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Abstract 

The starting point for this dissertation was a need for Warwickshire County Record 

Office to survey its users. An introduction of visitor entry charges was planned and 

the survey infonnation would be used to assess if this was a necessary step, besides 

supplying knowledge for planning future services. Questionnaires were handed to 

visitors over a ten week period to give as large a sample as possible for identifYing 

types of users and their infonnation needs. Questions covered aspects of visitor 

research, the materials consulted, use of other record collections, visitor gender and 

age, visitor home and distance travelled and finally satisfaction with the service. 

Respondents were invited to make comments and suggestions, particularly with 

regard to charges. A further backup survey was undertaken examining user 

registration cards. 

To supplement the survey, a brief history of Warwickshire Record Office was 

included, followed by a major review of published infonnation on record repositories 

and their users. Some unpublished survey results were acquired, and selected US 

literature consulted, as few surveys had been made before 'the last ten years. 

The survey revealed the majority of users to be genealogists pursuing personal 

research while the fonnerly more common subject of academic research was now 

represented by just a small proportion. Many users visited other collections and by 

far the majority of users were in middle age or beyond. Over half lived outside the 

county, although a significant additional number lived within fonner county 

boundaries. Satisfaction with the service was very high. Much discussion was made 

on these results and the factors influencing them. 
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CHAPTER ONE 

Introduction 

1.1 Archives as a Source of Information 
Sir Hilary Jenkinson, one of the most famous of archivists and a fonner Deputy 

Keeper of the Public Records, stated an item became part of an archive "when 

drawn up or employed in the course of a public or private administrative or 

executive transaction and thereafter preserved in the custody of the offiCials 

responsible for that transaction, or their successors, for their own information"(l). 

These items or archives were produced by the organisation concerned purely for 

their own use, but as time passed they usually reduced in currency to become an 

historical record of the organisation. 

Historical aspects increased the importance of these records again, not just to the 

officers of that same organisation but also to other members of the public who may 

have wished to study the organisation for anyone of a number of reasons. Since 

mediaeval times a gradually increasing volume of records and papers has been 

produced and the value of records relating to royalty and other famous people, 

national and local government, the church, law and armed forces slowly became 

recognised as the centuries passed. However, the huge quantities of these records 

or archives made storage, security and maintenance a major problem and one result 

was the setting up of the Public Record Office, following an Act of Parliament in 

1838, to maintain the records of the nation and allow examination by the public. 
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Introduction 

This was followed by the establishment of County and Borough record offices during 

the presen! century to preserve the historical archives of each shire(2). By the 1960' s 

almost every county had its own record repository for the safe keeping of as much 

documentary material in the broader sense pertaining to that particular county as 

possible. A policy of records management was needed to ensure only the most 

important or relevant material was selected for preservation from the masses of 

documents produced in recent times. 

1.2 Warwickshire County Record Office 
1.2.1 History 

The care of the Warwickshire County records became an issue for discussion within 

the County Council in 1931 and a Records Committee was appointed in November 

to consider how they should be cared for and made available to the public. Three 

new muniment rooms were created in the basement of the Shire Hall, being formally 

opened on 25th February 1933. Later that year the office officially became the 

Coventry Diocesan Record Office. Slowly the collection increased in size, together 

with the numbers of staff needed to administer it, until a point was reached where the 

current venue could take no more material. 

The pressure created by the increasing volume and variety of accessions and 

searchers led to the decision in the early 1970's to build an entirely new, free

standing record office in Priory Park, Warwick. By this time the spread of interest in 

family history had increased the annual figures for document production from a fairly 

steady figure of under 1000 prior to 1966, to about 3000 in 1973. The new office 

was formally opened on 23rd March 1974, just in time for the local government 

reorganisation of that year(3). 

1.2.2 Boundary Changes and Staffing Levels 

Until the 1974 county boundary changes parts of the Coventry suburbs, plus several 

other parishes, came within Warwickshire and their records were sent to the record 

office where they remain today. Prior to this reorganisation, the previous 150 years 

had seen the county lose areas of what is now Birmingham and Solihull from its 

authority. These changes severed administration links with Warwickshire Council 
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and many records from these districts are no longer transferred to the office. 

However, .the office still receives parish records for some of these areas through its 

diocesan connections and the result is that people researching local history for 

example, need to visit Warwick to see older council records whilst inspecting 

newer material elsewhere. 

A reduced 1994/5 base budget from Warwickshire County Council has resulted in a 

'standstill' budget to the record office, following previous years without inflation 

Increases. This means that no provision is made for inflation, national pay 

agreements, contractual salary increments and other unavoidable financial 

pressures, and effectively these turn the 'standstill' into a cut in real budget of the 

region of 5%. Growth in basic budget, resources, staff, etc, has in no way kept pace 

with the massive increase in office use (see Table 3). Staff levels for example have 

increased by just one full-time employee since the office was opened in 1974. 

The situation is critical with major decisions to be made' on future policy for the 

office to spread the available money as carefully and effectively as possible. To 

maintain quality of service to visitors it is possible that entry charges may have to 

be introduced, but this might reduce visitor numbers, will increase administration 

costs and almost certainly reduce income from donations. Hence such a step may 

not increase income enough for it to be a worthwhile action(4), To help future 

policy decisions and keep extra strain on staff to a minimum, as much background, 

information as possible is required and Imowledge of user behaviour is particularly 

important. Therefore a major study of users, their interests and needs, was 

requested from the author by the Warwickshire County Archivist. 

1.3 Archive Collections and Satisfying the User 
1.3.1 Archive and Library Collections Compared 

The maintenance of an archive collection comes under an all-embracing title of 

'Archive Administration' and is defined as the identification, acquisition, 

description, preservation and provision of access to records of permanent value( 5). 

Such collections are "documentary remains of the past brought together and 

preserved for use in the future(6)", and at Warwick the collection comprises 

documents, photographs, maps, newspapers and many printed works, plus records 
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such as the census and parish registers which are preserved on microfilm or 

microfiche for protection when in use. 

The printed works relate to any aspect of Warwickshire history and are distinct 

from acquiring and preserving records. It is not essential to buy them for the office. 

library, but their availability saves a visitor from having to go elsewhere which 

benefits customer satisfaction. Warwick is unusual in having such a large 

collection of books and photographs. The same applies to microfilm records which 

can also be found. at other venues. These are acquired specifically for user need 

and the apparently high level of users researching family history appears to have 

made the cost of buying the census on microfilm and filming local parish registers 

worthwhile expenditure. The presence of such material should increase office use 

which is important when there is no official requirement to have them. 

Libraries and record offices differ in the material they hold. Libraries can follow 

the reading fashions of the time when selecting their books, or collect material on 

specialist subjects, for example in an academic library. Collection management of 

archival material at Warwick follows no fashion except when the acquisition of .. ~/ 

selected secondary sources such as the International Genealogical Index ~ 
influenced to a degree by current user demand. Any newly acquired document 

from the 13th century would automatically be kept, but the huge quantity of 

documents produced, for example, in modem local government necessitates a 

principle of selection. Little reference is made to prospective use of newly received 

primary material in the decision to preserve, information content is far more 

important. If ignored the consequence would be a collection influenced by the 

fashions of 1995 historians which has no relevance to 2095. 

1.3.2 User Research 

The conception is that little user research has taken place in record repositories 

over the years, contrasting with libraries who regularly survey and assess user needs 

and publish their results. This does not mean steps were not taken by record offices 

to encourage use. Publicity material and publications helped public awareness of 

the activities of record repositories as a form of marketing and promotion of 

archives for historical research. One of the main objectives of the International 

4 



Introduction 

Council on Archives when it was established in 1948 was "to facilitate more 

frequent use of archives and the effective and impartial study of the documents they 

contain by making their contents more widely known and by encouraging freedom 

of access"(7). 

The last ten years however, have seen increasing budget restraints and the 

requirement for all public and council departments to be fully responsible for their 

finances and the user study has been adopted by some offices as a way to gather 

information. A few have been described in published articles, while several more 

offices have conducted studies for their annual reports. The collections themselves 

are not necessarily the subject surveyed, but services available to visitors certainly 

are. 

1.4 A Study of Users at Warwickshire Record 

Office 
This then is the background to the work described in this report. The project 

undertaken comprised an in depth examination of the profile and motivation of the 

users of Warwickshire County Record Office, and of their pattern of use of the 

various types of resource available to them, something only attempted on a 

superficial scale before. Questionnaires were given out to members of the public 

for a period of ten weeks so that as accurate as possible cross section of users could 

give their opinions. For the reasons of finance already explained, the County 

Archivist was conscious that a number of policy areas needed to be informed by 

much better analysis of the office's user needs and activity. 

A survey of published and unpublished literature relating to other user surveys and 

associated topics was also carried out, forming the contents of Chapter 2. 

Succeeding chapters describe project methodology, results, their discussion and 

finally any conclusions. Aspects under assessment included nature of user 

research, awareness of resources available elsewhere, the range of resources used at 

Warwick, plus use of the archives themselves. 
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CHAPTER TWO 

Survey of Literature 

studying Archive Users 

2.1 Background 
As part of this dissertation, a wide embracing literature search of material 

describing previous record repository surveys, or articles which at least contain 

relevant text or data, was carried out. Very little material of direct relevance to this 

project has in fact been published in the United Kingdom and, consequently, the 

search was extended to include some American articles for comparison and 

interest. Fortunately a number of record repositories have employed user surveys 

since about 1990 but have not published their results, except in the form of council 

reports or annual statements used solely for policy and finance purposes. Figures 

from as many of the latter as time allowed have been collected to obtain some view 

of the national situation. 

The procedure for the material search is outlined in the next chapter. Suffice it to 

say here that the most important sources used were the Library and Information 

Science Abstracts (USA), which were scanned from 1969 to the present, together 

with all issues of British or International archives magazines that could be traced in 

the Loughborough University Library. 
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This literature survey divides into three sections:

i). All l1K:. published material found, 

ii). Selected US. material, 

iii). A report of unpublished U.K. material obtained. 

Literature Survey 

Data from British sources is presented in Tables la and lb to compare with some of 

the Warwickshire survey results. 

2.2 Published V.K. Material 
One of the most prolific writers on archives and archives related subjects is Michael 

Cook. His 1986 book The Management of Information from Archives had a chapter 

on 'User Services' which began "By comparison with other information services, 

archives have not given much emphasis to the study of user needs"( 1). This is 

explained as being mainly due to the nature of the materials in collections not being 

influenced by user interests and any researcher who arrives to use them is something 

of a coincidence. This traditional approach was backed with the theme that archive 

services were closely related to "movements in academic study", so that users and 

archivists had much in common. Today this is no longer accurate, but little material 

is yet to be published on user surveys. 

Several other authors observed the lack of surveys. A 1984 RAMP (Records and 

Archives Management Programme) study of archive services declared "so far, there 

have been few studies by archivists of user needs and behaviour"(2). Maria 

Venetsanou, in a research dissertation describing archival services, concluded that the 

British archives scene had never engaged in a major user study but a few record 

offices had by 1994 started to conduct customer surveys(3). 

2.2.1 Surveys of Users Conducted by Libraries 

As explained, in the period reviewed by this literature survey, approximately 1969 to 

the present, little published material was found examining archive users. This is 

certainly not the case with libraries. Searching LISA, the Library and Information 

Science Abstracts, revealed an abundance of survey articles and related material 

concerned with public and academic libraries in particular. This is not the place to 

examine such material in depth, but libraries and record repositories are both sources 
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Literature Survey 

of infonnation and as such have aspects of commonality, particularly concerning 

user needs( 4), although archives do have special problems. A clear illustration of 
-

the degree of user study in librarianship comes from Colin Harris who quotes for 

the period 1976-1980 surveys for infonnation in fashion design, physicists, 

engineers (2 off), the use of medical literature, architects and finally university law 

libraries( 5). The library approach to user study could show benefits to those for 

archive use and hence a pair of recent surveys are considered below. 

Clare Nankivell reviewed a collaboration project between Solihull Libraries and 

Arts and the then Binningham Polytechnic School ofInfonnation Studies (Now the 

University of Central England)(6). This comprised a large survey of residents' 

attitudes, awareness and use of Solihull library and its infonnation services and 

students were employed to interview residents throughout the Borough of Solihull. 

The questions included awareness of the library's location and services provided, 

frequency of library use, what services were used and satisfaction with them, plus 

reasons for non-use of the library. Brief personal details were recorded for each 

resident interviewed. The scale of this programme is likely to be larger than 

anything undertaken by a record office, but question content would be similar for 

much of an archives user survey and the results would be used to improve the 

quality of services provided. Here the results were fed into Solihull Library's 

fonnal planning process where they were especially useful in shaping promotion 

and marketing strategies for certain services. 

More recently, Research International conducted a survey of adults aged 15 years 

and over using the National Opinion Poll telephone omnibus. 1004 interviews 

were conducted by top level market research interviewers across the country on 

subjects such as reading habits, frequency of library visits, value and convenience 

oflibraries to individuals, funding of and charging for services, and finally opening 

hours(7). . Again some of these points have importance to record offices, as was a 

breakdown of user age to usage relationship. The scale of such a national survey 

could only be beneficial in shaping future policy. The poll was commissioned by 

the Library Association. 
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2.2.2 Surveys oC Users Conducted by Museums 

In most il!'!0ple's eyes, museums only collect objects and artifacts. Often this is 

true, but the large museums of London for example, which specialise in particular 

areas or subjects, usually have their own library for the collection of all relevant 

printed works and original archive documents. To quote David Rimmer, 

"Museums do hold primary sources but ... the main public activity is to exhibit 

materials"(8). Record offices and local studies libraries make archives and local 

studies stock available for consultation although exhibitions also come within their 

range. 

The same applies for many professional bodies or societies possessing libraries that 

collect publications (which can be borrowed) and original material for a specific 

discipline. As such they form a link between the public, academic or business 

library to the record repository through having elements of both. Record offices 

essentially collect archives, but Warwickshire and most county offices, as stated in 

1.3.1, do collect published works on all aspects of the county. These are for use in 

the reading room only, they cannot be borrowed. 

Somewhat surprisingly therefore, very little appears to have been published 

regarding users of museum library and society collections, although survey results 

may have appeared in individual society journals but not the usual information 

science publications. Exceptions are the study of biological science periodicals by 

the British Museum(9), and an article by Sheila McClure who describes a survey to 

establish service priorities for the National Museums of Scotland Library(IO). The 

building of a new museum in Edinburgh gave the opportunity to review the whole 

organisation'S priorities, including service areas such as the library. The best 

methods for supporting the library's users plus a planned more market-orientated 

approach to customers needed a clear picture of user needs and thus a survey of the 

information requirements of users was planned. The staff found little had been 

written on internal user surveys in museum libraries. 

A questionnaire was adopted with a mix of open and closed questions. This gave 

users a chance to make comments on, for example, speed and efficiency of enquiry 

handling. But a question asking respondents how much money should be spent on 
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Literature Survey 

infonnation for their subject area gave problems because users had not been asked 

to comment on this before. Clearly the subject of finance was difficult for users. 

The results of the survey led to the development of short and medium-tenn action 

plans for some service improvement, while infonnation on respondents' own 

research and interests gave material for planning new services. 

2.2.3 Surveys of Users Conducted by Archives Services 

2.2.3.1 1968 National Survey 

Five surveys relating to archive services, record repositories and their users have 

been identified in published fonn. Much the earliest is an article The Survey oj 

Local Archives Services, 1968 by William Serjeant(ll}. This is not really an 

examination of users, but more a summery of the progress of the first twenty years 

or so of an active national and local records and archives policy; a 'taking stock' of 

the situation in conserving, caring for and organising local records in the newly 

created network of record offices. Twenty years earlier, provision for such 

operations was an exception, now it had become the rule but archivists were yet to 

realise the great increase in archive use that was to come and the facilities this . 

would require. This report provided a ''factual picture" of the local archives 

service situation and gave material for preparing future policy. 

Two fonns of questionnaire were prepared. Fonn 'A' was sent to a list of 90 

principal local repositories in England and Wales (including Universities and other 

specialised institutions), whilst Fonn 'B', less detailed, found its way to 40 smaller 

repositories which were felt to be a potential source of useful infonnation. The 

questions dealt with control and finance, premises, staiffigures, details of holdings 

and finally use of the repositories. Those results most relevant to this dissertation 

can be summarised as follows:-

i}. It was concluded that the "majority have inadequate - often very inadequate -

resources on which to jUnction". It appears that the cash shortages so familiar to 

1990's archivists were also prevalent in the mid-1960's, although probably for 

different reasons. It seemed that some organisations could not finance a repository 

on their own, whilst others were not giving full support to theirs. 

ii). The tables giving user figures were generally infonned estimates. Teachers, 

students and official inquirers constituted about half the total users, the general 
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public fonning the remainder. 

iii}. Gene~ogists comprised about 27% of the total use across all repositories, 

students of local history averaged about 48%. 

iv}. The local/non-local user proportions were approximately 72% to 28%. 

v}. Figures for student visits were given for the larger repositories only. 30 

averaged over 1000 visitors per year with three topping 3000. 21 totalled under 

500 visitors. 

2.2.3.2 1984 National Survey 

SeJjeant conducted a follow-up survey in 1980 although the results were never 

published, but those from Brian Smith for the Royal Commission on Historical 

Manuscripts did find their way into print in 1986 as Record repositories in 

1984(12}. This analysed the results achieved in the period 1979-1984. 

Questionnaires were distributed to 187 publicly funded record repositories and 137 

were returned Analysis covered staffing levels, storage of records (104 

repositories estimated they would be full within five years), holdings and 

acquisitions, finding aids, conservation, plus reader statistics. 

Equivalent results for points i}-v} in 2.2.3.1 were:-

i}. Results supplied were not precise enough for detailed analysis of expenditure. 

ii}. Relatively few offices contributed detailed analysis of types of readers and then 

usually as infonned estimates only. But local repositories estimated users involved 

with higher education as 20% or less. Over half the shire counties to respond 

quoted 10% or less for education readers. 

iii}. Figures for genealogists were much increased all over the country, although the 

figures varied between types of repository. The uational institutions and two-thirds 

of the counties reported figures of 51-60%, 8 shire counties gave 61-70%, 8 more 

reached 71-80%, while one reached a figure of 90%. 

iv}. No figures were given for local/non-local users. 

v}. Readership over 1979-1984 increased according to respondents by an overall 

average figure of25%. Again the total varied between types of repository; the shire 

counties in fact quoted a 39% average increase. Four metropolitan counties had 

achieved 6600 readers in 1984. 
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It was noted that only the record offices at Devon, Gloucester and North Yorkshire 

charged visitors to use the reading room; the latter was to drop such practice in 

1985. 

2.2.3.3 1993 Survey 

The most recent national survey of archive services to be published was described 

by Nesta Evans(13). The Association of Local History Tutors produced a 

questionnaire for members in 1993 and, although only 27 replied (i.e. about 25%), 

the resulting survey embraced 19 county record offices, the Public Record Office 

and several city/borough archives. The earlier surveys had questioned office staff; 

this time the users themselves were studied. The article comprised two pages of 

text briefly reviewing the project and highlighted some relevant points. 

The archive sources consulted were wide ranging with major use of master records. 

A section on service satisfaction declared almost all offices were easy to use and 

friendly, and document production, with one exception, was always acceptable and 

usually quick. Indexes and catalogues were felt to be much improved in recent 

years, but in fact many respondents had been using archives for so long they found 

difficulty making comparisons to service quality in the past. The article finally 

concluded that" local history tutors are not typical of users of archive offices. but 

their experience makes them goodjudges of what is offered'. 

With considerable changes to the archives environment in the last ten years or so, 

highlighted severiU times throughout this dissertation, the author feels that a new 

national survey of archive repositories would be desirable. 

2.2.3.4 1991 Survey by Hampshire Record Office 

An article by Philippa White, reporting on a survey in Hampshire over a one month 

period in late summer/early autumn 1991, appears to be the only one of its kind 

published so far in a nationaljournal(l4). The author stated this was the first of its 

kind in Hampshire and one of the first in the country. The survey was introduced 

following development of new approaches to user care based on measurement and 

monitoring satisfaction of the office users, itself arising from a different approach 

to the public from local government. For the first time user needs had priority over 
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archives, a trend which has spread across the country precipitating other surveys 

(section 2.4). This survey also benefited the Society of Archivists who wished to 

start monitoring the public archives service. 

Questionnaires designed to find who uses the office and what they want were 

handed to office visitors and sent to local groups. Questions included accessibility, 

quality of service and satisfaction with the office; quality of guides and indexes; 

aspects of research and material used. Taking points i)-v) again, plus the additions 

of vi) satisfaction with catalogues, indexes and the service as a whole, and vii) 

frequency of visit, the following was reported:-

i). Nothing was listed regarding cost of service as users were questioned, not staff. 

ii). 6% were either at school or in higher education. 30% had retired but a little 

surprise was expressed by a figure of 41 % in full-time employment. 

iii). 63% visited to study family history, 25% for local history (the group survey 

differed somewhat with 22% genealogists and 58% local historians). 65% were 

pursuing private hobbies or interests, but 23%, comprising teachers, lecturers, 

academics, council and business employees, visited in a professional capacity. 

iv). 61% of visitors came from within Hampshire, 34% from elsewhere in the 

United Kingdom, and 5% from overseas. 

v). No annual figures were given for user numbers. 

vi). 84% of users, but only 45% in groups, were fully satisfied with the service 

supplied by staff, with document production rated as quick. An unspecified but 

significant number did say that the indexes, catalogues and guides were difficult to 

use. 

vii). 39% of visitors were described as occasional users, defined as visiting six 

times or less per year. 31 % were new to the Hampshire office and over half of' 

these had never visited another archives office. 

The Hampshire office was pleased with the information obtained from the survey, 

and a follow up open discussion afternoon, considering it to be ideal for planning 

future services. A new building was under construction which, it must be pointed 

out, would make implementation of changes rather easier than conversion of an 

older property. 
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2.2.3.5 Other Survey's and Relevant Literature 

One furth~r survey was found in published literature relating to archives offices, 

but this described the rather specialised subject of photocopying. Jerry Weber 

reported on the photocopying facilities of a large number of offices throughout the 

United Kingdom, but the results were not relevant to this project as they really 

concerned policy and damage to documents(15). Photocopying is, however, a 

source of much income for many offices. 

Many brief references to record offices and users were found in the literature and 

the most important are· summarised here. A constant theme throughout is the 

increase in user numbers over a time period with increased study of family history 

apparently the main cause. J ames SeweII sets the scene by referring to his own 

office (unnamed) where the 1986 attendance was six times greater than in 1936, 

and three times the 1976 score. Here, however, genealogy attendance was only 

22.5%, contrasting the prevailing fashion(16). 

But quite clearly, genealogy and family history study has increased as described by 

Ian Jamieson's 1992 review oflocal studies in libraries. "A Gloucestershire annual 

report mentioned that a recent review demonstrated that family history accounted 

for 60% of enquiries in the Gloucester collection, while another librarian remarked 

that there were times when it would seem that genealogical enquiries were all that 

there was(17)". He continued by explaining how such researchers were considered 

to be an "irritating irrelevance"; but today such attitudes have changed, not least 

through the desire to attract as many visitors as possible by marketing services 

because of cash shortages. 

Professor Michael Reed adds an archivist's point of view. He observes that on any 

day the majority of users in an archives repository will be researching the subject, 

and he gives the thought provoking reason to be "the search for antecedents in a 

stable past by the inhabitants of an uncertain present(18)". That was written in 

1982 during the start of the 1980's/1990's recessions when nationwide insecurity 

was yet to reach the proportions of today. 

The Coventry City Record Office received 2067 visits in year 1988/89, compared to 
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only 342 visits to the searchroom when statistics were first kept in 1966/67, 

described by David Rirnrner as a healthy rate of increase(19). He explained that 

much growth came from genealogy and local history research while also 

highlighting use by students from Warwick University and Coventry Polytechnic 

(now itself a university). However, use for academic research by lecturers and 

overseas students from other United Kingdom universities had declined. The exact 

figure of use by people in all areas of education seems to be something of an 

uncertainty. Margaret Sanderson explains for the Scottish Record Office, 

education enquiries of all kinds rose steadily from 64 in 1986 to 122 in 1987 and 

147 in 1988(20). It is perhaps accurate to describe education as a growth area for 

archive use over the last decades of the 20th century, dependent of course on the 

content of individual collections. 

Nigel Yates devoted a paper to marketing the record office(21) and one feels user 

surveys must be important for detecting particular target areas. Chris Weir 

explained plans by the Nottingham Record Office to make more effective use of 

their archives by the public through encouraging greater awareness of the collection 

and its contents(22). Besides exhibitions, publications, etc, the office name was 

also changed from record office to archives office. No mention was made at the 

time of user study, but as related in 2.4.5, Nottingham has now undertaken a 

survey. 

One should not get too carried away by the apparent large increase in user numbers. 

Simon Fowler makes a nice comparison of record office visitors to those for the 

Tower of London(23). He says, although visitor numbers have considerably 

increased in recent years, quoting a 1990-91 figure of 310,300 visits to English or 

Welsh record offices and 155,000 alone to the Public Record Office, "mainly as a 

result o/the boom in/amily history", the total is under 15% of the 1990 figure of 

visitors to the Tower. Thus there is still plenty Of potential to reach people who 

normally would not consider visiting a record office. Fowler continues by 

describing marketing by Lincolnshire Record Office which increased public use of 

microfilm by 71.9%, talkl1ecture attendance by 158%, item repair/conservation by 

47% and the supply of photographic prints by 69%. These increases created 

"Significant income". 
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Completing this collection of brief references are some comments on local studies. 

This subj~ct spills over into many public libraries, dependent on the planning and 

layout of departments by any specific county council. Don Martin describes the 

impact and value local history has to libraries in Scotland and summarises that 

local studies librarians and departments have received increasing pressure of work 

with no sign that the trend will abate(24). He feels that cash must be made 

available for such work because to many libraries local studies collections are a 

"source of departmental prestige". 

This raises a problem sometimes apparent within the archival world where archive 

offices and libraries compete for material and, therefore, custom. Most county 

councils organise their record offices and libraries such that harmony between them 

is ensured, but it is believed this is not always the case. Previous county boundary 

movements also affected the picture by changing the destination of certain sources 

of archives so that the same types, but covering different timescales, might find 

their way to a variety of venues. This is a problem in Warwick and is discussed in 

section 5.2.4. 

For the user there is clearly increasing choice and quantity of material for study, as 

explained by Richard OIney when reporting on the British Records Association 

Annual Conference of 1989. He quotes from a lecture by Christopher Elrington:-

"The amount of primary material available for study in county 

record offices and elsewhere has greatly increased, the study of 

local history has become more profeSSional, the range of subjects of 

concern to the local historian has widened and shifted in 

emphasis(25)". 

2.3 Published U.S. Material 
This literature survey, and the project as a whole, is based on United Kingdom 

sources and subjects. However the shortage of published British user study 

material makes it desirable to examine a situation abroad and, consequently, six 

American references have been consulted. No statistics have been taken as their 

main topic of discussion is methodology; that is what archivists must do to ensure 
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archives get used and indeed to keep archive repositories and their own profession 

alive and fully active on behalf of the user. 

2.3.1 The Approach to Studying Users of Archives 

The examination begins with a work by RandaIl Jimerson defining the archivist's 

role and identity in society, the need to learn new skills and the importance of 

archives for users and their needs(26). Rapid changes in society have changed the 

profession and the Society of American Archivists (SAA) has produced a report, 

Planningfor the Archival Profession, to help future planning and decision making. 

Taking this document for reference, the article looks at the "business" of archives, 

new approaches and skills required, planning strategy, marketing and attitude. In 
• 

particular a new approach to awareness of user needs was analysed. 

Knowing who the users are, why and what is being studied, and how users 

approach records were raised as areas for examination. Users of all subjects should 

be consulted to learn how valuable their sources are to them and to help ensure 

funds are spent wisely. Problem areas such as archivists who prepare finding aids 

specifically for a scholar's approach to research, or altering the image of archives 

from heaps of papers covered in dust to sources of important and exciting 

information, were mentioned. To change such images needed a change in the way 

things were done; for instance archivists should be less humble and "translate their 

importance into more power" when fighting budgeting problems. 

A similar piece of work, again pushing the need to change attitudes and approach, 

was written by Bruce Dearstyne(27). He neatly puts together six stages where 

analysis and changes in approach are needed:-

1). Monitor and study research use; 

2). Interpret and report on that use's significance; 

3). Promote more use; 

4). Campaign for more support emphasising use levels; 

5). Work more in partnership with the research community, and 

6). Expand the reference service concept to the broader notion of 

a research or public service. 
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He outlines a need for such steps due to major weaknesses in American archive 

repositories and quotes, for example, large numbers of repositories (in some states 

over 40%) who do not count visitor numbers, while many more keep little 

information on the use of their collections so denying their chance to plan future 

policy or obtain more money. There are severe weaknesses in the way archivists 

serve their users and again they often seem happy just to handle what visitors they 

receive instead of working towards increasing numbers. Like the UK.., few archival 

institutions appeared to have made user studies at the time of writing. As 

described, some problems appear to be much worse than one would expect to find 

in the administration of archive collections in Britain, but the steps outlined for 

rectification stilI apply. 

Another author to examine archival practice and principles, and record use, is 

Lawrence Dowler, but here the author is a librarian who brings that profession's 

approach to the problem. He feels that a full research agenda is needed to study the 

uses and users of archives and this is described in his article(28). Many archivists 

have little information on the use of their collections, while one study actually 

found the heaviest use came from the staff themselves. There is growing interest in 

user studies, but many doubt their value and Dowler raises the concept of the value 

of records and their potential for use as one important aspect in user study. Also 

the changing nature of enquiries when a particular subject becomes popular can 

affect archive practice. An area for examination could be where information is 

held and in what form. There is an unconfirmed impression that users care little 

about this so long as they find what they are looking for, with printed sources 

considered to be as useful or more useful than archives themselves. 

Articles four and five were written by Paul Conway. The first again examines the 

approach to studying archive users, describing a framework for a programme of 

user study to address a problem he feels is caused by bad method and not lack of 

will(29). Archivists appear unsure exactly how to prepare a study that will be 

useful, so the author suggests the plentiful supply of literature detailing library user 

studies could be consulted for guidance (as the UK., see 2.2.1). The previous thirty 

years had seen over a thousand studies on library patrons throughout the United 

States. 
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A elementary definition was given for users as ''people who seek information in 

archival.'!!aterial". However, some users may never visit a repository, receiving 

information indirectly via such as film or radio, newspaper or as students in a 

lecture. Therefore the user definition becomes "all beneficiaries of historical 

information", and hence there are few non-users of archives. Although not stated, 

this means there must be a potentially huge 'market' for archives. Conway believes 

that visitors researching archives should be regularly questioned. 

2.3.2 The 1985 Census of Archival Institutions in America 

Conway's second paper described a major survey of archive collections in the 

United States(30). Resources, responsibilities and activities were examined in 

depth by a sixteen page questionnaire of which 1,253 were mailed out with 549 

repositories replying. As one would expect, the scale and diversity of institutions 

was vast, dwarfing that in the United Kingdom. To illustrate this, the figures for 

finance resource varied from $100 to $12 million and staff levels between I and 

156 people. 

Data on type, age and distribution of repository was quoted, plus financial, staffing, 

holdings and facility details (including safety). One large section covered research 

use and the same old conclusion was reached that archivists do not !mow the 

identity of their users. Neither do they count them. Supporting Dearstyne's 

statement in 2.3.1, only two out of three repositories could furnish even basic 

figures on numbers of visitors. No data has been included here for nothing was 

available on user research subject, peisonal details, etc; while the financial figures 

were in dollars and varied considerably. One interesting statistic to be developed 

was 'Intensity of Use', calculated by dividing total volume of holdings by total 

number of research visitors. This would show whether those repositories with 

larger volumes of holdings actually receive correspondingly higher levels of use. It 

was concluded that the 1985 questionnaire be assessed and the most useful 

information from it be recollected regularly in the future. 

Finally Roy Turnbaugh looked at a specific type of user when he examined 

genealogical use at the Illinois State Archives, one of the biggest research centres 

for the subject in Midwest America(31). His paper relates how the quantity of 
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genealogy users effected planning and the types of services supplied with many 

programmes prepared solely for the subject. 

In many archives genealogical research is held with little respect from archivists 

who feel it is low grade research, possibly because of the large numbers who study 

it. Fortunately, such "condescension toward nonscholarly users" has been reduced 

as their importance for securing budgets was realised. This has not been such a 

problem at Illinois where the State Archives is a 'pure' archives comprised solely 

of government records. A totally public, tax-supported repository, this institution 

has lacked such problellls of elitism and other archivists can learn from its 

approach, and the influence exerted by genealogical use on collection programmes 

and policy. A high volume of genealogical study can create enough funding for 

more complex and expensive projects which might not be financed alone .. 

The main problems in United States archives collection seem to mirror those in the 

D.K. On this evidence, little awareness of user interests plus the lack of enthusiasm 

in catering for genealogists seem to have been international problems. A further 

weakness in America, giving potential for real trouble, is the miserable effort by so 

many repositories in monitoring numbers of users, making future policy planning 

difficult to say the least. All articles suggest to varying degrees" the administration 

of archives in America does not reach standards achieved by the United Kingdom 

in most repositories and much space in American archive joumals has been devoted 

to material describing problems and how to address them. It might seem that some 

of the 'fixing' proposals do not apply to in the D.K. and one hopes that is correct, 

but if the current reductions in council cash supply continues, and standards for 

archive administration fall, this might change. 

2.4 Unpublished U.K. Surveys 
Maria . Venetsanou's dissertation, besides containing results of surveys at 

Leicestershire, Lincolnshire and Northamptonshire Record Offices as part of her 

project, also revealed the existence of surveys in other United Kingdom repositories 

where results were published in council reports only and not nationally. Reference 

was made to recent surveys at Derbyshire and Nottinghamshire Record Offices and 

e~rlier programmes at those repositories covered by her report. 
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In addition, infonnation supplied by the Warwick staff revealed another survey at 

Gloucestershire Record Office, so all these repositories were requested for their 

results to allow compilation of a set of statistics for reference. The most relevant 

data is collected together with the published Hampshire figures in Tables la and 

1 b. In addition a copy of the Hereford and Worcester County Archivist Annual 

Report which is examined in 2.4.4. Earlier survey results were not obtainable from 

Lincoln or Northampton, so only the. figures from Venetsanou's 1994 work could be 

inc\uded(32). Most importantly, after a long search, the results of a survey 

conducted at Warwickshire Record Office in 1991 were traced. 

Whereas published results were detailed throughout the text of section 2.2, the 

abundance of unpublished results was more easily presented in tabular fonn. Work 

from the last five years has perhaps killed the theory that user studies never take 

place in archive repositories. Insufficient evidence has be.en collected to declare if 

this increase in user study is nationwide, but if so, then a survey of surveys to 

compile a full national picture would surely be desirable. The material here will be 

used to provide comparative data to that from Warwick users in the survey 

conducted as the main body of this dissertation. 

Using questions included in the 1995 Warwickshire Record Office questionnaire, 

data for the following aspects has been extracted from these surveys when 

available:-

a). Percentage of users studying genealogy and other subjects; 

b). Types of archival material consulted; 

c). Details for users who do/do not visit other repositories; 

d). Number of first time users; 

e). Occupation of users, particularly if in education; 

f). Location of user's home and distance travelled; 

g). How the user learnt about the office; 

h). Degree of satisfaction of service received. 

Not every survey answered all points. Some infonnation was also available on user 

age and gender but not in a fonn easily fitted within the table layout, so this is 

discussed in 5.2.3. 
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As stated, these figures are given in Tables la and Ib; some having been calculated 

by the aut!Ior as they were not presented in convenient form. A few 1968 statistics 

from 2.2.3.1 add interest. Using the Chartered Institute of Public Finance and 

Accountancy (ClPFA) statistics(33), it has been possible to include some national 

figures to illustrate increases in visitor numbers and these are backed up with 

Warwickshire Record Office data on visitors and document production, all 

reproduced as Tables 2 and 3. The ClPFA publication listed 13 county record 

offices having visitor numbers greater than 10000 for 1994/5, whereas in 1968 

SeIjeant had found only two county offices received over 3000 visitors ("student 

visits") for the year, while 14 had under 1000(11). All tables can be found at the 

end of this chapter on pages 30 to 33. Brief descriptions of the background to each 

unpublished survey are given below. 

2.4.1 Leicestershire, Lincolnshire and Northamptonshire Surveys 

The 1994 surveys formed the project work behind a Loughborough University post· 

graduate thesis, all undertaken by Maria Venetsanou(32) in collaboration with 

office staff. The respective reply totals were 40, 54 and 45 questionnaires. As 

explained earlier, each record office had previously conducted surveys of its own, 

but only the results for Leicester's 1991 and 1993 projects could be obtained, in the 

Newsletter of the Friends of the Leicestershire Record Office(34). The latter 

appeared to be the most comprehensive undertaken by a record repository to date. 

The 1991 survey was conducted within preparations for opening new premises so 

that changes in practice and other improvements could be made. Between 

September and December 1993 the follow-up survey was performed to assess 

results from these changes. There were 150 completed questionnaires and 

afterwards the Leicestershire archivists felt they had a "reasonably clear 'profile'" 

of their customers, their interests, needs and desires, which would be an important 

tool in planning future services. The new premises clearly affected user residence 

statistics as a big increase in visits from Leicestershire inhabitants was recorded in 

1993. 

2.4.2 1994 Derbyshire Record Office Survey 

This was the latest in what has become a regular annual survey, in this case 
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undertaken over an 8 week period during July and August 1994. The questionnaire 

contained 9 questions plus the opportunity for users to make their own comments. 

No figure for reply numbers was given in the final report which was submitted to 

the County Council(35). User views were considered to be most valuable for 

preparing the office's Annual Service Plans, whilst the data was of great help in 

connection with a new Quality Service Programme about to be introduced. The 

high percentage of first time users (43%) was felt to be due to the peak holiday 

season. 

2.4.3 1987 Gloucestershire Record Office Survey 

211 questionnaires were completed by users in July 1987 for the purpose of finding 

how far the services provided by the Record Office met their needs. These 

highlighted areas where improvements could be made and enabled the County 

Archivist to make future plans "from a more informed standpoint"(36). Text from 

the report gave few actual figures and devoted most space to aspects specific to the 

Gloucester office, such as opening hours and extra facilities: The results were 

reported to the Recreation and Leisure Committee. 

2.4.4 Hereford and Worcester County Archivist Report: 1992-93 and 1993-94 

The 1974 boundary changes combined these counties with the result that the 

County Council was responsible for three record repositories; two in Worcester and 

one in Hereford. This document, prepared as a County Council Report, only gave 

details for user numbers, document issues and enquiry details(37). No user survey 

involving questionnaires had been performed. However figures were listed for 

1991 to 1993 for all aspects; and for enquiries only, back to 1987 (with 197617 

included for comparison). The summery observed an apparent levelling off and 

possible drop in genealogy visitors at Worcester, and perhaps at Hereford as well, a 

phenomenon quoted as also having been recently observed by Birmingham 

Reference Library. 

2.4.5 Nottinghamshire Archives Cnstomer Care Questionnaire 

A twenty question document was issued to all readers during October 1993, and 

179 were returned completed. The final report was prepared as an internal 

reference document and was felt to represent a reasonable cross section of 
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opinion(38). Seasonal variations however, were not reflected in these results with 

the archivist stating that most academic readers visit in the summer, and most 

school/college readers arrive in March, April or September. The percentage of 

regular visitors (53%) represented those making one or more visits per month, a 

method of grading not used elsewhere. 

2.4.6 1991 Warwickshire Record Office Survey 

The survey was conducted over three weeks in April 1991, following a 5% random 

sample of reader registration cards for 1990 (totalling 190). 198 completed 

questionnaires were returned. Recent reassessment of the study by the Warwick 

office designated it a 'snapshot' survey which probably failed to represent an 

annual spread of interest. Seven questions were included and the results produced. 

as a County Council report for the Information and Arts committee(39). It was 

observed that in April university students would be underrepresented, whilst the 

continuous survey might overemphasise regular user numbers. A problem caused 

by readers ticking more than one subject category set the analysis down to a basic 

level only, so for differences between survey and registration data it was assumed 

the latter was more accurate. In Table 1 b, the figure for visitors living outside 

Warwickshire (54%) has a second bracketed number oDO, as 24% of users lived in 

former parts of the county such as Birmingham, Coventry and Solihull. Thus the 

30% statistic represents those living 'beyond all boundaries' of Warwickshire. The 

equivalent reader card survey gave 48 and 22% respectively. 

At the time (as now) the County Council was suffering financial difficulties and 

planned budget restrictions were expected to reduce the standard of service 

supplied by the office. This was undesirable, particularly as the Royal Commission 

of Historical Manuscripts had recently published its Standard for Record 

RepOSitories which was officially adopted by the Information and Arts Committee 

in January 1991. The survey was raised to assist consideration of some of these 

issues as a possible introduction of admission charges was likely, although 

eventually rejected by the committee. The survey results were never fully analysed 

through pressure of other work. 

This was the last occasion when the subject of charging was raised at Warwick 
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until a similar situation today necessitated the user survey which forms the main 

subject of this dissertation. 

2.5 General Conclusions from the Literature Survey 
Summing up after this search for literary material studying archive users, the 

following conclusions have been drawn:-

i). Unlike libraries, no published literature existed assessing users of archive 

repositories in the UK prior to the 1990' s. It seems very little work had been done 

on the subject. 

ii). At that time only a few surveys examining repositories themselves had been 

carried out. 

iii). Since 1990 user surveys appear to have increased in number; a judgment based 

on information acquired from selected record offices who have adopted this 

system. However as only one had been reported in published literature, it cannot be 

stated whether the trend is nationwide. 

iv). Examination of American literature shows a similar situation to Britain with 

knowledge about users growing in value. The variety of repositories in the U.S. is 

much greater, but overall the quality of organisation and administration appears 

poorer in some areas. 
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TABLE la. Combined Results from Previous Surveys 

lIants Leicester Lincoln Northant! Derby Gloucs Notts Warks Approx. 
1991 1991+ 1993+ 1994* 1994* 1994* 1994 1987 1993 1991 Average 

1). User Subject % 
Genealogy 63 58.4 61.2 70 54 69 61 65 72 63.7** 
Local History 25 8.4 11.2 8 20 20 24 20 17.1 
Education/lob 23 8 9 11 12.5 IO 27 14.4** 

2). Material Use % 
Original Does. 33.3 33.3 
Printed Works 30 30 
Microfilm/fiche 62 62 
Maps 8 8 
Photographs 10 IO 

3). Visit Rate % 
Regular 30 36 38.4 48 50 38 53 40 41.7 
Occasional 39 37 35.6 40 41 40 32 28 36.6 
First Time 31 27 26 13 9 22 43 32 15 31 24.9 

4).Usel' Occupation% 
Employed 41 39.9 40.5 
Education 6 11.5 9 9 18 13 11.1 
Retired 30 34.8 32.4 

+ 1991 sUlvey undertaken at old premises; 1993 at new premises. 
* Results from small sample - between 40 and 54 users only. 
**The 1968 County Record Office Survey showed 23.5% for genealogy; c50% for education. 



TABLE lb. Combined Results from Previous Surveys (Continued) 

Hants I"eicester Lincoln Northant5 Derby Gloucs Notts Warks Approx. 
1991 1991+ 1993+ 1994* 1994* 1994* 1994 1987 1993 1991 Average 

5).User Residence % 
Within County 61 34.8 50.3 72.5 69 60 73 41 57.7** 
Outside County 34 35.2 26.2 17.5 26 38 23 54 (30++) 31.7** 
Overseas 5 7.5 4 4 4 4.9 

6). How User learnt about the Office % 
PublicitylPublieations 7.5 7.5 
Word of Mouth 24.6 20 23 22.5 
LibrariesIMuseums/Other RO's 23 30.8 28 27.3 
Societies 14.8 20.8 11 8 

7). SlItisfaction with Service Received % 
Good 84 e80.5 64 87 79 93 80+ 84 e81.4 
Fair 18.5 12 3.5 13 7 13 11.2 
Poor 3 0.5 3 2.2 

8). SlItisfaction with Finding Aids/Catalogues/Equipment % 
Good 42.6 66 72 64.5 73.5 63.7 
Fair 50 19 8.5 20 22.5 24 
Poor 4 2 3.5 4 3.4 

+ 1991 survey undertaken at old premises; 1993 at new premises. 
* Results from small sample - between 40 and 54 users only. 
**The 1968 County Record Office Survey showed 76% within county; 24% outside. 
++Bracketed figure indicates users living outside Historic Warks. (i.e. prior to 1974 boundary changes). 
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TABLE 2. Visitor Numbers for Selected Record Offices 
(from CIPFA statistics and local office data) 

Annual Number of Visitors 
Hereford and 

Date Gloucester Worcester * Warwickshire 

1991 - 1992 ? 14898 8066 

1992 - 1993 8600 16401 c8150 

1993 - 1994 8669** 17034 8205 

1994 - 1995 8906 17096 8633 

* Combined total for three record offices under the county council. 

** The office was closed between October and December 1993. 
Actual visitor number was 7224; the number quoted is extrapolated. 
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TA:BLE 3. Visitor Numbers and Document Production 
for Warwickshire Record Office 

Date Visitor Number Document Prod'n VisitorlDoc. Ratio 

1976* 5276 

1977* 6620 

1978* 7601 

1979* 8749 

1980 4489 11895 2.65 

1981 4967 14820 2.98 

1982 4979 16323 3.28 

1983 5428 19436 3.58 

1984 6161 21736 3.53 

1985 6542 21455 3.28 

1986 7057 20776 2.94 

1987 7442 21400 2.88 

1988 7454 20621 2.77 

1989 7127 18937 2.66 

1990 8075 22626 2.80 

1991 8066 21623 2.68 

1992 c8150 23278 c2.86 

1993 8205 24819 3.02 

1994 8633 29887 3.46 

·Until1980 signing the visitors book was not compulsory so 
accurate figures are not available 
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CHAPTER THREE 

Project Methodology 

3.1 Aim and Scope of the Programme 
Archivists have in the past rarely approached their task from the point of view of 

the user; the archives themselves have been of most concern. Changes of climate 

brought about by reductions in finance has forced this deeply ingrained attitude to 

change. Surveying users has only recently become a tool to help repositories better 

utilise accessible finance and give more ammunition to compete for extra money. 

Lack of background information makes such objectives more difficult. The author 

was asked by the Warwickshire County Archivist to conduct a survey of users to 

help planning as he expected cash problems for the foreseeable future. The survey 

is the main focus of this project. 

The record office forms part of a complete council department, together with the 

Warwickshire Museum and a substantial county-wide Library. The proportion of 

departmental budget taken by the office is very small (approximately 4%), but this 

makes no difference to council proposals for keeping budget allocations at the same 

level. The budget figure cannot be disclosed as the figures are not yet public, but 

the County Archivist has major problems in future with organising the same level 

of service without a fall in standards. The County Record Office still has to take 

any cuts alongside other larger departments, some of whom might have rather more 

room for manoeuvre. 
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Warwickshire Record Office is situated in Priory Park, off Cape Road, in Warwick 

and the seEVice it offers in most respects is typical for a county repository. Besides 

acquiring, preserving and cataloguing records and archives to make them available to 

the public, the services include collecting photographs, maps and all printed works 

related to the county of Warwickshire; preparing finding aids and indexes; acquisition 

of census and parish records on microfilm for genealogy research; repair and 

conservation of material; producing photographic prints and photocopies to order; 

answering letter and telephone enquiries, plus the administration required to do these 

tasks and attend to the increasing number of visitors. Exhibitions, lectures and 

publications also take up considerable time and all of this has to be paid for. 

Reduced cash means certain areas must receive priority and a survey will hopefully 

give clues to the most important. 

3.2 Method of Data Collection 
3.2.1 Questionnaire 

The questionnaire was chosen as the easiest way in which to collect the required 

information. Realistically, this is the most comfortable and logical method as the 

question answering takes care of itself while staff (and the author's) time is saved. 

When work began the unpublished references detailed in chapter 2 had not been 

acquired (see sections 2.4 and 3.3.4), indeed the literature survey had not been 

started. Hence planning the data collection had to begin from scratch. Quick 

preparation of the questionnaire paid off, allowing it to be in use for a period of ten 

working weeks, from 27th March to 2nd June 1995, generating a very large response 

of 392 completed or partially completed questionnaires, from 564 given to visitors. 

The author believes this is one of the largest, and hence one of the most accurate, 

surveys of users ever to have been undertaken by a record office. Those referenced 

in the literature survey were all smaller. 

The questionnaire is reproduced as Appendix 1. Great care was taken over its design 

as making it too long might reduce response numbers (people normally dislike such 

things); too short and the information gathered would be insufficient to draw accurate 

conclusions. Split into four parts, the questionnaire examined user research subject, 

use of other offices, their thoughts on services supplied and finally personal details. 
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A questionnaire was handed .to each new visitor on arrival and their answers were 

to be in complete confidence with no bias. Most questions could be answered 

immediately, but some parts, especially regarding user satisfaction, needed to wait 

until the visitor was ready to depart. Respondents were asked to return the 

questionnaire on leaving the office. The early decision was taken to use the 'tick

box' system to assist quick completion. Only three part questions needed written 

answers, even then only requiring just a few words or names. 

A section was left for comments and observations and a small leaflet was inserted 

in the questionnaire explaining the current situation, which in edited form read as 

follows:-

"In view of the financial difficulties facing all County Council 

services, including those of the Record Office, the Information 

and Arts Committee have asked the County Archivist to 

consider whether a charge might be made for admission to the 

reading room. You may therefore wish to use the comments 

section of the questionnaire to express your view, or, you may 

write directly to the County Archivist at Warwick. " 

A Committee meeting was scheduled to which the County Archivist was to submit 

a report on this subject and the leaflet explained that the views expressed, and those 

gained from other forms of consultation would be represented in that report. 

There was a degree of inconsistency in completeness of 'completed' questionnaires 

as a few had sections left unanswered (usually personal details), suggesting that 

some visitors only completed those parts of interest to them, or that they were short 

of time. It is impossible to deal with this, so when analysing answers to produce 

statistical data, the calculated percentage came from answers received, not the total 

number of questionnaires. The ten week period included the school/college Easter 

and Whitsun holidays and half of the summer term so that some degree of variation 

in visitor availability and subject was included. Accounting for all seasonal 

variations of course would need a survey operating over twelve months. 
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3.2.2 Support Survey of Reader Records 

To suppo~ the questionnaire, a sample of reader tickets, and documents produced 

under those ticket numbers, was analysed. Each office visitor is issued with a 

reader's ticket (standard practice in most record repositories) with a registration 

card compiled for office records (the latter is reproduced as Appendix 2). Besides 

giving information on visitors, the card performs the important function of helping 

security. 

Details for document production are kept under ticket/registration number so that 

users of any missing records can be traced. Any document produced from the 

storeroom requires filling in by the reader of the small request form shown in 

Appendix 3. The records generated by this system are filed in two ways; firstly 

under reader ticket number so that readers can be matched to documents, whilst a 

second copy goes under document reference number. This means that the most 

popular material can be determined and readers who have used a specific document 

can be identified. To date very little of this material is retained by the office on 

computer, so any use for this project could only be in basic form. Computer use 

with such records is set to increase considerably over the next few months. 

A selection of 100 registration cards, taken across the full alphabet, were drawn at 

random. Information extracted comprised Reader Ticket Number, Number of visits 

to the office over the period 3rd February 1994 to 30th March 1995, plus distance 

travelled to get to Warwick by calculation from home address. Figures on whether 

the reader lived in Warwickshire, historical Warwickshire (i.e. the old county 

boundaries) or outside the county were compiled. Using the document production 

slips it was possible to make notes regarding the reader's choice of original 

documents. No information was recorded concerning use of microfilm/fiche within 

these records. 

These figures give additional information to the questionnaire results on how often 

people visit (revealing patterns for recurrent users), distance travelled, if documents 

were produced and the types of documents examined. One should hopefully be 

able to see if similar patterns to the questionnaire result. The reader registration 

cards are weeded out every six months to remove those where no visit has occurred 
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in two years and, therefore, the 100 card sample referred to current readers only. 

3.3 Literature Survey 
Once the questionnaire was in place and 'running', attention turned to the literature 

survey described in Chapter 2. As discussed already, the feeling was that few user 

surveys had been performed by record offices and where they had, even fewer had 

published re~ults. The search intended to find if this Was true, to obtain copies of 

relevant and important material, and then to describe the contents of each. Initially 

the search was conducted on UK. material only, but eventually some half dozen 

American pieces were included (section 2.3) for comparison and interest. 

The search for published material was undertaken in the Pilkington Library at 

Loughborough, which holds all the references in Chapter 2 excepting five pieces 

from The American Archivist which were obtained via inter-library loan. The lack 

of published UK. articles was offset by inserting references to a library survey 

(highlighting the large number of user studies made in that field) and a museum 

library survey (2.2.1 and 2.2.2). 

3.3.1 Searching using LISA 

The Library and Information Science Abstracts (LISA) are published monthly by 

Bowker-Saur Ltd, as part of Reed Reference Services, based at East Grinstead, East 

Sussex. The January 1994 edition of the Gale Directory of Databases describes 

LISA as an International bibliographic index of "approximately 130,000 citations, 

with abstracts; to'the worldwide journal and report literature and other selected 

documents in the areas of library and information science"( 1). It covers all aspects 

of librarianship, library services, use of libraries and their materials, administration, 

etc; and includes archives and related subjects. LISA is available as hard copy or 

online. 

The Pilkington Library holds hard copy back to 1969 when LISA was first 

introduced, and every issue was examined for suitable references through the 

period January 1969 to May 1995. EveryLISA reference is numbered and indexed 

. under several subject groups. From this index the following categories were 

checked for suitable texts:- Archives; End Users; Evaluation (Users only); 
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Infonnation Seeking Behaviour;. Local History; Museums; Promotion; Public 

Relations;_ Questionnaires; Readers; Surveys (Archives, Users and UK. only); 

Theses; Users; User Surveys and finally UK. and USA. (Archives, Users and User 

Studies only). It was felt all suitable published material would be traced from these 

headings. No categories exist in the USA index for Record Offices, Record 

Repositories or Repositories. Those under Records always relate to sound discs or 

gramophone records. All references were then traced in the library's shelves, read 

and extraction notes taken for the survey text. 

3.3.2 Searching using OCLC 

On completion of the USA search, attention turned to the onIine source OCLC or 

Online Computer Library Center from Dublin, Ohio, USA. The Gale Directory 

states this "contains foil bibliographic descriptions and cataloguing information 

for more than 28 million books, serials, manuscripts, sound record~, audiovisual 

materials, maps, music scores, and computer readable files published worldwide ... 

on all subjects "(2). Searches were made using the following tenn combinations:

Archives or Archivists and Borrowers; Archives! Archivists and Patrons; 

Archives!Archivists and Users; and Surveys and Users. References produced were 

almost always American and the most useful had already been traced using USA. 

3.3.3 Other Published Sources 

With the above searches complete, several more archives sources were examined 

for material including all available issues of several journals. This was an 

important step because, although any complete article should already be traced, 

other articles and books might contain brief comments or a paragraph with usable 

data. Much of section 2.2.3.5 was found here. The sources examined are listed 

below. 

i). 10urnals:-

a). Archives - The Journal of the British Records Association (for 1969 to 1995). 

b). Archivum - The International Review on Archives, published by the 

International Council on Archives (1969-1995). 

c). Janus - The Journal of the International Council on Archives (1985-1995). 

d). The Journal of the Society of Archivists (1970-1995). 
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ii). Books:-

All available published books and pamphlets were checked for suitable text. This 

included published works on Archives and User Surveys, plus some Librarianship 

books with archives content. The latter included the five-yearly reports on British 

Librarianship and Information Work which have appeared between 1965 and 1990. 

iii). Dissertations and Theses 

The files of previous student research projects were combed for relevant material 

and one in particular, a Master of Arts dissertation by Maria Venetsanou produced 

at Loughborough in 1994(3), was of great importance, particularly for references of 

other user surveys. 

All published sources selected for appraisal in Chapter 2 had their own reference 

citations checked for further sources. Published British material is examined in 

section 2.2. The literature survey extends back to the late 1960's for any studies 

undertaken since then should still have some relevance today. Unlike public 

libraries, which are likely to change much of their collection over perhaps a ten to 

fifteen year period, archives held in most record repositories in 1968 should still be 

there. If not then the repository has quite possibly disappeared as well. A change 

in archive services only usually comes about with a change in research trends, such 

as the increase in popularity offamily history. 

3.3.4 Unpublished Work 

Venetsanou's 1994 dissertation confirmed that user studies had been carried out by 

some record offices in recent years without their results being published nationally, 

the author having realised this might be the case while working at Warwick when 

attention was drawn to work done at the nearby offices of Gloucestershire and 

Worcestershire. These repositories, plus several more cited by Venetsanou, were 

contacted and asked if they could make their results available. Fortunately all were 

. very amenable and duly supplied the required data, described in section 2.4. Both 

published and unpublished text had usable statistics extracted to compare with the 

Warwickshire situation, which are presented in Tables la., Ib and 2. 

Comparison of data between any record offices must take into account regional 
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variations, but the nice aspect here was that apart from the Hampshire office, all 

figures c3!Ile from counties neighbouring or near to Warwickshire. All contain 

villages, larger towns or cities and some industry, so hopefully regional variations 

will be minimal to allow good comparison. This is fortunate as any surveys 

conducted perhaps in a mid-Wales repository would have been of limited use 

through differences in countryside, population, etc. 

3.4 Analysis of Returned Questionnaires 
The 392 completed questionnaires were examined 'by hand', that is to say without 

the use of a computer, as it was felt that statistics programmes would not be 

helpful. Answers to specific questions were added together so that accurate 

percentages for such aspects as users studying family history, those who live 

outside the county, etc, could be calculated. In addition other relationships were 

assessed combining subject studied and the material used by a visitor, the 

correlation between user age and study subject, and also distance travelled and 

subject studied. 

3.5 Presentation and Discussion of Results 
Quantitative results are reported in Chapter 4, numerically as Tables 4 to 14 and 

graphically as Figures 1 to 10. They include results from the questionnaires and 

reader ticket survey while figures extracted from the litemture are compared in the 

text helping to show if the situation in Warwickshire is similar with other offices. 

Chapter 5 discusses the results in detail, with conclusions listed in Chapter 6. 
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CHAPTER FOUR 

Questionnaire Analysis 

and Survey Results 

4.1 Analysis of Questionnaires 
Of 564 questionnaires handed out to visitors during the ten week survey period, 392 

were handed in complete to give a 69.5% rate of return. During the period 

concerned a grand total of 1546 visitors used the reading room, including repeat 

visits, signifying that 25.3% of the attendance was questioned. As the latest annual 

visit total was 8633, this also represents about a 4.5% sample for the year. 

4.1.1 Visitor Research Subject/Ratio of Document Use (Tables 4-61 Figs. 1-3) 

. The scores for percentage visitors to specific research subject are in Table 4 and 

Figure 1. At 58.9%, the figure for genealogy falls just 4.8% below the 'national' 

average calculated in Table la, while that for local history is much higher by 11.7% 

('national' being an all-embracing term for the literature survey results). However, 

many people studied both subjects and house history and there has to be overlap 

due to the very nature of the research methods and the sources used. Hence, 

although figures for family history are a percentage of the total visitor numbers, as 

is that for local history, some visitors 'score' in both. One cannot determine if the 

same applies to the Table 1 results. 
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All categories with an education content, either teaching or study, when combined 

together wjth business enquiries give a total figure of 21.7%, a 7.3% increase over 

Table la. It would be wrong to attach too much significance to figures when 

comparing them to literature survey data because a full national survey might show 

considerable regional variation, but they do make interesting reading. 

Table 5 and Figure 2 furnish details for use ratio of Warwickshire Record Office 

archival material. From Table la, the use of original documents and maps at 

Warwick appears to be far in excess of other repositories, whereas printed work and 

photograph figures are similar. It is not possible to make the same comparison for 

use of microfilm and microfiche, as this survey breaks that collection into five 

categories, but clearly they are heavily utilised. Again the situation exists where 

visitors use more than one source, with genealogists regularly using parish registers, 

the census and the International Genealogical Index in a single visit. 

Table 6 and Figure 3 highlight this, showing that microfilmed records were used by 

84.8% of those visitors studying genealogy. The table describes types of material 

used for what are felt to be the four main areas of research, Family, House and Local 

History, and Education. Percentages relate to total users studying a specific subject 

and using a certain type of source and again there is overlap as many use more than 

one type of archive. All of the above are discussed in 5.2.1. 

4.1.2 Regular Visiting/Visiting other Repositories/Occupation(Table7IFigure 4) 

The table gives details for users Visiting Warwick more than once plus visits to other 

archive repositories, with those in the most immediate vicinity to Warwick· 

individually identified. First time user total at 36.5% shows a rise of 11.6% over the 

calculated 'national' average (24.9%). User occupation was not studied closely except 

when involving education, and even then involvement either as a student or a teacher 

was not clarified. Table 7 has figures for those in full or part time education as a 

percentage of the total, but a few questionnaires had this section uncompleted, so it is 

possible true figures are slightly higher. The table also gives a breakdown for who 

visited alone or in company with someone else. Discussion is made in 5.2.2. 

44 



Results 

4.1.3 User Gender/Age Statistics (Tables 8 & 9IFigures 5 & 6) 

The next part moves on to gender, age and subject studied. The initial statistics of 

52.9% male users and 47.1 % female is a little closer to an even distribution than in 

Leicestershire who was the only office to offer such information (55.4 and 44.6% 

respectively). It is difficult to relate age distribution figures to those in the 

literature, but they both show that the older generations comprise by far the great 

majority of users. The reasons for this are analysed in the discussion chapter under 

section 5.2.3. A correlation between age and study subject does not appear to have 

been examined elsewhere, but the large quantity of completed questiormaires in the 

Warwickshire survey allowed this to be made in detail for genealogy, house and 

local history, and education projects, figures for which are included in Table 9. 

4.1.4 Place of ResidencelDistance Visitors Travel (Tables 10 & 11/ Figs. 7 & 8) 

A total of 42.7% of visitors live within Warwickshire itself, a figure 15% below the 

. 'national' score in Table Ib, although a further 23.8% live inside the old county 

boundaries. Boundary movements in 1974 lost the county several parishes 

including parts of Coventry, with a consequent huge loss of residents. No doubt 

other counties received similar treatment, but those reported in the literature survey 

were not affected to such a degree. A breakdown of study subject to distance 

travelled does not appear to have been explored in previous surveys, but once again 

respondent numbers are large enough for analysis to be made. Family history 

seems to be evenly distributed between those who live close and those who travel 

long distance. If one adds the 11-20 and 21-40 mile totals together, the results for 

genealogy are:- Under 10 miles = 34.9%, 11-40 miles = 33.5% and over 40 miles = 

31.6%; a very even distribution. It must be remembered that students of family 

history living between 11 and 40 miles away will quite probably have another 

source of information, such as the Coventry City Record Office, nearer to them. 

What is clear is that a high percentage of visitors are prepared to travel large 

distances to do research. A total of twelve overseas visitors completed 

questionnaires during the survey and· all were researching family history. This 

section is covered by Table 11 and Figure 8. Reader totals differ between Tables 9 

and 11 mainly because of incomplete questiormaires. Discussion takes place in 

5.2.4. 
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4.1.5 Prior Knowledge of the OfficelMethods of Contact (Table 121 Figure 9) 

Methods by which users learnt about the office and how these compare to the 

literature survey results are detailed, also including methods of contact with the office 

by visitors prior to their arrival. Some visitors answered more than one item. See 

5.2.5 for discussion. 

4.1.6 Satisfaction IndexlIntroduction of Charges (Table 131 Figure 10) 

The degree of satisfaction felt by users is described in Table 13 and approaches the 

subject from the viewpoint of satisfaction with staff performance and quick 

production of documents, and with the guides, catalogues and indexes designed to 

help the user. Once again comparison is made to the 'national' situation in Table lb 

and discussed in 5.2.6. The blank section left in the questionnaire for comments 

realised a wide variety of observations and feelings. 72 contained reference to the . 

subject of charges where 40 said that they had no objection, whilst 32 were against 

such a move. The results omitted those visitors who wrote a separate letter on the 

subject. This part of the survey receives discussion in 5.2.6 and 5.2.8. 

4.2 Survey of Reader Registration Cards 
Data from the backup survey using reader registration cards is presented in Table 14 

and discussed in 5.2.7. One hundred tickets were selected drawing surnames from 

across the whole alphabet. Original document use was only 2% lower than the main 

survey, whereas maps and photographs showed a big reduction of 15.7 and 6% 

respectively, but not all the data recorded on the cards may define the latter because 

printed works were never mentioned, so these results might be artificially low. No 

details were available either for microfilm use. 

The total number of visits by the 100 readers for the fourteen month period was 231, 

giving an average per reader of 2.31 visits which, when recalculated, comes to an 

annual visit rate of 1.98. For the sake of convenience this will be recorded as 2. 

With place of residence, there was little difference for those living in Warwickshire, 

but those inside the old boundaries showed a fall of7.8% whilst an extra 6.5% lived 

outside the county. 
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Subject 
Family History 
House History 
Local History 

TABLE 4. Visitor Study Subject 
Percentage of Users Studying a Specific Subject 

School/College Project 
Under-Graduate Research 
Post-Grad.l Academic Research 
Teaching Project 
BusinessILocal Government Enquiry 
Inspecting Own Records 
ArticlelBook Writing 
Other 

FIGURE 1. Bar Chart for % Study Subject 

FH HH LH SC UG PG TP LG OR AB 0 

Results 

% 
58.9 
9.7 

28.8 
4.1 
4.6 
7.4 
1.5 
4.1 
2.3 
0.3 
7.1 
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TABLE 5. Materials UsedlRatio of Use 

Type of Archive 

Original Documents 
Printed Works 

Maps 
Photographs 
Original Newspapers 
Microfilm of:-
Parish Registers 
Non-Conformist Registers 
Census 
International Genealogical Index (I.G.!.) 
Newspapers 

% Users who consulted 
43.0 

30.7 

24.7 

10.0 

10.5 

49.9 
5.5 

34.6 
26.8 

6.6 

FIGURE 2. Bar Chart for Material Use Ratio 

OD PW Mp Ph ON PR CR Cn IG Nw 
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Results 

TABLE 6. Relationship between Study Subject and Material Used 

Material Consulted % 
Subject Qty. Readers Orig. Does Pub. Wks Maps Photos Mierofm 
Family History 231 31.6 26.0 12.6 6.5 84.8 
House History 38 47.4 26.3 63.2 23.7 47.4 
Local History 113 52.2 37.2 31.0 15.0 38.1 
Educ'n Project 69 55.1 58.0 31.9 7.2 29.0 

FIGURE 3. Bar Chart for SubjectiMaterial Use 
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TABLE 7. Visiting Habits for Previous 12 Months I 

Readers in Education I Visitor Accompanied or Alone 

i). Repositories Visited 
Warwickshire Record Office only 
Coventry City Record Office 
Shakespeare Birthplace Trust 
Birmingham City Archives 
Mormon Family History Centre 
NuneatonlRugby Library Parish Registers 
Other Record Repositories 
First-Time Visit to Warwickshire RO. 

ii). Full-Time Education (Including Teaching) 
Part-Time Education 

Hi). Visitors Accompanied or Alone 
Alone 
With ParentlChildlRelationlSpouselFriend 
Work Colleague 
School/CoIlegelUniversity Colleague 

FIGURE 4. Bar Chart for Repository Visits 
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Results 

% 
15.7 
23.8 
22.0 
37.2 
28.0 

6.8 
42.8 
36.5 

11.2 
9.7 

60.7 
34.6 
3.1 
1.6 
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TABLE 8. User Gender I Age Combination 

Female Visitors = 47.1% of Total; Male Visitors = 52.9% 

% of Female 
% of Male 
%ofTotal 

<21 
3.3 
1.5 
2.4 

21-40 
22.8 
23.3 
23.0 

41-60 
45.6 
35.6 

. 40.3 

FIGURE 5. Bar Chart for Age Range (yrs) 

<21 21-40 41-60 >60 

• % of Female 

• % of Male 

tiJ % of Total 

Results 

>60 
28.3 
39.6 
34.3 
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Results 

TABLE 9. Study Subject I Age Combination 

Age (yrs) <21 21-40 41-60 >60 (Qty Readers) 
Family History 0.9 15.8 44.8 38.5 221 
House History 5.4 10.8 51.4 32.4 37 
Local History 1.7 14.0 43.9 40.4 114 
Education Project 7.7 53.8 27.7 10.8 65 

FIGURE 6. Bar Chart for Study SUbject I Age 
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Results 

TABLE 10. Location of Visitor's Home I Distance Travelled 

a). Home Location 
Within Warwickshire 
Outside Warks; but Inside Former County Boundaries 
Outside Warwickshire; Past and Present 
Overseas 

b). Distance Travelled (miles) 
0-10 
11 -20 
21-40 
40+ 

% 
42.7 
23.8 
30.3 

3.2 

43.7 
19.6 
13.3 
23.4 

FIGURES 7a & b. Bar Charts for Visitor Home I Travel % 
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Results 

TABLE 11. Study Subject I Distance Travelled 

Miles Travelled <10 11-20 21-40 >40 (Qty Readers) 
Family History 34.9 19.5 14.0 31.6 215 
House History 69.5 22.2 0 8.3 36 
Local History 53.6 20.9 7.3 18.2 110 
Education Project 50.8 15.9 14.3 19.0 63 

FIGURE 8. Bar Chart for Study Subject I Travel Distance 
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Results 

TABLE 12. Knowledge of Warwickshire Record Office 
(How the Visitor learnt about the Office) 

Source 
Newspaper 
Phone Book 
Office Publicity 
Other Publications 
Word of Mouth 
Other LibrarylMuseumlRec.Off./SchoollUni.lInfo. Centre 
LectureslExhibitionslOther 

49.0% of visitors contacted the office prior to their anival by telephone, 
5.5% contacted by letter with a small number using both. 

FIGURE 9. Bar Chart for Knowlede:e about Office 
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43.6 
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16.8 
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Results 

TABLE 13. Satisfaction Index 

Aspect 
StaffPerfonnance / Document Prod'n Speed 
Guides and Signs in Reading Room 
Document Catalogues and Indexes 

Degree of Satisfaction % 
Good Average Poor 
93.7 6.0 0.3 
83.4 15.6 1.0 
86.4 12.8 0.8 

FIGURE 10. Bar Chart of Satisfaction 
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Results 

TABLE 14. Reader Registration Card Backup Survey 
(100 Card Survey /14 month period) 

i). Document Use 
Original Documents 
Printed Works 
Maps 
Photographs 
Microfilm/fiche 

ii). Number of Visits undertaken within period 
1 - 2 
3-4 
5-6 
7-8 
9+ 
The average number of visits over the 14 month period was 2.31. 
This gives a figure of 1.98 per year (= 2). 

iii). Home Location 
Within Warwickshire 
Outside Warks; but Inside Former County Boundaries 
Outside Warks; Past and Present (ine!. Overseas) 

% 
41 

No Record 
9 
4 

No Record 

Readers 
74 
17 
4 
2 
3 

% 
44 
16 
40 
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CHAPTER FIVE 

Survey Discussion 

5.1 Points Raised in the Literature Survey 
5.1.1 The Need for Surveys 

Published literature repeatedly reported that little had ever been done to examine 

user habits and practices. No user surveys had been published prior to the 1990's 

and the author traced only one unpublished survey, undertaken in 1987. One 

reason for so few surveys is that in some respects, archivists have distinguished in 

their minds the 'traditional' user (usually an academic) and the 'new' user (family 

history) where the latter was culturally quite different and much less well regarded. 

A few customer surveys are now being conducted but most results are still 

unpublished nationally. 

The increase in genealogical study since the 1960's is considerable. Had this 

increase been in academic research, archivists might well have looked at this 

situation more closely. But most growth has been in this new and slightly alien 

usership and there has been less impetus to understand it. Consequently the change 

has been ignored until now when record offices have finally acknowledged they 

must examine these circumstances in more depth. 

Recent articles did highlight this increasing use of record repositories by the 

public. Peter Evans, when reviewing a number of annual repository reports, 
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observed that a common theme throughout was the continual increase in visitor 

numbers(l). Similar statements were often supported by data, the most graphic 

perhaps from John Cantwell relating to Public Record Office experience. The 

"years between 1959 and 1992 saw an eight-fold leap in productions, a four-fold 

increase in attendance, a near doubling in holdings and ajump in staffing of a little 

short of 200 to more than 450"(2). 

Close study of record repository development across the country should show steady 

improvements in facilities for staff and public over a selected timescale. However as 

Michael Reed observes " .. it seems to be axiomatic that when new or improved 

services are provided then the level of user demand also increases, so that 

expanded facilities and accommodation in turn quite quickly become 

overcrowdecf'(3). He explains that this will happen in most areas of public service 

including archives departments. David PostIes adds that with reduced spending a 

factor, archivists find too much of their time committed to serving user needs with 

little achieved in the administration of the records themselves( 4). 

So at a time when budget limits and Iow finance have become part of everyday life 

for much of the population, not just archivists, knowledge of user needs, practices 

and habits has become vitally important to repositories to ensure available money is 

used to maximum benefit. Gathering data on users and use of holdings is valuable 

for the administration of and determining policy on most key archival operations. It 

can be vital when justifYing planning progranunes and spending finance and will help 

office and staff management. One way to obtain such knowledge is a user survey. 

Derbyshire Record Office showed why surveys are so useful when explaining how 

archive users undertake extensive individual and unique research, consulting a wide 

range of original material in the process(5). At the time of consultation their work 

rarely overlaps with other users and a survey will accommodate such variety. 

Randall Jimerson, although working in America, puts the situation in a nutshell when 

he quotes WiIliam Maber, "The more archivists know about the use of their 

holdings, the more ammunition they will have in the battle to convince people that 

archives really matter"( 6). Jimerson continues by pointing out that nostalgia gives 

59 



Discussion 

a powerful motivation to many users of archival information and should not be 

under-estimated by anyone(7). He also refers to Levitt when clarifying that for 

some individuals there is a need to know information from archive sources while 

others approach with a 'nice-te-know' attitude. What information means to 

different users can vary widely being "either essential, valuable, or simply 

interesting"(8). Finally Wilson quotes the "need to widen our conceptual 

perspectives of the user and his behaviour"(9). 

5.1.2 Use and Value of Data from the Literature Survey 

Section 2.4 explained how previous survey data was collected into Tables I a and 

I b for comparison to this survey's findings, although with limited importance 

because every county in Great Britain is different and consequently their 

collections differ accordingly. In fact every repository is unique(IO) withits own . 

identity and method of operation so comparisons made in this report are generally 

for interest only. However, readers often use several collections to study their 

chosen subject which makes comparing the data worthwhile. 

The observation was made in section 3.3.4 that, except for Hampshire, all surveys 

occurred in repositories either adjoining Warwickshire or at least nearby making 

some comparison quite valid. In addition all surveys except those in Leicestershire 

in 1991 and 1993, took place between the months of April and October of their 

particular calendar year so minimising effects of difference in user behaviour 

between summer and winter. Leicestershire's 1993 study took place between 

September and December; the timescale for 1991 is unknown as the data formed 

part of the 1993 report. Those carried out at Leicester, Lincoln and Northants by 

Maria Venetsanou took place in mid-summer. The 1991 Warwickshire survey 

occurred in April allowing direct comparison to the work in this dissertation. 

Perusal of the literature survey data makes interesting reading itself. In 2.2.3.5 

much comment was made on increased genealogical study, backed with data in 

Table la. The average of 63.7% was obtained in a range of 54 to 72%, a massive 

increase over the national average of23.5% reported in 1968. The data from each 

county allowed the calculation of an 'average' although one subject unfortunately 

not included was user age. Figures for the latter were only in the 1991 
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Warwickshire survey and Leicestershire's 1993 effort, but in an age band fonnat 

not easily. accommodated in Table I and so these statistics are reported in the text 

of 5.2.3 instead. 

5.2 Examination of Survey Results 
5.2.1 Visitor Study Subject I Material Use (Tables 4, 5 and 6) 

In Table 4, a figure of 58.9% of readers studying genealogy comes below the Table 

la average and well below the 1991 Warwickshire figure, but falls alongside other 

offices. Clearly family history dominates the use of Warwickshire Record Office 

as everywhere else and the situation seems unlikely to change in the foreseeable 

future. For local history, 28.8% is the highest recorded by any survey which may 

be because the tenn can be all embracing, encompassing other subjects such as 

house history. Some respondents may not have answered in enough detail. 

Admittedly without background knowledge to support the statement, this author 

suggests that other county percentages for local history study are influenced by the 

presence of relevant material housed in libraries instead of record repositories, 

reducing office visits. Libraries in Warwickshire (particularly Leamington Spa) 

and the County Museum house some local history material but rarely does this 

include original documents; just newspapers, published works, microfilms, etc. 

The record office is the registered document collecting authority with the County 

Council and hence the library local history collection complements the record 

office's, but amounts to much less than in many other counties. 

A combined total of 21.7% for all types of education or job research is slightly 

higher than most offices, but drops below Warwickshire's 1991 rate. The period 

when this survey was underway comprised part school/college holiday and part 

tenn time. However for many students the summer tenn is dominated by preparing 

for or taking examinations and consequently the author wonders if education 

projects involving archive collections take place rather more during the autumn and 

winter months. A further survey would answer this. 

The only previous survey to fumish accurate infonnation on ratio of document use 

came from Leicestershire in 1993, so one cannot contrast results which in reality 

generates direct comparison between just two offices. However Table 5 does show 
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that many visitors consulted more than one type of source. 43% of those who used 

the readil!g room worked with original documents, representing a total of 164 

visitors during the survey period which is much higher than in Leicestershire and 

hopefully agreeable to the Warwick office staff. Of course this does mean that 

57% never requested original documents but how important is this? Each visitor 

uses some form of material, otherwise he or she would not come. Also, Bruce 

Dearstyne points out "not all users should be counted equally because some uses, 

measured in terms of the archival programme's mission and in terms of the utility 

of the information derived, may be more significant than others"( 11). 

, 
What he means is that a researcher who, for example, uses a certain number of 

original documents to produce a book which is subsequently widely read has made 

greater and more important use of those records than say someone else pursuing 

private genealogical research. In addition Taylor explains that the use of archives 

by archivists on behalf of members of the public is actually closely related to 

public use(12). This suggests that for more accuracy, user studies should also 

encompass enquiries by mail and telephone where the inquirer never visits the 

office. The survey here did not do this as assessment of letter and' telephone . 

enquiries only concerned those visitors who contacted the office prior to their 

. arrival. Before leaving this point one must ask what is meant by 'widely read'? 

Selling one hundred copies of a highly academic work might equate to high 

readership, but perhaps for a purely historical work written solely for pleasure this 

equates to low readership. 

Scores of 49.9, 34.6 and 26.8% (= 190, 132 and 102 readers respectively) for 

Parish Registers, Census and the International Genealogical Index (I.G.I.) 

microfilms must also be pleasing. Putting many records on film protects the 

originals, but this is an expensive process and the cost must be justified by regular 

use. Usage figures for all types of material are relative because the difference in 

collection size, illustrated by an approximate description of the Warwickshire 

County Record Office inventory described below. 

Original Documents:- Two large, one small storeroom totalling 476 cubic metres, 

all nearly full; 

Printed Works:- Approximately 10,000 books and pamphlets; 
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Maps:- Approximately four thousand including 250 tithe maps; about 100 estate, 

and 3,009 superseded ordnance survey maps; 

Photographs:- Approximately 90,000 negatives plus another 90,000 prints; 

Original Newspapers:- 37 different newspapers are listed plus 12 more on 

microfilm totalling 125 reels offilm; 

ParishRegisterMicrofilms:- A total of about 500 reels offilm are available for 

regular public use. Readers help themselves; 

Non-Conformist Microfilms (i.e. non-Church of England registers):- 2 reels; 

Census Microfilms:- 118 reels for 1841-1881, plus the 1891 census on microfiche; 

I.G.I. Microfiche:- Full coverage all in microfiche format. 

Many more microfilms are available in the storerooms but are accessed by the 

same means as original documents. Those listed above are housed in cabinets in 

the reading room where readers help themselves and it is these only that are 

covered by the microfilm section of the questionnaire. Many of the films in the 

storerooms are there solely because of space shortage when it would be preferable 

to have them in the reading room. 

To illustrate variations of usage, only 2 non-conformist register films are available 

but 5.5% of readers (or 25 visitors) consulted them representing extensive 

reference. In contrast, 49.9% or 164 readers examined the 500 parish register films 

giving on average much lower utilisation, although obviously some films are 

consulted more than others. Hopefully this data will assist staff in decisions to 

acquire further microfilms. Where original documents show little use while still in 

good condition it will probably be better to spend the money filming others that 

have been used much more, but it is difficult to develop a use index that triggers 

the filming of records because other considerations such as rarity and value must 

be taken into account. 

Original documents, photographs, etc, are collected following records management 

processes, or by donation, loan or purchasing, as long as they are relevant to county 

history, and will still be acquired regardless of usage. Certain items of secondary 

material (books, journals, I.G.I. microfilms) are also bought, but should any remain 

untouched, their future acquisition may be dropped to allow the money to be spent 

elsewhere. Paying for microfilm relates to probable use whereas consideration for 
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purchasing documents does not take into account predictable use. More important 

is their r~levance to Warwickshire, how they relate to what is already held and 

what are their nature? During any time period, only a very small percentage of the 

document collection will be used, but this is the nature of the archives game. Over 

a longer time a higher percentage will be consulted but the fact that some material 

is not referred to in say fifty years is not important. Documents and records are 

unique and their information is lost if they are destroyed. The functions of a record 

office include saving documents besides using them but it is not a concern if they 

are never used. Purchased secondary sources however, must justifY their cost with 

use as it is not really the record office's job to provide them. 

It is satisfying to see from Table 6 that nearly a third of the huge number of 

genealogy readers used original documents besides the 84.8% who consulted 

microfilms. Increases in document use is good providing they are not damaged. If 

for example, a certain selection becomes fashionable, then they must be protected 

by such methods as microfilming. From the council point of view, the best 

guarantee of continued funding is to show people want the office and use it. 

Should the office wish to increase the use of original documents, they might 

consider marketing. Promoting archives to the public must be selective and again 

it is hoped that data from this report might help to identifY specific target areas. To 

quote Andrea Dragon, who admittedly was describing libraries in America, "the 

reason half the adult population of New Jersey are infrequent or non-library users 

is quite simply because they have no need of the library. Merely informing this 

group of the benefits of library use is akin to describing the benefits of gambling to 

a non-gambler"(13). The same applies to record repositories, perhaps more so as 

library users are far more abundant. Promoting archives will use up precious 

finance, so preferred areas must be chosen carefully. 

5.2.2 User Visiting Habits (Table 7). 

139 respondents (36.5%) were first-time visitors to Warwickshire Record Office 

which is higher than that observed by most offices (although Derbyshire in 1994 

quoted 43%). But statistics can be manipulated. As stated in 4.1, 392 

questionnaires were returned with 11 unfilled on this question, so the 36.5% comes 
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from 38 I answers. This takes no account of repeat visits where readers did not fill 

another ql;lestionnaire. Office records show a total of 1546 visitors for the survey 

period with a recalculated figure for first-time visitors now coming to 9% which 

sounds very low. But some visitors who refused to fill a questionnaire were 

probably first-time visitors so the results must have some error, a fact applicable 

really to the results throughout this survey. 

Visitors arriving alone or accompanied is an aspect not studied anywhere in the 

literature, but it appears that well over 50% of researchers pursue their project 

independently. The results show 20.9% of visitors were involved in education in 

some form, rather more than elsewhere although the literature did not define 

outlines for inclusion in education categories. No questions were asked regarding 

user occupation as this was felt to be a private matter which might reduce the 

number of people willing to answer a questionnaire. 

A good proportion of readers have visited other collections revealing a core of 

established researchers who use the office. Some respondents had visited all the 

individually identified offices on the questionnaire, plus several others. In section 

5.2.4 the aspect regarding distance travelled will be discussed and the concept that 

all record repositories in the United Kingdom combine to form a national network 

will be put forward. Interestingly, 26 readers (6.8%) had already visited the 

Nuneaton and Rugby parish registers which, at the time of writing, had only been 

available for about a year. Knowledge of their existence has spread quickly. 

5.2.3 User Gender / Study Subject / Age Combination (Tables 8 & 9) 

Apart from Leicestershire in 1993, no other study assessed users in respect to 

gender. Although males visited in slightly higher numbers, the figures were close, 

more so than Leicestershire who quoted 44.6% female and 55.4% male. It would 

be interesting to see if the proportions remain the same over twelve months. 

Only two surveys examined user age and then not in depth. Their data was omitted 

from Table 1 because it was easier to discuss here. Leicestershire's 1993 work 

stated that 84.7% of visitors were over 35 years old; 68.7% over 45 and 29.3% over 

65 years old (i.e. 35-45 = 16%; 45-65 = 39.4%). The other office to supply such 
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infonnation was, most usefully, Warwickshire itself who in 1991, observed the 

following_age range:-

Under 19 years. 5% 

20 to 39 years. 22% 

40 to 59 years. 47% 

60 years or over. 26% 

Both show the majority of visitors were in middle age or beyond. 

The latest Warwickshire figures come close to those for 1991 with just a small 

movement from the 60+ category to 41-60 years old. One wonders if the figure for 

over 60 might vary because there must be potential readers in this age group who 

would like to visit the office but cannot because of health, finance, or inability to 

travel. The reason why the 1991 age bands were not repeated for 1995 was none of 

the fonner had been traced by the time the latter was underway. Similar trends for 

older readers are seen in specific history subjects and only education shows the 

majority to be younger students. 

Why are so many visitors to Warwick from older age groups? The education 

figures themselves give one clue. At anyone time most students in schools, 

colleges and university are bound to be under 30 years old. For most students, 

academic study in any fonn, part-time or full-time, greatly limits time available for 

personal interests and it is the academic work itself that is likely to bring most 

younger visitors to a record office. Raising children also takes away adult spare 

time and finance and parents have reached their late 30's or 40's by the time the 

children have grown up. Finally, in the author's opinion and experience, relatively 

few people develop private interests into full deeply researched subjects before 

perhaps their mid-20's, until then being satisfied with reading published material. 

Anyone needing to consult primary sources for personal study will take time to 

develop their research technique sufficiently to fully utilise the services of a record 

repository. 

5.2.4 Home Location I Study Subject I Distance Travelled (Tables 10 & 11) . 

Results for visitor home location come close to the average in Table 1 b and are 

almost identical to Warwickshire's 1991 totals. Clearly there are many people 
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prepared to travel long distances to research their subject, Table 10 showing that 

nearly a quarter covered over 40 miles complementing the observation in 5.2.2 

regarding use of other offices. For many researchers, undertaking their studies is a 

complex and involved business spread over large areas of the country. The 1968 

survey (see 2.2.3.1) quoted 24% of record repository users came from outside the 

county compared to 36.6% for recent surveys in Table lb. The reasons for this are 

difficult to discern and thoughts expressed here are pure speculation. But perhaps 

transport is now easier with the motorway layout greatly expanded and more 

people own a car. In addition the craze for nostalgia was really in its early stages in 

1968 with the family history boom hardly established. 

When examining relationships between subject and distance travelled, one would 

. expect house and local history to have majorities of local users as office policy is to 

save material referring to the county and most researchers will study the house, 

village or town where they live. Local history researchers living in Warwickshire 

should expect to find the most relevant documents in the Warwick office. Only 

when studying former homes, or those of ancestors, will research begin further 

afield and this is where family, house and local history begin to overlap. Family 

history itself shows a greater spread of location and travel. If one adds the readers 

for 11-20 and 21-40 miles, a total of33.5% results showing even distribution:-

Under 10 miles. 34.9% 

11 to 40 miles. 33.5% 

Over 40 miles. 31.6%. 

Availability of other family history record sources might be an influence. In 

Warwickshire, selected material can be found at Coventry City Record Office, 

Birmingham City Archives, the Mormon Family History Centres and Nuneaton and 

Rugby Libraries. Therefore those researchers living near the county boundaries' 

have sources of material closer than the Warwick office taking away a good 

proportion of the latter's custom. It would be interesting to see if a county which 

possesses only one large town or city and, therefore, only one major record 

repository, shows similar travel distance distributions. 

Those users living outside Warwickshire but within the historic boundaries of the 
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county are an important category to the office and can be defined as users who 

reside in local county area not bound by the County Council, but whose record 

office holds most of its records, therefore having a different relationship to 

members of the public in the rest of the county. In the last 150 years Warwickshire 

has lost to other local authorities parts of the outskirts of Birmingham and 

Coventry, and several parishes situated between the two cities. The office holds 

Parish Registers and many other records for these areas and people obviously wish 

to see them. Table 10 shows that 23.8% of users live within these former 

boundaries (11.9% actually in Coventry), whilst the earlier 1991 total was 24% 

(Table I b), a negligible change and a situation that will never go away unless the 

boundaries are moved back to former positions. 

The record office (and library) are unlike most council supplied and maintained 

facilities such as swimming baths, playing fields, etc, which are available mainly 

for ratepayers. The former have facilities open to allcomers but the nature of 

archives and their use raises different issues. Much use outside local history, 

certainly in the most popular subject of family history, is not based on where the 

user lives. Often visits to several repositories in the United Kingdom are required 

to find related and relevant material. If one takes the village of Leek Wootton 

about three miles away from Warwick as an example, archival material relating to 

it will of course be found at the county record office, but also in Birmingham, 

Coventry, Stratford-on-Avon, London (in the Public Record Office and British 

Library), Oxford (the Bodleian) and indeed anywhere, for example, where private 

archive collections of former Leek Wootton inhabitants might be deposited in 

another county repository. 

To accommodate such a situation within future planning one has to think of 

archive collections as a national network. Can Warwickshire County Council say, 

for example, that visitors from Somerset will have to pay to use the Warwick office 

when Warwickshire residents themselves make free use of Somerset Record 

Office? The system balances itself out while payment by non-county residents only 

would cost much in administration. This seems quite obvious to researchers who 

use archive collections but may be less clear to local authorities forced to seek new 

forms of income whilst seeking not to offend local voters. The simple clarity of a 
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national archive repository network may not be clear to people involved in the 

centre of_ fmancial discussions while, indeed, a few offices do charge visiting 

Warwickshire residents anyway. 

A final aspect relating to present and former county boundaries surrounds the 

archives themselves as one cannot split current collections into modem adjustable 

units. Solihull could not acquire all old Solihull records from Warwick because 

material such as records of countywide bodies are all-embracing and the relevant 

sections would have to be cut out. An alternative such as producing duplicates by 

photocopying would be highly expensive in costs, materials and time in a period 

when money is short. Therefore, for these reasons, patrons of old Warwickshire 

have to look at Warwickshire Record Office as their own record repository(14). 

This situation must exist in many other counties whose past has seen boundary 

changes, but one wonders how many lost such a major source of council income as 

that generated by the large populations of Birmingham and Coventry. A potential 

major problem for other counties (not Warwickshire) are the latest plans for local 

government reorganisations splitting up council structures. For example, Poole is 

to separated from Dorset. 

5.2.5 Knowledge of the Office (Table 12) 

Surprisingly, under a quarter of visitors learnt of the existence of Warwickshire 

Record Office from efforts by the office through publicity, lectures and exhibitions 

and over 55% gave other publications or information centres as their source, whilst 

25% relied on word of mouth. Should the office resort to marketing, then this 

could be an area to target. This confirms an observation by Paul Conway who, 

when surveying four Presidential Libraries in America, stated "that an 

informational 'grapevine' " was a primary method by which scholars found out 

about collections (15). 

The reader's comments section of the questionnaire, under discussion in 5.2.8, 

produced the following observation reproduced almost in full to underline the 

importance of records and the need for public awareness. It reads as follows:-

"The general public probably has no idea of the value of documents, 

photographs, books, etc. which are conSigned to the dustbin. 
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Perhaps some publicity from time to time in the local press would . 

encourage people to donate material to the Record Office"(16). 

5.2.6 Customer Satisfaction (Table 13) 

The literature survey established that only a very small proportion (2.2%) of users 

thought staff performance was poor, with another 11 % describing their treatment 

as fair. Only one visitor felt that help from the staff at Warwickshire Record Office 

was sub-standard, although 6% (= 23 readers) considered performance to be 

average but without being critical. This must be a source of satisfaction because 

this is a superior performance to many offices when Warwickshire Record Office 

also suffers from a very long term shortage of staff compared to its contemporaries, 

as explained in 5.3.2. Only Derbyshire could equal Warwickshire's performance 

with near identical figures. Section 3.2.1 noted that space was left on the 

questionnaire for comments, although essentially for the debate on charge 

introduction. But 22 readers took the opportunity to say they found the staff 

extremely helpful, eight more said how much they had enjoyed their visit while 

four highlighted their preference for the office over all others through the pleasant 

atmosphere and lack of aloofness or detachment from staff. These remarks are of 

particular value since they are based on real comparisons with other record offices. 

However, Table 13 shows that satisfaction with user aids was not so good as nearly 

17% considered searchroom guides or signs to be at best average, while over 13% 

found weakness with document catalogues and indexes, although these results are 

still better than any assessment of such data in the literature. The author considers 

that one problem stems from visitors who arrive without knowing just what they 

are looking for, which makes their research more difficult, but clearly some 

changes are required. 

5.2.7 Backup Survey using Registration Cards (Table 14) 

This mini-survey was designed to augment the findings of the main work. Its 

results generally show agreement with the relevant sections of the main survey in 

Tables 5 and 10. Use of maps and photographs was lower but this may be due to 

the lack of detail on the cards as explained in 4.2. The annual figure of two visits 

per reader is new information although of little value on its own. More beneficial 
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would be to know what proportion of readers only ever visit once. Identical effort 

goes in re»stering every visitor into the office system but if one could identify at 

first contact someone unlikely to visit again, and who perhaps only stays ten 

minutes, they might not need to be put through the same procedure. The argument 

against this is security. 

5.2.8 Possible Introduction of Charges and Other Comments 

It would be incorrect for this author to comment in detail on the possible 

introduction of charging for entry to Warwickshire Record Office, as he lacks full 

inside knowledge of the local political and financial considerations. But it is worth 

including some statistics and comments generated by the survey. Perhaps 

surprisingly, only 72 readers (18.4% of the questionnaire total) actually made 

reference to this controversial subject in the comments section provided, although 

several more sent private letters. Of these, 55.6% actually said they would not 

mind a charge introduction, whereas 44.4% were against this, but needless to say 

the latter were far more assertive in their arguments and at times quite vitriolic. In 

addition an interesting question might have been how many of the 55.6% were 

probably exempt from payment because, for example, they were pensioners? 

Some comments lacked rational thought, but others came from visitors who 

revealed deep knowledge of and thought about the situation and its implications. 

The most useful comments, predominantly from the anti-body because those in 

favour rarely backed up their opinion, are listed below:-

i). Warwickshire residents enjoy free access to most other Local Government 

Record Offices, so outside visitors should receive the same; 

ii). Some researchers paid for or donated records themselves, so it would be wrong 

to charge them to see material with which they have already assisted; 

iii). A grading system would be popular, with concessions or a season ticket for 

regular users; 

iv). Charges to be introduced for 'professional' researchers only; 

v). Charges for 'non-professional' researchers only. The author feels definition of 

the terms 'professional' and 'non-professional' could be difficult, although 

presumably amateur genealogists fall in the latter category; 

vi). Those in favour felt that if a charge maintained standards and ensured the safe 
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keeping of records, it would be worthwhile. Prevention of deterioration of such 

valuable T:cords had to be the prime concern; 

vii). None of those in favour felt any charge should exceed 2 pounds per day; 

viii). Charging would reduce the frequency for some people to visit, reducing 

income from other sources such as photocopying and photography; 

ix). Casual visitors might be dissuaded from visiting. 

The last point can be supported by the evidence of Devonshire and Gloucestershire 

Record Offices, both experiencing a 15 to 20% reduction in readers following an 

introduction of charges( 17). Loss of goodwill with some local societies was 

another unhappy consequence. 

A final consideration for Warwickshire Record Office concerns just how much 

extra money would a charge introduction make available. The reference above 

showed that a reduced number of visitors can be expected when charging, losing 

some revenue in reprographic charges. Also donations are an important source of 

finance to the office and are sure to drop and perhaps almost disappear. The 

charges themselves will need administration taking more staff time (and therefore 

money), so total increased revenue may in fact be small and just not worth the 

reduced goodwill such a move is certain to bring. These points highlight what a 

difficult decision this is and hopefully the survey results will help. 

5.3 Some General Points 
5.3.1 Completion of Questionnaires 

A few questionnaires were incomplete with one or more sections left blank, for 

which there can be a variety of reasons. The most common omission were 

personal details where, quite understandably. respondents did not wish to divulge 

such private matter even allowing for the anonymity of the survey. A further cause 

might be that some users filled most of the questionnaire on receipt while 

forgetting to finish the job with the part (3) only answerable at the end of their 

visit. Just about 6% of questionnaires were incomplete. 

Design of the questionnaire took time because the real need was to get maximum 

response as the bigger the survey then the more accurate the results. The need to 

get as many questions on the paper without delaying respondents for too long was 
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paramount to ensure enthusiastic co-operation and, as explained in 3.2.1, the 'tick

box' syst~m was adopted to help this. Clarity of question was important. Many 

people react against questionnaires and surveys and in the rush to 'get it out of the 

way' will often not read the questions thoroughly. So care must be taken on layout 

and content, but there is a limit to how many technical terms can be omitted before 

a stage is reached where the document is no longer useful. Analysis of results 

suggested some minor improvements could have been made, for example the 

section on visiting alone or accompanied needed better design, but the large 

number of respondents suggests that the final layout of the questionnaire was quite 

satisfactory. The questionnaire is included as Appendix 1. 

5.3.2 Staffing Levels 

Low levels of staffing at Warwick, highlighted in section 1.2.2, make the results 

regarding satisfaction index discussed in 5.2.6 notable when one examines some 

1994 CIPFA statistics. Reproduced in a county council report( 18), they list 

amongst other data, staff numbers, reader visit numbers and the total of visits per 

each member of staff for 22 county record offices in the 1993/94 period. In that 

time, Warwickshire County Record Office received 804 visits per member of staff, 

easily the highest in the list with Durham (693) next and Northants and East 

Sussex, both with 604, joint third. Lowest was Berkshire with 228 visits per 

member of staff. For information, the offices whose surveys became the subject of 

the literature search showed the following visit numbers per member of staff:-

Hampshire: 383 

Leicestershire: 370 

Lincolnshire: Not given 

Northants: 604 

Derbyshire: 399 

Gloucestershire: 529 

Nottinghamshire: 508 

This is of course very crude analysis as staff figures for other counties may hide a 

different set of functions and responsibilities which exaggerate variations. Section 

5.l.2 began by saying that every repository is unique where even building layouts 

are most diverse. But one would expect lower ratios to allow staff to give more 
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time to each visitor, regardless of increased time spent on the documents 

themselv~s, so Warwick must be pleased from the satisfaction shown with the 

service they have given, although obviously the shortage of time available to work 

on documents is of great concern. 

5.3.3 The Benefits of User Surveys 

For a number of reasons there is a growing need for archivists to know in detail the 

degree of use made of the archives they hold, the purpose of that use and the 

opinions of the users regarding quality of service received, and on the evidence of 

this project one of the easiest and most convenient methods for learning this is by 

the adoption of a user survey. As explained in section 2.2.1, libraries have utilised 

surveys prodigiously, while this experience shows the survey to be cheap and 

relatively easy to carry out. One drawback is that result analysis is time consuming 

reducing that available to staff, but many offices employ a portion of volunteer 

workers and such analysis might be an ideal project for some, particularly those 

planning future academic study. The literature search highlighted the growing 

adoption of user surveys, even if most results are not published nationally, and in 

the current climate of cash shortages, one would expect them to become more 

common. Should that be the case, a compilation of nationwide results would 

surely prove of great benefit to a national policy for archives. That is a possibility 

for the future. 

It is much hoped that the findings of this survey help Warwickshire County Record 

Office when planning future programmes and policy and assists maximum use of 

their fmancial budget with users made fully aware of the services available to 

them. Paul Conway suggested that "the pleasure of discovery was as important to 

the researcher as final results"( 19), an opinion which this author fully endorses, 

and it would be truly sad if researchers were denied the opportunity to pursue their 

interests because plans based on a lack of knowledge· regarding users, combined 

with the dreaded accountant, had made record collections less or inaccessible. 
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CHAPTER SIX 

In Conclusion 

6.1 Summary and Conclusions from the Project 
6.1.1 The Literature Survey 

i). Surveying available UK. litemture confirmed an expected near absence of 

published material on surveys of users of record repositories and their archives. Only 

one record office has published results of an examination of its users (in 1991). 

ii). Reports from several unpublished user surveys were located, all having taken 

place since 1986. It does appear that the user survey is being increasingly adopted by 

repositories, but on the evidence available, it is not possible to clarify if this is a 

nationwide trend. Should the latter be the case, then collection of all data to provide 

a complete nationwide picture of archive user pmctice would presumably be of great 

benefit to a national archives policy. 

iii). Since 1968, a few national surveys of the repositories themselves have had their 

results published, the last major work taking place in 1984. The archive environment 

has undergone many changes since that date and the time must be right for a new 

survey of the country's record repository network. 
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6.1.2 The Survey of Warwickshire Record Office Visitors 

Currently," Warwickshire Record Office is experiencing problems with sufficient 

finance to maintain the full range of services previously available to the public and 

the possibility exists for an introduction of entry charges. A survey of the office's 

users was requested from the author so that information on their habits and interests 

could be available to assist with decision making. This took place over a ten week 

period during late spring, early summer 1995 and important conclusions drawn 

from the results are as follows:-

i). Family and local history are by far the most popular subjects of study. 

ii). 43% of visitors consulted original documents while rather more examined 

microfilm records. A detailed breakdown of the relationship between visitor study 

subject and material used was possible through of the large scale of the survey, an 

aspect it is believed rarely examined before. 

iii). 15.7% of visitors visited the Warwick office only, when the majority had 

attended a variety of other repositories across the county and country showing there 

to be a core of established researchers. Just over a third were first-time visitors to 

the office. 

iv). Almost three quarters of visitors were over forty years of age. A breakdown for 

specific study subject to age was made showing even higher proportions of older 

readers against family, house and local history. Education related projects only 

showed a majority of users under forty. 

v). Data was collected on the politically sensitive subject of where visitors live, 

particularly important to the office in its financial considerations. Only 42.7% lived 

inside Warwickshire, but a further 23.8% resided inside former county boundaries. 

A close examination of specific study subject with distance travelled was also 

undertaken, again rarely explored in the past. Genealogists especially appear 

prepared to travel long distances to undertake their research. 

vi). Methods by which visitors learnt about the office were questioned together 
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with satisfaction of services. Customer satisfaction with staff was very high and 

with guide,s, catalogues and indexes only a little less. 

vii). Provision was made for respondents to give their own comments which 

generated some useful and valuable points. 

6.1.3 Convenience and Value of the Survey 

i). Collecting information with a questionnaire was simple and cheap to do 

although analysis of data was time consuming. 

ii). The questionnaires contained valuable information about respondents' own 

research and interests which hopefully will provide background information when 

the office decides future policy. 

iii). Experience from conducting the survey highlighted a few areas of research that 

had not been considered but might be included in future work, for example finding 

out what proportion of readers only ever visit the office once. 
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The Survey Questionnaire 
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Appendix I 

WARWICKSHIRE COUNTY RECORD OFFICE 

Over the next few months the County Record Office would like to increase its knowledge of your 
use of this and other Record Offices. We hope. you will be- willing to take a few moments to 
complete this simple questionnaire and return it to the box in reception after your visit. 
THANK YOU. 

Where required please tick boxes 

Part 1. YOUR RESEARCH 

1). Which of the following are you researching? 
Family history 
House history 

Personal research in local history 
School I College Proj ect 
Under-graduate research 
Teaching project for students 
Post-graduate or academic research 
Business/Local Govemment enquiry 

(please state subject area) __________________ _ 

Depositor inspecting own records 
Other 
(please specify) 

Part 2. USE OF OTHER OFFICES 

1). Have you visited any of the following repositories in the past? 
Coventry City Record Office 
Shakespeare Birthplace Trust Record Office. Stratford 
Birmingham City Archives 
Other 

2). Have you visited a Mormon Family History Centre? Yes 
No 

3). Have you made use of microfilmed Parish Registers at Nuneaton or Rugby? Yes 
No 

4). Were visits to any of the above within the last 12 months? Yes 
No 

B 

B 

B 

B 
B 

81 



Appendix I 

WARWICKSHIRE COUNTY RECORD OFFICE 

"\, 

Part 3. OUR SERVICE PLEASE COMPLETE AT THE END OF YOUR VISIT 

1). In the course of your visit. have you used? 
Original documents 
Printed works 
Maps 
Photographs 
Original newspapers 

Microfilm of: 
Parish registers 
(please specify parish) -----------
Nonconformist Registers 
Census 
IGI 
Newspapers 

Other 

o 

~ 
o 

2). How helpful were: Poor Average Good 

The staff 
The guides and signs in the reading room 
The catalogues and indexes 

3). Did you get quick attention from staff? 

4). Were documents made available quickly? 

5). Do you hope to visit again? 

§ § § 
Yes 
No 

Yes 
No 

Yes 
No 

8 
8 
8 

This material is to be used in a post-graduate dissertation with the aim of improving the 
service to readers. 

THANK YOU VERY MUCH FOR YOUR TIME; WE APPRECIATE YOUR HELP. 

If you have any other comments, please write them below:-' 
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WARWICKSHffiE COUNTY RECORD OFFICE 

Part 4. IT WOULD BE HELPFUL TO US IF YOU WOULD ALSO SUPPLY THE FOLLOWING 
PERSONAL DETAILS 

1). VillagelTownlCity of residence (please include first part of postcode) 

2). Sex 

3). Age 

4). Did you visit the Office alone or with someone else 

If accompanied please state relationship 
to you:-

5). Are you in full or part-time education? 

6). Is this your first visit to the office? 

7). How did you leam about the office? 

Postcode 

Male 
Female 

Under 20 
21-40 
41-60 
Over 60 

Alone 
Accompanied 

Parent 
Child 
Relation/Friend 
Work colleague 
School/College/ 
University colleague 

Full-time 
Part-time 

Yes 
No 

Newspaper 
Phone book 
Office publicity 
Other publications 
Word of mouth 

Other 

I 

B 

~ 
B 
§ 
0 

B 
B 

o 
Please specify ______________ _ 

8). Prior to your first visit. did you contact the office by Letter 
Telephone B 
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Warwickshire Record Office 

Registration Card 
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SURNAME AND FORENAMES 

SIGNATURE 

Appendix 2 

REGISTRATION NO. 

IDENTIFICATION 

Driving licence CJ 
library TIcket CJ 
CARN TIckel CJ 

EXPIRY DATE 

-AD-D-R-E-S-S-------------iOther (specify): 

Tel. No. 

DATES OF VISITS 

RESEARCH INTERESTS 

Family History CJ 
House History CJ 
Other (specify): 

85 



Appendix 3 

Warwickshire Record Office 

Document Production Slips 
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Reader's l1cket No. 

DOCUMENT REFERENCE 
NUMBER 

Reader's 

WARWICKSHIRE 
COUNTY RECORO OFFICE 

DESCRIPTION OF DOCUMENT 

Signature ................................ ,.............................. Date ............................................... . 

Appendix 3 

Seat No. 

STAFF USE 

TO 

T1 
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