Public Hearing Item #4

How are we doing cards July - December 2009

Category Description

Collections
COLL 17 detail records

Percent 22.37%

Collections (Access/Organization)
COLL-ACC/ORG 12 detail records

Percent 15.79%

Customer Service
CUST SVC 18 detail records

Percent 23.68%

Displays & Programs
DISP-PROG 4 detail records

Percent 5.26%

Facility Experience
FACILITY EXPER 12 detail records

Percent 15.79%

Other
OTHER 2 detail records

Percent 2.63%

Policies & Procedures
PP 2 detail records

Percent 2.63%

Publications & Signs
PUB-SIGNS 3 detail records

Percent 3.95%

Technology
TECH 6 detail records

Percent 7.89%

Grand Total 76
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Feedback Cards January - June 2010

Category Description

Collections
COLL 9 detail records

Percent 13.64%

Collections (Access/Organizéttion)
COLL-ACC/ORG 10 detail records

Pereent 15.15%

Customer Service
CUST SVC 5 detail records

Percent 7.58%

Facility Experience
FACILITY EXPER 19 detail records

Percent 28.79%

Other
QOTHER. 3 detail records

Percent 4.55%

Policies & Procedures
PP 2 detail records

Percent 3.03%

Publications & Signs
PUB-SIGNS 1 detail record

Percent 1.52%

Technology
TECH 17 detail records

Percent 25.76%

Grand Total 66
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LIBRARY BOARD REPORT

o
Pih

Collections
Card i Rec'd Date Feedback Manager's Response Manager Name
77 1/20/2010  Please order more Persian books. Thank you. Thank you for your interast in our coliection. We Christine Mendoza
receive shipments of new books from our vendor
quarterly. Please let us know if there is a specific title
you are looking for.
86 1/20/2010  Tamil newspapers: 1. Thinamalar (daily} 2. Thukluk (bi- Thank you for your suggestion. We are not adding Christine Mendoza
weekly) 3. Ananda Vigadan 4. Kumudham 5. Bhakti any newspaper subsciiplions ai this time, but | will
Special keep the lisl for future consideralion.
80 /2072010 Please purchase a Dutch-English dictionary. A Dutch-English dictionary has been ordered and Christine Mendoza
should be in the celleclion soon.
94 It would be helpful lo have Tamll Language books. With our current budget situation, we are not able to

21212010

Woednesday, August 11, 2010

offer materials in languages other than those we

already carry. {will add your reguest to my list of
tanguages io consider when economic times improve.

Page 1 of 21
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88

113

110

118

133

21212010

416/2010

41612010

4120/2010

5/28/2010

Why domr't you automalically place the "requestor” of a
new book on the list? 1 have requested books and
ended up on the end of the queue

No Lenden Sunday Times. Plenly of Indian and
Chinese newspapers. Why?

Very annoyed that we've dropped the Times of London.
We generally didn't want any changes

Please reconsider subscribing fo Opera News. The
magazine collection is short of cultural literature. Thank
you,

Please accommodata a map of the full Valley Transit
Map in the area where the route maps are shown.

Wadnesday, August 11, 2010

Our current software does not allow us to
automatically place holds on new hooks. This is
something that we would like 1o offer and are looking
into how we can make this happen. The best we can
do right now is nofify you by emall when we place the
order so you can then go to the catalog and place a
hold on your request.

Chrisline Mendoza

Because of budgel cuts, we had to disconlinue some  Christine Mendoza
of our more expensive newspapers and magazines.

The London Sunday Times cosi more than $600 a

year to receive. Ilis also available on line al:
www.timesonline.co.uk/tol/inews/ The Indian and

Chinese newspapers cost much less and have a

wide readership throughout the community.

Because of budget cuts, we had to disconfinue some  Christine Mendoza
of our more expensive newspapers and magazines.

The London Sunday Times cost more than $800 a

year fo receive. lt is also available on line at:

www limesonline.co.ukfiol/news/ The Indian and

Chinese newspapers cost much tess and have a

wide readership throughoul the community.

Unfortunately, Opara News was a result of mandatory  Christine Mendoza
budgel cuts. However, we wilt be reviewing our :
periodical collection this summer and will consider

readding this titfe to our collection.

We will ask the represeniative from the VTA who Joan Jackson

stocks the kiosk in the lobby {0 bring them.
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Collections (Access/Organization)

Card #

Rec'd Date

Feedbacl

Manager's Response

Manager Name

79

a2

1£20/2010

172012010

1/20/2010

Please bring back ihe automotive books from the
basement! | use them often.

The "naw book" arrangement in the corrals Is very
confusing and difficult to find spedcific books. There
doesn't seam o be any rhyme or reason to their filing.
The botlom shelves of the library are difficult for
Seniors to find books. If the books were filed with the
spines up, a person would not have to bend down so
far 1o read the author or fitles. Santa Clara County
libraries file the lower shelves in this manner.

Please arrange music CDs primarily on lower 3 shelves
for those vedically challenged. Thank you. It would be
nice to have them alphabelized, too.

Wednesday, August 11, 2010

The autornotive hooks were moved to the basement
because of space considerations. The librarians will
be happy 1o retriave the volumes you want.

The new hook area is meant to be a browsing
colleciion and so many of the books are not in
aiphahetical or Dewey order. The "corrals" are
organized inlo broad interest groups such as lifestyle,
history, crafls and cooking. If you have trouble finding
a specific book, please ask a librarlan to help you.
We are no longer shslving books on the holiom
shelves, making it easler on all of us.

Thank you for your suggesiion. Due to space Elien
conslraints we are not able to use only the lower
shelves to house this collection. We try to avoid
using hard to access shelves throughout the [ibrary
for all our colleclions when ever possible but we are
outgrowing our building. Step stools have been
placed throughout the Library to help people accass
high shelves. The Music CD colleciion is a browsing
colleciion which is heavily used. We shelve the
items roughly in alphabet groups and by genre only,
because if is very labor intensive lo place them in
perfect order. We have found that when we attempt
to place this section in alphabetical order, it quickly
gets out of order within a few hours because so many
people browse through this area.

Christine Mendoza

Christine Mendoza

Gilarrizzo

Page 3 of 21



78 172072610

87 172042010
101 31012010
100 371072010

Wednesday, August 11, 2010

The location of the 2 new cases in the reference
tocation need to be reviewsd/adjusled. As they are
now placed, it would be very difficult or impossible for

. any wheelchair o enfer the fiction area.

I's difficult lo read litles of movies the way the DVD's
are stacked righl now. ! would like to suggest that they
he stacked horizonlally.

Please relurn to 1he old system of "new books”
shelves. When | find & book in the calalogue after
hearing about it on the radio, etc., | wani lo fook on the
shelf and find it in order - the browsing displays are
confusing and | don't use them..

Please undo the change o lhe new book layoul.
Browsing books is now extremely difficull, Books are
scatlered and ouf of sequence. | have to bend way

over lo view the few that are organized, The top area ls

not a nice way o browse,

This is a temporary location for the bookcases, They
will be maved to their perinanent location during the
library closure. However, as it stands now, people in
a wheelchair can still enter the fiction area from the
middle walkway.

Thank you for your suggestion. We understand that
this browsing area can be overwhelming at limes due
to the size of our collection. The DVD colieclion is
very papular and the area they are shelved in is often
heavily populated with fibrary patrons. The DVDs are
shelved vertically for easier access and efficiency
when shelving these high demand items. if the items
were piled in horizontal slacks, they could fall on our
cusiomers when an ilem from the bottom of the stack
is pulled out, and they would be more time

consuming 1o shelve and make availabte to the public.

The Library Is offering new ways to display library
matertals based upon retail concepts and upon how
cusiomers prefer to browse books. The browsing
displays are arranged by broad calegories such as
science fiction, mystery, fiction, cookbooks, crafts,
elc., but the individual books ara not in order on the
shelves. 1If you have trouble finding a book, please
ask the roving librarian to help you.

The changes were made o the new book area {o
resemble a retail slyle of merchandising which many
people commoenly encounter. f you are having
trouble finding a book, pfease ask a librarian to assist
you.

Christine Mendoza

Ellen Giarrizzo

Christine Mandoza

Christine Mendoza
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112 4/6/2010

128 51872010

131 511912010

Why the change in retention and display of the New
York Times Magazine and Book Review seclions?
They used fo be with magazinas and used o be
available for checking out. The changa to the "new"
policy began the week after the refurbishment of the
library magazine section, newspapers, etc.. By keeping
them with the paper (NY Times), it runs the risk of often
heing stolen.

Could you please check (he "Besiseller Express” and
change those books that have been on the shelf for
over a yaar.

Lack of alphabstized books by author on fiction shelfs
is very annoying. ‘

Wednesday, August 11, 2010

Yaou'll be happy o know that we have decided lo
restore the New York Times Magazine and the Book
Review sections to their former status. We thought
that keeping them with the newspapers would save
some time geliing the paper out in the morning, but it
seems it is more convenient to have these sections
separated. Thanks for the feedback.

Our goal is keep books in the Bestseller Express
collection for 6-9 months depsending on how they
clrculate. We periodically remove books from the
collection but often coples of a particular tille are
checked out and so they are not removed untit laler.
We will be doing another run through soon.

Thank you for your feedhack. We will have staff shelf
read ihe Fiction section to locate any items that are
out of order. If you find materials shelved out of order
in the future, please stop by the customer service
desk and let staff know the specific alphabel range or
call number range that is out of order so we can
corract it right away.

Chyistine Mendoza

Christine Mendoza

Ellen

Giarrizzo
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Customer Service

Gard #

Rec'd Date

Feedbaclk

Manager's Response

Manager Name

05

91

21272010

21212010

Wednesday, August 11, 2010

Clearly, it is cerlain the Sunnyvale Library neecs more
assistance returning it's customer's materials. This
afternoan at 4:15pm my daughter and | returned media
on the conveyor belt, only to discover after browsing the
shelves for 30 minutes, nol even ONE DVD had been
entered. We declded {o wait uniil 5:30pm. This is
disappointing to discover as | peeked to the back of lhe
conveyor bell, the library staff had overlooked an entire
pile of materials, including the DVDs we had returmed in
enter single DVDs first, and riot in a conseculive order.
So far,5:25 pm, one material has been entered.

Staff is firsi ratg - pleasant, helpful. Not true at other
librartes! Like your hours - better to be open earlier and
laler but oh well.

Thank you for taking an interest in improving Library
operalions. The Library has seen a huge surge in
use over the pasl year, receiving record numbers of
patrons who return thousands of items each day.
These numbers continue to grow. Due fo the high
volume of returned materiais, il can take a while to
calch up wilh the back log of materials watiting to be
checked in. When this happens we set the dale
backward so items will not receive fines oncea they
are checked in and staff work on the least
complicaled items to check in first in order to keep
the conveyor beit from overflowing. tems with
multiple parls take more lime fo check in because
each parl needs to be verifled before we check it in.
In order to address the challenges related to the
growing amount of returns, the library will be
installing an Automated Materials Handling System
that uses Radio Frequency ldentification (RFID)
which wilt automatically check in and sort materials
the moment they go through the return slot. In the
meanwhile, you are more than welcome io return
your malerials to the staff at the check oul desk so
you know your relurns are secure,

Thank you so much for your compliments fo our
staff. Excellent, reliable service to the public is most
imporiant for Library staff.

Ellen

Susan

Giarrizzo

Dennision
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a9 2/9/2010  To Sara Kempen: Thank you so much for your binder in Patron requested no reply be made. Joan ~ Jackson
‘ the mystery section. You've helped me discover new
authors, remember forgotten ones, and generally make
finding bedtime reading much less hit and miss. My
dream Is thal some day you can add the calegory
"English mysteries wilth gardening,” and "No violence
mysteries" because even though someone usually dies,
it doesn't have to be unpleasant! (No reply needed)

104 3/10/2010  Michasl at the reference desk was repeatedly helpful. Thank your. | wilt let Michael know! + Joan Jackson

135 6/2/2010  Please update your computer system so that couriesy Tetephoned patron. Marsha Pollak
' notices for Link+ books. that are about to be due will be
sent in the same way that non-Link+ books' courlasy
notices are sent. KKey on the date due for all books.

Wednesday, August 11, 2010 Paga 7 of 21



Tacility Experience

Card #

Rec'd Dafe

Feedback

Manager's Response

Manager Name

89

98

1/20£2010

21212010

2872010

Wednesday, August 11, 2010

The children's section of the library has become so loud
I could not hear my daughler's questions. What
happened to respecting other patrons of the library by
whispering and using an indoor voice? This is the first
library | have visiled that has allowed such "noise” in il's
vicinity.

Flease improve the disabled access to the facility and
seff checkout desk, etc. Areas are too shallow to
independently access. | can't come here without
assistanca.

Dear Staff: Today, | wailed 20 minutes for one of the 1
hour computers. Some woman cut in front of me (o
take an open computer and was quite arrogant as {o
lelling ms it was "first comeffirst serve”. You folks need
to implement some type of sign-up OR have signage
that states the obvious for (hose who have minimal
manners. It won't be long before you have a loud
verbal altercallon or fist fight if people are standing and
wailing for a machine and people with no manners cut
in line and are rude.

I am so sorry thal you were disturbed by other
customers in the library. We often have many small
children visiting, and nolse [evels are sometimes
quite high. We do ask parents lo supervise their
children, but the children's area is not considered one
of the "quiet areas” of the library. We do have
designaled "quiet areas” in other seclions of the
library.

Thank you for your feedback. In March 2010, a new
circulation desk wilt be installed which has improved
access for the disabled. New self-checks will also be
installed af that time, one of which will be height-
adjustable. Both the desks and self-checks feature -
mare space undermeath counteriop surfaces lo allow
for easier access for patrons using wheelchalrs.

Thank you for your feedback. [n March 2010, the
Library will install an additional 10 new Inlernet
computers as well as consolidate all of them into one
Technology Center location. In addition, a service
desk located within the Technology Center with a
staff member dedicated to assisting with the PCs will
be able to help monitor the PCs 1o ensure fair use by
all. '

Susan

Steve

Sleve

Kaplan

Sloan

Sloan

Page 8 of 21



107 3/31/2010

109 4/6/2010

111 4/8/2010

Lack of sealing in front area (unable to stand for lang
periods).

I like the old system baiter|

in your remodeling, you forgot to move the "Sanitary
Wipe Dispenser” {o the “Tech Area”. The dispenseris
still located on the pole at the entry of the "pay to print
area"”. There is a pole in the "tech area" to
accommodate the dispenser. The pole that has the Tax
Event and restroom sign would accommodate the
dispenser.

Wadnesday, August 11, 2010

The front area of the library is a busy place. Peaople
are checking oul and checking in library materials,
tooking for new books, B3VDs and audiobooks or
asking for help at the information desk. We have
added a few chairs near the front door but there is
more comfortable seating in the magazine area or at
tables in the various wings of the library. When a
new library fadility is built, this is something we can
take into consideration.

Thank you for your feedback. The new automated Ellen
returns system had only been up and running 2
weeks at the lime you filled out this form. During that
time we were working with the vendor to test and fine
tune the system whils open to the public to provide
access to our materials. Now that the system has
been operationatl a liftle over a month, il is now
running faster and with fewer seivice interruplions.
Now that library patrons are familiar with the use of
our seif service check out and check in equipment,
the wait time has significanily decreased. We are
sorry you experienced a delay in service after we re-
opened to the public and hope that you wilt have a
chance to see the improvement on subsequent visils
{o the Library.In the meanwhile, we conlinue to work
wilh support staff lo make system improvements to
better sarve the public.

Thank you for your suggssiion. The dispenser has Ellen
bsen relocated closer to the Technology Center.

Christine Mendoza

Giarrizzo

Gilarrizzo
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114 4162010

115 4182010

117 4119/20110

The naw process to return malerials is plain
inconvenient to public. Now, we have to stand in long
lines for relurning and checkout. No wonder, | don't
feel like visiting this library again. This is very bad.

| have noticed on different visils to the library that there
have been no slips of paper at the catalog computers. |
believe when someone is looking up location info of a
book, etc., they would usually want to write the data
down before they go to the stacks. It s now 17 days
since reopening - the paper should be there. | was fold
it was 1o conserve $3$. Thal would be a slupld form of
conservation, saving liitle $$ and taking a need away.

It would be hefpful to have a comfortable chair near the
Friend's books so thal | can sit down while | decide
which hook lo buy.

Thank you for your feedhack. The new automated
relurns system had only been up and running 2
weeks at the time you filled out this form. During that
lime we were working with he vendor to test and fine
tune the syslem white open lo the public to provide
access o our materials. Now that the system has
been operational a little over a month, it is now
running faster and with fewer service interruptions.
Now that library patrons are familiar with the use of
our self service check out and check in equipment,
the wail {ime has significantly decreased. We are
sorry you experlenced a delay In service after we re-
opened lo the public and hope that you will have a
chance lo see the improvement on subsequent visits
to the Library.In the meanwhile, we continue to work
with support staff to make system improvements 1o
better serve the public.

Thank you for your feedback. We will be placing
paper and pencils at the calalog computers
throughout the library. We are sorry for the
inconvenience. :

The area near the Friend's books is a very busy area
and not an appropriate place for chairs. We have
added some chairs on the fong brick wali near the
entrance. When a new library is built, this will be
somelhing we will take into consideration.

Wednesday, August 11, 2010

Ellen Giarrizzo

Ellen Giarrizzo

Christine Mendoza
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120 472112010

121 412712010
123 412712010
127 5M18/2010

Could the TV series shelves be higher? Handicapped
and/or old people cannol get to the floor to see.

Hi, the garden of our library is really really nice. All the
flowers and trees are beauliful. Great work!

Could a larger door latch be Instaltad in the
handicapped stall of the women's restroom? A large
shelf would also be helpful

Hand dryer in the bathreom behind the stairs is
dangerously loud. Blew out my ears when {urned on.
Remove or tone way down, or go back lo paper towels.

Wednesday, August 11, 2010

Thank you for your feedback. Due fo space
limitations and the size of this collection we have had
to use the botiom shelves. In some cases we were
able to raise the hottom shelf to make these items a
bit easier to see. We have also provided stools in
that area so palrons may sit while browsing. If you
have trouble reaching a paricular item, please ask
for assistance at lhe customer sarvice desk so we
can help you access these materials.

Thank you for your comment, The City of Sunnyvale's
Department of Community Services Is responsible for
taking care of the Hbrary's gardens, and they do a
great job. We will pass on your feedback fo them.

Thank you for the feedhack. The restroom partitions,
inciuding the door lalches, are schedulad to he
replaced in the next couple of months. We will ailso
invesligate installating a larger shelf since the
existing shelf is a little hit narrow to accomimodate
belengings. Thanks again for the feedback.

Thanks for your feedback. The hand dryers in the
lobby are being replaced wilh quieter models this
week. There are no current plans to change the hand
dryers under the slairs. Though loud, these hand
dryers are not dangerous to the human ear. if the
noise continues lo be a concern lo you, please ufilize
the restrooms by the main entrance. Thank you.

Ellen

Steve

Steve

Steve

Gilarrizzo

Sloan

Stoan

Sloan
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126

138

139

141

5/18/2010

/2112010

6121712010

6/2412010

I think the new way of refurning with the machine is
much worse. it takes time and is annoying. You should
have the old aption as well, plus why does it give a
racaipt? To kill more trees? People who are in a hurry
or return many books should have another oplion of
reiurning them than the machine.

| ride a bike fo and from the library. This means | use a
backpack. Al the book check out area, | don’t have a

table or couch to put the pack on. | have {o use the floor.

In the adult computers there are always boys using
them, when they have thelr own department. | think lhe
Security Officer should take care of this Instead of

walking around. If you dor't correct this we are going lo

complain to the City Councll. Thanks.

Please relurn the seating "bench™ or provide sealing for

elderly, disabled, slc.

Wednesday, August 11, 2010

Thank you for your feedback. There is ancther option
for those who do not want lo relurn materials through
the aulomated system. They may place their items in
the manual return which is a slolin the wall next to
the automated refurns or they may bring their library
malerials to the customer service desk during hours
of operation. The recelpl oplion is available because
many of our cuslomers requssled this in order to be
sure all items have been removed from their account
at the time of relurn. If someone does not want a
receipt fthey can select the no receipl option.

Thanks for your feedback. There is a table in the
corner of the checkout area - between two of the
checkoul machines - upon which you could place
your backpack while you checkout items. Please look
for it the next time you comae in. if you have any
questions, ask to speak with a manager. Thank you.

Thank you for your comment. The Library's policy is
that those under the age of 13 should use computers
in ihe children's area. Persons 13 and over are
welcome to use the computers in the Technology
Center. Library management wilt review this policy
with the Technology Center siaff and provide
appropriate enforcement. Thank you.

Thank you for your suggestion. Sealing has been
provided in the labby at the entrance to the children's
room. The rest of the lobby needs lo remain clear to
accmmodafte fool traffic. Thank you.

Ellen

Steve

Steve

Steve

Giarrizzo

Sloan

Sloan

Sloan
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142 6/2412010

143 612712010

Ptease put the bench back af the check out line, and a
few seats near the Friend's shelves so | can spend
longer deciding what to buy with my rocky knees.

Jasan has been always helpful In locating things and
answering queslions at the library. You don't even have
to approach him. He intuitively knows when you need
help and offers. | meant to write this praise a long time
ago. The best compliment to him is that his fellow
workers agrae with me and say he is nice, kind and
always helpful.

Thank you for your feedback. We are limiting seating
in the lobby area to chairs localed by the eniryway to
children's. The reason for this is to adequately allow
for an open flow of traffic around the chackout,
malerials return and Friends sale areas. More than
2,000 people comae to the library each day, and
placing fixed sealing in the areas where all visitors
need io pass through is not conducive to providing
good accesslibility. Thanks again for your comment,

Stave

Thank you very much for taking the time to leave
your comment. It is always great te hear when staff
have provided excellent service.

Ellen

Wednesday, August 11, 2010

Sloan

Giarrizzo
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Other

Card #

Rec'd Date

Feedback

Manager's Response

Manager Name

81

90

122

1420/2010

21212010

412712010

} am looking for empty Amazon.com baxes (~10"x12") .
and was hoping the library would have a few discards
which | could take. Thanks. '

How do we get a translation of the text for the book
used on the "Lunch Break" sculplure? Can it be added
to the page about the sculplure on the library website?

Please consider not giving candy to children visiting the
fbrary. My son enjoyed the billingual concert today and
has been very focused on the candy he was gliven aver
since. Thank you for helping reduce our societies
obesity epidemici

| have a feeling that your need for. ihese boxes is now
over. However, we do reuse the Amazon boxes in
various ways so they are nol available 1o the general
public.

Thanks for the question. The Library would be
delighted to add a translalion of the pages of the
book on the "Out to Lunch" sculplure on its Web site.
Staff will work on getting this done in the near future.
We will keep it in mind for the future. Thanks for
taking an interest in our sculpiurel

Thanks for your suggestion. We will not be offering
snacks at most of our programs In the future.

Christine Mendoza

Steve

Susan

Sloan

Kaplan

Waednesday, August 11, 2040
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Policies & Procedures

Card # Rec'd Date Feedback

Manager's Response

Manager Name

125 412712010 It is unfair that people can take 10 videos at a lime
(how can they walch 10 in one week? ) There is nothing
teft for the rest of us. Also, why can’t we put holds on
those we would like to see, or order by Link+?

130 51972010 Please allow feature film DVD's and BluRays to be put
on hald. Without this it can take dozens of visits to find
a particular title, if ever, Other local librasies allow holds
on feature films.

Thank you for your comiment. The library owns

almaost 10,000 feature films and adds new titles
weekly. The newly installed automaled materials
handiing system checks in and processes materlals
instantly, allowing us to bring out carts of recenily
returned feature fitms al a faster rate than before.
Due to the large size of this collection and the faster
furn arotind time, we have decided {o allow each
patron to borrow up to 10 feature films at ons time,
leaving several thousand items for others to choose
from each day. The feature film collection is a very
popular collection that is used heavily by our patrons.
We do not participate in the lending or horrowing of
feature films through Link+ so our patrons will have
more of our iterns available to chioose from. We do
not allow holds on feature films because the waiting
lists would be tao long for thése popular items, and
mosi fealure films would be on the hold shelf leaving
litite to browse through.

Tharnk you for your suggestion. The Fealure DVD
collection is a very popular collection. The flbrary
currenily does not allow holds on Feature DVDs so
there will be a good selaction of DVDs available lo as
many people as possible when they come o ihe
library to browse. Dus to the popularily of our feature
DVD collection, we feel allowing holds on these ifems
would place most items on the hold shelf with a very
fong wait time, lsaving little to browse through. in
addition, the amount of staff involvement in
processing holds would be difficult without adding
additionat staff hours which our budget does not
cover al this time.

Wednesday, August 11, 2010

Ellen

Ellen

Glarrizze

Gilarrizzo
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Publications & Signs

Card # Rec'd Date Feedback Manager's Response Manager Name
g2 ‘ 2/2i2010  The evenls schedule is fantastic and chronologically Thank you so muchl We feel that it's much easter for  Joan Jacksorn
well scheduled. Great job! our patrons to read.

Wadnesday, August 11, 2010 Page 18 of 21



Technology

Feedback

Manager's Response

Manager Name

Card # Roc'd Date
83 1/20/2010
03 21212010
08 21812010

The computers at this library are actually not very user
friendly. When one is only allowed 1.25 hours,
efficiency is important when using for work., Some
issues lo he considered; 1. Nof allowing quick key
cut/pastefcopy slows down and does not do anything
for "securily’. Much betier o Gtrl + A X,C M. 2. Not
allowing eject of flash drive without assistance does not
do anything for securily, but requires parsonal
asslstance to remove devices safely. {I've lost dafa just

puling out USB devicesl). 3. Speed up scrofl on mouse.

4. Extend time autornoatically if computers are
available, up to 1.5 hours.

Dear IT Dept, Please install the compatibility pack for
older MS Office 2003 to be able to open files made In
MS Office 2007 | have it on my home PC and it works
ok.

Had an issue trying lo get "Naked Empire” from the
library. Online search showed two records but neither
wers on the shelf nor coutd | hold them. Was told at
the library on a physical visit that they were no longer
available and [ would have to LINK+ them. Would love
to see the webpage suggest | LINK+ It off of the book
details page.

We have recenily replaced the pubiic internet

Marsha Pollak

computers, which we hope you are enjoying using.

We do now allow use of short cul keys such as

Curi+A, X, G, V and flash drives may be safely ejecled
as leng as you are not currently saving something to
it. As you know, the Internet PCs are heavily used,
We do now allow 75 minutes of internet use per day
and have no Immediate plans to adjust that amount.

We have now installed MS Office 2007. You should Marsha Pollak

not have any compalibility issues now.

'm sorry you had difficulty getting "Naked Empirs”, Marsha Pollak

though | see that now we have purchased new

coptes for our collection and you now have barrowed
one-of them. However, at the {ime we did not have a
copy avallable and your suggestion is a good ona.
There is a Link+ bution on the book details page that
you can click on which will take you to Link+ and

you'll be able to see if another library has an
available copy to requesl being sent here. If's

located near the {op on the right hand side of the

page under "Other Sources”. | hope that helps.

Wednesday, August 11, 2010
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97 2/8/2010

102 3/10/2010

103 302010

Wednesday, August 11, 2010

| spent 20 minutes trying fo log in, there was no
suggestion for the PIN and because the "old” site gave
you the hint, | hadn't wrilten it down. Please add a hint
under Help. Name and number are listed, but nothing
for P

Today, 3-1-10, using internel computer #22, | was
typing an e-mail message when it {(lhe message)
suddenly disappeared. | had nol touched any key at
thal lime. This has happened to me here from time to
tirne, more typically when deleting a character.

Please updale computers so they give a final 1 minute
warning before logging you off. Please improve
connectivity and spead of compulers as some are
exceptionally siow and crashed several times on
Internat Explorer. Please maintain/repair compulers
faster when broken/not working properly as they are
greally needed. Please respect customers when they
give feedback on computer system problems.

I am very sorry you had difficulty logging in. When Marsha
you log in the Encore calalog you will see the
information listed below. This should help. However,
if you ever have lrouble using the catalog, please do
ask a fibrarian for some assistance so you won't have
such a frustrating experience.

Login Help

Your Name: Enter your First or Last Name

Barcode: Enter the lasl seven digits of your Library
Card number (all digits after 2145400}

PIN: Enter your eight-digit birthdate (MMDDYYYY),
unless you have changed it

I'm not sure why your email message disappeared. Marsha
Might you have had any pop up boxes appear to

disrupt your email, or could time have run out?

Thank you for your suggestions. We have recenfly Marsha
installed brand new public Internet computers with
updaled software. You should experience fast
response lime, depending on the amouni of
bandwidlh being used across the nelwork. #f you
have problems, please ask for assistance from either
staff stationed at the Tech Center or at the Reference
Desk. We do try to repairffix computers In a timely
manner and if we are unable to fix the problam, we
ask for assistance from the Cily's IT deparlment. We
do value our paftrons' suggestions, and | hope that
will be your experience. We currently give patrons a
bwo minute warning hefore being legged off. We
used lo give a one minule warning, but our patron
feedback was that this was loo intrusive as they were
trying to finish their work. So, we did change it to two
minules.

Pollak

Pollak

Pollak

Page 18 of 21



108

106

1186

124

373172010

373112010

313112010

41912010

471412010

Please enhance our Library lime from 75 minutes to
120 minutes. Most libraries have this {ime limit!
Thanks.

Bring back Ancestry without toggon on {o the Internet or
make time longer.

User interface of checkout machines - | had trouble
sesing icons {conslrasl), had lo stoop down to change
angle {o be able to see. When finished checking out,
“logoul” was not obvious.

The computers that | have used the last day or two -
four or five of lhem are mostly doing a bad job of mall
search.

The computers are great to use, but the Internet isn'l
acecessible on some computers. Flash drives can't be
accessed.

Thanks for your suggestion. At this time we have
decided to give 756 minutes of time to our patrons per
day. It can be used in any amount, and a palron may
log on any number of times during the day. We will
keep your suggestion in mind for any possible futire
changes.

Unfortunately, the way that we had it before, there
were constant errors wilh getting the images o come
up. We wanted to allow our Ancestiy users io have
full access io it's resources.

Thank you for your feedback. There was indeed a
conlrast issue on the display buttons for the checkout
machines. That problem has now heen fixed.

I'm not sure what you mean when you say some are
doing a 'bad job of mail search”". We often have a
staff member stationed at the technology center to
hetp patrons. 1t would be helpful if you spoke to this
person at the time the problem occurs and perhaps
we might be bstier able fo troubleshoot.

The Internef should be accessible from all the
computers focaled in the Technology Center.
However, there are so many different kinds of flash
drives thal it is possible one might not be racognized
by the computer. Our IT depariment is actively
looking Into ways 1o have more dilvers Installed so
that more peripherais will be recognized
automalically. Please do ask staff if you are having
difficulty in case there is something we can do to
remedy the situation.

Waednesday, August 11, 2010

Marsha

Joan

Steve

Marsha

Marsha

Pollak

Jackson

Sloan

Pollak

Pollak
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119 42172010 I was typing an e-mail message this afierncon when the I am sorry you are having problems with e-mail. Marsha Poilak
computer suddenly deleted it without any warning, (east There is nothing the computer is doing that would
side bank, facing easl, second from right end). eause this, but there are many ways that websites

and people can unknowingly do something 1o cause
this. Perhaps there was a pop-up box or the page
refreshed or somsthing was double clicked and the
page was loading iwice and you started typing in the
middle of the page load. I's impossible to say at this
point. | do suggest when you have a problem that
your ask for assistance immediately from a siaff
person af the Technology Center desk, or at the
Cuslomer Service Desk. Staff will be glad to try and
help.

128 5132010 PC Int. 14=V.4.3.27 accessed Internet multiple imes, Telephoned patron. Susan Kaplan
gol frozen totally blocked by an oulside source
unknown to me, likely a local wireless unit could have
done It. Froze and manipulated cookies, disabled
Google search basic funclions sent messages that
administyalor's permission required to complete
opening and saving on a Flash Drive "E" location. After
6 p.m. there was no lrained Librarian {o help. Local in-
person rasponse was requested and actual
maintenance of your unils to be able to find working
PCs.

132 5/28/2010  The system the computers use in the Sunnyvate library We are experiencing a problemn wilh printing excel Marsha Pollak
ism'Lright. | can not print an excel document/spread documents, and our IT department is working on a
shaet. | gaf all sorts of unusual word documents or solution. In the meantime, there is a work-around:
articles from newspapers and lhe dates are odd.(Note save the document as a PDF file, open the file and
the document altached to the card was dated 441910 print it )
and had somaons else's name on it} :

Woednesday, August 11, 2010 ‘ Page 20 of 21



134 8/1/2010

137 6/12/2010

140 6/24/2010

Please, please hire an IT person to help streamline
computer problems. It is extremely frustraling that a
simpte procedure such as placing a memory stick in the
LiSB slot is extremely difficult for the tech support
person. This is unnecessary stress for us. Hire mel |
am an experienced IT person. Also, how difficult is it to
put notes on the computers staling what simple process
each can do. '

Please include the author's name on the reciepts that
print oul.

Every time [ Iry 1o submit feedback on line, | get an
error message about HTML not being allowed.

PCs are new and do have some bugs that iT is
working on-trying to make them work 100% of time.
Also, we continue fo frain our staff {o help with
problems. Somealimes a memory stick won't work In
one stot but may in another, or you may have 1o
switch PCs. Sometimes all the funclions aren't
working on all PCs, but we do work to gel them fixed.

Marsha

Thank yott very miuch for your suggestion. We ware
able to add the author's name on the due date recsipt
thal prints oul. | hope that wilt be helpful for vou.

Marsha

Thank you for the feedback. The City migrated to a
new web platform in April 2010, and this could be a
related issue. However, withowt more information, we
are unabls to fix. Ali of the places online we are
aware of to submil feedback are working correcily, to
the best of our knowledge. If you could identify the
page where you experience the issoe, it would be
very helpful.

Steve

Wednesday, August i1, 2010
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