Acceso arecursos

Variable
Acceso a Internet
Pagina Web de la biblioteca
Catélogo en linea
Acceso para personas con impedimentos
Bases de datos
Satisfaccion general (Acceso a recursos)
Micro formas
Revistas electronicas
Recursos audiovisuales
Revistas (impresas)
Libros

En términos del acceso a los recursos los investigadores y profesores indicaron
altos niveles de satisfaccion con 5 de los 10 indicadores en esta dimensidn. Incluso la
satisfaccion general no superé el estandar de 70%. Seria adecuado explorar mas
detenidamente esta dimension quizas mediante un grupo focal.

Servicios

Variable

Por
ciento
85.3
85
82
80.3
73.7
67.4
57.2
56.7
56.5
55.6
52.2

Orientacion sobre el uso de los recursos de la biblioteca

Préstamos
Colecciones especiales
Consulta general
Circulacion

reserva digital

Préstamos Inter Bibliotecarios internacionales

Préstamos Inter Bibliotecarios en PR
Reserva

Satisfaccion general (servicios)
Horario de servicio regular
Referencia

Salones de estudio grupal

Coleccion Audiovisual

Talleres o cursos para el manejo y la busqueda de

informacion
Horario de servicio durante el verano
Revistas

Recursos informativos actualizados en el area de

especialidad

Por
ciento
84.4
77.8
76.3
75.8
75.5
75
73.6
72.8
71.9
71.1
69.2
68.6
65.5
62.5

60.6
56.2
53.7

39.5

Con respecto a los servicios se evidencia niveles altos de satisfaccién en 10 de los

18 indicadores en esta dimension. Se sugiere explorar esta dimensidn para obtener
informacion adicional que pueda arrojar informacion adicional.
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Bibliotecarios

Por

Variable ciento
Satisfaccién general (biliotecarios) 89.8
Conocimiento de los recursos 89.4
Disposicién para ofrecer servicio 87.8
Trato 87.5
Rapidez del servicio 84.4

Se evidenci6 altos niveles de satisfaccion de los investigadores y profesores contodoa
los indicadores de los servicios que ofrecen los bibliotecarios.
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Todas las variables

Variable
Satisfaccion general (bibliotecarios)
Conocimiento de los recursos
Disposicion para ofrecer servicio
Trato
Acceso a Internet
Pagina Web de la biblioteca
Orientacion sobre el uso de los recursos de la biblioteca
Rapidez del servicio
lluminacion
Rotulacién dentro de la biblioteca
Catalogo en linea
Acceso para personas con impedimentos
Préstamos
Colecciones especiales
Consulta general
Temperatura
Circulacion
reserva digital
Bases de datos
Préstamos Inter Bibliotecarios internacionales
Préstamos Inter Bibliotecarios en PR
Satisfaccion general (Instalaciones)
Reserva
Satisfaccion general (servicios)
Limpieza
Horario de servicio regular
Referencia
Computadoras
Satisfaccién general (Acceso a recursos)
Salones de estudio grupal
Ruido
Ambiente de trabajo y estudio de la biblioteca
Coleccion Audiovisual

Espacio en el area de las colecciones
Talleres o cursos para el manejo y la blusqueda de
informacion

Comodidad de las instalaciones en general
satisfaccion general (equipo)

Apoyo técnico

Microformas

Acceso a personas con impedimentos
Revistas electronicas

Recursos audiovisuales

Horario de servicio durante el verano
Revistas (impresas)

Por
ciento
89.8
89.4
87.8
87.5
85.3
85
84.4
84.4
83.3
82.5
82
80.3
77.8
76.3
75.8
75.5
75.5
75
73.7
73.6
72.8
72.5
71.9
71.1
71
69.2
68.6
67.9
67.4
65.5
64.6
63.6
62.5
62.1

60.6
58.5
57.6
57.2
57.2
57.1
56.7
56.5
56.2
55.6

16



Areas de estudio

Disponibilidad de cables /redes para acceso a Internet
Revistas

Libros

Comunicacién o acceso inalambrico

Velocidad de la red

Instalaciones para clase a distancia

Impresoras

Recursos informativos actualizados en el area de especialidad
Escéners

Fotocopiadoras

54
53.8
53.7
52.2

50

50
47.1
40.7
39.5
39.1
30.3
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APENDICE 3:

Descriptive Study Survey & Focus
Groups: Research Findings



















They were divided as follows:
Business Administration 11 students

Social Sciences 10 students
Public Communication 9 students
Natural Sciences 10 students
Education 9 students
Humanities 10 students

Planning Graduate School 7 students
General Studies 10 students
Lazaro’s users group #1 6 students
Lazaro’s users group #2 8 students

Quantitative Approach

The Quantitative research method used was a survey among professors and
researchers that teach at the following colleges: Business Administration, Social
Sciences, General Studies, Planning Graduate School, Public Administration Graduate
School, Science and Information Technology Graduate School, Education, Public
Communication, Humanities, Natural Sciences. A total of eighty-eight (88) interviews
were conducted during the months of April and May 2008. The participants answered
an interviewer assisted-questionnaire. (Appendix 2-Survey Questionnaire).
Representatives of Library Evaluation Steering Committee approved the questionnaire.
The questionnaire was designed to define library users’ behavior, service attributes
sought, satisfaction, perceptions and evaluation of library services and offerings.
Consumers’ satisfaction and attributes sought included service quality elements:
tangibles, empathy, responsiveness, and reliability. The research team contacted some
of the participants at a major faculty meeting celebrated on April 25, 2008 and others at
their schools.



Research Limitations

A limitation of this study was the time constraint (a month), and the timing for conducting
the research that coincided wiht the ending of the semester. Other limiations are related
to methdology, one focus group per college is not sufficient for comparison and
convenient sample selection does not guarantee representation of population.



MAJOR FINDINGS

Major research findings for the focus groups among students’ users of the Rio Piedras
Campus Libraries and for the survey among professors are presented in the following

sections.

STUDENTS’ Focus GROUPS

To explore students’ behavior and preferences with respect to the use of libraries,
we asked the participants to mention their major reasons to visit the library. Among
the most cited reasons are the following:

* To use Internet service at the library.

* To photocopy materials

* To find information for research projects
* To borrow books

* To use the on-line catalog and databases available.
* To look up on previous dissertations

* For group meetings

* For independent study in cubicles

* To study in a silent environment

* Accessible to their study area

* To use computers

* To print materials

* To find materials for research

The three most visited libraries in addition to their college library are: Lazaro, Law
School and Natural Science. These three libraries are perceived as the best service
providers: Lazaro’s for its resources, Law School for its comfortable environment,

and Natural Sciences for its meeting rooms.

In order to understand student’s expectations and point of reference about library
services and offerings, we asked them to define library’s main purpose. According

to the students, library’s main purpose should be:



To provide updated information for their research
To provide an environment for independent study
To provide a space for group meetings

To provide a comfortable study space

To provide good service

To provide technologically updated services

To facilitate the learning process

When evaluating the physical facilities of the Rio Piedras Campus Library System

the students express their opinion and recommendations. Among the most

mentioned recommendations are:

Computer receptacles needed
Better signage

Cleaner restrooms

Sound proof meeting rooms
Cleaner environment

Comfortable furniture and spaces

According to the students, Rio Piedras Campus Library System major strengths are:

Accessibility

Good service provided by students
Wireless service

Information resources available
Data bases

Workshops

Great customer service by librarians

Remote access

(1 According to the students, Rio Piedras Campus Library System major

weaknesses are:

* Noise level
¢ Not comfortable furniture
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Not enough photocopy machines, computers and printers

Personnel not knowledgeable
Dirty restrooms

Lack of technology

Limited operational hours

Not enough meeting rooms

When we asked the students to describe their ideal library, they described it in

the following terms:

A library with better financial resources

A mixture of the resources at Lazaro and the comfort at Law school.
Comfortable space and furniture

Updated technology, computer, printers and data bases
Modern decorations

Space for group meetings

Meeting rooms with sound proof systems

A library with special book collections

A library with Starbucks amenities

More interdisciplinary spaces and services

More exhibition areas

Books and materials in good condition

Open 24 hours

Services for the handicapped available

All services available under “one roof”

A place to socialize with others

L1 Students’ level of satisfaction with library’s services and resources varies

accordingly to the different libraries. A detailed overview of students’ evaluations

is presented in the Students Focus Group Findings section. (Please refer to
tables 4,6,8,10,12,14,15,17,19, 21).
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Students’ level of awareness and usage of many of the services and resources

offered by the Rio Piedras Campus Library System is pretty low. Among the
least known and used are: International Interlibrary Loans, Electronic Books,
Electronic Journals, Photographic Lab Services, and Image Digitization El
Mundo.

(L) Workshops were referred as a great form of instructing students about the
services and resources that the libraries have to offer. Not many have taken
them, but would like to take some on topics related to information search and

bibliographic usage among others.

Students complain that photocopy service varies among libraries. They
suggested that this service and the machines should be uniform across the
different libraries. They understand that technicians should be readily available

for maintenance when needed.

Several students indicated that access to services is restricted to the students
enrolled to other colleges. They consider that services should be available
without restrictions and that the libraries should work as a unified system.

Students complain about the process for paying the penalties associated to late

book returns.

Students are not satisfied with the book return policies, specifically the fact that

they have to return the book at the same library from which they originally took it.

Students are not satisfied with the operating hours of libraries. They understand
that they should open early and close late and in some cases they should be

open 24 hours, specifically Lazaro.
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PROFESSORS’ SURVEY MAJOR FINDINGS

The libraries most frequently visited by Professors interviewed are:

Most frequently visited library Frequency Percent
BUSINESS ADMINISTRATION 10 114
PUBLIC ADMINISTRATION 1 1.1
MONSERRATE SANTANA 6 6.8
GERARDO SELLES 12 13.6
Music 4 4.5
LIBRARY SCIENCE AND INFORMATION 3 3.4
SOCIAL SCIENCE RESERVE 2 2.3
COMMUNICATION 7 8.0
ANGEL QUINTERO 5 5.7
PLANNING SCHOOL 6 6.8
NESTOR RODRIGUEZ 9 10.2
REFERENCE LAZARO 6 6.8
CARIBBEAN AND LATINAMERICAN STUDIES |2 2.3
PUERTORRICAN COLLECTION 8 9.1
ART COLLECTION 1 1.1
CIRCULATION LAZARO 2 2.3
ZENOBIA JUAN RAMON 1 1.1
DERECHO 2 2.3
NINGUNA 1 1.1
TOTAL 88 100.0

The majority of the professors visit libraries several times during the semester

(31%) and more than once a week (27%).

The main reasons given by professors to visit libraries were: to find information
for their research (35%, with a weighted average of 1.40), to put material in the
reserve area (19%), to consult the librarian (10%), and to obtain materials (9%).

L) Professors are more satisfied with librarian consultation service, customer
service, book loans service, on-line catalog service, illumination, workshops,

library’s system webpage, and bibliographic databases.

The Professors interviewed express their level of satisfaction on libraries services

and resources. See diagram below.



Very satisfied Very unsatisfied
1 2 4 5

Librarian consultation (1.64) .

p

....../..__./N/w_____/_w/j_\_/.
5...\(/.\5_.._.\/\/(....__

Book loans (1.79) .

Library’s information resources (2.59) .

Interlibrary loans (2.11)

International Interlibrary loans (2.02) .

Reserve service (2.07) .

Physical facilities (2.55) .

Distance education (3.00)

Working environment (2.31) .

Meeting rooms (2.65).

Illumination (1.94)

Temperature (2.28) .

Cleanliness (2.06) .

Handicap accessibility (2.29)

Resources availability (2.32) .

Computers (2.53) .

Micro text readers (2.74)

Workshops (1.95) .

Image digitalization El Mundo (2.16) .

Photographic laboratory service (2.65)

Photocopy service (2.93).

Online catalog (1.84) .

Bibliographic data bases (2.01)

Electronic Journals (2.12) .

Electronic books (2.60).

Operations hours (2.52) .

Library’s web page (2.03) .

Library’s system web page (1.98) .

Customer service (1.73)

Overall satisfaction (2.10) .
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L1 Professors are least satisfied with photocopy service, microtext readers,

meeting rooms’ areas, electronic books, library information resources, physical
facilities and computers.

A detail summary of professors’ level of satisfaction with library services and
resources by Most Frequently Visited Library are summarized in the Professor
Survey Findings section. (See tables A to R)

More than half of the Professors’ are satisfied with the most frequently visited
library. The Level of satisfaction varies by professor tenure track position. (see
Tables 1-3)

Table 1

Overall Level of Satisfaction
Level of satisfaction — Library’s overall satisfaction Frequency |Percent
very satisfied 17 19.3
satisfied 45 51.1
neutral 11 12.5
not satisfied 4 4.5
very unsatisfied 2 2.3
n/a 9 10.2
Total 88 100.0

Table2 - Crosstable Overall Level of Satisfaction by Tenure Track Position

Level of sa?isfac?ion — Library’s Assistant Associate
overall satisfaction * Tenure track
position Crosstabulation Professor professor professor Instructor |Total
very satisfied 10 1 4 17
satisfied 22 12 5 45
neutral 5 3 1 11
not satisfied 0 0 0 4
very unsatisfied 1 1 0 2
Table 3
Professors Tenure Track Position and Level of Satisfaction (Mean Value)
Tenure track position Mean
Professor 2.1500
Assistant professor 2.5000
Associate professor 3.6000
Instructor 1.7000
Total 2.5000
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L Almost half of the professors (43%) interviewed indicated that they do not
participate in updating library materials. Thirty percent (30%) indicated that they
provide recommendations for new materials and 15% participate in library

committees.

More than half of the professors (56%) interviewed indicated that they ALWAYS

promote the use of library resources among students.

Most professors define information skills as ability to do information search in

their study area, as technical language proficiency, and as access to knowledge.

A considerable number of professors (39.8%) frequently request librarian help for

the development of information skills.

Professors usually learn about library services, resources and activities through
electronic communication (25%) and through librarians (21.6%).

More than half of the professors interviewed (56.8%) are satisfied with the level

of communication between librarian’s and faculty.

The majority of the professors interviewed were full professors (45.5%), males
(55.5%), have earned a doctoral degree (73.9%), and teach at undergraduate
level (55.7%).
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Professors’ recommendations are summarized in the list below. The most
frequently mentioned recommendations were rapid actualization, extended
operational hours, financial resources needed, and improvement of physical
facilities.

* Extended operational hours

* Food availabilty and security

* Keep all libraries as part of the library system

* More musical scores

* Greater access to graduate students

* Rapid update

* Financial resources needed

* Improvement of physical facilities

* Better space layout

* Higher number of personnel to provide library workshops
* Rapid posting of reserve material

* Access to electronic material

* Assurance of return documents in good conditions

* Customers service attitude

* Accessibility to the public in the selection of books

* More personnel needed

* Faster processing of interlibrary loans

* Availabilty of a higher number of peer review journals

* Increase number of journals in digital format
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STUDENTS’ Focus GROUPS FINDINGS

The research findings for the ten focus groups among students’ users of libraries in the

University of Puerto Rico, Rio Piedras campus are presented below. A total of ninety

students participated in the focus groups.

Business Administration Students —Focus Group

The eleven students that participated in this focus group are enrolled in the College of

Business Administration.

The libraries most frequently visited by Business Administration students are:

1. Business Administration library

2. Lazaro — Circulation and Reference
3. Natural Sciences library

4.
5
6

Law School library

. Humanities Seminar (Fedérico de Onis)
. Architecture library

Reasons for visiting the libraries mentioned above:

1.

Business Administration: for group study, accessibility to study area

2. Lazaro: flexible operation hours, good to study alone
3.
4

. Law School Library: extended operational hours, quietness, comfortability of chairs,

Natural Science: quietness, meeting rooms

cubicles and tables, good to study for long periods of time, food is readily available
Humanities Seminar: to find information solicited by professors

A summary of the services and resources used by Business Administration’ students

and their opinions and recommendations are presented on table 4.
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Table 4

Business Administration Focus Group Services and Resources

Services and Resources

Opinions and Recommendations

Librarian consultation -
Reference service

Lazaro:

* They usually cannot find the books you request.

Law School:

e Librarians are hostile with students from other colleges.
* Facilities are not available for students of other colleges.
* They discriminate

Natural Science:

* Nice

Book loans

* Most books are outdated

Interlibrary loans

* Excellent service.
* Not known by the majority

Reserve service

* Used by everybody.

*Many professors opt to leave materials at other libraries in the
university and at copy services outside the university (Cyberlink,
Best Copy, Copies unlimited)

Meeting rooms

Business Administration:

* Are too small

* Noisy area beside the photocopy machines.
* No privacy to study

Natural Science:

* Nice meeting rooms

* Whiteboards

Handicap accessibility

* Totally uncomfortable for a person without disabilities, just
imagine the difficulty for a person with disabilities.

* A student with disability (blind) that | know cannot get inside the
library, he has to rely on the person that helps him.

* Elevators are usually out of order.

* There is no ramp for handicap students to get to the 2" floor.

Computers

» OQutdated computers and outdated programs.
* Unreliable printing service

Micro text readers

* Are pretty old.
* Personnel has been very helpful
*The ones that work the best are those located at Coleccion

Puertorriquena.

Workshops * Are usually requested by professors.

Image digitalization ElI'| ¢Not known

Mundo

Photographic lab service * Not used

Online catalog *Used by all

Remote access: It has improved. Your social last four and your last name are
enough.

Library’s web page

Have been used it to access databases.
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Opinion and recommendations on Business Administration library’s physical facilities:

1. Small library

Small cubicles like prisons and like caves.
Not enough space between tables and chairs.
Library has a faulty odor

Too noisy

More meeting rooms needed

N o o bk w DN

Good illumination
8. Too cold
Opinion on operation hours:
1. Library should have extended service hours during weekdays. Until 10 to
11pm.
2. Should open on Sundays.
3. Flexible hours on finals.
4. Lazaro should be open 24/7.

Definition of library’s main purpose:

-_

. To provide information

2. To provide a study environment

3. To provide a space for group meetings
4. To provide a comfortable space to study
5. To provide good service

Business Administration Library’s strengths and weaknesses are summarized in the
following table:

Table 5
Business Administration Strengths and Weaknesses

Strengths Weaknesses

1. Accessibility Physical facilities

2. Good service provided by students to students Lack of technology

Noisy

Not comfortable

Al Bl i b

Students’ lack of knowledge of
what they need and how to get it.
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Business Administration students express that they feel abandoned or neglected by the

University. If they are one of the biggest colleges in the university, then they should
have a better library.

Business Administration students’ definition of their ideal library is the following
1. Comfortable space

A mixture of the resources at Lazaro and the comfort at Law School Library.
Updated technology for students to practice their presentations.

Modern decoration

o &~ 0D

Space for group meetings with a professional environment.

Social Sciences Students —Focus Group

The ten students that participated in the focus group are enrolled in the College of
Social Sciences.

The libraries most frequently visited by Social Sciences’ students are:
1. Lazaro- Reserva, Circulacion and Coleccién Puertorriquefia

Law School Library

Public Administration Library

Social Sciences Library

o &~ 0D

Natural sciences Library

Reasons for visiting the libraries mentioned above:
1. To use Internet service at the library.
To photocopy materials
To find information for research projects
To borrow books
To use the on-line catalog and databases available.
To look up on previous dissertations
For group meetings

® N o g bk 0D

To find material in micro texts.





