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MLA Synthetron report  
 
Two discussions took place in December 08 and January 09 involving a total of 55 participants who generated 1050 statements between them of which 
about 300 became synthetrons (meaning they got some support from other members of the group rather than being just one person’s opinion).  On the 
whole the group is wary about online lending, with library users showing more enthusiasm for the concept. Resistance among both users and non-users 
stems from an interest in ownership (they want to HAVE the books not just read them) and concerns about logistics and cost. 

Key conclusions 
The main barriers to expected usage of such a service are concerns about  

• delivery (queuing at the post office to collect a parcel) 
• cost (I can buy a book more cheaply myself, postage is expensive, …) 
• a drive to possess (I like to own…) 

Interest in the concept is generated by an expectation that  
• a wider range of books would be available (especially books which are hard to find in bookshops)   
• it would be possible to get specialist books for studying  
• it would be easier to get new books when they first come out 
• it might be more convenient (assuming 

logistics concerns are addressed)  
Their strongest recommendations to the decision 
makers involved in the concept are 

• get the cost right 
• get the delivery right 

 
The likely success (size of target audience) of the 
concept can be seen by this flow chart based on 
Synthetron discussions: 
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Main output       
There is some interest in the new concept, with resistance mainly arising from a reluctance to borrow books (non-users) and concerns about the price 
(users) and logistics (all) 
 
Aspect Observation Quotations (all supported by at least 90% of that group)) Implication 

Libraries are seen as good for 
kids, browsing and a cheap way 
to access a wide range of books 
and the internet 

- they encourage children to learn to read and have an interest in 
books 
- those who don't have access to computers for reference info 
- good for people with limited resources as cheaper than buying 
books 
- libraries DO stock many books you can't find anywhere else 

These are levers that can be used to 
attract existing library users to the 
online option 

Negative attitudes towards 
libraries are driven by a 
preference for the internet and 
a desire for the pride / 
convenience of owning books 

- The net provides all that I need – faster and easier 
- I am constantly buying books and DVD's online. You can shop 
around for the best prices and they deliver straight to your door 
- Quick, easy and cheap to buy online 

For this group, borrowing online fits 
their convenience requirement but 
returning books is an issue – they 
would like to borrow books until 
they are finished with them 

Current 
Usage 
and 
attitudes 

Online rental experience is 
limited to DVDs and not 
everybody is aware of that 
option 

- I know you can do this with dvds and my mates do it, its apparently 
very easy 
- [used by] people who are aware of the benefits and the system - I 
think many people aren't 

Starting with existing DVD renters 
makes for easier explanation – but 
they do not show greater interest in 
the concept.  

There is some initial attraction, 
driven by stock, convenience, 
extra services e.g. book clubs 
and accessibility for rural / 
housebound 

- flexibility in collection & delivery, v low cost, excellent stock... 
- I'd use it for a book I really want and am having difficulty getting 
- have enough copies of new books so that no or v short wait times 
- I think its a great idea especially for the housebound or people that 
do not live in easy access to a library 

Comms should focus on increased 
options rather than “less than a real 
library” and be directed at book 
lovers 

Positive 
levers for 
online 
lending 

Conditions are that the service 
is as cheap as possible, 
convenient and with unlimited 
borrowing times 

- Make it easy to return the books - prepaid envelope or can return at 
places locally other than just library 
- Need: flexibility. Ability to renew online. Able to return to local 
library rather than hassle of post. Free to return by post  

Logistics need to be very 
straightforward, flexible and 
reasonably priced 

Barriers 
to online 
lending 

Some are simply not interested; 
mostly driven by the logistics 
and price, though also the 
pleasure of browsing 

- Would this affect the likelihood of the library still offering a place to 
look at books and turn up in person?  
- It would be difficult to replicate the browsing benefits of libraries 
 - Not all books fit in post box. You would have to go and queue 
- Need CLEAR instructions and no hidden costs when returning items. 
- no late fees as I'm forgetful with returning things on time  

Objections are raised more by those 
who are not interested 
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Polls 
We conducted a total of  five polls during each discussion to measure  

• profiling 3 current habits – usage of libraries, online book/DVD purchase, online book/DVD rental 
• expected cost of LLO 
• likelihood to try LLO 

 

 
As the graphs show, current library users are more positive both in terms of  

• What they are prepared to pay - typically £2-£4 vs non-users £0-£2) and  
• How likely they are to try the idea - 39% of current library users would possibly/probably use it compared to 24% of non-users. And only 6% of users 

absolutely reject the idea compared to 35% of non-users. 
 

Participation 
• 55 participants took an active part in the Synthetron discussions; including one prober. All participants made at least one statement and their 

average of 24 statements per person was well above typical levels (6-12) for online discussions, demonstrating high levels of engagement with the 
conversation. Participation was well distributed with no dominant contributors. 

• They had a lower than usual rate of agreeing among themselves  (29% of all statement became synthetrons - supported comments compared to a 
typical 30-40%) suggesting quite a diversity of views (not surprising given the decision to recruit a sample spanning ages, geography and social 
status). 
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Language and Behaviour (LaB) Profile 
Overall 
We study the language and behaviour profile of the participants in order to identify their underlying direction of motivation and openness to change. The 
group that is most open to change will be easiest to win over. In all cases the Motivational Grid tells us the most effective way to speak to each group. 

 
USERS CURRENT STATE 
This group is driven by goals – what they want to achieve so they will deal with any specific 
library needs (opening hours, return dates, care of books) in order to get what they want. 
They love the range of options in a library and, while they enjoy continuous improvement, 
they are not interested in sudden drastic change.  
USERS re LLO 
Once they are introduced to the idea of LLO we see a more hesitant, change-resistant state 
of mind. This is not unusual when confronted with a new concept which we do not entirely 
understand – going beyond our comfort level. They are backpedalling in their motivational 
direction, checking for problems and more concerned about how it will work. 
The kind of phrase that will persuade this audience is: 

• If you don’t always have time to get to the library, we now have a simple, tried and 
tested  way for you to still get your books 

 
NON-USERS CURRENT STATE 
This group are also driven by goals but compared to the library users they are much more 
reflective about libraries and their current habits. They like to consider the options, weigh up 
the pros and cons to make sure they choose the best solution for their needs.  
NON- USERS re LLO 
Once they are introduced to the idea of LLO we also see a shift towards a more hesitant, 
change resistant state of mind. They become very focused on the procedures around the 
idea which generates a lot of unanswered questions –How will the postage be paid? What if 
I’m not in when the books are delivered? Is it monthly or per book? They are less likely to try 
an idea that they are so unsure of.  
The kind of phrase that may persuade this audience is: 

• We have been thinking about the times when a library doesn’t work and have 
developed a straightforward alternative process to borrow books even if you are 
too busy to get to the library, or unable to leave the house. 
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Appendix  1 – Word maps 
These charts demonstrate the general themes of the two online conversations. 

Dominant words for non-users 
More concern with practicalities and procedures 
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Dominant words among users 
More interest in books and libraries, focusing more on book-related issues such as range of stock rather than procedural and administrative 
issues.  
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Appendix 2 – All Synthetrons 
Key:   

Theme heading 
Theme subheading 
Summary of views 
Synthetrons  (Top, High, Medium, Medium-Low or Low) 

  
This list shows all the Synthetrons (supported comments) that were made during the two discussions.  

• The theme headings are 
o Current usage and attitudes 
o Positive levers for online lending 
o Barriers to online lending 
o Miscellaneous 

• Synthetrons are shown in descending order of importance under each green box – those at the top of the section are the most widely held views. 
• The first column indicates the group during which the statement was made 
• The second column indicates the discussion topic during which the statement was made 
• The third the level of support the comment received from the rest of the group 
• The fourth is the comment itself 

 
Group Topic Level Synthetron Text 
     Current Usage and attitudes 
     Positive attitudes towards libraries are driven by children, range of stock and economy  
     Good for families with children and those with plenty of time 
non-
users 

2. user med-
low 

older people, people with more time on their hands 

users 
2. user low Students who need access to a wider range of texts than they may wish to buy, families who don't want to buy loads of books and older people 

who have free time to indulge in the luxury of reading. 
non-
users 

1. library low storing a lot of books or trawling books takes up valuable time that i don't have 

non-
users 

2. user low Retired people with lots of time on their hands 

     Libraries are associated with having plenty of spare time 
users 2. user top They are good for children as they encourage children to learn to read and have an interest in books 

users 
2. user top I think libraries are great for all sorts of people. I used to love going when I was a kid and selecting the book I wanted to read, I used it constantly 

whilst at University and now take my kids. 
non-
users 

2. user med School children and students 

non-
users 

2. user med-
low 

School Children 
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users 1. library low I sometimes use the Library to borrow books for the children i mind also CDs 

users 

2. user low Agree. And I think teenagers would too, if they were encouraged to visit ... 
Elaborates on: think they are suitable for teenagers 
Elaborates on: mostly not suitable for teenagers 

users 1. library low I go almost every week with my children 
non-
users 

2. user low very important to instil a love of books... when i was young there was a Saturday morning reading session at our local library 
Elaborates on: Young children - good to get children reading young 

     Opening hours and facilities get some (limited) mention 
users 2. user high Good for those who don't have access to computers for reference info 

users 
2. user med-

low 
People who enjoy the quiet space and finding new books and authors 

users 
2. user med-

low 
Libraries are open on Saturdays too 
Elaborates on: People with time during the day to leave work! 

users 
2. user low Access to libraries is usually quite good for people with mobility difficulties. 

Elaborates on: Not suitable for housebound or for the many long day workers. libraries are not usually open late night 

non-
users 

2. user low some people still do not "trust" the net or pc's 
Elaborates on: older people generally or those with no pc access 

     Economy is a driver for using libraries 
non-
users 

2. user top I think they are good for people with limited resources as cheaper than buying books you might only read once 

non-
users 

2. user med older people and for people that cannot afford books to just go in and borrow them 

users 1. library med Kids books are pretty short & high turnover - it saves money getting from library 
non-
users 

2. user med-
low 

This seems spot on to me 
Elaborates on: I think they are good for people with limited resources as cheaper than buying books you might only read once 

non-
users 

1. library low and books take up space 

     For library supporters, the stock is an advantage… 

users 
2. user top However, libraries DO stock many books you can't find anywhere else - e.g., out of print titles and other harder to find or expensive titles that 

previous borrowers have requested. 
users 2. user high Libraries also offer a wide range of institutional subscriptions to often inaccessible sources 
users 2. user low Its good for reference books that you can't take out 

users 
2. user low Students who need access to a wider range of texts than they may wish to buy, families who don't want to buy loads of books and older people 

who have free time to indulge in the luxury of reading. 

users 

3. buy 
book 

low You can order books through inter-library loans, to be supplied from other stock. They don't generally buy then when you order them. And you 
can't buy them from a library, just borrow. 
Elaborates on: You can order books, or used to be able to order books at the library. I don't know if this still occurs. I imagine there is pressure on 
the budgets of libraries for buying new stock. 
Elaborates on: library didn't stock books that i was looking for 

     … and non library users see them as an ALTERNATIVE to computer access 
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non-
users 

2. user med pensioners maybe or those without computer access 

non-
users 

2. user med people who don't know how to use a computer! 

non-
users 

2. user med People without a computer 

non-
users 

2. user med-
low 

students, those who don't have internet access 

non-
users 

2. user med-
low 

Those with no internet access 

     Negative attitudes towards libraries are driven by  
     Internet preferred to libraries for speed and convenience, especially by non-users 
non-
users 

1. library top same, the internet is faster 

non-
users 

1. library high its easier to search too... 

non-
users 

1. library high easy just log onto the internet and you can use it anytime 

non-
users 

1. library high i think that the net provides all that I need 

non-
users 

1. library med the web has all the information i need and my library has limited opening house 

non-
users 

1. library med yea quick and easy 

non-
users 

3. buy 
book 

med-
low 

Often the books I buy are not available in bookshops, and probably not in libraries either, without ordering and waiting. I can get a second-hand 
book cheap in days. 

non-
users 

2. user med-
low 

there is a lot more on the internet pictures videos 

non-
users 

1. library low i have no use for a library i do any research i need on the internet 

     Other disadvantages with libraries are range of stock, parking cost and opening hours… 

users 
3. buy 
book 

med library didn't stock books that i was looking for 

users 
5. idea med the local libraries where i am are right in the centre of town and the car park prices are very high so unless i was going in for other things i wouldn't 

make a special trip just to go there i think doing it from the comfort of your own home would be easier 

users 
3. buy 
book 

med-
low 

can browse anytime not limited to opening hours 
Elaborates on: books I bought at Amazon were much cheaper compared to university book prices 

users 
2. user med-

low 
NOT suitable for disabled and house-bound users.  

users 
3. buy 
book 

med-
low 

Don't always have time to browse in opening times 
Elaborates on: Amazon is good if you know what you want but libraries or bookshops are for browsing... 
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users 
2. user med-

low 
Not suitable for housebound or for the many long day workers. libraries are not usually open late night 

non-
users 

1. library low I tend to read a lot of books, but always buy them either in shops or online. To be honest, haven't thought of a library in years, though thinking 
about it, it might save me money! Sounds silly, but I almost forget there is library in town! 

users 
3. buy 
book 

low I too got a book that wasn't in the library on Amazon 

users 
3. buy 
book 

low Agree that library is probably no good for student or research materials ... 
Elaborates on: library didn't stock books that i was looking for 

     … and for some, the library atmosphere is off-putting 
non-
users 

1. library low libraries are not quiet nowadays, lots of noisy kids 

non-
users 

2. user low librarians 

non-
users 

2. user low i don't like the idea of being quiet for so long 

     The drive for ownership  
     Some, particularly non-users, see ownership of books as important 

non-
users 

1. library med-
low 

I like to re-read books and collect authors, but never think to use the library to suss them out before buying 

non-
users 

8. KSFs med-
low 

Still nice to own a new book rather than one that has pages ripped etc 

non-
users 

3. buy 
book 

low anyone who wants to.... all my family purchase in this way... 

non-
users 

7. likely low Yep me too. 
Elaborates on: i agree about owning a book!! 

     Buying is seen as more convenient than borrowing 

users 
3. buy 
book 

top I am constantly buying books and DVD's online. You can shop around for the best prices and they deliver straight to your door 

users 
3. buy 
book 

high I buy most of my books and DVDs on the internet 

non-
users 

4. rent 
online 

med I agree and also it means you only have limited time to watch it 
Elaborates on: If it's a film I liked, I'd own it anyway. 

users 
4. rent 
online 

med-
low 

I have hundreds of dvds and all real copies as a musician i detest copyright theft dvds are so cheap 
Elaborates on: Too many people buy pirate DVDs nowadays 

users 
4. rent 
online 

med-
low 

Have never rented DVDs or books online DVDs are so cheap now 

users 
8. KSFs med-

low 
i can only polish off a book in a couple of days only if I'm on holiday 
Elaborates on: There would need to be a very long rental period. Monthly subscription might work better than pay as you go. 

non-
users 

4. rent 
online 

med-
low 

i didn't realise you could rent online i always buy the dvds i want 
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non-
users 

4. rent 
online 

low Often I buy DVDs - it's no more expensive than two cinema seats. I do rent from Blockbuster when I just fancy something different although they 
often don't have what I really want. But renting over the 'net isn't suitable for spur-of-the-moment renting. 

non-
users 

3. buy 
book 

low i have bought Christmas presents online recently 

non-
users 

4. rent 
online 

low i don't rent films either, dvds are so cheap i buy them when i want them 
Elaborates on: I don't rent films at all so would be of no interest to me 

     The pressures of life favour online purchasing  
     Many feel time pressure 

users 
3. buy 
book 

top also a cheaper and easier way to get access to hundreds of books without trailing a load of shops 

users 
3. buy 
book 

top I found it a very easy way to order and have delivered various presents for Christmas. Also I noticed they were sometimes cheaper online than in 
the shop! 

users 
3. buy 
book 

top Quick delivery brought lots for presents at Christmas and easy to browse online and more convenient too 

users 
3. buy 
book 

top I used the internet to purchase many of my gifts for family and friends for Christmas. 

users 
3. buy 
book 

high It's so quick and convenient 

users 
3. buy 
book 

high A DVD I heard reviewed on the radio - I just wrote down the name and looked it up on Amazon - incredibly easy. 

non-
users 

1. library med Quick, easy and cheap to buy online 

non-
users 

3. buy 
book 

med-
low 

so much easier. I know it's lazy but sometimes you can get a better offer when you buy online. Also you don't have to go traipsing round shops for 
hours on end to get what you want, you can just buy it online and have the pleasure of it being delivered to your doorstep! 

users 
3. buy 
book 

med-
low 

yes use them all the time for DVDs CDs and books 
Elaborates on: and Amazon is so cheap i brought a book for uni for 1 p! 

users 

3. buy 
book 

med-
low 

less time consuming too can order 3 am if you wish lol 
Elaborates on: I found it a very easy way to order and have delivered various presents for Christmas. Also I noticed they were sometimes cheaper 
online than in the shop! 

non-
users 

3. buy 
book 

low Time-pressed people and people looking for a good price 

non-
users 

1. library low Too busy or late 

non-
users 

1. library low Time poor 

non-
users 

3. buy 
book 

low People who don't have time to go out and shop or don't want to get pavement rage when they go out shopping! 

non-
users 

1. library low am no longer studying and no free time 
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non-
users 

2. user low because i am busy and don't have time to sit and trawl books when i need to help my children with research so therefore find the internet much 
more beneficial 

non-
users 

3. buy 
book 

low I often buy stuff online because it's handy. You can get it delivered at work if you so wish. 

non-
users 

3. buy 
book 

low not lazy!! just busy people who don't have time to bargain hunt 

     and convenience/ easiness / price are also important drivers 

users 
3. buy 
book 

high books I bought at Amazon were much cheaper compared to university book prices 

users 
3. buy 
book 

high I like going to shop if I want to browse but use online to buy specific stuff that has been recommended 

non-
users 

3. buy 
book 

high I see something that looks interesting, I look it up, read other people's reviews, check prices and make a decision 

non-
users 

3. buy 
book 

med Amazon is great as its easy to navigate and there are a huge amount of books on it 

non-
users 

3. buy 
book 

med The offers online nearly always beat the prices in the shop and delivered to your door for free, what more could you ask for. 

users 
4. rent 
online 

med-
low 

Much cheaper to rent a DVD than buy it - we hardly ever watch DVDs more than twice apart from kids ones 
Elaborates on: Have never rented DVDs or books online DVDs are so cheap now 

non-
users 

3. buy 
book 

low bargain hunters!! 

users 

3. buy 
book 

low also cheaper because I don't get tempted into buying sackfuls of books! 
Elaborates on: I found it a very easy way to order and have delivered various presents for Christmas. Also I noticed they were sometimes cheaper 
online than in the shop! 

non-
users 

3. buy 
book 

low Regularly use Amazon and the Book Club 

non-
users 

3. buy 
book 

low DVD's are always cheaper on the internet so much more accessible choice 

non-
users 

3. buy 
book 

low Buying books as Xmas presents. Red House website is easy to use, cheap and you don't pay postage 

     Online rental experience is limited to DVDs 

users 
4. rent 
online 

top i know you can do this with dvds and my mates do it, its apparently very easy, but i have never heard of renting books 

users 
4. rent 
online 

top All sorts of people use on-line DVD rental. I would say from all walks of life, but far fewer elderly people as they are less comfortable with 
computers in general 

users 
4. rent 
online 

top well we are a family with a wide range of interests and renting means we can satisfy everyone quite cheaply 

users 
4. rent 
online 

high People who are aware of the benefits and the system - I think many people aren't 
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non-
users 

3. buy 
book 

med It is so easy 

users 
4. rent 
online 

med I never heard that Tesco's rented out DVDs. I find there are so many films on digital TV, combined with i-player, video'd TV, the free DVDs that 
come with magazines, and the odd bought DVD that there is no need to rent them 

non-
users 

3. buy 
book 

med-
low 

much quicker to find them too 
Elaborates on: Amazon is great as its easy to navigate and there are a huge amount of books on it 

non-
users 

3. buy 
book 

med-
low 

i used the internet to purchase these goods because it was quick, easy and cheaper 

users 
4. rent 
online 

med-
low 

blockbusters is on my road so its easy to rent but it is getting so expensive i have noticed that 

users 
4. rent 
online 

med-
low 

it costs money, we share between a group of friends 

non-
users 

3. buy 
book 

med-
low 

the flexibility for purchasing goods is much better 

users 
4. rent 
online 

low Great idea if you like the same 
Elaborates on: it costs money, we share between a group of friends 

users 
4. rent 
online 

low ... people with lots of time and some spare cash. It's probably quite expensive unless you churn the DVDs around constantly. 

non-
users 

4. rent 
online 

low DVD rental is for organised people who can remember to send things back in time 

users 
3. buy 
book 

low They deliver to work address too which is often helpful 

users 
4. rent 
online 

low [DVD rental is for] students, people with girlfriends/boyfriends 

users 
4. rent 
online 

low For DVDs 
Elaborates on: Use Love Film all the time 

users 
4. rent 
online 

low I rent six dvds a month from lovefilm.com 

     Positive levers for online lending 
     There is some initial attraction to the broad concept particularly among library users 

users 
6. cost med Totally agree need to get more people and children reading 

Elaborates on: I don't mind my taxes going into something like this rather than the council spending millions on pr departments 

users 
8. KSFs med Excellent idea 

Elaborates on: bring the cost down and maybe make it a monthly subscription rather than a per book thing it might entice more people to do it 
users 8. KSFs med Great idea but has to be cost effective maybe cheaper postage or rental the more books you rent 

users 
5. idea med-

low 
I think it is a great idea and I would be very interested in the idea 

users 
8. KSFs med-

low 
key demographic should be kids so the words spread and has the best chance to run 
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users 
5. idea med-

low 
Great idea i would probably read more 

users 5. idea low that would be great i love talking books 
users 5. idea low brilliant idea, let's get it off the ground now 
users 7. likely low i would like to give it a try 
non-
users 

5. idea low Better for books than DVDs I think. Books are far less of an impulse choice for me. 

non-
users 

8. KSFs low excellent 

non-
users 

8. KSFs low great idea from the comfort of my sofa, thanks 

     An obvious lever is range of stock, especially new and unusual books 
users 6. cost top If its a book I really want and is difficult to get I'd be prepared to pay more 
users 8. KSFs top flexibility in collection & delivery, v low cost, excellent stock... 
users 8. KSFs high be stocked up with popular books, if they don't have the book, i would simply move to Amazon straight away, therefore they would lose business 
users 7. likely high I'd use it for a book I really want and am having difficulty getting 

users 
8. KSFs high Get new titles in and send info about them - I would definitely consider it. Sometimes you read a book review in the paper or online and want to try 

a book out. If it's no good then you don't have to keep it. 
users 8. KSFs high have enough copies of new books so that no or v short wait times 

users 

7. likely med I do consume a lot of books (if you're just talking books here) for research purposes and sometimes need to access unusual books, and would prefer 
to access them at home whereas British Library is a long way to go. I am likely to use it occasionally for specialist materials, if they can be accessed 
via inter-library loans. 

non-
users 

8. KSFs med-
low 

Its mainly the price but also the choice that matters to me 

non-
users 

5. idea med-
low 

Need a wide selection, not just the popular titles 

non-
users 

8. KSFs med-
low 

Good choice, sensible price 

users 

5. idea low I like the idea. But I do think the cost, especially if it means paying to rent books and to pay for postage, and the issue of postage items going back 
to the post office, are prohibitive. Maybe good service for e.g. a set of books for a book group, or service for school libraries, or for inter-library 
loans/loans of fairly unusual items. 

     Additional services such as book clubs and reviews are of interest to existing library users 
users 8. KSFs high a cool, fun, easy to use website that encourages me to read and maybe even my teenagers 
users 8. KSFs high perhaps occasional surprise suggestions to expand the scope of ones reading 
users 5. idea med maybe you could have also online book groups on the website for people interested in particular authors / genres 
     The service would have to be convenient ... 

users 
5. idea top It sounds a lot like Amazon but without the burden of ownership - I like it. It would be difficult to replicate the browsing benefits of libraries or 

bookshops so you'd have to know what you were looking for. 
users 5. idea top good idea if the sending back is made very easy - stamped addressed package etc 
users 8. KSFs top Make it easy to return the books - prepaid envelope or can return at places locally other than just library 
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users 8. KSFs top flexibility in collection & delivery, v low cost, excellent stock... 
users 8. KSFs top Have quick delivery and free postage back to you. 
users 8. KSFs high Easy and quick 
users 8. KSFs high I'd want the website to be well laid out so that I can understand and order easily, with a help desk if problems 

users 
8. KSFs med-

low 
Addressed labels for returning the books. I use a toy library and the only reason I continue is because they have made it easy for me with stamped, 
addressed labels 

non-
users 

5. idea med-
low 

easier than finding a library that's open when you want it to be 

non-
users 

8. KSFs med-
low 

Flexibility 

users 5. idea low it would be good to download talking books straight onto my computer for a limited time period 
non-
users 

8. KSFs low Make returning the books flexible, easy and free 

users 5. idea low sounds simple and if it didn't cost to much i would definitely try it 
non-
users 

8. KSFs low Easy to use 

     … with freedom from due back dates 
users 5. idea top as long as the cost isn't high for postage and they are no late fees as I'm forgetful with returning things on time i would be very pleased 
non-
users 

5. idea high Need: flexibility. Ability to renew online. Able to return to local library rather than hassle of post. Free to return by post 

users 8. KSFs high Long return time 

users 
8. KSFs high i agree with the long rental period as a few nights wouldn't work as most people take days or weeks sometimes enough months to read a book 

Elaborates on: There would need to be a very long rental period. Monthly subscription might work better than pay as you go. 

non-
users 

5. idea med-
low 

would probably forget to return them and cost me a fortune! 

users 
6. cost med-

low 
I would be happy to pay this if, like Love Film, I could keep the book till I'd finished it, not have a return date 
Elaborates on: yes its free there so it does sound expensive 

users 
4. rent 
online 

low We find that we rent something and then run out of time as we have young kids too. 
Elaborates on: My husband rents DVDs, but we have little time to watch them with young children in the house 

users 
8. KSFs low yes people wouldn't have to rush reading this could put them off 

Elaborates on: Long return time 

users 

8. KSFs low although sometimes a deadline will make me hurry up 
Elaborates on: i agree with the long rental period as a few nights wouldn't work as most people take days or weeks sometimes enough months to 
read a book 

non-
users 

8. KSFs low I personally wouldn't want to rent online as I would be afraid I'd forget to return it on time and wouldn't enjoy having the book as the stress of 
returning it etc would spoil it! 

users 8. KSFs low There would need to be a very long rental period. Monthly subscription might work better than pay as you go. 
non-
users 

5. idea low Need Would need to have no extra charges to return and no restriction on date to return 

non- 8. KSFs low NO LATE CHARGES! FREE RETURNS! 
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users 
     Benefits for housebound and rural areas are recognised 

users 
5. idea top I think its a great idea especially for the housebound or people that do not live in easy access to a library 

Elaborates on: it seems to me that books are cheap enough to buy new or second hand that there is too much hassle with sending things back 

users 
5. idea top I guess you could still do that as well if you wanted, but sounds good for people who struggle to get to libraries 

Elaborates on: i would miss the social contact that going to the library gives you 

non-
users 

8. KSFs med-
low 

People with mobility problems 

non-
users 

8. KSFs low It would be a boon for people who are very computer literate, or people who are housebound. Personally, I always enjoy a trip to the library, I am 
60, and have been going to the library since I was a toddler, I really would be absolutely devastated if libraries ceased to be, and everyone I know, 
of all ages that I know heartily agree with me. 

non-
users 

8. KSFs low In terms of renting books online, it's something that I personally have never considered, and have never thought that there was such services 
available. Knowing that there are such things as online libraries now, I may in the future consider to rent books online as I have no local library. 

non-
users 

8. KSFs low Target this at the niche market that I feel its for, disabled, old people, people in countryside or with now pc skills 

non-
users 

8. KSFs low ill and infirm, disabled... 

non-
users 

8. KSFs low people out in the sticks (rural areas) 

non-
users 

8. KSFs low people that can't get about easily 

non-
users 

4. rent 
online 

low goodness knows.... people who are not mobile so therefore cannot return books to the library 

non-
users 

8. KSFs low a lot of people will have time on hands if there's a recession, lots of unemployed and pensioners 

non-
users 

8. KSFs low lots of people don't live near a library or even mobile library, which are expensive to run 

     Barriers to online lending 
     Some are simply not interested 
non-
users 

6. cost med-
low 

would not do it 

non-
users 

6. cost med-
low 

Absolutely not 

non-
users 

4. rent 
online 

med-
low 

even though i now know you can rent on line i still wouldn't... complete waste of time 

non-
users 

4. rent 
online 

low i agree 
Elaborates on: even though i now know you can rent on line i still wouldn't... complete waste of time 

non-
users 

8. KSFs low also not interested, but i think other people could be 

     Library defenders are concerned that this service will threaten offline lending 
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users 
5. idea top Would this affect the likelihood of the library still offering a place to look at books and turn up in person? This is very important for children 

especially. 
     The tactile and visual pleasure of browsing is important to some 

users 
5. idea top It sounds a lot like Amazon but without the burden of ownership - I like it. It would be difficult to replicate the browsing benefits of libraries or 

bookshops so you'd have to know what you were looking for. 

users 
3. buy 
book 

high I only buy online if I know exactly what I want to buy as I do enjoy browsing in bookshops - irreplaceable! 

users 
3. buy 
book 

med Amazon is good if you know what you want but libraries or bookshops are for browsing... 

users 
7. likely med-

low 
I like looking at books, before I choose and it is particularly good to sit down with children and read books you are not necessarily taking out 

non-
users 

8. KSFs low It would be a boon for people who are very computer literate, or people who are housebound. Personally, I always enjoy a trip to the library, I am 
60, and have been going to the library since I was a toddler, I really would be absolutely devastated if libraries ceased to be, and everyone I know, 
of all ages that I know heartily agree with me. 

users 7. likely low I enjoy browsing too much to do this online but would possibly do it if it was the only way to read a specific title 

non-
users 

3. buy 
book 

low I enjoy browsing to see what I want, and that is easier in a book shop 

non-
users 

3. buy 
book 

low True, but you can't beat browsing through real books. Otherwise it's a bit of hit and miss 
Elaborates on: Amazon is great as its easy to navigate and there are a huge amount of books on it 

     All aspects of logistics are a concern, particularly to non-users of libraries 
non-
users 

8. KSFs low I am not sure that it would become time consuming to bother with doing it online. 

non-
users 

8. KSFs low again comes down to the charges and the ease of postage 

non-
users 

5. idea low same, 2 much hassle 

     Delivery is an issue especially for those who work outside the home 
users 5. idea top Not all books fit in post box. You would have to go and stand in post office queue 
non-
users 

5. idea med-
low 

must be able to pick your drop off and pick up place and date and time 

non-
users 

5. idea low like when you order food shopping 

non-
users 

5. idea low and never home so would miss the drop off 

     And collection is also cause for concern 
non-
users 

5. idea top Need to be CLEAR instructions and no hidden costs when returning items. 

non-
users 

5. idea high Need: flexibility. Ability to renew online. Able to return to local library rather than hassle of post. Free to return by post 

non- 5. idea med and also to send them back you would have to be in for the post-person to collect it 
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users 
non-
users 

5. idea med and what if they went missing, who would be liable? 

non-
users 

5. idea med-
low 

and they charge on the weight of the package not a standard charge so could be a lot of money? 

users 
5. idea med-

low 
If people are housebound however sending things back may be an issue 

users 
5. idea med-

low 
There is a library across the way from where I work, which I could use to drop off or pick up books 

non-
users 

8. KSFs low if they deliver books to you should have the choice to return them free 

non-
users 

8. KSFs low the way they are closing post officers these days, people who are elderly or infirm , or if they live in the country as usual we have no public 
transport so getting books back would be a huge problem. 

users 
4. rent 
online 

low I haven't felt that I want to go through the process of sending things through the post. It worries me that something could go missing and then you 
would be liable for charges. 

users 

4. rent 
online 

low That is something that worries me about things going missing 
Elaborates on: I haven't felt that I want to go through the process of sending things through the post. It worries me that something could go missing 
and then you would be liable for charges. 

     Cost is a major concern, both before and after they know the price 
     They are very aware of the cost of postage 
non-
users 

5. idea top prepaid return envelope 

users 
5. idea top Cost would be a big factor 

Elaborates on: sounds simple and if it didn't cost to much i would definitely try it 
users 5. idea top as long as the cost isn't high for postage and they are no late fees as I'm forgetful with returning things on time i would be very pleased 
users 6. cost top i wouldn't want to pay a lot but i expect this sort of service wouldn't be cheap and it would depend on the style of borrowing it covered 
non-
users 

5. idea top FREEEEE 

non-
users 

5. idea high books are very heavy to post, is the return service free 

non-
users 

5. idea high Need: flexibility. Ability to renew online. Able to return to local library rather than hassle of post. Free to return by post 

users 
6. cost high absolutely! 

Elaborates on: if it was per book then it would have to be £0-£2 
non-
users 

6. cost high it will not work at that price 

non-
users 

5. idea med Need to be free with a long time period 

users 8. KSFs med Great idea but has to be cost effective maybe cheaper postage or rental the more books you rent 
non- 5. idea med no, post too expensive 
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users 
non-
users 

8. KSFs med-
low 

it would need to be free or low cost 

non-
users 

5. idea med-
low 

Cost? 

non-
users 

5. idea med-
low 

i doubt it nothing is free when postage is involved 

users 
7. likely med-

low 
Depends on price totally 

users 6. cost low Price and ease of service are the keys to this  
non-
users 

5. idea low need free and flexible 

non-
users 

5. idea low what are the charges? 

users 

5. idea low I like the idea. But I do think the cost, especially if it means paying to rent books and to pay for postage, and the issue of postage items going back 
to the post office, are prohibitive. Maybe good service for e.g. a set of books for a book group, or service for school libraries, or for inter-library 
loans/loans of fairly unusual items. 

users 8. KSFs low Cost has to be one of the main factors in this 
non-
users 

5. idea low needs to be free, 

non-
users 

5. idea low sounds great but it would cost with postage 

non-
users 

6. cost low Costs too much 

     They discuss cost versus buying 
users 6. cost med You can but certain books in Tesco/Sainsbury's for £3.86 
users 6. cost med I think this is high, too high in view of the cost of popular books and dvds., 
users 6. cost med that's a high cost when a lot of books can now be bought on line for around the same or less than that 

users 
6. cost med ... but you'd be amazed at what get's put up for sale on Amazon or eBay ... 

Elaborates on: If its a book I really want and is difficult to get I'd be prepared to pay more 
non-
users 

6. cost med You can buy a book for that on line and get to keep it 

users 
6. cost med-

low 
Postage is expensive now would be cheaper to buy surely 
Elaborates on: i could by a book for that price but i don't see how you could do it any cheaper 

non-
users 

4. rent 
online 

med-
low 

again like books they are so cheap now 

users 
6. cost med-

low 
i could buy a book for that price but i don't see how you could do it any cheaper 

non-
users 

8. KSFs med-
low 

It does sound like a good idea, but I do feel that £3.95 is too high, in comparison to online sites.  "new and used" from Amazon is a similar price but 
you get to keep it. 
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non-
users 

1. library med-
low 

books seem so cheap now 

users 

6. cost low Yes people do pay silly amounts but they're buying not renting 
Elaborates on: ... but you'd be amazed at what get's put up for sale on Amazon or eBay ... 
Elaborates on: If its a book I really want and is difficult to get I'd be prepared to pay more 

non-
users 

6. cost low Agreed 
Elaborates on: You can buy one for that on line and get to keep it 

non-
users 

6. cost low you can buy a book for 6.99 

     The business model was a concern to some, with a general assumption that it would be public sector 
users 5. idea top OK. DVDs (the only things rented successfully) are slim and light. Books are huge. How can renting books be cost effective for the provider? 
users 6. cost top I don't mind my taxes going into something like this rather than the council spending millions on PR departments 

non-
users 

8. KSFs low The cost of running this project should be covered by advertising and by funding from the Government that would be switched from the declining 
ordinary libraries to the on-line library. 

non-
users 

5. idea med-
low 

Service we receive from our local libraries are paid for thro council tax - I can't see how they would have the money to provide this service, and buy 
anything that might be worth renting 

users 
8. KSFs low surely Tesco's would like to sponsor this kind of this, they really like to help the community because people are still very anti the supermarket 

taking over. the Tesco's near me helps pay for sports teams etc 
users 8. KSFs low large companies could subsidise this idea thus reducing costs to consumers 
non-
users 

8. KSFs low they should obtain all their revenue from advertising with no cost to the user 

non-
users 

5. idea low This service could not be free / publicly funded This has to be a commercial business. 
Elaborates on: Service we receive from our local libraries are paid for thro council tax - I can't see how they would have the money to provide this 
service, and buy anything that might be worth renting 

     The fee structure raises some questions 
users 6. cost top It would depend on how many books you could rent at time and if you could do it monthly 
users 6. cost top Would that be weekly, Monthly or per usage? 
users 6. cost top i put between £4 and £6 if this was on a monthly basis thing like the DVD rental but if it was per book then it would have to be £0-£2 
users 6. cost top I find that a difficult question to answer. Are you asking per book or per month? 
users 6. cost high Would you be paying per book or per parcel? would there be a limit to the number of books you could rent due to cost? 

users 
6. cost med This is not a useful question. Pay for what? Per book? Per CD? Delivery? Collection? Inter-library loan? I scored my answer at under £4 to indicate 

that I wouldn't want to pay too much. 
users 8. KSFs med bring the cost down and maybe make it a monthly subscription rather than a per book thing it might entice more people to do it 

users 
6. cost med-

low 
But that's only to borrow for...?? 
Elaborates on: If its a book I really want and is difficult to get I'd be prepared to pay more 

non-
users 

8. KSFs low perhaps they could have a monthly subscription on a tiered basis ie 0-4 books / month with a contract for 12 months - 5-10 books. this would bring 
in guaranteed income for 12 months &amp; the light users would compensate for the heavy users. Also very heavy/big books could count as 2 
books. 

non-
users 

6. cost low per book i think 
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non-
users 

6. cost low Per book, definitely. 

non-
users 

6. cost low Per book. 

     Cost comparison versus free library borrowing is discussed, especially by library users 
users 6. cost high £3.95 sounds expensive when its free at the library 

users 
6. cost high wouldn't work for the low income people 

Elaborates on: £3.95 sounds expensive when its free at the library 
users 6. cost med yes its free there [library] so it does sound expensive 

users 
6. cost med this would be far too pricey for us - even with fuel costs and parking going to the library would be cheaper 

Elaborates on: steep 

users 
6. cost med Jesus. £3.95 for PP per book! That is way too much. And is that on top of a rental fee? I would rather go to the library, and walk out with a tottering 

stack for free. And would possibly make a point of visiting the library to do just that if they are threatened with closure. 

users 
6. cost med I cannot imagine using a service charged at that level when I can get the same use of the item for fractionally over the fee. It would be useful for 

specialist titles though. 

non-
users 

6. cost med-
low 

The same as is paid at the library - nothing unless late return 

non-
users 

8. KSFs low cost of renting for me would depend on cost of book and whether or not I wanted it for research or just pleasure reading ie not to be read again. 
Useful for students i think as resale value of text books is nil so hire them! 

non-
users 

4. rent 
online 

low Why rent when you can borrow 

non-
users 

7. likely low depending on whether i could get the information/book elsewhere 

     Miscellaneous comments on concept and process 
non-
users 

8. KSFs med Impressed that you have thought up a green way of getting a discussion group together - think of the petrol we've saved 

users 
5. idea med I don't like reading on a screen - wouldn't want to print it out either 

Elaborates on: ditto, why doesn't the library upload the books then send them out for a few via email 

users 
6. cost med-

low 
Yes but low income people still rent/buy DVDs! 

non-
users 

4. rent 
online 

med-
low 

book clubs are a nightmare and it is easy to run up bills 

non-
users 

4. rent 
online 

med-
low 

I've never rented a book, I didn't know you could 

non-
users 

5. idea med-
low 

Need orders to be just about guaranteed - no substitutes 

users 
4. rent 
online 

med-
low 

where can you rent a book on the internet?? 

users 
4. rent 
online 

low Can you rent books? 
Elaborates on: i know you can do this with dvds and my mates do it, its apparently very easy, but i have never heard of renting books 
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non-
users 

4. rent 
online 

low Never considered renting a book online. Didn't even know you could do it! 

users 
4. rent 
online 

low I didn't know it was possible 

non-
users 

4. rent 
online 

low I wouldn't use a book clubs you end up spending and never reading the books half the time 

non-
users 

4. rent 
online 

low Love going to the cinema, and too many interruptions when watching a film at home 

non-
users 

4. rent 
online 

low Totally agree 
Elaborates on: book clubs are a nightmare and it is easy to run up bills 

non-
users 

4. rent 
online 

low i didn't know about renting books. I knew you could rent films 

non-
users 

4. rent 
online 

low i thought you could only buy 

non-
users 

8. KSFs low for eg, someone who may go on net occasionally but really prefers to read 

non-
users 

8. KSFs low great way to spend the odd hour too! 
Elaborates on: Impressed that you have thought up a green way of getting a discussion group together - think of the petrol we've saved 

non-
users 

8. KSFs low Glad not to have to go out on a cold night though 

 


