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Presenter
Presentation Notes
 How did we get into assessment?


.

What is assessment?
(choose all that apply)

FIRSTTHINGSFIRST

Q

Q

Gathering data about a
project or service.

Something you do
before asking for
money.

A way to ascertain the
success or failure of a
project or service.

A group of
methodologies aimed at
determining how to
proceed with a project
or service.

Something that your
supervisor (library
board/administration)
makes you do on top of
your real job.
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 small groups: What is assessment? ��
 For debrief: some ideas


1658022

1655137

1655136

1651791

1651398

1651390
1650536

1649958

1647959

1643949

1643330

1640957
1640956

1640748

1640637

1638943

1634772

1634684

Timestamp

Query

8/7/2013 15:13 cant access my broncoweb

pictures of the old boise state

8/6/2013 16:51 yearbooks

8/6/2013 16:50 1971 yearbook

I'm trying to access an eBook

and it's not showing up. Can
8/5/2013 14:08 you help?
How do | reserve a study
8/5/2013 12:04 carrel or locker for my use?
Can | return a book if the
8/5/2013 12:02 library is closed?
8/5/2013 7:12 Type your question here!
Does the library accept
8/4/2013 20:50 donations?
How much does it cost to
8/3/2013 12:43 photocopy?
8/1/2013 12:12 Type your question here!
8/1/2013 8:54 comments

7/31/2013 11:14 print
7/31/2013 11:14 pritn

7/31/2013 10:10 study room

How do | get books that the

7/31/2013 9:36 library doesn't have?

How do | get books that the

7/30/2013 15:28 library doesn't have?

7/29/2013 10:44 map printing

7/29/2013 10:24 printing cost

Clicked on guestion

Not Submitted

Clicked on question

Match via auto-suggest

Match via auto-suggest

Match via auto-suggest
Not Submitted

Match via auto-suggest
Match via auto-suggest
Not Submitted

Not Submitted

Clicked on guestion
Not Submitted

Clicked on question

Match via auto-suggest

Match via auto-suggest

Clicked on qguestion

Clicked on question

ata

password?

Where can | find old Boise

State yearbooks?

How do | print in the library?

Are there group study rooms

in the library?

Where can | print in color or

large format?

Can | use a credit card to
add money to my
BroncoPrint account?

Source

75.167.18. System

67.60.7.24 System

67.60.7.24 System

132.178.2. Widget

70.0.127.2 Widget

70.0.127.2 Widget
132.178.2. Widget

63.155.31. Widget
64.188.17! System
132.178.2. Widget

132.178.2. Widget

132.178.2. Widget
132.178.2. Widget

132.178.2. Widget

132.178.2. Widget

132.178.2. Widget

132.178.2. Widget

132.178.2. System

Referring URL

http://libanswers.boisestate.edu/a.php?qid=2486
http://libanswers.boisestate.edu/a.php?qid=121004

http://libanswers.boisestate.edu/a.php?qid=121004

http://library.boisestate.edu/help/faq.php
http://library.boisestate.edu/help/faq.php

http://library.boisestate.edu/help/faq.php
http://library.boisestate.edu/help/faq.php

http://library.boisestate.edu/help/faq.php
http://libanswers.boisestate.edu/a.php?qid=9481

http://library.boisestate.edu/help/faq.php
http://library.boisestate.edu/notfound.php

http://library.boisestate.edu/help/faq.php
http://library.boisestate.edu/help/faq.php

http://library.boisestate.edu/help/faq.php
http://library.boisestate.edu/help/faq.php
http://library.boisestate.edu/help/faq.php

http://library.boisestate.edu/help/faq.php

http://libanswers.boisestate.edu/a.php?qid=182780
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 Query data from our LibAnswers FAQ search (explain)��
 spreadsheet includes information about time and date ��
 query outcomes 


FAQ query outcomes

M Query matched
with FAQ entry

M Reference
question
submitted

I Query
abandoned

Assessment

Over half of patron queries now result in an
FAQ match.

10 percent of queries segue into questions via
the form on the FAQ results page.

The rest (31%) are abandoned.

Abandoned queries=failure + opportunity

These are queries for which the user neither clicks on
an FAQ entry nor asks a question.

Given that our goal is to help people find what they
need, abandoned queries (and the trends thereof)
warrant extra attention.

The chart to the right shows groupings of abandoned
gueries grouped into types.

Below are definitions, examples and some analysis.

M Too specific for
FAQ
M Entry exists

" Revised or
repeated query
B Unclear

W Add QA
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 Same data, different format��
 Explain what each pie chart demonstrates�




How are data and assessment different!?

Timestamp Query Status Data

8/7/2013 15:13 cant access my broncoweb  Clicked on question
pictures of the old boise state
8/6/2013 16:51 yearbooks Not Submitted

8/6/2013 16:50 1971 yearbook Clicked on question

FAQ query outcomes

B Query matched *  Over half of patron queries now result in an

with FAQ, entry FAQ match.
* 10 percent of queries segue into questions via

B Reference the form on the FAQ results page.
question *  Therest (31%) are abandoned.
submitted

W Query
abandoned

Assessment

Abandoned queries=failure + opportunity

*  These are queries for which the user neither clicks on
an FAQ entry nor asks a question.

*  Given that our goal is to help people find what they
need, abandoned queries (and the trends thereof)
warrant extra attention.

W Too specific for
FAQ
M Entry exists

W Revised or

repeated query
®  The chart to the right shows groupings of abandoned m Unclear
queries grouped into types.
*  Below are definitions, examples and some analysis. ®Add QA
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 Side by side data and assessment examples��

 Small groups – How are data and assessment different?


�
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 How do you go from the question you were asked / your idea to research project?�
 A research question is not:�
 Are our customers happy?�
 What services do they want that we don’t provide?�
 What does a good research question look like?


What do you plan to do differently based on the results?

iN 2012 we WiLL deLiver

f roronns 1o =

W ad eroad Lave 4 [ 2. Change

3. Implement

ToTTeNhaM

www.haringey, gov.uk
Haringoy Council

“If I had asked people what they wanted, they would have said faster horses.” (Henry Ford)
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Working with department heads on small assessment projects





o

What are we really looking for?

v’ Budget

v'Other assessment results

v" Quality

IS this a research
guestion?
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 Chat reference research question example�
 The question you’re asked is  . . . �
 Is this a research question? �
 What are we really looking for? �
 Budget issues �
The budget is bad – is chat reference something we should consider not doing?�
�
 Other assessment results�
 Quality�
  Confused about how to get help
 80% of students own smart phones
 90% of students <age 35 own smart phones
 95% of students with smart phones use them exclusively
�



Bottom line?



Presenter
Presentation Notes
Ellie




VALUE =
{BENEFITS — COSTS}
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 What is value and how do we find it? ��
 The formula is pretty simple��
The tough part is figuring out how to measure these variables.



(D

What information would help you
with the chat reference
assessment?

B SV 2 2 — WY N VY { S
Research guestion:
What is the value of the library’s

24/7 chat reference service?

s
('.:! 1 = X, .H

VALUE =

{BENEFITS - COSTS}
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 Small groups – what information would help you with the chat reference assessment?
�
Debrief  �
 Our answers�
 Personal significance to patrons�
Success/outcomes�
Quality

�


.

Informatlon you already have
professional

Computers | .
& systems |
N | &S organizations
Other local e
..
organizations :
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 Research question identified��
 Information needs identified  ��
 Now: identify information to use rather than gather 
�
Use these ideas to brainstorm where to look�
Identify which would be useful now, later, maybe�
Ask!��
System data – stuff that computer systems already capture�
Integrated library system 

Circulation statistics�
Gate counts�
Web analytics (if it’s set up)�
Databases, ejournals, ebooks�
Reference tools such as LibAnswers, LibGuides, Chat reference��
Your library and organization�
Units such as reference and tech services often keep track of transactions and activities�
Data gathered for reporting purposes�
ACRL, National Center for Education Statistics, ipeds�
Other assessment projects – �
library wide (i.e. LibQual)�
Unit or individual assessment projects�
Resources available within your larger organization �
Institutional assessment/research office�
State libraries or commissions��
Data collected by other local organizations�
Libraries�
Museums��
Professional organizations �
ACRL, ALA, PLA, etc�
Educause�
Other libraries�
Websites – U of Illinois ERIAL (ethnographic studies), MIT libraries – tons of projects and methods, U of Mich – huge repository of usability results�
Scholarly literature��
Data sets�

���


e | | |
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 One idea for using transcripts to measure the quality of chat service �
 Rubric for rating chat transcripts�
 Left (green)  – info about the transaction�
 Next (peach) – issues (things we don’t like to see) �
 Best practices – these are our libraries guidelines for best practices, which are based on assessment results�
 Transcripts are reviewed using this criteria �
 Each criteria is assigned a weighted score (either positive or negative) �
 Weight is based on the impact on quality (subjective measure, grounded in assessment data)�
 Next column (lavender) – total score divided into good, acceptable, unacceptable��
 Last column (blue) – librarian status�
 our library�
 not our library�
 perhaps other criteria��
 Rubric makes it faster and more fair�
 Quantitative ‘grade’ takes emotion out of decisions�
 Similar to grading papers �����


'I—I-l' __'r;‘?-l :
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 You have some data �
 You have a research question�
 What are you missing?
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 Survey fatigue is a problem��
 Can you piggyback on other surveys? ��
 The Office of institutional assessment is a good resource for this


Methods: more quantitative

tests
Usability
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Methods: more qualitative

Interviews Focus groups

Photo

Observations : :
journaling

Retrospective
research
interviews



Presenter
Presentation Notes
Carolyn�




Sometimes you can break the rules. This is not one of those times
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 IRB if you want to share the data outside of your organization (i.e. research)��
Note: FDA regulations on human subject research: http://1.usa.gov/1cOGeiR



Assessment can be an entire job

[s 1t yours?
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 Start with small, grassroots efforts�
 What if you’re assigned to do assessment?�
 Still start small – one thing at a time, every single project is big �
 Small groups: Come up with two projects and write a research question


alyzing statistics

There are lies, damned lies and statistics
attributed to Mark Twain

o A T
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Not every piece of data has to prove something - sometimes you’re looking for problems to fix quickly or to gather ideas�
 However, if you’re looking some data in a larger pool, you need to know what the probability is that your results are not just random (called a p-value). �
 Stats are really really easy to get wrong. �
If you aren’t solid, take a class, read a book, find a tutorial, whatever, just be sure you know what you’re doing.��
 Ask colleagues and friends ��
 If all else fails, money is a great motivator�



vy
O
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Here’s a quick example of why it’s important to either be or consult with somebody who knows how to do stats correctly�
After coming up with the rubric for rating chat transactions, I ran this by my mom, who’s a statistician (lucky me)�
She changed the layout of the spreadsheet - the criteria and scores are the same, but the layout makes it possible to run statistical tests to determing the p-value�
This format can also be imported into stats software such as SPSS for more complex analysis
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 Take the time to present your results in a visually appealing way�
 People understand charts and graphs, only nerds understand spreadsheets (I am one)�
 Think about the priorities and concerns of your stakeholders and be sure to present the data in a way that addresses them
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  Sometimes people’s minds aren’t ready to be changed�
 Revolution is exhausting - this is why we recommend startin small�
 Bob story ���
 If we need to fill time, Carolyn will introduce the service desk case study


E el - S—— — -
i

Resources
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carolynadams@boisestate.edu

CERC

We’d like to thank...

The artists whose work is displayed
in this presentation.

Creative Commons for making it
easy to share. A

Artists everywhere who make their
material available for others to use for ( f >
their creations.

elliedworak@boisestate.edu
Ofs4H 0

[=]

Images and afttributions are available at http://bit.ly/assessmentmattersART
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 Questions or comments?��
 Thanks for participating! 

http://bit.ly/assessmentmattersART
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