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3 Public Library Internet Connectivity Survey 2020 

Executive Summary 
The Library Journal Public Library Internet Connectivity Survey was developed to understand 
more about the web access offered by U.S. public libraries and to learn how COVID-19 has 
changed their approach to providing WiFi access to patrons. 
The 238 U.S. public libraries responding confirm that even before the pandemic, internet access 
was one of the most important services they provide. Public libraries are well versed in providing 
students, seniors, and everyone in between access not just to the internet, but also to technologies 
that require connectivity, such as e-resources and streaming media.   
After the pandemic, that importance was only magnified. As more of the basics of life, work, and 
school moved online, libraries came to the rescue, boosting broadband capacity, adding 
community hotspots, and allowing WiFi access from parking lots (some libraries were forced to 
close, but their WiFi could still be accessed). This was especially important for school children, 
guaranteeing they could attend virtual classes and do online homework or other lessons in or on 
the grounds of the library if they had no internet at home. These services also allowed many of 
the people who found themselves suddenly out of work to apply for new jobs, file for 
unemployment, and do other online tasks. And, indeed, libraries are often quite proud of their 
internet connectivity. A few of our respondents prefaced their write-in comments by boasting 
that they had the fastest WiFi in their state or county, and those who had installed fiber optic 
networks felt it necessary to point that out.  
Most libraries are constrained in what they can offer since, with very few exceptions, budgets are 
tight, and the fallout from the economic downturn resulting from the pandemic is predicted to 
have a negative impact on budgets. In the past year, many heavily relied upon the FCC’s E-Rate 
funding program, and several respondents feared the expiration of that funding. As always, 
public libraries find ways of doing more with less, and the current situation has been no 
exception.   
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Choice of ISPs 
Just about eight out of ten (79%) libraries report that there is more than one internet service 
provider in their community, while 14% say there is only one ISP available.  Small town/rural 
libraries serving smaller populations are most likely to have no choice when it comes to ISPs.  
Is there a choice of internet services 
providers (ISPs) in your 
community? 

% of 
respondents 

Yes, more than one to choose from 79% 
No, only one ISP available 13% 
No ISPs available 0% 
Don't know 7% 

Home Broadband Service 
Respondents estimated that an average of 62 percent of households in their service area have 
broadband internet at home. Only one-fourth said that 75% or more of the households they serve 
have home broadband, while 4% reported that less than 25% have home broadband. The average 
is highest in suburban areas (70%) and lowest in small town/rural areas (50%). 
What percent of households in your 
community would you estimate 
have broadband service at home? 

% of 
respondents 

Less than 25% 4% 
25%–49% 18% 
50%–74% 36% 
75% or more 25% 
Don't know 17% 
Average % 62.0 

Importance of Library Internet Access 
Almost nine out of ten responding libraries feel that providing internet access is an “extremely” 
or “very” important mission of the library. Nearly all say they make WiFi and public access 
computers available to their communities. 
Please rate how important it is to 
your community for the library to 
provide internet access, using a 
scale from 1 to 6, where 1=Not at all 
Important and 6=Extremely 
Important. 

% of 
respondents 

BOTTOM 2 BOX 0% 
1– Not at all important 0% 
...2... 0% 
...3... 3% 
...4... 10% 
...5... 23% 
6–Extremely important 63% 
TOP 2 BOX 86% 
Average 5.5 
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Lend Out Electronic Devices 
Almost four in ten lend WiFi hotspot devices. (From the open-ended responses we see that many 
libraries have made a special effort to make these available during the pandemic.) Twenty-one 
percent lend out laptops, and 15% lend tablets/iPads. Another four in ten respondents (42%) do 
not lend out any devices. 
Does your library lend out 
electronics such as laptops, tablets, 
or mobile WiFi hotspots to 
patrons?Check all that apply. 

% of 
respondents 

Mobile WiFi hotspot devices 39% 
Laptops 21% 
Tablets/iPads 15% 
eReaders 11% 
Other 9% 
None 42% 

WiFi Access Location 
Virtually all (97%) libraries that offer WiFi make it available inside the library, with 92% 
making it available elsewhere on the library grounds, such as in the parking lot. Eighteen percent 
of libraries have set up WiFi hotspots elsewhere in the community, and 12% offer a roving 
library outreach vehicle (à la the bookmobile).  
Where does your library make 
wireless internet access (WiFi) 
available?Check all that apply. 

% of 
respondents 

Inside the library building 97% 
On library grounds (e.g., parking lot, 
patio, playground, etc.) 92% 

WiFi hotspots around the community 
(e.g., parked bookmobile, public 
housing, etc.) 

18% 

Roving library outreach 
vehicle/bookmobile 12% 

Other 13% 

Impact of COVID-19 on Internet Connectivity 
In response to the increased need for internet connectivity brought about by the pandemic, 37% 
of libraries boosted their WiFi, while 24% concede they still may need to. Thirty-nine percent 
made no changes in their internet connectivity offerings. Just over half of large libraries (52%) 
boosted connectivity compared to only 27% of small libraries. 
Did your library boost your internet 
connectivity offerings in response 
to the COVID-19 environment (e.g., 
library and school closures)? 

% of 
respondents 

Yes 37% 
No, but we may need to 24% 
No change 39% 

http://www.libraryjournal.com/


Public Library Internet Connectivity Survey 2020 6 

© 2020 Library Journal. All rights reserved. 

www.LibraryJournal.com  

Sponsored by Spectrum Enterprise

Partner with Local Schools 
Only 20% of libraries partnered with schools to provide internet access to bolster remote 
learning. 
Have you partnered with local 
schools to provide internet access, 
especially to bolster remote 
learning during the COVID-19 
crisis? 

% of 
respondents 

Yes 20% 
No 80% 

Reliability of Internet Connectivity 
The majority of respondents feel their WiFi is reliable, with 50% saying their internet is 
“usually” reliable for high-bandwidth applications, and 37% saying it is “definitely” reliable. 
Only 10% said it was “sometimes” reliable, and less than 1% said it was “never” reliable.  Small 
town/rural libraries and libraries serving smaller populations are the least likely to be confident 
they have enough bandwidth. 
Can you rely on the internet 
connectivity available in your library 
to adequately support more 
bandwidth-intensive usage, such as 
video streaming, remote author 
chats, video programming, and 
video reference tools (YouTube, 
Skype, or Zoom)? 

% of 
respondents 

Yes, definitely 37% 
Yes, usually 50% 
Sometimes 10% 
Not usually 3% 
No, never 0% 

Demand for Internet Connectivity 
Demand for Public Access Computers 

More than two-thirds of libraries (69%) reported that demand for public access computers was 
high (at least, when the library was open to the public). Twenty-nine percent describe demand as 
“very high.” Demand is highest in urban libraries (54% said “very high demand”). 
In your library, how would you 
describe the demand for public 
access computers? 

% of 
respondents 

Very high demand 29% 
Relatively high demand 40% 
Moderate demand 26% 
Relatively low demand 3% 
Very low demand 1% 
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Demand for WiFi 
Demand for WiFi is even higher than for public access computers—82% said demand was 
high—41% “very high.” Less than 3% said demand for WiFi was low. 
In your library, how would you 
describe the demand for WiFi for 
patrons to access using their own 
devices? 

% of 
respondents 

Very high demand 41% 
Relatively high demand 41% 
Moderate demand 16% 
Relatively low demand 2% 
Very low demand 0% 

Quality of Library WiFi 
Libraries tend to be happy about the quality of their WiFi—44% of respondents said it was “fast” 
and one-half said it was “adequate.” Only 6% describe their WiFi as “slow.”  
How would you assess the overall 
WiFi service in your library? 

% of 
respondents 

Fast 44% 
Adequate 50% 
Slow 6% 

Satisfaction with ISP 
Most libraries are satisfied with their ISP—29% are “very satisfied” and six out of 10 (61%) are 
“satisfied.” Only 10% are not too satisfied or not satisfied at all. Small and medium-sized 
libraries are more satisfied than large libraries. The former are 33–34% “very satisfied,” and the 
latter only 17% “very satisfied.”  
How satisfied are you with your 
library's current internet service 
provider? 

% of 
respondents 

Very satisfied 29% 
Satisfied 61% 
Not too satisfied 9% 
Not at all satisfied 1% 

Twelve percent of libraries have changed ISPs in the last five years, while a quarter of 
respondents were unsure how to answer. Libraries in the western United States stand out—27% 
of those respondents have changed their ISP. 
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Network Administration 
Six out of ten libraries (59%) said that their library IT staff are responsible for maintaining 
network security, while 31% said security  is handled by local government. Just over one-fourth 
(27%) use third-party companies or consultants to handle network security.  
Who manages your library's 
network security to protect public 
computers and patron devices from 
viruses, ransomware, and intrusion 
attempts? Check all that apply. 

% of 
respondents 

Library IT staff 59% 
Local government IT staff 31% 
Third-party company or consultants 27% 
Other 10% 

Most libraries are generally confident in the security of their network—21% said they were 
extremely confident, while 51% were one step below extremely confident. Less than 1% had no 
confidence in their network security. Confidence is lowest in urban libraries. 
How confident are you that your 
network is secure and protects 
devices from viruses, spyware, 
ransomware, and intrusion 
attempts? Please answer from 1 to 6 
where 1=Not at all confident and 
6=Extremely Confident. 

% of 
respondents 

1—Not at all confident 0% 
...2… 2% 
...3… 7% 
...4… 18% 
...5… 51% 
6—Extremely confident 21% 
Average 4.8 

Funding for Internet Access 
Source(s) of Internet Access Funding 
Funds for internet connectivity generally come out of libraries’ technology/IT budget (55%), 
from state or local government funding (49%), and/or through E-Rate funding (38%).   
Where does the funding to pay for 
library internet access come from? 
Check all that apply. 

% of 
respondents 

Technology/IT budget 55% 
State or local government funding 49% 
E-Rate funding 38% 
Grants 9% 
Friends or foundation 8% 
Other 7% 
Don't know 17% 
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On average, libraries devoted 23% of their technology/IT budget to broadband internet access in 
the past year (although nearly half of respondents said they didn’t know how to answer). 

E-Rate
Libraries that applied for E-Rate estimate that more than one-half (55.6%) of their broadband
spending was paid for with E-Rate funding. (Note that 43% of respondents said they “don’t
know.”) Small town/rural libraries were, as intended, the most likely to use E-Rate funding for
their broadband spending.
In the last fiscal year, what 
percentage of your library's total 
broadband spending would you 
estimate was paid for with E-Rate 
funding? 

% of 
respondents 

Less than 20% 13% 
20% to 39% 5% 
40% to 59% 11% 
60% to 79% 12% 
80% to 99% 13% 
100% 3% 
Don't know 43% 
Average % 55.6 

For the majority of libraries that applied for E-Rate, the majority (59%) found the process 
relatively smooth sailing, while only 7% said they experienced obstacles. One-third did not 
know.   
Were there obstacles in the process 
of applying for E-Rate? 

% of 
respondents 

Yes 7% 
No 59% 
Don't know 34% 

As for what specifically those obstacles were, our respondents said: 

• It’s always a race to get the bid process complete in time for the filing window.
• My own boss handles E-Rate but I know it has been very time-consuming and frustrating.
• It’s my understanding we no longer qualify after switching to municipal broadband.
• It’s not an intuitive process.
• Under review, they wanted information about our router/modem during the shutdown

when we were not allowed in the library to access it.
• Very slow and complicated
• We did not apply until this year due to contract issues.

http://www.libraryjournal.com/
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Concern with Cost for Internet 
A full 82% of libraries said that the cost of their internet access is not a major concern for the 
library, while for nearly one-fifth (18%) it is a concern.  
the cost of your internet access a 
major concern for your library? 

% of 
respondents 

Yes 18% 
No 82% 

Conclusions 
Even before the pandemic, public computers, internet access, and other technologies had become 
important services for public libraries to offer. These services allow many in the community—
the homeless, the unemployed, the poor, and seniors—to access the internet to search and apply 
for jobs, file for government benefits, participate in the Census, and many other online actions 
and activities. In times of crisis—hurricanes, floods, tornadoes—libraries also serve as important 
internet access points, especially if electricity, cable, and other utilities go down.  
The pandemic has only reinforced the position of the library as an important technology partner 
for individuals and families in the community, and not just for the indigent. With schools and 
workplaces both closed, many families struggle to balance working from home parents(s) and 
learning from home children—especially if there is more than one school-age child in the home. 
The ability for children (and adults) to avail themselves of the library’s WiFi and resources takes 
the pressure off home computer/network deficiencies. And while it’s true that libraries aren’t the 
only public places that offer complimentary WiFi, many of those venues require you to buy 
something or may have been closed during the COVID-19 crisis. As a result, libraries provide an 
important access point—even if the buildings themselves were closed.  
As we write this report in early fall, the back-to-school experience has had mixed results. Some 
schools (mostly colleges) have seen outbreaks of the virus, and many students sent back home. 
In primary education, for a lot of students, distance learning is the norm, at least part-time. And 
work from home is also continuing. So the public library will continue to be an important 
internet access point.  
This study demonstrates that libraries have thus far handled the crisis ably, and most of our 
respondents were able to improve their internet offerings and make a significant difference in 
helping the people in their communities manage through what we can only hope was the worst of 
the crisis. But none of this comes without a cost, and while E-Rate is a life saver for many of our 
respondents, many fear losing it. With the inevitable state and municipal budget cuts to come, 
libraries are no doubt going to find themselves in a financial squeeze.  
That said, there are opportunities for public libraries to make themselves even more useful, and 
that is by better coordination with schools. With schools having to essentially invent an online 
approach to their curricula on-the-fly, the public libraries that proved the most helpful were those 
that were proactive and reached out to schools and families, identifying the resources they had. 
Any third party that can help in those collaborative efforts will be welcome.  
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We’re going to be in this situation for a long time to come, and as we move even more 
inexorably toward an online existence than we had been before, internet access is going to be as 
necessary for basic existence as having a telephone once was (and still is). And libraries are 
going to continue to be a central player in offering that access.  

http://www.libraryjournal.com/


Public Library Internet Connectivity Survey 2020 12 

© 2020 Library Journal. All rights reserved. 

www.LibraryJournal.com  

Sponsored by Spectrum Enterprise

Introduction 
Welcome to the Library Journal Public Library Internet Connectivity Survey. This survey was 
developed to learn whether U.S. public libraries have web access and affordability issues, and 
how COVID-19 has changed their approach to providing WiFi access to patrons. 

How the Data in this Report Are Organized 
The bulk of this report provides top-level survey results in chart form—in essence, the “all 
responses” results, or what all academic library professionals surveyed said about a specific 
question. This provides the prevailing attitude.  
Each chart is followed by a corresponding table that segments the survey responses by: 

• Metro status—Is the library in an urban, suburban, or small town/rural area?
• Percentage of households with broadband—We broke these out into low broadband

penetration areas (less than 50% of households have broadband), medium broadband
penetration areas (50–74% of households have broadband), and high broadband
penetration areas (75%+ of households have broadband).

We have called out in commentary where some results in these segments caught our attention, 
but readers who are looking for more granularity will find much of value in these tables.  
When reading the tables, please note that due to rounding, there are instances where percentages 
will not add to exactly 100%. We have noted where multiple answers were accepted. 
The survey asked several open-ended questions about various aspects of libraries’ internet 
connectivity, and asked respondents to be specific about how they boosted their internet 
connectivity services, their outreach to schools, etc. These qualitative write-in responses are a 
good lens through which to view the quantitative results (and vice versa).  

http://www.libraryjournal.com/
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Community Internet Access 
To start, let’s look at what general internet access is like in our responding libraries’ 
communities.  

Home Broadband Service 
How prevalent is home broadband service in the communities our responding libraries serve? 
Libraries estimate that, on average, 62% of households in their communities have broadband 
internet service at home. Only one-fourth of our responding libraries said that 75% or more of 
the households they serve have home broadband, while only 4% said that 25% or less have home 
broadband. Seventeen percent said they “don’t know.”  
Figure 1. What percent of households in your community would you estimate have broadband service at 
home? —All Libraries 
Average: 62% 

n=235 

Suburban households (70%) have the highest saturation of home broadband service, followed 
byurban households (67%), then small town/rural households (50%).  
Table 1. What percent of households in your community would you estimate have broadband service at 
home? —Libraries by metro status 

Small 
town/ 
Rural Suburban Urban 

Less than 25% 9% 1% 2% 
25%–49% 32% 12% 9% 
50%–74% 40% 32% 36% 
75% or more 7% 40% 26% 
Don't know 12% 16% 28% 
Average % 50.2 70.3 66.9 
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Choice of ISPs 
Just about eight out of ten (79%) of libraries report that there is more than one internet service 
provider in their community, while 14% say there is only one ISP available. No one selected “no 
ISPs available.” 
Figure 2. Is there a choice of internet services providers (ISPs) in your community? —All Libraries 

n=238 

There is more choice of ISPs in urban and suburban geographies than in small town or rural 
areas—22% of small town/rural libraries say there is only one ISP available, compared to 4% of 
urban libraries. For libraries in communities where less than 50% of the households have 
broadband, nearly one-fourth (23%) say there is only one ISP available, compared to 10% of 
libraries in high broadband communities.  
Table 2. Is there a choice of internet services providers (ISPs) in your community? —Libraries by metro 
status and % of households with broadband 

METRO STATUS % OF HOUSEHOLDS WITH 
BROADBAND 

Small 
town/ 
Rural Suburban Urban 

Less than 
50% 50% to 74% 

75% or 
more 

Yes, more than one to choose from 74% 82% 83% 70% 83% 85% 
No, only one ISP available 22% 11% 4% 23% 12% 10% 
No ISPs available 0% 0% 0% 0% 0% 0% 
Don't know 3% 8% 13% 8% 5% 5% 
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Library Internet Access 
While it’s true that libraries aren’t the only public places that offer internet access—coffee shops, 
bookstores, hotel lobbies, etc., offer complimentary WiFi—they are one of the only venues that 
offer it without needing to buy anything. And, during the COVID crisis, a lot of these places 
were closed. As a result, libraries provide an important access point—even if the buildings 
themselves were closed.  

Importance of Library Internet Access 
Almost nine out of ten responding libraries felt that library internet access was extremely or very 
important, with virtually no one feeling that library internet access was not important.  
Figure 3. Please rate how important it is to your community for the library to provide internet access, using a 
scale from 1 to 6, where 1=Not at all Important and 6=Extremely Important. —All Libraries 
Average rating: 5.5 

n=236 

In terms of metro status, the results were pretty similar across the board, with libraries in urban 
areas finding internet access to be slightly more important than libraries in other areas. Not 
unexpectedly, the importance of library internet access rises as the number of households with 
broadband decreases.  

http://www.libraryjournal.com/
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Table 3. Please rate how important it is to your community for the library to provide internet access, using a 
scale from 1 to 6, where 1=Not at all Important and 6=Extremely Important. —Libraries by metro status and % 
of households with broadband 

METRO STATUS % OF HOUSEHOLDS WITH 
BROADBAND 

Small 
town/ 
Rural Suburban Urban 

Less than 
50% 50% to 74% 

75% or 
more 

TOP 2 BOX 88% 83% 89% 92% 86% 78% 
6–Extremely important 62% 60% 72% 66% 64% 53% 
...5… 27% 23% 17% 26% 21% 25% 
...4… 8% 12% 9% 8% 11% 14% 
...3… 3% 4% 2% 0% 4% 7% 
...2… 0% 1% 0% 0% 0% 2% 
1–Not at all important 0% 0% 0% 0% 0% 0% 
BOTTOM 2 BOX 0% 1.0% 0% 0% 0% 2% 
Average 5.5 5.4 5.6 5.6 5.5 5.2 
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Internet-Enabled Computers 
Internet access is one thing, but it is not useful if users don’t have devices on which to access the 
internet. Virtually all (99%) libraries offer both WiFi and public access computers.  
Figure 4. Does your library have internet-connected public access computers and/or WiFi (wireless internet 
access) available for patrons? Check all that apply. —All Libraries 

n=236 

There is little variation either in terms of metro status or broadband penetration. 
Table 4. Does your library have internet-connected public access computers and/or WiFi (wireless internet 
access) available for patrons? Check all that apply. —Libraries by metro status and % of households with 
broadband 

METRO STATUS % OF HOUSEHOLDS WITH 
BROADBAND 

Small 
town/ 
Rural Suburban Urban 

Less than 
50% 50% to 74% 

75% or 
more 

Public access computers 99% 99% 98% 96% 99% 100% 
WiFi 99% 99% 100% 98% 100% 100% 
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Lend Out Electronic Devices 
Four in ten (39%) libraries lend mobile WiFi hotspot devices (many remarked in the open-ended 
comments that they purchased additional devices in reaction to the pandemic). Fewer lend out 
laptops (21%) or tablets/iPads (15%). Forty-two percent of libraries don’t lend out any devices at 
all. (Previous Library Journal surveys have found that circulation of items like laptops, ereaders, 
tablets, and other devices had been declining due to things like cost, breakage, loss, theft, etc.)  
Figure 5. Does your library lend out electronics such as laptops, tablets, or mobile WiFi hotspots to patrons? 
Check all that apply. —All Libraries 

n=233 

Urban and suburban libraries are the most likely to lend out devices. Over half (53%) of small 
town/rural libraries don’t lend out any devices compared to 36% and 34% of suburban and urban 
libraries, respectively.   
Table 5. Does your library lend out electronics such as laptops, tablets, or mobile WiFi hotspots to patrons? 
Check all that apply. —Libraries by metro status and % of households with broadband 

METRO STATUS % OF HOUSEHOLDS WITH 
BROADBAND 

Small 
town/ 
Rural Suburban Urban 

Less than 
50% 50% to 74% 

75% or 
more 

Mobile WiFi hotspot devices 28% 46% 45% 29% 42% 38% 
Laptops 17% 20% 32% 23% 16% 24% 
Tablets/iPads 12% 14% 21% 12% 11% 14% 
eReaders 9% 15% 4% 10% 10% 10% 
Other 12% 7% 9% 12% 11% 5% 
None 53% 36% 34% 46% 41% 41% 
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WiFi Access Location 
Virtually all (97%) libraries that offer WiFi make it available inside the library, with 92% 
making it available elsewhere on the library grounds, such as in the parking lot, in tents on the 
library grounds, or elsewhere. Eighteen percent of libraries have set up WiFi hotspots elsewhere 
in the community, and 12% offer a roving library outreach vehicle.  
Figure 6. Where does your library make wireless internet access (WiFi) available? Check all that apply. —All 
Libraries 

n=232 

Urban libraries are the most likely (26%) to offer a roving library outreach vehicle as well as 
WiFi hotpots around the community (23%).  
Table 6. Where does your library make wireless internet access (WiFi) available? Check all that apply. 
—Libraries by metro status and % of households with broadband 

METRO STATUS % OF HOUSEHOLDS WITH 
BROADBAND 

Small 
town/ 
Rural Suburban Urban 

Less than 
50% 50% to 74% 

75% or 
more 

Inside the library building 98% 97% 94% 96% 93% 100% 
On library grounds (e.g., parking lot, 
patio, playground, etc.) 98% 87% 94% 94% 95% 84% 

WiFi hotspots around the 
community (e.g., parked 
bookmobile, public housing, etc.) 

12% 21% 23% 10% 20% 22% 

Roving library outreach 
vehicle/bookmobile 4% 13% 26% 4% 17% 17% 

Other 6% 18% 13% 12% 14% 7% 
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Impact of COVID-19 on Internet Connectivity 
The COVID-19 pandemic has made internet access more important than ever, especially as 
schools closed and pivoted to remote learning. At the same time, furloughs and layoffs put many 
families and individuals in a financial bind, and library internet access helped many of these 
apply for new jobs, file for unemployment and other services, and so on. In response to this 
increased need for internet connectivity, 37% boosted their internet connectivity offerings, while 
24% said they may need to. Thirty-nine percent made no changes in their internet connectivity 
offerings, which suggests that those offerings were sufficient to meet the demand.  
Figure 7. Did your library boost your internet connectivity offerings in response to the COVID-19 environment 
(e.g., library and school closures)? —All Libraries 

n=233 

Urban and suburban libraries were far and away the most likely to boost their internet 
connectivity in the wake of the pandemic. Likewise, libraries in low broadband penetration areas 
were the most likely to boost those offerings.   
Table 7. Did your library boost your internet connectivity offerings in response to the COVID-19 environment 
(e.g., library and school closures)? —Libraries by metro status and % of households with broadband 

METRO STATUS % OF HOUSEHOLDS WITH 
BROADBAND 

Small 
town/ 
Rural Suburban Urban 

Less than 
50% 50% to 74% 

75% or 
more 

Yes 26% 42% 47% 40% 40% 36% 
No, but we may need to 22% 25% 23% 27% 25% 14% 
No change 52% 33% 30% 33% 35% 50% 

In an open-ended question, the survey asked respondents to explain what they did to boost 
connectivity. The majority of respondents said they added extra-library hotspots such as in 
parking lots or around the community, or they added a booster to extend their WiFi signal further 
outside the building. Some expanded the number of hours their WiFi was available. Other 
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libraries started or increased circulation of mobile devices such as Chromebooks or cellular WiFi 
devices. Some other comments:  

• Increase hotspots, partnering with schools to provide hotspots to families, increase WiFi
signal from buildings, contacting other vendors (T-mobile/Verizon/AT&T) to see other
ways to serve.

• Expanded hotspot loan program for patrons.
• Kept wireless internet on during off hours so it could be used in the parking lot.
• Turned on WiFi 24/7, boosted WiFi signal to reach more of the parking lot, currently

using grant funds to acquire hotspots and increase building’s WiFi range further.
• We allowed our patrons to check out our hotspots indefinitely until our libraries

reopened. We provided laptops to the homeless, staying in the hotel across the street. We
also made “caring calls” to patrons with the hotspots to ask how else we could help them
during this difficult time.

• We let the public know that even though we were closed they could still access it via the
outside grounds and parking lot.

• We purchased additional hotspots and a connectivity van.
• We WILL be doing so. We received a Digital Inclusion grant and have just received the

funds.
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Partner with Local Schools 
There tends to be limited coordination between public libraries and schools regarding 
connectivity—only 20% of libraries partnered with local schools to offer internet access in order 
to bolster remote learning.  
Figure 8. Have you partnered with local schools to provide internet access, especially to bolster remote 
learning during the COVID-19 crisis? —All Libraries 

n=233 

Urban libraries were the least likely (13%) to partner with schools. Even in low broadband 
penetration areas, only one-fourth of libraries were likely to partner with schools.  
Table 8. Have you partnered with local schools to provide internet access, especially to bolster remote 
learning during the COVID-19 crisis? —Libraries by metro status and % of households with broadband 

METRO STATUS % OF HOUSEHOLDS WITH 
BROADBAND 

Small 
town/ 
Rural Suburban Urban 

Less than 
50% 50% to 74% 

75% or 
more 

Yes 21% 23% 13% 25% 25% 12% 
No 79% 77% 87% 75% 75% 88% 

The survey asked respondents to explain how they specifically partnered with schools. Here are 
some of their write-in responses: 

• Communication to school librarians and reading specialists; hotspot publicity.
• Deployed bookmobiles as hotspots.
• For three months (March–June), we ran a “day shelter” for county workers to leave their

children, and supplied laptops, tablets and full internet access so they could complete
their school year.”

• Grant for 10 hot spots for district students.
• I provided our WiFi password to the school.
• IGA have been established with local schools.
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• Issued e-cards to students to access library resources at school and at home.
• Not sure, but we have done everything possible for the community during the pandemic;
• Offering Chromebooks and hotspots.
• Offered library cards to all schoolkids.
• Provided limited number of Chromebooks with hotspots.
• Providing after hours homework assistance at local community center.
• School buses that are hotspots are sitting in library parking lots.
• School system uses our parking lots to park buses with more powerful WiFi boosters

since school is 100% remote learning now.
• Schools were informed of what we offer and students and families were invited to use it.
• The school requested we post the password to the WiFi to be visible outside the building

(which we did).
• The schools have sent school buses with WiFi hotspots to several of our branches and

stay in the parking lot during the day for children in the community to have greater
access.

• We contacted students and teachers to remind them that we had the strongest internet in
town.

• We have offered hotspots to them, but they declined.
• We have mobile devices and we set up tables in shaded areas of the library every

morning for kids to do their schooling.
• We've offered some help, though they decided to pursue their own contract with a

provider.
• Working with students in the library, hotspots checked out to students that need them for

education as a priority.
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Reliability of Internet Connectivity 
The COVID pandemic, lockdowns, and school closures have upped the need for robust internet 
connectivity to support bandwidth-intensive usage such as programming using Zoom, video 
streaming, online chat, etc. How reliable do libraries feel their internet access is? The majority of 
respondents (87%) feel their WiFi is up to the task,1 with 50% saying their internet connectivity 
is “usually” reliable for high-bandwidth applications, and 37% saying it is “definitely” reliable. 
Only 10% said it was “sometimes” reliable, and less than 1% said it was “never” reliable.   
Figure 9. Can you rely on the internet connectivity available in your library to adequately support more 
bandwidth-intensive usage, such as video streaming, remote author chats, video programming, and video 
reference tools (YouTube, Skype, or Zoom)? —All Libraries 

n=232 

1 In some of the write-in responses in this report, some felt the need to preface their comments by bragging that they 
had the fastest internet in their state or county. 
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Urban libraries reported the most reliable internet connectivity for high-bandwidth applications 
(95% said it was “definitely” or “usually” reliable) compared to suburban (84%) and small 
town/rural (86%) libraries. Unfortunately, libraries in low bandwidth penetration areas tended to 
have less reliable internet connectivity than those in higher bandwidth penetration areas.  
Table 9. Can you rely on the internet connectivity available in your library to adequately support more 
bandwidth-intensive usage, such as video streaming, remote author chats, video programming, and video 
reference tools (YouTube, Skype, or Zoom)? —Libraries by metro status and % of households with 
broadband 

METRO STATUS % OF HOUSEHOLDS WITH 
BROADBAND 

Small 
town/ 
Rural Suburban Urban 

Less than 
50% 50% to 74% 

75% or 
more 

Yes, definitely 27% 45% 40% 35% 40% 43% 
Yes, usually 59% 39% 55% 44% 52% 48% 
Sometimes 8% 15% 2% 17% 6% 9% 
Not usually 5% 1% 2% 2% 1% 0% 
No, never 1% 0% 0% 2% 0% 0% 

Making a Difference in the Community 
We asked respondents to tell us of an instance where offering internet access through the library 
made a difference in their community, or of an instance where the library provided internet 
access in an innovative way. (COVID is top of mind at the moment, but as some of the following 
responses indicate, library internet connectivity has been a vital lifeline in times of natural 
disasters such as hurricanes, fires, or floods.) Here is a selection of responses: 

• A grandmother who has custody of her grandson does not have internet access at home.
Our local school district has gone strictly virtual for the first nine weeks of classes. We
have been able to help her with technology instruction for her grandson’s Chromebook
and provided WiFi access so they can complete his school work on time.

• A patron recently told us that he had lost his longtime job, but due to the library’s internet
access, he was able to apply for and secure a new position.

• After the Woolsey Fire, library computers were used by people who had lost their homes
to file claims, print forms, etc.

• Because we provide internet service, community members are able to apply and submit
documentation for housing and community assistance through our City.

• By accessing our internet members of our community have been able to complete job
applications, complete the Census, do their taxes, and be part of a job fair.

• During our Stay-Home order, our local provider reached out to us and offered to boost
our bandwidth free of charge and offer a no-password-necessary WiFi option. Members
of the community were able to drive up or sit on the lawn or a bench and use the WiFi.
We had students sitting on the lawn doing their online assignments, people in cars
checking email, etc.

• During Superstorm Sandy hundreds of residents used the library to get internet access
which they did not have at home.
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• During the library’s closure due to COVID-19 patrons/public could use the WiFi
connection while in their cars in front of the library.

• During the pandemic closure, we had a number of patrons who would utilize the internet
from outside the building, including one individual who used our exterior electrical outlet
to hook up his Xbox in order to continue gaming online.

• During the pandemic, several college students spent the day with us, because they did not
have internet at home. Usually, they use college internet, but no one was allowed on
campus.

• During the time our City buildings were closed, there were people who regularly drove
into the library parking lot and used the WiFi.

• During the training of the Census the building’s WiFi was not working, they called us
and we went with our hotspots. The school’s WiFi was not working, we went to school
with our hotspots so kids could log in. Because the library is by appointment only, we put
tables outside for our kids to do their schoolwork (instead of them being in vehicle). We
also provide a free meal for them, too.

• Even more than internet, we have seen cases of our scan-to-email services and our
wireless printing make significant personal impacts in employment for patrons.

• Filling out work applications.
• I also teach at the community college, and I told several students that they could access

WiFi at the library after the hours provided in the hot summer parking lot of the campus,
which had limited hours.

• I especially recall one person who did required training for a job, and was extremely
grateful. There have been many such people who applied for or trained for employment
using our internet access.

• In rural areas, internet is not always available in home. Many people may only access it at
the library. When they come in they are able to perform vital tasks like file for
unemployment, make appointments at the DMV or Secretary of State, or search for jobs.

• Internet access at the library makes a difference daily. The most vulnerable members of
our community rely on it for access to services, job searches, and email, others rely on it
due to privacy, reliability, or other concerns elsewhere.

• It allows us to hold in-house video gaming tournaments for teens and pre-teens.
• It’s very important for the many job seekers at this branch because many of them do not

have internet access at home or need assistance with applications and forms on the
internet.

• Many children do not have internet access at home and have to come to the library to do
their homework. Due to COVID, our students go to school two days then have to do
online assignments on the other two days. We are the only option for some of the
children in town to do their schoolwork online.

• Many oil field workers are in town temporarily and do not have internet service so they
use our public access computers to do their time sheets, print out maps or time sheets, job
applications, etc.
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• Most of our schools are providing devices for students to use in school and at home, but
not the hotspots to power the connection. We began loaning hotspots three years ago and
demand has steadily increased. Internet access is expensive here and because of terrain,
satellite access is the only choice in large areas of the county.

• Not particularly innovative, but we do offer internet access to a number of elderly
residents who have no computers. We also do a fair amount of educating on how to use
computers/internet.

• Offering internet while schools were shut down was essential for many parents who did
not have the internet at home.

• On school “flex days” or e-learning days, children come in to use our WiFi and our
public computers to complete their schoolwork and while they and their families are here
they browse books and find out about programs and services we may offer. This was
more the case before COVID, as now there is more push for affordable internet for
people’s homes, but children do come in with their school-issued Chromebooks to do
their work and use our WiFi.

• One of the most popular resources is being able to print for our patrons. In rural areas,
many who have minimum services may be accustomed to using their cell phones and
may be able to live within their data limits. But when it comes to printing, whether it is a
return label or a legal document, that can’t be bought by deciding to exceed a data limit!

• Our community engagement team set up at the GRB convention which was a temporary
shelter following hurricane Harvey. The team provided laptops, tablets and WiFi access.

• Our county was just hit by derecho winds (like a hurricane) the library was about the only
place in town that still had internet.

• Partnered with local township halls to provide internet there.
• Partnering with Census Bureau, state Department of Employment and Workforce.
• Patrons can come in and use our WiFi to do job interviews or video conferences. School

will be starting soon so we anticipate a wave of students and tutor coming in and abiding
by our CDC regulations of six feet apart.

• Patrons have used our public stations and wifi connectivity to take classes as well as
download and print class materials, work with charter school teachers as well as what
would be considered regular reference work—looking up health info. Many patrons are
also connecting with government agencies (especially since many have no internet at
home or make do with limited phone plans and the difficulties with mobile sites) as more
and more agencies close doors and move to online use only many of our patrons have no
idea how to use the sites and librarians must step up efforts to the increasing needs of
patrons in this area.

• Patrons who have needed to file for unemployment, especially during the last few
months, have been able to stay online longer, since the waiting time to file is horrendous.

• Plenty of our patrons have lost their jobs due to COVID and need assistance applying for
unemployment and searching for new jobs. The library has done a lot to make sure our
community knows they have access to job assistance services and computer and internet
access.
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• Recently a patron was able to complete a virtual employment training that she otherwise
wouldn't have had access to at home.

• So many...from patrons who have been able to apply for and gain employment to students
accessing our school’s portal to patrons who have no access at home just being able to
use computers...our internet service helps our community members realize their life
goals.

• The City’s community service officer used our public access computers to help a
homeless man apply for a job and benefits.

• The library contacted a company and partnered with them to get free connectivity to the
local housing authority.

• The library has deployed bookmobiles to a few low-income neighborhoods as hotspots to
help children with remote learning.

• This is our first year with wireless hot spots. They have been amazing in working with
students attending school online during the pandemic. Also the external WiFi allows for
students to work on our patio under our pergola with internet access from the library.

• We are a rural school district with limited internet access to remote areas. Our internet is
the only access for many students.

• We are in a very rural community, our library is currently one of the only public
broadband access points in town. We have new patrons from town that never utilized the
library until they had to sit in the parking lot all day.

• We are one of the least affluent towns in the city of Rochester and we have many families
who struggle with internet access. We have had patrons come into our library telling us
they got a job based on the help they received here (with us helping through applications
or resume assistance).

• We are surrounded by small, rural communities where connectivity is a problem. If not
for our WiFi and hot spots, some children would not have a way to participate in
remote/online learning for school.

• We have a patron who sits outside on our porch on Fridays having a virtual classical
guitar lesson in Spanish. We get a free concert. Another patron was able to conduct a
Zoom meeting for his remote team in our A/V room that he did not have the bandwidth
for at his home.

• We have a secluded garden area that doesn't see much foot traffic. As part of our COVID
response we boosted our signal strength and added all-weather power outlets to this area
and another one of our garden areas, and added signage directing people to it. We are a
tourist town so many tourists are working remotely. Many times they have their camping
equipment with them and are able to set up pretty full featured workspaces in our outdoor
areas. We've had at least one successful job interview in the garden!

• We have grandparents as care givers and many of them are on fixed income, and they
cannot pay for internet. Their grandkids need to do homework and we are able to offer
free WiFi hotspots for just this reason. We have received tremendous gratitude from
grandparents for this service.
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• We have senior citizens who use out computers every day, who either don't have or can't
afford WiFi. Job seekers rely on us for assistance with online applications, since many
have never applied for jobs online. Also to contact social services for healthcare
information and assistance. We don’t know the impact COVID will have on the number
of students relying on the library for WiFi.

• We now do story time via Facebook Live.
• We often have patrons use our internet access to apply for jobs and housing, take tests,

and connect to government services that are only available online. We lent a laptop to a
patron in the parking lot for the first time today, and it went great! The patron is a regular
public internet station user. She does not have a personal computer and was thrilled with
this option. She brought a lawn chair, blanket, and her dog for a comfy setup in the back
of her truck. This gave her the opportunity to check her library account, order some
books and movies, as well as accomplish personal business. I love having the ability to
offer this option to our patrons.

• I had a Birch Bay patron call after reading the Northern Light article. He rode his bike to
Blaine yesterday and happily used our Loaner Laptop. He enjoyed being our first “guinea
pig” user to try this out. We provide a plastic chair in the shade with access to an
extension cord for electricity if needed. He was thankful to get some business taken care
of that could only be done online.

• We used the internet in our Maker Space to establish a live connection with a Maker
Space in Haiti.

• When there was extensive flooding in 2016, many people visited the library to apply for
aid from FEMA and other sources. During hurricanes when people lack power, computer
usage goes up.

• While many citizens have internet my branch serves many of the poorer population
including refugees and ESL citizens. The ability to job search with our internet is a huge
value to them.

• WiFi hotspots people can check out is innovative. It was a great help to our patrons. WiFi
is available in our parking lot and parking spaces in front of our building. When parts of
our town had NO POWER for 11–14 days, MANY people relied on the library for
computers, to charge phones, and connect wirelessly outside on their own devices.
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Demand for Internet Connectivity 
In this section, we asked about demand for public access computers and WiFi. 

Demand for Public Access Computers 
In terms of public access computers, more than two-thirds of libraries (69%) reported that 
demand was high—29% saying that demand was “very high.”  
Figure 10. In your library, how would you describe the demand for public access computers? —All Libraries 

n=223 

Demand for public access computers peaks in urban libraries, with more than one-half (54%) 
saying that demand is “very high.” In small town/rural libraries, demand is “relatively high” 
(45%). 
Table 10. In your library, how would you describe the demand for public access computers? —Libraries by 
metro status and % of households with broadband 

METRO STATUS % OF HOUSEHOLDS WITH 
BROADBAND 

Small 
town/ 
Rural Suburban Urban 

Less than 
50% 50% to 74% 

75% or 
more 

Very high demand 16% 28% 54% 22% 30% 32% 
Relatively high demand 45% 38% 37% 42% 40% 30% 
Moderate demand 33% 32% 4% 34% 23% 34% 
Relatively low demand 5% 1% 4% 0% 6% 2% 
Very low demand 1% 1% 0% 2% 0% 2% 
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Demand for WiFi 
Demand for WiFi is even higher than for public access computers—82% said demand was high, 
41% “very high.” Less than 3% said demand for WiFi was low. 
Figure 11. In your library, how would you describe the demand for WiFi for patrons to access using their own 
devices? —All Libraries 

n=224 

Demand for WiFi is highest in urban libraries (91% reported high demand, 42% “very” high) 
followed by suburban libraries (82% high demand, 41% “very” high) and suburban libraries 
(79% high demand, 40% “very” high). Demand for library WiFi is slightly higher in the lowest 
broadband penetration areas (84% high demand, 37% “high” demand) compared to the highest 
broadband penetration areas (76% high demand, but 51% “very” high demand).  
Table 11. In your library, how would you describe the demand for WiFi for patrons to access using their own 
devices? —Libraries by metro status and % of households with broadband 

METRO STATUS % OF HOUSEHOLDS WITH 
BROADBAND 

Small 
town/ 
Rural Suburban Urban 

Less than 
50% 50% to 74% 

75% or 
more 

Very high demand 40% 41% 42% 37% 43% 51% 
Relatively high demand 39% 41% 49% 47% 42% 25% 
Moderate demand 19% 16% 9% 12% 15% 20% 
Relatively low demand 1% 3% 0% 2% 0% 4% 
Very low demand 1% 0% 0% 2% 0% 0% 
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Quality of Library WiFi 
Libraries tend to be happy about the quality of their WiFi—44% of respondents said it was “fast” 
while one-half said it was “adequate.” Only 6% said it was “slow.”   
Figure 12. How would you assess the overall WiFi service in your library? —All Libraries 

n=227 

Suburban libraries have the fastest WiFi (49% said it is “fast”) while small town/rural have the 
least fast (7% said it is “slow” and 54% said it was “adequate”). Libraries in low broadband 
penetration areas have slightly slower WiFi than those in higher broadband penetration areas.  
Table 12. How would you assess the overall WiFi service in your library? —Libraries by metro status and % 
of households with broadband 

METRO STATUS % OF HOUSEHOLDS WITH 
BROADBAND 

Small 
town/ 
Rural Suburban Urban 

Less than 
50% 50% to 74% 

75% or 
more 

Fast 39% 49% 45% 43% 46% 54% 
Adequate 54% 46% 51% 49% 51% 41% 
Slow 7% 5% 4% 8% 4% 5% 
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Satisfaction with ISP 
Most libraries are satisfied with their ISP—29% are “very satisfied” and six out of ten (61%) are 
at least satisfied. Only 10% are “not too satisfied” or “not satisfied at all.”   
Figure 13. How satisfied are you with your library's current internet service provider? —All Libraries 

n=226 

Eighty-seven percent of small town/rural and suburban libraries are satisfied with their ISPs, 
compared to all urban libraries, none of which reported being dissatisfied. Libraries in high 
broadband penetration areas are more satisfied with their ISPs than those in lower broadband 
penetration areas.  
Table 13. How satisfied are you with your library's current internet service provider? —Libraries by metro 
status and % of households with broadband 

METRO STATUS % OF HOUSEHOLDS WITH 
BROADBAND 

Small 
town/ 
Rural Suburban Urban 

Less than 
50% 50% to 74% 

75% or 
more 

Very satisfied 34% 27% 22% 35% 30% 29% 
Satisfied 53% 60% 78% 51% 59% 64% 
Not too satisfied 12% 11% 0% 12% 10% 5% 
Not at all satisfied 1% 2% 0% 2% 1% 2% 

Of those few libraries that were not satisfied with their ISPs, the main reason is speed. Here is a 
sample of some of the write-in responses to our follow-up question about their dissatisfaction. 

• Frequent outages.
• Inconsistency.
• Lazy customer service and response (pre-COVID) and then even worse for this pandemic

period (but that’s to be expected due to demand).
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• Our 16 branches have different providers. At our particular branch, there is really only
one option that can provide the speeds and bandwidth required but the cost is outrageous,
10 times the amount of money for less bandwidth than other branches have, and we’re the
most heavily used location.

• Our internet is fast and priced competitively. However, we have frequent outages and
customer support is terrible.

• Our WiFi and internet are all on the same line provided by the state library commission.
Our staff internet is also on this same line. If more than one patron is streaming
something, it can become difficult for staff to catalogue or do other work online.

• There are regular outages and sometimes the outages last most of the day. Some outages
have been for more than a day.

• We are not satisfied with our service provider because it is very slow and the WiFi drops
too often.

• We lose connection if the wind blows, we lose connection if it rains. If we have more
than three video gamers playing everyone on our WiFi starts to lose connection. Our
internet [provider] subcontracts with our town. He is doing the best he can, and we are
about ten miles north of Mexico in the desert with lots of hills and mountains. Not an
easy place to do this kind of work in.

• We switched providers in the last few months (shift was planned pre-COVID) and have
had delays and multiple connection issues during the transition
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Changed ISPs 
Only 12% of responding libraries have changed ISPs in the last five years, although 25% said 
they didn’t know the answer.  
Figure 14. Has your library changed internet service providers in the last five years? —All Libraries 

n=226 

No urban libraries said they had changed ISPs in the past five years, although 50% said they 
didn’t know. Eighteen percent of suburban libraries have changed ISPs, as have 21% of libraries 
in the lowest broadband penetration areas.  
Table 14. Has your library changed internet service providers in the last five years? —Libraries by metro 
status and % of households with broadband 

METRO STATUS % OF HOUSEHOLDS WITH 
BROADBAND 

Small 
town/ 
Rural Suburban Urban 

Less than 
50% 50% to 74% 

75% or 
more 

Yes 13% 18% 0% 21% 10% 11% 
No 75% 58% 50% 62% 69% 63% 
Don't know 12% 24% 50% 17% 22% 26% 

We asked a follow-up question, asking why they had switched ISPs. Although the number one 
reason was cost and/or service, there were some other reasons cited: 

• Cable company was bought out to South Central.
• City government networking has been put in place.
• Consortium decisions.
• Fiber optics available at main branch.
• Had been getting public internet access via our consortium. Cancelled that arrangement

and moved all internet over to the town’s connection when we renovated the building.
• Local utility company offered a fiber connection.
• Lower bid received that passed muster with our bid evaluation for E-Rate.
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• Moved from local internet service to consortium-managed internet service.
• Part of the California State Library Broadband Initiative
• Provider bought out by another.
• Special grant that provided free connection for underserved areas.
• We got E-rate from our current provider.
• We switched from a commercial provider to our new municipal fiber service as soon as it

was available, and we’ve been delighted with it. I am especially pleased to have a close
working relationship with one of the higher up network engineers there, it’s delightful.

http://www.libraryjournal.com/


Public Library Internet Connectivity Survey 2020 37 

© 2020 Library Journal. All rights reserved. 

www.LibraryJournal.com  

Sponsored by Spectrum Enterprise

Network Administration 
Six out of ten (59%) libraries said that library IT staff are responsible for maintaining network 
security, while 31% said it was local government IT staff. Just over one-fourth (27%) use third-
party companies or consultants to handle network security.  
Figure 15. Who manages your library's network security to protect public computers and patron devices from 
viruses, ransomware, and intrusion attempts? Check all that apply. —All Libraries 

n=226 

Suburban  and urban libraries are the most likely to have network security handled by the 
library’s own IT staff, while small town/rural libraries are the most likely to rely on third-party 
entities.  
Table 15. Who manages your library's network security to protect public computers and patron devices from 
viruses, ransomware, and intrusion attempts? Check all that apply. —Libraries by metro status and % of 
households with broadband 

METRO STATUS % OF HOUSEHOLDS WITH 
BROADBAND 

Small 
town/ 
Rural Suburban Urban 

Less than 
50% 50% to 74% 

75% or 
more 

Library IT staff 46% 67% 66% 54% 57% 67% 
Local government IT staff 14% 39% 47% 25% 28% 49% 
Third-party company or consultants 42% 21% 11% 29% 33% 16% 
Other 17% 6% 4% 15% 9% 4% 
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Most libraries are generally confident in the security of their network—21% said they were 
extremely confident, while 51% were one step below extremely confident. Less than 1% had no 
confidence in their network security.  
Figure 16. How confident are you that your network is secure and protects devices from viruses, spyware, 
ransomware, and intrusion attempts? Please answer from 1 to 6 where 1=Not at all confident and 
6=Extremely Confident. —All Libraries 
Average: 4.8 

n=224 

Overall network security confidence doesn’t vary much by metro status or broadband 
penetration, although urban libraries appear to be slightly less confident.  
Table 16. How confident are you that your network is secure and protects devices from viruses, spyware, 
ransomware, and intrusion attempts? Please answer from 1 to 6 where 1=Not at all confident and 
6=Extremely Confident. —Libraries by metro status and % of households with broadband 

METRO STATUS % OF HOUSEHOLDS WITH 
BROADBAND 

Small 
town/ 
Rural Suburban Urban 

Less than 
50% 50% to 74% 

75% or 
more 

6–Extremely confident 19% 23% 20% 25% 25% 19% 
…5… 53% 52% 48% 54% 48% 57% 
…4… 18% 19% 17% 12% 16% 20% 
…3… 7% 5% 9% 4% 7% 4% 
…2… 2% 1% 4% 6% 2% 0% 
1—Not at all confident 0% 0% 2% 0% 1% 0% 
Average 4.8 4.9 4.6 4.9 4.8 4.9 
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Funding for Internet Access 
Source(s) of Internet Access Funding 
Funds for internet connectivity generally come out of libraries’ technology/IT budgets (55%), 
from state or local governments (49%), and/or through E-Rate funding (38%).   
Figure 17. Where does the funding to pay for library internet access come from? Check all that apply. —All 
Libraries 

n=223 
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Urban libraries are the outlier with only 26% of their internet connectivity funding coming from 
E-Rate, compared to 41% among both small town/rural and suburban libraries. Urban libraries
are more likely to secure grants to fund their internet offerings (13%). Libraries in low
broadband penetration areas are most likely to use E-rate (47%) and secure grants (16%).
Table 17. Where does the funding to pay for library internet access come from? Check all that apply. 
—Libraries by metro status and % of households with broadband 

METRO STATUS % OF HOUSEHOLDS WITH 
BROADBAND 

Small 
town/ 
Rural Suburban Urban 

Less than 
50% 50% to 74% 

75% or 
more 

Technology/IT budget 54% 59% 48% 53% 60% 55% 
State or local government funding 46% 51% 50% 51% 46% 57% 
E-rate funding 41% 41% 26% 47% 37% 38% 
Grants 9% 8% 13% 16% 6% 8% 
Friends or foundation 9% 7% 7% 10% 11% 6% 
Other 12% 7% 0% 8% 6% 8% 
Don't know 8% 17% 30% 8% 16% 15% 
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Budget Spent on Internet Access 
On average, libraries spent 22.6 percent of their technology/IT budget on broadband internet 
access in the past year (although 49% of respondents said they didn’t know). It’s possible this 
average is higher than the average in a “typical” year, as the past year saw substantial expansion 
of libraries’ internet connectivity due to COVID-19. Still, even in this extreme year, less than 
one-fourth of libraries’ IT budgets were spent on internet connectivity.  
Figure 18. What percentage of your technology/IT budget would you estimate your library/district/system 
spent on broadband internet access in the last year? —Libraries using IT/technology budget for internet  
Average: 22.6% 

n=121 

We calculated that urban libraries spent on average 25.8% of their IT budgets on internet (but do 
note that 73% selected “don’t know”).  
Table 18. What percentage of your technology/IT budget would you estimate your library/district/system 
spent on broadband internet access in the last year? —Libraries using IT/technology budget by metro status 
and % of households with broadband 

METRO STATUS % OF HOUSEHOLDS WITH 
BROADBAND 

Small 
town/ 
Rural Suburban Urban 

Less than 
50% 50% to 74% 

75% or 
more 

Less than 10% 18% 17% 14% 19% 18% 10% 
10% to 29% 27% 24% 0% 15% 27% 14% 
30% to 49% 13% 7% 9% 15% 12% 7% 
50% to 69% 2% 4% 5% 0% 4% 7% 
70% or more 2% 0% 0% 4% 0% 0% 
Don't know 38% 48% 73% 46% 39% 62% 
Average % 23.6 20.9 25.8 24.6 22.2 26.8 
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E-Rate
E-Rate2 is an FCC program that uses funding from the Universal Service Fund to provide
discounts for telecommunications, internet access, and internal connections to eligible schools
and libraries. “Discounts range from 20 to 90 percent and are based on the poverty level of the
schools. Rural schools and libraries may also receive a higher discount. Recipients must pay
some portion of the service costs.”
Libraries using E-Rate funding estimate that, on average, more than one-half (55.6 percent) of 
their broadband spending was paid for with E-Rate—although note that 43% of respondents 
were unable to estimate the percentage. As the responses to an upcoming open-ended question 
indicate, E-Rate has been a lifeline for many libraries and many fear the expiration of E-Rate 
funding, especially as reduced tax revenues will probably trickle down and negatively impact 
libraries budgets.  
Figure 19. In the last fiscal year, what percentage of your library's total broadband spending would you 
estimate was paid for with E-Rate funding? —Libraries using E-Rate funding 
Average: 55.6% 

n=85 

2 https://www.fcc.gov/consumers/guides/universal-service-program-schools-and-libraries-e-rate 
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Given the low number of respondents to this question and the high number of “don’t know” 
responses, the data in this cross-tabulation are not projectable, but libraries in areas with a low 
penetration of connected households, as intended, are most likely to rely on E-Rate funding for 
their broadband.  
Table 19. In the last fiscal year, what percentage of your library's total broadband spending would you 
estimate was paid for with E-Rate funding? —Libraries using E-Rate by metro status and % of households 
with broadband 

METRO STATUS % OF HOUSEHOLDS WITH 
BROADBAND 

Small 
town/ 
Rural Suburban Urban 

Less than 
50% 50% to 74% 

75% or 
more 

Less than 20% 20% 8% 8% 8% 13% 15% 
20% to 39% 0% 11% 0% 0% 3% 15% 
40% to 59% 11% 11% 8% 8% 17% 10% 
60% to 79% 17% 8% 8% 17% 13% 10% 
80% to 99% 11% 16% 8% 17% 13% 5% 
100% 9% 0% 0% 4% 7% 0% 
Don’t know 31% 47% 67% 46% 33% 45% 
Average % 56.3 55.0 55.0 66.2 58.0 40.9 
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E-Rate Obstacles
For the majority of libraries that applied for E-Rate, the majority (59%) found the process 
relatively smooth sailing, while 7% said they experienced “obstacles.” One-third of respondents 
were unable to provide an answer.   
Figure 20. Were there obstacles in the process of applying for E-Rate? —Libraries using E-Rate 

n=85 

Small town/rural libraries were a bit more likely (11%) to experience obstacles during the E-Rate 
application process, as were libraries in low broadband penetration areas (17%). Urban libraries, 
with larger staff sizes, were the most likely to select “don’t know.”  
Table 20. Were there obstacles in the process of applying for E-Rate? —Libraries using E-Rate by metro 
status and % of households with broadband 

METRO STATUS % OF HOUSEHOLDS WITH 
BROADBAND 

Small 
town/ 
Rural Suburban Urban 

Less than 
50% 50% to 74% 

75% or 
more 

Yes 11% 3% 8% 17% 7% 0% 
No 77% 53% 25% 63% 63% 55% 
Don't know 11% 45% 67% 21% 30% 45% 

As for what specifically those obstacles were, our respondents said: 

• It’s always a race to get the bid process complete in time for the filing window.
• My own boss handles E-Rate but I know it has been very time-consuming and frustrating.
• It’s my understanding we no longer qualify after switching to municipal broadband.
• It’s not an intuitive process.
• Under review, they wanted information about our router/modem during the shutdown

when we were not allowed in the library to access it.
• Very slow and complicated
• We did not apply until this year due to contract issues.
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Concern with Cost for Internet 
In what was quite possibly the most unexpected finding from this survey, a full 82% of libraries 
said that the cost of their internet access was not a major concern for the library, while 18% 
agreed that it was. We have found in more than a decade’s worth of Library Journal studies, that 
the cost of virtually everything is a major concern for libraries. As the write-in responses below 
indicate, E-Rate has been a saving grace for many libraries and they worry about the expiration 
of E-Rate funding. The economic slowdown caused by the pandemic will result in a dramatic 
reduction in tax revenues at the local, state, and even federal level, and this will impact library 
budgets, and not in a good way.  
Figure 21. Is the cost of your internet access a major concern for your library? —All Libraries 

n=160 

As might be expected, the cost of internet access is a greater concern for small town/rural 
libraries (23%) than for urban (18%) and suburban (14%) libraries. It is also the biggest 
challenge among libraries in the lowest broadband penetration areas (28%).  
Table 21. Is the cost of your internet access a major concern for your library? —Libraries by metro status 
and % of households with broadband 

METRO STATUS % OF HOUSEHOLDS WITH 
BROADBAND 

Small 
town/ 
Rural Suburban Urban 

Less than 
50% 50% to 74% 

75% or 
more 

Yes 23% 14% 18% 28% 18% 8% 
No 77% 86% 82% 72% 82% 93% 

We asked a follow-up open-ended question asking libraries what their specific concerns are: 

• Nine locations and limited ISP...worries about loss of E-Rate.
• Adding another line is a funding concern.
• Cost of service vs. bandwidth and reliability is always a concern.
• Every cost is a major concern for our library.

http://www.libraryjournal.com/


Public Library Internet Connectivity Survey 2020 46 

© 2020 Library Journal. All rights reserved. 

www.LibraryJournal.com  

Sponsored by Spectrum Enterprise

• Everything is a concern.
• I am sure it is, since library funding has been and will be greatly impacted by lack of tax

dollars coming in.
• If we cannot afford to pay for internet access, some of our community members would

not have access at all.
• If we didn’t have E-Rate we would be unable to offer the same level of services.
• If we lose E-Rate funding, we will not be able to provide public internet access at all. We

do not have funding to cover the cost of non-E-Rate access.
• If we want to provide better than E-Rate, it will be expensive.
• Increasing broadband and WiFi as well as adding hot spots this year has increased the

budget need greatly.
• It is a necessity and so you have to throw money at it to not only support adequate access

but expanded access.
• It is very expensive and we don’t know how funding will go in the next year(s) due to

COVID.
• Only if E-Rate goes away.
• Our agreement with our internet provider for our fiber internet runs out in a year.
• Our budget is tight and we would like a better provider.
• Shrinking budget while costs keep going up.
• State funding is subject to appropriation and the cost of the service contracts on our

hotspots is a budget concern.
• We are on a tight fiscal budget.
• We try to have the fastest internet speed that we can afford.
• We’re poor but virtuous.
• Yes, because of the need for this access in our county
• YES! This library operates in Pima County which is a very large county. The costs for

bandwidth keep growing and our budget it not growing at the same rate.

General Comments 
Finally, we asked respondents to share some general comments about internet access in the 
library. Here is a selection of responses:  

• Seven locations have fiber but there is still not fiber in two rural locations...still many
without or with limited internet...need to boost parking lot access so want to go for
Category 2 E-Rate.

• All computing and networking are provided by the city’s IT Services Department.
• Can anyone really be confident that their system is secure? It seems like hackers can get

into any system if they try hard enough. I’m not a Luddite—I enjoy all the benefits of
modern technology—but it worries me that we are so dependent on this technology.

• It is a critical library service.
• For our community, the Internet access at the library is not the issue, the real issue is that

our rural patrons have no internet at all. No cell phone coverage, nothing.
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• For patrons who physically visit the library, it’s easy to access the internet, but I wish we
had more outreach capability to bring internet access to people in our community.

• I think it’s expected in modern libraries, as many sources of information are online
exclusively.

• I think until the COVID crisis fades that the library will continue to be considered a
“safe” space.

• I would like to see municipalities and local governments prioritize broader access to
home internet. Access is so fundamental, and libraries struggle to bridge the gap for
residents, especially students, without home access.

• If the library is moving to online programming (due to COVID) then patrons need to be
able to check out more hotspots and laptops so they can participate!

• Internet access is very important to have. Many of the patrons that come in to our
facilities need access in order to search for jobs, apply for jobs, register kids for school,
apply for job certification, print legal documents, have access to homework, and so on.

• Internet access is vital to our patrons, and is one of the best services we provide.
• It is extremely important to offer internet/computers to the public. There are many

families who do not have internet and/or need help accessing it.
• It is invaluable to many of our community members.
• Our library’s internet service is one of the fastest in the state of Nebraska. Our building is

only two years old, and it was the goal of the provider to have the fastest in the whole
state. We also benefit by having the internet provided free to the library by the provider.

• Patrons access different internet sites daily using both our public access computers and
WiFi. Tutors use it as they work with students. Some business people stay for hours using
the library as their office and use the WiFi. College and public school students keep the
computers in use.

• Patrons now have an opportunity to access the WiFi from the comfort of their cars.
• The area recently did a broadband study and identified two major areas without the

infrastructure for broadband, in process of making changes. The area is very diverse, so
some people have no options for internet.

• The city provides the library with internet access. We kind of live with what they are
willing to provide us as it is free of charge.

• The community I serve is about 700 people. We have a high rate of poverty which put
computers and internet access out of reach for many individuals and families. The drop-
out rate is high here. Our students are getting worksheets every week with a parent or
care provider helping them. This is not ideal for the children in this community.

• The library director recently submitted for a grant to cover hotspot devices and services.
In addition, the library is in need of improving digital resources as well as devices for
loan.

• The library prior to the COVID-19 closure upgraded to fiber and we now have great
speeds.
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• The State of Ohio is great. We have been provided our internet access through OPLIN a
State funded entity. We share our state money and they administer and provide internet
access to all libraries in Ohio.

• We are a small rural library. Population in the town and other local communities served is
a little over 1,000 (Data USA poverty rate of 25.7%) with our county’s total pop. coming
in at about 6123. To my knowledge there is only one ISP that comes anywhere near being
affordable and with the added bonus of being a monthly service with no contract. But
many still cannot justify the expense and I have also been told, a three-month wait list at
present. The fast, dependable, internet access the library provides our patrons is a must
have community resource.

• We are pretty rural, so no company wants to come out this way, because the population is
so low that it would cost them more to set up then they would receive in revenues due to
the small number that would sign up. Also the cost of computers for public access is not
in our budget.

• We did not apply for E-Rate in the last five years. We have reapplied for this fiscal year.
• We have a direct fiber connection and have very reliable service.
• We have a fiber network, which is really fast. On August 17th an automobile crashed into

a major city power line, which included our fiber optic. The cable was damaged and we
lost 2/3 of our internet service in all City departments. Was a mess, and took all day to
fix.

• We have good access in the library because we have fiber optic at 100 mg. This is one of
the fastest speeds in the community therefore is utilized regularly. Since we upgraded to
the fiber optic we have experienced few interruptions during peak usage times. Prior to
our upgrade to fiber, we could barely utilize our circulation desk computer during peak
usage times.

• We just purchased four laptops so we can offer internet/printing services to patron by
letting them use them outside under a tent.

• We looked into adding a WiFi booster that we could place elsewhere in town to provide a
hotspot location that people could use outside the library, but all of the grants I saw
required the booster to be on the library’s property.

• We need E-Rate.
• We rely on third-party consultant to do firewall and networking for us. Those costs have

increased yearly as we try to keep a safe, secure network. E-Rate has helped with the
actual telecommunication costs for internet.

• We used to pay for our own internet service, which cost us $180 per month. Then in
2012(?) we paid—with the help of a grant—for installation of a fiber optic line from City
Hall to the library. We no longer pay a separate service fee, but instead use the City’s
connection, the only cost to us being for maintenance of the network and repairs to the
line (if/when needed).

• We were considering adding a separate line for office use, but our funding is in jeopardy
and we’ve dismissed that option.
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• We would like the resources to offer WiFi in the community, more WiFi hotspots for
checkout. We are doing the most we can with current resources.

• We’ll be boosting the WiFi signal to the parking lot this year along with a major upgrade
of our WiFi system.

• We’re very happy with and proud of our WiFi network and connection speeds, which is
good because our patrons also have high standards. People are still happy and surprised
that we not only support but encourage purely recreational use of the WiFi (streaming
video, downloading video games from Steam, etc.) because we have bandwidth to spare.
Speeds on the public WiFi are capped at 100 mb which gives a good user experience that
people notice! We also have symmetrical upload speeds which really helps for Google
Photos, Dropbox, iCloud, etc.

• We’ve always kept WiFi available for customers outside of our branches, even before
COVID hit. It’s been much appreciated by the public.

• With our limited services we provide access to only four internet computers and wireless
access from our meeting room or outside the buildings.

• With so many things only available online, the library internet system is a must. Many of
our patrons would have to go without if we did not supply it at the library.
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Conclusions 
Even before the pandemic, public computers, internet access, and other technologies (such as 
printers) had become important things for public libraries to offer. These services allow many in 
the community—the homeless, the unemployed, the poor, and seniors—to access the internet to 
search and apply for jobs, file for unemployment, participate in the census, and many other 
online actions and activities. In times of crisis—hurricanes, floods, tornadoes—libraries also 
serve as important internet access points, especially if electricity, cable, and other utilities go 
down.  
The pandemic has only reinforced the position of the library as an important technology partner 
for individuals and families in the community, and not just for the indigent. With schools and 
workplaces both closed, many families struggled during the shutdown to balance working from 
home parents(s) and learning from home children—especially if there was more than one school-
age child in the home. Being able to have children (and adults) avail themselves of the library’s 
WiFi and resources took the pressure off the home computer/network.  
As we write this report in early fall, the back-to-school experience has had mixed results. Some 
schools (mostly colleges) have seen outbreaks of the virus, and many students sent back home. 
In primary education, for a lot of students, distance learning is the norm, at least part-time. And 
work from home is also continuing. So the public library will continue to be an important 
internet access point.  
As we found in this report, libraries handled the crisis ably, and most of our respondents were 
able to improve their internet offerings and make a significant difference in helping the people in 
their communities manage through what we can only hope was the worst of the crisis. But none 
of this comes without a cost, and while E-Rate has been a life saver for many of our respondents, 
many fear losing it. With the inevitable state and municipal budget cuts to come, libraries are no 
doubt going to find themselves in a financial squeeze.  
That said, there are opportunities for public libraries to make themselves even more useful, and 
that is by better coordination with schools. While schools have had to invent an online approach 
to their curricula on-the-fly, the libraries that proved the most helpful were those that were the 
most proactive and reached out to schools and families, identifying the resources they had. Any 
third party that can help them in those efforts will be welcome.  
We’re going to be in this situation for a long time to come, and as we move even more 
inexorably toward an online existence than we had been before, internet access is going to be as 
necessary for basic existence as having a telephone once was (and still is). And libraries are 
going to continue to be a central player in offering that access.  
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Appendix A. Demographics 
This section provides a portrait of the respondents and institutions that completed our survey. 

Population Served 
The average population served by responding libraries is 152,800. Nearly one-half (47%) of 
responding libraries serve a population under 25,000; 27% serve a population over 100,000. 
Figure 22. What is the population served by your public library? —All Libraries 
Average population served: 152,800 

n=234 

Table 22. What is the population served by your public library? —Libraries by metro status and % of 
households with broadband 

METRO STATUS % OF HOUSEHOLDS WITH 
BROADBAND 

Small 
town/ 
Rural Suburban Urban 

Less than 
50% 50% to 74% 

75% or 
more 

Under 5,000 40% 2% 0% 30% 15% 2% 
5,000 to 9,999 21% 7% 0% 13% 13% 4% 
10,000 to 24,999 27% 25% 4% 21% 23% 19% 
25,000 to 49,999 5% 19% 11% 11% 11% 18% 
50,000 to 99,999 5% 21% 15% 8% 17% 14% 
100,000 to 249,999 3% 15% 22% 8% 14% 18% 
250,000 to 499,999 0% 4% 17% 6% 2% 7% 
500,000 to 999,999 0% 7% 15% 4% 2% 14% 
1 million or more 0% 2% 15% 0% 2% 5% 
Average pop served (in thousands) 18.6 143.7 423.9 78.0 103.4 248.9 
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Locations 
One-half of responding libraries have a single location, while 22% have more than 10 locations. 
The average number of locations is 7.8.  
Figure 23. How many fixed locations does your library/district have in total? —All Libraries 
Average # locations: 7.8 

n=217 

Urban libraries have more locations than other regions (17.6 on average vs. 2.5 for small 
town/rural libraries). Libraries in high broadband penetration areas also have more locations on 
average (11.0).  
Table 23. How many fixed locations does your library/district have in total? —Libraries by metro status and 
% of households with broadband 

METRO STATUS % OF HOUSEHOLDS WITH 
BROADBAND 

Small 
town/ 
Rural Suburban Urban 

Less than 
50% 50% to 74% 

75% or 
more 

Only 1 76% 45% 13% 54% 55% 33% 
2 to 5 14% 26% 20% 22% 22% 26% 
6 to 10 8% 8% 11% 11% 9% 6% 
11 to 20 0% 11% 26% 11% 6% 17% 
More than 20 3% 11% 30% 2% 8% 19% 
Average # locations 2.5 7.4 17.6 4.5 5.7 11.0 
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Respondent Job Function 
Over a third of the individuals who responded to our survey, 37%, were directors or assistant 
directors.  
Figure 24. Which of the following comes closest to your primary job function? —All Libraries 

n=235 

Of the 13% who selected “other,” they included a mix of technical services/IT and adult and/or 
children’s programming directors. (One wrote in “LOL all but 2 of the above. It’s a small 
library.”) 
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Table 24. Which of the following comes closest to your primary job function? —Libraries by metro status and 
% of households with broadband 

METRO STATUS % OF HOUSEHOLDS WITH 
BROADBAND 

Small 
town/ 
Rural Suburban Urban 

Less than 
50% 50% to 74% 

75% or 
more 

Director/assistant director 67% 24% 15% 44% 43% 28% 
Adult/public services 
manager/specialist 5% 11% 8% 4% 12% 5% 

Branch manager 7% 9% 8% 10% 10% 7% 
Technology manager/Specialist 4% 13% 6% 10% 6% 11% 
Reference/Information services 
manager/specialist 1% 9% 17% 2% 8% 11% 

Youth services manager/specialist 2% 8% 13% 6% 5% 9% 
Collection development 
manager/specialist 2% 9% 6% 2% 6% 7% 

Circulation manager/specialist 1% 3% 4% 4% 2% 2% 
Electronic resources 
manager/specialist 0% 1% 4% 2% 1% 2% 

Outreach manager/specialist 1% 2% 0% 0% 0% 5% 
Other 9% 13% 19% 17% 7% 14% 
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Appendix B. Methodology and Questionnaire 
Library Journal’s Internet Connectivity Survey was developed in coordination with Spectrum 
Enterprise. A survey invite was emailed to a list of approximately 11,000 U.S. public libraries, 
with an emphasis on directors and technology specialists, on August 31, 2020. A drawing for a 
$100 VISA electronic gift card was offered as incentive to reply.  
The survey closed on September 11 with 238 responses. Basic census data connected to 
respondent ZIP codes was appended to the raw data. Tabulation and analysis were conducted in-
house by Library Journal.  

Internet Connectivity Survey 

1. [Required question] [If U.S.] What is your library’s zip code/postal code? _______

2. What is the population served by your public library?

Under 5,000 
5,000 - 9,999 
10,000 - 24,999 
25,000 - 49,999 
50,000 - 99,999 
100,000 - 249,999 
250,000 - 499,999 
500,000 - 999,999 
1 million or more 

3. How many fixed building locations does your library district/system have in total? ____

4. Which of the following comes closest to your primary job function? (Select one
option.)

Adult/public services manager/specialist 
Branch manager 
Circulation manager/specialist 
Collection development manager/specialist 
Director/assistant director 
Electronic resources manager/specialist 
Outreach manager/specialist 
Reference/Information services manager/specialist 
Technology manager/specialist 
Youth services manager/specialist 
Other, please specify:_________________________ 
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5. Is there a choice of internet service providers (ISPs) in your community?

Yes, more than one to choose from 
No, only one ISP available 
No ISPs available 
Don’t know 

6. What percent of households in your community would you estimate have broadband
service at home?

Less than 25% 
25% to 49% 
50% to 74% 
75% or more 
Don’t know 

7. Please rate how important it is to your community for the library to provide internet
access, using a scale from 1 to 6, where 1 = Not at all important and 6 = Extremely
important.

1 2 3 4 5 6 

8. Does your library have internet-connected public access computers and/or WiFi
(wireless internet access) available for patrons? Check all that apply.

(If your library is currently closed due to COVID-19, please answer for your Pre-COVID library situation.) 

Public access computers 
WiFi 
Neither [If neither, skip to Q15, then to optional question at end] 

9. [If WiFi] Where does your library make wireless internet access (WiFi) available?
Check all that apply.

Inside the library building 
On library grounds (e.g., parking lot, patio, playground, etc.) 
WiFi hotspots around the community (e.g., parked bookmobile, public housing, etc.) 
Roving library outreach vehicle/bookmobile 
Other, please specify:_________________________ 
None of the above 
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10. Did your library boost your internet connectivity offerings in response to the COVID-
19 environment (e.g., library and school closures)?

Yes, please explain:_________________ 
No, but we may need to 
No change 

11. Have you partnered with local schools to provide internet access, especially to 
bolster remote learning during the COVID-19 crisis?

Yes, briefly explain:__________________ 
No 

12. Does your library lend out electronics such as laptops, tablets, or mobile WiFi 
hotspots to patrons? Check all that apply.

Laptops 
Tablets/iPads 
Mobile WiFi hotspot devices 
eReaders 
Other, please specify:___________________ 
None 

13. Can you rely on the internet connectivity available in your library to adequately 
support more bandwidth-intensive usage, such as video streaming, remote author chats, 
video programming, and video reference tools (YouTube, Skype, or Zoom)?

Yes, definitely 
Yes, usually 
Sometimes 
Not usually 
No, never  

14. [Optional] Please tell us an instance where offering internet access through the 
library made a difference in your community or an instance where the library provided 
internet access in an innovative way.

_____________________________________________________________________ 
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15. In your library, how would you describe the demand for public access computers and
WiFi for patrons to access using their own devices?

(If your library is currently closed due to COVID-19, please answer for your Pre-COVID library situation.) 

Very high 
demand 

Relatively 
high demand 

Moderate 
demand 

Relatively low 
demand 

Very low 
demand 

Public access 
computers 

WiFi 

16. [If have WiFi] How would you assess the overall WiFi service in your library?

Fast 
Adequate 
Slow 

17. How satisfied are you with your library’s current internet service provider?

Very satisfied 
Satisfied 
Not too satisfied 
Not at all satisfied 

18. [If Not too or Not at all satisfied] Why are you not satisfied with your current internet
service provider? __________________________________________

19. Who manages your library’s network security to protect public computers and patron
devices from viruses, ransomware, and intrusion attempts? Check all that apply.

Library IT staff 
Local government IT staff 
Third-party company or consultants 
Other, please specify:___________________ 

20. How confident are you that your network is secure and protects devices from viruses,
spyware, ransomware, and intrusion attempts? Please answer from 1 to 6 where 1 = Not
at all confident and 6 = Extremely confident.

1 2 3 4 5 6 
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21. Has your library changed internet service providers in the last five years?

Yes, for what reason? ___________________________________ 
No 
Don’t know 

22. Where does the funding to pay for library internet access come from? Check all that
apply.

Technology/IT budget 
E-rate funding
Grants
State or local government funding
Friends or foundation
Other, please specify:__________________________
Don’t know

23. [If Technology/IT Budget] What percentage of your technology/IT budget would you
estimate your library/district/system spent on broadband internet access in the last year?

Less than 10% 
10% -29% 
30% - 49% 
50% - 69% 
70% or more 
Don’t know 

24. [if E-rate] In the last fiscal year, what percentage of your library’s total broadband
spending would you estimate was paid for with E-rate funding?

Less than 20% 
20% to 39% 
40% to 59% 
60% to 79% 
80% to 99% 
100% 
Don’t know 

25. [If E-rate] Were there obstacles in the process of applying for E-rate?

Yes, please explain:_______________________________ 
No 
Don’t know 
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26. Is the cost of your internet access a major concern for your library?

Yes, please explain:_______________________ 
No 

27. [Optional] Please use the space below for comments about internet access in the
library.  ________________________________________
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