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. ’ . INTRODUCTION L

. .

.

The University of Oregon Main Library is organized by
\

divisions. On the first floor, east side is education-psychology., On
- ’

the second floor lie the. social sciences and government documents
. . . " N . .

divisidns. On the th}ird floor, the humanities, There are separate

.

facilities for the science library, the art and architecture library, and

v
»

the law library. On the west ;ide of the first floor of the m:.x'm library
h\flk@ the c;arci catalog, key to all the libraries, in author, title and‘
. subject form, Fronting the ca'rd catalog is a knee-high counter, stt-'etching )
its wood-grain formica 1Cross 15 172 feet of floor space. This counter ° '
o A is known as the Gc;ler,’ll Reference Desk (GR.D). Behind the counter «
ire books and other items used to gyovide the patron with informution
on the widest variety of subjects.. Around the GRD are book stacks filleds
® with indexes, encyclopedias, catalogs, :ttL‘tses and other guides t¢ ®

informiation, This is the most trafficked section of the library: students,

.

1
I
|
|
|
. ~ professors and townspeople come here looking fot the answer to o |
o " . que stion, tﬂe location of a4 book, or information on a subject. Fi.ve\' 1
-~ professionil librari-ans and many students are cmplo?ed by the University i
’ of Oregon Library to aid,the patron in finding the information he needs. i
'_‘_ ’ When a staff member so aids a patron, }33 is extending to the patron |
' reference service, “
. The purpo.se of this study is to_detcl‘mine the kinds and ar‘nour:nt of
. . Cog . .

reference service provided by the GRD. We hope to evaluate the level

-/ '_:-\.
\ , . :

| «
ERIC g
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nf service provided and to make sugyestions for impveoving service in -

< B R

~

«ry area in which it may be found ) be lacking, -
3 ?

N 3

Lo : s . - N .
The study was coaceived o o meangof evaluating the level
* ’ . T e

, . .- s

- . . ] . . . .
ot réferecce service qtfered, to Yirers of libraries at the University,
/7 ‘ .

3
.

[t was rece~sry 10 limit the scope of the study beciuse of the short

. P . M N S
e av.iiable, onty'two quarter-semesters, Only two students were

/

v rilable to carry out the study; thus, the amount of surveying was

reduced,  The sthidy was further limited by negotiation with the staff
#e - . “

ot the GRD, Since the staff refused tn be evaluated by anyone other

.
8

tno. their profession-l peers, Some methods of gathering data were
- ~

»

ciosed to the’ student surveyors, 8 '

., ’ -

Tl GRD was chosen for study because of its appeal to a broad
spectrur . o1 the Unive r-ity population, The appeal lies, we feel, in
; -

-

¥

its function :s a ce.ntcr for general questions, an‘d in its convenient

first floor loc tion, Furthermore, we feel that the GRD is the aro\i

m.ost likely to be used by-tho large .t umber of undergraduate students,
The working hypothesis is tha the st.ff of the GRD adequately

inerforms its job of teaching the patron how to find the answer to his

—

-//

question as well s adequately performs 1ts job of locating the information

. \ . ) )
the patron needs. Other related hypothese’s are that the staff maintain

« friendly .ind helpful «tititude toward patrons of the desk, and that the

3

staff unswer : high proportion of divectional and retrieval questions
%

and « low proportion of reference nr rescarch requests.

Y

. LITERATURE SURVEY . -

-

A survey of the literature of reference evaluations and measurements

»

reveals that professional librarians have alcepted no standards for

ev.tlu:tion of reference service., There is little replication of reference

a
e
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survevs performed., Reference departments, while gengrelly required

- to keep some statistic :l measurements, are not much involved in

,
'

evaluating the service they offer, * ,
The American Library Association (ALA) Standards Committee
. N f

of the Reference and Adult’Services Division, has been working for 10 -

ve irs to spell’out standards for reference Service acceptable by ’
L} - .
; . .
academic, public and special libraries. In March of 1975, the committee .
. * o] .
s C . O
published, rather than standards, « draft of guidelines for serviceas

. Lo L e i
[t i5> -tall up to the individual reference department and to individuel
surveyors to set up their own standards by which the service is to be

- \
evaluated. ot .
yy . o - N
I'he kinds of referente surveys performed in the past ten years
+

which form a background for the present study are classed by Terry

Wecech 1n a survey of the field for Elbrary Trends as 1) "enumeration

and classification of reference questions, ' 2} "analysis of reference
2

"and 3) "standards of reference service, " Weech!s )

chientele,’
b
~ s -

surveyv itself formed « basis for our reading and will be rcferred to
4 . ~

frequently, . 4

!

thieber's 1972 study of the LieHigh University Library, Bethlehem,.

Pennsyl vania, uses the concept Of (lassifying the types of answers
‘ 3
rather than the questions themselves, This secems to be the better

approach since it takes into account directly what the librarian does

——

“in respdnse to the guestion. Although we did not use the classifications

»
5

named by Ilieber, we did classify questions by the librarian's response,

,

A 1

Ruth White, ct al,, A Commmittment ﬁ[nfot‘maﬁon Seryices:
Developmental Guidelines. ' Standards Committee, Reference and Adult
Services Division, ALA, Marchl, 1975, (Sece Appendix C-7.)

S 2 ‘

Terry L. Weech, "Evaluation of Adult Reference Service,
Library I'rends, pp. 315-335 (January, 1974),

3 .

Terry L, Weech, p. 318. A ©o

1
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resulted in the form ilation 6f guideliney for service rather than stendards

. ’ ) \
4 : - |
. 4

~ . e : . . /
Several studies analyzing reference clientele have been performed e

. R A ‘ \
since 1904, Two of them deal with academtc libraries. Ruth White!s / ‘
Study-of reference -service in Atlanta includes academic, public and |

. 4 B ) : ’ - f

speciul library users, A Brown Univetsity Library survey shows fhat T
: ; ‘ s : . ol
467 of reference users were humanitie s majors although they mdade up, y |
< . ' 5 . . / |

only 32% of the wtudent hody. . ;e

L4 .
We have gatherod' demographic %1111 on reference users that can /'

1
]

# : .
-how which groups, by academic standing, age, subject major, or

. «
nationality, make up the largest proportion of users. - . i |
¢ » v . ’/ 1

Under standards for reference service, we note White's Atlantd L ‘

N v . ' |

study which was designed to lead to the' development of ‘standards for

referencé service. However, as m,cnti(jlncd above, this study and others
_ ’ ’ ) E [

r/ »
-6 ) . ) . “
for evaluztion, | . o : ‘ .
“The British Standards for Reference Services in Public Librariés

was adopted 1n 1969, These standards which were formulated following &
) . . ‘ - .
nser survey, deal with the roferevcogscollv.(‘tion, organization, fn.c\llitios,
g 7 . e :

‘o s'tu..ff. Since « university refc rence dep. 1rtn}’:‘nl would differ from

/
a pu blic library reference department in.all of these urcas, we. (ould not
" Ll
. . ’ N ¥ + .
utilivze these standards of measurvmox/t. However, after examining thcm,

‘ b *

7 : S

-

" St,mdaxds for Referenc e Seryvices in Public Libraries.'
Library Association Record, pp. 53-57 (k ebruary, 1970}, ,

—_— . : . .
Ruth Whige, ed, A-Study of Referance Services and Reference
+ Users in.the Metropolitan Atlanta ¢ \ro(:. U. of Georgm, Dept, Library-
——
CEd.,71971 ER Ef EBD #7058 912, ~ .
5
Terry L. Weech, p. 321, ’
. b ’ ‘ . )
) Ruth White, Study, p. 1.

A !
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» amount nd kinds of reference service provided,

~

. - I
7 s
; 5 ,
¥ - ' _% . .
. 5 5
' .
£

we think it reasonnble’to.ass.me hat formulation of standards for o
’ . T A ) .
univer sity gc}l?ru( reference collection is o practicable task, The best

- ’ [3

kinds of orguanization could be described. . he ‘staff ger number of
; © e,

students would depend in son:e part oi. the organizatios of the rest of N
- the library, and the optimum might be more ditficult to define. The T
. . \
facilities would..also be limited to some extent by the facilities of the
g . P4
university hbrary itself, Yy

Since such standards are urnovailable, the present study concerns
. . .oe .. . . . o
itself with user satisfaction, user analysis, and o description of the
; ] h L
VAN s '

e - . pstsas . . . I .
Fwo research possibilities intriguing to the present surveyors

v
v

are the analysis of library users who have, but do not ask, reference
I \
JQuestions, to deternine why they do not sk questions, and the unobtri-
. .‘;’;7 ) >
. - o . * - J
sive measurement of reference service, -

Bl

o The Jahoda and Culnan study of unanswered referdnce questions
g N A 8 b
\ : . .
stilgests that unesked rather than unanswered que stions be analyzed.
-

I'lis approach wus the basis of Swope .ind Kuatzer's study conducted at
~
Syracuse University in 1972, They interviewed liprary users to
. * : - ’
Il A - . . ‘ .
deterr.. ne who had reference questions, Of those identified as having
{

quesfiors, 65% would not ask for help. The-reasons given most often

were: thattheir questions were too simple; thet they did not want to

Jother the librarians; and, that they had had prior unsatisfactory exper-
9} .

iences with reference encounters, - .

Although the results of this survey are meaningful, the metho

of collecting data, that is, interviewing users until they had a fixed

.
.
-

»

——

(i, Jahoda and Mary'Culpan, "Unanswered Science and Technology
Reference Questions."” American Documentation, p. 97 (Jan., 1968).
9 .
Mary Jane Swope and Jeffrey Katzer, "The Silent Majority: Why
, Don't They Ask Questions?' RQ, p. 164 (wint’er, 1972), ) .
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-

. T
~ N . . . .
number of theim who had reference que stions, 1s not desirable, A .

! - » .
) random sample of hours for interviews of a sufficient number of
. Y

users to obtain data on a use.ble number of patrons with reference
+

v

questions would take more time than we could devote to the present
s - Al

e . survey. Firthermore, the surveyors feel that interviews of such a ’
* ‘

. sensitive nature should be conducted by someone trained in social
~

science interview techniques., Thus, this approach was ruled ‘out by

1 «

1
® the limititions of time and personnel.

. & -~
. 'he second approach offcring telling re sults\ls that of unobtrusive
. \ R ¢ . -
observation, Sample questions are usually asked by trained patron-
LAt

!

: : S . e
) substitute s who rate the librarians! responses as.well as the{accuracy ¢
* /

-

of the .nswers, 'I‘hi.s‘appro‘(xch pro(‘ludes‘ the yroblcnt}b’of the librarian's
L

) respouse being altered bec wuse of an awarenesg that be is being observed.
! B T4 )

® Fhe most familiar study using such o technique isLowell Martin's study *

16 !

N .

. »f the Chicago Public Library, As Weech points out, the problem

»

with this tvpe of research 1s the possible adverse affect on the staff
1] :

o ' heing tested, fn the present study, the reference staff rejected out of
. ;

hand .iny evaluation by the survevors of question answering technique,
dues ;

' .
attitude toward patron, and efficiency and accuracy, . ’

o

. . - .
® . © Methods used in this study include a survey of users and observation
. \
) of service at the GRD, .- well as an interview with the chairman of the
w

. [
reference department Lased on the draft of the ALA guidelines for refer-

N %

. N L ~ . -
® cnce service,  The survey of users was conducted through 4 questionnaire

v

soliciting responses on user information needs and expériences. The

iestionnaire was distributed to users over a sin day period, during

e hours selected 1o represent regular hours the Library is open,

4

P .
R (2 ) ,
Lowell Martin, Library Response to Urban Change: A Study of the
Chicagn Public Library (ALA, 1969), ’ 7
1T

o :

]:MC erry Weech, p. 329, ~
o : - .




The observation of activities at the GRD touk place during the same
selected hours in .nother ‘ai\ day time span.! At the end of each
observation period, the librarian? on duty were interview‘cd for their
subjective evaluations of reference desk cnc;)unters of the prece ling

time period,

DEFINITION OF TERMS

Although initially more discrete classifications = - 18 Were
used, for the observation we grouped data into informatios: on two kinds

of questions, We call these two cotegories reference and directional,

+Reference questions indlude 11l thuse which result in the librarian °

.. findiny information on a subject, istructing the patron in finding such

livt ry policy. Direc'tloaxl questions include those which result in the

Liorarinn retrieving « gpecifically requesteu item from the GRD collection,

v directing the patron tﬁ 4 lociation 1in the library or another source on
’d - ) \’ : ‘

¢ampus, nd referring the patron to some other source for information,

In the questidsnnaire we ask the patron to tell us the sabstance of his

-~ s

’

anyone who consulted the GRD during the hours in which the questionnaire

Y

!
was distributed or when the obsegv(«tion“tgok place. The staff of the
I /s

GRD inc lfld(‘q all professional librarians, work study students, and

hbrarinship practicam students who work at the GRD and who weie

soaobved o reference encounters during the two weeks of the study.,
= ! L

" ) 4
ERIC ' ' :
\ . .

informatinn, goipg with the patron to find the information, and explaining -

. - - . . - <.
. question,  These answers are coded reference, directional and policy,
.\ . s LT ) ‘ . .
‘ by the sanme criteria noted above, txcept that policy questions are
. ) !
considered separately, !
. A user, or-patron, is defined for the purposes of.this study as




¢

“he GRD is the administrative division o the University of Oregon

Latrry known s the-General Reference Division or the General Reference

#
Desk, located on the first floor in the Main Library,

A reference encounter 1> dny encounter between the staff of the

“RD o sbrary dser which wits not: 1) exclusively personal in

°

B . . + .
“itare, <) cuser returning material borrowed from the GRD at an earlier

e, 3) « consultation with other library staff abo..t somé internal

’ =

mustter (Staff requests for information were considered reference chcounters, ),
o ) .

) Or o giestign concerning course work frpm students enrolled in <9

8 . " .
Lib 127, Use of the ' Library, a course for undergraduates taught by a
ES

« member of the GRD staff, :

’

) HISTORY !/

\ e Ls

Lhe reference survey was conducted by Gittings and Hood, student
-

~
aieinoers of the University Faculty - Student Lii)rary Committee, undgr )
the ‘~r>un.~nr.ship of that commiittee. ®he project was funded by thé Student
Un‘;\'or\sxty ‘\tfni‘r:« Board, +n organ of ;;ho Associated Students of the /
Univeraaty of Oregon, The preliminary literature gséarch and pla:nning,
ﬁ" ¥

N . . P :
vowellas the survey itself, were carried out under the supervisicn of Dr, Perry

D. Morrison, professor of librarianship at the University of Oregon, and
/7 4 '

' . NS N . s ° ,
in tructor for the c¢liss, Research in Librarianship, ?
| e : , ; : :
! .After reviewia_ the literature of reference evaluation and confetring *

with the GRD staiff, we seclected twe principal nieans of data collection:

. ©servey .l users through a questionnaire, .nd observation of activities
At the GRD recorde | by the surveyors,

.

The guesuonndire was developed to gather data about the kinds
— f qiestions asked, stiaff responses to kinds of questions asked, and the ' -

level of user satisfaction or dissatisfaction with the reference service,

- .
i “

A, . .
O S
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Information solicited about the user himself included demograp'hic data,

mood, and re.ction to several aspects of his reference experience,
, .

The questiénnaire was submitted to review by the GRD staff as.
4well as the class of Research in Librarianship, which consisted of seven

* graduate students in library "science, engaged in various research V-
!.\ ¢ . N ¢ ' > '
- prg;jects. After comments and suggestions had been considered, and

=

incorporated or discarded, a pre-test was performed on April 28, from

1:00 to 3:00 p.m. Questtonn.ires were g.ven to 50 people who approached
the GRD during the two hour span, Both the pre-test and the final form
of the questionnaire can be found in Appendix A,

L

* For the observation a checklist was contrived to facilitate the

o ‘ h

- recording of.each encounter. —The surveyors submitted the checklist

. ¢ “
. to review by the GRD staff and the Research in Librarianship class,

N -

Prelim'i'nary tests of the checklist were performed on March 6, 7:30 to

9:30 p.m., and Match 12, 10:30 to 11:30 . ni. Many changes were made

15 the surveyors noted'what could be observed and recordagd. Since

1Y

recording each single encounter required the presence of two observers,

we decided to liinit the ébservation to sim.ple counting of the number

v

. . . 0y . < .
of times particulur items occurred during the two hoyrs, Each question

. : . 4 t . 1. , .
from a user was noted as either reference or directional, The final

£

furm, of the ‘checklist appears as Appendix B,

)

‘Whe'_n the preliminary proposal with questionnaire and checklist
. wez:e'ready, they werefiled with the [‘Jnive;sity Subcommittee for the
Proteé:)ti.on of the Ris;hfs Qf Fuman Subjec!;s. Pos‘sible_ imrm.to the
subjects as well-as safeguards erhiployed against such harm are det‘ailecg ‘

- -

i
in the form subniitted to the Subcommittee.” . S B

Q - ’ ¥

ERIC : o :
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The draft of the guid'elines for reference service p;'epared by the

Standards Cqm’miltev of the Referei’:ce‘ wnd Adylt Ser\:ice§ Division of .
ALA was received in April, On April 28, the cheirman of the GRD staff
was interviewed o~ specific points in the puidelines, Since the reference’
staff has 4 General Reference Division Policy Statement on Reference

included in their staff manual, it was necessary to interview the chairman
) : ]

"only on points not covered therein, The GRD Policy Staten:ent, notes

3

from the interview, and the draft of the ALA Referencr Service Guidelines

{
-~ ippear ii° Appendix C,

From the intervipw we learred that the GRD has no formal review

4 -

process, For feedback on service it deperds upon the sugge stion hox
1 : .

- b3

used for general library recommendations ind complaints, The GRD

dnes not solicit user statistics, They do keep statistics on the number of

M .

. ~earches of 15 minutes or more conducted in response. to questions, and

on the nuirber of books_retrieved from b%hind the ‘\de sk, Hhowever, the.
Staff dees aot feel thut the se partic ular llst 1tlstlcs are of proat use to
12

thers, For example, whep/{bey iare organizing staff}ng patterns,

they will keep jmor(;, precise .tatistics for_ii/short time, make changes

s needed, and drop the e:\'tens\}{e recording of statistics w}.']en they are

satisfied with the charves, ' -
oA

- ME I'HOD S ~

,
-

For examinmge the ‘h’ypotl(esos\of this study, hours for the dis-

¢ -
- )

tribution of the questionnaire and the recording of observations,were !
. * [
established to represent the days and hours that the librarv is open, {o

. : . . . 1
include hours of heavy, average and light ,use, . and to avoid exclusive,

€
- /
. 12 .

Terry Weech noteys thit'studies have shown that few academic
reference departments keep extensive statistics, Those who do keep them
consider them to be of little value, The Atlanta study by Whlte found this
to be true, also. Yet, the guidelines drafted on the basis of 'the White
study calls for collection of statistical data by reference depart-ments. More
qxplicit guidelineg for” specmed ﬁtatlstx_ss and the1r uses in evaluation are )

needed. , " “ .

I3 y # i

« SN

3
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’

coverage of a single staff member., The hours determined were Sunday ~
i ’ .

{ .
i

00 p.m., Thirsday # 8:00 to 10:00 p.m., and |

3:00 t0 5:00 p.m., Monday - 6:00:to 8:00 p. m., Tuesday - 10:00 to 12:00

noon, Wednesday - 1:00 to 3:
Friday - 8:00 to 10:00 a,m. IiThe questionnaire was distributed the week

| .
“of May 4 - 10; the obsorvatiovng, took:plac’e during the same hours the
’ ? 1 .

LI

i
'
.

week of Muy 18 - 23,

All patrons involved in reference encounters, a total of 219, were

Xy

solicited to respond to the'ql‘iestibnn,tire. Thq mumber of questionnaires

.

o f

actually given out were 202; :167 responded for a total return of 76%,
! i
Those returning to the GRD ilfor another question or more information in

I
I
thke same time block were not requested to fill’out a second questionnaire.

em to do so, we felt it would

I
!
{ .
desirable for th
| 2

Altiough it would have been

Y L0 :
Je presumiag upon their timfe and good will to such an extent that ill féeling

~

~toward the survey or even the reference desk could result. Patrons who

4 .
<K in more thin one time block were asked to Jfill out

used the refeiy{(
s guestionnair€ for each time ‘>lock/ :

¢ { " : ¥ .
For tane observations; @ach observer took threes blocks o; time?
! L » # #

Observer 1 taklfng ‘$un"day, Tuesday and Friday; Observer 2, Monday,

-

.

. i N
0

‘Wednésday and '];'hur'sd.ay. '
EXAMINATION OF HYPOTHESE'S

. i =
The hypothesis that the staff at th? GRD adequately performs its

| .

! - . ¥ -
task of-teaching the patron’ how to find the answer to his 'question was

tested by questigﬁns #9 and #10 of the questionnaire,

In answer to

o

10 out of 167 indicated that the librarian showed them how to find the

, . v )
answer, We chosstabulated this response with our classification of
A}

questions as stated by the users i answer to #8, part‘2, "What was the

. , X

substance of.your request?' We found that the user checked that the

- I :

staff member showed him how to find the answer to directional questions
- ' . . .

A

’ ! +

"What did the 1i -rarian do in response to your question?"

N

P ‘
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. 15.5% of the time; to reference questions, 46.3% of the time; and to . .
. a . ' ‘ -
questions of library policy, 28.6% of the time., (See figure 1,) !

-
¥

* In the first part of #8, the patron was asked.to classify his question

¥ LI

by checking one of four items, From a crosstabulation of these ' responses’
- % . '
. . * -9 '
N with those from question #9, we foynd that when thlg patron checked that

he had a.sked for inform'at.f’on on « &subject, he ;;1‘1250 checked that he wa
- - . / »
shown how to find the «nswer 48, 3% of the time.” When he wanted to locate

a book, he checked that he Wwas shown how to find the answer 28. 8% of the

. \ A .
time., \ . . S

Evaluating the hypothesis on the basis of user.response to #9 alone

Al 1
w.ouldfl,v\\the staff less th;\m a 50% rating f?r teaching the patron how to

A, ] e
find tHe :tns’ver to his question wher it was a reference question, However,
1, . ‘ \a ~
examination of responses to question #10, allows a differcnt interpretation,
R - . <
<. . ) ‘ ; .
Respondents answering yes.to question #10, ' "Would you be <able’to
14 ) '

answer a similar question for yourselt nekt time?2'" totaled 12} out of 152.,

responding to this question, ‘or 79.6%. Of the remjining 20, 4% who

¢ 4

checked no or.aundecidéed, lone of them ir;dictdtc-q that the reason was, "I

did not learn how to #se the source(s) consulted, " gn many of the se cascs
o L -

the request was for a book from behind the desk, and thus, the p,xt‘ron
would have tb usk for the book each time heswanted to use it,
N . - o ,
s & 4
) The hypothesis that the staff at the GRD adequately performs its
. . . .

| £ . - .
{ job of locating the information the patron needs was:difficylt to test
/"“; 4 ¢

3

- . [ 4
. i w

' . 4 . . ‘
through the means available to us, * A better test o1 the staff's performance .

in finding information would require unobtrusive measuremen’} by

-
’ ‘
. !

umdentified, trained petsons ask.ng questions for which acceptable answers
29 pt,

. . ‘ .
ind reliable svurces were predetermined. ¢ Since we could not determine
. * ~,

~

' : : v : |
* \_ through our observations thé substance of the questions asked, we could-
N - : ’

\Qot verify even a small sample of the answers. .
-

\ -

\\ . . : Lt

¥y

£ .

’
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14 ' 1) ) ‘
- The only indication we could have of the level of the staff's

- 2 i
\3, ‘

. - K . M + »
performance was the user's gatisfaction with the response to his
. . “

ue stion,. We solicited'this information in question #12 of the questionnaire,

* M . ! 5

- . a R l/' . . . >
In answer’to "My question was answered to my complete ‘sati sfaction -

LN . & - » .

complete, dissatisfactlon, " )ré respondent was asked to circle the tost i K
. s . -
.1ppropr£ate numbe\r on scale oF 5 to lyfor de bcendln&, s tt:factlon. ‘ /"/
I‘ixere were lod rospbn‘;,es to this questlon. Th pc‘rt"em.xgeq N
Wc‘r‘::»\as follows: 75 (ijplete satjsfaction) =. 79.}9%,_ 4 = 12.8%, 3= Q}. 1..%,‘ ,
2 = '(5. 0%, an(ﬂ:l (;ompl'ete dissa{i:factign) = 1,2%, The tneén Lex'ybl. ‘ .

* , . . 7
of satisfactior was f,7, with a standard devi,atikoﬁ of . 7. (Se:e figure 2.)

) S . . L - . .

Users indicate a very high performance on the part of the staff, .Over

Y - s -

907 of those responding rated their satisfag"ion as .ibove average. This

- . ]
result comudeb with that of other btudles which show tha't user sat:sfactxon

[} [hd . 13 . K v
1s usually high, around 90%. e ' . T

4 ’ .

That the staff maintains a friendly, helping attitude tow.fd pitrons
' 4 : -

was tested in two ways. We determined that if the staff initiated the -

- N
‘ 4 B v

reference encounter we would interpret this'as a helping attitude. Our -
1Y hd . ' - ’
checklist for observation included the two categories, 'Staff initiates C
y ’ ) ¢ e ‘. i . / N °
encounter, ' and ""P itron initiates encounter.” Out of 313 ¢ncourt¥trs ¢

¢

.

obser\}ed the ‘staff initiated 62, 3% of them, (Sée Sumrhax:y of Observations,

Append‘txD) T ' : . , Cot !

.
) i *

Wlnle this' measurement would rate the staff as having a helpmg

-~

attitude gnly somewlhat better than half the time, we must acknowledge

’

that the staff's'readiness to respond to the patron's initiation is rep;resent-
s . ’ . S /
atipe of a helping attitnde. Smcc we could not tabulate the numbc,r of

times the staff responded reddlly without calling for a Judgment on qur

.\
n,

» K1 - ' ~ "l. /’
13 o . ' : .
Terry L. Weech, pv 316, - . - e

vl

.
» ' P
y .



1

1

’

:

kS . IS ~
N a
|

i

]

]

1

|

:

o USER'S SATISFACTION. . -
R e it T e o |
AR O STAFF p}:;RFORMAI\'JC_E B o ] -
L, ;
‘ o -

complete
satisfaction
o
»
L) , ?
. .o
)

-

) . ) 3
-
= ) v » ,
“ A .
¥ -

- & complete | l ¢ . : - ‘4 .
dissatisfaction ‘ ‘ . ) :

.70 1C 20°3C 4C 50 €0 70 8G .9C 100 110 120 130 140

: . " Number Responding ’ ” \\V
. . { . N - 164 5 : . : a



ERIC

Aruitoxt provided by Eic:

.

* would then be measuring librarians rather than servicé,”we attempted to 5

3
|
|
|
. total of ™9 said that they wduld return, Of these, '48, or iO.Z%, checked, . 1
!

part about the staff's behayior, we determined"to measure the qpumber of

times that"the staff was not responding readily, On our checklist we noted
P . o LT, o,

the number of times ‘a patron had to wait to ask his question because the .

staff was ""busy." The staff's being busy included doing anything other than
res’parch away from the reference desk or helping another user. We ' 5

observed that this situation happened only 23 times, ,or 7.3% of the time. -

3 - i LY
We can then assume that the statf-responded readily the rest of the time,

' ' 3

¢ i . K : N . .
except when necessity (when staff was not at the desk o was helping e
. - . . §° -
another user) prevented such a response. ‘ L -

We would‘ have liked to have the user rate the staff for friendliness.

Since the General Reference staif objec':teh)to this on the grounc{l,s that we

o .

)

. . 1 Y. . .
get at this measurement insanother way, On the questionraire we asked
) . - 14 .

: : . . , .
in £13 if the user would retufn to the. GRD for. inturmation ir the future.

. . .

If he answered yes, he was ygiven three items to check as to why, A
. .

’

-

) aome , -
"It was a pleasant experierce.' -This evidence is not conclusive since’ ; ° ‘

- ¢ - .
L e L ¢ " - =

it might have been a’pleasant experience in other casesin which, howevet,
. \ - T N

- 3 M.

1t was not the pleasantness of the'expericnce which would ~ause the " .

» 4

; ., . .
A 13 o s

users to return, S - /
Another effort atnéasuring the staff's attitude by gauging its /

dffect on the user's experiefice was an attempt to’detect any change in the,
“use®™s mood after the encounter. Que stion #14 acked the respondent te

. . " '_ A N - o~
rate his mpod befofe he came to the library’or a ccale of 5 to 1. ‘with 5

.as good and 1%as bad. Thisgquestion prepared the user.for the next one

+

which asked, ""How was your mood changed as a r~sulttof your experience .

» .

at the GRD?'" Out of 161 re‘Sponc'ients to this'question, the majority, or .

66.5%, indicated no change. Those indicating a chiange for the better were

28,4%; for the worse, 5%. ~




. < i !

. B b

-

'i.;;he mood after the reférence e\ncou;’nter was.crosstabulated with #1z,
the degree of satisfaction to which the pﬁtr’on&s ciugg)ti’é)n waskanswered. |
Sinc'e a change of m_ooci for the better Ct)}'relatgSz;significan‘tlir with a high ’

’ satisfaction (4 'or_ 5), it seemg lik:ésly "thwt the change of mood ma~y have

4

been due to the performance, ‘rather.than the attitude -of the -staff toward

'

.the patron, ' (See figure 3.) ) a’ K

LI

’ . . - - .

e Our attempts to measure the staff's friendliness from the patron's i ‘.

viewpoint failed to provide conclusive data, o,

o ‘ B

We hypothe51zed thqt the staff answers a hu\.,h prgportlon of

L4 -,

dlrectlonal queshons and & llmlted number of reterence)que stions. We

. . N

measured this in three ways, The questionnaire asked For the substance .

v - - .,

' of the questlon. We gave the quebtlon a rei},rencé‘ directional or pohcy .

¢ v f -, - P .

ratlng from the information provided us by the user. Out of 119 responses,
i T

59, 7% _were deemed d‘irectlonal questions and 0. 3% reference and policy,.

¥ h [] A 4

In keepmg with the idea of classifying the question by the librarian'n
—’\'fg*espo:r.u.se, we have in question #.‘) seven responses, thre‘e‘of whiép would "
.bé directional and, four of which would indicate refere‘nc}. ,.Rc;tri;eving' a \ .
‘?Qoo.k or ot}';er mdtgria}, telling the patron whege t‘oflook, and roférringi ' '
him to .;'mother'source are deemed directional responses, Going with the .

*

patron, showing him how to find the answer, finding the answer for, him,

and explalmng library pohcy are deemed reference responses, J3y .
combining the responses as indicated ;and pldung_, the "other!' responses
in the .most appfopriate cat’egorles, we get 56, 8% directional re!ponses -
" and 43,2% r-ef.erenc\e responses, . ‘ ‘ . .
. . '
Our ob;ervation checklist had two items, '"Appears to be a

* reference question, ' and "Appears to be a directional gquestion, "

‘based our judgment-on the l‘ibrarian"s response., Out of 332 queStiOns;

1
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L ' 19

: ‘ .
the staff's response indicated reference questions as 44, 9% and directional,

r

55. 17, The percentages of reference and directional re sponses are

r

similar in all three measurements. We L‘ajcept our observation measure-
. \

A .

ment as the most accurate, because the surveyors are daing the classifying

on the spot and theé sample is the largest of the three., , -

.Besides testing the four hypdtheses the survéyors hoped to validate
some assumptions théy had about reference service in the library and to {
~
s gather datia to describe the interfelationship 6f various aspec't‘s of. the

. “, -,
reference encounter and the user's initial nﬂ)od',/ mood after thg encounter,
. & .

and his satisfaction with the answer obtained. Also, we wanted to be °

able to describe what the librarians did in response to different kinds of

< v

s ] .
questions, and to-characterize through demographic data, the reference .

user. One last objective was to ascertain the awareness of the reference
K

- - 4

user of other reference services such as the Oregonian index, the

, .
“collection of national and international telephone directories, ithe college

- .,
~ -

. catglog collection, and reference service by telephone,

.
3

By asking on the questionnaire and checking during the observation,

. .

the number of users who had to s\tapd in line, we had hoped to be able to
‘ ~ - \ . .

‘ L ] ' . » »
ascertain times when more st7f,f was needed.. From the' questionnaire .

! e

data, we crgsstabulated theltime slots bythose who .c-hecked that they v

.bad to stjnd in line. The results show more standing in line during the °
. * \‘ . ~ )
. two evenings, by more than twice 'as many as the other time slots, This

comparison is significant to 0.0573 X , witha contihgency coefficient

of 0.24767, However, our observation week gives us a different picture;
€ . .
\ During this week, more users wai§_§1 in line the first part of.the week,

no matter what the time of day, (See a compari\son of the'results below

H
! -~
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20

.
“

in figure 4,) We conclude that eithe,r the sample of time slots was too small to

allow time slots that need more Stdff to c0nswtent1y show up, ,or that the

@

reference desk i5 adequately staffed at all times.

o

<

Time Slots .ot Week of May 4-9 Week of May 18-23

. : No, WO &0: (70 . ;
Sundav, 3 5 prm,. 3 10.5 22 37,9 N
Munddy, 6-8 p.m, 9 31,0 20 40, 8 |
‘tuesday, 10-12 noon 3 14,3 20 © . 29.0 SR
Wednesday, 1-3 p.m. . 4 \ 10. 8 13 "18.0 .
Thursday, §-10 p.m, 9 \29.0 -6 . 13,6 0 e ‘
Friday, 8-10a,nm. 0 0.0 5 23,8 .

Users WhoWaited in Line Before Asking Questions

~

3

Figurc 4

&

Among the affects-of the user's mdod on thek'bther aspects of the

encounter, we exdiminred the ablhty of the patron to answer a slmllar

s +

que::tlon next time (vf 10) as’compared with the user's initial mood (ffl4)

An assoeciation was dxsc overed between the user's good mood and hls

|

o
1 initially bad mond were able t5 answer « similar question next time
. 2 & »

53.8% of the time. Those in a'neutral mood could answer a similar

~-q1f§s.ti0n next time 84, 0% of the time. Users in an initially good mood *

. !
. : T
thought that they could apswer a simildr question next’time at a rate of

.

:3 l. 00/40, ' ® - " ‘o ) #

We also compared the user's satisfac't‘ion rating with whether
or not he had to stand in h'ne, and with whether or not he would r(,Lurm
to the ;e;fgrence desk for help anqther tu?me. The comparison of those
st:gnding in line and user's satisfaction rati‘:g is not significant‘, due to

! »
the high proportion of satisf;u;tion at the 4 and 5 level, and the low

-
1

‘proportion of those who did hgve to stand in line, However, of those 28

who checked that they had to stand in hne, we note that all gave satlsfactlon

e ° ~
4

-

rdtmgs or 4 or 5

K
-

.
3

sejlf-assessed ability to answer o Similar question next time, Users in-

) \

o

2
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Y

- willingness to return with his satisfaction rating. Again, the high rate

-
.

2

A’similar problem occurred with the comparison of the patron's

. . - -

>t those respofiding that they would return and the high satisfaction rate

ruled out any significant comparison from, our data, Nevertheless, we

7

note that of the six who 'said that they would not return s r help in the - ' v

tuture, all gave satisfaction ratings of 4 or 5,

.

What the librarian did in response to different kinds of questions !
T ’ . j

- 3. - ' . |
. 1s of interest. We examined comparisens of our classification of the R

3
o

patron's question by the patron's answer as to what the libraf‘ta,n did in, v
s PR .

- . . " ' . N MR ¥4
respense to his question. We also examined a comparison of the patron's

[}
A

. . .
lassification of his question to what the librarian did. We considered

v, "

the request for informatio™n a subject to be a reference question, and ;-

i, ‘
the reques.s for a book, or for a location of a facility or a speci‘f-ic'ikbook,

’ N T 2. .
to be directional questions. Those comparisons of significance of , 05 X
or less are,shown in th!graphs in figures 5, 6, and 7. Rl

14

.

The response to reference questions tended to be that staff members

\ . -,

went with the patrons and shorwed them how to find the answer: Figure 5, with

%

‘statistics for the sgrveyors' classification of questions, shows tha

~f the time the staff went with the patrons; 4€.3% of the time they
;;ati'ons how to find the answer. A third; 34. 1%, pf the time they found*

the answer for the'user. In figures 6 and 7, by the patron's classification

«

>f his question, we note that 48, 3% of the time .the staff showed the patron

‘0 the same request, the librarian went with the patron 55,2% of the time,

;
|
1
]
]
%
;
|
]
;
]
|
!
|
|
1
j
|
how ‘to find the answer to a request for information on a subject. In response -
v
«nd found the answer for him 27, 6% of the time.

~ 1 . . .
" ,A measurement of a reference depart~—:ant's effectiveness is its

, .
N ¥

development of aids to the user and its ability to make the user aware of

't3 aids and resources. At the end of our questionnaire we asked respondents
- N
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HOW THE STAFF RESPONDED

. o .
to directional, reference, and policyi.questlons

|
1o
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”l”" Staff told user where to-look. Significance = . 051 X
. . - Conting ici = .2
QOO Staff ShOWe\d user how to use source. ontingency coefficient 20
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XM staff went with patron to find information, *
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to various requests®

+ HOW THE STAFF RESPONDED

L

with d.rectional answers

.
v
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+ . 1o theck the four special services as to whether 6r ndt they knew of the
Lo service, and whether or not they used it, Their responses are tabulated .

in figure 8, below, If they used the source, we assumed they knew of it,
. ,

'.b'ut counted them only under usage, To get the total who knew of a service,

-“"l » )
/ it is necessary to add togethér the second and third coiumns.
\ . ) ¢ i s
S;u'(‘l‘itl Ser;‘vice or Source . Not aware of Kn*v of {Ised
‘ . felephorie reference TOC114(68.3%) . 35 (21,0%) 18 (10,8%)
Oreyonian index -+ S 110 (65, 9%) - 42 (25.1%) -15 (9. 0%)
Telephone dircctories ’ 76 (45, 5%) 49 (29.3%) 42 (25, 1%)
Colleue catalogs . 52 (31.1%) 54°(32,3%) . .61 (36.5%)
- . Users' Awareness of Special Sources .
: A and Services of GRD .2 o ;
4 ) ->
Fig, 8 y

¢

DEFENSE OF HYPOTHESES

A
.

“We conclude, op the. basis of the patron's estimate of his ability to

¢ -

answer a similar question next time, at a rate of 79, 6% with 152 responding,

3

that the staff of the GRD adequately performs its task of teaz:hing the patron

how to find the answer to his question, We feel that his self-assessed

ability to'answer a similar question next time i§ a measure of what he learned,
and, by inference, of what he was taught, Our accoftance of 79, 6% of the

time as adequate is purely arbitrary,* since we know of no standard for

’ {

)

this measurement, . ) .

.

v

a .
We can conclude that the user is generally satisfied with the
p performance of the GRD, Those giviné sati@action ratings above 3, the /

mid point in the scale, were 92, 1% of the respondents, We do not feel

‘that this is a valid test of our hypothests, that the GRD adequately i)\‘erforms

A

its job of l)ocatmg the mforn‘ttlon the patron needs; howeveér, it 1s an
hY

. 'mportant aspect of the adequacy of the staff's performance,

|
o S




26

4 2 N '

The staff's attitude toward patrons;was tested for both helpfulness
. - L 4 7
7l 1 c
and friendliness. The staff's helping a.titude, as determined by his

4

readiness to initiate or respond to encountérs with ua’ers, we conclude

to.be high. The staff inttiated 62, 3% of the encounters, We have assumed

that they either initiated or responded readily to the users in each case
» ‘ A B
not noted us one in which the patron had to wait because the staff was busy,
- . . - %

According to our observations, this would indicate that the staff has a

1]

-

-
~ N 1
B

helping attitude 92, 7% ot the time,

,Our attempts to-measure the staff's friendlingss failed to produce
v ' i ¢
useful evidence be.acauso of the ineptitude of the testing?instrument,

The quedtions in the user survey relating to friendliness solicited answers

for which the causes might have been factors other than the friendli‘iucss

)
:

\ ) ‘
0}; lack of it on the part of the GRD staff,

1
1

~ : N R |
‘ The reference desk handles more directional questions than reference |

&

“ q\u‘?stions at an approximate rate of 55 to 45, The twoclassifications of

- 14

! \
quejstions are, based on the ohservation of staff £8 sponses to the guestions,

13
.

\ ;

| ' ERRORS IN' VALIDITY L

- \y\v - ‘

L |

~ L . " Lo |

validity. For the obhservations of service, cach surveyor took three 2 hour i
| . “ - «

The methods chosen for this survey involve possible crrons in . '

slots,  Althc 1igh definitions of terms and methods of notation were agreed

" .
upon, it is possible that the observers differed somewhat in thcir’.interpre—

‘
. .
) P

tations of what they saw. Also, the observers were subject to changes of

’

. mood and wg‘ll being from one day to the next. These changes mié’ht ‘have

affected their recording of events,
. 'Y ' 0 -
From the number of encounters during the two hour spans of our.

preliminary observations and the pre-test of the questionnaire, we expected

-

a two hour span to average 40 to 50 encounters, The week in which the

+ - . 0!

o ) .
' N |

' K .
L4 &
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questionnairgs were given ou!, encounters for six 2 hour spans totaled,
A ° 1
219, or an a‘vérfage p,f 36 per 'ime slot., The week of observation

-
the encounters totaled 313, le ss the 36 encounters which were patrons

returning for help in the same time slot (Patrons feturning duri;lg the
samg time slot Were‘ not c'ountec,l for"the questionnaire, ), for 277’
¢ | .

'oncount'er:s, or anaverage of 46 per time slot. Although we did select

more orless neutral weeks, that is, avoiding ifi}id-term examinations,
, ' d:ead wee:k, and the first or last week of a term, it is impossi{>}e lo say

“that either-week is a representative weék., Alsn,‘ there is the fact that

'

a survey conducted during only one quarter-semester runs the risk of

not being representative of the whole year. .

-

Finally, we note the possibility of the Hawthorne effect upon the

GRD staff. Knowledge that they were being studied, indeed ihe obvious .

presence of the surveyors both as solicitors of respondents to their.

< 3

questionnaire, and as observers, might have affected staff responses to
. ' ’

}Satvrons. It would be natural for the staff to put their-best foot forward -

when being 6bserved. Thus, the results may be more positive in terms
of user satisfaction and staff tesponsc than they would be if it were

possible to gather such data unobtrusively.-

’

ﬁECOMM’ENDA'f IONS

rd

We recommend that the GRD’get up <*andards for evaluation and

engage in regular, periodic ‘self evaluation, MNoting that the General

r

Reference Division Policy ‘Statement on Reference Service (Appendix C)

details their goals in service, we recommend that they devise means of
evaluating their achievement in meeting these goalss (Our first three
- a
hypotheses were taken directly from the Policy Statemeft.) Further,
. i

) v

we \raeom\{nend that the'se periodic evaluations include, accordance
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v

with the Developmental Guide !ines, p'oints 1.2 and 1,4 (Appendix, C-10) 1

the effort to reach the nonuser of reference service and provision for
\ ' ’
fecdback from reference users, v

"Further research in the field should be directed toward generating

standards for .evaluation for individual library reference dépa"rtments as

» ¥

well as national standards spc-cifiéally applicable'to public, special or

academic reference depa&ftmcnts, Standards for evaluation are, -of

(A%

themselves, useless; but, we believe that the regular application of
measurement against the library's efforts ultimately brings the best possijble

&
service to the user.

- * - ar !
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_ . A-1
5; P SURVEY OF PATRONS USING THE GENERAL REFERENCE DESK

r

©

9 > A survey of services at the General Reference Desk of the
: University of Oregon Library is being conducted under the '
-auspices of the University Faculty-Student Library Committee
and with the permission of the General Reference Division staff.
E You havé just consulted the'General Reference Desk (lst floor).
| Would you answer the questions below on your experience. Please
o check the appropriate spaces and place the completed form in the
‘ boxes at the circulation ¢esk or at the reference desk as you
| leave the library. - . T
| If you have a question concerning any of the items, please
e feel free to ask me about it. If you would like to see a copy
} of the results of this survey, please leave your name, address,-
v and phone number on a separate sheet of paper in one of the boxes
3

. at the circulation or reference desk. All responses are completely

Non U0 Student
Non UO Faculty ’ .
Town Patron ) ’ 5. I am (Check one.)
Other (Please specify.)

25+ years

anonymous.
“l. I am - (Check one) 4. I have attended school
! " (gwade school, high
U of O Freshman e school, vocational, and
U of O Sophomore college) for a total of
U of 0 Junior - (Check cne.)
U of 0 Senior —_—
U of 0 Grad Student — 0-12 years
. : . 13-16 years
U of 0 Faculty —— 17-20 years
U of 0 Staff — 21-24 years

|

U.S. citizen
;"sé Other

‘2. My major is

{1

(Please specify:

-

3. I am (Check one) male

, female
7. is this the first time that you have consulted the General
Reference Desk? . no
yes

1f yes, what dirqcted ou to consult it today?
“ (Check all that apply.¥

I read the signs above +the desk.

I saw the staff behind the desk.

I saw people in 1line at the desk.

I knew about it before but never needed it.
It seemed like a good place to start.

Other (Please specify.)

1]

6. My year of birth is_____ .

N




What was your question or request? (Check om;.)'~

What was the substance of your request?

What did the llbrarlan do in response to your quesfion?
(Check all answers tha
Told you where to look. —_— ]
Went with you to the source. —
Showed you how to find answer.

Found

hd !

-

Location of a known book. .
Information on a subject. g ?

-Location of a facility
in the library.
Other

-
-

SV
>

apply-)

the ans¥er for you.

Referred you to another person ' ,

Other

©oor placeu —_—
(Please specify.) e
/' )

————— i - s —— " —— o = . ———— e " it o T 4 St " e

Would you be able to answer a 81m11ar questlon for yourself

next time?

/
yes b
no

undecided

!

If no or undecided, why? (Check all answers that apply.)

I would not know where to look.

(

. 1°'did not learn how to use the source(s)

I1'11 never have another question like it.
The search was too complicated.
Finding the answer was 9ust a lucky break.

Other

consulted.

(Please specify.

P

—— -——

Did the librarian understand your question? yes

no

¥y question was answered to my (Clrcle the most appropriate
number on the scale below. )

complete

complete

gatisfaction § 4 3 2 1 dissatisfactlon

The library

(Check one.)’

does not have the resources to answer my question.
agree
disagree
don't know

i
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13.° Would you return to the reference desk for information in
the future?

. yes (If yes, check here & answer 6n1y "a" below.) —
no (If no, check here & answer only "b" below.) ——
undegided (If undecided, check here & answer only "¢") .
a. ‘'hy would you return? f(Check all that apply.) .~

. My question was Answered. :

. It was a pleasant experience.
It's the only place I know to go.
Other (Please specify.) _

% Y
Commentst

b. Why would you not return?‘ (Check all that apply.)

My question was not answeread.
It was an unpleasant experience. _____ -
Other (Please specify.) ~ -

%

. Comments:
’ c. Why are you undecided about returning to the reference
desk in the future with your questions?

14. . What was yoﬁr general mood before you came to the libraxry?
(Cirrle the most appropriate number on the scale below.)

. indifferent
good . 5 4 3 2 1l bad
15. How wés your mood changed as a result of your experience at
N the General Reference Desk? (Check one.)
v for the better
for the worse
not at all
16. Did you have to wait in line for help? " no
N 2 yes .
. how long? _____min.
3 how many were ahead

of you?

17. Have you heard of the following services offered by the
General Reference Division?
: (Check on the left those you know of,-and thé right those
- ' you use >r have used at least once.) '

know of: ’ . . use
. telephone reference service
Oregonian index .
telephone directories (U.S. & foreign)
college natalogs (U.S. & foreign)

A )

THANK YOU! Remember to place this in one of the boxes at the
Genreral Reference Desk or at one of the circulation desks as
you leave the library. - . : .

A

$

A
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s 8, Tha% was your question or request? (Check

Renuested book from hehind desk.
Information on a subject.,
Location of a specific book.
Location of a facility in the
. Llibrary.
Other

Jdmat was the substance of yin request?

9, What did the Librarian.do-in response to your questlon?
(Check all answers -that apply) ]

-

|

Retrieved material from behind desk.
Told you 'where to look.

Went with -you to the source.

Showed you how to find the answer.

Found the answer Ifor you.

Referred you to another verson or place.
Explained 1library - policy.

Other (Please’ Specify)

1 '
L
1 ".‘
o

. e

10, Would you be able to answer a similar que°tion for‘yourself -
neyt time?

A yes

no
undecided

———————

v If no or undecided, why? (Check all answers that apply)

I would not know where to 1look. : i N
I did not learn how to use the source(s)
consulted.

I'11 never have another question like it.
The search was too complicated.

Finding the answer was just a lucky break.
I mirht forget how to find the answer,
Other (Please specify)

i

11. Did the librarian understand your question? yes
* , no b

4

12, My quertion was answered to my -(Circle the most appropiate
numher on the scale helow) ) . .

~
W

‘compnlete . -complete
satisfactinon 5 4 3 2 1 dissatisfaction
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13, _Vould you return to the Gener@l‘ﬁfference NDesk for information
‘in the future? -
yes (If §eﬁ, nteck hete & ans 'er only "a" below)
»g  (1If ns,.ckeck hére & ansver only "b" helow)
un'ecided (If un*erided, check hére & answer only Yc")

e yt——

e ———
————t—
- .

\a ? -
a. ‘Thry would you return? (Check all- answers that apply)’,
. My question was answered.
It was a pleavant- exnerience.

.2 It's the only\place I know to go. : .

’ o Otheg (Please pecify) .
4 ¢ : _e \ .
" Comments: \

, .
¥ty would you not return?
: The library does not have what I need.
. My question was not answered.

he

(Check all answers‘that;apply)

.

I

o
e < S e T

It was an unpleasant experience.
Other (Pleace speoify) .

tas \ ) .

Onmmen

be are youd undecided ahout returning to the General
" Reference Desk in the future with your questions?
¢ . -
r~t was your general mood hefore you came to the library?
(Cirrle the moct appropiate number on the sc~le below)

4 3 2
indifferent

Coe
14,
5

raod 1~ ~bad %"

[y

.
o - 'gw ~y~a-rour mood ghanged as a result of your experience at.
thre Jencral Reference Desk? (Check one) ‘ ‘
o for the hetter

for the worse
not at all -

—a
) |

§

Did you have to wait in, line for help?
no
yes Fow lona?

19.

min, How many were ahead of you

17, Iave you heard of the following services offered by the Genepal
©, Reference NDivision? (Check on the left those you know of,
and ~heck on the right those vou use or haved used at least once).
¥now ofs - Use:
. +al~nvane reference gservice :
)i Or- ornisan iniex ¢
s Zelephone dircctories (U,”., & foreign)
college . catalogs (U.5. & foreign)
1P, Anyvehomments you would like ito fake concerning the reference .

~grvice received today would! be welceme on the back of this'sheet,

‘ 0
PUATK YCQU! Remember to place this-in one of the boxes at the .
cireculation or General Reference Desks as you leave-the library. b

vi

"
2 8

———— e &, .

'
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v school students will receive what -atlention we can give at that
. pa;;'ticular moment, ' »
. . : )
! .
(May, 1972)
<
.1

~ - C-1

! ® :

. GENERAL REFER}NCE DIVISION POLICY STATEMENT ON REFERENCE
. , SERVICE | S
I. Purpose ) ' . T
. A. As another "department’ in an academic institution, the main purpose

of the General Reference Division is to teach the patron how to find
the answer to his question, Instructional opportunities include:

r

‘1. A formal course ta;u'ght through the*School of Librarianship, * -

. s
2. Orientation programs during the first term of the school year,

- 3 lo ' v . 3 3 . l.
3. Development of instructional signs providing basic information
JAnstruction in: . i

Ll -

a. Location of books and periodicals,

b, Use of indexes, « .

c. Use of the card catalog. )

d. Use of bibliographic and referernce materials,

B, The secondary purpose is to locate information for patrons either by
phone or in person, . Con

-

., . |
II, Services ‘

A, In addition to providing bibliograﬁﬁc and reference materials, the
Division provides the following: ' ‘ -

. !
l, National and foreoign new spapers, located in the. New spaper Room, ;

-

~

2. Interlibrary loans,

T

3. American and foreign college'catalogs.
; 4 American and foreign telephones and.city directories.

5. Indexing ofrthe Oi'eg'bnian and Emerald.

III. Patrons .

+ As Desk Patrons - The General Reference Division re’cogﬂze‘s no dis-
tinction in tfpes of patrons and provides services to anyone, While,
no distinction is made, it should be remembered that we do exist
to serve the university community; local high school and elementary




. - . /
- | - ' - “
: /

+ « Desk patrons take preced( ace overiphone patrons, If t.hi‘ngs are
too busy, the librarian should: I

" |

£, Phone Patrons

‘i

5 2, ‘Ask the phone patron to call back. /
3. Ask the p-atron to hold. ;le -~ /
- ' |
Long dlstance phone calls, naturauy, should be treatgd differently, ]
based on the _)udgrnent of the librarian and the circu stances at {
- the time. / . \ . |
Collect phone calls can 2ot be 7éepted / ) )
I¥. Questions - - / / " ‘
6“‘ e u ’ ‘ " ? k
, It is very important that the‘/librarian undef stand the question T ; . %

. which is being asked; langdage dli'ilcultleb, improper use of tecrms, —
etc., contribute to the difficulty in undes standing a question, |
Often it is helpful to have the patron \a}nte out hx,s question, * -;;}5

1

A, Meamngs, Spellings, Quotdtlon,s, etc,

/
Even though the librarian may know *he answer to these kinds of - i i
que stions, it is uSually safer to verify the-answer in a source, i

B, Law, Medicine, Consumer Ratings, Nutrient Content,

»

Answers to these questlons should be read from their sources, with
the titles and pages given, “

C. Advice, Interpretations, ecommendations,

Advice may be given on such(items as encyclopedlas and dictic aries,
‘Advice on law, medicine, etc), should not be given, with the, ctatement
added, ''1'm not competent to provide such information, " .

By the same token, inierpretations of subject matter, rules, laws,
, and explanations of college admissions policies, etc.,%cannot be B
provided by this department, The librarian must refer the question .

to the proper office.

o

i If a student is seeking a recommendation on books for a certain course, -
it is best to refer him to his professor; we are unable to judge the P
content of a particular course, '

We mterpret .the card eat Alog and tke couectlon, but we are responmble for
ordering for our division, only, The hbrary s collection .generally backs up
. the curriculum and research, but it cannot necessarily supply hobby and * °
L, perSOnal interest materials. If a patron wants a cértain subject to be
) considered, he must be referred to the subject division librarian or head

acquisition librarian.

-
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D. Genealogy. -

Reference librarians are 1ot expected to do research in genealogy. °
A patron should be ‘encouraged to come to the library to do his owa -
searching. Librarians can give limited assistance, pointing out

our genealogy guide books., Patrons who do not know how to do
research should be referred to the Oregon Genealogical Society

or to the Willamette Branch Library.

P |
E. Bibliographic Information. ;
Requests asking if the library has a particular title-may be answered,
although we should not be expected to look up an excessive number of
titles in the catalog. We do not have to go to the shelves to see
if a book is there; however, we may give the patron thé call number
R so that he can call the Circulatior)l Desk, .

. .

Bibliographic information should be verified in a standard source

-before a patron is told we do not have a certain work., When it .

seems possible, the patron should be asked to verify, with.guidance

from the-librarian, The librarian must use his judgment to- decide .

whether verification would be wise, If the information is not

supplied, the answer should be, "Using the information you have

. supplied, the library does not seem to have this work, Are you £
sure of your citation?" . . i

LN ] ‘ . r

-

= !

r, Comple‘tion of the question. ‘ .
It is assumed that the co:;reét information will be previded the patron. (
If the librarian is unable to finq the information, he should seek )

the assistance of his fellow workers wha may have had some experyience . -

' in the particular area. Referri\&n the question to a particular
. subject specialist in the library| should not be regirded as an indication
. //;;--f"i)'f\%incompetence.... g - ‘ = ! '

- A \‘ ? N S
- ,If the\patron is to rcturn later for his information, the jmfp'rm'?ition
7' should be left on the clipboarshat the-desk with clear instructions
A ";gf/-”"Mtk it. Any unanswered questions might also be left on the clip- ° R

b % ‘board fer help from othet:librarians.
' ' V& ! .

V., Desk Work. . o -

| . . S ’
' The librarian may, ‘and. should do work while on desk duty, but never
ito the detriment of the miin service of the desk., Such activities
1 can include:

7 1. [

[N

A, Special assigned respp’nsi“bilitgles. .-

. ' /! .t -
. Acquaintance with new acquigitions, —r , Lo

B
G. Reviewing for selec.tion.;
D

. Reafling and reviewing the reference collection,
. 7 - . 4

~ '
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Correspondence .- -

We try to answer all written requests; immediate desk duties take
precedence; If enough information is supplied, we will obtain an
obituary from our pewspapers. Genealogical searches are not made,

Identification Requiréments and Policy Statements. .

L

It is necessary for anyone who checks out a book from our desk to, show
his identification card, " It is best to explain this policy, along with
other library policies with a positive, srather than negative statement,

’

Attitudes, . . . o

S

. \
A, Towards patrons - maihtaining an attitude of understanding and help-
fulness is important, " The person at the desk is often the initial link

" between the fmiVersity community and the library: over one million

volumes and 150 employees may be judged by one's public relations
ability., It is important, therefore, that tensions from innumerable |
que stions, ringing phones, and other pressures not be reflected.in the
transaction. Added to this: . - :

l. No defensive /;actions. s
. 2.. A sense of himor, ' ’ - -
3. A lack of priggishness, prudishness and self-righteousness,

B L4

’Always be p;ﬁaared to go with the patron to the catalog; do not assume that
"he knows how to look up the item you've su/ggested' he look up. :

, o
B, Towards co-workers - cooperation witﬁ, and corthmunicsation-between
fellow staff members is a vital part of successful reference service,
They will often pv{)vide a source of information pgrhaps:unlearned or
overlooked.: NeW sources of information are welcothed, ;buttone should
use tatt and judgment inTinterfering with another's transdction.
Never imply }ja patron that personnel at another desk are incompetent,

/ “t ~ A

Try to keep’noise at a rﬁﬁmum; personal conversations and phone calls
should be kept at a minimum, also., Personal calls should be made on ‘the

inside p}énes.. . .
/ o '
// '
- :
/

(January, 1973) ' N
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. . ' the general public. It is not mentioned in the film on the use of the _library(

Notes frgm interview with chairman, General Reference Division,
relating to Developmental Guidelines for Reference Service,

‘ .
1.0 Services .
- . ’ )
; ) 1.2 The se/rvice code is in the Staff Manual, Users may have access to
it, but they must know that it is there., We do not post the code
publicly since we feel that there is no purpose in publishing it fof

1.3 The staff meetings are frequent, It has been two years since we have

had.an overall review, Last year wheén we extended service to

handicapped persons, we made a thorough survey of their needs.

We try to get the material they need and have it ready for them to

pick up at the desk, .
. We have no regularly scheduled review of service. ,

A nonuser survey for all the library would be helpful, but has more

use for the public library, Teaching methods relate more to use . -

of an academic library, ‘

1.4 We get no fcedback other than the general suggestion box, .

rather points under service could be observéd by the surveyors. The '
Reference Division conducts a service tourse in the use of the library, .
Lib, 127, It conducts tours of the library and is responsible for the signs
leading patrons to the GRD. Bibliographical guides developed by the
staff include the Oregonian index and the Emerald index. The Policy - .
. Statement of the Gﬁﬁ relites to referrals and vooperation among co-workers_._l ¥

&

2.0 Resources

! H

2.1 The whole staff joins in selection of materials, The Main Library Ras
" canons of sclection by which the reference division abides,

< »

. 3.0 Environment . . .

+

- "'?he chairman was not interviewed on this as pect of the service, The
surveyors note that the GRD is located oppbsite the card catalog for all the
libraries, and is near the main entrance to the library. Carrels are pro- /-
vided close by. Since the U, of Oregon is a divisional library, the subject
divisions-serve as other points of scrvice for library users_.]

4, 0 Personnel : y
4, 1 Staffing patterns and hours do reflect somewhat the way students study,
. If a need for another person is perceived, we try, to fill it, Sunday
afternoons is the ‘only time when we are shorthanded. We fill this slot
on a rotation basis now. To staff double on the weekends would require
another staff member,

4% 2 A professional librarian is on duty all hours the library is open, except
for extended hours during finals weekend each term.




£

5.0
5.1 -ﬁe stai:f collects nc user data, ' 7

nd evaluation of reference service.

5.3 ‘qhe staff'does keep statistics but does not use most of them. The
tatistic3 kept include the number of questions answered, the number *
of searches of 15 minutes or more, and the number of books retrieved
from behind the desk. Most of the statistics are not useful because
they are too subjective. Staff members will forget to note the number-
of‘questions when we are busiest, etc, The number of searches T
conducted is sometimes a valuable statistic, -
We can depend on a subjective appraisal of a particular source's
1se, The same is true for minor changes in staffing patterns, However,
for rethinking staffing patterns, we keep statistics for awhile, make
the changes, and drop the statistics . We did this a few years ago, -
Currently we are keeping statistics on how many questions we get on
{finding the call number of a book on the catalog cird. (Surveyor's
" note A recent library policy is to drop the typing in of the call
number on the upper left-hand corner of the catalog card, )
%

- ’
+

AU

/ ’
xiv el
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o one, staff member is assigned the responsibility for measurement -
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/ INTRODUCTION

= L}
4 o

a

The emergence of éntirely new and sophisticated information retrieval

- systems has required rethinking of established concepts and methods
of reference and information services., The institutional f
for those services becomes less important than the delivery\of services
of high quality, In addition, the increasing diversity of the” t
populations requiresa change in.the traditional modes of the’
of information services, particularly in relation to cooperativi
endeavors and networking arrangements where back-up levels o : .
information resource capapilify are provided. . ' .

q , N
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The librarian/information specialist must be the. intermediary or the *
negotiator for unlocking these multifarious information‘resources., : c
This responsibility places the concept of good service on the ability - .
of the librariant/information specialist to be an effective facilitator

in this transaction, In.all transactions the librarian/information -

specialist must be imp‘art?éal and non-judgmental, . )

. ) ) =4 , “ \;-\.\ - *
It is recognjzed that-service’strategies need to be designed that are ..

' Mmore sophisticated and sensitive:to the complex user pattéerns never

known to our profession before. The guidelines for services reflect *
a suggested level of performance in meeting the needs of users in

tho se institutions and -agencies which need practical methods of

procedure and self-évaluation for the delivery of information services,

The guidelines are directed to all those who, have any responsibility
for providing referencé and inforrﬁlation services, including the L
reference or-information specialist, supervisors or department heads, . - ~ *
administrators,- educators, and trustees. In providing services, they

shall consider the needs and inter,ésts of-all users, including ‘

children, young adults, adults, people who do not come to a library/ -
."information center, and potential clients.

<
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SCOPE i ,
' . ' n ' . 1 ol
Providing reference services in a library or information center should be
recognized as. a critical responsibility in meetingthe information needs of
“users and prospective users. It should be organized to provide, as .
’ apgropriate, for the coordinated access to the information resources existing
wi

hin an area,or a given field of endeavor. ’

A

Since all functions of a library. ortinformation .center ‘should be 'viewed, in —
. .ultimate terms, as facilitating the transfer of information, -the
distinguishing feature of referénce services is that it specifically ensures
the optimum uses of information resources through substantive interaction
. with the users on direct”angdiindirect levels cited below. ’
R =N . L. .
. ‘A, Reference or information seryices consist of personal assistance
. "« provided to users in pursuit of information, The character and extent
of such services will vary with the Rind of library or information center,
with the.-user the institution is designed to serve, with the skill, K
competence, and professional training of the librarian/information .
, Specialist providing the service, and with the resources available both
inside and outside the institutional framework to which the user has come.’
This service.may range from answering an apparently simple query to
supplying information based on a biBliographical search combining the
e Jibrarian/information speciali st's competence in information-handling -
v ~ techniques with competence in the.subject of inquiry. The feature of
information service, irrespective of_its'level or its intensity, is to
provide an end-product in terms of information sought by the user,

*

. B. Formal and informal instruction in the use of the library or-informatio
* - center and its resources may-range from the explanation ol the use ol the

bibliographical aids (e, g., catalogs, information data bases, traditional |

reference ‘wirks) to more formal assistance through interpretative tours

and lectures designed to provide guidancée and direction in the pursuit of.
information, rather than providing the information itself to users, '

¢

o - C. Indirect reference service reflects user access'to & wide range of 1
" . informational sources (e.g., bibliographies, indexes, information data
bases) and may'be the extension of the library's information service
potential thr8ugh cooperation with other library or information centers,
. This type of service recognizes the key role of interlibrary and interagenc]
' cooperation to provide adequate information service to users.’ .

-

-

1

The term information center -in this document includes any service point
from which a user or prospective user may seek information of any level or type
through direct or electronic means, Information services'is a term used in' the .

guidelines to include all traditional reference and information services and
to be the broadest term possible, < P
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DEVELOPMENTAL GUIDELINES

. L2
) ¢ !

1.0 Services

1.1

1.2

1.3

Reference or information services are to be developed not only to meet
24" . * . . .

user needs and to improve present services but to anticipate user needs

and demsands, . : ’

. . - . .
¥ + M

A published service code with stated objectives is to be used to carry
out information services and is to be available to all users. The code
“is to detail the circumstances under which services and re'sources are
to be offered, the extent to which they are to be provided, any limitation
on their provision, and to whom and by whom such seérv.ces are to be
“provided. (See Appendix A for a sample draft outline. ) '
) 5 -
"Reference or information r;ervices are to 'be reviewed at regular intervals
to identify those individuals who are and are not being served and to

determine how individuals not utilizing such services can be reached. )

1.4 Provision is to be made forrcontinu.ous feedback from users concerning

n

1,

1.6

1.7

1.8

1.9

2.0 Resources

2.1

a

their satisfaction with services and success in locating information.,.

o

A specific plan for the instruction of individuals in the use of
information aids is to be developed and coordinated among all types of
‘libraries, information centers or units of library activity,

¢
¢

Bibliographical and other informational access guides are to be developad
by librarians/information specialists as an active "alert' service
*signifying the potential of the information resource base available, to

users, . .
Access to reference or information services is to be promoted and provided]
in adaptable settings, including person-to-person contact, ‘
correspondence, and/or through other communication media.

. ' - E 4

Formal cooperation among other information handling units, centers or
.‘agencies at local, regional, State, and national levels is essential to -
provide for the ggeds of all users.and potential users, .
Referrals to othezf,sour'ces and agencies are tp be a-standard level of
information service operation. The effectiveness of these referrals _
should be evaluated at selected intervals to determine the effectiveness

of the delivery service and the quality of the response to the user.

. *

i)

-

A selection policy is to be developed which addressesithe needs and
anticipated needs of the user and reflects the avai.labl} resources to
the user within an accessible area, Consideration shbuld be given to a
cooperative selection policy Within a given service area, '

+

t
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4.1 Staffmg patteriis and hours open are to reflect dlrectl'y the needs of the

' : . . C-ll -

. A
. A . & -

3

2.2 Materials are to be added which reflect a divérsity in format, levels of
* . information service activity {e.g., general information service, resource
back-up and research capablhty), and known user patterns of the past.

2.3 Frequently. used mdtenals are to be available in multiple copies in
.order to address user demands more quickly. : K

2.4 All-information materials are to be examined regularly for condition,
usefulness and curréncy, and either retained, discarded or replaced,

A v

3.0 Environment

< . = .

3.1 The. importance of information services requires that service points be as
near as possible to the main focal point of activity in the library or
information center. In some instances, this will be pear the main«

entrance. \ . . b

. .
), =
«

3,2 The reference or information collection should be situdted so that it is |
near an, open area where access allows for quick and effective service.

3.3 Individual carrels or other provisions for quiet concentrated study are:
to be available for users of the reference or information collection,

3.4 The main reference or information area is to be situated so that the
necessary conver sation between library users-and hbramans/mformatxon ,
. Spec1aﬁsts is not disturbing t6 others. ‘

.

3.5 Additional service pomts are \to be located so that access to hbran‘ans/
information specialists is available throughout the library with
communication equipment and techniques provided when appropriate.

S .

4,0 Personnel S \

users.

4.2 A profe ssional llbrarlan/mformatxon specialist should be available to .
*  users during all hours the library is open. / .
4,3 The reference or information staff is to promote actively the use of
- all library services? This should be done by whatever means are
appropr;ate to the institutional setting, e.g., canvassing a public
., library area to offer assistance,

= L]
3

4,4 When staff size permits, individual 11brar1ans/1nformatzon specialists
+*  should have trhining in specific subject fields,

4,5 Staff members are to be chosen with consideration given not only to their’

academic background and knowledge, but also to their ability to-  «
communicate easily with people,

xix

$omd
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" 4.6 Continuing education of the librarian/information specialist is basic ta
- e , " professional growth and is the responsibility of the individual, the .
institution, and the policy #naking body of the institution, _ . .
3 P ‘ N . X & . * . s
E 5, 0 Evaluation , . s
. et te st [

. .. 5. 1’ User ‘data are to be collected onh regularkbagxs to determine e
.o~ . « effectiveness of information service patte:"ns.w This implies the *\
budgeting for such ana]:ysxs through user survéys,and other analy@tlc
measures. -

" ' hl - ' ' a” i
5.2, The measurement and.evaluation of reference or information services;
should be the responsibility of one’g_x; more staff members with some
skills in this field. R o
. :
A ' 5.3° Statistics are to be collected on a systemauc basis for use in
‘ ' evaluation, policy decision, reports, dl"d in budget prepatation,
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. DRAFT OUTLINE OF INFORMATION
o SERVICE POLICY MANUAL

‘ ,,,,,',v,.,mnv,,m.,.,,_ ,,wmv,..m.,,‘...wm.
[}

; I. Introduction
) B A, Nature -of Information Service
N * . B, Statement of objectives
C. Purpose of the policy manual
o - T, Guidance
. . 2, Standards .
\ i Types-of Service
A¢ General Statement
. B List of Services
) + ", 1, Infodrmation Service at De sk .

Jr AN

'a, . Information service - answers to spec1f1c .

, que stions, statistics, biographies, etc.

1 " " ‘b, Instructioni thr use of.the lihrary -
' how to use the . ! catalog, periodical
;indexes, bibliographies, services, etc.
. >, c. _Bibliographic verification of-items in the
TN ' library or not in the library - {pcluding
el assistance in oktaining items by purchase,

\ copy or loan of items not in the collection,

How to do a literature search, how to

e. Assistance in Iocatmg library mater1a1
2. Interlibrary service
R ’ a, Borrowing .
L b. Lending \ .
. S c. Answering inquiries from other hibraries
o ' * 3. Bibliographic Service

: : a, Bibliographies
] ‘ b. Demand hibliographies

. v, . Current awareness services

*

1

*

4. Correspondence ~ answering inquiries from individual$

5. Document Service
6. Orientation and Instructional Services
, Ill, Library Users R i
d ‘ . A, General Statement
’ B. Categories of Users
IV. Priorities
. V. Desk Service Policies and Instructions
- A, General Guidelines for Desk Duty
LR l. Nature and extent of re sponmblhtxes
’ . 2. Guidelines for handhng ipquiries

d. Instruction in methodology and bibliography.

B : bxbuographzcally cite a publi¢ation or article. )

a,
b.

General inquiries
Problem inquiries

3, Behavior and attitudes

a.

b,

Approachability -
Mobility

4. Reccrding statistics and questxons
5. Reporting pr blems :

crm——

£
0

xxi
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Vi,

VII,

B. Geaneral instructions for Information Assistants on Desk -
Duties (Limitations concerning respon51b111t1es outlined

in Section I),
C. Telephone
l. Incoming Calls
- a,” General guidelines
(Time involved in answering phone,
priority to user in building, etc.,)
b. Paging patrons -
¢. Checking public catalog
d. Circulation inquiries (checking shelf
for material)

(3

" f. Personal calls
C g Emergency and nuisance calls
2, Outgoirg calls
a. General guidelines for making calls
b, Patron use ofthrtetephone
¢. Personal calls

D. Circulation functions of Informatlon Stafi

1. Reference books and other re strlcted materials
a, Reference collection
b. Stack Reference
c. Archives
2, Authorizing extended loans of perlodlcals
3. Documents '
+4, Vertical file .
5. Microforms .
6. Unprocessed materials
E. Responsibility for service at nights on weekend, and
during skeleton coverage
1. Publi¢c Service areas
2., Closed area .
F, Inquiries for 'In Process' materials S
G. Referrals ,

1. Information )
., 2., Other libraries and services
H. '"Special Information Collectiong’
1. Document
2, Microforms ’
3. Archives ,
4, Vertical file
I. Card catalog service
1. Inquiries
Z. Surveillance of user at catalog
J. Questions for exams,, quizzes, puzzles
K. Genealogical questions
" Interlibrary Loan Setrvice

Bibliographi. Services

A, Refererice initiated
B. Users' requests
l,; Individuals
2, Courpges
3. Administrative staff
C. Current awareness services

4
Al

xxii * °

e. General library information (switgh-board function)
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Aruitoxt provided by Eic:
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VI, * Information Correspondence

A,> Incoming
=1, Gener.l Information
_ 2, Bibliojraphical information (holdings)
. 3. Survevs
B. Outgoing
‘ 1. Preparation and review of replies
2. Letters of introduction &
IX. Document services ’ ’
X. Orientation and Instructional Sexyices
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1
SUMMARY OF SURVEY RESULTS
QUESTIONNAIRE '
"1. Iam (Check o1e) ) 4. [ have attended schoc. (grade school,
, high school, vocation. 1 school, and
U of O Freshman 17 ' college) for a total of (Check one)
U of O Sophomore 13
U of O Junior 29 0-12 years 1l
U of O Senior 30 ' 13-16 years 85
U of O Grad Student 44 17-20 years 52
- 21-24 years 8
U of O Facult: 4 25+ years 9
U of O Staff -1 . -
Non UO Stude t 13 5. I am (Check one)
Non UO Facul y 0 !
Town Patron 15 U, S, citizen - 158
Other N j Other 3 .
"2, My major is (See Appendix E,) ,
- . N 6. My year of birth is, Tabulated as !
. 3. I amn (Check one) male 83 ages as follows: :
/ female 80 -
- Age " Number responding
17-24 95 .
25.30 42 ;
. 31-40 19
41-50 4

[N

7. -Is this the first time that you have consulted the General Reference
Desk? ' no 141
. ) “ yes. 23

,«: 4

If yes, what directed you to consult it today? (Check all that apply.)

A\

I read the signs above the de sk, )

I saw the staff behind the desk, 6 '
[ saw people in line at the desk, 2

I knew ‘about it before but never neecded it. 10

" It seemed iike a’'good place to start, T0
Other - Z

8., What was you r question or request?. (Check one)

" Requested book from behind desk, 37
Informatio: on a subject, 29
Location of a specific book. .54
Location o: a facility in the library. 23
Other E

s

XXiv




8a. What was the substance of your request?

request & buok 61
informatior on catalog card 1
reference (uestion , T
library policy qu“_stxon 1
return/borrow pencil’ z
9. What did the librarian do in response to your question? '
(Check all answers that dpply) . v
N Retrieved material from behind de sk, 46
Told you where to look. . 5
Went with you to the source. 37
Showed you how to find the answer. - 40
Found the answer for you, 3
Referred you to another person or place. 3
Explained library policy. ~--'7",/
Other %
. ——
* /e
10. - Would you be able to answer a similar que stlon for yourself next time ?
. yes 17 : , ‘
, no ) 2T K . “
undecided - ‘174_— o

/
/7

i ' If no or undccided, why? @€ heck all an/SWers that apply)

I would not know where to looK
*1 did not learn how to use the sourc/e(s) consulted,
I'll never have another question like it.

The search was too complicated.
Finding the answer was just a Iucky break.

I mightforget how to find the/ answer.

Other

0

H“H“H%

e

-

11, Dic_l the libr..rian understand your question? yes 161
I ' no

"y ———
-

12, My question was answered to my (Circle the most appropriate {

number on the scale below)

’

o

complete satisfaction 5 4 3 2 1 complete dissatisfaction
5=131;4=21;3=10;2=0;1=2

IS

13, Would you return to the General Reference Desk for information in the future ?

yes (If yes, check here & answer only "a' below) 159
no (If no, check here & answer only '"b" below) 5
undecided (If unde( ided, check here & answer only ''c'') I
o
XXV
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¥
-V Why wo.:1d you return'? (Check all aﬁswers that apply)

My ques ion was answered

It was a pleasant experiefice.’
It's the only place I know to go.
Other

i

4'«:!%5

K

b, Why would you not return? (Check all answers that d})ply)
The library does not have what I need, 0

”

My question was not answered, . .0
It was an unpleasant experience. . 0.
—_

- Other .
c. Why are you undecided about returring to the General Reference
"Desk in the future with your questions? (No respondents)

What was your general mood before you_cémé‘ to the library?
(Circle the most appropriate number on the scale below)

' good 5 4 3 2 1 bad
’=~14'4=46'3= 55; 2 =10; 1= 6,

How was your mood changed as a result of your experleme at the
General Reference Desk? (Check one)

for the better 10
for the 'worse 2
not at all 45 .

Did you have to wa1t in line for help?
135 no

29 yes. How long? 1to 5 min, How many were ahead of you? 1to 5

Have you heard of the fo'llowing services offered by the Ceneral Reference
Division? (Check on the left those you know of, and check on the x‘lght
those you use or have used at least once)

. . /
- Know of; S Use:
35 telephone reference service 18
47 Oregonian index 15
49 telephone directories (U, S. & forexgn) . 42
54 college catalogs (U.S. & foreign) 4 ‘ ) 61

Any comments you,would like to make concerning’ the reference service
received today would be welcome on the back of this sheet.

Few comments, One positive to.reference service; one, negative.
Others did not pertain to reference service.

é"
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o \; a‘;@x K SUMMARY OF SURVEY RESULTS
o %q}‘ o OPSE.:R\ ATIO]:V CHE\CKLIST
| 7N T ‘
(L S {M|T W T F Pe: cent Activity ol.seryed 'J
_ 149} 35 'fT26 37 23 1_16 —;12 44, 9%_9-f 332! Appears reference question.‘ )
‘ _‘_: 183 ' 28 ' 30 32 54 30 ;_9 55,1% of 332 Appears directional question,
195 37“% 27 {45 45 30 11+ 62,3%of 313 : . :Staff initiatés e¢ncounter,
E ) (118 ‘21 i 22 24 2114 10 37.7% of 313 P tron initiates encounter,
;. _ 123 32 25 |25 ’ 1'8;9 14 39,3% of 313‘? ’Putron wail s,
| 8612220112013 6 5 27,5%of 313} Because others in line.
: 18 31614 01 4 5. 8% of 3113' } Becanse staff away from gesk,
o 230 71,181 ‘ 5 ' 7.3%of 313 i Because a1l Lrsy.
B c';; l(;)r Il ‘15 T;_18 3'10 "4 ‘ 20,.5% of 332 - Staff retricves hook b ind’.desk.
14 3 1 1§ 4 ' 4+ 11 ; 4,2% of 332 —! Staff rc't-riuves other material,
24 3 5 2 ' 8 ! 4 ' 2 ! 7.!-';0 ;f ;3? Staff cnnsulté book for pZiron. i,,
] 59 9 |5 |12 14 ‘ ’::)—E_l'-i : : | i Telephone rings.
30 i- 1 2 |10 6 1 %10 é Staff muakes phone coll,
- 129 { 28 |16 |24 . 3{3 18 :T 7 38, 9% of 332 " Directs verbally to location,
79 {17 | 619 j25 9 |3 1 23.8%o0f 332] Gestures to xoc,itio'}}.\
) 46 5 |14 1% 18 '8 i5 ! 13.9%0f332 | Iwolves card catalog.
85 16 |15 |18 J19 112 | 5 1 25,6% of 332 i Staff goes with patron.
§'- 36 4 |6 13 114 L 5 14 ' 11.5% of 313 . Puatron returns after initial het’, -
‘ 16 4 |3 (4 ]2 % 2 11 i 4,9%of 329 ; ‘Number of people missed by: staff, |
_ﬂ }13__“ 58 |49 |69 (72 | 44 j{zul %.,.?5.' 1% of 329 j Total encounters by week & doy
) Conditions:

Sunday, 3-5p.m.
Monday, 6-8 p.m.,

Tuesday, 10-12 a.m,
Wedne sday, 1-3 p.m.

1 professional, | student on duty. fairly busy.
1 professional, 1 student on duty; :
3 professionals, 3 students,>alternating.
2 professionals, 1 irtern on duty. 1 o
Thursday, 8-10 p.m. 1 professional, 1 intern on duty. bus§ne ss brisk.

Friday, 8 - 10 a.m. 1 professional the first hour; 1 professional, 1 student the ,

second hour, slow except for 1 spurt of activity.

ay
Wy -,
XxXvil

routine.
normal.

busy, -




, . SUMMARY OF SURVEY RESULTS * .
S INTERVIEW FOLLOWING OBSERVATION :

or two? ,
""Patron who had earlier ordered extensive research ¢alléd to try to
get another librarian to work on the same problem. "
‘. ' "User had a problem of a’legal nature - very interesting, but he
. needed a lawyer and not a librarian, _ -
"An unexpected tour of students arrived."
“Theswhole thing - not all dull questions, "

’Six' of the interviews yielded no commenE_s.J

;

| |

l. What interesting thing happened at the reference desk over the last ho.r / !
i

la, Was it also the most important thing you did during that time ?
Why or why not?

No 3
Yes T

-
- z * No answer 6

2. Did you fcel that it was busier ér slower than ysual? Do you know why? *©
"""Brisk - end of term periodical index use. "
"Normal - early morning is not a busy time. "

!—Est of the ‘stuff said it was normaul
3. .Did ypu encounter any difficulties? .
"Trying to keep up with one patren's rescarch question and 49 (count 'em )
telephone calls simultaneously during a spurt of business, "
""Couldn't find information on a little known author, '
""Town patron needed more help than staff realized,"
"Looking for beer, wine, soda pop consumption statistics for Oregon, It
was in the Oregon Collection, "
"The level of service required by the users w.as not one that stimulated me -
rearly all were of ready referencc type. "
"Yes, guy to take pictures, someone wanted to get into the Catalog Depariment,
and several questions of liLrary policy, " :

3a, What factors made more effective or less effective your work?
""Not enough hands, feet, mouths, and brains," ’
"Staff ill, "
"Pressure of appointment coming up. "
"I was not very sharp from having waked at 4:00 a,m. Nceded a slecp,
break rather than a coffce break, "
"The haste with which some questions needed to be answered, "

. é .

4, Any comments you would like to make,

I All declined to make any further commen—t_ss—.J




COMPARISON OF REFERENCE USERS L
*  TO UNIVERSITY POPULATION S

1

|

F

|

a

lerary Reference Survey University Population** ‘ %
%

%

. Liberal Arts includes general undeclared,

= 167 ~ N=14,922 .. "~
] , .
- ~ Number Per cent Number Per cent\i\
¢ ' - : \ ~,
BY STATUS (N=133) . .
res 17 .. 12,8 24 4 16,2
Sophomo - :s 13 9.8 24 0 16.3
Juniors 29 21.8 2856 19,1
Seniors 30 22,5 3557 23.8
Special ' ' 98 o7
Graduate students 44 33,1 3557 23.9
BY SEX (N=163)
a 83 50.9 8724 58.5
Female 80 49,1 6198 41,5
BY CITIZENSHIP (N=161) -
- U. 5. 158 98, 1 14257 95,5
Other , 3 1.8 €65 4,5
BY MAJOR (N=135) A
Art, Architecture Il 8.1 1544 10. 0
Business Ad, 9 6,7 1782 12,0
Education 14 10.4 1421 9.0
_ Health, Rec., P.E. 9 67 982 6.0
“ Liberal Arts 10 7.4 2310 15.0
Literature & Lang, 16 ‘ 11.9 1044 * . 71.0.
Social Sciences 31 23,0 1137 8.0
Sciences 6 4,4 2638 18,0
CSPA 5 3.7 394 3.0
. Journalism 8 5.9 592 4.0
Library Science -~ 8 5.9 101 L.O
Music 6 4.4 373 3.0.
Law 0 0.0 441 3.0 -
Interdisciplinary, 2 1.4 163 1.0

Source for Umversnty Population: A Profile of Students at the Umverqtt of .
Oregon, spring term 1975, fourth week. . Student Characteristics, Course
Enrollm ments, Reported by the Office of the Registrar. 7lp.
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