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Peter Hernon, Robert Dugan, and Joseph Matthews are prolific authors with significant 
experience in the field of library assessment and evaluation. Their most recent 
publication, Getting Started with Evaluation, offers readers a strong general introduction 
to the assessment of library services. The book begins with an introduction to the 
current fiscal and social context of libraries, including the now well-established focus on 
evaluation as a “concept” and requirement; their definition of evaluation focuses on 
programs, services and impact assessment, with the aim of achieving economic 
efficiency (p. 3). The authors assume that their readers either currently work for or will 
work in a library that has certain strategic goals and plans already in place, but they do 
provide a good initial outline of the key terms in the field and emphasize the need for 
accountability to library stakeholders. To achieve this accountability, the authors outline 
six steps for an evidence-based evaluation practice based on the collection of “existing 
evidence” (p. 19). In naming the types of evidence librarians might use, their scope is 
broad and could be overwhelming for those new to evaluation. 
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The book also covers a wide range of additional assessment topics: paid sources of 
peer metrics, the need to look at institutional and stakeholder perspectives, internal 
evaluation for planning purposes, and data sources for internal evaluation. The 
information and suggestions provided are comprehensive but traditional in their scope. 
The authors helpfully separate internal and external evaluation, looking at the different 
audiences for each. They then offer suggestions for ways to measure customer 
satisfaction, service quality, return on investment, and the value of library services. The 
book concludes with information on and suggestions for communicating results and 
using those results to inform positive change. 
 
Given the introductory focus of Getting Started with Evaluation, this book is primarily 
useful for library school students enrolled in courses on assessment and evaluation, or 
for librarians looking to begin an assessment program or check that their current 
program is in line with established practices. The exercises given at the end of each 
chapter reinforce the introductory nature of the book and the authors’ slight emphasis 
on public libraries. While the authors take care to address issues and opportunities for 
both public and academic libraries, there is more information of value to public libraries 
and librarians. Aside from students, the book would be most useful for librarians who 
are directly responsible for generating and communicating reports to library 
stakeholders. 
 
The solutions offered by Hernon, Dugan, and Matthews focus on existing, well-
established best practices, rather than innovative new approaches to evaluation and 
assessment. While they note early on that, “more recently, academic libraries have 
started to study aspects of customer expectations, preferences and use patterns 
through ethnographic research” (p. 43), they themselves offer traditional solutions such 
as “a customer survey delivered by e-mail, snail mail, distributed in the library, or offered 
on a home page” (p.106). While discussing graphics in reports, the authors do not 
mention new trends such as infographics, but instead choose to focus on using 
programs such as PowerPoint to produce bar and pie charts (p. 179). Interestingly, the 
authors do mention that it is “relatively easy to import data into a geographical 
information system and produce some striking maps revealing library use across the 
jurisdiction” (p. 181), but do not provide readers with citations for studies that have done 
so or offer suggestions for programs to help librarians create these maps. The most 
innovative of the authors’ suggestions is their focus in one chapter on Return on 
Investment (ROI). They cite numerous studies conducted by both public and academic 
libraries and offer useful roadmaps for creating ROI reports. This section includes 
calculations that enable librarians to promote the value of both holdings and services.  
 
Overall, given the introductory and traditional nature of Getting Started with Evaluation, 
it does not provide librarians with many ideas for new or innovative approaches to 
assessment. However, for those just beginning to learn about assessment or embarking 
on a new evaluation program for their institution, this book offers a valuable entry point 
into the field. 
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