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“Ugh, | remember coming here for the first time. I'm like

BACKGROUND ok now what do | do? And | had to go to so much hell, let FINDINGS &_ RECOMMENDATIONS

. : me rephrase that, it wasn't hell, it was just a nuisance.
Usability testing and a user survey were conducted to better understand user 'Cause | wasn't sure if | was a Health Affairs Affiliate (S ELECTE D)

perceptions and to aid decision-making about Interlibrary Loan (ILL) and [highlights the text], | just wanted the book and I'm a

Document Delivery (DD) cost and user experience. o | CAROLINA student here.” o
nterbrary LoanDocumentoalivery (o B LU « Not all users could accurately identify the cost of an ILL request. 2 out of 5

participants incorrectly expected article requests to be free (when it would cost $5).

 Participants were generally confident that they knew the cost of their
request (even when they were wrong).

* Consider eliminating fees

Choose your Affiliation [what's my =filistion?)

UNC HOME LIBRARIES, COLLECTIONS & HOURS E-RESEARCH TOOL5 E-JOURNAL FINDER
Academlc A alrs A"l"ates Health A“alls A““lates Law A||I|I3.tes i i i UNIVERSITY LIBRARIES

Make a Request Make a Request Make a Request Title: The story of the cannibal

- - L P - UGS N,
* Strong, differing opinions about service interface and user experience S © Request: Document Delivery, Interilbrary Loan, CAROLINA
Caraling BLU: Adicle FAZ | Book FAQ To recall & book, use this form. To recall & bhook, use this form, ! ' H0|d, RECE”, or Storage Item @

Interlibrary Loan FAQ To request storage items MNOT in To request a hook from storage use

« Decisions made on anecdotal evidence from users, I.e., non-users and Documan ey FA0 ...
reasons miSSing from the picture Non-Affiliated Borrowers: [f you are a Morth Carolina resident holding a borrower's card or a registered borrower Choose your Affiliation  (What's my affiliation?)

fram anather University wou can request material in storage or at the Library Service Center by using this form. Ta @ Your Request
place a recall and hold on an item that is currently checked out, please use this form. Academi rs Health Affairs

« Service performance is an area of excellence.

 Satisfaction with ILL and DD services Is high. 42/45 (93%) of ILL were
“satisfied” or “very satisfied”, 26/30 (87%) of DD users “satisfied” or “very satisfied”

* Opening and reading an article was easy. 38/41 (93%) of respondents rated “very
easy’ or “somewhat easy.” 1/41 rated “somewhat difficult.”

« Turnaround time expectations matched actual performance.

? - Mon Registered Borrower: If you are not registered as a borrower with UNC Libraries but need to reguest an itemn ; : Title: Th.E story of the cannibal
: : . : o ; . Login Login Login woman : a novel
a . e SO u I O n that is currently in storage or at the Library Service Center, please contact the Davis Library Circulation Departrment . z
for assistance Create an account Create an account Create an account AUthDr' Condé, Maryse.
' Published: New York: New
York : Atria Books, 2007.,
2007.

Other Libraries

An IRB-approved study to gather evidence using multiple methods:

Interlibrary Loan FAQ

Caralina BLU is a service of the NG University Libraries and supports the research and instructional needs of the \ /

students, faculty, and staff of the University of Marth Caroling at Chapel Hill. —_— ————

» Usability Study (reported here) * Financial Analysis o Afilted Bortonrs

Morth Carclina residents with a borrower's card or a registered borrower from another University can place a hold or

recall on an item that is currently checked out or request matenal in storage or at the Library Service Center, using

« Survey (reported here)  [Institutional Inquiry Figure 1: “Choose Your Affiliation” screen before ou Requsst frm.

Non-Registered Borrower:
If vou are not registered as a borrower with UNC Libraries but need to request an item that is currently in storage or
at the Library Service Center, please contact the Davis Library Circulation Department for assistance.

« Technical Analysis enbrary Lending Poicies for cthr Livare

Health Sciences Library
Law Library

When?

* October 2010 — August 2011 - T ———— -
Whoo @m/UNC e | el Figure 2: “Choose Your Affiliation” after initial changes to * 32% of respondents would purchase a book (18/57 “use methods such as

Comectingpocple svaryehers with knowldge b improve Hours  Askalibrarian My Library Account  Support the HSL streamline page Amazon or a publisher to obtain items instead of the UNC-CH Libraries, Interlibrary

HOME RESOURCES GUIDES SERVICES ABOUT THE HSL NEWS & EVENTS HELF

« Cross-functional task force from administration, interlibrary loan, public e T [ o e e T Loan or Document Delivery” from a few times a year to daily. The main circumstance
services, and information technology INTERLIBRARY LOAN / DOCUMENT DELIVERY in which they do this is if they want to own the item.)

* Increase awareness of campus delivery
* More users know about ILL than DD. (93% vs. 77%)
 |LL/DD is one way to get a resource not available from the library

1 1 ILL & Document ; |HSL site EI | | [ Search - = -
 Chaired by a senior manager Deivery L@::j:’:lf'“ad pecount Faes for UNG HsL @|/UNC * Improve article search and annotate resource lists when possible.
iy o i eassword| e o e e A « Locating an article or book from a citation was difficult. 2 participants
ased UT-L.ampus ogon to ILLia anvwhere ome esources uides Er\nces ut the ews & Even elp ) ) ) '
rgirjtz:tltlztljfducation en to ILLiad?LRzgisle:LL : 35?0? ggl-%l_iCH Classes and Consultations | Course Reserves | Interlibrary Loan and Document Delivery | Meet Your Librarian | Room Requests repeatEdIy unsucceSSfUIIy SearChed by art|C|e tltle IN the Catalog and Web Slte SearCh_

and Regional Rush: add Owned by

Campus Students Reset password online or conact ILL to reset password $5.00 UNC-CH Interli brary Loan / Document Del |Very

M E H O D » Students on Rofation 52;50 3 business |Free
I : ; » Health Affairs Requesting Checked-out Books _ :
Affiliates with IMaterials from HSL Storage: Free ILL & Document Logon to your ILLiad Account Related

To place a hold on a book that is checked out or missing, please . —- = =¥=ae o Logontoyour lLLiad Account s

« Providing resource name alone was insufficient to some users. Two
participants commented that they didn’t have enough information to know which

. ﬁfr??,:lhi:l:esﬂ\fﬂliates fill out the Request a Checked-out Book form. Qvoiceslaretieor;t monthly. DE"VEW Frequently Asked
- H . _ _ ayment methods: ) Username Questions
* Loansome Dot Academic Affairs/Law Libra Informatienfor; I I .
Usabl I Ity StUdy * Request a Copy ILLiad Access i : g?;hk ’ HNﬁtErE’fpel - resswerd . E”?'Em: e POOHIEE to o
-y - - . - . . * Libraries B ® Academic Affairs Library users logon = Credit cards (MC & Visa) A?fﬁiates ars e « Copyright -
10 usability test sessions were conducted with participants recruited from the o aces e s o * Add direct access to ILL/DD from search results pages.
Request Staff Based Off

Reset password online or contact ILL to reset password

UNC Health Affairs schools. Participants were asked to think aloud while « ANk " UNC ceparmentalgran , Cameus Contact ILL Stafr

Request Email: docdel@unc_edu

* “No results found” pages for Electronic Journal, Article and site search

) ] ] Eggf;:‘;” and Requesting Checked-out Books Phone: 010-066-4008 , . . . . .
completing a series of (known item) search tasks. Post-task and post-test ool Conps I e 1o 1 2 ookt hecten utor s, pesse e don’t contain links to ILL/DD. Links from Catalog and Article Linker are
Interviews and questionnaires were administered to measure user satisfaction and Fac 5 42 080 T Acaderic AfarsLaw Liary not very prominent.
perce ptl OnS. Follow ILL on Facebook * Loansome Doc ®» Academic Affairs Library users logon

* Request a Copy B | aw Library users logon

Figure 3: HSL Interlibrary Loan page before » Libraries

* Lending Policies

* ALA Book
Request

» ALA Article

: . _ _ Figure 4. HSL Interlibrary Loan page after removing fees and
Ar_‘ |RB'apPr0Ved Onl_me SUrVEy was adr_nln|5tered via Qualt“C_S for One month _ = e H e adding information for UNC Health Affairs affiliates * Allow Onyen access to ILL system
using questions from instrument in the literature augmented with service-specific WL s stvees naas

_ Cornecin scpl verhae i oo v e « Participants could successfully reqgister, reset password and log In to
guestions. 70 of 87 responses were analyzed for self-reported usage patterns, CEOUTTE NS, NAWSSBVENTE LB ILLiadp Y1 i ;

. . .o . ) Classes and Consultations | Course Reserves | Distance Education | Interlibrary Loan and Document Delivery | Meet our Librarian | Room Requests
awareness of service availability and service costs, performance, expectations and |
Se rVi Ce Sat i Sfacti O n . Main Menu Mot owned by UNC-CH: $5.00 Cwned by UNC-CH: FREE

* Remove requirement for user to choose affiliation

* Choose Your Affiliation was confusing and/or annoying to users who just

Survey wanted their book/article. 3 participants volunteered comments.

“sometimes so if | shrink it and press request again after I've _ o o
logged on like (demonstrates) then it'll come up, but the first time « Many users expected to use Onyen to log In. Participants were not specifically

Facohonid " when you log on it doesn't come up...like already filled out” asked about Onyens, yet two mentioned this expectation. Two participants knew to log
e Book Request In with a separate ILL account from experience. 9 survey respondents mentioned setting
Article/Bock Chapter Enter information below and press the SuBMit Information bution to send, e T = up an account/logging in as a dissatisfier.

| ESSONS LEARNED eyt @'m T —  Improve ILL request experience to better match user expectations

Receied Arices HOME RESOURCES GUIDES SERVICES ABOUT THE HSL NEWS & EVENTS HELP
Cancelled Requests *Title

Th IS eVIdence_based approach real Iy Worksl i:f?éﬁfeil”m lasses and Consultations | Course Reserves | Distance Education | Interlibrary Loan and Document Delivery | Meet Your Librarian | Room Requests ° DrOVIde Immed ia.te COan rmatlon Of requeSt SUCCESS

Motifications

“sformation below and press the Submit Information button to S'Eﬂd.l

. Tools If UNC copy is unavailable: ] 00 caue % | fostes R ° 3 -
- helped produce consensus and create buy-in Bkt e repopulate book and article request forms from the catalog.
« moved group from anecdotal opinions/perceptions to objective fact Facebook! et st e Add estimates for turnaround t_lme. Part!upants were unsure how long a request
_ . | e Describe the item you wantt. would take to be completed — especially the difference between a rush and a regular
* having effort led by an “outsider”” had (mostly) advantages e | o - request as there is a cost distinction.
» multi-modal approach built the big picture Ao e = O e e * Shorten the “Not Wanted By” default date. 5 participants thought that the

Checked Out ltems

. - .. - - Will you acceptthe itemina Mo M ancelled Requests . . . ICI

« confirmed strengths as well as identified areas needing improvement GG i NG copy s unavaliabl : default date was today and not a year from today. 3 participants changed the month or
e Notfcatons £ SRR 2007 day (not the year) and commented that they expected to receive the item within weeks

* may learn more than you thought you would citon ot s tem? e or months.
:ll.,rto;::'inlfarmaticfn here that may help us find the tem, a5 wel a5 any other 'C”;C;:;eti;’:‘isswmd :It:n:mal:tandm Fookumben)

Id b ] d d h d ElOTICI_E: Léjs;arstwn bﬁ chargBeda$5 feetfﬁrtjsuutjks_trwgt uwnetcibn;&fhe umc-c:haptmtwn !_ii:urzlilrtijes.‘rluu will About ILLiad S

EE:FVEDQEE Orthis charge. By pressing tne auomi EQUEST DULION You agree 10 e INterinrary [oan Contact ILL Staff ocLC

IRB process could be improved and shortene cnag T —

Submit Request Clear Form (MDD YY)

« would have liked help at the beginning e T =

language other than English?
Copyright @ 1933-2009 Atlas Systems, Inc. All Rights Reserved.  Last updated 10/28/2010  Site Index A -7 Feedback R s e

Will you accept an alternate Yes

Communication is key LG iy Tl [0S REGLISEN LEOIE - Repeat usability testing to see if changes were effective (April — May 2012)

Notes

Put any informatien here that may help us find the tem, as well as any other

o iCi « Assess Impact of dropping fee on service demand, staffing (ongoin
solicited feedback from affected staff throughout process ‘and I'm confident that | wouldn't pay one in the end because if e P ppIng g (ongoing)

* noticed info gaps (e.g., a page for each subgroup, none for on-campus someone said 'oh, this would have cost you something because' e e e e e « Change to LDAP authentication to allow Onyen login (May 2012)

affiliates) ,btllj’)t ’t didn 'ltdsze ;’:yjh"”g that ’;0"]{ me so | shouldn't be charged’ ey 15050 Al . At g | ot e 52510 St 7 ot » Merge patron databases to eliminate need to choose affiliation once registered
. e . . - that would be the lawyer part of me. . _ : .
» identified and addressed areas of confusion and uncertainty Figure 61 HSL Book Request after removing fees and adding (May 2012)

: Instructions, turnaround time, automatic form pre-population, . : :
 told users what the service does! and change default Not Wanted After Date Repeat the user survey to get further feedback (under consideration)




