LIBRARY OUTCOMES AND USER SATISFACTION ASSESSMENT
Spring 2008
OVERVIEW
Beginning in the October of 2007 and closed in May of 2008, the library conducted a general User Survey to obtain user feedback regarding the use and usefulness of the library resources and services.   The library will use this information to identify areas in need of improvement and then plan and act upon ways to improve the library resources and services during the 2008-09 school year, with the intention of reconducting a survey in 2009-2010.  Due to the fact that this was the first time the library conducted a survey, the survey may be reworded in ways to more appropriately assist the library in assessment and planning.  In the spring of 2008, the college conducted general campus wide surveys for faculty and staff and students that included questions regarding the library.  

Survey results reaffirmed what the library was already aware of:  users would like the library to be open more hours; users would like more computers and more space in the library; users would like the library to be quieter.  Unfortunately meeting these requests will require additional staffing, additional funding, additional space and changes to things that are out of the libraries control, e.g. stopping the noise coming from above the library, gaining greater access to the library lab next to the library, and obtaining the staffing necessary to open the lab for student use, offer workshops, and offer more hours in the library.  These requests have been incorporated into the library’s unit plan, including requests for different furniture to further optimize the space the library currently has.

In Fall of 2007, learning outcomes and surveys to assess these outcomes were defined for the instructional services of the library:  Orientations and Reference.  The implementation of these surveys began in Spring of 2008.  Unfortunately survey response has been too small to provide useful data.  It is the intention of the library to once again promote and use the surveys during the 2009-10 school year in the hopes that more responses can be garnered.   In addition to the surveys, for orientations given for one instructor’s courses, a pre and post quiz is currently being administered to aid in the assessment of learning outcomes obtained from those orientations.
The library’s learning outcomes, surveys, results, and Learning Outcome matrix and analysis forms are included in the following pages (the general survey and survey result are available as separate documents).
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BCC LIBRARY REFERENCE SERVICES
At the Berkeley City College Library, librarians are available to assist the BCC community with its research/information/reference needs. Librarians are happy to help you identify books in the library's circulating collection; locate magazine, journal, and newspaper articles in the library's in house and online collections; find information in the library's encyclopedias, handbooks, dictionaries, and other reference sources; and point out creditable sources that will meet your research and class needs.  The most complete and best reference assistance usually requires a visit to the library. If you feel you have a brief question, please free to email a librarian and we will try to answer it via email. If more time is required, we would ask you to come to the library for assistance. Library phone numbers, email addresses, and hours can be obtained by clicking on HOURS & CONTACTS from the BCC Library home page.


GOALS AND LEARNING OUTCOMES
BCC LIBRARY REFERENCE AND INSTRUCTIONAL SERVICES GOALS

Consistent with the Reference and User Services Association (RUSA) Services Guidelines, the goals of the BCC library’s reference and instructional services are to:


· Provide the information sought by the user to anticipate as well as meet user needs.


· Encourage user awareness of the potential of information resources to fulfill individual information needs.


· Develop information, reference, and directional services consistent with the goals of the BCC community it serves.


· Provide users with complete, accurate answers to information queries regardless of the complexity of those queries.


· Make available user aids in appropriate formats to help users identify items in the collection relevant to their interests and needs.


· Provide instruction in the effective use of its resources. Such instruction, for example, can include the individual explanation of information resources or the creation of guides in appropriate formats, formal assistance through orientations and presentations designed to provide guidance, and direction in the pursuit of information.


· Actively publicize the scope, nature, and availability of the information services it offers. 


· Survey and assess the information needs of its community and create local information products to fulfill those needs not met by existing materials.


· Make available to the public a statement that describes the information services it strives to offer all members of its community.

(http://www.ala.org/ala/rusa/rusaprotools/referenceguide/guidelinesinformation.cfm accessed 10/31/07)

Reference Services Student Learning Outcomes

The Reference and User Services Association (RUSA) definition of a reference transaction is "An information contact that involves the use, recommendation, interpretation, or instruction in the use of one or more information sources, or knowledge of such sources, by a member of the reference or information staff."   (http://www.ala.org/ala/rusa/rusaprotools/referenceguide/definitionsreference.cfm accessed 10/31/07)

A reference interview may entail but is not limited to a user's request for: a specific item (book, article, etc), sources to support a research question, queries on general subjects, and or information regarding library services and resources. 

Given the varied nature of a reference interview, the learning outcomes are also varied, below are sample learning outcomes that are typically part of a successful reference interview.

After a reference interview, the student is able to:

· Identify a research topic or information need.
· Modify the information need or research question to achieve a manageable focus. 

· Identify key concepts and terms that represent the information need or research question.

· Understand the value and differences of potential resources in a variety of formats (e.g., multimedia, database, web site, audio/visual, book).

· Access needed information.
The library has designed a survey to quantify these outcomes and is actively looking into other rubrics to use to assess, evaluate, and redefine reference services.
BCC LIBRARY REFERENCE SURVEY

Please take a moment to provide us with some feedback. Your comments will be invaluable as we evaluate and improve our Reference Services.   
When finished please return form to the Circulation Desk.
1.  Please indicate your status: (Check only one) : 
Full-time BCC student (12 units or more) 
___ 
Part-time BCC student (less than 12 units)
___

Other  (please specify) 



_______________________________

2. Please indicate the class or subject area you were doing research for: 

_______________________________________________________

3. Do you use the library's webpage and databases from off-campus?

YES
NO

4. Do you go to other libraries to do research for your BCC courses? 

YES
NO

4b. If yes, what type of library (check all that apply)? 

____Other Peralta Distric Library ____Other Academic Library
____Public Library

DURING / FROM YOUR MEETING WITH THE LIBRARIAN: 

5.
Did the librarian ask you any questions?



YES
NO

6.
Was your question answered?





YES
NO

7.  
Did you find the information you needed? 



YES
NO

8.  
Were you provided with enough information?



YES
NO

0.  
Do you think you can find similar information 

     
without further assistance from a librarian?



YES
NO

10. 
Would you return to this librarian for further assistance?

YES
NO

PLEASE USE THIS SCALE FOR THE FOLLOWING QUESTIONS:
1 = NOT AT ALL   
2 = SOMEWHAT 
3 = VERY 
4 = EXTREMELY 

5 =  DO NOT USE / NOT APPLICABLE

11. LIBRARY SERVICES

a. How important is the library to you? 

1
2
3
4
5

b. How SATISFIED are you with the following library materials:
 
Books   




1
2
3
4
5

Magazines/Journals (paper format)

1
2
3
4
5

Online Databases



1
2
3
4
5

Library Web Pages and Links


1
2
3
4
5


Library Handouts and Guides 

1
2
3
4
5

PLEASE USE THIS SCALE FOR THE FOLLOWING QUESTIONS

1 = NOT AT ALL   
2 = SOMEWHAT 
3 = VERY 
4 = EXTREMELY 

5 =  DO NOT USE / NOT APPLICABLE

c. How SATISFIED are you with the assistance you received from our Librarians?

Was the information provided RELEVANT?

1
2
3
4
5

(DID THE INFORMATION MEET YOUR NEED?)

Were you SATISFIED with the amount of 
information you received?



1
2
3
4
5

(DID YOU FIND ENOUGH INFORMATION?)

How COMPLETE was the answer you received?
1
2
3
4
5

(WAS YOUR QUESTION FULLY ANSWERED?)

How HELPFUL was the librarian 


1
2
3
4
5

(WAS THE LIBRARIAN HELPFUL?)
Overall, how SATISFIED are you? 


1
2
3
4
5

(IN GENERAL HOW GOOD DO YOU FEEL 
ABOUT YOUR MEETING WITH THE LIBRARIAN?)
d. After meeting with the librarian:

How easy was it to find the information you need?
1
2
3
4
5

12. PLEASE RATE HOW YOU FEEL ABOUT YOUR MEETING WITH THE LIBRARIAN:

a) How interested did the librarian appear to be in your question?
1
2
3
4
5

b) How courteous was the librarian’s response to your question?
1
2
3
4
5

c) How non-judgemental did the librarian appear to be?

1
2
3
4
5

e) To what extent did the librarian make you feel comfortable?
1
2
3
4
5

13. DO YOU HAVE ANY COMMENTS YOU WOULD LIKE TO ADD REGARDING YOUR MEETING WITH THE LIBRARIAN?

BERKELEY CITY COLLEGE LIBRARY ORIENTATIONS

BCC library orientations are given to classes at the request of instructors.  The standard orientation is a 50-minute lecture-demonstration of the services and basic information resources available at the BCC Library.  The standard orientation is designed to acquaint users with a number of the library services resources which will be helpful during the course of their studies at the college.  The content and length of an orientation can also be tailored to meet the specific needs identified by an instructor for any given class.
Topics covered in a standard orientation include library services, policies, and hours of operation; use of the library’s web page, catalog and databases to conduct academic research.
The important aims of the library orientations include:

· to ensure that library users are aware of and can make use of library resources and services, adequately and to their own satisfaction;
· to help library users to feel at home in the library and trust the competency of the library staff;
· to enable library users to become skilled at finding information and thus foster feelings of confidence and independence.

LIBRARY ORIENTATION LEARNING OUTCOMES
Upon completion of a 50-minute library orientation, students will be able to:

· Identify and access the BCC Library homepage in order to locate general library information. 

· Use the BCC Library Catalog in order to identify books and materials. 

· Use location information provided in the BCC Library Catalog in order to find books in the library. 

· Find and use BCC Library subject and research guides in order to identify library materials for assignments or research. 

· Find and use BCC Library databases in order to search for and obtain information such as journal articles in the library or off-site.

BCC LIBRARY ORIENTATION USER SURVEY

Please help us improve our Library Orientations by filling out the following survey.

(This is an anonymous survey.)

Course Name [what class was the orientation given in]: _________________________

1) What was the most interesting or important thing you learned from the library orientation?

2) Identify one resource you would like more information on:

Please let us know how you feel about the following statements: 

3) The library orientation was useful.

____ Strongly Agree ____ Agree ____ Neutral ____ Disagree ____ Strongly Disagree 

4) The orientation was well-organized and easy to follow. 

____ Strongly Agree ____ Agree ____ Neutral ____ Disagree ____ Strongly Disagree 

5) I will use the guides given to me by the librarian.

 ____ Strongly Agree ____ Agree ____ Neutral ____ Disagree ____ Strongly Disagree 

6) The amount of information covered in the orientation was manageable. 

____ Strongly Agree ____ Agree ____ Neutral ____ Disagree ____ Strongly Disagree 

7) I now know where to find information about the BCC Library’s services and hours. 

 ____ Strongly Agree ____ Agree ____ Neutral ____ Disagree ____ Strongly Disagree 

8) I can now find books and other library materials through the BCC Library Catalog. 

 ____ Strongly Agree ____ Agree ____ Neutral ____ Disagree ____ Strongly Disagree 

9) I am now able to search for journal articles by using a database. 

 ____ Strongly Agree ____ Agree ____ Neutral ____ Disagree ____ Strongly Disagree 

10) What comments or suggestions do you have regarding the librarian's presentation?
(please feel free to use the back of this page to write your comments)

BCC LIBRARY ORIENTATION INSTRUCTOR SURVEY

Please help us improve our Library Orientation by filling out the following survey

1) DID YOU HAVE ANY PROBLEMS SCHEDULING AN ORIENTATION?

____ YES
____ NO
 ____ NOT APPLICABLE

2) DID YOU GIVE SPECIFIC INSTRUCTIONS CONCERNING THE ORIENTATION TO THE LIBRARIAN GIVING THE ORIENTAION?

____ YES
____ NO
 ____ NOT APPLICABLE

IF SO WERE YOUR INSTRUCTIONS FOLLOWED?

____ YES
____ NO
 ____ NOT APPLICABLE

3) DID THE LIBRARIAN MAKE THE ORIENTATION CLEAR AND EASY TO UNDERSTAND FOR YOUR STUDENTS?

____ YES
____ NO 
____ NOT APPLICABLE

4) DID THE LIBRARIAN CLEARLY INDICATE HOW MATERIALS CAN BE FOUND IN THE LIBRARY OR VIA DATABASES?

____ YES
____ NO 
____ NOT APPLICABLE

5) DID THE LIBRARY PRESENT AN ADEQUATE DEMONSTRATION OF THE ELECTRONIC RESOURCES AVAILABLE?

____ YES
____ NO 
____ NOT APPLICABLE

6) DID THE ORIENTATION HELP YOU AND YOUR STUDENTS?

____ YES
____ NO 
____ NOT APPLICABLE

7) HOW CAN WE IMPROVE THIS ORIENTATION? 
(Do you have any comments, suggestions, questions you’d like to share?_
Library Orientation QUIZ

[Currently administered before and after orientation for instructor Matthews business courses] Answer key and linked SLOs
Have you ever used a college/university library?

Yes
No

Asked to gauge student’s familiarity with academic libraries and to see if there is an increase in use after orientation.
Do you have a library card?

BCC



Yes
No







Berkeley Public

Yes
No







Oakland Public 

Yes
No







Other



Yes
No

Asked to gauge student’s current access (and inferred use) to BCC and other local libraries, and to see if there is an increase in access after orientation. 
(SLO: Accesses needed information effectively and efficiently)
Do you know how to find a book if you have the catalog

number?








Yes 
No

Asked to gauge student’s current self perceived familiarity with the way books are organized in the library.

(SLO: Accesses needed information effectively and efficiently)
You have used the words "business terminology" in a library catalogue search. No document is found by the computer. What do you conclude?

a)
The library does not have any documents on this topic
b)
I have not used the right words
c) 
All documents on this topic are already on loan
d) 
The system is down
e) 
Other (please, specify)
f) 
Don't know
Asked to gauge student’s understanding of catalogue searching.

(SLO: Accesses needed information effectively and efficiently)
In order to find more documents on my topic I can include synonyms in my search statement. To connect those synonyms in my statement, I use

a) 
AND  

 b) 
NOT   

c) 
OR    

d) 
Other (please specify)  
e) 
Don't know
Asked to gauge student’s understanding of Boolean operators.

(SLO: Accesses needed information effectively and efficiently)
To find all the documents about Malcolm X in the library catalogue, I would do search

a) 
By title   
b) 
By subject  

c) 
By author 

d) 
Other (please specify)
e) 
Don't know
Asked to gauge student’s understanding of database search fields and subject headings.

(SLO: Accesses needed information effectively and efficiently)
In order to become familiar with a subject about which I know very little, first I consult:

a) 
A journal  
b) 
An encyclopedia  
c) 
A database

d) 
A book
e) 
Other (please, specify) 
f) 
Don't know
Asked to gauge student’s understanding of the appropriate resources in the research process, i.e. start with general then go to specific.

(SLO: Uses information effectively to accomplish a specific purpose)

To find the most recent information about drug abuse, I consult:

a) 
A book  
b) 
A journal  
c) 
An encyclopedia
d) 
A dictionary
e) 
Other (please, specify)
f) 
Don't know
Asked to gauge student’s understanding of the Information Cycle.

(SLO: Uses information effectively to accomplish a specific purpose)
If I want to find journal articles about "The popularity of video games", I will search in:

a) 
The library catalogue 
b) 
A database 

c) 
Google
d) 
Don't know
Asked to gauge student’s understanding of resources such as web versus article databases

(SLO: Accesses needed information effectively and efficiently)
.

The items that can be found in the library catalogue include:

a) 
All the titles of the books available on the market
b) 
All the titles of articles found in the journals available in the library
c) 
All the titles of books found in the Peralta district libraries
d) 
None of the above
e) 
Don't know
Asked to gauge student’s understanding of the contents of the library catalogue.

(SLO: Accesses needed information effectively and efficiently)

You have found a book that is right on your topic. Which section of the book will you consult to find other documents on the topic?
a) 
The glossary 
b) 
The index 
c) 
The bibliography
d)
The table of contents
e) 
Other (please, specify)
f) 
Don't know
Asked to gauge student’s understanding of where to find information in books and terms related to books.

(SLO: Uses information effectively to accomplish a specific purpose)
(SLO: Accesses needed information effectively and efficiently)
Please note any additional comments or concerns below.

BCC Program Student Learning Outcomes Matrix
Program or Discipline: ___LIBRARY__SERVICES
Student Learning Outcomes:

Students will be able to:

After a reference interview, the student is able to:
· Identify a research topic or information need. 

· Modify the information need or research question to achieve a manageable focus. 

· Identify key concepts and terms that represent the information need or research question. 

· Understand the value and differences of potential resources in a variety of formats (e.g., multimedia, database, web site, audio/visual, book). 

· Access needed information.

Upon completion of a 50-minute library orientation, students will be able to:
· Identify and access the BCC Library homepage in order to locate general library information. 

· Use the BCC Library Catalog in order to identify books and materials. 

· Use location information provided in the BCC Library Catalog in order to find books in the library. 

· Find and use BCC Library subject and research guides in order to identify library materials for assignments or research. 

· Find and use BCC Library databases in order to search for and obtain information such as journal articles in the library or off-site.

	BCC Institutional Outcome
	Program Outcome
	Associated Courses
	Draft Assessment Method

	Ethics and Personal Responsibility
	
	
	

	Information Competency
	The information competent student accesses needed information effectively and efficiently
The information competent student determines the nature and extent of the information needed.

The information competent student evaluates information and its sources critically
	Orientations
Reference
	Pre/post quizes, surveys


BCC Course Assessment Analysis Form

Analyze the results of your assessment using the form below.   Do not attach to department unit plan. Results should be summarized and integrated in the Department/Program Analysis Form.
	Department


	Library

	 Course 


	Orientations

	Competency or Course SLO


	Upon completion of a 50-minute library orientation, students will be able to:
· Identify and access the BCC Library homepage in order to locate general library information. 

· Use the BCC Library Catalog in order to identify books and materials. 

· Use location information provided in the BCC Library Catalog in order to find books in the library. 

· Find and use BCC Library subject and research guides in order to identify library materials for assignments or research. 

· Find and use BCC Library databases in order to search for and obtain information such as journal articles in the library or off-site.



	Assessment Tool/ Assignment

(Describe briefly)


	Pre and post orientation quiz, orientations surveys

	Assessment Results

 In general, how did students do on the assignment?

 What student needs and issues were revealed? 

Were there any areas where student performance was outstanding? 

Any areas where it can be improved?


	Assessment results have been positive.  There has been demarcated improvement illustrated when comparing the pre and post orientations quizes.   Survey responses have also been positive.

Student needs revealed have included the need for more instruction.  Students have requested more hands on exercises.  

There were no areas where student performance was outstanding.  Nor was there any outcome that fell noticeably short.

Orientations can be improved with the use of more hands-on exercises and supporting on-line tutorials.

	Next Step in the Classroom

 to Improve Student Learning

How will you address  the needs and issues that were revealed by your assignment? How might student performance be improved?

 Check all that apply
	To improve student learning the library plans on doing the following once appropriate facilities and staffing are available:

· Offer/encourage attendance at workshops 

· Consult with other librarians and instructors about teaching methods

· Provide delineated Reference hours
· Provide on-line tutorials


	Next Step in the Department 

to Improve Student Learning 

What steps can the department take to address the needs and issues revealed by your assignment?   Check all that apply
	To improve student learning the Department will workd towards the following  once appropriate facilities and staffing are available:

1.  Offering library workshops.
2.  Promoting service in the hopes of increasing the number of orientations offered.

3.  Provide defined reference hours

4.  Create on-line tutorial(s)
 


BCC Instructional Program/Department Assessment Analysis Form
Use the form below to summarize the results of the department meeting in which you discussed the results of your program’s assessment process.  Include this form in your Unit Plan and incorporate the results into the narrative of your unit plan.

	Department


	Library

	 Meeting Date 


	4/10/08

	Number of Faculty in Attendance (% of full time and adjunct plus total)


	1 (33%)

	Number of Faculty sharing Assessment Results – if applicable (% of full time and adjunct plus total)
	1

	SLO(s) Competency Measured


	Upon completion of a 50-minute library orientation, students will be able to:
· Identify and access the BCC Library homepage in order to locate general library information. 

· Use the BCC Library Catalog in order to identify books and materials. 

· Use location information provided in the BCC Library Catalog in order to find books in the library. 

· Find and use BCC Library subject and research guides in order to identify library materials for assignments or research. 

· Find and use BCC Library databases in order to search for and obtain information such as journal articles in the library or off-site.



	Assessment Tool

(Briefly describe assessment tool)


	Survey, Pre and Post orientation quiz

	Assessment Results

(Summarize the overall results of your department including any students needs and issues that emerged)


	Judging from the survey and quiz results, the orientations are meeting the SLO objectives listed above.  There is room for improvement, however.


	Next Step in the Classroom

 to Improve Student Learning

(list all the items faculty felt would help them improve student learning)


	· Increase the number of orientations given

· Provide alternate means of learning in the form of on-line tutorials

· Promote the use of library assignments with faculty

· Increase the use of hands-on exercises during orientations



	Next Step in the Department 

to Improve Student Learning 

(check all that the department felt would help them improve student learning)
	· Offer/encourage attendance at workshops 

· Consult with other librarians and instructors about teaching methods

· Provide delineated Reference hours

· Provide on-line tutorials



	Priorities to Improve Student Learning

(List the top 3-6 things faculty felt would most improve student learning)


	1.  Offering library workshops.
2.  Increasing the number of orientations offered.

3.  Provide defined reference hours

4.  Create on-line tutorial(s)


	Implementation

(List the departmental plans to implement these priorities)


	To implement the above priorities additional library staffing and access to the Library/Assessment lab are necessary.  As time permits, current staff are working on an on-line tutorial.


	Timeline for Implementation

(Make a timeline for implementation of your top priorities

 
	Timeline is dependant upon first obtaining the things listed above:  more staff to increase services and greater access to the Library/Assessment lab to offer more services that answer to the SLO objectives.

In the mean time the library will continue to increase it’s efforts in promoting orientations and reference services.  The library will also continue to work on developing an on-line tutorial and work with IT to install the tutorial once it is completed.
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