Library and Information Services, May 2003

“For Students Only” Survey Results

The Library and Information Services “For Students Only” student satisfaction survey was conducted from April 8th through April 25th, 2003.  The survey was electronically distributed to all SMC undergraduate and graduate students with the survey tool, Zoomerang.  Twenty four questions were included in the survey which was developed by the LIS Survey Committee: Marilyn Scoville, Michael Arena, Steve Burks, Bernadette Jones, and Michele McCaffrey.  The committee compiled the survey questions using several assessment tools including the 2002 edition of Standards and Assessment for Academic Libraries: A Workbook written by William Neal Nelson and Robert W. Fernekes and published by ACRL. Questions and suggestions were also solicited from the LIS staff.  Survey questions covered LIS facilities, resources, staff, services and hours and sought to identify the students who participated in the survey with identifying information such as gender, class and GPA.
Announcements, reminders and links to the electronic survey were emailed to students through the class distribution lists and by means of email addresses obtained from the Registrar’s Office.  SMC faculty and staff were asked to encourage students they taught and worked with to take the survey.  Posters were created and hung in the library as well as in numerous other locations on campus to spread the word about the survey.  An easel was positioned just inside the library entrance with survey updates.

Survey Results for Questions 1 through 6: Characteristics of Survey Respondents

A total of 447 individuals responded to the electronic survey and provided 682 written comments.  Questions 1 through 6 asked students to identify their status at SMC as well as identify their gender, GPA, class, and whether or not they live on campus, are full time, transfer or international students.  Almost 50% of the respondents were first year and second year students; 34% were juniors and seniors, and 17% were graduate students.  Other characteristics of the students responding to the survey included the following:  84% were full time students; 78% indicated a GPA of 3.0 or higher; 73% lived on campus; 66% were females; 29% were transfer students; 21% were international students.    

Survey Results for Questions 7 through 24: Library Use and Student Satisfaction
Questions 7 through 24 asked students about their use of the library and the library web site, student participation in instruction sessions, and satisfaction with staff, services, hours, facilities, and resources.  The survey tool, Zoomerang, tabulated student responses and facilitated the cross tabulation of questions when the committee considered an analysis of responses appropriate.  The numerical responses to each question are displayed below.  Ten questions offered students opportunities to write in comments.  These comments have been summarized and a few noteworthy quotes and responses highlighted.
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	7. 
	How often do you use the library? Please check one answer. 
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Daily
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13%
Several times a week
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169
38%
Several times a month
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25%
Several times a semester
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Infrequently
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To determine who the more frequent users of the library are, question 7 was cross tabulated with questions 2 (gender), 4 (off campus/ on campus), and 5 (full time status).  The cross tabulation results show that those students who use the library frequently (daily or several times a week), are almost twice as likely to be female: 144 females to 82 males.  Of those who are frequent users of the library, 74% live on campus and 26% live off campus.  Also, 90% of those who use the library frequently are full time students.  
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8. 
What time of the day do you use the library? Check all that apply. 
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Morning 
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28%
Afternoon
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208
47%
Evening (5:00 p.m. to 10:00 p.m.)
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355
81%
Late night (10:00 p.m. to midnight)
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174
40%
Weekend
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183
42%
Other, Please Specify
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Library hours most popular with students clearly fall between 5 p.m. and 10 p.m.; 81% (355 students) use the library during this time.  Other popular times are afternoons, late night, and weekend.  Only 28% (122 students) use the library in the morning.

Eighteen users responded with “other” written comments, some with responses specifying times such as: 
“holidays and vacations;”
 
“weekdays during the summer session;”
“daytime Tuesdays or Thursdays and Wednesday evenings;”
“anywhere from  6:00 p.m. to after midnight.”  
Five responded that they use the library at various times, e.g., “it’s never the same time of day…” or “whenever I need to use it.”  Two said they used the library because they work in the library.  One said “I never use the library.”

	9. 
	Are the library hours adequate for your needs? Please check all that apply. 
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Yes, the hours are fine 
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39%
No, stay open on Sunday through Thursday until 1:00 a.m.
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93
21%
No, stay open on Sunday through Thursday until 2:00 a.m.
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107
24%
No, stay open on Friday nights after 8:00 p.m.
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78
18%
No, stay open on Saturday nights after 5:00 p.m.
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144
33%
No, open earlier on Sunday mornings
[image: image44.png]



86
20%
Other, Please Specify
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Almost 40% agreed the “hours are fine.”  Surprisingly, 33% would prefer the library stay open on Saturday nights after 5:00 p.m.  

Twenty users responded to question 9 with “other” written comments.  Five users indicated that they wanted the library to be open twenty-four hours during exams and finals.  Four users indicated that they wanted the library to be open twenty-four hours, though they did not specifically mention exam week.  Five users indicated that they wanted the library to be open later: “I would use library more if open later;” “ open till 2am starting the last month of school;” “ until 2am during finals;” “pretty much fine, could be open later though;” “ later than 2am.”

Only two users indicated that they wanted the library to be open more on the weekend: “more weekend hours please;” “sports conflicts need Friday night and Saturday morning.”  Not surprisingly, only one user requested that the library open earlier: “open earlier than 7:15-7:30am.”
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	10. 
	Do you access the library's web site from outside the library? 
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No
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By cross tabulating question 10 with questions 2 (gender), 4 (off campus/ on campus), and 7 (frequency of library use), observations may be made about the various student constituencies which use the LIS web site from outside the library.  Sixty seven percent are female and 78% live on campus. One hundred and eighty students (51%) who said that they use the web site from outside the library also use the library (come into the facility) daily or several times a week.
	
	11. 
	What do you use the library web site for? 
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Find books in the SMC library collection
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83%
Find journal or magazine articles
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74%
Determine whether SMC provides access to a particular journal
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153
37%
Request Interlibrary Loan materials
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115
28%
Find reserve readings
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239
58%
Check library hours
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27%
Search other library catalogs
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27%
Other, Please Specify
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The most frequent use of the web site involved finding books, journal or magazine articles and reserve readings, and determining if SMC provides journal access.  Other uses were ILL, checking library hours and searching other library catalogs.  Eighteen students provided additional written comments which included mention of finding videos, using electronic databases, research, accessing web sites, reserves, email, homework, study and group meetings.  Two students said they didn’t know there was a library web site.

	[image: image74.png]



	[image: image75.png]



	12. 
	Over the past two semesters have you attended an instruction session with a librarian? 
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Out of a total of 439 responding to question 12, 290 (66%) had not received instruction during the previous two semesters while 149 (34%) had.  Cross tabulating question 12 with questions 1 (class standing) and 5 (full time/ part time) shows that freshmen and sophomores received more instructional sessions than juniors, seniors or graduate students.  Eighty-eight percent of those receiving instruction were full time students, and only 12% were part time students.
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	13. 
	If you answered yes to question 12, please indicate the type of instruction you received. Check all that apply. 
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General orientation to the library
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20%
Course related instruction
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76%
Database demonstration
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Software application instruction
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Clearly the most frequent type of instruction the students receive is course related (76%).  Other types of instruction specified in the students’ written comments included credit course, research, and the web. One student answered, “did not know there was instruction session [sic].”

	14. 
	Do you feel comfortable asking for help in the library? 
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405
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No
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As the table above illustrates, 405 students (92%) indicated that they were comfortable asking for help in the library while 33 (8%) were not comfortable asking for help.  One hundred ninety-one students responded with written comments.  Of these 191 individual responses, approximately 155 were positive and 40 were negative.  Approximately 85 comments praised the staff, reference librarians, librarians, circulation staff and student workers.  The 40 negative comments were critical of the help students received from the library staff.  Student workers received 12 positive comments and 16 negative.  The negative comments regarding student workers included observations about socializing, rudeness, and lack of courtesy, knowledge and information.  Two comments stated that answers or directions provided were vague or unclear.  Other comments included the following:

“Only see students would rather talk to librarians.”


“Who is available to help find books?”

“Feel dumb asking students, can’t find a staff member.”


“I never know when or if I can ask for reference librarians to help.”


“I wouldn’t have a problem asking for help even though I don’t know who I’d ask”
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	15. 
	What was the purpose of your most recent visit to the library? Check all that apply. 
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Academic course research
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57%
Group work
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33%
Library instruction
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Interlibrary Loan
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6%
Quiet study
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45%
Reserve materials
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32%
Social visit
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Computer lab
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Academic course research accounted for 57% of the responses followed by 45% for quiet study.  Thirty-four percent of the responses regarded coming to the library to use the computer lab, 33% to do group work, and 32% to use reserve materials.  Only 1% answered that they came for library instruction.  

Of the 47 “other” written responses provided, ten students said they came to the library for work or workstudy, and eight came to attend a class held in the library.  Three students came to use the Writing Center, 2 to read newspapers, and 2 for the book sale.  Other individualized responses included using a VCR, photocopying, taking a make-up test, doing email, tutoring, doing a photo shoot, and attending the Global Eyes awards reception.
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	16. 
	If you need research help, to whom would you go first? 
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Reference librarian
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56%
Circulation staff
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78
18%
Friend 
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Professor
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When asked “If you need research help, to whom would you go first,” 56% of the respondents indicated that they would first talk to a reference librarian.  Otherwise, students chose to work with a professor (23%), talk to circulation staff (18%), or seek out a friend (15%).  Eight students specified other approaches: looking for electronic assistance such as “Internet,” “computer,” “website,” and “online catalog and journals.”   Five respondents said they themselves were their first resource.   
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	17. 
	Please indicate your level of satisfaction with the service you receive from: 
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5
Extremely Satisfied
4
Satisfied
3
Neutral
2
Dissatisfied
1
Extremely Dissatisfied
 
N/A
1.  Reserves
27%
119
45%
197
14%
61
3%
14
1%
3
10%
44
2.  Audio Visual equipment check-out
9%
37
18%
78
13%
57
5%
23
1%
5
54%
235
3.  Other Circulation Services
19%
83
41%
175
18%
77
2%
9
1%
3
20%
85
4.  Interlibrary Loan
15%
66
19%
82
12%
51
2%
10
0%
2
51%
221
5.  Reference Desk
29%
125
41%
179
13%
57
3%
12
1%
3
14%
60
6.  Library Web Site
22%
96
51%
224
16%
70
4%
17
1%
3
6%
26
7.  Archives
6%
25
20%
85
17%
75
2%
9
0%
2
55%
237



The library web site and reserves scored the highest with student satisfaction.  A summary of the table above presents the following data regarding satisfaction with library services:

73% are satisfied or extremely satisfied with the web site.
72% are satisfied or extremely satisfied with reserves.
60% are satisfied or extremely satisfied with circulation.
60% are satisfied or extremely satisfied with reference.
Dissatisfaction with services ranged from 2% to 6 % with between 11 and 28 students responding that services were not satisfactory in the various categories.

	18. 
	Please respond to the following statements about library staff. 
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Strongly Agree
4
Agree
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Disagree
1
Strongly Disagree
 
N/A
1.  The library staff is friendly and approachable.
39%
169
45%
196
11%
47
3%
15
1%
3
2%
7
2.  The library staff gives accurate answers to your questions.
30%
129
47%
207
16%
68
1%
6
1%
3
5%
23
3.  The reference librarians are available when you need assistance.
25%
109
44%
189
15%
64
3%
11
0%
2
14%
59
4.  The library provides sufficient opportunities for research instruction.
23%
101
40%
172
15%
66
3%
11
1%
6
18%
79



A summary of the results of question 18 above presents the following data regarding students’ satisfaction with library staff:
84% agree or strongly agree that the staff is friendly and approachable..
77% agree or strongly agree that the staff gives accurate answers to questions.
69% agree or strongly agree that the reference librarians are available when needed.
63% agree or strongly agree that the library provides sufficient opportunities for
instruction.
A small percentage (between 2% and 4%) of respondents indicated that the library staff was unfriendly and /or unavailable.
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	19. 
	Please respond to the following statements about computer resources in the library. 
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N/A
1.  There are a sufficient number of computers in the library to do your work.
8%
34
23%
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24%
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29%
125
12%
51
4%
19
2.  The software on each computer is adequate for your needs.
14%
60
38%
164
21%
91
17%
75
5%
22
6%
24
3.  The library web site is adequate for your needs.
18%
80
54%
234
19%
83
4%
16
0%
2
4%
18
4.  The library web site is easy to navigate.
22%
94
48%
210
18%
77
8%
35
1%
4
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17
5.  Accessing the library web site and library resources through the SMC computer network is reliable.
17%
74
45%
194
20%
89
8%
33
5%
20
6%
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6.  The computer printers are adequate for your needs.
15%
67
39%
171
23%
99
13%
56
5%
21
5%
20



Tabulating the responses in this question regarding computer resources in the library, the results show the greatest satisfaction with the library web site.
72% agree or strongly agree that the library web site is adequate for their needs.
70% agree or strongly agree that the library web site is easy to navigate.
62% agree or strongly agree that access to the library web site … is reliable.
54% agree or strongly agree that the computer printers are adequate. 

52% agree or strongly agree that there is adequate software on each computer.
31% agree or strongly agree that the number of computers in the library is sufficient.
Conversely, the greatest dissatisfaction (41%) appears to focus on an inadequate number of computers in the library, inadequate software on each computer (22%), an inadequate number of computer printers (18%), and the unreliability of accessing the library web site through the network (13%).
	20. 
	Please respond to the following statements about the library. 
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15%
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4.  The temperature in the library computer labs is comfortable.
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The responses to statements about library facilities show the greatest satisfaction with individual and group study spaces and with the temperature of the building:

83% agree or strongly agree that the library provides adequate individual study spaces.
69% agree or strongly agree that the temperature in the library is comfortable. 
55% agree or strongly agree that the temperature is comfortable in the computer labs.
51% agree or strongly agree that there are an adequate number of group study areas.
The greatest dissatisfaction lies with the number of printers (20%), the number of group study areas (18%), and the temperature in the computer labs (18%).  Twelve percent were dissatisfied with the overall temperature of the library.
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	21. 
	Please respond to the following statements about library resources. 
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Between 50% and 60% of the respondents agree that library resources are adequate.  Only 50% are satisfied with the range of journals, 56 % with the range of books, and 60% with the electronic resources.  Conversely, the following percentages illustrate dissatisfaction with library resources:
19% disagree or strongly disagree that journals are adequate for their studies.
15% disagree or strongly disagree that the… books are adequate for their studies.
12% disagree or strongly disagree that the range of electronic resources is adequate…
	22. 
	Are there any subject areas where the library should increase its resources? 
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	157 Responses



The 157 written comments provided by students suggest a wide range of areas for improvement.  Those subject areas that received the most comments were science and biology (19 comments), education (17 ), modern languages (13), religious studies (9), history including American Studies (8), psychology (8), English, including critical theory, feminist theory, racist theory, and Native American literature (8), TESL/ESL/MATESOL (6), music (5), and gender studies (4).  Ten comments suggested more children’s books.  Requests for recreational and leisure reading also totaled 10.  

Of the 157 written comments thirty were requests for increasing the collection of journals in various subject areas such as science, biology, education, ESL, foreign languages, business and psychology.  Thirteen requests were made specifically for full text science journals.  One comment suggested that we “reinstate canceled periodicals/journals.”  Numerous comments that particularly targeted the journal collection with criticism are listed below:

“Variety in journals-if we have to take religion courses, provide journals and
books on many religions for our papers- we have to interlibrary loan
them all.” 

“Biological studies, I don’t count on the library having any of the journals.” 

“Journal access, for numerous research projects (I am a biology major) I
 normally have to go to UVM to get what I need.” 

“Many business magazines are unavailable or lost.  It is difficult to locate the
ones that still are available.” 

“A few more journals would be helpful, particularly in the medical/genetics
genre and in anthropology.”  

Ten comments noted that the books in the collection are outdated.  One comment said that “teacher education books seem out of date.”  Another noted, “Many books tend to be older books, especially in the field of education—education changes all the time so it is important to keep up.”  Two comments specifically requested adding databases such as WestLaw and Ebsco/Masterfile.  One comment stated, “Add the Village Voice and the New York Times [presently shelved on Reserve] to the periodical stand.”   

Other responses concerned the availability of equipment and services.  Seven comments asked for more printers and photocopiers; 13 comments related dissatisfaction regarding computers, computer labs, and computer connections.  A few comments asked for longer hours, more free phones in the building for local and campus calls, more museum items, a map of the library facility and collection, “comfy furniture,” and longer loan periods. 
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	23. 
	Does the library provide an adequate level of assistance to help you find resources? 
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A total of 379 students (95%) indicated that the library provides an adequate level of assistance to find resources; only 21 students (5%) did not receive an adequate level of assistance. 

As many as 99 students took the time to include written responses.  Eighty-seven written responses were clearly positive comments praising the staff, resources, and reference desk.  Thirty-one students said the staff is helpful, 18 indicated the circulation staff is helpful, 6 praised ILL, 3 said the web is helpful, and 2 students said they “are never let down.”  Web comments indicated that the web site is considered a useful tool by students.  Students commented: 
“All resources are easily and readily available;” 
“For the most part the web site is a great resource;” 
“I can either ask for help or browse the web site.”  
One web site comment was directed at Voyager (the OPAC) and stated “very frequently the web site doesn’t match what’s on the shelves.”

Only 12 of the written responses were critical of the services and staff noting the following:


“the reference desk is inadequately staffed”


“reference desk needs more hours”


“research librarian not helpful enough”


“students not helpful”


“sometimes confusing to find books”

Other comments made suggestions such as: “the catalog needs to be tweaked,” “need a good map of the facility,” and “need orientation for first year students.”  One person asked, “who is available to help?”
	24. 
	Please include additional comments regarding your satisfaction with the library. 
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	130 Responses



Students took the time to add an additional 130 comments discussing all areas including library services, resources, staff, and facilities.  Their comments are grouped below by several categories.
Resources:  A total of 18 comments directed negative criticism at the library’s collections and resources; 5 of the 18 regarded lack of journals; 1 asked for more videos; 13 specified a variety of materials including the following: 
“poor and dated selection”
“limited number of holdings” 
“need for more variety” 
“more copies of titles”

“more books for research and pleasure”

“more textbooks and books required for credit courses.”  
A few comments specified a variety of materials including more biology journals, more children’s books, more graduate theology books and more JFK materials. Several other negative comments indicated that the LC classification system was hard to use, “the search engine needed to be remodeled,” and that the catalog was frustrating and the student “was not able to find anything.”  Another said “research was intimidating” and another that “resources were intimidating.”  

Four different comments praised the library “as a great resource,” as having a “pretty decent selection,” a “great digital” collection, and because “locating resources is easy.”  Two other comments praised the web site as excellent.  Negative comments about the web site specified unreliable access off campus, needing more “how to” information about the web site, and that finding reserve call numbers from the web site was “difficult.”
Services: Positive comments included 2 praising Interlibrary Loan services; 5 praising services in general; and 2 praising the instruction offered.  Negative responses commented on reserves, library hours and a variety of services.  The two comments about reserves indicated that not enough copies of reserve materials were available and that reserve materials should be allowed out of the library building.  Responses critical of services included a request for email reminders of overdues preceding overdue charge notices, and longer check outs for videos.  One student suggested that headphones be checked out with videos to lessen noise from students watching videos in library cubicles.  Other comments included: “still can’t do everything I’d need to from home;”  “wish the library worked more with UVM;” “alumni should get full use of library including book check out, ILL and databases.”  Library hours received 12 critical comments requesting extended hours on weekends, Friday nights, summers, and late night until 2 a.m.
Staff:  Eleven positive comments were extended to the staff including one comment specifically praising a reference librarian and library instructor.  Five negative comments indicated that staff were sometimes “mean and unhelpful,” “talk too much with friends and don’t stop to help students,” “don’t have a respectful attitude” regarding students’ need for quiet, and “don’t keep things quiet.”  Nine comments were critical of student workers for being rude, getting annoyed when asked questions, not being welcoming, having bad attitudes, being unfriendly and impolite, needing computer skills, and not being knowledgeable and more eager to help.

Library Facilities: Thirteen comments expressed satisfaction with library study spaces and reading rooms such as the Daily Room.  Three comments suggested acquiring more comfortable furniture or adding another comfortable reading room.  Three comments said the library needed more group study areas.  Six comments stated that the library was usually or always too warm; 4 students commented on various parts of the building being too cold.  

Most of the facility comments were critical of the noise levels in the library and the temperature of the building and computer labs. Nineteen comments expressed dissatisfaction with the amount of noise in the library with many comments critical of the first floor study cubicles.  Some wanted more enclosed group study rooms and / or individual closed study spaces.  One student said:

I feel the library needs to provide students with space for very quiet study.
I feel that this library is too loud most of the time for me to effectively do
my work.  It seems to be loud everywhere, not just on the first, main floor.  
The cubicles just do not provide quality quiet space. They are not even fully
enclosed.  Having large tables for group work that are enclosed by glass so
that no one can hear the group working would be very helpful. At … College
in Syracuse, NY, the library had cubicles where you could not hear a sound 
and also had enclosed areas for group work so you could not hear students do 
their work together.  The library was very quiet and everyone had an attitude 
of respecting others by being quiet and considerate in this way. Here I feel 
that students and the staff do not have these attitudes anywhere in the library. 
Other comments suggested the following: more clocks, cleaning the building better, a smoking lounge, and an “extra staircase connecting to the front portion.”

Technology:  Only 1 positive comment about the computer labs was included in the 130 responses to question 24.  Twelve comments specified that the library needed more computers.  Four respondents commented on the computer labs as problematic because they were sometimes full, noisy, or freezing.  Several comments requested a color printer to be available in the library.  Several indicated other problems with the printers such as paper waste, not being able to connect laptops to printers, and needing more printers.  Seven students expressed a need for more software installed on library computers including Microsoft Word, Microsoft Office and Maple.  One student asked for a color copier.  Two students referred to network problems with unreliable connections to the internet and with email.  Three students stated that there were problems with viewing videos in the library.  One of these three students found it difficult to listen to the videos as there are not adequate provisions for headphones, that students watching videos without headphones create undesirable noise, and that there are not enough monitors available for watching videos.  One student suggested better maintenance of the printers and labs and also better monitoring of the labs.
Overall, a total of 23 comments expressed appreciation and praise for the support and services the SMC library provides to students.

Conclusion
The student satisfaction survey serves as an assessment tool for Library and Information Services.  Objectives in developing the survey were twofold:
1. To measure student satisfaction with LIS services, collections, facilities, and staff.

2. To determine strengths and weaknesses within LIS.
An added benefit of the survey is that of providing students with an opportunity to voice concerns about and suggestions for the library.  Clearly the survey results provide LIS with many excellent comments, criticisms, praise and suggestions for the improvement of services and collections.  
While a greater number of comments praised rather than criticized the staff, both praise and criticism will be examined to strengthen and improve staff and student worker training and services to students.

Student observations and reactions to journal title holdings and subscription cancellations offer noteworthy and helpful guidance to collection management priorities.  Requests for leisure reading materials and for newer and more updated resources also offer helpful suggestions for collection development.
Given the large number of criticisms regarding the availability of computers, computer labs, and software applications for student use, student comments provide a strong message to LIS regarding the importance of computer facilities on campus.

Even individual comments suggesting library maps, more phones for local calls, comfortable furniture, and quiet study spaces will be helpful to LIS and campus committees planning improvements to present and future facilities.
Some questions and statements which students added throughout the survey provide insight into their degree of awareness of LIS services and resources:


“Didn’t know there was a library web site.”

“Did not know there was instruction.” 


“I never know when or if I can ask for reference librarians to help.”


“Who is available to help find books?”


“I don’t know who I would ask if I needed help.”


“Who is available to help?”

Information acquired from survey results provides new insights into students’ use and satisfaction with the library and enables LIS to communicate more effectively with students about resources and services available.  Increasing campus awareness about services, collections, and staff will be achieved through articles and announcements in campus and LIS publications and newsletters, and through instruction sessions.  Librarian partnerships with faculty and interactions with students, email announcements, campus channel 4, and word of mouth will also augment student awareness.  Student focus groups offer another means of further exploring and analyzing student attitudes and satisfaction, and provide other avenues for learning from and communicating with students at Saint Michael’s College. 
------------------------------------------------------------------------------------------
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