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The survey began on Monday, February 2, and ended on Friday, February 20. E-mails (one each week) containing the links to the survey forms on the Internet were sent to all faculty and teaching academic staff (482 total), and to approximately 20 percent of the students (1957 total). Of those, 149 faculty/staff (30.9%) responded and 212 students (10.8 %) responded. Numerical results are available online at http://library.uww.edu/survey/libsurveyfacresults.htm and http://library.uww.edu/survey/libsurveysturesults.htm.
Overall, the majority of the students, faculty and teaching academic staff who responded to the survey indicated satisfaction with the library’s staff, resources, services, and facility. The areas receiving the highest percentages of satisfaction ratings from both faculty/staff and students were the staff (both demeanor and knowledge) and the facility (cleanliness and comfort). Areas receiving lower percentages of satisfaction were the quality of the collection, the library website, ease of finding and using electronic resources, ease of finding physical materials, and noise in the library. The committee is making several recommendations in response to ratings and comments received from survey respondents.
Bibliographic (library) instruction, when students and faculty/teaching academic staff had experience with it, was well-received. 91 students (46%) reported having a session within the most recent two semesters and 87% of them reported that it was helpful. Three of the nine students that did not find it helpful said it was a repeat of another session. All 30 of the faculty reporting having a session for at least one of their classes in the most recent two semesters reported that it was helpful.
Recommendations:

· Continue to maximize opportunity for guided hands-on instruction to students as part of course-integrated library instruction sessions. A recent trend toward overloaded “one-shot” 50-minute sessions, especially for English 102’s, makes this very challenging, as a lot of material must be covered to enable students to conduct research and locate materials. We need to stress with the English 102 faculty a need for two sessions whenever possible. Ironically, there were faculty comments about needing more time, having additional sessions, or timing the sessions differently, even though faculty make the reservations, subject to the availability of the librarians and the training facility (although librarians also provide sessions in classrooms).
· Review the instruction program with respect to information literacy/fluency objectives, communicate the plan to key groups such as English 102 instructors (one possibility would be a lunch meeting with targeted faculty). There were a few specific student and faculty/staff suggestions about content; faculty can request that certain things be covered when they sign up a session, but only so much can be contained within 50 minutes with any reasonable expectation that students will retain the information. Perhaps part of the plan could be the development of a menu of content offerings with approximate time requirements to consult when booking a session for a class. This could be included in the packets given to new faculty/teaching staff hires. We will continue to strive to avoid duplication of content in instruction for courses at different levels as part of our plan.
· Provide more and clearer handouts/user guides and post them online. These suggestions will be forwarded to the instruction librarians. In some cases the librarians already provide handouts with instruction sessions, and some of these handouts are posted on the Internet as well. We do not have a user guide for each vendor of online databases, but guides are available online and in print for the most-used resources. We will develop more as time allows.
· Promote the one-on-one sessions for students and faculty/staff. One faculty suggested one-on-one sessions at students’ time of need and as a follow-up to formal instruction sessions, although we already provide this service.

· Work with the New Student Seminar program to provide more directional guidance to students. This will address student comments and ratings about the difficulty of finding non-electronic materials in the library and possibly it will free up time in the formal course-related instruction sessions for information literacy objectives and more hands-on practice time.
· Provide more training opportunities for faculty/staff. Possibilities include working with the Learn Center to offer training on specific resources, targeting different faculty groups and continuing to offer brief training for departments. This will be especially important in 2004/2005 with the implementation of SFX, MetaLib, and a redesigned library website.
Staff fared very well in the satisfaction ratings and in the comments (over 90% of faculty/staff respondents and 82% of student respondents answered A or SA on the two satisfaction table items related to staff). Faculty made more positive comments about staff than anything else. That being said, there also were several negative comments about staff and a few poor ratings (none SD) as well. Student employees in particular were singled out as needing more training.
Recommendations:

· Improve training for student assistants. Put some generic training topics on D2L, and place more emphasis on patron service during initial training.
· To facilitate maintenance of the staff’s focus on high-quality customer service, investigate the feasibility of providing an in-service at least every other year related to customer service (especially for non-student staff) and encourage attendance at such sessions at conferences and workshops.
Hours seem to satisfy the majority of the library’s patrons. There always will be users who would like additional weekend, evening, or even morning hours, but the schedule must balance staffing issues/operational costs and patron convenience. Student respondents cited 6-10 p.m. (41.6%) and noon-6 p.m. (30.7%) as the times when they use the library most. Faculty/staff used the library most often during the periods noon-6 p.m. (61.5%) and 8 a.m.-noon (20.3%). The dramatic increase in online resources providing access from off-site computers has greatly improved off-hour support for research.

Recommendations:

· Continue to keep headcount statistics for late evening and weekend hours.
· Continue to acquire online versions of heavily-used reference resources and other online full-text resources supporting academic programs whenever feasible.

Location (distance from the residence halls) was the most common student complaint about the library. While the library won’t be moved, it is recommended that the library suggest to the campus administration that students may need an additional safe late-night study space closer to the residence halls. Use of the student cafeterias’ seating areas after they close was one suggestion.
Collection quality comments made by many students and instructors stressed the perceived age of the materials and a need for more materials in particular formats or in certain subjects. In fact, the majority of the negative comments from faculty/teaching staff were about the collection. Faculty reported significant dissatisfaction with the collection’s adequacy for support of teaching, student needs, and their own research. The library supports faculty research only to the best of its financial ability, but supporting teaching and student needs are of primary concern.
Recommendations:

· Improve faculty awareness of departmental allocations from the library’s acquisitions budget and stress their critical role in developing library collections. This should be a topic when librarians meet with departments, but there also should be a major education effort especially targeting departments that have not spent their allocations in recent years.
· Strengthen and reinforce the relationship between the library and departmental library representatives. Suggestions include having an annual meeting with library representatives, perhaps by college, and populating the Collection Development Advisory Committee with library representatives selected from each college (presently the CDAC college representatives do not have to be library representatives).

· Continue the 2003/2004 year-end procedures that allow collection development librarians to use uncommitted departmental allocations to select materials in support of those departments’ courses before leftover money is available for additional purchases in other subjects. Move selected older, unused books from the Main Collection into compact storage to improve the perceived age of the browsable collection. Selection criteria should include, but not be limited to, publication date and usage within recent years.
Study environment and library appearance were the subjects of numerous comments by students and faculty/staff. The single most common positive comment from students was that the library was quiet, but there also were several complaints from both students and faculty/staff about noise (including cell phone usage), lighting, and furniture which should be addressed.

Recommendations:

· Designate one or more “Quiet Study Area(s)” not on the second/main floor, of which major portions are not quiet due to two service desks (circulation and reference).
· Although the library has a cell phone policy which is posted on signs in the library, patrons continue to request that library staff ask other patrons to move or end their cell phone conversations. To facilitate this and alleviate staff stress, create business-card-sized notes reminding patrons of the cell phone policy and asking them to respect other library patrons by using their cell phones in the library lobby or stairwells only. Also create table tents for study tables to remind patrons of the need to respect other patrons by keeping volume down, using group study rooms for group interactions, and using cell phones in the library lobby or stairwells only.

· Purchase additional stools and consider purchasing comfortable seating for study tables and carrels, perhaps in phases (purchasing replacements for particular areas each year).
· Consider updating or replacing dated furnishings, especially the furniture on the first floor.

· Identify weak/wobbly tables and replace, repair, or remove them.
· Consider acquiring some accessible furniture (to accommodate wheelchairs, etc.), e.g., adjustable tables.

· Improve first-floor lighting (requiring funds beyond the capacity of the library’s budget).
· Replace the worn, stained, and rippling carpeting(requiring funds beyond the capacity of the library’s budget).
Organization of materials in the library was reported as confusing by several students and by a smaller percentage of faculty/staff.
Recommendations:

· Keep this in mind when planning and implementing an upcoming shifting of materials and collections for compact shelving. For example, patrons frequently need to be directed to the Main Collection A-C books, and rejoining A-C with the bulk of the collection (D-Z) on the third floor should help.

· Promptly update existing maps, signage, library catalog locations, online floor plans, and stack directories to reflect changes. It should be noted that the library has taken several steps to improve in this area already, e.g., more Main Collection stack directories have been posted at the entrance points to the third floor, the documents collection stacks are numbered and have a posted stack directory for the first time, and the library maps at the entrance were updated in fall 2003. Call number signs on Reference stacks should show the collection identification “Ref” or “Reference” in addition to the call numbers ranges themselves to more obviously distinguish the collection from the Main Collection stacks that use the same classification scheme. Other possibilities include posting the stack directories online and investigating the feasibility of linking catalog locations with online floor plans/stack directories.
The Library website and electronic resources were reported as not easily found and used by significant numbers of students and faculty/staff.
Recommendations:

· Redesign the website to make it more easily navigated. A committee has been formed already.
· Implement SFX and MetaLib, which have been purchased System-wide, to facilitate patrons’ successful progress from searching appropriate resources to locating or requesting full text.

Library equipment (photocopiers, scanners, VCRs, printers, etc.), library computers (number and software provided), and services for obtaining materials from other libraries were other areas that received some negative comments and dissatisfied ratings by both faculty/staff and students. However, all three of these areas also received positive comments and high percentages of non-usage by survey respondents.
· The library will continue to monitor equipment to keep it in working condition and replace or update it as needed, e.g., a public scanner, microform scanner/printer, and DVD/VCR combination players have been added recently.

· The library has added Microsoft Office suite to all public library computers, although library staff are not able to provide extensive expert assistance with non-library programs. Adding more specialized software should be carefully considered because of the inevitable user expectation for assistance which the library staff would be unable to provide for programs such as SPSS. The library is investigating whether some level of GIS should be provided. Wireless Internet access is available in most public areas now and currently seven laptops are available for checkout.
· ILLiad and UB either were satisfying users (60% of faculty/staff and 45% of students responding to this item) or were not used (32% of faculty/staff and 46% of students) for obtaining materials from other libraries. Turnaround time is always an issue as many students do not have enough time to use these services when they are doing their research. Those users who identify desired materials ahead of their deadlines are very pleased by these services. That said, there have been some glitches in the systems and infrequently there are delays, such as when one library cannot supply an item and a request must be forwarded to additional libraries. It is understandable that users whose requests have been affected by these problems may feel that the services are inadequate (7% of faculty/staff, 8.5% of students).
The research climate of the campus affects library usage. The non-usage indicated by the survey is a concern. 48 students reported never using books, 52 reported never using journals, and 45 never used databases. There were 24 student respondents who did not report using books, databases, or journals at all. The lack of usage is most likely related to course research requirements, e.g., of the 52 students who reported never using journals, in the most recent two semesters 5 had no papers assigned and 22 had one paper assigned, and of the 24 students reporting no usage of books, databases, or journals (inside or from outside the library), in the most recent two semesters 15 reported zero or one research paper assigned. In some cases reports of never using library resources may be affected by the timing of the survey because papers for spring semester classes may be due later in the semester.
· The library should do everything it can to support and encourage a more rigorous research expectation for students.
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