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INTRODUCTION 
 

This document is in two parts, the first part starting 

on this page, gives an overview of the users of the six 

libraries in Hammersmith and Fulham. The second 

part (from page 6) breaks down the analysis of the 

refurbishment consultation.  

OVERVIEW OF LIBRARY USERS 
 
Below are short profiles about each of the six libraries 

in Hammermsmith and Fulham. The location data uses 

the postcode of residence for library members. This 

only shows each postcode once, so does not show the 

actual number of members, however it does give a 

good indication for the spread of library members 

across London.  

 

The profiles also include some Mosaic customer seg-

mentation analysis. The Mosaic data uses various data 

sources to create a ’customer profile’ of a particular 

area (in this case postcodes). It can be used to gain 

more of an insight into the lifestyles of library mem-

bers. The Mosaic profiles only cover Hammersmith and 

Fulham postcodes. 

 

See the following page for descriptions of the Mosaic 

groups. 

 

 
ASKEW ROAD LIBRARY 
 
The map below shows the postcode locations across 

London of the members of Askew Road Library. 

Of the 540 different postcodes across London where 

members live, 78% are in Hammersmith and Fulham. 

15% of postcodes are in Ealing. 

 

In terms of Mosaic profiles, 19% are in the ‘Deprived 
families in public housing’ group. 
 

Deprived Families in Public Housing—this group is 

characterised as being made up of minority ethnic 

groups, single parents, low numbers with qualifica-

tions, unemployment, those in employment are in 

manual occupations.  

 

 

 

18% are in the ‘Mixed Inner City Urban’ group. 
 

Mixed Inner City Urban—this group is characterised 

by having larger numbers of those of Black ethnicity, 

both singles and married people, high numbers of 25-

44 year olds, qualifications are a little below borough 

average, and above average numbers are self-

employed. 

 

18% are in the ‘Prosperous settled young profes-
sionals’ group.  

 

Prosperous settled young professionals—this 

group is characterised by fairly affluent couples, quali-

fications a little above the borough average, and being 

employed as professionals or in lower managerial 

roles. 

 

9% are in the ‘poorer minority families group’. 
 

‘Poorer minority families’ - this group is character-
ised by being in sales or manual occupations, rela-

tively deprived, and moderately low qualifications. 

 

 

BARONS COURT LIBRARY 
 
The map below shows the postcode locations across 

London of the members of Barons Court Library. 

Of the 547 different postcodes across London where 

members live, 86% are in Hammersmith and Fulham. 

6% of postcodes are in Kensington & Chelsea. 

 

In terms of Mosaic profiles, 20% are in the ‘Deprived 
families in public housing’ group. 12% are in the 

‘Mixed Inner City Urban’ group. 35% are in the 

‘Prosperous mobile single young professionals’ 
group. 

 

Prosperous mobile single young professionals—
this group is characterised as being fairly affluent, 

childless, half have a degree qualification, employed in 

young professional or lower managerial roles. This is 

also the group with the highest full time working fe-

males. 

 

9% are in the ‘well off global professionals’ group. 
 

Well off global professionals—this group is charac-

terised as being single, mobile, older, born abroad, 

over half have a degree, employed as managers and 

professionals, working long hours, above average 

working at home. 
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FULHAM LIBRARY 
 
The map below shows the postcode locations across 

London of the members of Fulham Library. 

Of the 1954 different postcodes across London where 

members live, 76% are in Hammersmith and Fulham. 

7% are in Wandsworth, and  5% are in Kensington 

and Chelsea.  

 

In terms of Mosaic profiles, 11% are in the ‘Deprived 
families in public housing’ group. 8% are in the 

‘Mixed Inner City Urban’ group. 21% are in the 

‘Prosperous settled young professionals’ group. 

9% are in the ‘Poorer minority families group’. 
28% are in the ‘Prosperous mobile single young 
professionals’ group.  
 

 
HAMMERSMITH LIBRARY 

 
The map below shows the postcode locations across 

London of the members of Hammersmith Library. 

Of the 2480 different postcodes across London where 

members live, 57% are in Hammersmith and Fulham. 

8% of postcodes are in Ealing, while Kensington and 

Chelsea and Richmond upon Thames have 6% each. 

 

In terms of Mosaic profiles, 19% are in the ‘Deprived 

families in public housing’ group. 15% are in the 

‘Mixed Inner City Urban’ group. 21% are in the 

‘Prosperous mobile single young professionals’ 
group. 8% are in the ‘well off global professionals’ 
group. 14% are in the ‘Prosperous settled young 

professionals’. 
 

 

SANDS END LIBRARY 
 
The map below shows the postcode locations across 

London of the members of Barons Court Library. 

Of the 343 different postcodes across London where 

members live, 90% are in Hammersmith and Fulham. 

2% of postcodes are in Wandsworth, the remaining 

8% are spread between 11 other boroughs. 

 

In terms of Mosaic profiles, 13% are in the ‘Deprived 
families in public housing’ group. 23% are in the 

‘Mixed Inner City Urban’ group. 22% are in the 

‘Prosperous mobile single young professionals’ 
group. 10% are in the ‘well off global profession-
als’ group. 13% are in the ‘Prosperous settled 
young professionals’ group. 
 

 

SHEPHERD’S BUSH LIBRARY 

 
The map below shows the postcode locations across 

London of the members of Shepherd’s Bush Library. 

Of the 2206 different postcodes across London where 

members live, 50% are in Hammersmith and Fulham. 

17% of postcodes are in Ealing, and 10% are in K&C. 
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In terms of Mosaic profiles, 21% are in the ‘Deprived 
families in public housing’ group. 18% are in the 

‘Mixed Inner City Urban’ group. 17% are in the 

‘Prosperous mobile single young professionals’ 
group. 5% are in the ‘well off global professionals’ 
group. 11% are in the ‘Prosperous settled young 
professionals’. 9% are in the ‘Poorer Minority 
families’ group. 
 

 

CUSTOMER SATISFACTION 
 
ANNUAL RESIDENTS SURVEY 

Satisfaction with libraries 

S
a
m
p
le
 S
iz
e
 

(n
) 

S
a
tis
fie

d
 

(%
) 

D
is
s
a
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fie

d
 

(%
) 

N
e
ith

e
r (%
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Addison 64 82 3 15 

Askew 67 77 14 9 

Avonmore & Brook Green 61 81 9 11 

College Park & Old Oak 39 53 23 23 

Fulham Broadway 40 61 16 24 

Fulham Reach 58 59 22 19 

Hammersmith Broadway 58 79 5 16 

Munster 56 71 / 29 

North End 43 53 23 23 

Palace Riverside 44 69 7 24 

Parsons Green & Walham 37 72 5 23 

Ravenscourt Park 46 79 7 14 

Sands End 54 58 20 22 

Shepherds Bush Green 59 88 3 9 

Town 47 90 2 7 

Wormholt & White City 53 80 13 8 

The table above shows the satisfaction scores for librar-

ies in various borough wide surveys over the last 5 

years. In 2011 satisfaction with Libraries fell slightly 

from the 2010 survey.  

 

In the 2011 survey satisfaction levels varied greatly by 

the ward of residence of the respondent. While the 

sample sizes are quite small, they do give an indication 

on how the library service is viewed throughout the bor-

ough. 
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CONSULTATION ANALYSIS 

 
The Hammersmith Refurbishment Consultation was 

completed by 539 people. Just under two thirds of the 

respondents were female. A quarter of respondents 

were aged between 25-34, just under a fifth were 

aged between 35-44, and the same amount were 

aged between 45-54. There were just 9 (2%) under 

18 respondents. 63 respondents (15%) were aged 

over 65. 
 
WHICH LIBRARY DO YOU CURRENTLY USE IN 

H&F? 
 

507 of the 539 (94%) respondents used a library in 

Hammersmith and Fulham. This 507 included 13 (3%) 

that said they used 4 libraries, 21 (4%) that used 3 

libraries and 73 that used 2 libraries. 

10%

20%

30%

53%

33%

30%
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Text difficult to 
read

Monitor/screen 
difficult to use

Can't find what I 
want

Too expensive

Keyboard/mouse 
difficult to use

Chairs difficult to 
use

Issues with Library Computers

DO YOU FIND IT EASY TO USE LIBRARY COM-
PUTERS? 
 

31 respondents had issues with library computers. 

IF YOU DO NOT CURRENTLY USE A LIBRARY, 
WHAT WOULD MAKE YOU USE ONE? 
 

20 respondents answered this free text question. The 

graph below displays some common themes. 
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In addition to the choices in the graph above respon-

dents gave the free text answers shown in the table 

below. 

Which Library do you Currently use in H&F?

17.2%

1.0%

22.3%

79.8%

0.4%

1.8%

38.1%

0.0% 20.0
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100.0
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Home Library

Service

Sands End

Shepherds

Bush

n=87 

n=5 
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n=6 
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29%

73%

90%

23%

40%
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38%
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computers
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What do You Expect From Library S taff?

WHAT DO YOU EXPECT FROM LIBRARY STAFF? 

532 respondents answered this question. 

n=407 

n=464 

n=107 

n=203 

n=97 

n=213 

n=123 

n=481 

n=389 

n=153 
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WHAT DO YOU USE THE LIBRARY FOR? 

 

This table shows what library users use their local li-

brary for. Use is similar between the four main librar-

ies. However more respondents used Askew and Ful-

ham for book sales. Shepherd’s Bush and Askew are 

used more for reading newspapers and magazines.  

Hobby
/ Club 

Collecting 
recycling 
bags 

Reference 
materials 

People 
Watching 

Career 
advice Printing 

Borrowing 
maps 

Photocop-
ies 

Recycling 
batteries 

Total Re-
spondents 

4 9 8 1 1 2 1 2 5 30 

In addition to the choices 

above respondents gave 

the answers in the table 

to the left. 
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WHICH ONLINE LIBRARY SERVICE DO YOU USE? 
 

This table shows how library users use online services. 

A higher proportion of Fulham users used it for renew-

ing a book or other item. A lower proportion of Ham-

mersmith users used online services to find a book.  

Which online services 
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Askew Road 23 44 2 10 48 31 87 

Barons Court 1 1 0 0 2 1 5 

Fulham 26 60 3 9 77 38 113 

Hammersmith 104 187 13 40 235 131 404 

Home Library Service 0 2 0 1 1 1 2 

Sands End 4 5 0 1 4 3 9 

Shepherds Bush 44 98 5 19 110 68 193 
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HAMMERSMITH LIBRARY REFURBISHMENT 
 
DO YOU FIND IT EASY TO ACCESS HAMMER-
SMITH LIBRARY AND ITS SERVICES? 

 

528 respondents answered this question. 

91%

9%
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In addition to the choices in the graph above the an-

swers below were given as access issues in the free 

text box. 
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In addition to the answers above, the categories be-

low were common themes in the free text answers. 

WHAT SERVICES DO YOU CONSIDER MOST IM-
PORTANT FOR HAMMERSMITH LIBRARY? 
 

 

n=482 
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n=7 

Those that found Hammersmith hard to access gave 

the following reasons. 
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WHAT WOULD YOU LIKE US TO CONSIDER AS 
PART OF THE REFURBISHMENT? 
 

317 respondents answered this question. 

 

In addition to the choices in the graph above the an-

swers below were given as other options for the refur-

bishment in the free text box. 

n=284 

n=127 


