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Executive Summary 
This report focuses on understanding the needs and preferences of users of the 
Home Library Service. 

The primary reasons for using the Home Library Service include disabilities and age, 
preventing users from visiting libraries in person. 

The consultation highlights the importance of the Home Library Service to its users, 
with 95% of respondents expressing satisfaction with the service. The range and 
choice of books are also well-received, with 93% satisfaction. The frequency of book 
deliveries is another strong point, with 95% satisfaction. The service is particularly 
important to those limited by disability, with 87% of such respondents considering it 
very important. 

The consultation reveals that a significant majority of respondents, particularly those 
who are not carers, do not use online services, with 98% of non-carers and 84% of 
carers answering so. Additionally, almost three-quarters of respondents are not 
interested in accessing library resources online, with only 16% showing interest. 
Female respondents and those without internet access are less likely to be 
interested in online resources. The consultation also identifies a need for support in 
accessing online resources, with over half of respondents indicating they would need 
help. 

In terms of technology, over one-third of respondents have access to a tablet, and 
57% have internet access at home. However, the use of online library services is 
minimal, with over 90% of respondents not using any online services.  
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1 Introduction and background 

1.1 Methodology 

This report shows the findings of a survey sent to users of the Home Library Service. 
We asked the Royal Voluntary Service to assist in the delivery of the survey direct to 
home addresses when their volunteers were already visiting to drop off books and 
other resources. Volunteers were able to assist users to complete the survey where 
needed, but otherwise left the survey for the user to complete, collecting it on their 
subsequent visit.  

We gave a survey to 364 Home Library users and 149 surveys were returned (41%).  

2 Analysis and results 

2.1 How satisfied or dissatisfied are you with the home library 
service? 

Figure 1 - satisfaction with home library service 

 
95% of respondents were satisfied with the home library service, with 85% being 
very satisfied. 4% were dissatisfied.  
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2.2 How satisfied or dissatisfied are you with the range and choice 
of books? 

Figure 2 - how satisfied or dissatisfied are you with the range and choice of books? 

 
93% of respondents were satisfied with the range and choice of books, with almost 6 
in 10 respondents being very satisfied. 3% were dissatisfied.  

Respondents under 85 years of age are significantly more likely to be very satisfied 
(72%) than those aged 85+ years (47%). 

Respondents who are carers are significantly more likely to be very satisfied (90%) 
than those who aren’t (51%).  
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2.3 How satisfied or dissatisfied are you with how often you get 
books delivered? 

Figure 3 - How satisfied or dissatisfied are you with how often you get books 
delivered? 

 
95% of respondents told us they were satisfied with the frequency of book deliveries, 
with 85% being very satisfied. 2% were very dissatisfied. 

Respondents not living with a disability are significantly more likely to be quite 
satisfied with how often they get books delivered (33%) than those limited by 
disability a lot (9%). 

2.4 How important is the home library service to you? 

Figure 4 - How important is the home library service to you? 
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The home library service is important to 97% of respondents, with over 4 in 5 telling 
us it is very important to them. 1% of respondents feel it is not that important. 

Respondents limited a lot by disability are significantly more likely to feel the home 
library service is very important to them (87%) than those not living with a disability 
(58%).  

2.5 What do you borrow from the home library service? 

Figure 5 - What do you borrow from the home library service? 

 
Books are the most popular item borrowed from the home library service and are 
borrowed by over 7 in 10 respondents, followed by large print books (38%) then 
audio books (15%). Other items such as jigsaws, CDs and DVDs were each 
borrowed by 3% of respondents. 

Respondents with internet access are significantly more likely to borrow books (88%) 
than those who don’t (52%).   
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2.6 Do you use any of our online services? 

Figure 6 - Do you use any of our online library services? 

 
Over 9 in 10 respondents do not use any of the online services.3% use BorrowBox 
for e-books, 1% of respondents told us they use BorrowBox for audio books and 
newspapers, and 1% use the Libby app. 

Respondents who are not carers are significantly more likely to not use online 
services (98%) than those who are carers (84%).   

2.7 Would you be interested in accessing the library resources 
online? 

Figure 7 - Would you be interested in accessing the library resources online? 
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Almost 3 in 4 respondents are not interested in accessing the library resources 
online. 16% showed an interest and 1 in 10 do not know. 

Female respondents are significantly less likely to be interested in accessing the 
library resources online (78%) than males (40%). 

Respondents with internet access are significantly more likely to be interested in 
accessing the library resource online (24%) compared to those without internet 
access (7%).  

2.8 Would you need help accessing the online library resources? 

Figure 8 - Would you need help accessing the online library resources? 

 
Over half of respondents would need support accessing the online library resources. 
Almost 1 in 3 wouldn’t need help and 16% told us they do not know. 
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2.9 Why do you use the home library service? 

Figure 9 - Why do you use the home library service? 

 
The most common reason for using the home library service is that respondents are 
unable to visit libraries in person due to disabilities and age at 75% and 59% 
respectively. 4 in 10 respondents don’t have anybody who could go to the library for 
them. 15% use it for ‘other’ reasons and 4% are recuperating from illnesses or 
hospitalisation.  

Respondents aged 85+ years are significantly more likely to be unable to visit 
libraries in person because of their age (72%) compared to those aged under 85 
(32%).  

Respondents limited a lot by disability are significantly more likely to be unable to 
visit the library due to a disability (87%) than those limited a little (50%) and those 
not living with a disability (9%).  
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2.10  Which of the following technologies do you have at home? 

Figure 10 - which of the following technologies do you have at home? 

 
Over 1 in 3 respondents told us they have access to a tablet at home, followed by 
31% of respondents having access to PC computer/laptop. 27% and 25% of 
respondents had a smart TV and smart phone respectively. 31% answered none of 
the above.  

2.11 Do you have internet access at home?  

Figure 11 - Do you have internet access at home? 

 
A higher proportion of respondents had internet access at home, with 57% 
answering yes and 43% answering no. 
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3 Respondent profiles 
Figure 12 - Respondent profile 
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