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EXECUTIVE SUMMARY

Introduction

To assess, in general, is to determine the impor-
tance, size, or value of; to evaluate. Library staff
assess operations by collecting, interpreting, and
using data to make decisions and to improve cus-
tomer service. They study internal processes, levels
and quality of service, and library impact on insti-
tutional goals.

The number of assessment activities undertak-
en in libraries over the last decade has grown ex-
ponentially. Libraries of all kinds are looking more
closely at how and how well they are serving their
users. What may have begun as the occasional as-
sessment duty assigned to the library staff member
with the most interest or greatest statistical acu-
men, has blossomed at many institutions into a
formalized library assessment position, committee,
department, or all three.

Although this growing area of library manage-
ment has become recognized as a legitimate use of
limited budgets and time, there is not as yet a good
overview of precisely how library assessment ac-
tivities are being implemented or developed. This
survey sought to address that missing piece of the
puzzle—to examine the current state of library as-
sessment, as well as to provide a starting point for
those seeking to develop a library assessment pro-
gram at their own institutions.

This survey was distributed to the 123 ARL
member libraries in May 2007. Seventy-three li-

braries completed the survey for a response rate
of 60%. Only one library indicated that it did not
engage in any assessment activities beyond collect-
ing annual data for the ARL statistics, though no
reason was given as to why this was the case.

The respondents are primarily from US aca-
demic libraries, 63% in public institutions and 22%
in private institutions. Twelve percent are libraries
in Canadian academic institutions, all of which are
public. Public libraries account for only 3% of the
respondents. This closely reflects the membership
distribution of ARL.

Assessment Activities
Survey results indicate that while a modest num-
ber of libraries in the 1980s and earlier engaged in
assessment activities beyond annual ARL statistics
gathering, the biggest jump in activity occurred
between 1990 and 2004. The overwhelming major-
ity of responses indicate the impetus was service
driven and user centered and came from within the
library itself rather than from an outside source.
Respondents’ top impetus for beginning assess-
ment activities (63 respondents or 91%) was the de-
sire to know more about their customers. Based on
responses to a question about their first assessment
activities, over half began with a survey, almost all
of which were user surveys.

It is clear from the survey results that respon-
dents use a wide variety of methods in their as-
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sessment endeavors. All respondents have gath-
ered statistics, presumably at least ARL statistics,
but every one of the methods listed in the survey
has been used by at least one of the respondents
at some point, either currently or in the past. The
top five assessment methods currently being used
are statistics gathering, a suggestion box, Web us-
ability testing, user interface usability, and surveys
that were developed outside the library. Locally de-
signed user satisfaction surveys used to be widely
used. Now, 20 of the 31 libraries (65%) that previ-
ously used this method have switched to surveys
developed elsewhere, such as LibQUAL+®. The
five least used methods are secret shopper stud-
ies, the Balanced Scorecard, wayfinding studies,
worklife/organizational climate studies, and unit
cost analysis.

The areas of the library being assessed are as
varied as the methods used. In the last five years,
every function of the library listed in the survey has
been assessed by at least one respondent. Almost
every respondent has assessed the library’s Web
site, most frequently with a usability study. Other
widely assessed areas include electronic resources,
usually assessed by statistics collection and analy-
sis; user instruction, evaluated through statistics
and surveys; and reference and collections, both
most frequently assessed through statistics collec-
tion and analysis. Administrative functions, in-
cluding human resources, financial services, mar-
keting, and development, that are not centered on
users are least evaluated; 30% of the respondents
have not assessed even one of these areas.

Organization of Assessment Activities

Respondents were asked to identify where assess-
ment responsibility fits into their organizational
structure. Forty-nine respondents reported that re-
sponsibility for assessment activities rests on either
a single full- or part-time individual (24 or 34%),
an ad-hoc or standing committee (16 or 23%), or
a formal department (9 or 13%). All but one of the

full- and part-time assessment coordinators and
department heads is within two reporting levels of
the library director. The remaining 21 respondents
(30%) described another organizational structure.
The majority of these (15 or 71%) are decentral-
ized, with various units doing their own assess-
ments as needed. For large-scale projects such as
LibQUAL+®, an ad-hoc team or committee may be
formed. The remaining respondents either use a
combination of coordinators and committees or are
in the process of creating a new coordinator posi-
tion.

Though respondents indicated that assessment
activities have been performed in their libraries
over the last 20+ years, the presence of staff who
have primary responsibility for assessment activi-
ties has a much more recent history. All but one of
the part-time and two of the full-time coordina-
tor positions were created between 2002 and 2007;
all of the assessment departments were created in
2000 or later. Nearly 60% of these positions and de-
partments were created between 2005 and 2007. All
four ad-hoc committees were created between 2002
and 2007. Standing committees or teams have the
longest history of primary assessment responsibili-
ty (one since 1984), but the most recent was created
in 2007. Departments average 2.4 FTE; committees
average six to seven members.

At nearly all of the responding libraries, regard-
less of organizational structure, assessment staff
analyze, interpret, and report on data collected in
assessment activities and consult with staff on as-
sessment methods and needs. They frequently per-
form assessment activities and coordinate the col-
lection and reporting of data. They train staff at just
over half of the libraries. They only approve assess-
ment projects at 25% of the responding libraries.

Full- and part-time coordinators and assessment
department staff are very similar in the tasks they
perform, although part-time coordinators are less
likely to be responsible for training staff or moni-
toring projects. Standing committees are less likely
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to coordinate the collection, reporting, or archiving
of data, to fill requests for library data, or to submit
external surveys.

The majority of assessment staff have collabo-
rated on assessment activities with other non-
library departments, agencies, or units within the
institution, though standing committees are less
likely to do so. These non-library collaborations are
most often with institutional offices of research and
learning, information technology, and assessment
and planning.

Assessment Results Distribution and Outcomes
Methods of distributing assessment results vary
depending on the audience, although overall, the
most frequently used method is through a Web
site. In addition, the methods most widely used to
inform the parent institution are print reports and
library newsletter articles, while presentations and
e-mail announcements are used more frequently for
library staff. Staff appears to be the most targeted
audience for the distribution of library assessment
results; all methods except a campus newsletter are
heavily used for them. Results are overwhelmingly
distributed to the general public through a Web site
or library newsletter articles.

The top two types of assessment information
listed on a library’s assessment Web site (whether
publicly accessible or staff-only) are general library
statistics and analyses of assessment activity re-
sults. Assessment publications are found more fre-
quently on a public Web site than on a staff-only
Web site, while presentations and assessment data
are provided more on staff-only Web sites than on
public ones. Other types of information mentioned
by more than one respondent include meeting
notes and agendas on staff-only Web sites.

There is little point in having an assessment
program unless the results are used to make im-
provements in services. Respondents were asked
to list three outcomes that were attributable to their
assessment activities. Twenty areas were reported,

but changes to Web sites and facilities were the
most frequently mentioned. Collections, hours, and
staff formed the next highest groups. Other areas
that were changed include customer service, jour-
nals, access services, the online catalog interface,
instruction and outreach, and reference services.
Only one respondent reported no changes attribut-
able to assessment.

Professional Development

When asked if their library provides assessment
training to library staff, all but 20 of 68 respondents
(71%) indicated they received some sort of sup-
port for training, whether provided by the library
(28%), their institution (32%), or an outside source
(62%). When the library provides training, the top-
ics focus primarily on assessment methods, basic
statistics, survey construction, the value of assess-
ment, and data analysis.

When evaluating assessment-related profes-
sional development venues (such as conferences)
outside the institution, the most highly recom-
mended and most attended events were ARL as-
sessment-related meetings and the 2006 Library
Assessment Conference. When asked to identify
the professional development needs not being met
by the aforementioned conferences, respondents
focused on training, indicating that there is a lack
of available instruction on basic statistical analysis,
methodologies, and tools.

Culture of Assessment

The survey included a series of statements on the
culture of assessment. Respondents were asked to
rate on a scale of 1 to 5 how well the statements de-
scribed their respective libraries. Between 68% and
79% of the respondents agreed or strongly agreed
with statements related to the commitment of their
library administrations to assessment. The remain-
ing statements were related to staff and their sup-
port for, or ability to carry out, assessment activi-
ties. Only 50% or fewer of the respondents rated
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these statements at agree or strongly agree; most
cluster around the middle of the scale. There ap-
pears to be a strong administrative commitment to
assessment that does not translate to the organiza-
tion as a whole.

Just under half of the respondents (31 or 46%)
indicated that there is an assessment plan in some
or all of their library’s departments or units or a
library-wide assessment plan. Fifteen respondents
commented that the library was either in the pro-
cess of developing a plan or used an alternate doc-
ument (such as a strategic plan or annual report) as
their assessment plan.

Conclusions

What do “typical” library assessment programs
look like? The typical programs began in the 1990s
and engage in various assessment activities in ad-
dition to the collection of ARL statistics. They be-
gan by doing a user survey because the library
wanted greater knowledge of its users and wanted
to determine which new services to offer. The pro-
grams most frequently gather statistics (100%), but
are also strongly involved in doing various user
surveys, Web usability testing, and focus groups.
They have performed studies of their Web sites.
They track usage statistics for electronic resources
and assess user education programs, collections,
and reference. They have not usually assessed their
administrative areas that are not centered on the
library user.

Typically, various individual library depart-
ments or units do assessment, although the num-
ber of institutions with assessment coordina-
tors or committees is growing. The coordinators
have typically been appointed within the last five
years (2002 to 2007) and are within two reporting
levels of the library director. If there is an assess-
ment department, it has just over two members.
Committees sometimes date to the 1990s and aver-
age six to seven members. The tasks performed by

all are remarkably uniform; they analyze, interpret,
and report on assessment activities, consult with
staff on assessment methods and needs, and per-
form assessment activities. They coordinate their
work with other units in their institutions.

Results of activities are usually distributed
through a Web site; they are communicated with
staff more frequently than with the parent institu-
tion or the general public. Both staff and public
Web sites most often present general library statis-
tics and analyses of assessment results. Assessment
does lead to programmatic changes in the library,
primarily changes to Web sites and facilities.

Training in assessment is supported by the li-
brary but is mostly outsourced rather than local.
Training thatis provided by the library is focused on
assessment methods, basic statistics, and surveys.
The most highly regarded training appears to come
through ARL-sponsored events such as meetings at
American Library Association conferences and the
Library Assessment Conference. These venues are
also appreciated for their networking and sharing
opportunities. But more training is needed in as-
sessment basics.

Library administrations are typically commit-
ted to the concept of a culture of assessment in
their libraries, but there is a perception that this
commitment is not shared by all staff. Many staff
do not have the skills or rewards needed to carry
out assessment projects. Most libraries have an
assessment plan or are using a similar alternative
document, or they are in the process of developing
a plan.

In short, library assessment is alive and well in
North America. There has been considerable prog-
ress in this area from the mid-1980s through 2007.
For that progress to continue, there needs to be
more effort to train not only those responsible for
assessment, but all staff who are expected to par-
ticipate in assessment activities.
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SURVEY QUESTIONS AND RESPONSES

The SPEC survey on Library Assessment was designed by Lynda S. White, Associate Director,
Management Information Services, University of Virginia, and Stephanie Wright, Natural Sciences
Information Services Librarian/ Management Information Librarian, University of Washington. These
results are based on data submitted by 74 of the 123 ARL member libraries (60%) by the deadline of June
8,2007. The survey’s introductory text and questions are reproduced below, followed by the response
data and selected comments from the respondents.

To assess, in general, is to determine the importance, size, or value of; to evaluate. In libraries, we assess by collecting,
interpreting, and using data to make decisions and to improve customer service. We study internal processes, levels and quality
of service, and library impact on institutional goals.

The number of assessment activities undertaken in libraries over the last decade has grown exponentially. Libraries of all kinds
are looking more closely at how and how well they are serving their users. Since 2004, ARL has sponsored a program to assist
libraries with the assessment of services that they offer their users and the processes that support those services. This visiting
program has been part of a move away from measuring inputs and outputs and toward judging service quality by measuring
outcomes and the value that library programs add to their communities. What may have begun as the occasional assessment
duty assigned to the library staff member with the most interest or greatest statistical acumen, has blossomed at many
institutions into a formalized library assessment position, committee, department, or all three. These programs may include such
activities as statistics collection, conducting surveys, conducting focus groups, Web usability testing, and benchmarking, etc.

Although this growing area of library management has become recognized as a legitimate use of limited budgets and time,
there is not as yet a good overview of precisely how library assessment activities are being implemented or developed. The
purpose of this survey is to address that missing piece of the puzzle—to examine the current state of library assessment, as
well as to provide a starting point for those seeking to develop a library assessment program at their own institutions. This data
should help libraries assess where they are and identify best practices to help them build or expand their own programs.

Library Assessment - 15



BACKGROUND

1. Does your library engage in any assessment of library activities (such as statistics collection,
conducting surveys, conducting focus groups, Web usability testing, benchmarking, etc.)
beyond collecting annual data for the ARL statistics? N=74

Yes 73 99%

No 1 1%

ASSESSMENT ACTIVITIES

2. Please indicate which of the specific assessment methods below your library is currently using
or has used in the past. Check “Currently Used” for methods that the library continues to use
to assess activities. Check “Previously Used” for methods that were once used but are no longer
used. Check “Never Used” for methods the library has never tried. Check one category for each
row. N=73

Assessment Method Currently Previously Never
Used Used Used

Surveys N=73

Surveys developed elsewhere (e.q., CSEQ, LibQUAL+®) 72 55 15 2
Locally designed user satisfaction survey 70 36 31 3
Facilities use studies 69 41 22 6
Online user feedback (pop-up windows, etc.) 69 38 18 13
Worklife/organizational climate studies 66 20 21 25
Qualitative Methods N=71
Focus Groups 70 51 16 3
Secret Shopper Studies 70 5 3 62
Suggestion Box 70 60 6 4
Observation 69 37 22 10
Interviews 67 38 22 7
Statistics N=73
Statistics gathering (e.g., e-resource usage, gate counts, 73 72 1 —
ARL statistics, etc.)
Data mining and analyses 68 43 6 19
Statistics inventory 66 40 9 17
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Assessment Method Currently Previously Never
Used Used Used

Usability N=72
User interface usability 72 57 9 6
Web usability testing 71 59 9
Wayfinding 68 15 10 43
Other Methods N=73
Student learning outcomes evaluations 70 40 11 19
Benchmarking 68 37 11 20
Unit cost analyses 67 23 25 19
Balanced Scorecard 65 4 4 57
Process improvement 65 29 20 16
Other method not included above 31 10 4 17

If you selected “Other method not included above,” please specify that assessment method.

Currently Used
“Administrative Unit Review — review and evaluate library department services or operations.”
“Card sorting (usability); heuristic evaluations.”

“Card sorts used to gather user input on the library Web site’s content structure. Users were provided index
cards of keywords that identify library services, collections, facilities, and other related information. They were
requested to group the label cards according to about 6 broad categories. A spreadsheet and color coding was
used to analysis the frequency of grouped items. This process was used to advise the redesign of a Web site
that was user friendly. Clicker Response System. A concept was demonstrated to the class of students. Then

a question was shown on their computer screens which presented the same concept in a different situation.
They used the Clicker Response System to check how well the students understood the concept and could
transfer it to another situation before we moved on to other material.”

“Comparison of collection with authoritative lists (a form of benchmarking). Comparison of library collection
to what faculty are citing in their publications.”

“Faculty Contact Database to track responses to faculty issues and concerns (qualitative and quantitative).”

“In the fall 2006 semester, a class in our Library and Information Science Program, ‘Competitive Intelligence
and Data Mining (LIS 7490)," used a simulation software package, Arena, to combine data supplied by the
University Libraries and observations by students to analyze functions in our reference areas. The simulation
and accompanying analysis has resulted in a significant reorganization of the reference area in one of our
buildings. The simulation software is now being acquired by the University Libraries.”

“Online card sort.”

“Outcome measure assessing impact of a grant funded project that digitized special collection material on
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teaching and learning.”

“The library has established a set of metrics corresponding to the goals, objectives, and strategies in the
Academic Affairs Strategic Plan for Academic Excellence.”

“Usage stats for e-resources.”

Previously Used
“+/Delta exercise.”
“Review of staff organization to look at efficiencies and possible duplication of functions across departments.”

“Several years ago we did a telephone survey of student and faculty. It was conducted for us by a survey
group within the university. It was moderately useful.”

“Use of outside consultants for programmatic reviews."

3. In what year did your library begin assessing library activities beyond the annual ARL data
gathering? What was the first assessment activity (survey, focus group, usability test, etc.)?
N=63

Year Assessment Activities Began N=61

20
18
16

18
16

14 1
12 1 11
10 1 9
8

1NN

: 1

<1980 1980-84 1985-89 1990-94 1995-99 2000-04 2005

o NN B O

Year Range: 1911 to 2005

First Assessment Activity N=62
<1980
“ARL's Management Review and Analysis Program.”

“Periodic user surveys.”
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“Survey on material and stack location.”

“We have been collecting statistics and doing assessment since the library opened.”
1980-84

“A satisfaction survey was distributed in paper form to library visitors, mostly students.”

“ARL/OMS study.”

“At least since 1980, there have been regular calculations of indirect costs of library activities as an associated
cost of research. These studies were meant to facilitate university grants requests.”

“Cost studies.”
“Organizational Assessment.”
“Participation in university-wide student satisfaction survey including satisfaction with library.”
“Self-study for accreditation. This is the earliest study | can find, but there may be something even earlier.”
“Survey of user attitudes: pre- and post opening of a new library facility.”
“Work analysis by random sampling.”
1985-89
“Facility use survey in preparation for construction of addition to main research library building.”

“Undergraduate Services Task Force Report entitled ‘Preparing Undergraduate Students for the Information
Age.”

1990-94
“Exit surveys of library users.”
“Locally designed user satisfaction survey.”
“Locally devised user survey.”
“Organizational climate and organizational structure assessment.”
“Survey and focus group.”
“Survey of university faculty for: user satisfaction, spending priorities, behavior (frequency of use, etc.)”
“System-wide user surveys.”
“User exit survey (behavior, satisfaction, etc.)”
“User satisfaction survey.”

“User survey.”

“Various customer surveys, comparative peer assessments based on ARL data, various and recurring cost
studies.”
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1995-99
“1998-focus groups with staff; 1999-survey of graduate students; 1999-survey of faculty.”
“In-house developed user survey.”
“Large-scale user survey.”
“LibQUAL+™"
“Locally developed comprehensive user survey.”

“Not sure, but suspect some form of assessment was undertaken at various times in our history. | am
personally aware of having observation, survey, focus group and individual interviewing, and process mapping
used as early as 1997."

“SERVQUAL survey of satisfaction of users of undergraduate library.”

“Study of print journal ‘cost per use.’ The library needed to reduce its expenditures on journal subscriptions.”
“Survey.” (2 responses)

“Survey of users perceptions on service delivery, facilities, service needs.”

“There is an indication that a ‘Campus Library Assessment’ was conducted in 1972, however this cannot be
substantiated at this time. In 1995 a comprehensive survey was conducted by the library system.”

“User Needs Assessment.”

“User satisfaction survey.”

“User satisfaction survey in collaboration with regional universities.”
“User survey.”

“We have always done some assessment: 1 of 6 very least, the 7-yearly program review includes self-study
and surveys.”

2000-04
“Benchmarking for strategic planning.”
“Exit survey.”
“Focus group.”
“Formal Library Assessment Plan.”
“LibQUAL+®" (7 responses)l
“LibQUAL+® and Process Improvement Studies.”
“Survey.”

“Web site design survey.”
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2005

“We have been conducting various assessment activities including unit cost studies, usability studies, focus
groups, etc. for many years. We instituted a formal assessment program in 2005 with the first activity being a
user satisfaction survey for our Law Library.”

4. What was the impetus for beginning these assessment activities at your institution? Check all
that apply. N=69

Desire to know more about your customers 63 91%
Investigation of possible new library services or resources 49 71%
Desire to know more about your processes 45 65%
Desire to identify library performance objectives 43 62%
Need to reallocate library resources 38 55%
Accountability requirements from your parent institution 26 38%
Institutional or programmatic accreditation process 20 29%
Proposal from staff member with assessment knowledge 12 17%
Other (please specify) 16 23%

“Comparisons with other institutions, decision-making, resource allocation, strategic planning.”
“Desire to facilitate university research activities.”

“Desire to focus our attention for making improvements, desire to give authority to our observations when
making plans.”

“Desire to inform users of services and resources, encourage user input concerning library issues, and
document the needs of the library system.”

“External review.”

“Formative & Summative Evaluation of Educational Resource Development Projects.”
“|dentifying client focused priorities for service quality and process improvement.”
“Initiative from Director of Libraries.”

“Need for expenditure reduction.”

“Preparation for move to new building.”

“Strategic planning.”
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“To meet a requirement in new Strategic Plan for a user-centered approach to libraries services.”
“To meet objectives in the library’s strategic plan.”

“Too long in the past to be really sure.”

“User satisfaction.”

“We were planning to open a library expansion and wanted to know more about user satisfaction with
services and facilities.”

5. Please indicate which of the following departments/units your library has assessed since 2002
and what methodologies were used for those assessments. Check all that apply. N=67

Library Function Surveys | Qualitative | Statistics | Usability | Other | Have not
Methods Collection assessed
& Analysis
Electronic Resources 66 29 15 56 24 3 2
Interlibrary Loan 66 30 10 51 4 4 7
Web site 66 32 25 32 59 4 —
Branch Libraries 65 40 23 36 7 2 14
Circulation/Reserve 65 27 10 49 — 5 6
Collections 65 25 28 57 9 3 3
Reference 65 37 26 53 3 2 5
User Instruction 64 45 24 46 3 4 3
Digital Initiatives 63 24 17 33 21 1 16
Online Catalog 63 25 11 33 34 2 6
Acquisitions 62 9 8 46 = 8 13
Cataloging 62 3 6 43 1 9 15
IT Systems 62 12 13 27 11 3 20
Shelving 62 11 6 45 1 4 12
Facilities 61 35 20 27 6 6 6
Human Resources 61 8 12 10 — 1 41
Preservation 61 8 8 35 1 5 20
Publicity/Marketing 61 10 9 4 1 1 42
Selectors/Subject Liaisons 61 22 19 29 — 2 16
Special Collections 61 14 14 32 3 4 19
Administration 60 9 15 12 — 4 31
Financial/Business Services 60 5 4 21 1 5 32
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Library Function Surveys
Staff Training/ 60 37
Development
Work Climate 60 29
Development/ Fundraising 59 3
Other 16 3

Qualitative
Methods

Other

Have not
assessed

Statistics
Collection

Usability

& Analysis

18 4 1 = 23
22 = = 36
2 2 1 4 9

Please specify other library function that was assessed.

Library Function
Acquisitions & Cataloging
Book availability

In general, all of our units are assessed through our
user surveys.

Information Literacy

Libraries; Technical Services

Library Spaces

Media Services, Special Collections

Overall with LibQUAL+™
Public Programs; Government Documents

Student Multimedia Design Center planning

User satisfaction with online finding tools

Workflow in Cataloging and Acquisitions; Inventory
of facilities; audit processes of business office.

Assessment Method
Process improvement

(not specified)

(not specified)
In Summer 2006, an external review committee was appointed to

assess the libraries (as a unit). In Summer 2007, a consulting firm was
hired to assess Technical Services

Observational studies and surveys are used to inform decision about
construction and renovation. ('Facilities’ means maintenance and
cleaning activities to me.)

We conducted a self-study for Special Collections and hired an outside
management consultant to assess. We are currently conducting a
self-study for Media Services and will have a consultant come in this
summer. Also we participated in LibQUAL+™ in 2001 and 2005.

Public Programs: surveys. Government Docs: statistics and randomized
and selective shelf-reading for quality control and improvement.

The use of multimedia by faculty and students was assessed as part
of the planning process for design and implementation of the new
15,000 square foot Student Multimedia Design Center with 70
workstations, 6 studios and 2 classrooms. The assessment included
focus groups, surveys and interviews.
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Please specify other assessment method(s) that was used.
“Administrative Unit Review.”
“ARL ILL cost/performance for all years.”
“Assorted consultant review and reports based on data, interviews, work flow analysis, review etc.”

“Branch Libraries: Visits to other libraries to develop benchmarks. Web site: Card sorting tests on technology
and organizations. Staff Training Development: Informal conversations with individual staff. Financial/Business
Services: Various operational aspects of library business office are periodically assessed by university business
services unit.”

“Card Sorts, SWQOT analysis.”

“Collections: WorldCat Collection Analysis. IT Systems: informal feedback and in-house assessments.
Cataloging: process improvement. ILL: unit costs.”

“For Preservation and Special Collections: assessment of the collections. For many services, we use informal
feedback and our suggestion box.”

“Gap surveys.”

“Informal evaluation of workflow and procedures.”

“In-house reviews: data/cost data.”

“Observational study of facilities and laptop use; external consultants.”

“Process improvement studies.”

“Process improvement/CQl (for all six departments/units for which OTHER was checked).”

“The "qualitative methods’ used includes significant individual interactions with students and faculty to
ascertain the value of the service and any suggested improvements to services, systems and collections.”

“We are at an early stage of using ‘student learning outcomes evaluations' to measure the impact of our user
instruction. We made use of the simulation software package, Arena, to analyze reference services in several of
our buildings.”

“We have also done benchmarking studies of our shelving process (1999) and of our training program
(2000)."
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ORGANIZATION OF ASSESSMENT ACTIVITIES

6. Who has primary responsibility for coordinating and/or planning your library’s assessment
activities? Check the one item below that best describes your organization. N=70

A single individual working part-time as an assessment coordinator 13 19%
A standing committee(s)/team(s) that is charged with assessment 12 17%
A single individual working full-time as an assessment coordinator 11 16%
A department/unit that is charged with assessment 9 13%
An ad hoc committee that is charged with assessment 4 6%
Other 21 30%

7. For which functions below is the assessment coordinator responsible? Check all that apply.
N=49

Part-Time Standing Full-Time Assessment Ad hoc

Individual Committee Individual | Department | Committee

N=13 N=12 N=11 N=9 N=4

Analyzes, interprets, and reports 12 92% " 92% 11 100% 9 100% 4 100% 47 96%
on data collected in assessment

activities

Consults with staff on assessment 12 92% " 92% 11 100% 9 100% 3 75% 46 94%
methods and needs

Performs assessment activities " 85% 9 75% 11 100% 9 100% 3 75% 43 88%
Monitors/coordinates assessment 7 54% " 92% 10 91% 8 89% 2 50% 38 78%
projects throughout the library

Coordinates collection of data 11 85% 5 42% 11 100% 7 78% 3 75% 37 76%

across the library

Submits external surveys (ARL, ALS, 10 77% 5 42% 10 91% 8 89% 1 25% 34 69%
NATC, American Library Directory,

etc.)

Coordinates the reporting/archiving 12 92% 2 17% 7 64% 9 100% 3 75% 33 67%
of the library's statistical data

Fills requests for library data 11 85% 2 17% 9 82% 9 100% 2 50% 33 67%
Provides training on assessment 5 38% 7 58% 8 73% 6 67% 1 25% 27 55%
topics

Approves assessment projects 3 23% 1 8% 4 36% 2 22% 2 50% 12 25%
throughout the library

Other, please specify 4 31% 1 8% 3 27% 5 56%  — — 13 27%
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Please specify other responsibility.

Part-time Assessment Coordinator
“Internal staff training. Coordinate searches for professional librarians.”
“Leads the library’s Assessment Team.”
“Serves on Institutional Research Committees.”

“Training Coordinator handles most training, and is a member of the Assessment Working Group. | provide
guidance and best-practices.”

Standing Assessment Committee/Team

"

“Feedback from contributors (assessing the assessment process)
Full-time Assessment Coordinator

“Ethics review applications.”

“Supervise student assessment and usability assistants.”

“The position is not officially designated as a ‘coordinator” although it is an inherit aspect of the position. It is
still under development based upon determining the extent and type of assessment coordination needs for the
campus library system.”

Assessment Department/Unit

“Chairs Library Assessment Group; Ex-officio member of the Strategic Planning team and develops strategic
planning performance measures and benchmarks.”

“Collaborates with the Public Services Executive Committee's Usability & User Studies Committee. The U&US
committee was created in 2005, and currently has 8 members. To date, this group’s focus has been to promote
and facilitate usability within the library. This group: Consults with staff on usability methods and needs.
Facilitates usability projects throughout the library. Performs priority usability activities. Analyzes, interprets,
and reports on data collected in usability activities. Provides training through priority usability projects. Has
provided other training opportunities by reporting on its work and by inviting guest speakers. U&US has been
collaborating with the IRB, and may work with the usability group in Cornell’s IT department. Other general
information: CUL conducts LibQUAL+™ periodically, centrally. Each subject library determines needs and
assessment approaches independently. Project-based assessments are conducted on-demand by RAU based
on priority. Annual statistics collected/compiled centrally from units.”

“Develops programmatic, strategic, and sustainable approach to library assessment activities.”

“Manages institutional data repository and development of same. Collaborates with library central IT unit on
repository architecture and data structures. Manages development of report writing applications as part of MIS
program. Point of contact for IRB. Liaises with university's department of planning and analysis.”

“The "Evaluation and Analysis” unit is part of the Organizational Services department. Organizational Services
provides ‘back office’ services to both the library and the ‘Computing and Communications Services” unit. Thus,
‘Evaluation & Analysis’ also serves the computing unit on campus.”
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8. Does this position or group collaborate on assessment activities with other non-library
departments, agencies, or units within the institution? N=49

Yes
N # %
Part-time Assessment Coordinator 13 9 69%
Standing Assessment Committee/Team 12 5 42%
Full-time Assessment Coordinator 11 8 73%
Assessment Department/Unit 8 89%
Ad hoc Assessment Committee/Team 4 3 75%

If yes, please list the department(s), agency, or unit(s). N=49

Part-time Assessment Coordinator
"Budget Office, Government Affairs, Foundation and Government Grants.”

“Have had the opportunity to work with one academic department on a survey this year. (School of
International and Public Affairs.)”

“Human Resources, Office of Affirmative Action and Diversity Programs, Council on the Status of Women.”

“Institutional Planning and Budgeting — share relevant assessment analyses; Libraries provide library-related
information to IPB for university-wide surveys; Libraries coordinate running of LibQUAL+™ not to conflict with
a graduate student survey run by IPB in same term.”

“Provost’s office often requests data for higher ed surveys.”
“Research, Planning and Institutional Effectiveness.”
“University administration — provides statistical reports and participates in accreditation data-gathering.”

“University Administration, especially for accreditation; academic departments, especially those undergoing
certification and accreditation.”

“University Planning and Analysis.”
Standing Assessment Committee/Team
“Academic Affairs, Advancement, Institutional Research, Washington Research Library Consortium.”
“Office of Information Technology. Educational Testing Center, Statistical Consulting Service, Registrar's Office.”
“Office of Institutional Research.”
“Primarily data exchange with the Office of Institutional Research.”

“Statistical analysis.”
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Full-time Assessment Coordinator

“At the university, Libraries and Informational Technology are integrated. This position reports directly to the
Vice Provost for Information Services and is also responsible for coordinating the same assessment activities in
IT. The position collaborates with the university's Office of Institutional Research and Planning.”

“Auditing, Student Life, University Communications, Southern University Libraries.”
“Institutional Planning and Assessment, Center for Teaching and Learning.”
“Office of Institutional Research.”
“Office of Institutional Research & Assessment.”
“The Assessment Officer is a member of the University Assessment Committee.”
“University office of Institutional Research, Office of Assessment.”

Assessment Department/Unit

“Center for Teaching Advancement and Assessment Research, Assessment Council Office of Institutional
Research and Academic Planning, Various assessment committees working on self-study for 2008 re-
accreditation.”

“Computing and Communications Services as well as the university’s ‘analysis and planning” unit.”
"Qffice of Educational Assessment; Office of Learning Technologies.”
“Office of Institutional Planning and Analysis, individual faculty.”

“RAU will also collaborate with our office of institutional research, IRB, Survey Research Institute and other
appropriate units.”

“University Assessment and Testing.”

“University Institutional Assessment and Studies.”
Ad hoc Assessment Committee/Team

“Office of Institutional Research.”

“Planning & Institutional Research.”

“University Committee on Assessment & Institutional Improvement. The Library Director chairs the Sub-
Committee on ‘University Community Experience.”

Part-time Assessment Coordinator

9. Please provide the following information about the part-time assessment coordinator: position
title, year position took on assessment responsibility, by how many reporting levels the part-
time assessment coordinator is removed from the library director (e.g., Director > Dept Head >
Assessment Coordinator = 2). N=13
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Position Title

Director for Planning and Research 1995
Training, Assessment & Statistics Coordinator 2002
Associate University Librarian 2003
Special Assistant to the Director for Programs 2003
Coordinator of Assessment & Staff Development 2004
Director, Access Services 2004
Assessment Librarian 2005
Deputy University Librarian 2005
Assistant Dean 2006
Associate Dean for Organizational Development 2006
Coordinator of Assessment 2006
Program Coordinator 2006
Program Coordinator for Marketing and Assessment 2006
Year Position Took on Assessment Responsibility
6
5

5

4 -

3.

2 2 2
2 i
1 1
=l
JH B N
<2002 2002 2003 2004 2005 2006

Reporting Levels

One level 7 54%
Two levels 5 38%
Three levels 1 8%

2
2
1

Reporting Levels
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Standing Assessment Committee/Team

10. Please provide the following information about the standing assessment committee/team:
name of standing committee/team, position title of standing committee/team leader, year
standing committee/team was created, number of standing committee/team members. N=12

Name of Standing Committee/Team | Position Title of Leader

The Administrative Group plus the Manager of  University Librarian 1984 6t08
Staff Technology Training & Development and
Strategic Planning

Community Needs Assessment Committee Current team leader is Head, 1995 7
Information Services & Resources
Department
User Feedback Committee Co-chaired by reference librarian and 1995 8
collection development librarian
USER Team Director, Collections Services 1997 5
Assessment Working Group Varies; chair is elected 1998 9
Assessment Committee Assistant to the Director 2001 12
Assessment Committee History and Area Studies Librarian 2002 8
Library Assessment Task Force Manager, Circulation Services 2003 5
Library Services Assessment Committee Associate Dean 2005 6
University Libraries Assessment Team Director, Library Resource Management 2005 3
Assessment Committee Department Chair 2006 6
Library Assessment Working Group Chair 2007 6

Year Standing Committee/Team Was Created

2
1 1 1 1 1
‘I,
P lR - RER
0,

<2001 2001 2002 2003 2004 2005 2006 2007
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Full-time Assessment Coordinator

11. Please provide the following information about the full-time assessment coordinator. Position
title, year position was created, by how many reporting levels is the full-time assessment
coordinator removed from the library director? (e.g., Director > Dept Head > Assessment
Coordinator = 2) N=11

Position Title

Assessment Coordinator

Process Improvement Specialist

Staff Development Librarian

Director of Assessment and Outreach

Assessment Librarian

Library Assessment Coordinator
Director of Planning, Assessment, and Research
Associate Dean for Assessment, Personnel and Research

Senior Program Office for Research & Analysis

Assessment Officer

Assessment & Public Services Librarian

Year Assessment Coordinator Position Was Created

Reporting Levels

March 2007

1999
2000
2002
2003
2004
2005
2006
2006
2006
2006

5
4
4,
3,
2,
1 1 1 1 1 1 1
‘|,
0,
1999 2000 2001 2002 2003 2004 2005 2006 2007
Reporting Levels
One level 6 55%
Two levels 5 45%

1
2
2
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Assessment Department/Unit

12. Please provide the following information about the assessment department/unit. Name of
department/unit, position title of department head, year department/unit was created, number
of staff in the department/unit, by how many reporting levels is the department/unit head
removed from the library director? (e.g., Director> Dept Head>Assessment Department/Unit
Head = 2). N=9

Name of Department/Unit Department Head Staff

Evaluation & Analysis Manager 1.5 FTE 2000

Direction générale — communications  Adjointe au directeur général 4 2000 1

Management Information Services Director 3 2000 2

Dean’s Office Associate Dean for Planning & 2 2005 1
Assessment

Research & Assessment Unit Director of Service Innovations & 3.2 devoted to 2006 2
Resource Planning assessment

Management Information Services and ~ Assistant Director 2.75 FTE 2006 1

Communication

Planning and Organizational Research  Associate University Librarian 2 2006 1

Office of Assessment & Planning Director of Assessment & Planning 1.5 FTE 2006 2

Assessment Head of Access Services and 2 2007 2
Assessment

Year Assessment Department/Unit Was Created

5
4
4 A
3
3 A
2 A
1 1
| .
0 n
<2005 2005 2006 2007

Reporting Levels
One level 4 44%

Two levels 5 56%
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Ad hoc Assessment Committee/Team
13. Please provide the following information about the ad hoc assessment committee/team:

Name of ad hoc committee/team, position title of ad hoc committee/team leader, year ad hoc
committee/team was created, number of ad hoc committee/team members. N=4

Name of Committee/Team Committee/Team Leader

Assessment Team Director 2002 3
Assessment Committee Engineering Reference Librarians 2004 6
LibQUAL+™ User Assessment Group  Department Leader, Administrative Services 2006 6
Assessment Committee Director, Access, Information & Research Services 2007 8

Other Assessment Activities Organization

14. Please briefly describe the organization of assessment activities in your library. N=21

“All ad hoc and as needed.”

“Assessment activities have been initiated, conducted, and coordinated at the unit or department level, or by a
committee charged for a specific project.”

“Assessment efforts have been coordinated through a combination of participants: Library Administration, an
Assessment Committee, and a part-time Statistical Data and Assessment Specialist.”

“"Assessment in the University Libraries is currently distributed among a number of individuals, departments,
committees, and task forces. Assessment activities are currently being examined and/or conducted by the:
Statistics, Metrics, and Survey Development Committee and subcommittees; the Public Services Committees
and associated task forces; and the Collections Committee and associated task forces. The groups
communicate with each other regularly.”

“Assessment is generally done at the unit/function level. For large-scale assessment efforts such as
LiIbQUAL+™, an ad hoc committee has been appointed.”

“Assessment is generally undertaken by a unit within the library, such as the Web Services Group, and has a
particular focus. At times, an ad hoc committee is formed for an overarching assessment project.”

“Assessment occurs largely in a decentralized way. Individual libraries or organizational units initiate activities.
Several system-wide activities have been done—two rounds of LibQUAL+™, a time/cost study, Web usability.
These have been overseen by individual ad hoc committees created for that purpose.”

“Associate Dean for Research & Access oversees the Biennial LibQUAL+™ Survey and any other surveys
conducted. A Usability Studies Task Force, reporting to the e-Library Oversight Committee, plans and
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implements usability testing for the library Web site, online catalog, etc.”

“Combination of: newly formed User Feedback Committee (est. 2007); individual with responsibility for
managing and reporting ARL, institutional, and other library-wide data; and ad hoc activity by individuals,
groups, and units, as appropriate.”

“Information Access and Delivery Service Department is responsible for collection of data within the
department the organization and presentation of the data.”

“Leadership of library-wide assessment activities is at the administrative level Director/Assistant Director.
Leadership of library instruction related assessment is at the department level. Leadership of Web site
assessment is as the Assistant Director level. Leadership related to multimedia needs was assessed by the
Assistant Director for Library Public Services.”

“QOversight for assessment is the responsibility of the associate dean for planning and administration. Under
consideration is a half-time position of evaluation and assessment librarian, reporting to this associate dean.”

“Participated in LibQUAL+™ Survey January 2007 for the first time. Other: ad hoc, periodic reviews for
specific purposes. Assessment Librarian position is currently at job description stage. ARL and other statistics:
coordinated by Statistics Coordinator (now Assessment Librarian). Teams (subcommittees) are being formed to
assist Assessment Librarian with various tasks.”

“Program managers (aka department heads) are expected to have assessment skills & experience to evaluate
the success of their services, operations and projects.”

“Statistical compilations coordinated by Administrative Office. Focus groups, usability studies surveys designed
and implemented by the specific public service group responsible.”

“The Assistant to the Dean of Libraries handles assessment, particularly LibQUAL+™ on a part-time basis.

A reference librarian does a considerable amount of LibQUAL+™ data analysis and benchmarking. The
Associate Director and other library staff have done numerous focus groups over the years, particularly as they
relate to facilities and library as place.”

“There is a Usability Librarian, others in collections and public services as well as department libraries who
conduct assessments, also consultants brought in to conduct university and library surveys [especially in HR
activities].”

"

“Two part time assessment librarians reporting to the director. (We also have an assessment committee.)

“Various committees (and ad hoc task groups) and various library departments determine and carry out own
assessment activities. Some assessment activities are library wide and coordinated by admin of library.”

“Very minor other than LibQUAL+™."

“We are just establishing central roles for assessment. Individual departments have done various assessments.
Statistics reporting is being centralized in the Administrative Office.”
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ASSESSMENT RESULTS DISTRIBUTION

15. What methods are used to distribute data/analysis/results of library assessment activities? Check
all that apply. N=69

To Library | To Parent | To General | Not Used
Staff Institution Public
66 58 32 11

Presentations 2
Print reports (e.g., annual report) 65 49 39 18 8
Web site 65 56 40 39 5
E-mail announcements 64 58 16 4 6
Library newsletter articles 62 45 35 27 11
Campus newsletter articles 59 16 31 14 24
Other 12 4 — — 8

Please specify other distribution method(s).

“Attend departmental meetings to report on assessment results.”

“In the recent past formal reports on assessment have not been developed exclusively for the ‘parent
organization,” staff, users or public, but rather recently have been included in internal administrative reports.
LibQUAL +® results have been provided to staff via presentations and brief articles describing outcomes have
been reported in campus newspaper/e-news outlets. Currently an assessment and evaluation Web site is under
development for internal resource purposes.”

“Our basic statistical data is accessible through our library Web site.”
“Presentations at professional library meetings.”
“Staff intranet site.”

“The Libraries use a central announcements blog which is available as an RSS feed to any subscribers.
Library liaisons to academic departments also share selected assessment information with their assigned
departments.”

“To the profession through presentations and publications.”

“WIKI. Annual budget submission includes annual assessment highlights.”
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16. If your library has either a staff-only or publicly accessible library assessment Web site, please
indicate which kind of information is published there. Check all that apply. N=58

N Staff-only | Publicly accessible

Web site Web site
General library statistics 54 40 31
Analysis of assessment activity results 49 36 27
Presentations 40 30 18
Assessment data 39 32 16
Publications 34 20 25
Online assessment tools (e.g., surveys) 31 26 12
Links to other library assessment sites or information 30 22 13
Other 5 4 2

Please specify other information that is published on the staff-only Web site.

“A bibliography of assessment resources, and a white paper on the library as place.”
“Assessment group meeting notes and agendas; Working documents.”

“Individual comments from USER surveys are on staff-only Web site. Comments gathered from our online
comments link as well as comments gathered from our comments boxes are on staff-only Web site.”

“LibQUAL+™ results.”
“Links to internal department stats and assessment committee membership and contact info.”

“List of user focused assessment projects in progress and completed; list of staff focused assessment projects
in progress and completed; Assessment Committee Plan (aligned with the libraries” strategic plan); notes of
Assessment Committee meetings.”

“Minutes of Assessment team meetings, form and procedures for staff to submit ideas for assessment
activities.”

“Minutes of meetings, annual reports, assessment inventory.”
“Reports conducted by external evaluators; guidelines for statistics collection.”
“The library assessment plan.”

“The staff-only Web site is currently under construction but the intended content, initially, will centrally
communicate: the status of assessment initiatives, calendar planned projects, report outcomes, identify
working groups/committees, identify administrative priorities, and include reading resources organized by
functional areas.”
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Please specify other information that is published on the publicly accessible Web site.

“Annual Report (ARL rankings); Strategic Planning Metrics.”

“Assessment committee membership and contact info.”

“LibQUAL+™ results. Lists of specific actions taken in response to user suggestions and assessment data.”
“Meeting Minutes, Committee Annual Reports.”

“Terms of reference, membership, minutes, suggested readings, project form.”

“The library assessment plan.”

ASSESSMENT OUTCOMES

17. Please describe up to three demonstrable outcomes that have been made to your library’s
programs, policies, or services based on information collected via assessment activities. N=64

Respondent 1

2006 LibQUAL+™ data motivated OSUL to become a development partner with OCLC for WorldCatlLocal as
a potential replacement for local OPAC.”

2006 LibQUAL+™ data motivated the change from title to keyword as default OPAC search.”

Respondent 2

“A library expansion project was moved up on the campus master plan due to recent facilities" studies which
have shown that our main library and our remote storage facility are at 95% capacity and that we will be
completely out of shelf space for library collections in 2009.”

“Improved delivery of Instant Messaging service to library patrons based on surveys of staff providing the
service.”

“Increased hours of operation during winter intersession with minor budget implications. The need was
conveyed from students in focus groups.”

Respondent 3
“A strong user-centered focus in all our initiatives and services.”
“Changing of hours in response to LibQUAL+™ data; had immediate results in terms of satisfaction of users.”

“Aggressive e-resources collection development.”
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Respondent 4
“Acquired and made available federated searching for subscribed databases.”
“Cancelled low and retained high use databases and journal packages.”

“Revamped brochures and established a marketing team.”

Respondent 5
“Additional custodial staff assigned to Western Libraries.”

“Major renovations funded by the University to increase user-designated space to accommodate increased
undergraduate enrollment.”

“Purchases made in response to requests.”

Respondent 6
“Addressed problems with ILL fill rates and turn around times.”
“Improved design and ease of use of library Web site.”

“Improved design and ease of use of library online catalog.”

Respondent 7
“Adopted measurable methods to assess student learning.”

“Library became involved in planning and implementing the Freshmen Experience with extensive information
component.”

“Quality of service survey informed management of service points in need of improvement.”

Respondent 8

“Advocacy for renovating outdated library spaces using the results of the LibQUAL+™ survey. Library users
gave it a very high priority, and made many negative comments about existing facilities.”

“Journal cancellations and additions resulting from a faculty survey.”

‘Redesigned library Web site and new library catalog incorporated usability testing results and user feedback.
Also included a change to a new chat reference product.”

Respondent 9

“Assessment of faculty and student needs related to use of the multimedia resources and facilities included
surveys, focus groups and interviews, and resulted in the planning and implementation of a very successful
15,000 square foot Student Multimedia Design Center in 2007 which has been widely praised by faculty and
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students for its design and functionality and resulting in a heavily used facility.”

“Assessment of the library Web site is currently underway and has involved surveys, focus groups, web usability
studies and interviews, and the results so far have resulted in many new ideas for the revised Web site to be
developed in 2007/2008."

Respondent 10
“Attempts to ‘calm’ the physical environment of the library in terms of noise/food/inappropriate behavior.”

"Experimentation, as funding became available, with 24/5 hours for the main research library.”

Respondent 11
“Based on LibQUAL+™ results we decided to stay open 24/7 during dead week and finals week."

“Based on benchmarking selected ARL statistics data against comparator institutions we received a budget
increase from the University Administration.”

“Our Organizational Climate survey produced a staff development needs assessment; weekly reports from the
library administration published in the staff bulletin; department heads attending a ‘Strategies for Change'
workshop; and a re-structuring of the student employment budget.”

Respondent 12

“Based on user satisfaction survey responses a program for customer service training was implemented for
training library staff and student employees.”

“Based on responses to an organizational culture survey, the internal staff Web site is being moved to a
content management site and is going through a complete overhaul with new rules and guidelines for
department/unit sites.”

“For years our user community has been asking for the ability to use institutional ID cards that link to money
accounts to pay for copies and printing. We worked with the copy & print vendors to come up with software to
make it possible and will be implementing this change this summer.”

Respondent 13
“Better Web site design.”
“Identification of strategic initiatives within current strategic plan.”

“Improvement to photocopy services.”

Respondent 14

“Changed approval plan vendor based on evaluation of profile, return rates, and focus groups with selectors.
Improved efficiency of approval plan process to allow for purchase of shelf-ready materials.”
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“Assessment of budgeting process has led to a built-in replacement cycle for the library’s computer
equipment.”

“Evaluation of software used for instant messaging in virtual reference led to a change from one system to
another, more popular and commonly used program. This has led to a real increase in the usage of our chat
reference service.”

Respondent 15
"Changed library hours based on gate counts and student feedback.”
“Increasing expenditures for electronic resources based on LibQUAL+™ findings.”

“Redesigning the library Web site based on LibQUAL+™ comments.”

Respondent 16
“Coffee shop created in 24-hour study lounge.”
“Increases in fundraising and number of donors; and heightened campus awareness of library.”

“Increased attention to service quality.”

Respondent 17

“Collapsed six service points on entry-level floor of main library to two based on input gathered from
assessment activities, asking to simplify user experience.”

“Added cafe to entry level of main library based on user input gathered from assessment activities.”

“Placed group study rooms on online reservation system based on user input from assessment activities.”

Respondent 18
“Currently redesigning public Web pages based on user survey feedback.”
“Currently investigating improvements to OPAC based on user survey feedback.”

“Currently providing free document delivery based on a combination of user feedback, and results from a
survey of peer institutions.”

Respondent 19

"Customer Service Academies were held for both professional and paraprofessional staff. A reqular program of
customer service training was also established for the student assistants working in the library.”

“Our Interlibrary Loan Department was reorganized to improve customer service. A program to Buy-not-
Borrow certain returnable (i.e., book) requests was established to provide such materials more rapidly.”

“The University Libraries’ Web site was completely redesigned to allow greater ease of use and accessibility.”
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Respondent 20
“Development and implementation of service training workshops for library staff and student employees.”
“Improvements to library Web site, digital publishing, and presentation of electronic resources.”

“Development of plans for renovation to and services in Undergraduate Library.”

Respondent 21

“Development of the Assessment Librarian position for the purpose of developing and advancing assessment
initiatives that inform library administrative decisions on collection resources, public service and related
issues.”

“Development of the ‘Reference Management Taskforce’ (RMT) as a result of the Reference Service Delivery
User Survey in 2005. The RMT works to coordinate service related initiatives, facilitate dialogue among campus
reference librarians, and identify public service goals and priorities that inform library administration. The
survey facilitated the selection of a new virtual IM/Chat reference software and efforts to revise the current
reference service staffing model.”

"One of the campus libraries used a product Clicker Response System from E-Instruction to collect user data in
library instruction sessions. The tool was used in about 40 instruction sessions over the course of a semester.
The system of the clicker software was used to receive immediate feedback in class as to the percentage of
students that answered questions correctly, incorrectly, or were unsure. The feedback within the class was used
to inform the content of the class (go over the concept again or move on to new concepts). The accumulated
data from all 