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E stab lished in 1965, the U n ivers ity  
o f N e w ca s t le  is a m edium -sized 
institu tion  w ith  tw o  cam puses: 

C a llag han  in N ew castle , and the C en 
tral C oast at O u rim b ah  (h a lfw a y  be
tw een  N ew ca s t le  and Syd ney ), w h ich  
caters to the ed u ca tio n a l needs of a 
grow ing  region. The university also has 
a p resence at the Conservato rium  and 
Facu lty  o f M u s ic , in the heart of N e w 
castle . There  are cu rren tly  m ore than 
17 000 en ro lled  students undertak ing  
o ve r  one-hundred-and-fifty program s 
offered by e leven  facu lties.

The un iversity  lib rary system com 
prises the A u ch m u ty , H u x le y  and 
Conservatorium  libraries, plus a rapid ly 
d eve lop ing  In form ation Resource C en 
tre at the C en tra l C oast cam pus. A ll 
te ch n ica l se rv ices are cen tra lised  on 
the m ain cam pus. The co llec tio ns  ex
ceed  o n e- m illio n  items and in c lu d e  
print m aterials, m icro film , aud iovisual 
m ateria ls , com p u ter so ftw are  and 
datasets. As the m ajor research c o lle c 
tion betw een  Sydney  and Brisbane, the 
un ivers ity  lib rary p rovides services for 
!he local and Australian  research co m 
m un ity through active  inter-library co 
operation  as reflected in its long term 
status as a net lender.

A ca d e m ic  lib raries in A ustra lia  
h ave  a lw ays  assum ed that they 
focussed  on p rov id ing  a high q u a lity  
se rv ice  to the ir users and m ost have 
had a 'p ack ag e ' of strategies in p lace  
that w e re  designed to ensure that the 
lib rary  needs of the un ivers ity  are ad 
dressed and met. It is, h ow ever, in this 
area that the U n ive rs ity  of N ew ca s tle  
library has in recent years p laced a par
t icu la r  em phasis, and d eve lo p ed  and 
tested a varie ty  of new  strategies.

In the ea rly  1990's the Federal La 
bor G o ve rn m en t instituted a process 
that lasted for three years w h e re b y  it 
retained about one per cent o f Austra l
ian higher education  funding each  year 
to p rov id e  a s izeab le pool to be a llo 
cated  co m p etit ive ly  to those un ive rs i
ties ab le  to dem onstrate how  w e ll they 
met a range of quality  criteria .

These so-called 'q ua lity  assurance ' 
in itia tive s  p rovided  an im petus for 
m any lib raries to assess and re v iew  
the ir p ractices and procedures. In the 
case of N ew castle  w e  focussed on de

term in ing the needs of our various user 
groups and measuring the effectiveness 
of library services, resources and fa c ili
ties in meeting these needs, and, for the 
first tim e, system atica lly  surveying  the 
user groups to obtain  their input to this 
process. W e  had a lw ays  had a variety 
of form al m echan ism s in p la ce  that 
provided  for user consu ltation  [lib rary 
com m ittees, sp ec ia lis t fa cu lty  lib ra r
ians, representation on facu lty  boards, 
and departm ental (academ ic) library li
aison officers] and a variety of methods 
by w h ic h  w e  m on ito red  ou r perfo rm 
ance, but w e  had not attem pted to sys
tem atica lly  m easure the range, appro 
priateness and q u a lity  o f our 
co lle c tio n s  and se rv ices through user 
consu ltation .

This quality  process, that forced us 
to focus ou r a c tiv it ie s  and co m m it
ments against a set of form al criteria , 
has now  finished, but it has created and 
re in fo rced  an ongo ing  en v iro n m en t 
that is m uch m ore consu lta tive  than in 
the past.

O v e r  the  last tw o  yea rs  w e  h ave  
d e v e lo p e d  and  c a rr ie d  ou t three e x 
ten s ive  su rve ys  o f o u r user g roups, 
a c a d e m ic  staff, u n d e rg rad ua tes  and  
postg raduates and  w e  p lan  to c o n 
tinue these su rveys on a ro lling  basis. 
These surveys h ave  g iven  us ex ce llen t 
feedback  on the range of ou r services, 
w h e re  w e  w e re  su cceed in g  and, m ore 
im portan tly , w h e re  w e  co u ld  do bet
ter. T hese  su rveys  w e re  fo llo w e d  up 
by pu rpose d es igned  m eetings/work- 
shops w ith  e v e ry  fa cu lty  and  w ith  the 
u nderg raduate  and  postgraduate rep 
resen tative  bod ies —  w h ic h  h ave  re
su lted  in s ig n if ica n t fe e d b a ck  and  
som e trial se rv ices —  and this lia ison  
w ill  con tin u e . W e  also  take ve ry  seri
o u s ly  the suggestion  fa c i l it y  on 
N E W C A T  (the u n iv e rs ity 's  in n o p ac  
p u b lic  c a ta lo g u e ) w h e re  users can  
m ake com m ents or suggestions abou t 
a n y  asp ec t o f lib ra ry  s e rv ice  —  and  
do ! W e  ch e ck  the suggestions w e e k ly  
and  rep ly  a w e e k  later —  on ave rag e  
ab o u t fifty  p rin ta b le  suggestions are 
m ade in that tim e.

In co n c lu s io n , w e  take our users 
feedback ve ry  seriously —  w e  can not 
a lw ays  im plem ent w hat peop le suggest 
but w e  are constantly  looking for w ays 
to im prove our service. ■
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The story of the 
Thai Toy Factory Fire
By Peter Symonds

The worst industrial fire in history broke out on 
May 10.1993 at the Kader Industrial Toy Company, 
just outside Bangkok. Hundreds of workers were 
trapped inside a building with no fire extinguishers 
or alarms and no fire escape. Officially 188 workers 
died. Others are still listed as "missing".

This book is the only detailed account of the Kader 
tragedy. It provides a unique insight into the global 
economic processes that are drawing millions of rural 
toilers in Asia, Latin America and Africa into the 
factories and shanty towns of cities like Bangkok. 

ISBN 1 875639 16 0, $29.95 plus $4 postage

Order from: Labour Press Books,
PO Box 367, Bankstown. NSW 2200 

ph: (02) 9790 3221 fax: (02) 9790 3501
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