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Our 2024 Customer Satisfaction Survey,
resulted in

1,638

responses and

3,405

individual pieces of feedback.

Number of responses by year:

2024 2025
1,638 2,003




Why did we
decide to
undertake
the survey?

Why the
survey is
important
for OnFife

By capturing satisfaction levels, the survey allows us to
compare year-on-year data as part of measuring the
success of our Bringing People Back Strategy.

Customer satisfaction measures how far we are meeting
customer expectations and is an important indicator of
customer intentions and loyalty. By running the survey,

we were ensuring our customers have a place to voice their
opinions, both positive and negative, as not everyone will
seek out our current feedback methods to do that.

i

Research shows that it can be between five and 25 times
more valuable to keep our customers than acquire new
ones. We won’t have loyal customers who feel invested
in OnFife if they’re not satisfied, and we don’t know how
satisfied they are unless we ask them and have a better
understanding of any areas for improvement.

Even our most loyal customers can change their needs
or have a bad experience with us and become less
satisfied and just because they keep coming back,
they’re not necessarily satisfied. By having customer
satisfaction surveys in place, we can be aware of
potential issues in a proactive way (before they become
a deal breaker), showing that we care about our
customers and building a deeper connection with them.

It will give us the opportunity to address any common
themes and determine what influences satisfaction levels.
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Aims for our > Inour first year, 2023, we collected baseline customer data
to enable year-on-year comparisons. This 2024 survey

CUStomer analysis includes direct comparisons with 2023 data

SatiSfaCtion where the same questions were asked.

Surveys, and > A key focus has been understanding how well the full range

what we of OnFife services is known and understood. We now have
. a clearer picture of public awareness of our services and

achieved

venues, offering valuable insights into customer needs
and preferences to help shape future service delivery.

>  We included Net Promoter Score (NPS) questions - a

recognised way to measure customer loyalty and satisfaction

- because these scores are easy to monitor and compare year

on year. An NPS above O is considered positive, and scores

above 50% are rated excellent. In addition to individual service
J area NPS questions, we introduced an overall OnFife NPS

guestion this year. While scores are generally lower than last
year, with more respondents selecting lower ratings, they all
remain within the ‘Good’ or higher range. Libraries continue to
rank in the ‘Excellent’ category.

Respondents were also invited to leave comments alongside
their survey answers, and we received an impressive 3,405
responses - an increase on last year, thanks to additional
opportunities for feedback. These comments have been
analysed alongside the quantitative data to provide
actionable insights for our teams.

> This year’s survey was conducted using Citizen Space, a
digital platform for online public engagement. In contrast,
an external company administered the 2023 survey.

Citizen Space launched in Fife shortly before our survey went
live, which left limited time to replicate the seamless flow
between service areas achieved last year. As a result, some
respondents answered questions about services they hadn’t
used recently. This contributed to lower NPS scores and
some frustration regarding survey length, as the platform
didn’t skip irrelevant sections. These issues will be addressed
in the setup of the 2025 survey.
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Customer Satisfaction Survey 2024 Responses

Gender of respondents 2024 2023
Female 1,124 (68%) 1,435 (72%)
Male 458 (28%) 522 (26%)
Prefer not to say 33 (2%) 31 (2%)
Nonbinary 1 (%) 8 (O%)

No response 1 (%) 5 (O%)
Prefer to self-describe 1(0%) 2 (O%)

Of the 1638 responses, 68% were from women and 28% from men. Numbers as well
as percentages have been included to show that everyone was given the option to
choose from other gender options, and we did receive responses from all options.

Age of respondents 2024 2023
75+ 13% 8%
65-74 28% 21%
55-64 22% 23%
45-54 15% 17%
35-44 12% 17%
25-34 7% 8%
20-24 1% 1%
16-19 1% 1%
Prefer not to say 1% 2%

While the age range split between 2024 and 2023 are similar, there were more respondents
in the 65-74 range this year and less in the 35-44 category. We continue to work on how
we encourage completion by our younger customers and visitors.
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Customer Satisfaction Survey 2024 in numbers
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|_loraries

Awareness of Library Services
Whether or not they used libraries, they were 202 4 202 3

asked if they knew that the service is free to

everyone who lives, works or studies in Fife, 98% YES 96% YES

Which library services 2024 % 2023 % 2024 2023
they were aware of numlber number
Book borrowing 99% 97% 1,617 1,944
Computers in libraries 91% 88% 1,484 1,755
Wi-Fi for library users 73% 72% 1,198 1,433
eBook borrowing 72% 56% 1,186 1,118
Planned activities 71% 73% 1,160 1,456
for children and families

Planned activities for adults 71% 42% 706 848
Online catalogue for reserving 66% 61% 1,078 1,218
and renewing books

Mobile library service 62% 56% 1,008 1,122
Warm spaces for dropping into 57% 931

eMagazines 49% 43% 796 862
eNewspapers 46% 40% 760 796
Drop-in activities such as 37% 607

jigsaws and games

Picking up hearing aid batteries 23% 374

Home delivery service 18% 17% 297 336

Everyone, whether they used the library service or not, was asked about their
awareness of services. Book borrowing once again came out top and this year was
sitting at 99%, 2% higher awareness than last year. Awareness of almost all services
has increased since 2023.
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Non-users
Why have you not used the library service in the last year?

If you don’t use the
library service, why not?

Other
| don’t need to use the library
The opening times don’t suit me

| don't know enough about
the services

| use a different library service

I am not interested in using
the library service

| don't know how to join

2024 %

31%
23%
14%

9%
7%

5%
5%

2023 %

26%
35%

1%

9%
7%

1%
5%

2024
number

145
106
64

41
27

21
23

®

2023
number

138
186
60

48
36

60
27

Those who don’t use the library service were asked why. The highest answer was ‘other’

and from those that chose this option, these were the most common answers:

They buy books but are supportive of the library service

Lack of choice of what they want to read

They use a Kindle and Libby is not compatible

They don’t see a need for libraries in their life at the moment or are out of the habit

of visiting

They need to renew their membership and haven't yet

Opening hours do not suit them

Lack of time but they plan to use

Because of the number of people who said they buy books so don’t need a library, that’s
given us a good indication that there’s still a perception that libraries are for books only.

There is also a general feeling amongst those who don’t use the service that they see the
benefit of it and many would intend to use in the future.

A very low number, less than 1%, of the people who answered didn’t know how to use
the library service and 9% don’t know enough about the services to encourage them

towards libraries (same as last year). The % of people who said they don’t need to use
the library service has increased this year.
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Would you be more likely to use a library if it was

co-located with other local services?

OnFife are currently working to move

Would co-located services

hub and Cowdenbeath Library into

a new leisure centre. To both increase Yes
awareness of this, and to assess the

) . : . No
impact, we asked if a move like this

would encourage use. Unsure

The main theme of the comments added after this question were:

e Positive if they can get access to other services at the same time but it very much

depends on what the other services are

e |t depends on the opening hours - particularly evenings and weekends

e Accessibility of the space is key - is it easy to get to, on a bus route, parking, are there

quiet spaces

e Concern over whether it would be a safe and calm environment in a multi space building

e Some people said nothing would make them want to use a space like this while
others said nothing would stop them from using the library

Hopefully these insights will help us as we move through the process to relocate both

these libraries and give us more understanding of areas of concern.

Which library services people use

What library services 2024 %

do you access?

Borrowing items to take 72%
out of the library

Looking up information in the library 24%
Printing/photocopying 19%
Using the computers 17%
Attend an activity for children 14%
Getting online 13%
Having a quiet space to work 1%
Something else 7%

87%

26%

21%
23%
13%
12%
1%

2023 %

2024
number

1,187

390
306
277
227
21
178
19

2023
numlber

1,267

373

308
338
188
171
158

>5>>
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Those who go to physical libraries were asked what services they access when there
and unsurprisingly borrowing books was overwhelmingly the top answer again,
although to a lesser extent than in 2023. From the people who chose ‘something else’,
the most popular responses were visiting the cafe, visiting the museum, getting help
with eResources and reactivating lapsed memberships.

When asked about satisfaction levels, 97% were satisfied or very satisfied with the
customer service and 96% with the experience overall from their libraries and the
condition of the books on the shelves, which is an amazing response. Opening hours
were once again the area with the highest level of dissatisfaction with 11% either not
very, or not at all satisfied. This is also an area that came through often in the general
comments with customers looking for longer opening hours.

If you've used our libraries in the past year, how often
do you visit and at what time?

How often do you % Numbers

visit the library? This was one of our new

guestions this year and most
people responded, which implies
that most people who completed
Weekly 13% 214 the survey are library users, and
the most popular answer was a
few times a month.

Daily 1% 13

Few times a month 27% 442

Monthl 18% 290
v ° We also asked this year, If you use

Every few months 25% 409 our libraries, what time/s do you

i iSit?
| don’t use 7% 108 like to visit? They could choose

OnFife libraries more than one option and
afternoon was the most popular

What time do you % Numbers
like to visit?
Morning 50% 821
Afternoon 59% 963
Evening 15% 248
Weekend 27% 455
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Impact of using the library service

How did using the library 2024 % 2023 % 2024 2023
make you feel? number number
Enjoyed the experience 73% 48% 1,064 707
Felt happy 57% 59% 837 871
Learned something 55% 58% 804 862
Connected with other people 43% 27% 623 396
Improved your mental health 38% 47% 559 692
Felt inspired 28% 32% 408 478
Been active 17% 7% 255 99
Tried something new 18% 268

Developed a skill 13% 16% 189 229
Felt proud 13% 15% 194 228
None of these 8% ns

Given your time e.g. volunteered 2% 33

Something else 3% 5% 38 78

To gauge the impact of using our services we asked how it made them feel using the library
service and they could choose all that were appropriate. Top answer this year was that they
enjoyed the experience. Top responses from whose who said ‘something else’ were that it
had saved them money and eResources were making a big difference to them.

What would you like to have available at your library
that isn’t currently on offer?
This was another new

question in 2024. For those
who said ‘different activities’,

What would you like to have available at % Numbers
your library that isn’t currently on offer?

A library of ‘things’ (expensive items answers were very varied
that can be borrowed, gardening includina aroups for older
equipment, sewing machines, etc.) 46% 523 g group

people to get together,
Additional technology 5% 54 crafting sessions, Kindle

compatible eBooks and space
for neurodivergent customers
- nice textures, beanbags,
sensory lighting, fidget toys.

Space to work or study 19% 215

An online only membership for
eBooks and eMagazines 17% 191

Different activities 13% 142
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Local library events
We asked this question to gauge the

Attending events - did it encourage impact of the Good to Go events. 66%
you to access more services .
said it had encouraged them to access
Yes 298 (66%) more services. Several people said they
hadn’t been aware of additional events
No 155 (34%) but potentially these were not available

at the libraries they use. Others said it
encouraged them to join the library
and visit an exhibition.

We asked for any other ideas or suggestions for
improving our library services. Top topics included:

Improved opening hours: Improvements to the
evenings, lunchtimes book stock: new titles available
and open earlier in quicker both in hard copies and
the morning eBooks and more variety of

choice in the book stock

Not having to come into Ensuring we are
a library to renew memberships offering quiet spaces
each year (our upcoming to work, study
online-only membership will or read a book

help with that for those who
only use eResources)
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e Museums:
Y ond Galleries

Non-users

Why have you not visited OnFife Museums and Galleries in the last year?

Reason for not using OnFife 2024 % 2023 % 2024
museums and galleries number
| don’t know enough about 29% 19% 179

the museums or galleries

I am not interested in visiting 20% 20% 124
museums or galleries

I don’t know where they are 16% 13% 100

| don’t have anyone to go with 8% 6% 52

The opening times don’t suit me 6% 6% 40

2023
number

168

180

16
50
49

Those who don’t use the service were asked why with the most chosen option being they don’t
know enough about the museums or galleries. For those who answered ‘something else’, lack
of time, it just hadn’t occurred to them to visit and lack of awareness of exhibitions or what might
entice them into a museum were most mentioned, with a number saying they do intend to visit.

How often have you visited an OnFife Museum
or Gallery in the last year and at what time?

How often did you visit % Numlbers What time do %
museums and galleries you like to visit?
Daily 0% 2 Morning 49%
Weekly 3% 27 Afternoon 66%
H O,

Few times a month 10% 98 Evening 12%
Monthly 10% 99

Weekend 34%
Every few months 62% 635
Other 17% 170

Numbers

559
757
131

384

From those who chose ‘other’, one-off visit and an annual visit and afternoon visits were

the most common.
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Impact of visiting OnFife Museums and Galleries

Impact of using

the museum service

Enjoyed the experience
Learned something

Felt happy

Connected with other people
Felt inspired

Improved their mental health
Felt proud

Been active

None of the options
Developed a skill

Given your time e.g. volunteered

Something else

2024 %

78%
71%
47%
32%
29%
26%
19%
14%
7%
6%
2%
1%

2023 %

64%
82%
54%
19%
40%
38%
25%
5%

7%

3%

2024
number
856
776
519
351
315
287
21
157
77
60
21

10

2023
number
719

927

611

211

447
432

281

57

80

38

To gauge the impact of using our services we asked how using our museums and galleries
made them feel. They could select all that were appropriate. Like libraries, ‘enjoyed the
experience’ was the top answer. Of those who chose ‘something else’, we had answers such
as enjoyed great customer service from staff and volunteers and liked the atmosphere.
When asked about satisfaction levels, 96% were satisfied or very satisfied with the
experience overall, 94% with the customer service and 93% with the quality of the
exhibitions, which is another amazing response, all higher than in 2024.

Exhibition topic suggestions

Exhibition topics 2024 %
Local history 72%
Scottish history 63%
Art 56%
Photography 48%
Natural History 42%
Crafts 40%
Community exhibitions

including work by 38%

local residents
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2023 %

69%
60%
55%
47%
41%
41%

40%

2024
numlber

1046
9
81
700
618
583

546

2023
number

1383
1209
108
948
828
818

796

From the general

sections we had
topics such as
items in storage in
major museums,
exhibiting work of
local people and
cultures of people

living in Fife.



Factors most likely to influence your decision
to visit a museum or gallery

Factors Very Likely Neither likely Unlikely Very Other
influencing likely nor unlikely unlikely

visiting

Proximity to home 43% 38% 13% 0% 0% 4%
Online reviews 18% 38% 27% 6% 3% 8%
Publicity 28% 49% 15% 2% 1% 5%
Specific 48% 40% 7% 0% 0% 4%

exhibitions/artists

Visitor attraction 14% 29% 37% 7% 4% 9%
grading scheme
(e.g. Visit Scotland)

Friends and family 46% 41% 7% 1% 0% 5%
recommendation

Considering the demise of the Visit Scotland Grading Scheme, we asked another new question
this year - What factors are most likely to influence your decision to visit a museum or
gallery? To see a specific exhibition/artist and family and friend's recommendations were

the main factors influencing the decision to attend in the last year.

Any other museum and galleries suggestions:

More promotion Email communications around More frequent
of the exhibitions events and activities to changeover
highlight them of exhibitions

Longer opening hours Parking as a barrier
and evening events to attending
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Theatres

Non-users
Why have you not visited an OnFife theatre in the last year?

Reason for not using 2024 % 2023 % 2024 2023
OnFife theatres number number
There isn’t anything on that 29% 28% 236 285

| would like to see

| don’t know enough about 28% 20% 224 206
what’s on at the theatres

I am not interested in going 15% 1% 123 1n7

to the theatres

The tickets are too expensive 14% 1% 110 116

| don't have anyone to go with 9% 7% 76 69

Those who don’t use the service were asked why they don’t, with the highest answer of the
options given being that there isn’t anything on they would like to see. From those who chose
‘something else’ main reasons were lack of time, lack of awareness of the theatres and programme,
accessibility issues, public transport an issue and a lack of shows they want to attend.

How often have you visited an OnFife theatre
in the last year?

How often do you visit % Numlbers
an OnFife theatre
For this survey we asked how
Weekly 1% 6 often they visited in the last
year. The most popular answer
was every few months, with
Monthly 4% 35 those who chose ‘other’
highlighting that it depends on
Every few months 58% 528 what shows are on, that they
Other 37% 336 visit for panto or that they visit
once or year or less.

Few times a month 2% 18
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Method used for buying tickets

Booking method 2024 % 2023 % 2024 2023
(more than one number number
option could
be chosen)

Online at OnFife.com 68% 80% 679 783

In person at the box office 24% 26% 239 255

By telephone 10% 102

Don't know - somebody else
buys the tickets 9% 5% 88 53

68% usually book their tickets through our website which is 12% lower than in 2023, although
in 2023 respondents could choose more than one option.

Impact of visiting OnFife Theatres

Impact of using 2024 % 2023 % 2024 2023
OnFife theatres number number
Felt happy 61% 85% 558 829
Enjoyed the experience 75% 74% 689 721
Improved their mental health 24% 43% 220 420
Felt inspired 15% 23% 138 225
Learned something 17% 22% 153 216
Felt proud 12% 18% m 179
Connected with other people 38% 18% 350 178
Tried something new 2% 3% 66 25
Been active 8% 3% 70 30
None of these 9% 86

Something else 1% 2% 6 20

To gauge the impact of using our services we asked how it made them feel using the theatre
service. When asked about levels of satisfaction, 92% were satisfied or very satisfied with the
customer service and accessibility of the venues. with 88% happy with the experience overall.
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Adam Smith Theatre

As the Adam Smith Theatre had been reopened for just over a year at
the time of the survey, we asked if they had visited and how they would
rate the venue and facilities. Overwhelmingly the response was very
positive for the refurbishment. There was negativity around toilets, although
we had one impactful comment which said the accessible toilets were
the best they had seen. There was also negativity around the cafe menu
and lack of film programme, both of which have since changed.

For those attending the first pantomime back in the Adam Smith, we
asked what they enjoyed. For those who left a comment, the facilities

in the Beveridge Suite for a breakout area, supporting children who had
become a bit overwhelmed, was the top response

Enjoyed the Little Mermaid pantomome % Numbers
Spending time with family and friends 72% 145
Smithy’'s Snack Shack 10% 21
Interactions with staff 14% 29
Having fun watching the show 69% 139

Big screens in the venue showing the performance 15% 30
Something else 3% 5

We also asked how the panto experience could be improved and reduced cost of ticket prices
as well as snacks were highlighted most often.

We asked the respondents if they were aware of the Design Suite run by OnFife in Adam
Smith Theatre.

Are you aware of the Design Suite? % Numbers
Yes 14% 197

No 72% 989

No, but | am interested in visiting 1% 150
Unsure 3% 45

Any other theatres suggestions:

Finally in this section we asked for any ideas or suggestions for improving
our theatres and cost of tickets came up several times. The programme was
most mentioned, with regards to films being on more often (which is now
happening), more drama and a wider range of programming generally.
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B\ Archives and
Local Studies

Non-users
Why had they not accessed the Archive and Local Studies Service in the last 2 years?

Reason for not using the 2024 % 2023 % 2024 2023
Archive and local studies service number number
I don't know anything about it 57% 41% 756 778

I am not interested in using an

archive or family history service 21% 26% 280 486

| don’t know what an archive

and family history service is 14% 18% 188 347

| don’t have time 10% 13% 134 247

Those who don’t use the service were asked why not, with the highest answer being they don’t
know anything about it.

From the people who said ‘other’ the most common answers were that they’ve just not needed
it, they undertake research themselves, they plan to use it in the future and their ancestors are
not from Fife or were not aware previously of the wide range of services offered.

Archive and Local Studies services accessed

Archives and Local Studies 2024 % 2023% 2024 2023
Services accessed number number
Did local history research 44% 46% 97 45
Researched my family history 35% 35% 78 34
Other 16% 36

Researched the history of my house 14% 15% 30 15
Bought copies of documents & photographs 13% 19% 28 19
Used the free enquiry service 13% 17% 28 55

For those who do use the service, they were asked what they used it for, and the top answer
was once again local history research. When asked about satisfaction levels, 80% were
satisfied or very satisfied with the experience overall and 84% with the customer service,
both increases from 2023.
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How often have you visited an OnFife Archives
and Local Studies service in the last year?

How often do you visit an archive/local studies service

Daily

Weekly

Few times a month
Monthly

Every few months

Other (still to be analysed)

%

0%
2%
5%
4%
31%
59%

Numbers

0
6
15
1
94
178

Impact of accessing the Archive & Local Studies service

Impact of using the archive 2024 %
and local studies service

Learned something new 51%
Enjoyed the experience 33%
Felt happy 17%
Felt inspired 14%
Improved their mental health 9%
Developed a skill 12%
Felt proud 7%
Connected with other people 17%
Something else 3%
Been active 6%
None of these 39%

2023 %

71%
29%
29%
27%
21%
19%
17%
15%
4%
2%

2024 2023
number number
159 70
102 28
53 28
42 26
29 21
36 19
23 17
52 15
10 4

20 2
120

To gauge the impact of using our services we asked how it made them feel using the Archive
and Local Studies service. Of those who answered ‘something else’ improving their research

was the top answer.
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Any other archives and local studies suggestions

A final guestion in this section asked if they had any ideas or suggestions for
improving our Archives and Local Studies services and overwhelmingly the
top response was to raise awareness of the service.



& General

Awareness of OnFife

Awareness of 2024 % 2023 % 2024 2023
OnFife services numlber numlber
OnFife runs libraries 92% 89% 1,510 1,783
OnFife runs museums and galleries 85% 88% 1,389 1,756
OnFife runs theatres 79% 86% 1,289 1,715
OnFife runs archives and local studies 35% 39% 570 790
OnFife is a charity 34% 38% 550 770
Any profit made is used to offer 27% 36% 447 713
more services and events

OnFife provides activities to 19% 25% 316 502
support the creative industries

OnFife runs a volunteering 16% 18% 260 359

programme across our services

We asked a number of questions to help us understand people’s awareness of OnFife.
The insights show that further work to highlight the work of OnFife could result in increased
awareness and more people both accessing services and supporting the work we do.

How well does OnFife meet your access needs?

Does OnFife meet your access needs? % Numbers
It meets all of them 57% 828

It meets some of them 13% 192

It does not meet them at all 1% 20

N/A 28% 406

This is a new question for 2024, with a view to better understanding accessibility needs and
giving the option for respondents to add a narrative to explain their answer. For those who
added a narrative, highlights included:

* Increased services required for North East Fife residents
* Extended opening hours and quiet spaces for libraries

* Positivity around customer service but requests for staff to be more aware of autism
spectrum disorders

* Increased publicity required for services and activities

ONFIFE CUSTOMER SATISFACTION SURVEY 21



Events and Activities suggestions

Event type

Author talks

Local history events and talks

Talks (general)
Craft activities
Book discussions

Family activities

Tour of Bankhead Collection Centre

Building tours

Something else

2024 %

59%
49%
32%
36%
33%
21%
24%
27%
1%

2023 % 2024 2023
number number
56% 859 1,18
51% 710 1,024
459
39% 526 774
33% 477 656
30% 308 602
30% 342 601
27% 391 546
2% 13 46

From those who chose ‘something else’ there were requests for behind-the-scenes tours,
wellbeing events, festivals for books and science and offering an online opportunity for

any events.

Social media platforms

We gave a range of social media platforms and asked which they used so we could gauge
where would be best to share information. Interestingly, nearly 20% of respondents stated
that they don’t use social media. 2023 figures are in brackets.

Platform 2024 % 2024 Follow OnFife on this platform
Numbers
0 Facebook 60% (70%) | 991 (1393) 28% (36%) follow OnFife
o YouTube 41% (46%) 671 (929) 1% (1%) follow OnFife
Instagram 30% (35%) | 488 (705) | 4% (5%) follow OnFife
® X (formally Twitter) 15% (24%) | 251(471) | 2% (4%) follow OnFife
(we have now stopped using the platform)

® LinkedIn 12% (17%) 202 (345) 1% (1%) follow OnFife
Q TikTok 9% (13%) | 146 (379) | 1% (1%) follow OnFife

Do not use social media | 19% (16%) 317 (312)

Other 3% (3%) 45 (60)
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Have you interacted differently this year?

Last year we had several people saying the

2024 % 2024 Numbers

survey had highlighted services that they then

Yes 9% 28 intended to use. This year we added in a
question to ask if they interacted any differently

No 91% 274 with OnFife services this year because of

N/A 1139 completing the survey last year? 1,139 respondents

said the question was N/A so we could surmise
that 70% of people completing the survey this

year did not complete it last year.

Any further comments about OnFife

? We gave respondents one last opportunity to pass on feedback. Most mentioned

comments were:
* Praise for customer service

* Encouragement to keep offering experiences and services

* |Importance of services run by OnFife

* Increase promotional activities, including hard copies for those who are not online
* That through the survey they had become more aware of the OnFife offer

Net Promoter Scores

NPS is the world’s leading metric for measuring customer loyalty and satisfaction - respondents
are asked to complete a rating scale selecting a number from O (least likely to recommend) to

10 (most likely to recommend). Anything above O is a good result and above 50% is considered
excellent. As well as the service NPS questions this year we also added in an overall OnFife one.

The scores are all lower this year (we believe an impact of respondents answering questions
in sections where they had not experienced a service, with Archives and Local Studies being
impacted most of all) with more respondents choosing a lower number, however they all remain

‘Good’ or above, with libraries still in the ‘Excellent’ category.

2023

: Service NPS Score NPS Score
NPS Score Rating 2024

Below O Unfavourable OnFife 46
0-19 Good Libraries 69
20-49 Favourable Museums & Galleries 43
50-100 Excellent Theatres 38

Archives & Local Studies O

78
70
69
75
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This insight and comparison of information between
the first and second customer satisfaction survey has
given us a level of detail we’ve never had before.

It’s been a great opportunity to get more in-depth
feedback from our customers and visitors to help us
with future planning and decision making.
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