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HOW CAN [ HELP YOU?:
BECOMING USER-CENTERED IN
SPECIAL COLLECTIONS

BY VALERIE HARRIS

ABSTRACT: This study reports the results of a 2008 survey of 148 users of the Spe-
cial Collections and University Archives Department at the University of Illinois at
Chicago (UIC Special Collections). Data are examined to determine if the quality of
services provided by UIC Special Collections at the Richard J. Daley Library meets
our users’ expectations for services, collections, and comfort.

Results show a high level of satisfaction with the services, collections access and
comfort, but also a desire for services designed to improve research productivity such
as longer and more convenient reading room hours, more digitized primary sources,
and faster and cheaper duplication services. The study also offers examples of new
service initiatives at UIC Special Collections based on user feedback.

Introduction

Users of special collections have different experiences from users of general library
collections, although the basic needs of the two groups are comparable. Like users of
general collections, special collections users need to find information sources, access
them, and know that the mnformation sources are authentic. People come to special
collections to use rare books, organizational records, personal papers, photographs,
and memorabilia, among other types and tformats of material. Because of the different
formats and rarity of special collections, users of them face descriptions of collections
and procedures for accessing them that differ from those of general collections.

Many special collections materials are old, fragile, and unique, and so in the past
the overriding goal of special collections librarians and archivists has been to describe
items or collections for intellectual and physical control and to protect them from de-
struction by providing stable storage and closely monitoring use. These measures led
to policies and procedures that could prove daunting to users of special collections.
But as special collections libraries increasingly are active in instruction and outreach,
librarians and archivists need 1o put as much care and innovation into public services
programs as they have in developing proce:

ses tor description, access, and preservation.

Creating a user-centered maodel of'special coliections public service for the University
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of Illinois at Chicago (UIC) Library is the motivation for this survey and report. This
study will share the results and outcomes of a survey of the department’s on-site and
remote users and make recommendations for how special collections librarians can
better serve users based on survey results.

Description of the Study Library
«__'J‘\v

The University of I1linois at Chicngo/is a public land grant university located in the
heart of one of the nation’s largest metropolitan arcas. UIC was formed in 1982 when
the University of Illinois Medical Center was consolidated with the University of Il-
linois at Chicago Circle (UICC). The origins of undergraduate education on a Chicago
campus of the University of [llinois date to 1946, when the Chicago Undergraduate
Division was constituted as a two-year college and located at Navy Pier to serve the
educational needs of increased numbers of high school graduates and the influx of
World War II veterans. A new four-year campus opened in 1963, built in Chicago’s
historic Near West Side. Today, UIC’s student body is around 25,000 (roughly 60
percent undergraduate, 30 percent graduate, 10 percent professional schools) with
12,000 faculty and staff members, comprising 15 colleges.! UIC ranks as one of the
most ethnically diverse Research [ institutions in the country and consistently leads
the Big Ten in minority enrollments.*

The UIC Library supports the teaching, research, and service mission of the Univer-
sity. Although its primary mission is to serve the university community, the Library
1s open to all users.

The Special Collections and University Archives Department (UIC Special Col-
lections) has two sites, one at the main library, and one at the health sciences library.
The department is comprised of three sections: manuscripts, rare books and printed
materials, and university archives. The manuscripts section comprises around five hun-
dred processed collections totaling around 20,000 linear feet, notably the Hull House
Collection, the Chicago Urban League records, records of the Century of Progress
Exposition of 1933-34, and the corporate archives of the Chicago Board of Trade. Its
collecting focus is on the nineteenth and twentieth centuries, particularly the social,
political, and cultural history of Chicago. The rare books collection numbers around
50,000 cataloged titles ranging from the fifteenth century to the present. The rare book
collection is strong in the health sciences, Chicagoana, and houses a premier set of
pre-fire (i.e., pre-1872) Chicago imprints. The university archives measures over five
thousand linear feet, and includes the records of the UIC medical campus, colleges,
departments, and administration, as well as selected personal and professional papers
of faculty, students, and alumni.

UIC Special Collections at the main library is staffed by five professional librar-
lans or archivists—four with faculty status: the department head, a reader services
librarian who also manages the rare books collection, two archivists for manuscript
collections. and an archivist/records manager for the institutional archives who splits
time between the main library and the health sciences library; three paraprofessionals;
and a varying number of graduate and undergraduate student assistants. One full-time
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paraprofessional, a half-time librarian, as well as several graduate student assistants
staff special collections at the health sciences library.

Description of UIC Special Collections Public Services and Users
UIC Special Collections offers a standard array of public services, including free

and open access to cataloged collections, fee-based duplication, remote reference, on-
line finding aids, exhibits, and digital collections. The UIC Special Collections staff

is active in instruction and outreach. <waa \ )_

On-site use of materjs t n library has remained steady over the last five
years, while the nui uestions has increased significantly, from 72 in
FY 200310330 F «dCmic year 200520006, Special Collections instruc-

tional programs attracted mdividual students, but no classes. In 2006-2007, the unit’s
staff taught class sessions for courses from Urban Planning, English, History, and the
Honors College, plus students from high schools and other universities. In 2007-2008,
there were 619 people attending our sessions. including 218 UIC students in 11 classes.
In FY 2009, the instruction and outreach program introduced UIC Special Collections
to 678 students and educators, including 238 UIC students in eight classes.

Around 70 percent of UIC Special Collections users are not affiliated with UIC. Ap-
proximately 90 percent of E-mailed and telephone reference queries come from users
notaffiliated with UIC, and the ratio of non-UIC to UIC users of our collections on-site
has increased over the last three fiscal years. In FY 2007, 46.2 percent of users were
non-UIC, in FY 2008, that proportion was 49.9 percent and in FY 2009, 59.3 percent.

Typical users of UIC Special Collections are scholars and students of nineteenth
and twentieth century American history. From 2005 through 2008, the most-used
collections were the organizational records of Industrial Areas Foundation (Saul
Alinsky), A Century of Progress World’s Fair, Chicago Federation of Settlements and
Neighborhoods, Hull House Collection, Hull House Association, Juvenile Protective
Association, Immigrants Protective League, Chicago Urban League, Metropolitan
Planning and Housing Council, as well as photographs from the Jane Addams Me-
morial Collection. About twice as many boxes of manuscript material as rare books
circulate, and about three times as many boxes of manuscript material as university

archives boxes are paged for users.

Rationale for the Study

Library literature shows that hibrarians should be aware of user perceptions of the
profession as a first step in becoming user-centered. In her 2001 examination of several
studies of user expectations and manager perceptions in the ficld of academic library
services, Rowen Cullen suggests that “librarianship has high ideals, and these lead

1o a somewhat paternalistic view that we know what patrons need and want and can
be trusted to deliver it. This view may be interfering with a clear focus on customer
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satisfaction as a measure of service quality and may be preventing library managers
from having confidence in users to decide their own needs and priorities.™

“Since at least the mid-1980s. archival literature has called attention to the importance
of a user-centric perspective.” One can trace a line from Elsie Freeman’s seminal 1985
Midwestern Archivist article, “Buying Quarter Inch Holes™ to Mary Jo Pugh’s guide,
Providing Reference Services for Archives & Manuscripts. Pugh’s book provides an
excellent framework for developing a comprehensive reference and reader services
program in archives and special collections libraries. and discusses the importance
of measuring and evaluating the use of the repository, concluding, “examination of
the use of archives by all archivists will contribute to the development of standards of
practice for the profession.” Among the many user studies published over this period,
Paul Conway’s analysis of the use of the National Archives and Records Administra-
tion (NARA) explored the role of archivists in the research process from the user’s
perspective. In 1994, he wrote of the challenge of applying evaluative research data.
saying “the business of studying users increases the tension between the investigator’s
traditional mandate to be a neutral observer and the administrator’s often natural resis-
tance to those research findings that point to the need for organization change. . . . This,
too, is the challenge now faced by the National Archives, and the one we all face as

“ar

professionals—to question, to learn, and to change.

In the academic library field, a March 2006 survey of 123 Association of Resecarch
Libraries (ARL) members to measure public service in special collections libraries
comprising rare books, manuscripts, archives, visual resources, and other primary
source collections, suggests that special collections librarians still are not evaluating
user services vigorously enough. The survey found that while 96 percent of the re-
spondents collected informal feedback and general observations, less than 40 percent
conducted formal user assessment in the form of comment forms (36 percent), patron
surveys (30 percent), exitinterviews (19 percent), and focus groups (3 percent). Around
52 percent of respondents discussed an increase in their public programming and out-
reach activities with a concerted effort to encourage use of rare books and archives by
undergraduate students and K—12 students, audiences that traditionally were not users of
special collections.” However, there is little published evidence that the feedback is being
used to create change in services or as the motivation for outreach to new audiences.

Finding less than 40 percent of the ARL-surveyed repositories conducting formal
user assessment, Turcotte and Nemmers note that “libraries are systematically gathering
quantitative data to measure services, but relatively few libraries are actively assessing
the quality and effectiveness of their public services™ and “the passive nature of these
evaluative techniques™ (e.g., informal feedback) should be a point of concern in the
professional community in light of efforts to engage new audiences and to develop
new services."

The Turcotte and Nemmers report indicates that during the five years between the
Cullen study and the ARL survey, special collections librarians did not systematically
assess user services and continued to rely on their perceptions of user satisfaction
instead of evaluating outcomes.

As the ARL survey found to be typical, the UIC Special Collections unit long has
used visitor and correspondence logs to measure use. These logs record collections
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accessed, hours of visits to the reading room, users’ institutional affiliation, and some
information about research topics. These statistics are quantitative and give a broad
demographic overview of who is using UIC Special Collections. The survey of UIC
Special Collections users was conducted to acerue foundational data for measuring
user satisfaction and to guide service planning and priorities.

Methodology

The survey instrument in Appendix 1 incorporated questions raised by UIC Special
Collections staff and loosely adapted questions from ARL’s LibQUAL+ survey. Ac-
cording to their Web site, “LibQUAL~+ is a suite of services that libraries can use to
solicit, track, understand, and act upon users™ opinions of service quality” on topics
of service, information control, and library as place.” Also helpful in constructing
the UIC’s survey was alnill;l_i)rmur\'cy posted by the Washington State University
Libraries."" But because neither the ARL nor Washington State surveys focused exclu-
sively on special collections and urchives, they were consulted for structural features
and inspiration only. The Archival Metrics Toolkits was not available at the time of
the UIC Special Collections survey, but promises to provide archivists with instru-
ments for collecting comparative data.' We tested a pilot survey on a group of five
UIC librarians, academic professionals, and students familiar with special collections
research and the survey questions were adjusted for clarity as a result of the feedback.
The study then was reviewed and approved by UIC’s Institutional Review Board for
protection of human subjects. The users of special collections at the main library were
subjects of this study.

We sent a link to the survey, using Survey Monkey, to E-mail addresses collated
from reader registers and remote reference data forms collected for 18 months between
January 2007 and June 2008. Remote users contacting UIC Special Collections via the
QuestionPoint “Ask a Librarian™ service or through direct E-mail during the survey
time period also were invited to respond to the survey. The survey was active June
18, 2008, 1o July 10, 2008. Of 671 invitations, 72 were rejected because of invalid
E-mail addresses, nine recipients opted out, and 145 people responded for an overall

response rate of 24.2 percent. Of those taking the survey, 87.6 percent completed it.

The completion rates for specitic questions show that respondents were selective in
answering questions (see Appendix 1).

The survey respondent demographic is similar to the user demographic, with 67.3
percent of those answering the survey notaffiliated with UIC (while around 69.8 percent
of UIC Special Collections users are non-UIC). Eighty-three and one-half percent of
respondents used ULC Special Collections five or fewer times in the two previous years.

AN UIC Special Collections users, regurdless of age or institutional affiliation, were
invited to participate. We informed subjects that participation was voluntary and that
all responses would remain contidential. Surveys from participants under the age of
18, however, were discarded because of Institutional Review Board policies requir-
ing parental consent for the study of children, a step deemed outside the scope of this

particular project. No participant was asked to provide race or gender information.
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Data were stored in a password-protected on-line survey application (Survey Monkey)
. . .~ . ———— - - -
with no personal identification numbers or names.

Results and Discussion

The data were aggregated and presented in textual. tabular, and graph forms. Report-
ing was by percentage of subjects answering a particular question. Data were collated
by user group, i.e., UIC and non-UIC undergraduates. UIC and non-UIC graduate
students, UIC and non-UIC faculty and stafl, independent researchers, and high school
students (question 5), and analyzed to determine issues of primary importance to users
in each group and overall. Because of the age restriction. most responses from high
school students were discarded. To better serve local-area high school-aged students,
a group that we identify as core constituency, a further targeted study is in order.

The survey data provided information about the needs and desires of rescarchers
using a special collections library. Respondents indicated that librariah@nd archivis{’s J
instinets regarding service are. for the most part, sound. That is.-rtarZe majority of

respondents reported satisfaction with the quality of research assistance (87.0 percent),

access to the reading room and/or collections (66.1 percent). photo duplication and
photocopying (55.4 percent), and courteousness of staff (91.5 percent).

Some of the results were used to illuminate questions of local concern, such as the
comfort, lighting, and noise level of the UIC Special Collections reading room. This
report highlights those findings with broader implications and applications for special
collections libraries generally.

Users Want More Digital Resources

The survey asked several questions (12, 17-20, 26, 27) about electronic resources,
including whether and why special collections materials such as rare books, photo-
graphs, and archives should be more widely available as digital surrogates, and whether
faculty-initiated digitization of primary sources for course reserves would be useful.

More than 94 percent of respondents favored access to digitized versions of primary
source materials. And while the overall interest in offering special collections materi-
als as part of electronic course reserves was a modest 47.8 percent. 80.0 percent of
undergraduates and 78.6 percent of faculty and staff reported being either somewhat
or very interested in the service. These are the audiences who traditionally use course
reserves. Special collections librarians have the opportunity to provide access to col-
lections digitally for asynchronous class use and capitalize on the expertise of course
reserves staff for assistance with implementation.

Users Want Longer and Morce Convenicent Hours

At the time of the survey, UIC Special Collections offered reading room hours Mon-
day—Friday, 10:00 an—4:30 pnv and the second Saturday of each month, 10:00 An-2:00
pm. When asked how the department might extend hours (question 10), respondents
called for later weekday hours and expanded weekend hours (Figure 1).
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When asked to identify specific hours that would make their research time more
convenient (question 1), respondents chose 1:00-3:00 pm Saturday as the most conve-
nient time overall. Generally speaking, users prefer to conduct library research in the
afternoon and want some “after hours” availability on weekday evenings and weekends.

Faculty and staff and undergraduate students identified 1:00-3:00 py on weekdays
as their most convenient time; independent researchers prefer 10:00 an—1:00 pm on
Mondays and Saturdays; and graduate students prefer after 5:00 ey on weekdays and
1:00-5:00 py on Saturdays.

Comments {rom respondents included, “longer hours for out of town researcher
would be much appreciated,” “maybe a few more Saturdays during history fair (De-
cember through February),” “open on every Saturday when school is in session,” “any
additional opening hours would be beneficial for me. I usually only have a week or
two to get as much research done in a short period.” and “given the necessary slow
pace of this kind of research, MOST repository hours are too short.” While 67.6 per-
cent of respondents acknowledged that the current hours were sufficient to conduct
their research, respondents desired to have more hours to better accommodate their
schedules. Students working under the pressure of assignment due dates and traveling
researchers looking to make the most of research allowances especially felt a desire
for expanded hours.

Based on user feedback, UIC Special Collections extended hours on Wednesdays
to 7:00 pnt, added an additional Saturday (now open the second and fourth Saturday of
the month) and changed Saturday hours from 10:00 AM—=2:00 paito 12:30—4:30 pm. The
addition of Saturday afternoon hours proved especially successtul. The department
accomplished schedule changes with existing staffand budgets and also benefited inter-
ested stafl members by offering some amount of flexibility in their workweek routine.

Open earlier on

Saturdays
4%
Open earlier on — & Stay open later on
weekdays weekdays
15% 32%

{
Open on Sunday
16%

k i o
\/‘”

Sy

Stay open later on
weekends
33%

Figure 1: Preferrved times for exwended veading room hours.
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Users Want Knowledgeable Librarians to Connect Them with the Information
They Need

Most users (835.3 percent) said they were somewhat to very satisfied with the qual-
ity of reference assistance they received. One user commented on the importance of
research assistance in helping to develop ideas even when a repository’s collections
might not contain the specific information the user seeks. This user said, “Whereas
the actual data T was looking for couldn’t be found, your staff (through “Ask a Li-
brarian™) found some other circumstantial information that helps me strengthen my
theory.™ In fact, 99.2 percent of users considered it a very important (89.8 pereent)
or a somewhat important (9.3 percent) service to have a librarian answer questions
about the collections. This finding suggests that relying too heavily on staff without
a deep knowledge of the collections to cover public service areas is not wise. If such
nonexpert staff must work in public service areas, they must be trained to evaluate
when expert assistance is needed.

Reference service was identified as more important than having photocopying ser-
vices, digital imaging and photography. or wireless Internet connections. Nevertheless,
users want unmediated systems for some services: 76 percent reported interest in on-
line forms for requesting photocopies or other duplication services and 77.4 percent
expressed interest in on-line forms for requesting collection materials to be retrieved
in advance of an on-site visit. Just as on-line finding aids have greatly increased the
discoverability of collections and lead to a less librarian-mediated experience for the
researcher, more routine on-ling service transactions may be handled by paraprofes-
sional or student staff, leaving professionals to concentrate efforts on in-depth rescarch
consultation, instruction, and outreach.

Users Want More Autonomy in Creating Surrogates of Collection Materials

Special Collections at UIC does not allow setf=service photocopying. Users are
required to fill out photocopy request flags (kept with the material within the folder)
with their name. the collection name. box and folder numbers. and a brief description
of the item to be copied. Photocopies cost SO.15 per page (raised to S0.25 per page in
2009) and the copies are made by student workers, usually within 24 hours.

The library houses a photographic services department that offers high-quality
photo duplication services with prices ranging from SI0 for a print to S145 for a
high-resolution scan to be used for commercial purposes (price includes a one-time
licensing fee). Scans for scholarly and nonprofit uses fall into the S20-S40 range.
The photographic services department’s policy is to complete orders in ten business
days. Survey respondents reported a modest level of satisfaction with the prices and
the turn-around time for these services: 35.4 percent were satisfied, 16.1 percent were
dissatisfied, and 28.6 percent could not rate (question [4). However, if given the choice
to photocopy, photograph, or scan materials themselves (question 12), 83.5 percent
responded positively, with one survey respondent commenting, “easier photocopying
means less time in the library

Based on survey results and practices becoming more widely adopted by peer

more efficient use of that time.”

institutions, UIC Special Collections now allows some self-service photography for
reference or study purposes, but only after users are trained to handle the material and
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sign an agreement to comply with copyright laws.'* The department is evaluating the
feasibility of providing scanning and photocopying equipment for regular patron use.

Users Want Faster Processing to Reveal “Hidden” Collections, As Well As De-
tailed Finding Aids and Accurate Catalog Records

When asked what are the most conspicuous barriers to conducting special collections
research, both the backlog of unprocessed collections and misleading or low-quality
finding aids and catalog records were the most frequently cited (question 9).

Comments such as “not knowing what the collections are,” “so many special col-
lections materials are “hidden, uncataloged and unknown by anyone other than the
archivist’,” and “if something 1s not known to the staft or the researchers because it
isn’t described, it is almost nonexistent.” reveal researchers’ deep concern that there
is a mother lode of unprocessed material locked away that would contribute to their
research.

At the same time, users want to be able to identify immediately material within
collections relevant to their rescarch and to be able to use finding aids and databases
to inform their rescarch plans. In addition to the concern about hidden collections, the
survey captured o sense of the difficulty researchers have finding the time and money
for travel to repositories. Survey responses reveal again and again that any services
that can increase the efficiency and affordability of conducting research are needed (cf.
questions 8, 10 12, 16,26, 29). Detailed linding aids and other indices allow researchers
to identify remotely and prioritize relevant information.

Unfortunately, the desire for faster processing of hidden collections is at odds with
the reported need for detailed finding aids and other pathfinders, and this conflict offers
amost troubling conundrum for librarians and archivists. In “A Survey of Researchers
Using Archival Materials,”" Greene and Meissner set out to discover how o process
archival collections ina more timely fashion, while providing users with appropriately
detailed finding aids. They posited that “more product, less process™ (MPLP) should
be the goal of processing archivists, concluding “in normal or typical situations the
physical arrangement of materials in archival groups and manuscript collections should
not take place below the series level.”™ They quoted a reference archivist, I don’t
think most researchers care how a collection is arranged or described. . .. All they care
about is finding the folder headings that have meaning tor them.” When faced with
processing decisions for collections that are not “normal or typical,” such as personal
papers of prominent people with high research or monetary value, Jeannette Mercer
Sabre and Susan Hamburger made a case for applying item-level description. In some
instances, this higher level of processing can reduce barriers to access and ease the
workload on reference staff over time, and, therefore, may be the most cost-effective
and time-efficient processing decision.'

Minimal descriptive standards have been implemented at the Library of Congress
to expedite the reduction of rare books backlogs, as reported by Deanna B. Marcum."”
Recommendation 2.1.2.4 in “On the Record: Report of the Library of Congress Work-
ing Group on the Future of Bibliographic Control” states “Consider different levels
ol cataloging and processing tor all types of rare und unique materials, depending
on institutional priorities and importance and potential use of materials, while still
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following national standards and practices.”™™ The Library of Congress recognizes that
not all books or collections are created equal: some will see more use than others over
time. With a goal to reveal hidden collections, and using appraisal and subject expertise,
special collections librarians and archivists should apply less detailed description to
those collections that are unlikely to receive higher levels of use. Of course, this begs
the question of how to make such decisions about potential use.

UIC Special Collections recently has implemented a collection assessment matrix,
based on the Archivists Toolkit assessment module. to systematize processing priori-
ties based on the documentary quality and potential use of the records or papers. And
while UIC Special Collections has adopted many MPLP practices. such as limiting
re-foldering and creating collection-level descriptions for unprocessed, it should be
kept in mind that with minimal-level processing and greater discoverability. the onus
of detailed searching is on the reference archivist. The time involved in administering
a collection over time should factor into processing-level decisions,

Users Want More Collaboration with Librarians to Develop Collections

Survey takers were asked to share, in their own words, their vision of an ideal
special collections department (question 29). Many reiterated the importance of
courteous, knowledgeable staff, digital collections, convenient hours, informative
finding aids, and liberal access policies with fewer rules. Interestingly, some survey
takers expressed an interest in working with librarians to develop collections. They
reported that subject area strengths should be built upon to maximize the usefulness of
resources. The importance of subject specialists was stressed so that those developing
collections would be in tune with relevant scholarship. Collaboration between faculty,
independent rescarchers, and librarians and archivists also would aid in identifying
potential donors. User expertise could be sought formally. by inviting researchers to be
part of a collections committee or advisory group. for instance. And. the potential for
students and scholars contributing content and context for special collections should
be explored. As stated in the Marcum report, “The results of [vendor-created metadata,
social network tagging, and digital object description by amateur enthusiasts] are far
more rich and robust than could be provided by any single library cataloging work.
Libraries can and should take advantage of such metadata creation by other, both to

0

avoid duplication of effort and to reduce costs.

Users Do Not Want Tutorials

There was modest interest in special workshops and online tutorials (question 27).
The survey asked about interest in workshops and tutorials on rare books: manuscripts
and archive collections; photographs and maps: what to expect when doing rescarch
in special collections; how to use a finding aid: and how 1o evaluate primary sources
for research value. The topic that garnered the most positive overall response—how
to use a finding aid—generated only a 30 percent/30 percent split between interested
and not interested.

While overall response to workshops and on-line tutorials largely was negative (Fig-
ure 2). the survey suggested selected groupSTight be audiences for particular types
of instruction. The survey showed that the instructional interests of undergraduates
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Overall Interest in Workshops and Tutorials
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Faculty and Staff Interest in Workshops and Tutorials
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Figure 4: Faculty and staff interest in workshops and tutorials.

differ from those of faculty and staff (Figures 3 and 4). For instance, while 44.4 per-
cent of all undergraduates (25 percent of UIC, 60 percent of non-UlC undergraduates)
are interested in on-line tutorials on evaluating primary resources for research value.

ST - .‘ e ¥ S
only 189 percent of all faculty and staff are interested in such tutorials. Among UIC
faculty and students, there is modestinterest in an on-line tutorial about using finding

. . . . ~ Pl ~ e

aids, with slightly more interest from undergraduates, who usually are less familiar
with archival resecarch than other user groups. Discovering a lack of interest in certain
types of instruction will save staff trom developing programming that will not attract
a good audience. When considering developing tutorial programming librarians and
archivists should consult with the pertinent audience about their instructional needs
and specifically market that programming to the targeted users.”

Users Generally are Happy Working within the Physical Confines of Special
Collections and Associated Policies and Procedures

Although a few comments such as, “more natural hghting would be extremely
helpful,” “use of power cords on floor creates fire and tripping hazards,” and “could
use more [outlets] for laptops.” an average of 62.1 percent of respondents were very or
somewhat satisfied with the lighting, temperature. noise level, furniture, and electrical
outlets in the reading room.

While some respondents expressed a frustration with the number of rules or lack
of understanding of the rules governing the use of special collections, the majority of
respondents were comfortable with them. While 83.3 percent of respondents reported
satisfaction with the assistance from staff they received, 77.4 percent would like to
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have online foenis for requesting materials to be retrieved in advance of a visit to the
sading r mrorder to forgo some ol the librarian-mediated procedures.

Conclusion

In the last few vears, special collections librarians have made significant progress
towards expanding access to collections and adopting more welcoming standards of
public service. Driven by librarians and archivists intent on pushing information to
the public, technology has significantly aided the mere act of discovering archival
collections, which once required sophisticated research skills, access to the National
Union Catalog of Manuscript Collections, or published bibliographies, and patient
correspondence with repositories. Information about collections now is disseminated
broadly in local library catalogs, union catalogs such as WorldCat, ArchiveGrid, and
Archives USA, and discoverable through Google and other Internet search engines.

Nevertheless, in 2003 Daniel Traister wrote:

“Many librarians suppose, or hope, that a major shift in staft attitudes
has produced rare book collections and librarians far more welcoming to
carly twenty-first-century readers than their old, out-of-date reputation
implies. Anyone who works in this field must be aware that readers have
long regarded staftas major constituents of the formidability and repul-
siveness of many rare book collections large and small. Nonetheless,
staff nowadays prefer to believe that their own attitudes are welcoming
and that readers have noticed and approve of this change.”™

It seems then, that perhaps special collections librarians have not made enough
progress in achieving the levels of service and access that users desire. Not only must
special collections librarians provide user-centered services and increase access, but
they also must improve customer service skills to create a truly welcoming research
environment. To extend Traister’s observation, librarians and archivists must reconsider
all of the arcas of their work, und objectively assess if the needs of users truly are being
met and if systems are functioning as etliciently as possible.

5

By improving services based on the study of existing users” feedback, it may be pos-
sible 1o reduce barriers faced by current and potential audiences. For instance, based
on survey results and corroborated by reading room use statistics showing high-traffic
trends, UIC Special Collections expanded public hours to include one evening a week
and an additional Saturday a month. ultimately increasing our open hours by 14 hours
a month. This was done by shifting schedules and did not add expense, showing that
small changes 1o improve services can be done with little or no added cost to depart-
ments. Saturday hours, in particular, have proven popular with students working on
History Fair projects, genealogists, and out-of=town researchers, including an increase
in first-time or one-time-only users. \m\ has been enthusiastice, and
visitor logs show that the reading roont during added hours is used as heavily as the
former schedule. so that use has increased instead of merely shifled.

The survey data also has led stail to explore new initiatives al UIC Library, such

as the possibility of offering electronic surrogates of primary source materials via
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electronic course reserves. UIC Special Collections recently has created course-specific
research guides using the LibGuides content management system, to allow students
and instructors ready access 1o tools customized to their research needs.

To respond to users” desires to have input on building collections and to have unpro-
cessed and other “hidden™ collections revealed, librarians should consider digitization
projects that potentially will have the most impact on researchers” work. For instance,
instead of planning digitization projects based on a collection’s graphic attractiveness,
librarians should evaluate overall collection use and consult with faculty or other
stakeholders to develop a digitization program. Archivists and librarians from UIC
Special Collections formed an ad hoc working group with the digitization librarian
and metadata cataloger to prioritize series- and collection-level digitization for our
most-used resources, and have been drawing on faculty and student subject expertise
for metadata creation. Faculty members also are playing a larger role in prioritizing
processing and cataloging decisions. to better ensure the library’s role in supporting
the research and teaching mission of the university.

Italso is important to maintain consistent reference staffing by librarians and archi-
vists knowledgeable about their home collections and familiar with subject research
technique. This local knowledge increasingly may be importantif the minimal-process-

ing model for most collections is adopted. beeause the burden of identifying specific
information may fall more heavily on reference staff. The benefit to researchers may
be worth allocating more hours to reference as processing backlogs are reduced and
basic finding aids or catalog records are put on-line. Future user satisfaction studies
will show the value of new processing and service standards.

User surveys and other methods ol evaluation and assessment can help special col-
lections librarians build service models that are cost-effective and user-centered. Just
as teachers assess learning outcomes by gathering data from grades, teacher evalua-
tions, and other methods, librarians also can assess their value by asking users if they
are getting what they need from the library. A good place to start is with those special
collections libraries that only gather user feedback informally.®* Special collections
librarians should gather user opintons and assessment through formalized methods
such as comment cards, surveys. or focus groups and have in place administrative buy-
in for applying the results. On a local level, therc would be tangible benefits to users.
And, if special collections librarians went a step further and published the results of
their user studies, the profession would benefit as a whole.

. o/\—7
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Appendix 1—Survey Questions and Sunimary Results
Question 1) Approximately how many times have you used Special Collections/
University Archives in the past two years, either on-site, or remotely
via E-mail or the Ask a Librarian reference service?

145 (97.9 percent)

3 (2.1 percent)

62 (42.8 percent)

59 (40.7 percent

9 (6.2 percent)

oL
h
v

> pereent)
7 (4.8 percent)

I (=] percent)

I (=1 percent)

99 (67 percent)

70 (47.6 percent)

people who started the survey answered
this question.

skipped this question.

respondents reported using Special Collections/
University Archives 2-5 times during the last
WO years.

respondents reported using Special Collections/
University Archives just once during the last
Lwo years.

reported using Special Collections/University
Archives 11-20 times.

reported using Special Collections/University
Archives 6-10 times.

reported using Special Collections/University
Archives more than 20 times.

chose “other.” writing 2 days in one week.”

T what ways liave you accessed Special Collections/University Ar-
chives? Please chieck all that apply.

147 (99.3 percent)

people wio started the survey ansiwered
this question.

skipped this question,

responded that they accessed Special Collec-
tions/University Archives in person.
responded that they access Special Collections
University Archives by E-mail.

reported access by telephone.

reported access by electronic reference service
such as Ask a Librarian or instant message.

reported access by mail.

Whicl of the [ove] UIC Special Collections/University Archives De-

109 (74.1 percent)

%

31 (2L1 perceny

/ (>1 percent)

partnients do you usually use for research?

147 (99.3 perceay)

people answered this question.

skipped this question.

reported using the department at the Richard
J. Daley Library (main library).

responded that they were not sure, as research
vwas transacted remotely, e.g., by E-mail or

telephone.
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4 (2.7 percent)  reported using the department at the Library

f the THealth Sciences.

(%)

(2.0 percent)  reported using both, at the Daley and Health

Sciences libraries
Question 4)  Are you 18 years old or older?
148 (100 percent) — people answered this question.
144 (97.3 percent)  answered yes and were allowed to continue
with the survey.
4 (27 percent)  answered noand were directed to the exit page

of the survey.

Question 5)  What is your status?
126 (85.1 percent) people answered this question.
22 (14.9 percent) skipped this guestion.
40 (31.7 percent)  people identified themselves as an independent
rescarcher.

23 (183 percent)  identified themselves as non-UIC faculty or
staff.

19 (150 percent)  identified themselves as UIC faculty or staff,

17 (13.5 percent)  identified themselves asa UIC graduate student.

16 (12.7 percent)  identified themselves as a non-UIC graduate

student.
6 (4.7 percent)  identificd themselves as “other,” including
“alumni.” “emeritus faculty,” and “author.”

S (@0 percent) identified themselves as a UIC undergraduate.
S (@O percent) identified themselves as anon-UIC undergraduate.
I (=1 percent)  identified themselves as a high school student.

Question 6)  What is your field of study or area of interest?
130 (87.8 percent) people answered this question.
18 (12.2 percent) skipped this question.

Responses fell into the following areas:
U.S. history. general (22.3 percent): art, architecture, and urbanism (16.9
percent): race, ethnicity, immigration (10.8 percent): Chicago/local his-
tory (10.8 percent); genealogy (8.5 percent); Hull-House. Jane Addams,
social work (6.9 percent): women’s and gender studies (4.6 percent):
other (4.6 percent); UIC history and administration (3.1 percent); trans-
portation (2.3 percent); education (2.3 percent); literature and rare books
(2.3 pcrccm) medicine (2.3 percent): sociology (1.5 percent): political
and economic history of C hlLng (1.5 percent); library and information
science (1. puunl)

Question 7) I your experience, what does the UIC Special Collections/Archives
Department do well?
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125 (84.4 percent) people answered this question.
23 (15.5 perceny) skipped this question.

Responses fell into these categories:
helpfulness or responsiveness of staft (33.0 percent); timeliness of
responding to patron needs or inquiries (23.2 percent); types, quality,
and affordability of services (20 percent); descriptions of and access to
holdings (16 percent); quality of collections (10.4 percent); pleasantness
of environment or reseurch experience (6.4 percent); cannot evaluate
(3.6 percent).

Question 8)  What improvements do you think the Department could make?
104 (70.3 percent) — people answered this question.
44 (29.7 percent) skipped this question.

Responses fell into these categories:
change nothing (18.3 percent); process and make accessible more col-
lections (16.3 percent); improve facilities (11.5 percent); expand hours
(9.6 percent); develop collections (6.7 percent); improve or offer more
services (6.7 percent); improve timeliness of responding to patron needs
oriquiries (4.8 percent); offer more digitized primary sources (3.8 per-
cent): improve the helplulness or responsiveness of staft (3.8 percent);

cannot rate (3.8 percent).

Question 9)  1n your opinion, what is the single most conspicuous barrier to con-
ducting researcl in special collections departments here at UIC or
elsewhere?

102 (68.9 percent)  people answered this question.
46 (31.1 percent)  skipped this question.

Responses fell into these categorics:
lack of or quality of finding aids and catalog records (16.7 percent); hours
(12.7 percent); costand time to travel (10.8 percent); none (9.8 percent);
publicity and communications about collections and holdings (9.8 percent);
special rules for uccess and use (8.8 percent); lack of digital access to
primary sources (0.9 percent): no self=service photocopying or photogra-
phy (3.9 percent); staft helpfulness or responsiveness (5.9 percent); cost
or timeliness of photoduplication services (3.9 percent): facilities (2.9
percent); copyright and other restrictions on use (2.9 percent).

Question 10) At the Richard J. Daley Library, the Special Collections and Univer-
sity Archives Depariment's reading roont currently is open to visitors
Monday="Friday, 10:00 av=4:30 pyr and the second Saturday of each
mouth, 10:00 av=2:00 par 1f the Department swere to lengthen or
chrange the reading room hours for public use, what would be most
useful for you research needs? Please choose no more than three.

93 (62.8 perceni) people answered this question.
35 (37.2 percent) skipped this question.
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47 (50.5 percent)  responded that staying open later on weekdays
would be most useful.

47 (50.5 percent)  responded that staying open later on weekends
would be most useful.

23 (24.7 percent)  responded that being open on Sunday would

be most useful,

(22.6 percent)  responded that opening earlier on weekdays
would be most uscful.

6 (6.5 percent)  responded that opening earlier on Saturdays
would be most useful.

There were 39 comments. including:

“longer hours for out of town rescarcher would be much appreciated™;

“Ido not feel it is fair for me to answer as I am not a requent user™;

“maybe a few more Saturdays during history fair (dec—feb)™; “open on

every Saturday when school 1s in session™; “okay for me. but probably

students need longer Saturday hours™ “Any additional opening hours

would be beneficial for me. I usually only have a week or two to get as

much research done in a short period™ “Given the necessary slow pace

of this kind of research. MOST repository hours are too short™; “As an

out-of-towner. extending hours in general would obviously help me

more, but shouldn’t be done at the expense of basic operations™; “Can-

not comment as [ use vour department from long distance via E-mail.”

Question 11) When is the most convenient time for you to come to Special Collec-
tions/Archives?
94 (63.5 percent) people answered this question.
54 (36.5 percent) skipped this question.
An average of 19 people
(25.5 percent of an average of 75 responses) chose before 10:00 am
Monday—Friday as the most convenient.

18 people (29.0 percent of 62 responses) chose before 10:00 av Saturday as most
convenient.
8 people 22.2 percent of 36 responses) chose before 10:00 anm Sunday.

An average of 30 people (40.2 pereent of an average of 75 responses) chose 10:00
AM=1:00 pyi Monday—=Friday.

28 people (45.2 percent of 62 responses) chose 10:00 am—1:00 pm Saturday.

16 people (44.4 percent of 36 responses) chose 10:00 Aav—1:00 pn Sunday.

Anaverage of 31 people
(41.0 percent of an average of 75 responses) chose 1:00-3:00 pv Mon-
day—Friday.

39 people (62.9 percent of 62 responses) chose 1:00-5:00 pn Saturday.

20 people (55.6 percent of 36 responses) chose 1:00-3:00 pym Sunday.

An average of 22 people
(29.5 percent of an average of 75 responses) chose after 5:00 eyt Mon-

dav—Friday.
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S people (12.9 percent of 62 responses) chose after 5:00 pm Saturday.
S people (13.9 percent of 36 responses) chose atter 5:00 pnv Sunday.

The most convenient time reported was 1:00-3:00 pm Saturday, with 39 people choos-
ing this time.
The top four most convenient times Monday—Friday are
1:00-3:00 pni Monday (32 chose this);
10:00 an=1:00 ent Tuesday (31):
10:00 anv—1:00 pv Wednesday (31); and
1:00-5:00 pnv Wednesday (31).

Question 12) Thinking about your FUTURE research needs, how interested are you
in the following?
125 (84.5 percent) people responded to this question.
23 (15.5 percent) skipped this question.
More on-line primary resources:
113 people o' 120 respondents (94.2 percent) said they would be some-
what to very interested, while 7 (3.8 percent) said they were either not
interested or felt the question did not apply.
On-line class reserves of primary source material:
43 of 90 respondents (47.8 percent) said they would be somewhat to
very interested, while 47 (32.2 percent) were either not interested or felt
the question did not apply.
Permission to photocopy, photograph. or scan materials yourself:
96 of 115 respondents (83.5 percent) said they would be somewhat to
very interested, while 19 (16.5 percent) were either not interested or felt
the question did not apply.

Question 13) How satisfied are you with the comfort of the reading room?
111 (75.0 percent)  people responded to this question.
31 (25.0 percent) skipped this question.
Lighting:
79 ol 111 respondents (71.2 percent) were somewhat to very satisfied, 8
(7.2 percent) were somewhat to very dissatisfied, while 24 (21.6 percent)
could not rate.
Temperature:
73 of 111 respondents (63.8 percent) were somewhat to very satisfied,
13 (11.8 percent) were somewhat to very dissatisfied, while 25 (22.5
percent) could not rate.
Noise level:
78 of 109 respondents (71.6 percent) were somewhal to very satisfied, 7
(6.4 percent) were somewhat to very dissatisfied, while 24 (22.0 percent)
could not rate.
Furniture:
70 of 110 respondents (03.6 percent) were somewhat to very satisfied,



90 ARCHIVAL ISSUES Vol. 32, No. 2, 2010

13 (11.8 percent) were somewhat to very dissatisfied, while 27 (24.5
percent) could not rate.

Electrical outlets:
41 of 107 respondents (38.3 percent) were somewhat o very satisfied
[T (10.3 percent) were somewhat to very dissatisfied, while 35 (51.4
percent) could not rate.

Question 14) How satisfied are yowsvith our photoduplication services?

117 (79.1 percent)  people responded to this question.
31 20.9 percent) skipped this question.

Price for photocopies (S0.15/page):

65 of 114 respondents (57 percent) said they were somewhalt to very
satisfied, 11 (9.6 percent) said they we somewhalt to very dissatisfied,
while 38 (33.3 percent) could not rate.

Timeliness of photocopy order fulfillment (usually available by next business day):
63 of 114 respondents (35.3 percent) said they were somewhat (o very
satisfied. 12 (10.5 percent) said they were somewhat to very dissatisfied,
while 39 (34.2 percent) could not rate.

Price for photographic/digital image reproductions (S20-830 for UIC community.

S30-8155 for non-UIC users): 32 of 113 respondents (28.3 percent)

were somewhat to very satisfied, 15 (13.3 percent) were somewhat to
very dissatisfied, while 66 (38.4 percent) could not rate,

Timeliness of photographic/digital imaging order fulfillment (usually within 10 busi-
ness days): 37 of 114 respondents (32.5 percent) were somewhat to very
satisfied, 11 (9.6 percent) were somewhat to very dissatisfied, while 66
(57.9 percent) could not rate.

Question 15) How satisfied are youw with these aspects of conducting your research
in Special Collections/Archives?
118 (79.7 percent) people responded to this question.
30 (20.3 percent) skipped this question.
Reading room hours of operation:
63 of 116 respondents (54.3 percent) said they were somewhat to very
satisfied, 27 (23.3 percent) were somewhat to very dissatisfied. and 26
(22.4 percent) could not rate.
Ease of finding materials:
74 of 117 respondents (63.2 percent) said they were somewhat to very
satisfied, 22 (18.8 percent) were somewhat to very dissatisfied, and 21
(17.9 percent) could not rate.
Assistance from reference stall:
99 of 116 respondents (85.3 percent) said they were somewhat to very
satisfied, 10 (8.6 percent) were somewhat to very dissatisfied, and 7 (6.0
percent) could not rate.
Speed of material retrieval by staft:
92 of 115 respondents (80.0 percent) said they were somewhat to very
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satisfied, 8 (7.0 percent) were somewhat to very dissatisfied, and 15
(13.0 percent) could not rate.

Access to computers (1 public terminal in reading room, plus wireless network con-
nection): 36 of 113 respondents (3 1.9 percent) suid they were somewhat
to very satisfied, 14 (12.4 percent) were somewhat to very dissatisfied,
and 63 (33.8 percent) could not rate.

Access 10 the wireless network:

24 of 112 respondents (21.4 percent) said they were somewhat to very
satisfied, 15 (13.4 percent) were somwhat to very dissatisfied, and 73
(65.2 percent) could not rate.

Question 16) Currently, we are open to users firom 10:00 1sto 4:30 pyr on weekdays,
and 10:00 1v1to 2:00 pyi on the second Saturday of the month. Were
these hours sufficient to conduct your research?

100 (67.6 percent) — people responded to this question.

48 (234 percent)  people skipped this question.

Yes: 67 (67 percent)

No: 33 (33 percent)
34 respondents (34 percent) commented on the hours, with 20 people
(38.8 percent) requesting that the reading room be open additional hours
to make research more convenient and productive, even it the existing
hours were sufticient to conduct their past research projects. Comments
imcluded, “[Itwould] be better it you were open past 4:30. 1 expect to be
using multiple archives and if they all have the same 10-4 hours it will
be hard to get to them all.” " had to miss work to do research within
these hours,” ~As a student the hours were ok, but 10 am is a little late
to open and 4:30 was too euarly to close. More weekend time than just
one Saturday would be desired.” and “Sufficient? Yes. Convenient? Not
always. Researchers must adapt to library policies. You can’t be open
24 hours a day, seven days a week, but I wish you could.”

Question 17) Before you last used (on-site or via phone, E-mail, etc.) Special Col-
lections/Archives had you viewed our Web pages?
121 (81.8 percent)  people responded to this question.
27 (18.2 percent)  people skipped this question,
Yes, | looked at the Web pages and determined that you had the information [ was
looking for: 72 people (39.5 percent) chose this answer.
Yes, I looked at the Web pages but could not find the information [ was looking for: 17
people (14.0 percent) chose this answer.
No, I looked for the Web pages, but was not able to locate them: 3 people (2.5 percent)
chose this answer.
No, I did not look at the Web pages: 29 people (24.0 percent) chose this answer.
Comments:
“Tlooked at the Web pages Lo see what exactly the SC/A were, that [ have
been referred to in my rescarch,” 1 found the Ask the Librarian E-mail
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address.” “sometimes | find. sometimes I don™t.” “and then | E-mailed
the reference librarian.” I found some information,” =l knew you had
something | could use, but didn’t know the extent. [I] just assumed,
given you house the Hull House materials.”™

Question 18) What general information on the Special Collections/Archives home-
page do you seek?
118 (79.7 percent) — people responded to this question.
30 (20.3 percent) skipped this question.

oo}

About the department: 11 of 104 people (10.6 percent) responded Frequently, 37 (34,
percent) responded Occasionally, 36 (34.6 percent) responded Nevel
Location and hours: 23 of 106 people (21.7 percent) responded Frequently, 56 (52.8

percent) responded Occasionally, 27 (23.3 percent) responded Never

Visitor information: 21 of 107 people (19.6 percent) responded Frequently. 51 (47.7
percent) responded Occasionally. 35 (32.7 percent) responded Never.

Staff directory: 8 of 102 people (7.8 percent) responded Frequently, 38 (37.3 percent)
responded Occasionally, 56 (54.9 percent) responded Never.

Ask a Librarian (electronic reference): 9 of 114 people (7.9 percent) responded Fre-
quently, 55 (48.2 percent) responded Occasionally, 30 (43.9 percent)
responded Never.

To summarize, location and hours were the most sought after of the general information
about the department, while the staft directory was the least sought after.

Question 19) Do you use these Web pages fabout the collections]?
119 (80.4 percent) — people responded to this question.
29 (19.6 percent) skipped this question.
Manuscripts: 11 of 109 people (10.1 percent) responded Frequently, 54 (49.5 percent)
responded Occasionally. 44 (40.4 percent) responded Never.
University Archives: 13 of 110 people (11.8 percent) responded Frequently, 59 (33.6
percent) responded Occasionally. 38 (34.5 percent) responded Never.
Rare Books: 10 of 109 people (9.2 percent) responded Frequently, 39 (35.8 percent)
responded Occasionally. 60 (55.0 percent) responded Never.
Photographic Collections: 8 of 114 people (7.0 percent) responded Frequently, 55 (48.2
percent) responded Occasionally. 31 (44.7 percent) responded Never.
To summarize, University Archives pages were reported as the most used, and Rare
Books pages were reported as the least frequently used.

Question 20) What other features of the Web site do you use?
113 (76.4 percent) people responded to this question.
35 (23.5 percent) skipped this question.
Permissions and Feces:
7 of 109 people (6.4 percent) responded Frequently. 45 (41.3 percent)
responded Occasionally, 37 (32.3 percent) responded Never.
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News:
2 of 104 people (1.9 percent) responded Frequently, 28 (26.9 percent)
responded Occasionally, 74 (71.2 percent) responded Never.

Online Exhibits:
5 of 110 people (4.3 percent) responded Frequently, 39 (35.5 percent)
responded Occasionally, 66 (60.0 percent) responded Never.

In summary. of these choices. Permissions and Fees was the most frequently used, and
News was the least frequently used, although Never was by far the most

popular response o all three.

Question 21) Ifyou have used a collection, did you knowwhat collection you wanted
10 use before you came?
122 (82.4 percenty  people responded to this question.
26 (17.6 percent) skipped this question.
Yes: 83 (08 pereent)
No: 23 (18.9 perceny)
Not applicable: 16 (13.1 percent)

Question 22)  Finding aids list the contents of boxes and folders in archival collec-
tions, but there are otherways of discovering sources. Before you came
[to Special Collections/Archives], did you know what boxes or folders
you wanted (o exanine?
116 (78.4 percenr) people respoided to this question.
32 (217 percent) skipped this question.

27 of 116 people (23.3 percent) responded Frequently,

51(43.9 percent) responded Occeasionally, 3

8 (32.8 percent) responded Never.

Question 23) Has your researcl at UILC led you to material that you did not know
we had?

116 (78.4 percent) — people responded to this question.
32 (21.6 percent)  skipped this question.

Yes: 74 (63.8 percent)

No: 33 (284 percent)

No, I had a feeling there was more, but didn’t know how

o find 1t: 9 (7.8 percent)

Comments included: “Whereus the actual data 1 was looking for couldn’t be found,
your stafl (thru “Ask @ Librarian’) found some other circumstantial
information, that helps me strengthen my theory,” and “*As more of the
inventories arc put on-line. I have found interesting connections for my
research with collections that I did not have prior information about.”

Question 24) Did you find the information you were looking for?
115 (77.7 perceii)  people responded to this question.
33 (22.3 percent) skipped this question.
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[ found the exact picce of information that 1 was looking for:

38 of 106 people (34.7 pereent) responded Yes,
37 (34.9 percent) responded Sometimes.

11 (10.4 percent) responded No.

[ found related material, but not exactly what I nceded:

27 of 84 people (32.1 percent) responded Yes,
43 (31.2 percent) responded Sometimes.
14 (16.7 percent) responded No.

1 learned that the collection did not contain the information I needed:

19 of 72 people (26.4 percent) responded Yes,
23 (31.9 percent) responded Sometimes.
30 (41.7 percent) responded No.

Comments included:

“It seems like 1 never find exact material. This is a problem with my
topic not the archive.” “Folder-level descriptions somewhat limited,”
and “Sometimes things looked juicy in the finding aid but turned out
empty in reality: but that’s the nature of research.”

Question 25) What services are important to you?

118 (79.7 percent) people responded to this question.
30 (20.3 pereent) skipped this question.

Librarian to answer questions about the collection:

106 of 118 people (89.8 percent) responded Very Important,
1 (9.3 percent) responded Somewhat Important,
1 (0.8 percent) responded Not Important,

Photocopying:

91 of 111 people (82.0 percent) responded Very Important,
15 (13.3 percent) responded Somewhat Tmportant,
5 (4.5 percent) responded Not Important.

Digital images/photography:

64 of 108 people (59.3 percent) responded Very Important,
26 (24.1 percent) responded Somewhat Important,
18 (16.7 percent) responded Not important.

Wireless connection [in the reading room]:

26 of 101 (25.7 percent) people responded Very Important.
39 (38.6 percent) responded Somewhat Important.
36 (33.6 pereent) responded Not Important.

Comments included:

“I didn’t use wireless on my last visit but it's generally become indis-
pensible,” “Easicr photocopying means less time in the library-—more
efficient use of that time.” and “Digitized archives available on-line,
and searchable finding aids of materials that can be requested by mail
or E-mail [are important].”
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In summary, having a librarian available to answer questions was deemed almost
unanimously an important service, while access 1o a wireless connection
was deemed of least importance of the choices, but still highly valued.

Question 26) What is your interest in the Special Collections and University Archives
Department providing the following reference services?

112 (75.7 percent) people respouded to this question.
36 (24.3 percent) skipped this question.

Improved on-line research assistance, including instant messaging with Special Col-
lections and University Archives staft:
Interested: 73 of 108 people (67.6 percent)
Not Interested: 35 (32.4 percent)

Individual face-to-face research consultation:

Interested: 71 of 103 people (67.6 percent)
Not Interested: 34 (32.4 percent)

On-line forms for requesting materials to be retrieved prior to your visit to the Department:

Interested: 82 of 106 people (77.4 percent)
Not Interested: 24 (22.6 percent)

On-line forms for requesting photocopies or other duplication services:

Interested: 79 of 104 p ;\vp!c (76.0 percent)
Not Interested: 23 (24.0 pereent)

Other: “On-line finding aids!,” “On-line research assistance is more than ad-
equate already.” “Thorough on-line finding aids. I should be able to tell
exactly what folder | want betore [ arrive

Question 27) What is your interest in the Special Collections and University Archives
Department providing the following research workshops and tutorials?
107 (72.3 percent)  people responded to this question
41 (27.7 percent) skipped this question.
Specialized research \\'m'l-\']mns :*lmut rare books:
Interested: 25 of 97 people (23.8 percent)
Not Interested: 72 Uf}.;” pereent)
Specialized research workshops about manuscripts and University Archives collections:
Interested: 40 ot 97 people (41.2 percent)
Not Interested: 57 (38.8 percent)
Specialized research workshops on photographs, maps, and other audio/visual resources:
Interested: 45 of 103 people (43.7 percent)
Not Interested: 38 (56.3 percent)
On-line tutorial on what to expect when doing research in Special Collections/Archives:
Interested: 41 of 101 people (40.6 percent)
Not Interested: 60 (59.4 percent)
On-line tutorials on how o use a finding aid:
Interested: 32 of 104 people (30.0 percent)

4P
Not Interested: 52 (30.0 percent)
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On-line tutorials on how to evaluate primary resources for research value:

[nterested: 33 of 100 peoaple (33.0 percent)
Not Interested: 67 (67.0 percent)

In summary, people cenerally are not interested i tutorials and workshops, and specifi-
Y, people g )

cally, they are least interested in workshops about rare books, and most

interested in an on-line tutorial about how to use a finding aid.

Question 28) Overall, hove satisfied are you the UIC Special Collections/Archives

services?
117 (79.1 percent) people responded to this question.
31 (20.9 percemt) skipped this question.

Quality of research assistance:

100 of 115 people (87.0 percent) are satisfied,
10 (8.7 percent) are dissatisfied,
5 (4.3 percent) cannot rate.

Access to the reading room and/or collections:

Photo duplication and photocopy

72 of 109 people (66.1 percent) are satisfied.
19 (17.4 percent) are dissatisfied.

18 (16.5 percent) cannot rate.

ing:

62 of 112 people (535.4 percent) are satisfied,
I8 (16.1 percent) are dissatisfied,

32 (28.6 percent) cannot rate.
{ i C

Courteousness ol stall:

107 of 117 people (91.5 percent) are satisfied,
8 (6.8 percent) are dissatisfied,

2 (1.7 percent) cannot rate.

Comments included: “Staff has always been most helpful,”™ “The staff was courteous

enough, they just couldn’t offer even primary assistance with a search.”
and “Some staff members are very friendly. others not so much.”

Question 29) What is your vision of the perfect Special Collections/Archives?

71 (48.0 percent)  people answered this question.

7 (520 percent) skipped this question.

Responses fell into the following categories: knowledgeable. courtcous staff (17 re-

sponses along these lines): more collections digitized for remote access
and preservation of originals (12 responses along these lines): convenient,
long hours (11): cheap, fast. and easy purchase of reproductions including
self-service photocopying (11); detailed finding aids and a well-organized
Web site with good collection information (11); fewer rules and liberal
access policies (10): comfortable facilities conducive to long days of
rescarch (8); good collections with thoughtful collecting policies (6):
new collections made available faster (5): good collaboration between
sarchers (3): exhibits (1)

librartans/archivists and r



-

19

HOW CAN | HELP YOU? 97

NOTES

University of Hlinois Pocker Facts (2009): 3-7.
Victor M. H. Borden, “Top 100 Undergraduate Degree Producers-—Interpreting the Data,” Diverse:
Issues in Higher Education 25:9 (2008): 23-30.
Rowen Cullen, “Perspectives on User Satistaction Surveys.” Library Trends 49:4 (2001): 679.
Elsic T. Freeman, “Buying Quarter Inch Holes: Public Support through Results,” Michvestern Archi-
vist 10:2 (1985): 97. Scc also: Roy C. Turnbaugh, “Avchival Mission and User Studics,” Midhestern
Arehivist 9:1 (1986): 27-33; Jacqueline Gogein, “The Indirect Approach: A Study of Scholarly Users
of Black and Women's Organizational Records in the Library of Congress Manuscript Division,”
Midhwestern Archivist 9:1 (1986): 57-67.
Mary Jo Pugh, Providing Reference Services for drehives & Manuscripts (Chicago, IL: Socicty of
American Archivists, 2005): 259,
Paul Conway. Partners in Research: lmproving Access to the Nation's Archive (Pittsburgh: Archives
and Muscums Informatics, 1994): 13.
Florence Turcotte and John Nemmers, SPEC Kit 290: Public Services in Special Collections (Wash-
ington, D.C.: Association of Rescarch Libraries, 2006): 14.
Ibid., 10.
. CAbout,” <http:/www. libqual.org/About/Information/index.cim> (4 October 2008).
. “WSU Librarics User Survey, October 2000, <http://wwwawvsulibs.wsu.cdu/assessment/lib
Survey _2000.htmlI> (15 March 2008).
. Archival Metrics is a joint project of the University ol Michigan, the University of North Carolina—
Chapel Hill, and the University of Toronto. <http:/archivalmetrics.org> (18 February 2010).
A list ol selt=service photography poticics can be found on the UIC Library Web site. <http:/library
¢-books/sell=service-photography> (18 February 2010).

.uic.edu’home/collections/manuseripts-and-rai
Mark AL Greene and Dennis Meissner, “More Product, Less Process: Pragmatically Revamping
Traditional Processing Approaches to Deal with Luate 20%-Century Collections,” American Archivist
68:2(2005): 262-263.

1bid., 243.

1bid.. 241

. Jeannetie Mercer Sabre and Susan Hamburger, A Cusce for ltem-level Indexing: The Kenneth Burke
Papers at The Pennsylvania State University.” Jowrnal of Archival Organization 6:1-2 (2008): 24-46.
Deanna B. Marcum, “Response to On the Record: Report of the Library of Congress Working Group
on the Future of Bibliographic Control,” Library of Congress, I June 2008, <http:/www.loc.gov/
bibliographic-future/news/LCWGResponse-Marcum-Final-061008.pd > (2 March 2009).

Ibid.. 34.
Ibid., 3.

. A system for developing services for specitic user groups is suggested in Geoltrey Yeo, “Understand-
ing Users and Use: A Market Seementation Approach.” Journal of the Society of Archivists 20:1
(2005); 25-53.

Daniel Traister, *Public Services and Outreach in Rare Book, Manuscript, and Special Collections
Libraries,” Library Trends 2:1 (2003): 88,
. Turcotte and Nemmers, SPEC Kie 290: 14







