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The 2010-2011 Study charts the 
continued growth of library technol-
ogy services and the use of those 
services counted on by millions as 
being essential for individual and 
community development.

New data shows that library technol-
ogy resources continue to be in demand:

n Almost 70 percent of libraries 
reported an increased use of public 
access workstations.

n Most libraries (75 percent) re-
ported an increased use of Wi-Fi.

n Almost half (49.8 percent) re-
ported an increased use of electron-
ic resources.

n More than one-quarter (27.6 
percent) of libraries reported an in-
creased use of training services.

As use of library technology re-
sources continues to increase, so too 
does the percentage of libraries re-
porting decreased operating hours. 
For the past fiscal year, 15.9 percent 
of all libraries reported reducing 
hours, which continues the distress-
ing trend from the previous two fiscal 
years: 14.5 percent  and 4.5 percent, 
respectively.

The following section presents se-
lected key findings – and their implica-
tions — from library outlets (branches). 
The complete set of data tables, as well 
as findings from previous surveys, is 
available at http://plinternetsurvey.org. 
This year’s survey, which had an 86.5 
percent response rate, was completed 
by respondents between September 7 
and November 14, 2010.

Public Access 
Infrastructure
Public libraries provide substantial 
public access services and resources 
with a range of critical points of 
connectivity that include public 
workstations and mobile devices, 
wireless (Wi-Fi), and high-speed 
broadband Internet access:

n Almost two-thirds (64.5 per-
cent) of library outlets reported that 
they are the only provider of free 
public computer and Internet access 
in their communities.

n Overall, public library outlets re-
ported an average of 16 public access 
workstations, up from 14.2 last year.

n Newly reported this year, al-
most 28 percent of libraries provide 
access to mobile devices, such as 
netbooks and e-book readers.

n Almost 86 percent of public 
library outlets now offer wireless 
Internet access, up from 82 percent 
last year.

n Eighty-three percent of all 
libraries provide connection speeds 
of 1.5 Mbps (T1) or higher, up from 
79 percent last year.

Patron Training & 
Internet Services
For the second year, public libraries 
ranked services for job-seekers as 
the most vital public Internet service 
they offer, with nearly 92 percent of 
all libraries reporting that it is very 
important or the most important 
service available. The second most 

important service reported by 88.5 
percent of libraries is providing ac-
cess to online government informa-
tion. Services include job-specific 
databases, access to civil service ex-
amination materials and resume 
software, and partnerships with gov-
ernment and other agencies to pro-
vide e-government services.

Libraries provide technology train-
ing to support patrons’ understanding 
and use of essential computer resourc-
es, and to advance overall digital liter-
acy, defined as the “ability to use digital 
technology, communications tools or 
networks to locate, evaluate, use and 
create information.” Slightly more than 
87 percent of libraries reported  
providing technology training that in-
cludes formal classes, online tutorials, 
and point-of-use training. 

Libraries provide access to a wide 
range of Internet resources and, due 
to increased demand, continue to 
expand access in a number of catego-
ries, including:

n Licensed databases
n Homework resources
n E-books and audiobooks
n Digital/virtual reference

Increased Use Equals 
Increased Challenges
Survey results indicate that in-
creased use of services, combined 
with insufficient funding, is a con-
tinuing strain on libraries trying to 
maintain and improve technology 
services. The greatest challenges to 

As with previous studies dating back to 1994, this year’s Study 
presents a detailed glimpse into public libraries’ investments 

in technology and Internet services, and the vital role these 
resources play in communities nationwide.  While 65 percent of 
Americans have high-speed Internet access at home,1 the 
remainder – approximately 100 million Americans – rely on 
institutions such as the public library to provide online access to job 
search resources, homework assistance, health information and 
government services.



am
er

ic
an

lib
ra

ri
es

m
ag

az
in

e.
o

rg
 

| 
d

ig
it

al
 s

up
p

le
m

en
t 

| 
su

m
m

er
 2

01
1

25

providing free public access com-
puting and Internet access at public 
libraries are:

n Cost:  Libraries again indicated 
that cost is the leading factor affecting 
their ability to add or replace comput-
ers. Almost 56 percent of libraries re-
ported that they do not have a 
replacement schedule. Of the 43.5 per-
cent with such a schedule, 22.3 percent 
reported that they will be unable to 
maintain the schedule this year.

n Buildings: The lack of avail-
able space is the next greatest chal-
lenge to the need to add more public 
access computers. Libraries are ad-
ditionally hampered by inadequate 
electrical outlets for workstations or 
user-owned laptops, cabling, and 
other infrastructure.

n Staff: Non-technical library 
staff continue to be the leading form 
of support for maintaining public 
access computers and Internet ac-
cess. Almost 48 percent of rural 
libraries (up from 43.7 percent last 
year) reported that the library di-
rector provides IT support, as com-
pared to 75.5 percent of urban 
libraries that reported that system-
level IT staff provided IT support.

n Reduced hours: Reduced 
library hours of operation continue 
to compromise the public’s access to 
library services and resources. This 
year, open hours decreased for 15.9 
percent of all libraries, in addition to 
the 14.5 percent reported last year. 
Nearly 32 percent of urban libraries 
reported a reduction in hours, which 
represents an increase from the 23.7 
percent reported last year.

Moving Connectivity and 
Public Access Forward
Even with an increase in the average 
number of public access computers 
(16 per outlet, up from 14.2 last 
year), and the number of libraries 
offering Wi-Fi (85.4 percent, up 
from 82.2 last year), more libraries 
reported having insufficient num-
bers of workstations some or all of 
the time (76.2 percent, up from 73.5 
percent last year). 

Libraries plan to add, replace or 
upgrade public workstations and make 
other enhancements to their public 
access computing and Internet access 
services in the coming year in an at-
tempt to better meet patrons’ needs:

n Twenty-three percent of 

libraries anticipate adding public 
computers or laptops in the coming 
year, down from 29 percent last year.

n Nearly 6 percent of libraries 
plan to add wireless access within 
the next year, which if implement-
ed, would mean that nearly 91 per-
cent of public libraries will offer 
wireless access.

n About 13 percent of libraries 
plan to increase bandwidth in the 
coming year. Libraries report cost as 
the key impediment, with 29.4 per-
cent interested in bandwidth im-
provements but unable to afford 
them in the coming year.

Public libraries continue to hold 
stable and, in some cases, increase 
their public access Internet services, 
resources and infrastructure. The 
survey shows, however, that libraries’ 
ability to do so is waning. Moreover, 
one needs to look at their ability to 
offer quality public access technology 
services to their communities in light 
of the cumulative effect of the eco-
nomic downturn: libraries are now 
reporting successive years of budget 
cuts and reduced hours at the same 
time that they report increased usage 
and demand. 

HARDWARE AND IT SUPPORT
Each year, the survey asks detailed 
questions about outlet-level public 
access computing hardware. The re-
sponses reveal trends in infrastruc-
ture, and its impact on technology- 
related services. This section des- 
cribes the number and age of 
workstations/laptops; hardware re-
placement and procurement sched-
ules; and whether libraries are able 
to adhere to their replacement 
schedules; keep hardware in opera-
tion; and other mitigating factors. 

This year, public libraries reported:
n Offering an average of 16 pub-

lic access computers (desktop and 
laptop) per outlet.

n Anticipating fewer new com-

puter purchases in the coming year.
n Relying on non-IT specialists 

(public service staff and library di-
rectors) to provide the majority of 
IT support.

New Computers for 
Libraries of All Sizes
The average number of public access 
Internet computers per library out-
let increased to 16, as compared 
with 14.2 last year (Figure C-1). This 
increase is likely due to several fac-
tors: BTOP grants; older computers 
being kept in service longer to meet 
increased demand; and a greater re-
liance on operating revenue for 
computer purchases.

Suburban libraries saw the largest 
increase (21 percent) in numbers of 
public workstations over the past year, 
with 19.6 in 2010-2011, compared to 
15.8 the previous year. Urban libraries 
saw an increase of 11 percent, with 28 
workstations, compared to 25.4 last 
year. For rural libraries, it was es-
sentially unchanged, with 9.6 work-
stations, compared to 9.2 last year.

It is encouraging to note that the 
average number of computers in each 
age category increased this year, a 
reversal of the declines seen in all but 
two categories (1 year old and 3 years 
old) between the 2008-2009 and 
2009-2010 surveys. In addition, 
libraries reported more new comput-
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ers this year (6.5 workstations less 
than 1 year old) than in 2009-2010 
(4.6 workstations less than 1 year old).

Overall, “other” expenditures, the 
category in which technology-related 
expenditures are grouped (along with 
utilities, programs, etc.), recovered sig-
nificantly in FY2010 after sharp de-
creases the prior year. The average 
percent change in other expenditures 
in FY2011 was down 5.4 percent, com-
pared to a decrease of 34.3 percent in 
FY2010. Rural libraries recovered the 
most, from -59.3 percent in FY2010 to 
-1.7 percent in FY2011. There was a  
comparable recovery range for subur-
ban libraries from -51.3 percent in 
FY2010 to +3.7 percent in FY2011.  
Urban libraries improved the least  
from -29.1%, to -9.6%.

Libraries estimate FY2012 tech-
nology expenditures will dip signifi-
cantly again, although not to the 
extreme levels of FY2010.

A Setback for Sufficiency 
With 76.2 percent of libraries report-
ing having too few workstations to 
meet patrons’ needs, last year’s gains 
experienced a setback (Figure C-2). 
After libraries reported a rate of 81.2 
percent regarding insufficient public 
computers in FY2009, they reported a 
significant improvement in FY2010 at 
73.5 percent. Yet, the 2.7 percent de-
crease in sufficiency in FY2011 ap-
pears in sharp contrast to the addition 
of an average of 1.8 computers since 
FY2010 and an average of five com-
puters since FY2009. 

Urban libraries face the greatest 
challenge in providing a sufficient 
number of public access workstations 
– 89.6 percent reported insufficient 
numbers, up from 86.9 percent last 
year. However, suburban libraries 
reported the largest increase (4.6 
percent) in insufficiency: 77.7 percent 
reported insufficient public access 
workstations, up from 73.1 percent 
last year. This increase for suburban 

FIGURE C-1:  AVERAGE NUMBER OF PUBLIC ACCESS 
INTERNET WORKSTATIONS, BY AGE AND METROPOLITAN 
STATUS 

Metropolitan Status

Average Age Urban Suburban Rural Overall

Less than 1 year old 11.6 8.6 4.1 6.5

1 year old 15.6 6.9 4.0 6.9

2 years old 13.2 8.3 4.4 7.1

3 years old 13.2 9.1 4.5 7.6

4 years old 13.7 8.2 4.2 7.1

5 years old 14.1 9.2 4.5 7.1

Overall 28.0 19.6 9.6 16.0

FIGURE C-2: SUFFICIENCY OF PUBLIC ACCESS INTERNET 
WORKSTATIONS, BY METROPOLITAN STATUS

Metropolitan Status

Sufficiency of Public Access 
Workstations Urban Suburban Rural Overall

There are consistently fewer public 
Internet workstations than patrons 
who wish to use them throughout a 
typical day

31.7% 16.3% 12.4% 17.1%

There are fewer public Internet 
workstations than patrons who wish to 
use them at different times throughout 
a typical day

57.9% 61.4% 57.9% 59.1%

There are sufficient public Internet 
workstations available for patrons who 
wish to use them during a typical day

10.4% 22.3% 29.7% 23.8%

FIGURE C-3: PUBLIC ACCESS WORKSTATION REPLACEMENT 
PROCEDURE, BY METROPOLITAN STATUS

Metropolitan Status

Replacement Procedure Urban Suburban Rural Overall

Yes, library has a 
replacement schedule

60.7% 53.4% 30.7% 43.5%

No (As Needed) 38.8% 45.9% 68.1% 55.6%

Don’t Know * * 1.2% *

Key: *Insufficient data to report
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libraries, despite their 21 percent 
increase in the number of new com-
puters purchased last year, highlights 
the challenges that increased public 
demand for free Internet access  
has had on our nation’s public 
libraries.

Replacement Schedules
Overall, a majority of public libraries 
(55.6 percent) do not have replace-
ment schedules and replace their 
public workstations only as needed 
(Figure C-3). There is a stark differ-
ence in the replacement schedules of 
libraries when compared by metro-
politan status. The majority of urban 
libraries (60.7 percent) and suburban 
libraries (53.4 percent) do have an es-
tablished replacement schedule, 
whereas a majority of rural libraries 
(68.1 percent) do not. However, the 
overall percentage of library outlets 
with replacement schedules increased 
3.1 percent from last year. While all 
types of libraries reported an increase 
in having established a replacement 
schedule, suburban libraries reported 
the largest percentage increase of 6.7 
percent, compared to 2.4 percent for 
rural libraries and 2.2 percent for ur-
ban libraries.

Of the 43.5 percent of public 
libraries with a replacement schedule, 
22.3 percent report that they do not 
have the ability to consistently adhere 
to that replacement schedule (Figure 
C-4). An average of 7.9 public access 
workstations are scheduled to be re-
placed within the next year, a substan-
tial decrease from the average of 18.7 
scheduled replacements reported in 
the last year’s survey. 

Of those libraries with a replacement 
schedule, 22.9 percent of public 
libraries now have a replacement 
schedule that essentially occurs every 
three years, as compared to 27.3 per-
cent last year. For 36.4 percent of pub-
lic libraries, the replacement schedule 
occurs every four years (up from 28.8 
percent last year), and 27.6 percent of 
libraries are on a five-year schedule 

FIGURE C-4: ABILITY TO MAINTAIN PUBLIC ACCESS 
WORKSTATIONS REPLACEMENT SCHEDULE, BY 
METROPOLITAN STATUS

Metropolitan Status

Schedule Urban Suburban Rural Overall

Yes, able to maintain 
schedule

11.7% 18.6% 23.3% 18.6%

Yes, but the library branch 
does not know how many 
workstations/laptops they 
will replace

53.2% 51.5% 50.2% 51.5%

No, not able to maintain 
schedule

22.8% 25.0% 18.7% 22.3%

Don’t Know 12.3% 4.8% 7.8% 7.6%

The average number of 
workstations that the 
library plans to replace 
within the next year

12.2 9.8 4.3 7.9

FIGURE C-5: PUBLIC ACCESS WORKSTATION REPLACEMENT 
SCHEDULE, BY METROPOLITAN STATUS

Metropolitan Status

Schedule Urban Suburban Rural Overall

Every year — * 4.1% 1.8%

Every 2 years * * 3.0% 1.4%

Every 3 years 16.7% 23.5% 26.3% 22.9%

Every 4 years 45.8% 40.3% 25.4% 36.4%

Every 5 years 30.3% 25.7% 28.0% 27.6%

Other 6.8% 8.9% 13.2% 10.0%

FIGURE C-6: PUBLIC ACCESS WORKSTATIONS ADDITIONS, 
BY METROPOLITAN STATUS

 Metropolitan Status

Schedule Urban Suburban Rural Overall

Yes 22.8% 20.3% 24.4% 22.7%

No 71.4% 70.7% 65.9% 68.4%

Don’t Know 3.2% 3.6% 4.2% 3.8%

Other 2.6% 5.4% 5.5% 5.0%

Key: *Insufficient data to report; Key: —No data to report 



am
er

ic
an

lib
ra

ri
es

m
ag

az
in

e.
o

rg
 

| 
d

ig
it

al
 s

up
p

le
m

en
t 

| 
su

m
m

er
 2

01
1

28

(down from 31.6 percent last year) (Fig-
ure C-5). More urban and suburban 
libraries replace their public access 
workstations every four years than ev-
ery five years. Even as the percentage 
of libraries with replacement sche-
dules rises, the majority continue to 
express uncertainty about whether 
 they will be able to meet their sched-

FIGURE C-7: PUBLIC LIBRARY OUTLETS LENGTH OF TIME 
TO GET COMPUTERS BACK IN SERVICE, BY METROPOLITAN 
STATUS

Metropolitan Status

Length of Time Urban Suburban Rural Overall

Less than one day 12.6% 16.7% 15.4% 15.4%

One day 7.4% 27.3% 20.4% 23.9%

Two days 38.5% 27.7% 21.2% 26.3%

More than two days 18.1% 21.0% 31.8% 25.8%

Don’t know * 1.3% 3.5% 2.2%

Other amount of time 3.0% 6.0% 7.7% 6.3%

FIGURE C-8: SOURCES OF IT SUPPORT PROVIDED TO 
PUBLIC LIBRARY OUTLETS, BY METROPOLITAN STATUS

Metropolitan Status

Source of IT Support Urban Suburban Rural Overall

Public service staff 40.7% 42.4% 36.0% 39.0%

Library director 4.2% 22.1% 47.6% 31.7%

Building-based IT staff (IT 
specialist)

13.4% 16.8% 10.5% 13.1%

System-level IT staff 75.5% 56.4% 32.2% 48.1%

Library consortia or other 
library organization

5.6% 17.3% 13.2% 13.4%

County/City IT staff 30.5% 20.2% 11.0% 17.7%

State telecommunications 
network staff

1.7% 4.0% 3.8% 3.5%

State library IT staff 2.3% 3.7% 8.7% 5.9%

Outside vendor/contractor 16.2% 21.4% 37.7% 28.5%

Volunteer(s) * 3.4% 11.0% 6.7%

Other source 4.0% 6.0% 6.2% 5.8%

ules (51.5 percent). While this is a slight 
drop from last year (53.4 percent), it 
still reflects a dramatic increase from 
28 percent just two years ago.

Plans to Add Computers
The majority of public libraries (68.4 
percent) do not plan to add public 
access workstations in the next year 

(Figure C-6). The percentage of 
libraries that do plan to add worksta-
tions decreased to 22.7 percent from 
last year. This year 24.4 percent of 
rural libraries reported plans to add 
workstations this year, followed by 
22.8 percent of urban libraries and 
20.3 percent of suburban libraries. 
This represents a change from last year. 

The three most important factors 
influencing the addition of public 
library workstations/laptops are cost 
(78.7 percent), space (77.2 percent), 
and availability of electrical outlets, 
cabling, or other infrastructure (54.4 
percent). Cost factors were rated 
slightly higher for rural libraries (60.4 
percent) than for suburban (58.4 per-
cent) and urban (58.3 percent) libraries 
(more details available on Study web-
site, Figures 10-13). The availability of 
electrical outlets, cabling and other 
infrastructure was rated higher by ur-
ban libraries (36.3 percent) than 
suburban (29.7 percent) and rural (30.4 
percent) libraries. There is a constant 
influx of patrons with laptops and 
other mobile devices taking advantage 
of library Wi-Fi being reported, which 
challenge a library’s ability to provide 
sufficient electrical support.

Keeping Computers 
in Service
Figure C-7 depicts how long it takes 
for public access computers to re-
sume service following technical 
problems. Slightly more than half of 
libraries (52.1 percent) reported that 
it takes two or more days to get a 
public computer up and running 
again, compared to 47.2 percent last 
year. Rural libraries are significantly 
more likely to require more than two 
days (31.8 percent) than suburban 
(21 percent) and urban (18.1 per-
cent) libraries. Those percentages 
represent an increase from last 
year’s survey across all three metro-
politan status categories, with the 
largest percent increase reported for 

Key: *Insufficient data to report

Key: *Insufficient data to report
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Public libraries continue to make 
improvements to Internet connec-
tion speeds to respond to increased 
demands for bandwidth for stream-
ing media, as well as to address an 
overall increase in the use of library 
workstations and library wireless 
connections (Figure C-9). In 2010-
2011, public libraries reported:

n Wireless Internet access is 
now available at 85.7 percent of 
libraries, up from 82.2 percent last 
year.

n Libraries that support access 
speeds greater than 10 Mbps is up to 
24.9 percent. 

n Despite the desire to increase 
bandwidth, 29.4 percent of libraries  
report they are unable to afford the 
upgrade.

Connection Speeds 
Improve
The percentage of libraries offering 
speeds greater than 1.5 Mbps (T1) 
has increased nearly 9 percent from 
last year (Figure C-10). In the cur-
rent survey, 60.3 percent of 
libraries reported connection 
speeds greater than 1.5 Mbps, com-
pared to 51.8 percent last year. 
There is also a decrease in the per-
centage of libraries with connection 
speeds of less than 1.5 Mbps (12 
percent, versus 14.8 percent last 
year).

Libraries that reported connection 
speeds greater than 10 Mbps have 
increased to 24.9 percent above last 
year’s 18.4 percent. The percentage 
of urban libraries reporting speeds 
greater than 40 Mbps grew a full 6 
percent to 20.8 percent from 14.8 

urban libraries (3.9 percent).
Public libraries indicate (Figure C-8) 

that non-IT specialists are providing 
the majority of support services (70.7 
percent), a slight increase from the 67.3 
percent reported last year. In urban 
(40.7 percent) and suburban (42.4 

percent) libraries, public service staff 
are providing most of this support, while 
rural libraries depend more on library 
directors (47.6 percent). The metro-
politan variation has as much to do with 
overall staffing in rural libraries as 
compared with larger suburban and 

urban libraries. System-level IT staff 
continue to be a significant source of IT 
support (48.1 percent), especially for 
urban libraries (75.5 percent). Outside 
vendors/contractors are another im-
portant source (28.5 percent), particu-
larly for rural libraries (37.7 percent).

FIGURE C-10: PUBLIC LIBRARY OUTLETS MAXIMUM 
SPEED OF PUBLIC ACCESS INTERNET SERVICES, BY 
METROPOLITAN STATUS

Metropolitan Status

Maximum Speed Urban Suburban Rural Overall

Less than 256 kbps * * 2.3% 1.4%

257 kbps - 768 kbps * 4.2% 6.9% 5.0%

769 kbps - 1.4 Mbps 1.4% 4.2% 5.8% 5.6%

1.5 Mbps (T1) 9.8% 21.1% 28.0% 22.7%

1.6 Mbps-3.0 Mbps 11.1% 9.9% 13.7% 12.0%

3.1 Mbps-6.0 Mbps 12.2% 10.7% 11.5% 11.3%

6.1 Mbps-10 Mbps 16.3% 14.6% 9.0% 12.1%

10.0-20.0 Mbps 22.2% 12.3% 6.1% 10.8%

20.1-30.0 Mbps 2.7% 2.4% 1.4% 2.0%

30.1-40.0 Mbps 1.0% 2.1% 1.1% 1.4%

Greater than 40 Mbps 20.8% 13.1% 5.8% 10.7%

Don’t Know 1.4% 4.7% 6.3% 5.0%

CONNECTIVITY
FIGURE C-9: BANDWIDTH SPEEDS AT PUBLIC LIBRARIES

2011

2010

2009

2008

2007

2006

2004

0% 20% 40% 60% 80% 100%

Less than  
769K

Greater 
than 

10Mbps 

769K– 
1.5M

1.6M– 
10M

Key: *Insufficient data to report
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percent last year. Suburban libraries 
that reported speeds greater than 40 
Mbps increased to 13.1 percent this 
year from 9.5 percent last year.

Only a small percentage (5.8 per-
cent) of rural libraries reported con-
nection speeds greater than 40 Mbps, 
up only 1.3 percent from last year. At 
the same time, the percentage of rural 
libraries reporting connection speeds 
greater than 1.5 Mbps has grown al-
most 10 percent to 48.6 percent in 
2010-2011 from 38.7 percent last year. 
This marks the first time that more 
rural libraries reported connectivity 
speed greater than 1.5 Mbps than less 
than 1.5 Mbps.

Most public libraries have not in-
creased their connection speeds, with 
76.4 percent reporting that the speed 
stayed the same (Figure C-11). This is 
consistent across metropolitan status 
categories, with the majority of rural 
(77.5 percent), suburban (76.8 per-
cent), and urban (72.1 percent) 
libraries maintaining their connec-
tion speeds. The percentage of urban 
outlets reporting increased connec-
tion speeds dropped from 33.3 per-
cent in 2009-2010 to 27 percent in 
2010-2011. Urban outlets still re-
ported the highest number of in-
creases, with rural libraries reporting 

FIGURE C-11: AVERAGE PERCENTAGE INCREASE IN PUBLIC 
ACCESS INTERNET CONNECTION AT PUBLIC LIBRARY 
OUTLETS OVER THE LAST YEAR

Metropolitan Status

Public Access Internet 
Connection Increase Urban Suburban Rural Overall

Increased 27.0% 22.1% 20.2% 22.0%

Stayed the same 72.1% 76.8% 77.5% 76.4%

Don’t know * 1.1% 2.2% 1.6%

FIGURE C-12: PUBLIC ACCESS WIRELESS INTERNET 
CONNECTIVITY IN PUBLIC LIBRARY OUTLETS, BY  
METROPOLITAN STATUS

Metropolitan Status 

Availability of Public Access 
Wireless Internet Services Urban Suburban Rural Overall

Currently available for public 
use when the library is open 
and closed

69.8% 65.0% 64.7% 65.7%

Currently available for public 
use only when library is open

21.6% 24.3% 16.5% 20.0%

Not currently available, but 
there are plans to make it 
available within the next year 

4.9% 4.4% 7.2% 5.9%

Not currently available and 
no plans to make it available 
within the next year

3.5% 6.2% 11.2% 8.2%

FIGURE C-13: PUBLIC LIBRARY OUTLETS SHARED WIRELESS-WORKSTATION BANDWIDTH,  
BY METROPOLITAN STATUS

Metropolitan Status

Shared Bandwidth Connection Urban Suburban Rural Overall

Yes, both the wireless connection and public access workstations 
share bandwidth/ connection; no management techniques

35.8% 48.8% 68.9% 55.8%

Yes, both the wireless connection and public access workstations 
share bandwidth/ connection; but have management techniques

36.2% 28.1% 15.9% 23.9%

No, the wireless connection is separate from the public access 
workstation bandwidth/ connection 

27.3% 21.8% 12.5% 18.5%

Don’t know * 1.3% 2.9% 1.9%

Key: *Insufficient data to report
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the smallest number of increases at 
20.2 percent.

Fiber Optic Connectivity 
For the first time last year, the sur-
vey asked whether the library outlet 
had a fiber optic connection. Over-
all, 31 percent of libraries reported 
affirmatively, and this year that af-
firmative response increased to 36.2 
percent. A majority (65.6 percent) 
of urban library outlets have fiber 
optic connections, as compared to 
42.8 percent of suburban outlets, 
and only 21.8 percent of rural out-
lets. These responses represent an 
increase over last year  of 8.5 per-
cent for urban, 7.1 percent for sub-
urban, and 4.1 percent for rural 
libraries.

Wireless Access Increases
The number of public libraries of-
fering wireless (Wi-Fi) connections 
for patron use is increasing: 85.7 
percent report wireless availability, 

up from 82.2 last year (Figure C-12). 
Of these, 65.7 percent of libraries 
offer wireless for public use during 
times when the library is open and 
closed.

Urban and suburban libraries pro-
vide wireless access at similar rates 

(91.8 percent and 89.1 percent respec-
tively); 81.5 percent of rural libraries 
provide wireless access. This year, the 
District of Columbia and Rhode Island 
both reported that 100 percent of their 
libraries provide Wi-Fi access; an-
other 17 states reported that more than 

FIGURE C-14: ADEQUACY OF PUBLIC LIBRARY  
OUTLETS PUBLIC ACCESS INTERNET CONNECTION,  
BY METROPOLITAN STATUS 

Metropolitan Status

Adequacy of Public Access 
Internet Connection Urban Suburban Rural Overall

The connection speed is 
insufficient to meet patron 
needs

10.5% 12.6% 14.9% 13.3%

The connection speed is 
sufficient to meet patron 
needs at some times

34.1% 30.3% 31.6% 31.6%

The connection speed is 
sufficient to meet patron 
needs at all times

55.0% 56.7% 53.1% 54.6%

Don’t know * * * *

FIGURE C-15: POSSIBILITY OF INCREASING ADEQUACY OF PUBLIC LIBRARY OUTLETS  
PUBLIC ACCESS INTERNET CONNECTION, BY METROPOLITAN STATUS

Metropolitan Status

Increasing Adequacy of Connections Urban Suburban Rural Overall

No, the connection speed is already at the 
maximum level available 

10.9% 14.7% 25.5% 19.4%

No, there is no interest in increasing the speed 
of public access Internet connection

9.0% 11.1% 10.4% 10.4%

Yes, there is interest in increasing the outlet’s 
bandwidth, but the library cannot currently 
afford to do so

26.5% 29.8% 30.1% 29.4%

Yes, and there are plans in place to increase the 
bandwidth within the next year

10.8% 12.6% 9.6% 12.5%

It is possible to increase the speed; however, 
there are no plans in place to increase the 
bandwidth within the next year

23.2% 20.0% 10.8% 16.0%

There is interest but the outlet lacks the 
technical knowledge to increase the bandwidth 
in the library

* * 1.6% 1.0%

Other 7.6% 7.8% 5.1% 6.4%

Don’t Know 1.6% 3.6% 7.0% 5.0%

Key: *Insufficient data to report

Key: *Insufficient data to report
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90 percent of their libraries offer 
wireless connections (see State Sum-
mary Data, p. 40).

Data show that wireless access is 
often shared with existing public  
access workstation connections. The 
potential impact of this on Internet 
traffic may be measurably slower re-
sponse time during periods of heavy 
use, unless Internet speed is also in-
creased. Overall, 79.7 percent of 
libraries reported that the Internet 
connection is shared, with 23.9 percent 
using bandwidth management tech-
niques to alleviate traffic congestion 
(Figure C-13). In 2010-2011, fewer 
urban libraries reported sharing wire-
less and public access workstation 
connections (down to 35.8 percent 
from 41.6 percent last year), with a 
correlated increase in separate con-
nections (up to 27.3 percent from 24.4 
percent last year) and shared connec-
tions with management techniques  
(up to 36.2 percent from 33.9 percent 
last year). As in the 2009-10 Study, the 
percentage of rural libraries is the 
highest at 68.9 percent reporting 
shared wireless and public access con-

nection without management tech-
niques.

Adequacy of Internet 
Connections
Although libraries reported an in-
crease in their connection speeds 
(See Figures C-10 and C-11), 44.9 
percent of libraries indicated that 
those connection speeds are insuf-
ficient to meet patron needs some 
or all of the time (Figure C-14). This 
finding is consistent with last year. 
Adequate connection speeds were 
reported by 54.6 percent of public 
libraries, with the greatest improve-
ments reported by urban libraries 
(55 percent, up from 47.6 percent 
last year). Unfortunately, suburban 
(56.7 percent) and rural (53.1 per-
cent) libraries reported slight de-
creases in the adequacy of 
connection speeds (down from 57.9 
and 54.3, respectively).

Plans to Improve 
Bandwidth
Figure C-15 presents data on the ex-
tent to which library outlets can in-

crease their connection speeds. 
Consistent with last year’s survey, 
cost, rather than availability of higher-
speed connections, is what constrains 
libraries. Like last year, 29.4 percent 
of all libraries reported an interest in 
increasing bandwidth, although they 
cannot currently afford to do so. A de-
creasing percentage of urban libraries 
reported plans to increase the band-
width within the next year (10.8 per-
cent, down from 16.4 percent last 
year), while an increasing percentage 
of suburban (12.8 percent, up from 8.9 
percent) and rural (9.6 percent, up 
from 5.5 percent) libraries reported 
the same plans. Overall, only 12.5 per-
cent of libraries reported plans to in-
crease bandwidth next year. The low 
percentage of libraries planning to in-
crease bandwidth is not surprising, 
given that 65 percent of libraries an-
ticipate flat or decreased operating 
budgets in FY2012.

Consistent with last year, slightly 
more than 19 percent of all libraries 
and 25.5 percent of rural libraries 
reported they are already at the maxi-
mum connection speed available.

Public libraries provide library pa-
trons with a wide variety of Internet 
services and resources that can be 
accessed in the library building or 
remotely through library websites. 
In addition to providing download-
able media, virtual reference, 
homework resources and other spe-
cialized databases that support edu-
cation and research, library staff 
also help computer users gain the 
digital literacy skills they need to 
succeed online.

In 2010-2011, public libraries re-
ported:

n The two most important Inter-
net services they offered were pro-
viding services for job search (91.8 

percent) and e-government activi-
ties (88.5 percent).

n The vast majority (87.3 percent) 
provided formal or informal technol-
ogy training to library patrons.

n Although formal classes are 
the most common format for patron 
technology training, access to on-
line training materials increased the 
most (8 percent) over last year.

n E-books are available at 67.2 
percent of libraries, up 12 percent 
from just two years ago.

n Mobile devices, including 
e-book readers and netbooks, are 
available at 27.8 percent of libraries.

For the second consecutive year, 
libraries reported (Figure C-16) that 

services for job-seekers and access to 
online government information and 
services rate as the top two most im-
portant public Internet services 
provided to the community. This 
ranking is followed by education re-
sources and databases for K-12 stu-
dents, which was rated the top service 
in 2008-2009 and earlier. 

Each day an estimated 300,000 
people receive job-seeking help at 
public libraries.2 In our Study, a large 
majority of libraries reported that they 
provided:

n Job databases and other online 
job opportunity resources (90.9 
percent).

n Access to civil service exam 

INTERNET SERVICES AND TRAINING
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FIGURE C-16: THE MOST IMPORTANT INTERNET SERVICES OFFERED TO THE COMMUNITY
Overall

Services
Least 

Important
Unimportant Neutral Important

Most 
Important

Not 
Applicable

Average

The library provides services to job-seekers 1.0% 1.2% 5.9% 17.4% 74.4% 0.2% 4.6

The library provides information for 
economic development (e.g., start a 
business, seek business opportunities)

3.0% 8.4% 26.5% 28.2% 33.4% 0.4% 3.8

The library provides access to 
government information and services, 
like unemployment benefits, tax, forms, 
Medicare information or paying traffic 
tickets

0.9% 1.5% 8.8% 24.5% 64.0% 0.3% 4.5

The library provides computer and Internet 
skills training

3.9% 9.3% 24.6% 24.2% 33.5% 4.5% 3.8

The library provides education resources 
and databases for K-12 students 

2.1% 5.5% 18.5% 29.0% 44.2% 0.7% 4.1

The library provides education resources 
and databases for students in higher 
education

3.1% 8.0% 22.1% 31.9% 34.2% 0.8% 3.9

The library provides education resources 
and databases for home schooling

3.0% 7.0% 20.8% 29.5% 38.7% 1.1% 3.9

The library provides education resources 
and databases for adult/continuing 
education students

2.2% 5.9% 19.3% 33.2% 38.7% 0.7% 4.0

The library provides information for college 
applicants

2.6% 9.1% 26.8% 28.6% 32.2% 0.7% 3.8

The library provides information about the 
library’s community

3.4% 9.0% 23.6% 27.3% 36.2% 0.5% 3.8

The library provides information about 
databases regarding investments

9.6% 19.3% 29.2% 21.7% 18.6% 1.6% 3.2

The library provides services to immigrant 
populations

12.8% 15.9% 22.9% 20.1% 24.3% 4.0% 3.3

Other 4.8% 1.6% 8.8% 11.1% 44.6% 29.0% 4.2

FIGURE C-17: PUBLIC LIBRARY OUTLETS OFFERING FORMAL OR INFORMAL TECHNOLOGY 
TRAINING AVAILABILITY, BY METROPOLITAN STATUS

Metropolitan Status

Training Availability Urban Suburban Rural Overall

Offers formal technology training classes 58.8% 46.6% 25.2% 38.0%

Offers one-on-one technology training sessions by appointment 29.2% 30.9% 25.9% 28.1%

Offers informal point-of-use assistance 79.4% 80.5% 77.3% 78.8%

Offers online training material 40.2% 34.9% 22.4% 29.5%

Does not offer any technology training 7.6% 10.7% 15.6% 12.7%
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materials (77 percent).
n Software and other resources 

to help patrons create resumes and 
other employment materials (74.5 
percent).

n Assistance completing online 
job applications (71.9 percent).

With more and more government 

services and resources available ex-
clusively in a digital format, libraries 
provided a wide range of support for 
their patrons’ e-government needs:

n Assistance with understanding 
how to access and use e-government 
websites (89.7 percent), and apply-
ing for or accessing e-government 

services (80.7 percent).
n Partnerships with government 

agencies and non-profit organiza-
tions (24.7 percent to provide e-
government services).

n Staff assistance (67.8 percent) 
with completing government forms.

Other highly ranked important 

FIGURE C-18: FORMAL TECHNOLOGY TRAINING CLASSES OFFERED BY PUBLIC LIBRARY 
OUTLETS, BY METROPOLITAN STATUS*

Metropolitan Status

Technology Training Classes Urban Suburban Rural Overall

General computer skills (e.g., how to use 
mouse, keyboard, printing)

93.7% 92.9% 92.3% 92.9%

General software use (e.g., word 
processing, spreadsheets, presentation)

82.8% 80.9% 75.2% 79.5%

General Internet use (e.g., set up e-mail, 
Web browsing)

92.8% 94.7% 92.4% 93.5%

General online/Web searching (e.g., using 
Google, Yahoo, others)

81.8% 82.8%
 

80.9% 81.9%

Using library’s Online Public Access 
Catalog (OPAC)

49.8% 52.9% 51.7% 51.8%

Using online databases (e.g., commercial 
databases to search and find content)

56.2% 59.7% 46.4% 54.5%

Safe online practices (e.g., not divulging 
personal information)

29.2% 38.0% 37.5% 35.6%

Accessing online government information 
(e.g., Medicare, taxes, how to complete 
forms)

28.6% 30.5% 31.6% 30.4%

Accessing online job-seeking and career-
related information

51.4% 52.9% 39.4% 48.1%

Accessing online medical information (e.g., 
health literacy)

22.4% 26.6% 25.0% 25.1%

Accessing online investment information 16.4% 17.4% 9.3% 14.5%

Accessing genealogy information 31.8% 42.5% 45.6% 40.8%

Accessing consumer information (e.g., 
product value, safety, reliability, warranty 
information)

18.7% 24.5% 19.0% 21.2%

Digital photography, software and online 
applications (e.g., Photoshop, Flickr)

22.6% 34.0% 31.8% 30.4%

Social Networking (e.g., blogging, RSS) 31.5% 37.4% 35.5% 35.3%

Other technology-based training classes 6.8% 5.6% 5.9% 6.0%

Will not total 100%, as categories are not mutually exclusive

*Data in this figure is from the subset of libraries that report they offer formal technology training (Figure C-17).
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services included supporting adult/
continuing education, homeschool-
ers, and higher education students. 
Detailed information by metropolitan 
status is available on the Study web-
site, Figures 29-31.

Patron Technology 
Training

As our nation struggles to recover 
from the current economic downturn, 

libraries persevere to provide varied 
and substantial patron technology 
training and technical assistance. 
While the large majority of libraries 
continue to provide training, 12.7 
percent of libraries reported this year 
that they do not offer any technology 
training, up from 10.9 percent last 
year (Figure C-17). In response to 
budget reductions, some libraries 
reported having to eliminate patron 

technology training programs, al-
though hopefully not for the long-
term. 

The number of public library out-
lets that offer formal technology 
training classes increased slightly (1 
percent) from last year. Urban 
libraries (58.8 percent) were in the 
majority; only 46.6 percent of subur-
ban and 25.2 percent of rural libraries 
provided formal training.

FIGURE C-19: ONLINE RESOURCES AND SERVICES THAT THE LIBRARY MAKES AVAILABLE 
TO PATRONS

Overall

Does Not  
Offer Service

Offers Service  
in Library

Offers Service from 
Outside the Library 
(e.g., via the Web)

Resources

Digital Reference/Virtual Reference 33.1% 48.0% 55.1%

Licensed databases 0.2% 98.1% 98.6%

E-books 32.8% 45.7% 60.9%

Web/business conferencing (e.g., Skype, WebEx) 89.6% 8.9% 2.9%

Online instructional courses/tutorials 41.9% 48.4% 40.7%

Homework help 13.0% 74.0% 66.2%

Audio content (e.g., music, audiobooks, other) 17.2% 65.6% 59.5%

Video content (e.g., streaming video, video clips, other) 38.7% 52.4% 36.8%

Digitized special collections (e.g., letters, 
postcards, documents, other)

53.9% 37.9% 35.8%

Library social networking (e.g., blogs, Flixster, 
Goodreads)

39.9% 48.2% 43.7%

Online book clubs 69.4% 23.1% 25.3%

Services

Allow patrons to access and store content on USB 
or other portable devices/drives (e.g., iPods, MP3 
players, flash drives, other)

6.5% 93.4% —

Allow patrons to connect digital cameras and 
manipulate content

33.1% 66.6% —

Allow patrons to burn compact discs/DVDs 44.6% 55.1% —

Provide access to recreational gaming consoles, 
software or Web sites

30.6% 68.7% —

Provides access to mobile devices (e.g., e-readers, 
netbooks)

72.2% 27.8% —

Key: —No data to report 



am
er

ic
an

lib
ra

ri
es

m
ag

az
in

e.
o

rg
 

| 
d

ig
it

al
 s

up
p

le
m

en
t 

| 
su

m
m

er
 2

01
1

36

Significant increases from last year 
were reported for two training for-
mats: This year, 28.1 percent offered 
patrons one-on-one technology 
training by appointment, up from 23.5 
percent last year; suburban libraries 
were the most likely to offer the service 
(30.9 percent), followed by urban 
(29.2 percent) and rural (25.9 per-
cent) libraries. The percentage of 
libraries that offered online training 
materials increased to 29.5 percent 
from 21.7 percent last year, with both 
urban and suburban libraries report-
ing increases of around 11 percent (to 
40.2 percent and 34.9 percent, re-
spectively), and rural libraries report-
ing nearly a 5 percent increase to 22.4 
percent.

Figure C-18 shows the types of 
formal technology training classes 
offered by library outlets. Among 
those offering formal training, gen-
eral Internet use classes were the most 
common (93.5 percent), followed by 
general computer skills classes (92.9 
percent). More than three-quarters 

of libraries reported general training 
for patrons on online/Web searching 
(81.9 percent) and software use (79.5 
percent). The percentage of libraries 
offering classes on accessing online 
job-seeking and career related infor-
mation grew to 48.1 percent from 42.8 
percent last year. Relatively few outlets 
(14.5 percent) provided training on 
accessing online investment informa-
tion. Social networking training grew, 
with 35.3 percent of libraries now 
offering this type of training, up from 
27.4 percent 

Compared to last year, training on 
how to access online government 
information in suburban (30.5 per-
cent) and rural (31.6 percent) libraries 
increased from 29.1 percent and 25.4 
percent respectively, surpassing the 
training offered by urban libraries 
(down from 38.7 to 28.6 percent). 
Genealogical research classes con-
tinue to be more common among 
suburban (42.5 percent) and rural 
(45.6 percent) libraries, than in urban 
(31.8 percent) libraries.

Libraries Expand 
Offerings of Online, 
Downloadable Resources
All libraries reported offering a 
range of Internet-based services – 
often remotely via the library web-
site, as well as onsite in the library 
(Figure C-19), an increase of 10 per-
cent over the past two years. Li-
censed databases that comprise a 
range of online collections — from 
practice tests to business journals to 
full-text newspaper and magazine 
articles otherwise unavailable to the 
public without charge — continue to 
be the most commonly provided 
(99.8 percent) Internet resource. 

Eighty-seven percent of libraries 
provided online homework help, 
which was the second most common 
Internet service; they provided this 
service both onsite and remotely. 
Urban (79.5 percent onsite, 81.6 per-
cent remotely) and suburban libraries 
(78.6 percent onsite, 77.5 percent 
remotely) were more likely than rural 
libraries (68.9 percent onsite, 53.1 
percent remotely) to offer homework 
help onsite and remotely.

A majority (59.5 percent) of 
libraries provide audio content (e.g. 
downloadable audiobooks or pod-
casts) remotely, an increase of 4 
percent from last year. Urban and 
suburban libraries were as much as 
30 percent to 40 percent more likely 
to provide remote audio content ac-
cess than were rural libraries.

Libraries that reported providing 
digital reference/virtual reference 
services decreased by over five percent 
from last year’s survey (66.9 percent, 
down from 72.3 percent). Anecdotal 
reports point to cutbacks in virtual 
reference, which provides real-time 
assistance through online chat. In the 
current economic climate, libraries 
and cooperatives are finding it in-
creasingly difficult to cover the costs 
of dedicated software for the service 
and to maintain staffing levels. 

FIGURE C-20: E-BOOK AVAILABILITY AT PUBLIC LIBRARIES

67.2%
65.9%

55.4%

51.8%

38.3%
2007

2008

2009

2010

2011
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It is increasingly common for 
libraries to allow patrons to access 
and store content on USBs, MP3s and 
other devices; connect digital cam-
eras and manipulate content; burn 
CDs or DVDs; and provide access to 
gaming consoles, software or Web 
sites (Figure C-19). Availability of 
these services increased an average of 
4.2 percent over last year.

The number of libraries providing 
e-books continues to increase, sup-
porting the growing popularity of the 
format (Figure C-20).

n Overall, 67.2 percent of 
libraries offer e-books; this has in-
creased over the past two years from 
65.9 percent and 55.4 percent re-
spectively. 

n Urban (86.8 percent) and sub-
urban (79.8 percent) libraries were 
more likely than rural (51.7 percent) 
libraries to provide e-book services. 

n While an increase in e-book 
services was reported across the 
metropolitan status categories,  
suburban libraries reported the 
greatest increase over last year (6.6 
percent). 

The California and Oklahoma 
libraries that were interviewed for this 
Study had only recently launched their 
e-book collections over the past one 
to two years, or planned to early in 
2011; a few libraries were still search-
ing for funding to start their e-book 
collections.

While library e-book circulation is 
still very low compared to print book 
collections, all interviewed libraries 
reported significant increases in 
e-book circulation. For example, the 
Contra Costa County (CA) Library 
reported that circulation for down-
loadable e-books increased from 
38,004 in 2009 to 56,560 in 2010.  

The library’s downloadable audio-
book collection also experienced 
growth in use, from 27,338 in 2009  
to 45,589 in 2010.

Thanks to the popularity of e-
readers as holiday gifts, many e-
reader recipients asked library staff 
for help in learning how to use their 
new e-readers. This proved to be a 
great opportunity to raise awareness 
of library e-book collections; accord-
ing to a recent study, 56 percent of 
Americans were unaware that libraries 
provided e-books.3 A number of 
library directors interviewed for this 
Study commented that e-book circu-
lation was hindered by e-reader 
compatibility issues and the complex-
ity of e-book downloads, digital rights 
management issues, and availability 
of popular titles. Many major publish-
ers, including MacMillan and Simon 
& Shuster, do not currently sell 

FIGURE C-21: JOB-SEEKING SERVICES PROVIDED BY PUBLIC LIBRARY OUTLETS, BY 
METROPOLITAN STATUS

Metropolitan Status

Job-seeking roles and services Urban Suburban Rural Overall

The library provides access to job databases and other 
job opportunity resources

92.6% 94.6% 87.9% 90.9%

The library provides access to civil service exam 
materials

90.1% 83.3% 68.4% 77.0%

The library helps patrons complete online job 
applications

72.6% 69.4% 73.5% 71.9%

The library collaborates with outside agencies or 
individuals to help patrons complete online job 
applications 

42.6% 29.5% 25.0% 29.4%

The library helps patrons develop business plans and 
other materials to start businesses 

30.1% 18.5% 10.0% 16.2%

The library collaborates with outside agencies or 
individuals to help patrons develop business plans and 
other materials to start businesses

22.4% 16.6% 10.7% 14.6%

The library offers classes (either by librarians or others 
working with the library) on job-seeking strategies, 
interview tips, etc.

42.1% 34.3% 13.7% 25.4%

The library offers software and other resources to help 
patrons create resumes and other employment materials

84.8% 78.4% 68.4% 74.5%

Other 2.6% 3.2% 3.5% 3.3%
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FIGURE C-22: E-GOVERNMENT ROLES AND SERVICES OF PUBLIC LIBRARY OUTLETS, BY 
METROPOLITAN STATUS

Metropolitan Status

E-Government roles and services Urban Suburban Rural Overall

Staff provide assistance to patrons applying for or 
accessing e-government services

77.5% 81.2% 81.4% 80.7%

Staff provide as-needed assistance to patrons for 
understanding how to access and use e-government Web 
sites

92.2% 92.1% 87.2% 89.7%

Staff provide assistance to patrons for understanding 
government programs and services

54.7% 54.1% 45.9% 50.2%

Staff provide assistance to patrons with completing 
government forms

71.7% 66.0% 67.8% 67.8%

The library develops guides, tip sheets, or other tools to 
help patrons use e-government websites and services

23.9% 20.5%  14.2% 18.0%

The library offers training classes regarding the use 
of government Web sites, understanding government 
programs, and completing electronic forms

20.1% 8.3% 4.6% 8.4%

The library offers translation services for forms and services 
in other languages

11.7% 10.6% 3.5% 7.3%

The library is partnering with government agencies, non-
profit organizations, and others to provide e-government 
services

33.4% 25.8% 21.2% 24.7%

The library is working with government agencies (local, 
state, or federal) to help agencies improve their websites 
and/or e-government services

11.7% 8.9% 5.7% 7.8%

The library has at least one staff member with significant 
knowledge and skills in provision of e- government services

29.4% 19.1% 16.0% 19.3%

Other 2.8% 2.4% 3.0% 2.8%

FIGURE C-23: CHALLENGES TO HELPING PATRONS MEET THEIR EMPLOYMENT AND 
E-GOVERNMENT NEEDS

Overall

Challenges
Least 

Important
Unimportant Neutral Important

Most 
Important

Not 
Applicable

Average

The library does not have enough staff 
to effectively help patrons with their 
job-seeking needs

9.1% 11.5% 20.6% 22.3% 33.6% 2.8% 3.6

The library staff does not have the 
necessary expertise to meet patron 
job-seeking needs

12.1% 16.0% 25.7% 20.8% 22.6% 2.8% 3.3

This library does not have enough staff 
to effectively help patrons with their 
e-government needs

9.3% 11.2% 20.3% 21.5% 34.2% 3.6% 3.6

This library’s staff does not have the 
necessary expertise to meet patron  
e-government needs

8.4% 13.1% 24.4% 22.9% 27.6% 3.5% 3.5
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e-books to libraries.
This is the first year the survey asked 

libraries if they provided access to 
mobile devices, such as e-book readers 
and netbooks. Suburban (29.2 percent) 
and rural (28.6 percent) libraries re-
ported the greatest availability, with 
measurably less availability at urban 
libraries (22.2 percent).

Jobs and E-government 
Services Still Vitally 
Important
With the national unemployment 
rate ranging between 9.7 percent 
(March 2010) and 9 percent (January 
2011)4, it is no surprise that libraries 
continue to report that services for 
job-seekers and access to govern-
ment information and services are 
the most important Internet services 
offered to the community. As more 
employers and government agencies 
provide information exclusively in a 
digital format, the community relies 
on library staff and technology ser-
vices more than ever. At a minimum, 
users need access to workstations 
and Internet access to apply for jobs 
or seek government agency support.  
These activities require computer 
proficiency, an understanding of  
the complexities of online govern-
ment websites, and educational re-
sources to advance employment skill 
levels.

Without exception, libraries are 
providing more job-seeking services 
(Figure C-21) since first asked in last 
year’s survey.

n A large majority provide access 
to job databases and other online 
job resources (90.9 percent, up 
from 88.2 percent).

n Many (77 percent) provide ac-
cess to civil service exam materials; 
for urban libraries, this response 
increases to 90.1 percent.

n Over 74 percent of libraries of-
fer software and other resources to 
help patrons create resumes and 
employment materials. In this cate-
gory, suburban libraries reported an 

increase of almost 10 percent over 
last year (78.4 percent and 68.7 per-
cent respectively). 

n Nearly 72 percent of libraries 
help patrons complete online job 
applications, an increase of 5 per-
cent over last year’s data.

Entrepreneurs are increasingly 
looking to libraries for assistance in 
developing business plans and ac-
quiring other materials to help them 
start businesses. Urban (30.1 percent, 
up from 22.1 percent) and suburban 
(18.5 percent, up from 14 percent) 
libraries reported service growth in 
this area; consistent with last year, 10 
percent of rural libraries reported 
providing this service.

An increasing number of libraries 
(88.5 percent, up from 82.4 percent last 
year) reported that it is very important 
or most important for the library to 
provide access to government informa-
tion and services such as unemployment 
benefits, Medicare information, and tax 
information and forms. With the Inter-
nal Revenue Service’s announcement 
in January 2011 that it will no longer mail 
out tax forms, there will likely be yet 
another increase in this service catego-
ry next year. As illustrated in Figure 
C-22, libraries provided a wide range 
of e-government services to their com-
munities. In particular:

n The majority (89.7 percent) 
provided as-needed assistance for 
understanding how to access and 
use e-government websites.

n The majority (80.7 percent) 
provided assistance for applying for 
or accessing e-government services.

n Nearly 68 percent indicated 
that staff provide assistance with 
completing government forms.

n One-quarter of all libraries 
partnered with government agencies, 
non-profit organizations, and others 
to provide e-government services. 

Service Challenges
Although public libraries reported 

a range of employment and e-govern-
ment support resources, they also 

indicated that there are a number of 
important staffing and expertise chal-
lenges to their ability to offer patrons 
these services (Figure C-23):

n About 56 percent of libraries 
reported that they do not have 
enough staff to help patrons effec-
tively with their job-seeking needs.

n More than 43 percent reported 
that their library staff does not have 
the necessary expertise to meet pa-
tron job-seeking needs.

n Nearly 56 percent of libraries 
reported that they do not have 
enough staff to help patrons effec-
tively with their e-government 
needs.

n More than 50 percent reported 
that their library staff does not have 
the necessary expertise to meet pa-
tron e-government needs.

Conclusion
Despite financial constraints, 
libraries continue to provide the vital 
resources needed to support learners 
of all ages, assist in job searches and 
in accessing online government ser-
vices, and advance digital literacy 
skills at all levels. Although libraries 
clearly continue to enhance their ca-
pacity to provide support through 
more public access computers, in-
creased broadband, and Wi-Fi, in-
creased usage was reported across key 
areas, suggesting that growing de-
mand is outpacing any additional 
library capacity. z

ENDNOTES

1 The Pew Center on the States (2010). 
Bringing America Up to Speed: States’ Role 
in Expanding Broadband. The Pew Charitable 
Trusts. Washington, D.C., 2010. Page 1. 

2 OCLC. How Libraries Stack Up, 2010: A 
Report to the OCLC Membership. http://www.
oclc.org/us/en/reports/stackup/ (last accessed 
April 15, 2011)

3 Ibid, Page 40.

4  Bureau of Labor Statistics. U.S. Department 
of Labor. Employment Situation Summary 
Table A. Household Data, Seasonally 
Adjusted. http://www.bls.gov/new.release/
empsit.a.htm (last accessed April 15, 2011).


