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SECTION I

INTRODUCTION

Project Purpose and Description 


Beginning in the summer of 2009, Central Connecticut State University will begin the process of redesigning their library website interface. Over the course of the past twenty years, the Internet and access to the World Wide Web has had a dramatic and transformative effect on academic libraries. Today, the Burritt Library website takes its place among most library sites that are meant to be the portal through which college and university students access the school’s electronic and print resources. 


With the advent and increased use of Google (and other online search engines), students clearly have not been accessing traditional library services as documented in the Academic and College Research Libraries (ACRL) Executive Summary. Abram and Luther (2004) have found that the expectations and behaviors of this generation of students are fundamentally different from previous generations. It is this basic difference in the way that today’s students relate to, think about, and interact with information that is at the heart of a mismatch with traditional library services and policies and why libraries need to take these traits into consideration when designing library websites. 

Figures from the OCLC Perceptions survey (2006) show that 84% of students report using a general internet search engine when beginning to research any given topic while only 2% begin from their library’s website. One of the student recommendations in the OCLC Perceptions survey was for libraries to have their own search engine. Any student who has tried to sort through the electronic resources available on their university’s website knows the source of this recommendation. The interface of most university electronic offerings is cumbersome at best. Who hasn’t struggled with the decision of 
which resource would be most appropriate for the task at hand? Why do only two percent of college students surveyed begin their research through their library website, only 16% ever use the expensive databases provided and only 30% of respondents ever even use the library site? These figures stand in comparison to the 72% who report using free search engines.


This study will address the overall usability of the current Burritt Library website interface to aid their Electronic Resources & Information Systems librarians and this researcher in the development of a new interface that will better meet the information needs of CCSU students, faculty and staff. 

Significance and Relevance
This study will benefit the students, faculty, staff, and librarians at the Burritt Library by
· establishing a benchmark for user satisfaction with the current website

· providing the ERIS department with valuable user information to aid in new website design

· contributing to the body of information on user-centered best practices in website design

· increasing website design knowledge for all colleges and universities 
Review of Literature

Statistics from the OCLC Perceptions survey found that although today’s students show “high levels of awareness of library electronic resources” (6-3) their overall satisfaction is low – only 2% begin their searches on library Web sites (6-2) and only 10% were satisfied with the information they found when a search engine directed them back to their library collections (6-3). Statistics show that libraries are spending an increasingly high percentage of available resources on electronic resources. “Experimental data collected by ARL libraries over the last decade indicate that the portion of the library materials budget that is spent on electronic resources is indeed 
growing rapidly, from an estimated 3.6% in 1992-93 to 10.56% in 1998-99”. When a 
significant percentage of budgets are spent on reference materials that are perceived as not helpful, then libraries are clearly not meeting the stated information needs of their patrons.                             
                                                                                                             
The Perceptions survey (2006) showed that 89% of college students rely on search engines and while they trust the information they find with them equally with the information they find in libraries, only 10% were satisfied if they accessed information on the library Web site from that search engine (6-2). The perception of students is that “search engines deliver better quality and quantity of information than librarian-assisted searching-and at greater speed”(6-4). Three studies that are frequently cited are by John Lubans, librarian at Duke University, the Shippensburg University survey in March of 2000, and the OCLC Preferences survey. The Perceptions survey documented students’ preference for self-service and confidence in their abilities to find information through search engines, bypassing library Web sites and their electronic databases, and the personal help offered by reference librarians. All three surveys reached the same conclusion; except where professors or teaching assistants recommended specific websites, students preferred to make their own decisions on sources to use and preferred not to ask for the help of librarians or to access information through the library’s website.        
Williams (2009) cites the latest Pew Internet & American Life Project study that found an astounding 93% of respondents do not trust information more if they pay for it. This does not bode well for libraries, which are willing to spend thousands of dollars each year for individual databases because they know the breadth and depth of the information they offer. The quality of this information just isn’t available for free through Google or any other free search engine. Ask any librarian or faculty who has vetted student 

bibliographies for quality sources and they will agree students would do better to use 
peer-reviewed journals and other electronic databases for information.                  

Williams also addresses the perception by students that the library brand is “books” and that databases are synonymous with “complicated and techie”. She found that the use of ‘insider language’ on library websites could hinder use of services. UMASS held focus groups that wondered why ‘reference’ wasn’t called ‘research’ and Williams wonders why libraries don’t rebrand their online services to sound user-friendlier. She recommends use of words like ‘desktop library’, ‘24-hour library’, or possibly even ‘e-library’ to describe what is offered. She points out that many students have no idea what ‘EBSCOhost’ or ‘WilsonSelect’ offer and recommends grouping databases by topic and placing them at multiple locations on the site.                      



Another recommendation Williams feels would improve student use is to streamline login access. Many times students are frustrated by the numerous usernames and passwords required to access library database. She wonders why this has to be. Although many of Williams’ recommendations appear deceptively simple, that is the crux of what she feels libraries should be doing to woo students away from using Google as their primary search tool. In other works ‘Keep it Simple’. If libraries are to remain relevant to their students, then issues of accessibility in regard to their websites needs to be addressed and resolved.                                                                                                    


Xie (2006) found that for users to feel that their library website is successful, “almost all the participants considered usability as the most important criterion for a useful digital library”. Notess (2006) believes “making their access seamless” when they do use the library’s online resources should be a goal most academic libraries should be addressing if they are to compete with Google (45). Librarians have long been criticized as 

organizing their websites from the perspective of someone who knows the structure of 
the site, not a typical pedestrian user.

Usability studies aid librarians in designing websites that make sense to the user. Because librarians are “increasingly responsible for the design and maintenance of their institution’s web page, there is a need for an evaluative tool that will assist them to ensure that best practice principles and guidelines are followed during the design process (Raward)”. She recommends “user-centered design” as does Jasek and Neilsen who state “User testing is different from focus groups, which are a poor way of evaluating design usability. Focus groups have a place in market research, but to evaluate interaction designs you must closely observe individual users as they perform tasks with the user interface. Listening to what people say is misleading: you have to watch what they actually do” (2000).                                                                                                      


Luther recommends it because “… usability testing does not have to be an elaborate process. “The most common usability test is often called the walk through or talk aloud, where the user is observed performing certain tasks and asked to share his thought process with the observer who is taking notes. He is asked to tell what he might click on next…this frequently reveals where users are stumped…”. Many librarians find that this generation prefers ‘self-service’ and frequently turns to the Internet for answers to their questions. The “three Fs” requirement are what MacWhinney (2003) found students are satisfied with in their Internet searches; first, fastest, and full text. Databases that libraries spend tens of thousands of dollars on lose their potential to be accessed due to poorly designed (or the perception of poorly designed) library websites. Usability studies provide the information designers need by allowing users to “show” not merely “tell” what needs to be changed to provide a positive experience with their library website interface. 


Chris Jasek, Manager of the User Centered Design Group at Elsevier has over ten years of experience in website usability, from designing databases such as ScienceDirect and Scopus, as well as conducting usability studies of library websites. First and foremost, Jasek has found that library websites are designed in ‘librarian speak’, using complicated, technical language, and organized more for other librarians than for the typical pedestrian user. Research by Elsevier’s User Centered Design Group recommends organizing library websites based on the top five findings based on importance or frequency:
1. Searching for journal articles and books 

2. Finding materials related to courses such as reserves, lecture notes. Etc

3. Finding personal account information

4. Finding information on library operations such as day and hours open

5. Seeking help to use the website

Jasek (2007) states that “The biggest mistake most library websites make is not giving enough space to the task 85% of people come to the sites for – finding research materials like journal articles”. In addition, he stresses to make sure that it is clear to the user exactly what resources will be searched. Will your search box search the library site only? Does the search include your databases? Jasek also recommends using real language the user can understand. Instead of ‘online catalog’ use the term ‘books’ or ‘find a book’. He cites usability studies (p. 3) by Crowley et al in 2002 and Dickenstein & Mills in 2000 that show that “many users do not understand simple library terms and concepts like catalog, resources, online database, citation, reserves, reference or special collections” (p. 4). He also cites Kupersmith (p. 4) who found that there is a 47% failure 
rate when the average user looks for journal articles or databases. Terminology seemed to 
be the greatest contributor to this failure. In addition to the frustration that results from failed searches, Jasek warns against placing too much information on pages that result in slow download speed, especially for remote users. 


While it seems intuitive to organize information in one place, Jasek recommends having several points of entry for information. This gives users several opportunities to find the information they seek. Organizing information by subject helps users who often don’t know what resources are available. Organizing information by course name and number helps students who frequently think in terms of course work and not discipline. When organizing any type of information, keep the clicks required to reach your destination to a minimum, preferable three clicks at the most and make sure you include detailed explanations as to what each resource offers. Many students have no idea what EBSCO or ERIC offers when viewing them in a database list. 

Ethics Governing the Project                                                                                        
This research adheres to the “basic ethical principles for the protection of human participants in research that underlie The Nuremberg Codes, The Helsinki Declaration, and The Belmont Report, and adheres to federal regulations published in The Federal Register, codified at Title 45 part 46, and to the information in the National Institutes of Health (NIH), Office for Protection of Research Risks (OPRR), 1993, edition of Protecting Human Research Subjects: Institutional Review Board Guidebook” (Southern Connecticut State University, Human Research Program Website).                          Author’s Qualifications                                                                                                   
The author is a graduate student in the Department of Information and Library 
Science, having completed 24 credits toward the Master of Library Science (MLS).degree. The author is currently enrolled in ILS 580 Research in Information and Library Science, the special project proposal course for the MLS program, under the direction of Dr. Mary Brown, Professor and Graduate Faculty. The author successfully completed on 06/03/09 the NIH Web-based training course “Protecting Human Research Participants”. Certification Number 238847 (See Appendix F).                              Conclusion                                                                                                                          In their mission statement, the first two goals of the Elihu Burritt Library are:

 To provide and promote excellent and innovative library services, and improve methods in assisting library users in accessing appropriate informational resources. 

 To provide digital services and collections and the infrastructure to support on and off campus users and to become a major resource for digital resources that support the curriculum.
Today, students want to be able to access the resources they need in the manner and time of their choosing. 89% of students surveyed for the OCLC Perceptions survey access information through search engines, bypassing library websites and their electronic databases, as well as the personal help offered by reference librarians. In order to remain relevant meeting the academic and information needs of today’s students, academic libraries need to design user-centered websites and conduct ongoing usability studies to ensure they are reaching their goals.  
SECTION II

METHODOLOGY

Overview


In the six months leading up to the March 11-12, 2010 usability study, I redesigned the CCSU Burritt Library interface with the goal being to create a functional, user-friendly portal to the library’s resources. Figures 1 & 2 show the current and proposed library interface in relative size to each other. Currently the interface is anchored left and is based on a fixed 700 pixel width format. The proposed site is anchored center and is based on a liquid 1200 pixel width format. This design element alone increases the usable space thereby creating room for a prominent search box and menu bar.

Figure 1: Current Library Interface                 Figure 2: Proposed Library Interface
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Research in the literature points out that 85% of users come to library websites to search for specific information. As you can see from Figure 1, there is no search box anywhere on the interface. Placing a search box front and center that provides access to all of the library’s resources formed the first major change on the interface (Figure 2). Deborah Herman, Head of ERIS at Burritt Library, developed the search box with 
capabilities for quick article, catalog, research database, E-Journal, and research guide searches (Figure 3).

Figure 3: Search Box
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In addition to placing the search box in a central location, Jasek (2007) recommends having several points of entry for information thereby giving users several opportunities to find the information they seek. To incorporate this usability recommendation, I designed a menu bar on the lower half of the page (Figure 4) to provide quick links to frequently used resources and information, in addition to the search box. The information on the menu bar was sorted into four categories based on past analytics of frequently used resources: About the Library, How Do I Find, Research Help, and Services. This design element formed the second major change to the interface
Figure 4: Menu Option
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Design of the Project

For the purpose of this study, a group of seven to ten testers were to be recruited from students and faculty who were familiar with the Burritt Library website and had used it prior to the testing. Currently, the Burritt Library has been gathering user statistics through Google Analytics; therefore a usability study may provide additional information on the accessibility of underused resources. For this study, subjects were recruited through notices posted at computer terminals in the library, on student bulletin boards, as well as school communication boards (See Appendix A). The Head of ERIS will keep a sign-up schedule and subjects will choose the most convenient time for their appointment from pre-determined time slots. Each interview will last approximately 45 minutes.

At the start of each test the facilitator will read an opening statement to the participants outlining the details of the project and their participation (See Appendix B). The participants will then be asked to read and sign an informed consent form (See Appendix C) and will be offered a copy of the form for their records. At the beginning of the study, participants will be given a list of eleven tasks (See Appendix D) for viewing while the facilitator will read aloud the same tasks from a script (See Appendix E). 


The tasks will be designed to target known and anticipated usability problems. A number of the tests will involve several components that require navigation decisions. This will be a ‘walk through’ study and subjects will be asked to talk out loud as they navigate the site. The usability metrics used will be: percentage of tasks completed, number of false starts for each task, longest time taken for each task, and number of prompts required per task per user. At the end of the task segment, subjects will be asked five user satisfaction questions. The usability study interview will be recorded at the CCSU Burritt Library using Silverback software, which captures and highlights user 
navigation choices as subjects respond to each task. 
Conclusion

A total of seven subjects signed up to participate in the usability study on March 11, 2010 & March 12, 2010. Of the seven who signed up, one cancelled due to a family emergency. Of the six remaining subjects, three faculty and three undergraduates, results from five were used for the purpose of this study. The sixth subject was tested, although due to a technical difficulty with the software, the session was not recorded. The recordings of the remaining five subjects were analyzed and evaluated using Excel spreadsheets and user path documentation. 

SECTION III

prOJECT RESULTS

Overview


In March of 2010, a usability study was conducted on the newly designed CCSU Burritt Library interface to document how well it helped users access library and personal account information, search for journal articles, databases and E-Journals, use the LibGuide content management system, and access primary source materials from the library’s special collections. 


Overall, the study demonstrated that the interface in particular and the website in general are succeeding in guiding users to general library information and their personal records. Materials in the collection were easily accessed through CONSULS and most users were able to find articles for research when asked to complete specific tasks. The greatness weakness with the interface was the confusion users experienced when links directed them to the LibGuide content management system. Other user difficulties stemmed from lack of knowledge and experience with various databases and indices. And while there is a link to the CCSU Digital Collections on the interface, none of the users thought to access it for primary source information. In addition to the summary and recommendations listed below, please refer to Appendix G, a detailed User Path document for a detailed breakdown of all the searches conducted. 
Development of the Product
Library Information / Self-Service


Tasks 5, 6, 8, and 10 were designed to identify the ease with which users are able to access the self-help services on the website and locate general library information. Users were asked to reset their pin for remote access, renew a book, find out if they could reach a librarian at 10 pm and request an Interlibrary loan. The website scored extremely well in these tasks with a 90% success rate and an average task time of 35.7 seconds (See Figure 5) to reach the page where they would complete the tasks successfully.  Jasek (2007) recommends keeping clicks required for users to reach their destination at three, so the design for these services is meeting that goal with the average click to complete these tasks at 2.4 with 2.2 Navigation errors/false starts (See Figure 6). 
Figure 5: Library Information / Self-Service Tasks - Time / Success
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· The average Library Information / Self-Service Tasks time was 35.7 seconds 

· The average Library Information / Self-Service Tasks success rate was 90%
Figure 6: Library Information /Self- Service Tasks – Outliers / False Starts / Avg. Clicks
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· The longest Library Information /Self-Service Tasks time was 91 seconds

· The shortest Library Information / Self-Service Tasks time was 4 seconds

· The average false starts for the Library Information / Self-Service Tasks was 2.2

· The average clicks to finish Library Information /Self-Service Tasks was 2.4

Summary of Library Information / Self-Service Tasks:

Task 5 – You have a book that needs to be renewed. Find the page where you can access your personal account and make this transaction. 
Four of the five subjects easily found a link to their library record and successfully completed the task. Three of these clicked on the “Your Library Record” link on the “Services” menu bar, while the fourth clicked on the “Your Library Record” in the footer section of the page. This was a relatively easy and straightforward task with the longest time for a successful search at 35 seconds while the shortest time was seven seconds. The fifth subject clicked on the “Student Services” link on the “Services” menu bar, returned home, clicked on “Course Reserves”, returned home 
and ended the search unsuccessfully after 72 seconds although there were close to four minutes remaining for the task. Here it is easy to see how users become frustrated quickly when they encounter navigation difficulties for even the simplest of tasks. 
Task 6 - You need to log on from home to access the library databases. You have a pin but can’t remember what it is. Where would you go on the website to reset your pin?


All five subjects were easily able to complete this task successfully. Four subjects clicked on “Forgot My Pin” on the “Services” menu bar and reached the correct page on two clicks. The fifth subject reached the page following the same link after first mistakenly clicking on the CONSULS tab on the search box. The longest time it took to complete the task was 34 seconds and the shortest time was 13 seconds. Four subjects were able to complete this task in two clicks and the fifth in three clicks. The link on the menu bar is clearly working and positioned so that it is easily found. 
Task 8 - It’s 10 pm and you have a question for a librarian & would like to try to contact one if possible. Can you find any information about this?

Four of the five subjects were able to locate the appropriate page where they found information on contacting a librarian. They reached this page by clicking on the “Ask-A-Librarian” link on the “Research Help” menu bar. The longest time it took for this task was 91 seconds and the shortest was 16. This discrepancy was due in part to the fact that although both the Ask-A-Librarian link on the Menu and the Help button located at the top of the web page are linked to the Ask-A-Librarian page, once a user is there, it is unclear if you would be able to reach a librarian for help afterhours. 

In fact, the In-Person and Phone help state that help is available when the library is open but does not list the hours or link to the hours on another web page.  The email does state that it is available 24/7 but to expect an answer within one working day, definitely not helpful if the user has a question afterhours that needs an immediate answer. Users may schedule research help appointments and are given a number, but again are not given the hours when this number will be answered live. In an unexpected turn, no one used the Ask-A-Librarian link at the top of the homepage.

The subject who was not successful clicked on the “Staff” link on the “About the Library” menu bar and was taken to an appointment book style page with hours, but the information wasn’t clearly posted. Once the subject clicked on “hours” and was confused, s/he ended the task unsuccessfully back on the homepage. 

Task 10 - You need to request a book not owned by the Burritt Library or one of the Connecticut State University System libraries. Can you find the form to do this?

All five subjects were able to complete the task by using the “Interlibrary – ILLiad” link on the “Services” menu bar. On average, there was less than one false start per search with an average of three clicks to reach the ILL page. The two subjects with the two false starts each took 60 and 68 seconds to complete the task while the three subjects with no false starts completed the task in four, six, and twenty-three seconds. 
Find Articles / Databases / E-Journals

Jasek (2007) cites Kuppersmith’s figure of a 47% failure rate when average users are looking for journal articles or databases. With a significant percentage of academic library budgets allocated for electronic resources, it is crucial that access to these resources is clearly listed and worded in an understandable manner to the average student. Four tasks were designed to identify the ease with which users are able to identify and access appropriate resources needed for research. 


Users were asked to find a book review, full-text articles, a subject specific peer-reviewed journal, and a subject specific citation index. During the course of the testing, there were several occasions when subjects were unclear on exactly what the resource was that they were looking for. Although in one instance, the citation index, this resulted in all five subjects not being able to successfully complete the task, I felt it was important to leave this data in as this is a common obstacle that academic libraries face on a daily basis and this information will help when looking for solutions when user knowledge hinders the search process. 


Overall, the website scored a 60% success rate for subjects locating articles, databases, or journals. This website’s 40% rate of failure is 7% lower than the 47% failure rate in the Kuppersmith study, even when taking into account the citation index search, which all five subjects failed to complete. Again we see the extremes in longest and shortest completion times, which can be attributed to the navigation choices each subject made (See summary of Task 1). While the chart in Figure 7 includes the data from the failed citation index search, it is interesting to look at the figures when that data is removed. Figure 8 shows a slight increase in the average time to complete the three searches, while showing an 80% success / 20% failure rate, which is impressive 
considering the difficulty all four subjects encountered with the book review link (See summary of Task 1). This difficulty stemmed from the presence of a search box on the LibGuide, which all subjects chose to use before reading any information listed on said guide. This underscores what we intuitively know about today’s college students and their propensity to prefer use of a search box (preferably Google) over most other forms of information seeking behavior.


Although there was a significant increase in the success rate between the two sets of data, the removal of the citation index data had no impact on the completion time as it was based on successful completion of tasks. The figures for false starts (2.1 and 1.8) decreased a negligible amount and clicks (4.8 & 3.3) decreased by 1.5 on average, bringing the number necessary to reach the desired resource close to Jasek’s recommended three, and demonstrates these resources are well positioned and accessible. 
Figure 7: Find Articles / Databases / E-Journals Tasks - Time / Success
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· The average Find Articles / … Tasks time was 106 seconds

· The average Find Articles / …Tasks success rate was 60%. 

Figure 8: Find Articles / Databases / E-Journals Tasks - Time / Success Excluding the Citation Index Task 
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· The average Find Articles / … Excluding Citation Index Tasks time was 116 seconds

· The average Find Articles / … Excluding Citation Index Tasks success rate was 80%. 
Figure 9: Find Articles / Databases / E-Journals Tasks - Outliers / False Starts / Avg. Clicks
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· The longest Find Articles / … Tasks time was 289 seconds

· The shortest Find Articles / … Tasks time was 13 seconds

· The average false starts for the Find Articles / … Tasks was 2.1

· The average clicks to finish Find Articles / … Tasks was 4.8

Figure 10: Find Articles / Databases / E-Journals Tasks - Outliers / False Starts / Avg. Clicks Excluding Citation Index Task
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· The longest Find Articles / … Excluding Citation Index Tasks time was 289 seconds

· The shortest Find Articles / … Excluding Citation Index Tasks time was 13 seconds

· The average false starts for the Find Articles / … Excluding Citation Index Tasks was 1.8

· The average clicks to finish Find Articles / … Excluding Citation Index Tasks was 3.3

Summary of Find Articles / Databases / E-Journals Tasks
Task 1 - Can you find a book review on The Hornet's Nest: a novel of the Revolutionary War by Jimmy Carter? Does the Burritt Library have a copy? Can you place this book on hold? 

Four of the five subjects began their task by choosing the “Book Reviews” link on the “How Do I Find” menu bar. Once they reached the Book Review LibGuide, all were confused as to the function of the guide. Those who chose it initially thought it provided direct access to information through the search box function. In fact, this box searches only the text on the LibGuide site, leading to numerous false starts for all the users. After entering their chosen search term in the LibGuide search box, subjects were confused and found pursuing additional options on the guide also provided no results. Of the four who began this task by using the Book Review LibGuide, only two were able to successfully complete the task. This and subsequent searches launched from any of the LibGuide search boxes highlight the fact that entering terms in a search box is preferred over reading textual instructions. The subjects who used the search box function for this task immediately looked for one once they arrived on the LibGuide.

The longest completion time of 289 seconds for all four searches in this category was for this search. Subject 1 asked for a prompt, was encouraged to not use the search box and return to the Book Review LibGuide homepage. Once on the LibGuide homepage, the subject read the guide for the first time and found information and a link to Book Review Digest, which resulted in a successful completion of the task. Of note is the fact that the subject who started the search using the Quick Article Search tab on the search box completed the task in 13 seconds and four clicks, which included one false start. Clearly, until the problem with the LibGuide search box is resolved, the Quick Article Search should be the preferred navigation path for book reviews. 

*Note – While there were three parts to this question, the only data included in this 
section is that relating to the article search and not the Self-Services tasks of finding the book and reserving it. Due to an error on the part of the facilitator, one subject was not asked to complete the last two tasks so this data was deemed incomplete and not included.  As the tasks were Self-Service related, they would not have applied to the Find Articles series of tasks. 

Task 2 - You need to find several full text articles for a research paper for your English class. Where might you look?


Two of the five subjects used links from the menu bar to begin their task and although each chose a different link, both were able to navigate successfully to the full text article. One subject chose the “Peer Reviewed (scholarly) Articles” link on the “How Do I Find” menu bar. Once on the LibGuide, attempts to use the search box again resulted in a false start. It is interesting to note that users who encountered false starts on the previous task when using the LibGuide search box continued to put their faith in it even when experience proved it failed to provide the information for the search term entered. This search took seven clicks, which included two false starts, well outside the maximum clicks recommended. The second subject chose the “Book Review” link from the “How Do I Find” menu bar as s/he remembered that JSOTR was listed on this guide. From JSTOR, this subject was able to successfully complete the task in five clicks with no false starts. 

 
Of the three who chose to use the main search box, one used the Research Database tab and two used the Quick Article Search tab. All three were successful in completing the task. The Research Database user path proved successful in four clicks with one false start using the Literature Criticism Online database. The other two subjects clicked on the “Quick Article Search” tab and completed their searches in two and four clicks with one false start each. 

Task 4 - You are looking for a peer-reviewed E-Journal on criminal justice. Where would you find this?

Four of the five subjects used the main search box to begin their task. Of the three who selected the E-Journal tab, two were successful and one did not find the journal. In this instance, the failure was due to confusion on the part of the subject as to understanding how to determine if a journal is peer reviewed. The fifth subject began a successful search on the Peer Reviewed (Scholarly) Articles link on the menu. Once there, the subject clicked on the “Find Articles” link and was taken to the Finding Articles via Databases page where the task was completed successfully. All of the successful searches were completed in two to four clicks with no false starts, a clear indication that the E-Journals tab offers users a quick and accurate path to peer reviewed articles, while the “Peer Reviewed” link in the “How Do I Find” menu bar could have derailed this search, as its purpose is more instructional in nature. 

Task 9 - Does CCSU subscribe to a citation index for the social sciences? If so, where would you find this resource?


All five subjects were not able to find this resource, not based on where the resource was located on the site, but due to the fact that they didn’t know what a citation index was. Two subjects stated that they didn’t know, received a prompt, and still were unclear on how to find one. One subject stated s/he would send an email to the Head of Electronic Resources asking if we had one. This task was registered as not completing the task successfully, because although s/he would receive the correct answer, it would not have been within the five-minute time limit. That being said, these indices can be accessed from the Research Databases tab on the search box by 

entering the search term: citation index. Clearly, users of the site would benefit from some form of education on the different research databases and how to conduct simple searches.

Special Collections / Find Primary Sources

The Veterans History Project was created in 2000, when the U.S. Congress voted unanimously to preserve and archive the oral histories of men and women who have served in any of our country’s wars or any civilian who supported the war effort. The project, housed at the U. S. Library of Congress in Washington, D.C. and at CCSU, collects and archives the taped interviews, photographs and documents of Connecticut’s veterans. In September 2005, CCSU became an archive partner with the Library of Congress. All interviews conducted by CCSU students and volunteers are archived in the Special Collections at the CCSU Elihu Burritt Library.

One task was designed to identify if users of the Burritt Library were aware of this valuable collection. Subjects were not asked specifically to find a primary source collection at Burritt, which would have been too leading of a question. For this task, they were asked to locate primary source information for WWII. While there was an 80% success rate for this task, the website could do better to promote their Special Collections as none of the primary source information was accessed from CCSU’s Veteran’s History Project collection. 

Figure 11: Special Collections / Primary Source Task - Time / Success
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· The average Special Collections / Primary Source Task time was 136 seconds

· The average Special Collections / Primary Source Task success rate was 80%. 

Figure 12: Special Collections / Primary Source Task - Outliers / False Starts / Average Clicks
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· The longest Special Collections / Primary Source Task time was 235 seconds

· The shortest Special Collections / Primary Source Task time was 35 seconds
· The average false starts for the Find Articles / … Excluding Citation Index Tasks was 2.2
· The average clicks to finish Find Articles / … Excluding Citation Index Tasks was 7.3

Summary of Special Collections / Primary Sources Task

Task 3 - You have been given an assignment in American History that requires you to incorporate primary source material from World War II. Where would you go to find these items?
Four of the five users successfully completed this task. Three of the users navigated to the resource from the menu bar, two choosing the “Primary Sources” link on the “How Do I Find” menu bar. Once again, when these subjects were taken to the LibGuide, both entered the search term WWII or WW2 in the search box, which resulted in one and two false starts for this task. It took seven and nine clicks for the tasks to be completed successfully. The third user of the menu bar clicked on the “Book Review” link on the “How Do I Find” menu bar as s/he remembered JSTOR could be accessed from this guide. This navigation choice resulted in six false starts, 11 clicks to complete the task, and the longest task time of 235 seconds. Many of the difficulties encountered by this subject were a result from choosing too many limiting fields (See Appendix G for the User Paths) on Academic Search Premier. Two of the users began their search from the Catalog tab on the main search box, with one successful completion and one failure due to confusion about primary sources and exactly what was needed. The shortest completion time resulted from the CONSULS search using the search term: WWII. Surprisingly, none of the subjects seemed aware of CCSU’s Veterans History Project collection although there was a box on the LibGuide with a link to the collection. 

Subject Guide / Research Help
CCSU currently uses Springshare LibGuide software to create research and study guides, course guides, and instructional guides on general research skills and library information. LibGuides is a web-based content management system that allows librarians, staff and faculty to organize and provide access to the library’s resources based on subject, skill, or general information areas. Two tasks were designed to identify the ease with which users are able to understand the purpose of the guides and to access the information they contain. 

The Find Articles / Databases / E-Journal Tasks summarized above, point out user confusion around the LibGuide system. Of all the tasks, those provided the most enlightening information on users’ perspective of the guides and how to use them. While those guides provided information on how to access information, the purpose of these two guides is to provide direct instruction in how to do a task (cite your sources) and information on how to tell the difference between scholarly, trade and popular magazines. The website performed very well on these tasks with a 90% success rate and an average search time of 55 seconds (Figure 13).  The longest completion time of 93 seconds and shortest time of 20 seconds demonstrates the effectiveness of these guides in providing the information listed as well as the website positioning them in a way that users understand. With average clicks of 3.1 and less than one navigation error or false start on average (Figure 14), Burritt library users will have little difficulty finding and using these two resources. 

Figure 13: Subject Guides / Research Help - Time / Success [image: image13.png]100
90
80
70
60
50
40
30
20
10

Subject Guides / Research Help Tasks

90

10

Average Time in Seconds Percentage Success Percentage Failure





· The average Subject Guides / Research Help Tasks time was 55 seconds

· The average Subject Guides / Research Help Tasks success rate was 90%. 

Figure 14: Subject Guides / Research Help Tasks - Outliers / False Starts / Average Clicks
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· The longest Subject Guides / Research Help Tasks time was 93 seconds

· The shortest Subject Guides / Research Help Tasks time was 20 seconds
· The average false starts for the Subject Guides / Research Help Tasks was 0.8
· The average clicks to Subject Guides / Research Help Tasks was 3.1
Summary of Subject Guides / Research Help Tasks

Task 7 - Your psychology professor requires your papers to be formatted in APA Style. Where would you find specific information to help with this task.
All five subjects found the requested information on the “Citing Your Sources LibGuide” link on the “Research Help” menu bar. Three clicked that link first, while one subject selected the RefWorks guide from the menu and the other tried a Quick Article Search using the main search box before both clicked on the Citing Your Sources guide from the menu. The longest time it took anyone to find the resource was 93 seconds and the shortest time was 20 seconds. This task was completed with a total of four false starts, three of which resulted from the search that began with the Quick Article Search. That search eventually resulted in an article on how to cite APA style. Clearly, the LibGuide created for Citing Your Sources organized all the needed information in one easy to access location. 

Task 11 – Your professor wants you to use scholarly journals, not magazines, for your research and mentioned there was a subject guide on the library website. Where would you find this subject guide?
Four out of the five subjects were able to successfully complete this task in three clicks or less. Of those four, three began their search on the “Scholarly Journal” link on the “How Do I Find” menu bar and all completed the task in 75, 46,and 29 seconds. The fourth subject who completed the task began the search using the Subject Guides tab on the main search box but after three false starts, clicked on the Scholarly Journal link on the menu. The subject who was not able to complete the task began the search on the Subject Guides tab on the main search box but became 
frustrated with the long list of guides and gave up although there were more than four minutes left for the task. Again, when users understand the purpose of the LibGuide, they are able to find the information they need.  
SECTION IV
CONCLUSION AND RECOMMENDATIONS
Interpretation of the Results

The tasks assigned in the four categories - Library Information & Self-Service, Find Articles/Databases/E-Journals, Special Collections / Primary Sources, and Subject Guides / Research Help, demonstrated that overall, the proposed CCSU Burritt Library interface is providing a user friendly portal to the many varied resources the library houses as part of its print and digital collections. Although the group of subjects recruited was relatively small, navigational weaknesses became apparent immediately and consistently highlighted difficulty on the same task when that navigation path was chosen. In addition to the navigational weaknesses in some areas of the interface, individual weaknesses among the subjects also became apparent. Each user had his or her own unique style of information seeking behavior that accounted for some of the difficulty completing the tasks. As it was the website being tested and not the subjects, these difficulties were recorded as navigational errors or false starts. Some had to do with the choice of search terms, some with selection of search fields, and some with the subject’s ability to continue searching when frustrated by a false start.

Significance and Implications for Practice

Evaluation of the data collected from the recorded sessions resulted in a number of recommendations to correct faulty navigational links and enhance the manner in which material is organized and presented on the site. Librarians need to word and organize library resources for a typical user. By adding to the scope of knowledge about the information seeking behavior of their users and how they perceive the interface, the 

Burritt Library will be able to better meet the information needs of its community. Recommendations will be made for each task category as well as a listing of user feedback and recommendations. 
Recommendations

Library Information & Self-Service 

Of the four tasks for this category, only one presented any significant difficulty for the users. Subjects easily completed the Renew a Book, Reset Your Pin, and Request an Interlibrary Loan. The only task in this grouping that presented difficulty was when Seeking Help After Hours. 
Recommendations:

· List library hours after each type of reference help. 
· Be more specific with email and to whom it will be directed, especially if one is sent during hours that the library is open. 
· With the Make an Appointment link, list the hours that you are able to actually reach a person to schedule an appointment and a general wait time in scheduling. 
· Change the “Ask-A-Librarian” link at the top of the homepage to read “Help With Research”. 
· The email link states 24/7 which is misleading. While you can send an email 24/7 there isn’t necessarily someone on the receiving end. This should be reworded to reflect an accurate timeframe when an answer might be expected.

User Recommendations (if different from above):
· Instead of being directed to the information page when you click on “Forgot Your Pin”, link directly to the page where you reset. Possibly link to the information page on how to reset your pin from there.
· List the library hours after each type of reference help with a link to the listing.
Find Articles/Databases/E-Journals 
These tasks presented the most difficulty, with subjects getting trapped in the LibGuide, not being sure of which database to use, and understanding the resources listed on the tabs of the search box. There are several changes necessary to improve the functionality of the Book Review LibGuide. At first glance, most users were unclear as to exactly what 
function this LibGuide provided. Every subject selecting this path looked for a search box and entered their term there
Recommendations: 

· Place an instructional video on the Book Review LibGuide front page, explaining how to use the guide. 
· Create a search box front and center on the Book Review LibGuide that is linked to the book review databases.
· Alter the LibGuide search box so its purpose is clearer to the average user who tends not to read text closely.
· The main search box options using the Quick Article Search or E-Journal tabs are working well for this type of search. One suggested refinement would be to add a dropdown for peer-reviewed journals.

· The link to the Peer-reviewed (Scholarly) articles on the menu bar should take the user to a listing of peer-reviewed journals or to an interface such as Academic Search Premier where it is possible to limit results to Scholarly Journals.
· The Scholarly Journals LibGuide should have peer-reviewed journals listed with links. 
· The Find Articles link on the Scholarly Journals guide is helpful and should be given a more prominent position. 

· Several links on this Scholarly Journals guide take the user to another university website and should be corrected. 

Special Collections / Primary Resources 

The Veterans History Project and other special collections housed at Burritt Library are a valuable resource that not one subject accessed during this search. 

Recommendations

· The Primary Sources LibGuide homepage contained two search boxes, one linked to CONSULS and one for the guide. It would be helpful if there were specific instructions as to how to access primary sources through CONSULS. 

· With the resources listed on the Internet Resources tab on the LibGuide, one link led to a website that offered pay-per-view articles. This information should be included with the site information so users don’t waste research time if they don’t want to use a resource they have to pay to read. 
· Since CCSU houses the Veteran’s History Project for Connecticut, this would be a valuable primary source to highlight on the guide, possibly giving it a more prominent position along with “teaser” images or excerpts. 
Subject Guide / Research Help 
· The Scholarly Journals LibGuide should have peer-reviewed journals listed with links. 
· The Find Articles link on the guide is helpful and should be given a more prominent position. 

· Several links on this guide take the user to another university website and should be corrected. 
· The dropdown listing of subject guides on the search box is long and could lead to user error. Consider a more compact way to list the LibGuides, especially as more are created.
Positive Comments

· Liked the way it looked

· Well Organized

· Liked the menu and all the subcategories, on other sites they are frequently links to back pages.
· Liked the JSTOR links
· Friendlier looking than the old site

· Like the images

General Recommendations
· Have a Google search box centrally located.

· Use the term “books” instead of catalog on the search box tab
· The search bar on the  LibGuides is too small and narrow, possibly highlight so it is more visible
· Create a Special Holidays link on the About Library menu bar, which lists news such as snow closings, power outages, etc.
· Add general information such as phone number for the front desk on a central part of the page

· Add additional information about services / programs that are housed in the library, i.e. Caribbean Center, Learning Center

Lessons Learned and Conclusion

A library website needs to be viewed as an organic organism, changing and adapting to meet the needs of its users. Since most college students are accustomed to using search engines such as Google, they are easily frustrated by false starts when looking for information on library sites. If library websites are to remain relevant in the lives of their users, faculty, staff, and students alike, then they need to make sure they are able to find the information they need, in the format they need, when they need it. 


Usability studies with a small testing pool are a simple and cost-effective way to test the library site to see if users are able to find specific resources, especially during article and database searches. It is not necessary to test large numbers of people, as this study demonstrated. Through frequent use of these small sample studies, navigation problems can be corrected and access to the library’s valuable resources increased. 
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Appendix A. Posting for Participants

March 2010
Help the Central Connecticut State University Burritt Library with usability testing for our new website!

We’re seeking faculty, graduate and undergraduate students willing to participate. **

The Burritt Library is initiating a study to examine how CCSU students and faculty use the new Burritt Library website. This usability testing will take place during the first two weeks of November and will involve participants completing assigned tasks using the Library website. The results from this study will help library staff assess the overall usability of the website and will identify any places where users are having difficulty using the website.

For this study, both undergraduate and graduate students are needed, as well as faculty. Participation in this study takes about 45 minutes, and participants will be compensated with a gift certificate to Jazzman’s Cafe. 

If you are interested in participating in this study, please email Debbie Herman at hermand@ccsu.edu 

Nancy Florio, MLS Candidate

Southern Connecticut State University

Debbie Herman, Head
Electronic Resources and Information Services

Central Connecticut State University

Buritt Library

email:  hermand@ccsu.edu

phone: 860-832-2084

Appendix B. Script for Facilitator

Central Connecticut State University (CCSU) Burritt Library Usability Study: Opening Statement

Hello, my name is _____________. I am a graduate student at Southern Connecticut State University and I will be conducting today's session. I am glad that you have volunteered to participate in this study. Your contribution will be very valuable to us. As a token of our appreciation, we will provide you with a gift certificate to Jazzman’s Cafe at the conclusion of the session. The session will last approximately 45 minutes.


You are here today to help us test the usability of the CCSU Burritt Library Website. It is important to us that our library users find the information they need. Our aim is to determine how we can improve the website to make it easier to navigate for our users.


During today's session you will be given a list of approximately ten questions to answer using our website. Your responses to these questions will help us to determine how easy it is for you to find information on our website and how we can make the website more user-friendly.

I want you to know that you are not being tested. This is not a reflection of your skills or abilities. The Burritt Library Website is being tested, not you. I will read each question aloud to you; and you will be provided with a written copy of the questions, to which you may refer for the spelling of certain words and titles, or merely to refresh your memory. You will then be given approximately five minutes to find an answer to each question using the Burritt Library Website. In some cases, there may be more than one answer to a question. One answer is enough. It is okay to give up at any point if you feel 
confused or just cannot answer a question. Remember, you are not being tested.


Please think aloud as you use the Library's website. This will help us to better understand how you are viewing the website and responding to what you see there. I may occasionally remind you to think aloud.


It is okay to ask questions during the session. However, I may not be able to answer a question if I think that it will give you more information than the average user would have. But it is okay to ask.


If there is time between questions, I may ask you about what you were thinking while you were using the website. I will also ask you a few follow-up questions at the conclusion of the session.


Now, before I begin, do you have any questions?

Please take 5 minutes to read and look over the website, and then we can begin.

[Subject is then asked to sign and date the Consent Form for Participation in the Burritt Library Website Usability Study].
Appendix C. Informed Consent Form for Participation in the Burritt Library Website Usability Study.

Informed Consent – Web Usability Study, Central Connecticut State University Burritt Library

Purpose: The purpose of this usability study is to help us redesign the Burritt Library Website. We are interested in determining if students and faculty can complete common tasks and easily find information using the library site. Your participation will include completing some or all of the following tasks: using a computer, reading, interacting with the facilitator, thinking aloud (describing what you are doing and thinking while completing tasks, and answering follow-up questions.

You,  _________________________________________________ , [printed name] freely and voluntarily consent to having your voice and image recorded by the CCSU Burritt Library for the library website usability study on _____________________[date].


Your name will not be publicly displayed with the video recording. Demographics about you, such as student or faculty classification, frequency of library use, native language, and college major / department, may be associated with your recorded session. An internally assigned Electronic Resources & Information Services (ERIS) tracking number and the session date will identify your session. This consent form will be associated with the tracking number and session date for internal purposes only.

Your recorded voice and image will be used by the graduate student conducting this research in addition to the Burritt Library ERIS faculty and staff for the internal improvement of the library website. These records will be maintained in a secure 

location in the ERIS Department for six (6) months, after which time they will be destroyed. If you decide to withdraw from this study after the session is recorded, you can submit withdrawal of consent in writing to the library address listed below and any tape made of the session will be destroyed. 


If you have questions about your rights as a research participant or if you have a research related complaint, please contact:

Ms. Mimi Kaplan, Assistant Director, Office of Grants & Funded Research and CCSU Human Studies Council Administator at (860) 832-2366, e-mail: Kaplan@ccsu.edu; or Dr. Bradley Waite, Chair, CCSU Human Studies Council at (860) 832-3115, e-mail Waite@ccsu.edu.

Burritt Library, Electronic Resources & Information Services
Central Connecticut State University

1615 Stanley Street

New Britain, CT 06050

860-832-2084
 -OR-

Dr. W. Jerome Hauselt, IRB Chair, Southern Connecticut State University, School of Graduate Studies, 501 Crescent Street, New Haven, CT. 06515, Voice Mail: 203 392-5423, e-mail: Hauseltw1@southernct.edu
Thank you for your time and consideration,

Nancy A. Florio, Student Researcher

Information and Library Science Student

Southern Connecticut State University

501 Crescent Street, New Haven, CT. 06515

florion1@southernct.edu
Dr. Mary E. Brown, Faculty Advisor

Information and Library Science Faculty

Southern Connecticut State University

501 Crescent Street, New Haven, CT. 06515

1-203-392-5772

I have read and understood the procedures for the usability study and received a copy of this form on the day of the recording.
Restrictions [if any] ________________________________________________________________________

________________________________________________________________________
Signed _________________________________________Date __________________

Name [please print] _______________________________________________________

Street Address____________________________________________________________
City, State, Zip Code____________________________________________________

Phone Number _________________________ Email Address _____________________

I certify that I have personally explained this document before requesting that the participant sign it.

Burritt Library Representative____________________________________________

                                            


[print name]

Signature ___________________________________Date ____________________

Appendix D. Usability Testing Questions

Usability Test Questions for Participants of the CCSU Burritt Library Website

1. Can you find a book review on The Hornet's Nest : a novel of the Revolutionary War by Jimmy Carter? Does the Burritt Library have a copy? Can you place this book on hold? 
2. You need to find several full text articles for a research paper for your English class. Where might you look? 
3. You have been given an assignment in American History that requires you to incorporate primary source material from World War II. Where would you go to find these items? 

Faculty: You are assigning a research paper in your American History course on World War II and want your students to incorporate primary source documents. Where would you find material your students might access at Burritt? 

4. You are looking for a peer-reviewed e-journal on criminal justice. Where would you find this? 
5. You have a book that needs to be renewed. Find the page where you can access your personal account and make this transaction. 
6. You need to log on from home to access the library databases. You have a pin but can’t remember what it is. Where would you go on the website to reset your pin?
7. Your psychology professor requires your papers to be formatted in APA Style. Where would you find specific information to help with this task.
Faculty: You are asking your students to format their papers in APA style and want to make sure they can find help if needed. 

8. It’s 10 pm and you have a question for a librarian & would like to try to contact one if possible. Can you find any information about this?

9. Does CCSU subscribe to a citation index for the social sciences? If so, where would you find this resource?

10. You need to request a book not owned by the Burritt Library or one of the Connecticut State University System. Can you find the form to do this?

11. Your professor wants you to use scholarly journals, not magazines, for your research and mentioned there was a subject guide on the library website. Where would you find this subject guide? 
Post-test questions: 
1. Do you have any suggestions for improvements to the site?

2. What do you like best about the site?
3. Which parts of the site are most useful to you? 

4. Is English your first language? If not, what is your first language?

5. About how often have you used the library’s web site in the past?

· ___ never used 

· ___ only a few times 

· ___ a few times a year 

· ___ about once or twice a month every week 

· ___ every day 
Appendix E. Usability Testing Script

Usability Test Script for the Facilitator for the CCSU Burritt Library Website Usability Study
1. Can you find a book review on The Hornet's Nest : a novel of the Revolutionary    War 
by Jimmy Carter? Does the Burritt Library have a copy? Can you place this book on 
hold? 


[Find Article] [Find Book] [Services/Reserve Book]
2. You need to find several full text articles for a research paper for your English class. 
Where might you look? 


[Find Articles / Databases / E-Journals]
3. You have been given an assignment in American History that requires you to 
incorporate primary source material from the World War II. Where would you go to 
find these items? 


[Digital Collections / Find Primary Sources]

Faculty: You are assigning a research paper in your American History course on World War II and want your students to incorporate primary source documents. Where would you find material your students might access at Burritt? 
4. You are looking for a peer-reviewed e-journal on criminal justice. Where would you find this? 

[Find Articles / Databases / E-Journals]
5. You have a book that needs to be renewed. Find the page where you can access your 

personal account and make this transaction. 


[Services / Access Personal Account Information]

6. You need to log on from home to access the library databases. You have a pin but can’t 
remember what it is. Where would you go on the website to reset your pin?


[Services / Remote Access]
7. Your psychology professor requires your papers to be formatted in APA Style. Where 
would you find specific information to help with this task?


[Research Help / Subject Guides]

Faculty: You are asking your students to format their papers in APA style and want to make sure they can find help if needed. 

8. It’s 10 pm and you have a question for a librarian & would like to try to contact one if 
possible. Can you find any information about this?


[Services / Research Help]
9. Does CCSU subscribe to a citation index for the social sciences? If so, where would 
you find this resource?


[Find Articles / Databases / E-Journals]

10. You need to request a book not owned by the Burritt Library or one of the 
Connecticut State University System. Can you find the form to do this?


[Services / Request an ILL]
11. Your professor wants you to use scholarly journals, not magazines, for your research 
and mentioned there was a subject guide on the library website. Where would you 
find this subject guide? 
[Research Help / Subject Guides]
Post Test Questions: 

1. Do you have any suggestions for improvements to the site?

2. What do you like best about the site?

3. Which parts of the site are most useful to you? 

4. Is English your first language? If not, what is your first language?

5. About how often have you used the library’s web site in the past?

· ___ never used 

· ___ only a few times 

· ___ a few times a year 

· ___ about once or twice a month every week 

· ___ every day 

Thank you very much for your help in evaluating the CCSU Burritt Library Website. Your input will be a great help in improving the usability of the site for all users. 

Remember to give participant Blue Chip Card upon completion of the study and post-test questions. 
Appendix F. NIH Certification of Completion for “Protecting Human Research Participants”

[image: image15.png]Certificate of Completion

‘The National Institutes of Health (NIH) Office of Extramural Research
certifies that Nancy Florio successfully completed the NIH Web-based
{ training course “Protecting Human Research Participants”.

Date of completion: 06/03/2009
Certification Number: 238847






Appendix G. Library Website Interface Usability Study User Paths

CENTRAL CONNECTICUT STATE UNIVERSITY 

LIBRARY WEBSITE INTERFACE USABILITY STUDY


User Paths

Task 1: Searching the Catalog 
Subject 1: 

1. Clicks on “Book Reviews” on “How do I Find…” Menu ( Book Review LibGuide.

2. Enters The Hornet’s Nest in LibGuide search box ( No results.

3. Scans LibGuide, considers drop down menu but chooses “Search by author”, enters “Jimmy Carter” ( No Results. 

Prompt Required: Subject expresses confusion as to what to do next. Given prompt to return to Book Review homepage and continue search.

4. Clicks back arrow on browser ( Book Review LibGuide homepage. 

5. Reads information on guide for first time, clicks on Book Review Digest ( Book Review Digest interface.

6. Enters The Hornet’s Nest in search box, selects “Title” from dropdown menu ( Numerous Results

7. Scans results and clicks on one ( Finds book review – task completed successfully.

Subject 2: 

1. Clicks on “Book Reviews” on “How do I Find…” Menu ( Book Review LibGuide.

2. Enters The Hornet’s Nest in LibGuide search box ( No results.

3. Clicks “See results for all guides” ( No results.

4. Clicks back arrow on browser ( Book Review LibGuide homepage. 

5. Reads information on guide for first time, clicks on JSTOR ( JSTOR interface.

6. Enters The Hornet’s Nest in search box ”( Numerous Results

7. Scans results and clicks on Advanced Search, selects “Author” from dropdown menu and enters “Jimmy Carter”( Numerous Results

8. Scans results and clicks back arrow on browser ( Book Review LibGuide homepage.

9. Reads information, clicks on “Book Review Digest” ( Book Review Digest interface.
10. Enters “The Hornet’s Nest” in title field and “Jimmy Carter” in author field ( No results.

11. Clicks back arrow on browser ( Book Review LibGuide homepage. 
12. Reads information on guide and notices “review” should be selected in type box, clicks on JSTOR ( JSTOR interface.

13. Clicks on “review, The Hornet’s Nest and “full text” + “Jimmy Carter” and “author” ( no results due to author search term

14. Clicks back arrow on browser, seems bemused, is prompted to try to search without the author ( Numerous Results

15. Scans results but isn’t able to locate review - task not successfully completed.

Subject 3: 

1. Clicks on “Book Reviews” on “How do I Find…” Menu ( Book Review LibGuide.

2. Enters The Hornet’s Nest in LibGuide search box ( No results.

3. Scans LibGuide, considers drop down menu and chooses “Guide Title” ( No Results. 

4. Clicks back arrow on browser ( Book Review LibGuide homepage. 

5. Clicks on “Book Reviews” on “How do I Find…” Menu ( Book Review LibGuide.

6. Clicks on “Academic Search Premier” link ( Academic Search Premier interface.

7. Enters The Hornet’s Nest in LibGuide search box ( Numerous results.

8. Scans results, doesn’t see any s/he thinks is correct, clicks back arrow on browser ( Book Review LibGuide.

9. Clicks “Book Review Digest” ( Book Review Digest interface.

10. Selects “Find all of my search terms”, enters “The Hornet’s Nest” ( Numerous results – task completed successfully.

Subject 4: 

1. Clicks on “Book Reviews” on “How do I Find…” Menu ( Book Review LibGuide.

2. Enters The Hornet’s Nest in LibGuide search box ( No results.

3. Scans LibGuide, considers drop down menu but chooses “By author”  ( LibGuides – Browse All Guides  by Librarian

Prompt Required: Subject is confused as to what to do next. Given prompt to go back and continue search.

4. Clicks back arrow on browser ( Library homepage. 

5. Clicks on “Find Books” on “How do I Find…?” menu ( CONSULS.

6. She doesn’t know why she can’t find the review using CONSULS and doesn’t complete task, instead moves on to next part of question – task not completed successfully.
Subject 5: 

1. Clicks on “Catalog” on search box, enters “The Hornet’s Nest” ( CONSULS results page.

2. Navigates back via delete key ( Library homepage.

3. Clicks on “Quick Article Search” on search box, enters “review The Hornet’s Nest” ( Numerous results.

4. Clicks on review – task completed successfully.

Task 2: Find Full-Text Articles.

Subject 1: 

1. Scans homepage and clicks on “Peer Reviewed (scholarly) Articles” on “How do I Find…” Menu ( Scholarly Journals LibGuide.

2. Scans guide; comments that it has resources he can choose from (false assumption); enters “Kurt Vonnegut” in LibGuide search box ( No results.

3. Returns to LibGuide homepage, considers drop down menu and chooses “CONSULS”, ( Numerous results. 

4. Scans results, decides that they would not be helpful; clicks return arrow ( Peer Reviewed LibGuide homepage.

5. Clicks “Find Articles” link from Find Articles box ( Finding Articles via Databases page.

6. Clicks on Academic Search Premier link ( Academic Search Premier interface.

7. Enters “Kurt Vonnegut” in search box, chooses “All text” from field dropdown menu ( Finds numerous full-text articles – task completed successfully.

Subject 2: 

1. Clicks on “Book Reviews” on “How do I Find…” Menu ( Book Review LibGuide. (remembers this path to JSTOR from previous task)

2. Clicks on JSTOR ( JSTOR interface.

3. Clicks on advanced search ( JSTOR advanced search interface.

4. Enters Shakespeare, selects British Studies, Classical Studies ( Numerous Results.

5. Scans results and locates articles - task successfully completed.

Subject 3: 

1. Scans homepage and clicks on “Quick Article Search” on search box, enters “school children” ( Numerous results.

2. Scans results; clicks on result for secondary education ( Article abstract. 

3. Scans abstract, clicks on Ebsco Host Icon ( Academic Search Premier interface. 

4. Clicks on “Journal Articles” from “Publication Type” , selects full text, enters “school children” ( Finds numerous full-text articles – task completed successfully.
Subject 4: 

1. Scans homepage and clicks on “Quick Article Search” on search box, enters “Shakespeare” (using wrong spelling )( No results.

2. Checks spelling, corrects mistake ( Numerous results – task completed successfully.

Subject 5: 

1. Clicks “Research Databases”, enters “Shakespeare” ( Search results page with one result.
2. Clicks on “Literature Criticism Online” ( Literature Criticism Online interface.
3. Enters “Shakespeare” in the basic search box ( Search results page with numerous results. 
4. Clicks on first result - task completed successfully.
Task 3: Find Primary Sources on a Specific Topic.
Subject 1: 

1. Scans homepage and clicks on Primary Sources on “How do I Find…” Menu ( Primary Sources LibGuide.

2. Scans guide; curious as to why there are two search boxes on the guide. Chooses the LibGuide search box and enters WW II ( No results.

3. Clicks back arrow on browser ( Primary Sources LibGuide homepage. 

4. Chooses “This Site” from the search box dropdown menu ( No results. 

5. Clicks back arrow on browser ( Primary Sources LibGuide homepage. 

6. Chooses “CONSULS” from the search box dropdown menu ( Numerous results. 

7. Scans results, selects a title ( examines the record and finds primary source material – task completed successfully.

 Subject 2: 

1. Clicks on “Book Reviews” on “How do I Find…” Menu ( Book Review LibGuide. (remembers this path to JSTOR from previous task)

2. Clicks on Academic Search Premier ( Academic Search Premier interface.

3. In “Published Date” fields enters “1944”, is not sure of dates of WWII, opens new tab, enters WWII in Google search box ( Numerous results. 

4. Returns to Academic Search Premier, enters “1939” and “1944”, selects “Primary Source Document” from “Publication Type”, selects full text, PDF full text, opens new tab, enters WWII in Google search box to find topic ( Numerous results. 

5. Selects “Important Dates” website, returns to Academic Search Premier, enters “Battle of Britain” ( No results. 

6. Enters “World Wsd 2” ( No results. 

7. Enters “World War 2” ( No results. 

8. Deselects full text ( No results.
9. Clicks back arrow on the browser ( Book Review LibGuide. Is prompted as to what would happen if the dates were removed. Answers that search might not find primary source but then remembers that primary source was selected. 

10. Clicks on JSTOR ( JSTOR interface.

11. Selects “History”, enters “World War 2”, selects “limit to article”, date range “1939” “1944” ( Numerous results – task completed successfully. 

Subject 3: 

1. Scans homepage and clicks on Primary Sources on “How do I Find…” Menu ( Primary Sources LibGuide.

2. Scans guide; clicks on “Historical Statistics of the United States” ( Historical Statistics of the United States website.

3. Clicks on search tab ( search page. 

4. Enters “World War 2” ( Numerous results. 

5. Results are pay-per-view, clicks back arrow on browser ( Primary Sources LibGuide homepage. 

6. Clicks on “Internet Resources” tab ( Internet Resources page on LibGuide. 

7. Clicks on “American Memory Online” ( Library of Congress American Memory page.

8. Clicks on “War, Military” link ( War, Military page.

9. Enters “World War II” in search box ( Numerous results – task completed successfully.

Subject 4: 

Subject expressed that s/he didn’t know what primary source were and was prompted with a definition.

1. Scans homepage and clicks on “Catalog” tab on search box, reconsiders and clicks on “Research Databases” tab, comments s/he doesn’t know what that means, returns to “Catalog” tab, enters “American History” ( CONSULS page with numerous results.

2. Scans results, scrolls up and down, and states doesn’t see primary sources and doesn’t know what to do next, clicks back arrow on browser ( Library homepage.

3. Clicks on Research Databases but states that s/he doesn’t know what to do next – task not completed successfully. 

Subject 5: 

1. Clicks on “Catalog” tab on search box, enters “World War II” ( CONSULS page with numerous results.

2. Scans results, clicks on third result ( CONSULS listing – task completed successfully. 

Task 4: Find Subject Specific e-Journal. 

Subject 1: 

1. Scans homepage and clicks on Peer Reviewed (scholarly) Articles on “How do I Find…” Menu ( Scholarly Journals LibGuide. 

2. Clicks “Find Articles” link from Find Articles box ( Finding Articles via Databases page.

3. Clicks “e-Journal Locator” link on Related Links box ( Find an e-Journal page.

4. Enters search term “criminal justice” and selects American Journal of Criminal Justice ( American Journal of Criminal Justice  - task completed successfully.

Subject 2: 

1. Clicks on “Quick Article Search” in search box, enters “Criminal Justice” ( Numerous results from Academic Search Premier.

2. Clicks “Scholarly – Peer Reviewed” on “Limit Your Search” box ( Numerous results – task completed successfully. 

Subject 3: 

1. Scans homepage and clicks “e-Journal” tab on search box, enters “Criminal Justice” and “starts with” ( Numerous results on “Find an e-Journal” page. 

2. Clicks on Criminal Justice journal – task completed successfully. 

Subject 4: 

1. Scans homepage and clicks “e-Journal” tab on search box, enters “Criminal Justice” and “starts with” ( Numerous results on “Find an e-Journal” page.. 

2. Mouseover on Criminal Justice journal – task completed successfully. 

Subject 5: 

1. Clicks “e-Journal” tab on search box, enters “Criminal Justice” ( Numerous results on “Find an e-Journal” page. 

Prompt Required: Subject asked,”How would you know if it was peer review, if another person in your class reviewed it?” Explanation of peer review journal given.

2. Clicked on first result ( LexusNexus Academic search page.

3. Clicked back to “Find an e-Journal” page, clicks on second link ( American Journal of Criminal Justice listings.

4. Clicks on link ( American Journal of Criminal Justice.

5. Clicked back to “Find an e-Journal” page

6. Clicks on Canadian Journal of Criminology and Criminal Justice ( Project Muse. 

7. Clicks on Journal link (PDF

8. Opens PDF ( states doesn’t know how to tell if article is peer reviewed – task not completed successfully due to subject not understanding type of resource. 
Task 5: Using Patron Self-help Services

Subject 1: 

1. Scans homepage and clicks on Your Library Record on “Services” Menu ( CONSULS sign in page 

2. Clicks area to enter pin name – task completed successfully.

Subject 2: 

1. Scans homepage and clicks on Your Library Record on “Services” Menu ( CONSULS sign in page 

2. Clicks area to enter pin name – task completed successfully.

Subject 3: 

1. Scans homepage and clicks on “Your Library Record” on “Services” Menu ( CONSULS sign in page.

2. Clicks area to enter pin name – task completed successfully.

Subject 4: 

1. Scans homepage and clicks on “Student Services” on “Services” Menu ( Information for Students page.

2. Clicks back arrow on browser ( Library homepage. Asks if there is a general Google type search box.

3. Clicks on “Course Reserves” on “Services” Menu ( Information for Students page.

4. Clicks back arrow on browser ( Library homepage, states doesn’t know – task not successfully completed.

Subject 5: 

1. Clicks on “Your Library Record” link at the bottom of the homepage ( Should connect to CONSULS sign in page but link is broken – task completed successfully.

Task 6: Using Patron Self-help Services

Subject 1: 

1. Scans homepage and clicks on “Forgot My Pin” on “Services” Menu ( Pin Codes page (subject explains that he would click this and then be emailed information to reset pin – does not actually click link) – task completed successfully. 
Subject 2: 

1. Scans homepage and clicks on “Forgot My Pin” on “Services” Menu ( Pin Codes page (subject explains that he would click this and then be emailed information to reset pin – does not actually click link) – task completed successfully. 

Subject 3: 

1. Scans homepage and clicks on “Forgot My Pin” on “Services” Menu ( Pin Codes page.

2. Clicks on the link to reset pin – ( CONSULS login page - task completed successfully. 

Subject 4: 

1. Scans homepage and clicks on “Forgot My Pin” on “Services” Menu ( Pin Codes page.

2. Clicks on the link to reset pin – ( CONSULS login page - task completed successfully. 

Subject 5: 

1. Clicks on CONSULS tab ( CONSULS results page. Realized error immediately.

2. Clicks on “Forgot My Pin” on “Services” Menu ( Pin Codes page.

3. Clicks on the link to reset pin – ( CONSULS login page - task completed successfully. 

Task 7: Finding Specific Research Guideline Information. 
Subject 1: 

1. Scans homepage and clicks on “Citing Sources (APA and MLA)” on “Research Help” Menu ( Citing Your Sources LibGuide. 

2. Clicks on APA Style tab ( APA Style page with links to information – task completed successfully. 

Subject 2: 

1. Scans homepage and clicks on “RefWorks” on “Research Help” Menu ( RefWorks LibGuide. 

2. Clicks back arrow on the browser ( RefWorks LibGuide.

3. Scans homepage and clicks on “Citing Sources (APA and MLA)” on “Research Help” Menu ( Citing Your Sources LibGuide. 

4. Mouse over APA Style tab – task completed successfully. 
Subject 3: 

1. Scans homepage and clicks on “Citing Sources (APA and MLA)” on “Research Help” Menu ( Citing Your Sources LibGuide. 

2. Clicks on “In text citation” on APA Style tab ( In Text Citation page – task completed successfully. 

Subject 4: 

1. Scans homepage and clicks on “Citing Sources (APA and MLA)” on “Research Help” Menu ( Citing Your Sources LibGuide. 

2. Clicks on APA Style tab ( APA Style page with links to information – task completed successfully. 

Subject 5: 

1. Enters “APA style” in “Quick Article Search” tab on search box ( Academic Search Premier results page. 

2. Clicks one result ( Record, decides not right resource.

3. Navigates back to Academic Search Premier results page, clicks on another result ( Record, decides not right resource.

4. Navigates back to Academic Search Premier results page, clicks on another result ( Record, decides not right resource.

5. Navigates back to Library homepage, clicks on “Citing Sources (APA and MLA)” on “Research Help” Menu ( Citing Your Sources LibGuide. 

6. Clicks on APA Style tab ( APA Style page with links to information – task completed successfully. 

Task 8: Seeking Help After Hours. 

Subject 1: 
1. Scans homepage and clicks on “Ask a Librarian” on “Research Help” Menu ( Ask-A-Librarian page. 

2. Would click Chat or Email to see if a librarian was available to help – task completed successfully.

Subject 2: 
1. Scans homepage and clicks on “Ask a Librarian” on “Research Help” Menu ( Ask-A-Librarian page. 

2. Clicks Email – task completed successfully.

Subject 3: 
1. Scans homepage and clicks on “Staff” on “About the Library” Menu ( Staff Directory page. 
2. Clicks on “Hours” on the sidebar ( Hours Open page. Can’t find correct information.

3. Clicks on back arrow on browser ( Library homepage, looks for some time and gives up– task not completed successfully.

Subject 4:
1. Scans homepage and clicks on “Ask a Librarian” on “Research Help” Menu ( Ask-A-Librarian page.  Raises many questions about information listed and missing from page.

2. Sees chat is listed but not hours, clicks back arrow on browser and points to hours but then clicks on “Ask a Librarian” on “Research Help” Menu ( Ask-A-Librarian page.

3. Clicks Email, wonders who email goes to and when will it be answered, clicks back arrow on browser ( Ask-A-Librarian page.

4. Clicks Email – task completed successfully.

Subject 5: 
1. Clicks on “Ask a Librarian” on “Research Help” Menu ( Ask-A-Librarian page. 

2. Clicks Email – task completed successfully.

Task 9: Using Journal Locator
Subject 1: 

1. Scans homepage and clicks on “RefWorks Citation Manager” on “Research Help” Menu ( RefWorks LibGuide. 

2. Scans LibGuide, considers emailing librarian listed on the guide then enters Social Sciences in the search box and selects CONSULS on the search box dropdown menu ( numerous results, none of which apply

3. Clicks back arrow on browser ( RefWorks LibGuide homepage. 

4.  Obviously frustrated when viewing the LibGuide, states will send an email to the librarian – task not completed successfully. *

* Although the assumption is that the librarian will send the correct information, the reply will fall outside the five minutes allotted for each task, therefore making the task not successfully completed.

Subject 2: 

1. Scans homepage and clicks on “RefWorks Citation Manager” on “Research Help” Menu ( RefWorks LibGuide. 

2. Scans LibGuide, states doesn’t know what a citation index is, opens new tab, enters “Citation index” in Google search box ( Numerous results.

3. Clicks on Wikipedia ( Wikipedia page on citation index. 

4.  Reads entry, still not sure where to look, clicks back arrow on browser ( RefWorks LibGuide. 

5. Clicks back arrow on browser ( Library homepage.
6. Clicks on “Citing Sources (APA and MLA)” on “Research Help” Menu ( Citing Your Sources LibGuide.

7. Clicks “Citation Manager” tab on LibGuide ( Citation Manager page.

8. Clicks on “Son of Citation Machine” >> Son of Citation Machine web page.

9. Clicks APA link, states that social sciences use APA – task not completed successfully due to subject not knowing what a citation index is.

Subject 3: 

1. Scans homepage and clicks on “Citing Sources” on “Research Help” Menu ( Citing Your Sources LibGuide. 

2. Scans LibGuide, clicks “Getting Started” tab ( Getting Started page.

3. Clicks on Social Sciences link for APA Manual ( CONSULS record for APA Manual – task not completed successfully due to subject not knowing what a citation index is.

Subject 4: 

1. Scans homepage and clicks on “Citing Sources” on “Research Help” Menu ( Citing Your Sources LibGuide. 

2. States s/he doesn’t know what is a citation index, receives prompt explaining citation index, clicks back arrow in browser ( Library homepage.

10. Clicks on “Subject Guide” tab on search box but is confused by what is included under this tab, clicks on “RefWorks Citation Manager” on “Research Help” Menu ( RefWorks LibGuide. 

3. Clicks back arrow in browser ( Library homepage – task not completed successfully.

Subject 5: 

1. Scans homepage and clicks on “RefWorks Citation Manager” on “Research Help” Menu ( RefWorks LibGuide. Prompt required: Subject doesn’t know what a citation index is, definition given.

2. Navigates back ( Library homepage.

3. Clicks on “Citing Sources” on “Research Help” Menu ( Citing Your Sources LibGuide. 

4. Navigates back ( Library homepage.

5. Clicks on “Primary Sources” link on the menu ( Primary Sources LibGuide. 

6. Navigates back ( Library homepage – task not completed successfully.

Task 10: Interlibrary Loan

Subject 1: 

1. Scans homepage and clicks on “Interlibrary Loan - ILLiad” on “Services” Menu ( Although he doesn’t click on the link, he knows from previous experience how to complete a request – task completed successfully. 
Subject 2: 

1. Scans homepage and clicks on “Interlibrary Loan - ILLiad” on “Services” Menu ( Although doesn’t click on the link, subject knows from previous experience how to complete a request – task completed successfully. 

Subject 3: 

1. Scans homepage and clicks on “Course Reserves” on “Services” Menu ( Information for Students page.

2. Clicks “Borrowing and loan periods” ( Information for Students page (link is anchored on the same page).

3. Scans homepage and clicks on “Interlibrary Loan - ILLiad” on “Services” Menu ( ILL page – task completed successfully. 

Subject 4: 

1. Scans homepage and clicks on “Interlibrary Loan - ILLiad” on “Services” Menu ( Although doesn’t click on the link, subject knows from previous experience how to complete a request – task completed successfully. 

Subject 5: 

1. Scans homepage and clicks on “Off Campus Access” on “Services” Menu ( FAQ LibGuide.

2. Navigates back ( Library homepage.

3. Clicks “Books” link on “How Do I Find…?” menu ( COUSULS

4. Navigates back ( Library homepage.

5. Scans homepage and clicks on “Interlibrary Loan - ILLiad” on “Services” Menu ( ILL page – task completed successfully. 

Task 11: Find Specific Subject Guide.

Subject 1: 

1. Scans homepage and clicks on “LibGuides – Subject Research Guides” on “Research Help” Menu ( LibGuide interface. 

2. Clicks Scholarly Journal LibGuide link from Popular Guide list ( Scholarly Journal LibGuide – task completed successfully.

Subject 2: 

1. Scans homepage and clicks on “Subject Guides” tab on the search box, states the question doesn’t mention which subject and selects “sociology” from the dropdown menu ( LibGuide Subjects: Sociology page.

2. Clicks on “Social Work Research Guide” LibGuide ( Social Work Research Guide LibGuide. Asks if s/he should be looking for something specific, is prompted to look for specific guide on scholarly journals.
3. Clicks on homepage tab, scans page, clicks on “Primary Sources” link on “How do I Find…?” menu ( Primary Sources LibGuide.

4. Clicks back arrow on browser ( Library homepage.

5. Clicks on “Journal / Magazine” link on “How do I Find…?” menu ( Scholarly Journal LibGuide – task completed successfully.


Subject 3: 

1. Scans homepage and clicks on “LibGuides – Subject Research Guides” on “Research Help” Menu ( LibGuide interface. 

2. Clicks Scholarly Journal LibGuide link from Popular Guide list ( Scholarly Journal LibGuide – task completed successfully.

Subject 4: 

1. Scans homepage and clicks on “Subject Guides” tab on the search box, selects “biology” from the dropdown menu ( LibGuide Subjects: Biology page.

2. Clicks browser tab for homepage( Library homepage.

3. Clicks on “Subject Guides” tab on the search box, scans subjects listed from the dropdown menu, mouse hovers above and below link to Scholarly vs. Popular Journal guide but doesn’t see it – task not completed successfully.

Subject 5: 

1. Scans homepage and clicks on “LibGuides – Subject Research Guides” on “Research Help” Menu ( LibGuide interface. 

2. Enters “Scholarly Journals” in the LibGuide search box ( LibGuides Search results page, numerous results.

3. Clicks on Scholarly Journal link – task successfully completed.
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