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AAEEPR A fELEE R 1.1 0 1 BURKERE SRR GE - 25
LRERERR O - AWTFeRURE S e (BT E R AR A
AR > BASSEER i B AR bR - IREIRER B F EE AR PR A fE AR N
{EERFE PRELBAAR -

The study mainly discusses performance measurements of
interlibrary loan for university libraries in Taiwan. The purposes of
the study are: 1. to explore the status of interlibrary loan services
for university libraries in Taiwan; 2. to collect and analyze current
data on the performance of ILL services of university libraries; 3. to
identify and describe characteristics of low-cost, high-performing ILL
operations. The study used questionnaire surveys and performance
evaluation method with four performance measures to evaluate
borrowing and lending services: cost, fill rate, turnaround time, and
collection sufficiency. In 2014, the researcher sent questionnaires
to 169 university libraries to collect the interlibrary loan operations
and performance data in 2013. With the implementation the NDDS
ILL information system in 2013, the ILL service performance of
107 participants were assessed, the average ILL transaction per
library was 993, the average ILL borrowing transaction per library
was 484, and the average ILL lending transaction per library was
509. The borrowing unit cost was NT$165, and the lending unit cost
was NT$129. The borrowing fill rate was 79%, and the lending fill
rate was 82%. The borrowing turnaround time was 1.98 days, and
the lending turnaround time was 1.54 days. As the ratio of requests
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received to requests sent out in interlibrary lending was 1.1:1, it
showed that the collection of university libraries was sufficient and
adequate. This study carried out a performance measurement of ILL
service, constructed seven performance indicators and described
the performance of ILL service for university libraries in Taiwan
as costing less with a faster turnaround time, higher fill rate and a

sufficient and adequate collection.
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EEPE A fE RS (Interlibrary Loan, ILL) Z[EE (&R T ZHIEE -
B H 1968 FHARERIR OB ARTS - ZEEEATEINZ L - EBIEGTER
W {E DA iy B EEEE T T4 o BRI S E o FRILAVEEE R
EEEF o BERER - g@AMR  DIETEIFLZAHAY - Hilyer

(2002) FUEREM A MRS © | AEE TSR EF RN EZE R
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DIERAER R AT - 28 AR ARGEHN SR - mT DA HAth [ 2
8F - ESEE ~ ESER ~ TR - 8 FH A e A AR e O R AR RE A E AR
KAV TS -

MR G AR E B SR EEE  MERNERE > £l T EEE
f& LRIl | (Interlibrary Loan Code for the United States) T %5 ° " {4 f5 —
18 ] 35 B PR (L AR B L 46 59— (el B = R sl 2 (E AV & ED , (American
Library Association, 2013 ) - F#EEEIEENEEEIERT (2001) FE -

" H A% 35 B = AR A A (S S aE R B E B R SR AR R A AR
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E R EEeE S E AR R A (B IRTE » EFAEE - IRIEER
M EEEEZ® (Association of Research Libraries, ARL) Y45t » %22
T B 1974 FFHVERFE A5 B 55 362,931 £F » 1] 2008 4 Ky 3,562,401
o B T 10 % - EFER O ERBNERIIZZEMEZEE IR T
FERR  HRBECTHER » I 2EERIE R4 > 8fFEe
Bl e B SR e - WIS AR EN - 5T EEE O &R
# SURVEIE R4 - EEREMEST LB > DI S B AR
PN B S N P 2 i AR PR A s 7 (R A I B R S R 7 E VIR IB (52 (Mak,
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28R EENESEER S FES S b ¥ E & EERE S TE
g A (B AR RIS A k% - HHEERE
fEHVEE - BRI A ME S R B P T ~ B2Aram S~ A - &R
ol MIE RS - TGS - W S ST AR A R B DAY MY
FIER  FEHEEE A ERGE TTHS  (HEVEREZEREANE - AE
#[E e EE A IS SR - EE &R el E R E R L B
BLE I SE R PR O (BB EE (Borrowing Library » fffE R ) HYELE
RHteEE A EEEEE (Lending Library - FHfHfEALEE) HAYE(E -

[ 5 B B PR A8 A 5 e B (o8 FH 38 8 A B 5 = B ek s U5 i B BE
e > i R B A T G SR R 55 LR e HUE R oK - B RE
BENEA A+ EE - HEE SRS FREIT 2 N8 125
KEAEHEAYNE - NIt EEARESEZGIE 1995 451 2004 £
AEITER PR O (S S ETHE « Jackson (2004 ) 2 HH 8F P& I (8 Ak 75 5 T Y AL
& BRI f w7774 (cost-effective alternative) > DU RERFE T
EEER GBI - RIR OB R e )T A R A R R R O
HIERE R » MERMECA B & S EEIE T AEEZE - DInBIeE BB T8
HOEEER A S - SBRGHEEESE BRAMRA ~ 2R (fllrate) -
FEHERERT (turnaround time) - FDUT fRERFE A (& ARTS B RN -

EEM G R R EE L 2R S FAHER - WA EFTEE A2
HLEEPE O AEER - DIBUA R EEEE K - 2014 4 (a5 EFERATIR
ENF 417 14 - HIEE{EE 806 {4 - FRHLSZEN{: 947 {4 - $2ALEIEH(ER 1,191
tF (EIIBCaREEEEFH/N - 2014) > B RZEEIR BT &
AR RN AREE B EE 7 oK o[855 BE BE PR I 18 e 745 75 245 FH & AR R
B> REEEE T 2BCCRMEIEAR S %45, (National Document Delivery
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Service, NDDS) - JLIEIFEEHT ] HHES - fe I FIIR S H 8%  Ifs
R EHE - eEFR AR ER R e > HEEIR Bt FI06E - K&
PEz e 5 fE 2 BB PR A5 EE(E FHEE - NDDS 2013 FaEfRE A EFHEE 1T
8k 81,581 {1 - B 2009 4 143,749 {1 AHEE > BURZM ME#Ss > JCHE
EHATISORE EN PR R ER PR D (I BA N R BT SE e R BUR
BrgeEEER T » 2014) - [EIEEHEE IR A M SEHE A B TR
R EREERIIECER TR AR -

BRI A fE s m] AR (il BUS  tH SR E F EE eE e > (B AT
B ) SRS ERT R B - F S B H B EFE S F R EEAHk
B o NIE - [EIFEE R E ARG EUE HE S BR(ER AR
SUNHVEEIR OB IESE - BHEEER R GvEE > ETERZE
ERIEAE B EF R e GE - e R B EIE OB IR B ESTFE -
RER B AR A BB PR A (S S S —IHE RE S ARaT AV - PR
PABHRLEE R A fE AR s DU - - (BR/DAE R ER B BE A PR A (R R PSR T
Ft o ATFTHASE PRET 2B Ml R R B BB PR A (R R AR L B A5
R o A EAESMITFEERER - PUR TR T B R BE PR AR IR R

a5
=

AL ~ STRKEREY

A5 S o BRET 8 PR A8 A 55 B S T A B SRR - S EIBH ST
TEEEEN 1996 4F ~ 2004 (T REEMR A MEEFE - ik 5 FE
FZAREHELTAHRASE - 2001 4 » BONETTEEIR O fEFEEH5T (National
Resource Sharing Working Group, 2001) : 2003 4F > JEERAVEGH ~ 2 -
JKE ~ HbE ~ 23R AL & ERFSE (\Varttulainen, 2003) 5 812006 4F > H
AEETE E AR AP G {5152 (Tutya, 2006) - i5tEHFE B REE IS O
AR T B -

Jackson (2004) WFFEEEFE O fE 5 aTs - R EEFE O RS o0 B —
$H C A EEE SRR S (Mediated Interlibrary Loan Services ) il {s FH 3%
FEEE T ER T (User Initiated Interlibrary Loan Services) ° §1 488
5 A 0 5 0 BT RIS T TS (1401 OCLC ILL -
BRI S (NDDS) o {38 FEEE T (SR /A HER
BB - T E R EE R R VAR PR O RS - 40 RaipdILL ~
ILLINET Online ~ INN-Reach ~ URSA ° 15 [ 77 {8 il % 8 17 i - 8
LT o W SR E IR RS - AT AR B R R e R
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& T EEE A ERFRERLT - TRETREREIEFEEH 2013 4 (RE] 1024F)
B4R S0 RapidILL AR 75 - HATH 28 K25 11 i K2 EEaE(E H %
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ST (Performance Measurement ) &8 & LR ZEEIRTS » 5
#r (Van House) 50 A83FERE " WIRTASCHIETAVEERIEEE » A
GirpEARE (WE) ERE | - S —HEZSEEHEEE - L
HR e EE R KR E - &G HEGREEMIPANE(LEE - 22—
i 7 B 4 4% S s T B H R URE S AV & 7 =X o« HSHEAHARIR A AR
SUETTHE ~ oA o WEERHERAS R » MR AHAR IR AR LAY S a B H A
TR ERF P IR E - DAEHA R B E R 57 BC 3 2 BoAH 45 (E B
HE (Poll & Boekhorst, 2007 ) - [isf &5 8E 8F P& I (& A 5 G R T il e B G R
EHEE - DIV EEER OSBRI E B H IR 2 R - 51T
e B E A RE TR BB IR E R R 8 - AT EE PR AR EERL
B E BARAIT By > T EALER B - SR TE RS A EEER
T EREE AV - F51THS A T R E A B IR IE M - 2HIR
SR T T N E AR B - GRPR OB RGP e TR EE PR A (B Ak
Bh & M E PR T EFEEE -

1996 4 » FE B 7% E E 2 & 5F — WA T 2o B FH R e PR O A
ERETHE - PR TUTERTER S © BAI A ~ AR (fll rate) ~ FRHE
HE[E (turnaround ) ~ BA{E HE R EE (satisfaction) 5 % K EE A7
A ~ SRR OB E RS DO EZaER SR - A 119
Pt 5 BE 2 B 9T - BLEE 97 Friff st Bl R B 22 PR Bl a8 - &
FELL R B A ~ B B - a DR BT [ Ry el B AT WEE AT
10 HEEEE H S TER O EREEN G R EEARE - &5
FERCR > PRI o A 10 ZIRHLEE IR A S B RS - B
A US$7.5 5 HEBIFEERE 75% o 2P B E 8B L 9T B & 68 E 0 :
WA > HEBEEME O I AL US$12.08 7T -~ 11 RS8R > 2
AR 91% 5 FRHLETIEEFE T I BAT A US$9.25 Tt » R 65%

(Jackson, 1998) -

2004 4F > SEEW T EE R G 5 IUETTER IR O B SR G TR R
B R R AR S B R A SR - SRS
WEERRENE - B ~ ERCE - REIR - HEEREE S HoH
HEEPR O G BR AR R A S 7 H > LB 7 IR - RO EEEE
B SHER G R I - AR AL AR US$17.5 » R
86% » FRIHIFRT 7.6 TAEK ; $RIULERIE A (EHY BRI A A US$9.27 » ZERY
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#58% > FRIEEER 1.5 TAER © 2004 FEEL 1996 AEWF0AHE: > BEFR A
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SRR A B T AR EE PR A (SR ELa R[S AR A I 8 (Jackson,
2004) -
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(2) BEBERAEEE L TH . (3) REEEESRKGBEESER
e AR o ST AR R R~ RN CR B R AT AR Ry BE RS
OEERFERE - SSYMIUEE R EE IR A (S Bl (L aEFR A (ST itV &R} -
AT 97 FrlEE R AR IR A SRS  HSE8UR © HHEERR AR 11.5
K5 fRHLER I 6.2 K 5 B EERCE 89% 5 AL EERE 83%
FRES (B AR 32.1 JT 5 FR bR AL BCAEEE 17.03 7T 5 BEE W
BIE Ry 97%  WFTEE BN E 2 6 68 PR O A8 HH 5 B (iR s R T HY
2B 2ERY (National Resource Sharing Working Group, 2001 ) ©

JEBR ] 22 th A T el (B E AR eR PR A (5578 - AV R EEE g
AR &R - DR E R = i B BB S A A& B PTARCLAE - R
2001 FFFEA 49 FrEIEEE - G5 PP 1088 - 2758 7 88 ~ UKE 4 88
PR 19 88 ~ Bmdl 9 8F > SR BEAIRA ~ SRR Bl 2R B g LB ] =I5
PP FE AR - JLERE H R R PR O AR Y I B R By 10.4 K > HIgE {2
AR Fy 88.1% 0 FRHL A B By 84.6% o ~EIF B BERAT A 12.56 B
T > fEHEE R EALRCA 7.24 BT > BLALCA 19.8 BRIT (Vattulainen,
2003) -

Tutiya (2006) HfF 9% H A& 1994 2 2005 4F [ NACSIS ( National
Center of Science Information Systems ) fF & & & k75 » NACSIS 72 1986
R > H 985 i - BREREEFE - ALEEE - EEGE
EEE © 2003 £ - KE2[E E B AR PR O IR B HR 1 85,251 4+ [ &5 £ el
975,850 {4 Z HHFIHEENHHEE - LIRS 117 (R EE (SR 1,344 {4
HAFIRZE o WSE B RS AR H AR RE S 77 8 pR PR I e ek D B iz e o
e HARCE R AEER—E o HREA SEEFE R [
EREEIE R - WARTEALEEPE O (8 - Zam U3 es H A NACSIS 41 10 FHY5
& - PROtaE PR O (B B LS R B EE 4 et - R BRI R (H R A
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STEEPE O B8R -

=HHE (2003) FREF2EIEEGIE RS &N 20 ZE T
5/ NDDS Z%t57 4 2003 % 2006 F-4ia1 85 @ @R fE A SRR
TR e - B RENTE - B - EREE - ROEFEST - £
MBI AT~ [ S R SR -~ B TIE B R B 8 - BA B 9E
TRHLEEIE OB eI ER - (R E R E A e -

BESCRME IR A H e BB IR O (8 E 2 &A% - H
HiIH 420 BRFTEISEE B - NDDS 2013 82 » (5 80,241 A (&
HRET4E 39,160 A » 48.8% 3 KEEE 26,755 A » 33.3% ; Bf%E A& 6,779
A »8.5% 5 Z4Hili 4,660 A »5.8%) - HH5E5 81,581 {4+ (SCRAEEN 53,921 {4
66.1% ; [EE &R 27,660 {4 » 33.9% ) - BATIEREE DIPE SCHATIRR % 6,447
fE > 5 65.2% 5 1 SCHAT] 2,610 f&E 0 26.5% 5 A [FEHATI 428 f& » 4.3% -
NDDS A 5 S kA8 D {4 B [E 8 Bl 2 T8 ) » 2013 - [RISMEEE 75,609
o BRI 62,541 {4 > SEITEERES 82.7% - FHERHATIZZ R 89.2% »
PR [ 5 22 AR 81.6% » BN FHEE (R HEIF T F 0.73 K - SR LRI
B (&R Fy 0.77 K > EIHES 0.66 K (WFEVE NBEZ B il
R BOR R BE T 0 2014) » S FEE L aE IS O st E R =
BEPREAE AT ~ ST P B R i SE -

PR EIEEER Y (International Federation of Library Associations
and Institutions, IFLA) $21{5 [ & 8F &8 3578 - IR e R A8 IR =
TR FEAE - B4 - HEE SRR - RS TR - KR
(LB FR EE AR PR G & LEME (Ratio of requests received to requests sent out in
interlibrary lending) - " f2{LEIFHEEEEIE O (ELE | (AR EFEEER L
45T B2 2 RISt - 2R R BUE B - AfEiEETE
= AR EE G — AN FT U R AT B R PR B (R BR DA B A
FREEERIR A (&M, fEREEEMA - R rEEEERE L RF - T3
fHREA - HeEEE R - v AR E SRRV E M - HoBKE X
FoniE (dESEEERE - B LR TSR FEAE WRTH
K& (ARZENVEEE A EE » ARSI K » EZUUE (Poll
& Bookhorst, 2007 ) -

&r ERAl - AR5 SUE BEIR A fE MR R HE - (AR AR G e
737k > DR E e AR PR A (B TE AV E ALK - BEPE B (& AR
7 E R AR O BN ERCE R - MR T S S YRR P
OEVEZE » DlBheE BBl R BN EEIE O EFE - GXEHERE—/K
WERFHBAALRCA ~ ZERR - FRHEIFR > DUT AR OB B - R
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TR AR B AL RA ~ TR BLERTERCR ~ Tt R iR ks ] ~ PR ftEd e
R EEPE EMEELE -

2 RISE

AWTFE B AR R T PSR (] 35 B B PR A A 53R e B AR St
DU fi K2 1 35 R R PR L AR s PR D B AR IR WSO B PR A 1
% DR EIRI S B e R A A BT P IRR A R TESE T3 - AT
FEHAVAE TPIEIE - (1) BET R E SR A ERSE 0 (2)
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4. fEHtEL BRI OB ERT R (WA B S — N ATUERY
TEtEE PR O R E (F PR AN RE BN R S aB PR AL A5 1 - TefREE
AR ForEEaEERE S B > LR - HeEREnE Rz -
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FTREREIELE © A~ REEEFEE NDDS gEE A f&HEME © B ~ KREHE
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EEFFEREEIR ALME ~ BT EREEHER A ESF TR - IR ERS
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Introduction

As interlibrary loan services began in Taiwan in the 1970s, the
Interlibrary Cooperation Association, ROC, now has more than 420
members and is the main organization facilitating interlibrary cooperation
in Taiwan. Interlibrary loan services provide borrowing and lending of
returnables and nonreturnable materials. Returnables are books and other
items the lending library expects to be get back; Nonreturnables are
photocopies and other items the lending library does not expect to get back
and all requests are processed under the fair use provisions of the Copyright
Law.

In 1928, the first university library, Taipei Imperial University Library,
was established in Taiwan. Now there are more than 160 university libraries,
which are vibrant and provide interlibrary loan services administered by ILL
departments and librarians. As interlibrary loan service costs a lot in money
and human resources, it is important to carry out performance evaluations.
Performance evaluation will help to understand the current situation and
effectiveness of ILL services. However, there are seldom interlibrary loan
surveys and evaluation research in Taiwan, so cost-effective performance
management to improve services should be pursued. In the digital age, as
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university libraries acquire a lot of electronic resources, the question of
whether these resources influence interlibrary loan service is worth studying.
To improve the cost effectiveness of interlibrary loan services, the study
mainly assesses performance of ILL services for university libraries in
Taiwan and explores the effect of electronic resources on ILL services.

Research Method

The purposes of the study were: 1) to explore the status of interlibrary
loan services for university libraries in Taiwan; 2) to investigate the effect
of electronic resources on interlibrary loan; 3) to collect and analyze current
data on the performance of ILL services of university libraries; 4) to identify
and describe characteristics of low-cost, high-performing ILL operations; 5)
to compare the ILL service performance measurement with the 2004 study
conducted by the Association of Research Libraries in the United States.
This study used the performance evaluation method and collected data by
questionnaires with a quantitative approach, not including user’s satisfaction
and service quality.

The study used questionnaires to collect data and evaluated borrowing
and lending operations with four performance measures: direct costs, fill
rate, turnaround time, and ratio of lending to borrowing ILL, as shown
in Figure 1. Aimed at university libraries in Taiwan, the study conducted
ILL performance evaluation surveys. The questionnaires were designed
to collect data on university library interlibrary loan service status and
performance information. Seven performance indicators were constructed
according to suggestions from a focus group interview, as follows:
borrowing unit cost, lending unit cost, borrowing fill rate, lending fill
rate, borrowing turnaround time, lending turnaround time, and ratio of
lending to borrowing in interlibrary lending. The questionnaires were
designed based on these seven indicators to collect the interlibrary loan
service operations and performance data for the previous year, including
organization and administration, interlibrary loan operations statistics, and
cost of materials. After filled questionnaires were sent back, the researcher
analyzed, measured the effectiveness and performance of ILL operations,
and described characteristics of low-cost and high performing libraries.

In April 2014, the researcher sent two questionnaires to 169 university
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libraries to collect 2013 baseline data on interlibrary loan service operations
and performance data; Questionnaire A collected university library
interlibrary loan services operations and statistics, Questionnaire B collected
cost data of interlibrary loan services. Items on the questionnaire included:
basic information, interlibrary loan organization and staff, equipment and
services, borrowing operations, and lending operations. Questionnaire B
collected cost data of interlibrary loan operations, including staff, network/
communication, delivery, photocopy, supplies, equipment, and ILL fees.
After receiving filled questionnaires, the researcher analyzed and measured
the effectiveness and performance of ILL operations. After receiving filled
questionnaires, researchers registered data and calculated performance
based on the seven indicators, using SPSS statistical software and Excel for
calculations.

Results

General Overview

The researcher sent questionnaires A and B to 169 university libraries
to collect 2013 baseline data on interlibrary loan service operations and
performance data, and received 107 valid filled questionnaires for a return
rate of 63%, which included 63 comprehensive university libraries (59%),
26 science & technology university libraries (24%), and 18 college libraries
(17%).

The study evaluated borrowing and lending services for university
libraries in Taiwan, covering borrowing returnables, borrowing
nonreturnables, lending returnables, lending nonreturnables, with seven
indicators including borrowing direct costs, lending direct costs, borrowing
fill rate, lending borrowing fill rate, borrowing turnaround time, lending
turnaround time, and ratio of lending to borrowing in interlibrary lending.
Table 2 summarized the key finding of performance of ILL operations in the
107 university libraries. In 2013, 107 participants processed 106,261 totally
interlibrary loan transactions, of which 51,753 were for borrowing, and
54,508 for lending. On average, a university library needed to manage 993
ILL transactions, of which 484 were for borrowing, and 509 for lending.
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Table 2
Key Findings of Measuring University Libraries ILL Services: Mean
Performance
N=107
Mean Median
1. Number of Transactions
1.1 Total Number of Transactions 993 295
1.2 Borrowing 484 207
Returnables 202 75
Nonreturnables 282 108
1.3 Lending 509 88
Returnables 210 13
Nonreturnables 299 56
2. Unit Cost
2.1 Borrowing NT$165
2.2 Lending NT$109
3.Fill Rate
3.1 Borrowing 80% 85%
Returnables 81% 75%
Nonreturnables 78% 83%
3.2 Lending 82% 76%
Returnables 82% 77%
Nonreturnables 81% 66%
4. Turnaround Time
4.1 Borrowing 1.98 days 1.92 days
Returnables 2.09 days 2 days
Nonreturnables 1.87 days 1.84 days
4.2 Lending 1.54 days 1 day
Returnables 1.58 days 1 day
Nonreturnables 1.49 days 1 day
5. Ratio of Lending to Borrowing
Ratio of Lending to Borrowing 1.1 0.4
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Interlibrary Loan Transactions

On average, a university library needed to manage 993 ILL transactions,
484 for borrowing, and 509 for lending. Comprehensive university libraries
managed the most ILL requests among the three types of libraries, 97,278
(91.5%) transactions — of which 46,169 were for borrowing and 51,109 for
lending. On average, a comprehensive university library needed to manage
993 ILL transactions, 484 of which were for borrowing and 509 for lending.

Unit Cost for Interlibrary Loan

The 107 participants generated 51,753 borrowing transactions and
54,508 lending transactions. Using mean unit costs for borrowing and
lending (NT$165 and NT$ 109 respectively), the study estimated that in
2013 the 107 participants incurred total ILL direct costs of NT$ 14,417,068;
NT$8,560,322 (41%) in borrowing expenses; and NT$ 5,943,657 (59%)
in lending expenses. Unit cost of college libraries was the highest, and unit
cost of comprehensive university libraries was the lowest, as shown in Table
6.

Fill Rates for Interlibrary Loan

The borrowing fill rate for 107 participants was 79%, returnables
borrowing fill rate was 81%, nonreturnables borrowing fill rate was 78%.
The fill rates of college libraries and science & technology university
libraries were higher than comprehensive university libraries as shown in
Table 9.

Turnaround Time for Interlibrary Loan

Table 11 indicated that average borrowing turnaround time for 107
participants was 1.98 days, returnables borrowing turnaround time was
2.09 days, nonreturnables borrowing turnaround time was 1.87 days. The
borrowing turnaround time of college libraries, 1.81 days, was the fastest
and the 2.11 days of science and technology university libraries was the
slowest.
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Ratio of lending to borrowing in Interlibrary Lending

Average ratio of lending to borrowing in interlibrary lending for 107
participants was 1.1, which meant the university libraries’ collections in
Taiwan were adequate and sufficient for the needs of users. The ratio of
comprehensive university libraries was the highest; however, the ratio 0.5 of
the science and technology university libraries was the least. It shows that
collections of science and technology university libraries were not sufficient
and need to be improved.

Conclusion

This study carries out a performance measurement of ILL services
for university libraries in Taiwan in accordance with seven performance
indicators and described the performance of ILL service for university
libraries as lower cost, faster turnaround time, higher fill rate and with
sufficient and adequate collection.

As the performance evaluation of ILL services is important, it is
recommended that libraries in Taiwan gather interlibrary loan service
statistics referring to the seven performance evaluation indicators proposed
by the study, including borrowing unit cost, lending unit cost, borrowing
fill rate, lending fill rate, borrowing turnaround time, lending turnaround
time, and ratio of lending to borrowing in interlibrary lending. Based on
the calculation of interlibrary loan service statistics, according to the seven
indicators, the result reports of performance evaluation will assist ILL
managers to understand and improve their own operations.
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