don’t know 

FINAL QUESTIONS FOR ALL RESPONDENTS 
LIB26 [ONLY ASK GROUP A] Using a scale of one to five, where five is "extremely important" and one is "not at all important," How 

important do you feel it is that public libraries provide the following services? [RANDOMIZE A-H]     

1 NOT AT ALL IMPORTANT    
2  
3  
4  
5 EXTREMELY IMPORTANT    
8 DON'T KNOW 
9 REFUSED 
 
A Books, movies, and music for people to borrow 
B Services for job seekers and career development 
C Spaces, programs, and materials for kids 
D Spaces, programs, and materials for teens 
E Spaces, programs, and materials for adults 
F Space for public meetings and community events 
G Public computers and internet access 
H Information and resources for students and others doing research 
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LIB27 [ONLY ASK GROUP B] Using a scale of one to five, where five is "extremely important" and one is "not at all important," How 
important do you feel it is that public libraries provide the following services? [RANDOMIZE A-I] 

1 NOT AT ALL IMPORTANT    
2  
3  
4  
5 EXTREMELY IMPORTANT    
8 DON'T KNOW 
9 REFUSED 
 
A Services and materials for English language learners 
B Large-scale educational or cultural exhibits   
C Resources for personal use, such as health or financial information     
D Online services such as magazine articles and books to download 
E Comfortable, welcoming spaces for reading and research 
F Access to government forms and information 
G Retail services such as coffee shops and gift stores 
H Concerts and other performances 
I Resources for small businesses and entrepreneurs 

LIB28 If we were to add another neighborhood branch library in Boise, where do you think it should be located? Do you think it 
should be located in the… 

1 Boise Bench Area 
2 Southeast Boise 
3 Northwest Boise 
4 West Boise 
5 Southwest Boise 
6 North/Northeast Boise 
8 DON'T KNOW 
9 REFUSED 
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LIB29 Which of the following statements about Boise’s Main Library in downtown Boise reflects your opinion best? 

1 The current Main Library is just fine 
2 Boise could use a new Main Library, but it’s not a pressing need 
3 Boise definitely needs a new Main Library 
8 DON'T KNOW 
9 REFUSED 

LIB30 [ASKIF LIB29 <> 1] If Boise were to build a new Main Library, where do you think it should be located? 

1 WHERE IT IS NOW/NEAR CURRENT LOCATION 
2 IN THE DOWNTOWN AREA 
3 Fairview 
4 Bench Area 
5 North End 
6 West Boise 
66 None 
77 OTHER [SPECIFY] 
88 DON'T KNOW 
99 REFUSED 

LIB31  Do you use any social networking sites? [AS NEEDED: Facebook, Twitter, MySpace, LinkedIn] 

1 YES  
2 NO  
8 DON'T KNOW 
9 REFUSED 

LIB31A [ASKIF LIB31=1] Which of the following do you use? [CHECK ALL THAT APPLY] 

1 Twitter 
2 Facebook 
3 LinkedIn 
4 YouTube 
5 FlickR 
6 Google + 
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7 Anything else? [SPECIFY] 
8 DON’T KNOW 
9 REFUSED  

LIB32  Do you read eBooks or eMagazines? [AS NEEDED: on an iPhone, Nook, Kindle, iPad, or other portable device] 

1 YES  
2 NO  
8 DON'T KNOW 
9 REFUSED 

LIB32A [ASKIF LIB32=1] Which devices do you use? [CHECK ALL THAT APPLY] 

1 Smartphone, such as an iPhone, Android or BlackBerry  
2 eReader, such as a Kindle, Nook or Kobo 
3 Tablet device, such as an iPad, Galaxy or BlackBerry PlayBook 
7 OTHER [SPECIFY] 
8 DON'T KNOW 
9 REFUSED 

DEMOGRAPHICS AND WEIGHTING VARIABLES 
EMOINT The following questions are for classification purposes only. Your answers will remain strictly confidential and will only be 

used to help us group your answers. 

***TEL Which of the following best describes how you make or receive calls at home? 

1 Only have a cell phone (to make or receive calls) 
2 Primarily use a cell phone 
3 Use both a landline at home and cell phone equally   
4 Primarily use a landline 
5 Only have a landline at home (to make or receive calls) 
9 DON’T KNOW / REFUSED 
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***DEMO1 Which of the following best describes where you live? 

1 A single-family house detached from any other house 
2 Apartment, duplex, etc. 
3 Trailer or mobile home 
4 Townhouse 
5 Condominium 
6 Other (Please Specify_____) 
98 Not sure / DON’T KNOW 
99 Prefer not to answer / REFUSED  

***DEMO2 Do you own or rent your residence? 

1 Own 
2 Rent 
88 Not sure /DON’T KNOW 
99 Prefer not to answer /REFUSED 

 

***DEMO3  How many years have you lived in Boise?  

___ ENTER NUMBER OF YEARS [VARIABLE NAME DEMO3_YEARS] 
___ ENTER NUMBER OF MONTHS [VARIABLE NAME DEMO3_MONTHS] 
888 DON’T KNOW 
999 REFUSED 

 

***DEM04B [ASKIF DEM04AB >0] How many people under 18 are… 

12 to 17  _____ 
6 to 11   _____ 
5 years or under _____   
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INT Do you have Internet access at home? 

1 YES  
2 NO  
8 DON'T KNOW 
9 REFUSED 

D4. What is the highest grade level you have completed? 

1. Some high school 
2. High school diploma or GED 
3. Some college or an AA degree 
4. Bachelor’s degree 
5. Post-graduate degree 
9. DON’T KNOW / REFUSED 

***EMP  Which of the following best describes your employment status?  
1 Employed full-time 
2 Employed part-time  
3 Self-employed  
4 Homemaker 
3 Student 
4 Retired 
5 Not currently employed   
7 OTHER (SPECIFY):______ 
9 REFUSED 

***HISPAR Are you Spanish, Hispanic, or Latino?  

[DO NOT READ UNLESS RESPONDENT SEEMS UNSURE. PROBE: Are you or were your ancestors Mexican, Puerto Rican, 
Cuban, Central or South American, or from Spain?] 

1 YES 
2 NO 
9 DON’T KNOW / REFUSED 
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***RACE  

I am going to read a list of race categories.  Please choose one or more races you consider yourself to be: [SELECT ALL THAT 
APPLY] [READ LIST]  

[NOTE TO INTERVIEWER: If they say “Hispanic” PROBE: “In addition to Hispanic, what other race categories do you consider 
yourself to be?”]  

1 White 
2 Black or African American 
3 American Indian or Alaskan Native  
4 Asian or Pacific Islander 
6 HISPANIC 
9 DON’T KNOW / REFUSED 

LANG Besides English, are there any other languages spoken in your home? 

1 YES  
2 NO 
9 DON’T KNOW / REFUSED 

LANG0 [ASKIF LANG=1] Which languages? [DO NOT READ LIST; CHECK ALL THAT APPLY] 
1 ARABIC 
2 BOSNIAN 
3 BURMESE 
4 CHINESE 
5 FARSI/DARI 
6 FRENCH 
7 KAREN 
8 KIRUNDI 
9 NEPALI 
10 RUSSIAN 
11 SOMALI 
12 SPANISH 
13 SWAHILI 
14 German 
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77 OTHER [SPECIFY] 
88 DON'T KNOW 
99 REFUSED 

***INC Which of the following broad categories best describes your total annual household income (before taxes)?   

1 Less than $35,000  
2 $35,000 or more 
8 DON’T KNOW -- PROBE FOR BEST ESTIMATE 
9 REFUSED 

***INC2  [IF INC=1] Would that be . . . 

1 Less than $10,000 per year,  
2 $10,000 but less than $15,000  
3 $15,000 but less than $25,000 or 
4 $25,000 but less than $35,000?  
9 DON’T KNOW / REFUSED 

 

***INC3  [IF INC=2] Would that be . . . 

1 $35,000 but less than $50,000,  
2 $50,000 but less than $75,000,  
3 $75,000 but less than $100,000, 
4 $100,000 but less than $150,000,  
5 $150,000 but less than $200,000, or 
6 $200,000 or more? 
9 DON’T KNOW / REFUSED 
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Flash (Topline) Report 

Study Background and Objectives 
By 2011, the population of Boise City is predicted to increase 35.6% over the population in 2000. The 2011 survey will update a 
benchmark telephone survey conducted in 1999. For tracking and comparison purposes, we will use a similar methodology and 
replicate key questions. However, due to the significant increase in cell phone use, we will use a mixed mode telephone and online 
methodology for data collection, based on random address-based sampling.  

Data will be collected on usage/non-usage of Boise-area public libraries, including frequency of use, use of and rating of current 
library services and interest in potential new services. Non-users will also be asked about barriers to their use of library services, and 
what libraries could do to turn them into users.  

We expect the research to help us improve Boise-area library services by: 

 Identifying barriers to use of library services 
 Understanding which current library services are most desired/relevant 
 Identifying desirable new library services 
 Determining which community segments are well-served, under-served or not served. 

 

Sampling and Data Collection 
The sampling and data collection methodology was changed from a Random Digit Dialing (RDD) telephone survey to ORC 
International’s CDP Sampling™ process.  This approach compensates for the proliferation of cell phone–only and primarily cell 
phone households by coupling the use of an address-based sample (ABS) with multiple modes of data collection.   

In Boise, approximately two out of five (43%) residents only have a cell phone; an additional 12% primarily use a cell phone. 

The CDP Sampling™ process, designed to reach all Boise households, uses phone and web-based surveys to achieve a more 
representative sample, and enhances respondents’ experience with the survey by allowing them to respond through the channel they 
prefer, achieving response rates higher than would be achieved through a single approach. 

Data collection began on September 7, 2011 and ended on September 23, 2011. Using ORC’s CDP Sampling™ process, a total of 
1,156 surveys were completed—778 completed by phone and 378 online. 
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Respondent Characteristics and Weighting 
Use of an address-based sampling frame and dual modes for data collection clearly result in a final sample that is more 
representative of the general population than a phone-only study.  As Table 1 clearly illustrates, those responding online (that is, do 
not have a published landline telephone) were more likely than those reached by phone to be renters and residents of multi-family 
dwelling types.  In addition, they are more likely to be younger.  Nearly two-thirds (65%) of those responding on line were cell-phone 
only households. 

While the resulting sample is more representative of the general population, weighting was used to further ensure that results 
reported appropriately represent key resident groups.   

The weights were applied in two stages:  

 The first-stage weight adjusted for the non-response between the two survey modes.  Specifically, respondents were 
weighted by the inverse of the response rate for each survey mode. 
 

 The second stage of weight is a post-stratification weight to make adjustments for imperfections in the sample and to ensure 
that the final sample represents the general population in Boise.  Specifically, a post-stratification weight was applied to 
ensure that the region of the city, dwelling type, and gender and age distributions of the sample match all Boise residents.  
Population data were obtained from the 2010 Census and the Census Bureau's 2009 American Community Survey 1-year 
estimates. 

 

Table 17:  Household Characteristics 

 Phone Online Total Phone Online Total Population* 
 Unweighted Weighted  

Home Ownership 
Own 
Rent 

 
88% 
12% 

 
74% 
26% 

 
83% 
17% 

 
85% 
15% 

 
67% 
33% 

 
74% 
26% 

 
61% 
39% 

Dwelling Type 
Single-family 
Multi-family 

 
87% 
13% 

 
78% 
22% 

 
84% 
16% 

 
84% 
16% 

 
70% 
30% 

 
76% 
24% 

 
75% 
25% 

Phone Type 
Cell Phone Only  
Landline and Cell Phone 
Landline Only 

 
1% 

82% 
17% 

 
65% 
33% 
2% 

 
22% 
66% 
12% 

 
2% 
81% 
17% 

 
71% 
27% 
2% 

 
43% 
49% 
8% 

 
31.7%  

(state-level) 
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Table 18:  Demographics 

 Phone Online Total Phone Online Total Population* 

 Unweighted Weighted  

Gender 
Male 
Female 

 
47% 
53% 

 
37% 
63% 

 
43% 
57% 

 
55% 
45% 

 
44% 
56% 

 
48% 
52% 

 
49% 
51% 

Age 
18-34 
35-54 
55 Plus 

 
8% 

28% 
64% 

 
23% 
47% 
30% 

 
13% 
34% 
53% 

 
14% 
33% 
53% 

 
32% 
47% 
21% 

 
24% 
42% 
34% 

 
32% 
37% 
30% 

Region  
Boise Bench 
Southeast Boise 
Northwest Boise 
West Boise/West Bench 
Southwest Boise 
North/Northeast Boise 

 
18% 
17% 
18% 
16% 
15% 
15% 

 
14% 
21% 
17% 
14% 
13% 
21% 

 
17% 
18% 
18% 
15% 
15% 
17% 

 
21% 
15% 
11% 
29% 
16% 
9% 

 
17% 
19% 
10% 
27% 
12% 
15% 

 
19% 
17% 
10% 
28% 
14% 
13% 

 
19% 
17% 
10% 
28% 
14% 
13% 

* Source for Population Figures: Population data are 2010 Census (dwelling type from 2009 American Community Survey 1-year estimates).  
Estimates for cell phone only households are from the National Health Interview Survey (NHIS) Wireless Substitution State-level Estimates-January-December 
2007. 

 

Please note: There are resident groups that are not likely represented due to many reasons including but not limited to language 
barriers, generally non-participatory/disenfranchised residents, etc. 
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Reporting Conventions 
 

This flash report is meant to provide a snapshot of overall data, with comparisons between libraries and library user groups. 

The final report will summarize each question from the 2011 Library Community Survey. In the final report: 

 Tables and charts will provide supporting data 
 Statistically significant demographic differences will be identified 
 Community groups will be profiled 

.  Complete documentation of results in the form of banner tabulations will be presented under separate cover. 

Please note: the Ada Community Libraries at Victory and Lake Hazel have been combined for reporting purposes. 
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Demographics of Users vs. Non-users 

All respondents were asked: Have you used any of the following Boise Public Libraries in the past 12 months? Those who had are referred 
to as library users (77%) and those who have not are non-users (23%). Library users are more likely than non-users to be: 

 Educated—about two-thirds (65%) have graduated college 
 Social Networking Users—three out of five (60%) use a social networking site 
 Employed full-time—about half (49%) have a full-time job 
 Families—two out of five (40%) have child(ren) in the household 
 Younger—more than a quarter (27%) are 18 to 34 
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Table 19:  Characteristics of Library User Status 

 Library Users Non-Users 
Gender   

Male 46% 56% 
Female 54% 44% 

Age   
18 to 34 27% 16% 
35 to 54 42% 40% 
55 to 64 18% 20% 
65 and Older 13% 24% 

Income   
Less than $35K 27% 28% 
$35 to $50K 19% 24% 
$50 to $75K 19% 19% 
$75 to $100K 14% 12% 
$100K or More 21% 17% 

Own or Rent   
Own 73% 78% 
Rent 27% 22% 

Employment Status   
Employed (Full-time) 49% 38% 
Employed (Part-time) 7% 10% 
Self-employed 9% 10% 
Homemaker 8% 3% 
Student 3% 4% 
Retired 17% 26% 
Unemployed 7% 9% 

 

 

 Library Users Non-Users 
Education   

Some high school/HS 7% 15% 
Some college 28% 40% 
College graduate 65% 45% 

Household Composition   
Adults Only 60% 72% 
Family (with child(ren)) 40% 28% 

Age of Children   
5 or under 55% 71% 
6 to 11 51% 37% 
12 to 17 38% 47% 

Region   
Boise Bench 18% 22% 
Southeast Boise 17% 18% 
Northwest Boise 10% 13% 
West Boise/West Bench 29% 22% 
Southwest Boise 13% 14% 
North/Northeast Boise 13% 10% 

Use of Social Networking   
Yes 60% 51% 

Use of ebooks or emags   
Yes 39% 28% 

Internet at Home   
Yes 92% 87% 

Speaks Other Language   
Yes 18% 12% 
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Primary Library 
All respondents were asked if they had used any 
Boise City Public Library in the past 12 months. 
The corresponding figure has been rebased to 
exclude non-users. LIB0 was asked as a multiple 
response question, so percentages do not add up 
to 100%. 

Respondents were then asked to select a library 
they use most often. This library was then 
established as their primary library and referred to 
throughout the balance of the survey. 

As expected, the Main Library is the most used 
library. The second library with the most users is 
Library! At Cole & Ustick. 

Figure 19:  Libraries Used vs. Primary Library 

 
LIB0 - Have you used any of the following Boise City Public Libraries in the past 12 
months, in person or online?  (Base=library users) 
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Frequency of Use 
More than half (54%) of all library users have 
visited their primary library five times or more in the 
past six months. 

Frequency of visits by primary library varies only 
slightly with Hillcrest users visiting most often and 
Ada users visiting least often. 

Figure 20:  Frequency of Use 

 
LIB2 - How often have you visited [PRIMARY LIBRARY] in the past six months? 
(Base=library users) 
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Library Services Used 
There are six services that approximately half (48% 
and more) of all library users have used. Almost nine 
out of ten (89%) users have borrowed or dropped off 
library books, DVDs, or CDs. 

Overall, library users use an average of 5.04 services. 
Those who claim Library! At Hillcrest as their primary 
library use the most services with an average number 
of 5.93 services used. 

 
Table 20:  Average Number of Services Used by 
Primary Library 

 Averag
e 

Number 
of 

Service
s Used 

Overall 5.04 

Library! at Hillcrest 5.93 

Library! at Collister 5.20 

Ada Combined (Victory & Lake Hazel) 5.13 

Main Library 5.07 

Library! at Cole & Ustick 4.86 

 

Figure 21:  Services Used 

LIB3 - In the past 12 months, have you, or has anyone in your 
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Attended a non‐library function, such as a 
neighborhood meeting, in a library meeting room 

Used the library as a place to meet someone for a 
specific purpose, such as tutoring, studying or …

Downloaded ebooks or other library materials

Used a public library to help find a job or for work‐
related purposes

Attended a children’s library program or activity

Used a public library for a school or class assignment

Used a library computer

Used a public library to get information for personal 
use

Used a personal computer or mobile device to link to 
a public library

Used a public library for enjoyment, hobbies or to 
attend activities

Gone online or called the library to renew books or 
for information other than hours or directions

Borrowed or dropped off library books, DVDs or CDs

%Used
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 household…(Base=library users) 

Aside from the expected changes due to 
technology, the current most used 
services are similar to those most used in 
1999. 

In the previous survey, the top three most 
used services were: 

1. Borrowed/dropped off books 
2. Enjoyment/hobbies/activities 
3. Information for personal use 

In 2011, more people are going online for 
information other hours or directions, 
using personal computers and mobile 
devices to link to the library, and using a 
library computer. As residents become 
more and more mobile and connected, 
these areas are expected to increase in 
terms of use. 

Figure 22:  Services Used 2011 vs. 1999 
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LIB3 - In the past 12 months, have you, or has anyone in your household…(Base=library 
users) 

 

Rating of Services 
Overall, library users are 
happy with the services they 
have used, giving a mean 
score of 4.37. 

 

Library users are most 
positive at Collister and Cole 
& Ustick. Both are statistically 
significant when compared to 
users’ ratings at Main Library 
and Ada. 

 

Ratings for individual services 
are presented on the next 
page.  

Figure 23:  Mean Scores – Overall Rating of Services by Library 

 
LIB5 and LIB6 – How would you rate any public library services that you have used …(Base=library 
users) 

Mean scores are based on a five-point scale where “1” is “poor” and “5” is “excellent.” The mid-point 
would be “3.” 
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Ratings are generally high for all services. Library staff in particular receives the highest ratings for their responsiveness and 
assistance with research questions. 

Programs and activities for kids are rated higher than those for teens and adults. 

Although still generally high, ratings for the number of public PCs available for use received the lowest score. 

 

Figure 24:  Top-Box Scores – Rating of Services 

 
LIB5 and LIB6 – How would you rate any public library services that you have used …(Base=library users) 
Top-box scores (4 and 5) are based on a five-point scale where “1” is “poor” and “5” is “excellent.”  
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In addition to services, respondents were asked to rate the facility, overall quality of library, and likelihood of recommending their 
primary library to others. 

For facility attractiveness, all libraries were rated significantly higher than the Main Library. The Library! at Cole & Ustick received the 
highest rating for attractiveness. 

For overall quality, all libraries were rated significantly higher than the Main Library except for Hillcrest. Again, the Library! at Cole & 
Ustick received the highest rating for overall quality. 

Library users at Collister and Ada are most likely to recommend their primary library to others. 

Figure 25:  Mean Scores – Overall Rating of Library 

LIB7 - How would you rate the [PRIMARY LIBRARY] facility, in terms of attractiveness, comfort, lighting, and so on? 
LIB8 - How would you rate the overall quality of [PRIMARY LIBRARY]?  
Mean scores are based on a five-point scale where “1” is “poor” and “5” is “excellent.” The mid-point would be “3.” 

LIB9 - How likely are you to recommend [PRIMARY LIBRARY] to others?  
Mean scores are based on a five-point scale where “1” is “not at all likely” and “5” is “extremely likely.” The mid-point would be 
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“3.”(Base=library users) 

Interest in Potential Services - Users 
In general, interest in potential services is not high, but as expected, higher for users than non-users. Interest is highest for basic 
services such as longer hours or more days open and ability to pay fines and fees online. 

There is also fairly high interest for digital/online services such as eVideo and eMusic and digital magazines and newspapers. 

 

Figure 26:  Top-Box Scores – Users’ Interest in Services  

LIB12 - How interested would you be in the following possible library services… (Base=library users) 
Top-box scores (4 and 5) are based on a five-point scale where “1” is “not at all interested” and “5” is “extremely interested.”  
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Interest in Potential Services – Non-Users 
Interest in potential services is lower than current library users, but not by much.  

Interestingly, three out of non-users’ top five most desired needs are services the library currently provides (indicated by asterisk), 
which suggests an opportunity to build awareness and draw this group to the library. 

Both groups express an interest in educational and art exhibits. 

Figure 27:  Top-Box Scores – Non-users’ Interest in Services  

 
LIB22 - How interested would you be in the following possible library services… (Base=non-users) 
Top-box scores (4 and 5) are based on a five-point scale where “1” is “not at all interested” and “5” is “extremely interested.” 
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Importance of Library Services 
Both library users and non-users think it is most important for a public library to provide information and resources for students and 
others doing research. Users and non-users also believe the following are important: 

 Books, movies, and music for people to borrow 
 Spaces, programs, and materials for kids and teens 
 Public computers and internet access 
 Comfortable, welcoming spaces for reading and research 
 Services for job seekers and career development 

Non-users think providing large-scale educational or cultural exhibits is more important than library users. 
Table 21:  Top-Box Scores – Importance of Library Services 

 Total Users Non-
Users 

Information and resources for students and others doing research 92% 94% 86% 

Books, movies, and music for people to borrow 89% 92% 79% 

Spaces, programs, and materials for kids 86% 88% 80% 

Comfortable, welcoming spaces for reading and research 81% 83% 77% 

Public computers and internet access 80% 81% 74% 

Spaces, programs, and materials for teens 80% 82% 73% 

Services for job seekers and career development 77% 77% 76% 

Spaces, programs, and materials for adults 77% 80% 65% 

Access to government forms and information 71% 70% 74% 

Resources for personal use, such as health or financial information 67% 67% 64% 

Space for public meetings and community events 64% 67% 54% 
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 Total Users Non-
Users 

Online services such as magazine articles and books to download 63% 65% 56% 

Resources for small businesses and entrepreneurs 58% 58% 59% 

Services and materials for English language learners 51% 51% 51% 

Large-scale educational or cultural exhibits 38% 38% 40% 

Concerts and other performances 23% 24% 17% 

Retail services such as coffee shops and gift stores 17% 18% 13% 

LIB26 and LIB27 - How important do you feel it is that public libraries provide the following services… (Base=All respondents) 
Top-box scores (4 and 5) are based on a five-point scale where “1” is “not at all important” and “5” is “extremely important.”  
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Main Library and Neighborhood Branch Library 
All respondents were asked where they would want to see the next 
neighborhood branch library. About one-third (31%) of respondents would 
like to see the next branch library in Southeast Boise. Approximately a 
quarter (22%) would like to see a branch library in the Boise Bench Area.  

Preference for the location of the next branch library is largely driven by 
where residents live. Residents of Southeast Boise feel most strongly 
(85%) about having a new neighborhood branch library. Half (51%) the 
residents in North/Northeast Boise also feels strongly about having a 
neighborhood branch library.  

Respondents were also asked their opinion about Boise’s Main Library in 
downtown Boise. Almost half (48%) think the current main library is just 
fine. About two out of five (37%) think Boise could use a new library, but 
it’s not a pressing need. 
Figure 28:  Opinion on Main Library 

LIB29 - Which of the following statements about Boise’s Main Library in 
downtown Boise reflects your opinion best? (Base=All respondents) 

Figure 29:  Next Neighborhood Branch Library 

 
LIB28 - If we were to add another neighborhood branch library in 
Boise, where do you think it should be located? (Base=All 
respondents) 
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