Library Services User Survey
Final Report

Survey Introduction
In November 2011, the Library conducted a survey of students, staff, faculty and other members of the
Biola community. The goal of the survey was to collect data that would guide us in developing and
enhancing the library's resources and level of service.









SurveyMonkey was used to design and distribute the survey.
The survey consisted of 27 questions.
It was launched over a three-week period (Nov. 8-30, 2011).
Information about the survey was posted via the library website, Twitter, Facebook, Inside Story,
and posters in the library. A mass email with a link to the survey was also sent to students.
The survey took about 10-15 minutes to complete.
Responses were kept strictly confidential and anonymous.
Respondents had the option of being entered into a prize drawing to win a Kindle Fire (we gave
two away). All prizewinners were subject to taxes and withholding.
For questions regarding the survey or survey data, please contact Juliana Morley at ext. 5620.

Survey Responses






1,765 participants started survey
1,648 participants completed the survey (93.4% response rate)
Total university enrollment: 6,250 students (Fall 2010)
o 1,405 students responded (about 22.5% of enrolled students)
Traditional undergraduate enrollment: 4,132 (Fall 2010)
o 1,053 undergraduate students responded (about 25.5% of enrolled undergraduates)
Unless otherwise stated, each graph represents data from all respondents
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Status, Age, and Gender of Participants
Question 20: Status






Demographic information was asked at the end of the survey.
63.9% of respondents are undergraduates (freshman, sophomore, junior, senior).
Of the undergraduates, seniors contributed the largest response at 20.7%.
21.3% of respondents are graduate/doctoral students.

Question 26 and 27: Age and Gender




The majority of respondents (59%) are between the ages of 18 and 22.
The majority of respondents (56.8%) are female.
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Question 1: Frequency of Access

Of those who accessed the library on a “weekly” or “daily” basis, they accessed the library:





All

Undergraduates

In person

66.3%

76%

Via a computer/mobile device

40.9%

41.1%

Via the telephone

1.4%

1%

66.3% of all respondents and 76% of undergraduates access the library in person at least weekly
40.9% of all respondents access the library through a computer or mobile device at least weekly
79.9% of all respondents never access the library through the telephone
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Question 2: Library Hours Satisfaction




During the spring and fall semesters, the library is open:
o Monday - Thursday: 7:30 a.m. - Midnight
o Friday: 7:30 a.m. - 10:00 p.m.
o Saturday: Noon - 10:00 p.m.
o Sunday: 2:00 p.m. - Midnight
Most respondents (75.6%) were satisfied with the current open library hours.

Question 3: Library Hours Preferences







Those who were not satisfied with the current open library hours (24.4%) were asked to describe
their preferences.
Respondents want the library to be both open earlier (54.4%) and later (48.7%) on Saturdays.
More respondents want the library to open earlier (44.7%) on Sunday than open later (35.8%).
45.2% of respondents felt the Monday – Thursday hours were “Just right.”
The highest percentage was recorded for Friday, where respondents preferred the library to be
open later than 10pm.
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Question 4: Open-ended Responses about Library Hours
Additional information about your preferences (126 total responses):


Responses tended to fall in the following categories:
o Open later: 52%
o Open earlier: 24%
o Open 24/7: 15%



“There are very few places to study on campus after midnight. The library could be kept open
later as a place to study, with all of the normal library services closed.”
“Once the library closes there is no where *sic] on campus that is ‘study friendly’.”
“Some classes start at 7:30, so unless we finish all our homework before midnight the night
before, we have no opportunity to print our assignments (even 15 minutes earlier would be
okay).”
“Most students prefer to use the library late at night on weekdays. On weekends, they prefer to
frequent the library earlier in the day in hopes of spending their weekend nights in recreation.
Library hours should accommodate student's schedules.”
“More availability during the summer - especially for those who take graduate modulars in July.”
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Question 5: Reason for Visiting the Library




The respondents could make up to five selections. An “Other” category (6%) included such items
as group projects, meetings, work, sleep, eat, and tutoring.
The majority of respondents most often visit the library to:
o Study – 79.7%
o Check out library materials – 69.8%
o Print a document – 41.8%
o Access a computer – 38.2%
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Question 6: Library Employees (average rating)





This chart shows the average response values for each statement.
The responses are sorted by highest average to lowest average.
Rating scale:
o Strongly Disagree (weight 1)
o Disagree (weight 2)
o Neutral (weight 3)
o Agree (weight 4)
o Strongly Agree (weight 5)
o N/A (not weighted)



The only response that averaged under a rating of Agree (weight 4) is “Library employees are
able to solve technical issues”.
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Question 7: Importance of Library Resources





Options for responses included:
o Unimportant
o Of little importance
o Moderately important
o Important
o Very important
o N/A
Resources rated “Very Important:”
o Printed books – 59.1%
o Article databases – 56.3%
o Journals published after 1990 – 41.8%
o E-books – 35%
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This chart compares the average rating for the responses of undergraduates compared with
faculty.
The continuous line represents the average for all selected responses, so it is easy to see which
fall above and below the average.
Faculty rated these resources as most important:
o Article databases – 4.85
o Journals published after 1990 – 4.77
o Printed books – 4.51
o Journals published before 1990 – 3.91
Undergraduates rated these resources as most important:
o Printed books – 4.41
o Article databases – 4.28
o Journals published after 1990 – 3.90
o E-books – 3.82
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Question 8: Physical Library Materials

Respondents who chose*

“Agree” or
“Strongly Agree”

Are easy to find in the building:

77.6%

5.8%

Are in acceptable condition:

83.1%

2.7%

Are in their proper places on the shelves:

79.1%

4.0%

Are re-shelved promptly:

63.0%

7.0%

* excludes “N/A” responses
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“Disagree” or
“Strongly Disagree”

Question 9: More Library Sources






The respondents could make up to five selections. An “Other” category (8.5%) included such
items as popular fiction, specific book and database suggestions, journals, commentaries,
audio/visual, and children’s books.
The sources are sorted from most desired to least desired.
Responses varied between groups:
Undergraduates
Graduate/Doctoral
Faculty
1. Feature films: 44.5%
1. E-books: 52.8%
1. Printed books: 59.1%
2. Printed books: 39.7%
2. Printed books: 51.1%
2. Journals: 57.6%
3. E-books: 37.8%
3. Journals: 42.3%
3. E-books: 53.0%
4. Music: 27.0%
4. Feature films: 24.7%
4. Educ. films: 27.3%
5. Journals: 25.4%
5. Educ. films: 19.3%
5. Feature films: 13.6%
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Question 10: Level of Comfort Using Resources







This chart shows the average response values for each statement.
The resources are sorted by most comfortable to least comfortable.
Respondents who chose “4” or “5” for the responses with the highest average rating:
o Library catalog: 77.7%
o Library databases: 65.8%
Respondents who chose “1” or “2” for the responses with the lowest average rating:
o LINK+ catalog: 14.8%
o Interlibrary Loan: 29.8%
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Question 11: Library Website



This question was asked before a revision of the library web site was launched in January 2012.

Respondents who chose*

“Agree” or
“Strongly Agree”

“Disagree” or
“Strongly Disagree”

Information is clear and easy to understand:
It provides me with the necessary tools to do research:
It is easy to access my library account:
The Ask a Librarian feature is helpful:
It is easy to access using my mobile device:

84.3%
86.7%
75.6%
54.2%
41.5%

2.9%
1.6%
6.2%
4.5%
16.1%

* excludes “N/A” responses





Most respondents seem satisfied with the site’s information and tools for research.
By selecting “N/A,” 40.7% of respondents seem not to have used the Ask a Librarian feature.
By selecting “N/A,” nearly half of respondents (49.4%) seem not to have accessed the library
website using their mobile device. Marketing began in earnest for the mobile site in late April
2012, which was after this survey was completed.
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Question 12: Mobile Devices






Note that respondents may have more than one type of mobile device and may or may not
subscribe to a data plan which allows them access to the Internet via their mobile device.
Total responses for this question were 1,765.
33% of respondents have some kind of Apple device.
Large portions (41.4%) of respondents still use a basic cell phone, which only allows for calls.
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Question 13: Mobile Access

This survey was distributed before the library launched a mobile version of the library website during
the 2012 Spring Semester. Library patrons can now access all of the above items, with the exception of
texting a librarian. A screenshot of the mobile page is shown below.
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Question 14: Importance of Services

Responses for “Very Important:”
All

Undergraduates

Graduate/Doctoral

Individual study:

72.5%

76.6%

71.9%

Group study:

60.3%

70.8%

45.5%

Computers:

58.3%

60.1%

58.0%

Printing:

52.6%

55.6%

56.0%
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Question 15: Equipment Availability




Another option for response was “N/A”
Categories with the largest percentage of responses were:
o Library catalog station:
Always (46.5%)
o Computer:
Usually (45.9%)
o Printer:
Usually (41.7%)
o Photocopier:
Usually (39.8%)
o Kiosk:
Usually (37.6%)
o DVD/VHS player:
N/A (62.7%), Usually (18.2%)
o Self-checkout machine:
Always (38.3%)
o Whiteboard:
N/A (39.9%), Usually (21.2%)
o Headphones:
N/A (58.9%), Usually (18.5%)
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Question 16: Library Furniture






Another option for response included “N/A”
The majority of respondents agreed with the statements given.
Excluding N/A responses, most respondents agreed or strongly agreed that library furniture is
functional and comfortable.
However, 14.2% (1 in 7) of respondents selected “Disagree” or “Strongly Disagree” for the
statement that library desks, chairs, and couches are “available when I need them.”
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Question 17: Group Study Rooms

Respondents who chose*

Available when I need them:
Functional:
Comfortable:

“Agree” or
“Strongly Agree”

“Disagree” or
“Strongly Disagree”

21.0%
90.8%
74.6%

52.7%
1.6%
6.5%

* excludes “N/A” responses




Over half of respondents who use study rooms cannot find one available when they need it.
57.5% of undergraduate respondents who use study rooms disagreed or strongly disagreed that
study rooms are available when needed.
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Question 18: Library Building









This chart shows the average response values for each statement.
The responses are sorted by highest average to lowest average.
Rating scale:
o Strongly Disagree (weight 1)
o Agree (weight 4)
o Disagree (weight 2)
o Strongly Agree (weight 5)
o Neutral (weight 3)
o N/A (not weighted)
Respondents who chose “Agree” or “Strongly Agree” for the responses with the highest
average rating:
o I feel safe in the building: 95.1%
o The restrooms are clean: 90.1%
o The lighting is adequate: 92.5%
Respondents who chose “Disagree” or “Strongly Disagree” for the responses with the lowest
average rating:
o Sound level is appropriate: 6.8%
o Library spaces allow me to work collaboratively on projects: 8.4%
o The temperature is comfortable: 14.8%
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Question 19: Future Initiatives





While “more group spaces” showed a wide variation in responses between undergraduates and
graduate/doctoral students, other responses stayed fairly consistent.
Those who wanted “more group spaces:” All (68.7%), Undergrads (81.8%), Graduate/Doctoral
(50.3%)
An “Other” category (9.8%) consisted of requests for:
o Quiet/individual study (noise control, individual desks or study rooms)
o Books and eBooks (history, Bible, literature)
o Seating (beanbags, couches, recliners, comfortable seating)
o Journals/Databases (science, more in general)
o Group study (more in general, rooms for 2-3, soundproofing, 24 hr. study room)
o Building improvements (bathroom sink handles, new paint, patio, “Dedicate more space
to actual books and journals and less space to random departments and labs that don't
have other places.”)
o Print/Copy/Scan, Computers (more outlets, better wireless access on LL, more Macs)
o Security improvements
o Media (children’s media, records, films, music scores)
o Coffee shop
o Staff (nice, friendly, available assistance)
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Question 21: Faculty Resources









This question was asked only asked of faculty.
There were 66 total responses.
This chart shows the average response values for each statement.
The responses are sorted by highest average to lowest average.
Rating scale:
o Strongly Disagree (weight 1)
o Disagree (weight 2)
o Neutral (weight 3)
o Agree (weight 4)
o Strongly Agree (weight 5)
o N/A (not weighted)
All statements averaged between a rating of Neutral (weight 3) and Agree (weight 4).
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Question 22: Information Literacy





This question was only asked of faculty.
There were 65 total responses.
We did not fully describe what an information literacy requirement would entail; however, 72.3%
of faculty agree or strongly agree we should have one.
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Question 23: Value of the Library
“What do you value most about the library?”




This was an open-ended response question.
There were 1483 total responses.
Responses were grouped into 26 individual categories relating to the library building, resources,
services, and study. Some responses had more than one assigned category.



The top responses by main category were:
o Study: 73.2%
o Resources: 48.1%
o Services: 27.2%
o Building: 8.3%



The top responses by individual category were:
o Study atmosphere: 43%
o Resources (general): 21%
o Group Study Rooms: 14%
o Books: 13%
o Computers: 9%



Cloud view of the 27 most important words and phrases:

Ability

Access Atmosphere

Clean Commentaries Couches Cubicles

Beautiful

Books Chairs

Databases

Desks

Environment Group Study Rooms Helpful Staff

Large Selection

Library Materials Place Printers Quiet
ReadingRoom
Resources Study Areas
Reserves

Study Space Value
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Question 24: Improvement of Services
“How could the library improve its services to meet your needs?”




This was an open-ended response question.
There were 1370 total responses.
Responses were grouped into 24 individual categories relating to the library building, resources,
services, and study. Some responses had more than one assigned category.



The top responses by main category were:
o Study: 55.8% (33.6% related to group study specifically)
o Services: 24.8%
o Resources: 23.6%
o Building: 7.4%



The top responses by individual category were:
o Group Study: 28%
o Individual Study: 16%
o No improvements needed: 11%
o Books: 8%
o Hours: 6%



Cloud view of the 26 most important words and phrases:

Access Books Cold Comfortable Chairs
Commentaries

Desks Ebooks Floor

Great Job

Comfy Chairs

Group

Study Areas IndividualStudy Journals

Library
Later

LongerHours

Materials OpenEarlier OpenHours Open

Places Print Printers Seating Spaces Staff

Study Rooms
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Question 25: Additional Comments/Suggestions





The question was worded: “Additional comments or suggestions?”
This was an open-ended response question.
There were 755 total responses.
Responses were grouped into 22 individual categories relating to the library building, resources,
services, and study. Some responses had more than one assigned category.



The top responses by main category were:
o Study: 14.0%
o Building: 11.8%
o Services: 9.8%
o Resources: 5.2%



The top responses by individual category were:
o Great job: 36%
o No additional comments: 22%
o Building issues: 5%
o Temperature: 5%



Cloud view of the 27 most important words and phrases:

Access Additional

Floor

Art BeanBags Books Bring Coffee Desk

GoodWork GreatJob Guys

LowerLevel

Materials

Nice Nope Printing

Staff Study Survey

Tables

Library Lighting
School

Temperature
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Service

Thank You for all Your Hard Work

