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Introduction 
17nring thc lpast dccadc ncatlcmic rcscarch libraries hnvc secn suhstanual changes in usu. !\ nunibcr o f  rcccnt 
stuilics h:r\,c rlocumcnrcrl wiilc-ranging ~lcclinch in physical library usc while i,rhrrs have fc,cuscrl c,n thc wiclcsprcail 

usc o f  rmlinc library rcsrmrccs and scl-\.ici.s fr<,m l<,c:iric,ns crutsidc tlic library I l~)wcrcr ,  r,nc n?casurc of physical 
It1,rary usc illat gc:i.ncrally has rcniaincil stablc o r  increasc~l is thc i,vcrall numixr  of  in-person building visits, hccrningly 
:ti <rl<ls with thc ilcclincs sccn in cln-sitc rrsources and services. I las the naturc i,f lihrar? ns placc c h a n ~ c d  durtrrg 
chis perir,d, and, if s o ,  how? This papcr <:n<lcav<r, LO clarify this issuc by focusing <,n who is corning n, :la~rlcmlc 
lihrarics, tiic activities they cngagc in u.hilc thcrc ancl what users scc as important to  iibrarr as place. 

The Univcrsity of Whshingrrm 1.ibrarics rlcvclope~l anrl cmplr,yccl an In-Library Cisc survcy to  obtain more 
infornmntton ahout USCTS and usus of  cjui physical libraries. l ' h c  survcy was first run in 2002 and has brcn r~sccl 
r,n a thrcc ycar cyclc since thcn. This papcl- rcporrs i,n survey rlcvclc,pmcnr, implcmcntati<,n, ncsults, and cnsuing 
acdons for twr, acaclcmic rcsuarcli libraries: Tlic L!nivcrsitY of Msliington in Scardc, US;\ and tliu Univcrsity o f  
I la if;^ in Isrecl. \Y'hilc 1 ~ 1 t h  :tic rcscarch librarirs ihcy opcrari. in cliffcrcnr insrirutic,nal and natiunal cultures. 'l'hc 
lil,rar~es administcrrd th r  sul-\.cy in 2(IOX. (:c,mplctc survcy forms and resulrs for cxch lihmr! :arc nv:lilahlc at: 

Wisl i inron:  l i ttp://u~vw.li l~.wn.hin~t~~n.cdu/assessmcnt/ 

I laifa (in I Icbrcu.): l ~~ i~~ : / / l i l ~ . l~a i i a .ac . i l / l i b in f~~ /asscssmmt /  

Academic Library Space 
.l.I>e role of  t h ~  acailrmic lihmry :rs ph\sic:tl spacc is buing rcasscssccl duc to  ch:mges in sch<,lnrly unnmunicaric,n 
and infr,rrna~i<~n tuchn<,l<,i:y rlnring thc past 1 0  n, 15 yurs .  In North :\mcrica, thc rapid uxpansion of  onliiic 
ci>nti:nt h :~?  scvn :# ccmscqucnt rc<luctic,n in the L ~ S C  r,f print rcsorlrccs :xnd mcrsr i,n-sire scrvicc* (Rlartcll, 21108) 
along with a noticcablc dccl-case in hcillry visits rc, rhc lil,rar! ,\cccss to  and use o f  infr,rmaiir,n i - cs~~u r r cs  h:rs 
I,ccc,mc increasingly rlccoupic~l irom I physical plncr. .li,cl:l); :~c:i<lcrnlc lihrarius in N o r ~ l i  :\mcrica ha ic  Ilccr,mc 
primarily studcnr pl:icr\. cspcci:iliy fc,r uncic~.gradutcs, \vllcrc <,n-sirc r ~ , l l c c t i ~ ~ n s  <,frcn play a i-clati\cly tnii,c,r rolc. 



Ilcrc, thc physical library is in the proccss <,f n u-ansiticm fn,m n collections spacc to a lcarning one  uhcrc stutlcnrs 
S L U L I ~  al~rni., wr,rli in groups, usc nur\~rr,rkcd tcchnolog!: rakc classes, s<,cializc (virtually and in-pcrsirn), anri slccp, 
vnr and drink. In short, acadcrn~c libraries arc hrconiing a "thirtl placo" ic,r many students (in arlclition to rcsi<lcncc 
and thy classrr,r,m). 

T h c  change in thc naturc and use elf the acarlrmic library has led rr, diffcrcnt methcxls fix designing lihrary spacc 
:ind tracking usc. User-ccntrrctl ilesign has hecome an integral part o f  renovating cxisdng spacr <,r constructing 
new laciliries, cspccially "learning commons", w h k h  endeavour t o  intrgratr library and crlucati~~nal tcchnc>I<>gy. 
'litchniqucs cmllloyctl in uscr-cmrcrt:d design includr a varicty ~ r i  rlualitauvc and uh>ci\~ational mcrhods. Hcnnuu 
(21106), ldippinrnrt (2006) anri 1:ustcr and (;ibbons (2007) hnvc writtcn ahrlut user-ccn~erc~l dcsign and asicsamcnt 
from a 1,hr:iry pcrspectiic, inclurling crhnographic murhod .  1:rccman's (2005) chapter in thc influunlial 211115 (;I-IR 
publ~cau~,n /Am7 as l'loce: f<c/liiilkin,e No1t.i. Rr/i,i,ikin~q Jprrcr, apprrlachcs thc issuc from an architect's and space 
planner's pcrspcctivc. :\ number r , f  rcccnt sri~clics hnvc cxamincd spacc urilixation and design at specific lil~rarics 
(!\pplcgatc, 2000; lirynnr ti 01, 2011'); LYkbb t/o/., 2008; l)ots<,n nncl Ciart-is, 2008; hntrll  and Ihgc l ,  211116) w i ~ h  
many using a mix elf qualit;rt<vc rnctbcdb, includii~g dctailcd <,bscrvaUun. (;avt<rn (2008) argues tlmt tnoving 
~, \ i .anls  a "sr,cial" rnc,rlcl r,f the physical library may thwatcn thc pcricption o f  d ~ c  library as a sharccl, communal 
\ch<rlarly spacc. 

U'hile thesr methods pnrvidc valuablc spatial snapshr,ts of usr and individu;~l user (or group) input through interviews, 
f i m s  groups and rxhcr user-crntcrcd qualilativc tcchniclues, thcy dc, n o t  providc data that ties usrr ~!cmographics 
t<, usch during n spccific visit nor can scamr r,f tbcir findings br  gcncralizcrl n, the largur pc,pulation. . \ l t h ~ u g h  
>;cncr:ll USCI. surveys C : L ~  p~.oriiIc d ~ m o g r a ~ b i c  and crther ~ i s c  iniorrn:ition, rcsprmsts tcl thosc surveys usually 
rcprcscnl an arnalaa~n <,i pcrcci\rd uscs i l vc r  rimc. 

:\ simplc hut cffccuvc method of clctcrmining whu is using the librarb what acuvitics they'rc c n ~ a g c d  in, what's 
iniprxtant to their usr, ancl saUsfi,~cri<,n with library facilities and on-sirc scrviccs can br accotnplishcd with the 
usc or  a onc-page In-Library Ilsc sur\.c) 'l'he survc!; distrihurccl tr, rhosc cntcring the library during dcsignarc~l 
canlpling prriocis, asks rcrpr,ndcnrs i c ,  provide inlormen<m on thcit visit. 'l'hc survey also collects dcmr,grzphic 
:,nil ~ x h c r  inlormarion t h a ~  can iclrntify user gn,ups and their acarlcmic pnlgrams. Space can b t  provided for uscr 
cr,mmcnts. Such suricys arc nc,t new ancl wcrc sccn !xfc,rc. thc shift u, rrrnt,tc r,nlinc usage whcn mosi library 
xrvices  rcquirud a physical visit [\'an I lr,usc ri d l ,  19'10). 

University of Washington Libraries and University of Haifa 
'She L'ni\,crsity o f  \Yshingicm is ;i largc, cornprchcnsivc univcrsiry which ranks among thc top five North tlmrrican 
tinivutsiucs ~n eatcrnal rrcsc;irch fundin%, with morc that> l!S$ I billion rescarch moncy rrcrivud in 2008. PnBgramy 
in ~ h c  scicnccs and health scicnccs arc highly ranked I h t h  natirmally and intcrnationaily. ln  200X, 40,000 students 
wcrc rnn,llcd and nppn,rimatcly 4,000 faculty mgngcri in tcaching and rcscarch. 'I'hr Clnivcrsi~y o f  \%shingtnn 
Iihrarius ranks amtmg the twcnty largest acldcrnic libraries in North r\nicrica and opcratcs 1 3  faciliu~.s o n  thc 
Scairlc campus, including rhrcc large lihrarics - I-lcalth Sciences, Orlcgaard Unclcrgraduarr, and Suzdlo-11llcn 
(“main"). l'hu 1ibr:lry has a long-standing asscssmcnr program that makcs extensive usr o f  surveys, transaction 
data, and qualitnti\r methods to hcttcr undcistnnd uscr bchavirbi and ~lcmonsrmte rhc value c,f the library t,, their 
\ir>rk. /\lthrugh the UW I .ibrarics h w c  uscd such rncth<,cis as intcrvirws, ft,cus groups, wayfinding, and c,hscrvaur,n 

hctrcr undcrs~nncl hcility use ant1 user ncrcls, c r ly  survcys urill h r  discussed in this papcr. 

'Shc University <,F I laifa is a last grr,uiing rcsrarch institution with a focus o n  thc social sciences, humanities, hc:ilth 
bcicncch, : m i  law The pnm:lry languagc c,f instruction is I lchrru; wid, somc i\rabic ilncl linglish, alth<,ugh 
acatlcmic maturials arc primarily in linglish. In 200H, rherc wcrc 1.300 fnculty and d ~ c  student bcdy c<,nsistcrl r , l  
nearly I8,(lOO sruclcnts urilh a substantial nurnbcr o f  nalivc ,Irabic spcakurh. 'l'hr cintral library houscs cwcr 2 
milli<,r~ items and provicles n widc tangc of clccrn,nic and print resources :md services as wcll ns many iligital 
prc,jccts. It bcgan a systcmatic pnjcrss of asscssmcnr in 2006. 



A c a d c ~ i r i c  I.ihrary 2t.i Place: ilsers and Uses 
.. . . .- . -. - . . 

University of Washington devclopment of the In-Library Use survey 
'l'llc ilniwrsicy o f  LY'ashington I2ibrarics tirsr ilr\.clopril and implcmcnn.<l a n  exit sur\cy in 1993 rc, acquirc 

inf<l~mati<)n alxrut ncr-:lffilintcd visitors ancl thcir usc < I F  lihrary sct.viccs, An el:~lx,ratc sampling proccduic was 

cstablisl~c~l th:ci r<,n*istcd rlf r a n ~ l < , n ~  two hcjur survey  periods at ihc then 20 campus librarics. Thrxu uaiting thc 
lihr:~r! during rhcsc pcrioilh wcrc ;~sl<cil thcil- starus and, ii nr,t I'niirrsiry afkiliatcil, wuru givcn a sh<,rt survc? u, 
complctc. 'l'liis mcthc,cl prcwided data r , n  thc pucccnt oi nc,n-:r<filiarcd uscrs uxit~ng rhc libr:try as \vcll as thcir 
activilics in ihu lihmr!: Similar surveys \vcrc cc,n~luctc<l in 1996 and 1000 hut wcrr limited to the 5 largrs~ campus 
11hr:irics clue o, the rcla~ively srnall numbrrs r , i  non-afIiliati.d uscrs in m<,sr branch libraries (and consrqurnt lar,qc 
number of sampling scuions nccclcd). Thcrc wcrc srmc ch:ingcs in questions hetwcrn thc survcys to capture new 

iniorrnarir,n, rspcciall~ rclatuil 10 tcchnolc~gy znJ USC ,+ ~mliine rcscurccs. 

I'ri<,r t o  2005, inii,rmaiion about Univcrslw o f  \Iashingtc,n stuilcnt and faculty usc o f  library facilities came ti-<>rn 
transactional ciala and :aIs<~ thn,ogIi usc o i  mailr'l gcncral user survcys (thc "tricnnial survey") that askcd spccitic 
qucstic~ns :ilx,ut library visi~s. Thih survry brgan in 1!Ic)2 and has hccn c<,nductcd o n  a thrcc !car ryclc since then 
(the "tricnnial sur\,cy"). Significant changer in-library crse pattcrns wcrc obscrvcd amon$ both imn-affiliaierl ~lscrs 

and ihc i!ni\.crity OF \Y'ashinXu,n community rillring thc 1900s. The  19')X triennial survcy sIi<wed thc first ili:clinr 

in thc pcrccntagc o f  filc~dty \~,hr> statcd they visi~cd r l , ~  physical library at least *.cckly and in 2001 thc frcqucncy 
< , I -  graduntc srurlent \.isits also ilucrcascd. 'l'hc 1'10'9 cxlt survcy rcvcalccl a continuing dcclinc in ihi. pn,pcrrtic,n o f  
ncm-:rftiliatcd uscrs in tbc largcst librarics. 

Surveying uicrs i n  lihr:ry facditics u.as sccn as a rncjrc prrcisc method for acquiring information about wlir, was 

using c u r  lihraiirs, tvli? they visited and \rh:~t they did duting thcir visits, rcgardlcss of affiliadr,n. 'l'hc dccisictn was 

rn:alc tr, survcy all uscrs cnrcring all librarics at clcsip~atcd rimrs in 2002, with an additional survcy scsb rn  iirr smallcr 
libtnrics in i,r<lcr n, reccivc a minimum o f  50 c<,mplctcd surveys ft.om each library. Survey methoilology ancl 
ilistributic,n remaincd rcasona\,lu amsistvnt in Z(l02, 2005, and 2008. O n c  page survcys (In-l.ihrar? Usc Survey) 
werc clistrilntccl I < ,  rhc,sc cntrring thc library during twc, hour time periods in &lay (academic session cnds in June) 

ant1 cr~mplctc<l s u r x y s  wcrc rlroppcd off as uscrs cxitcd the library Thc  2002 and 2005 s ~ r \ ~ c y s  had 1 or  2 wcckcn~l 
scssirms, but in 2008 wcckcn~l scssions were climinarcd. Ilsagc during that pcriod is lrwcr and thc p r rccn tqc  <,f 
non-affiliatccl user, is somcwhar higher then but t,thcrwisi there wcrc n<, statistical diffcrcnccs in r l ~ c  propc~rurrn 
,,i I!\Y :affilinrc~l ruspondcno by group hrnvcrn wceLda?s and u,cekcntls. 

'l'hc L:nivcrsity of I laifa 1 ,ihr:lry lenrncd abr,ui thc survcy rhn,ugh its participation in thc "l<ffectivc, Sustainable 
and Practical 1.ihrary ~\sscssmcnr" scr\ricu o i k r r d  hb thc :\ssociation <,I l<csearch l.ibrarirs (\l'asliington, DC.). 
This survc); :~long\vith other asscrsnxcnt rncthcrcls, wzs discussed ~luring,a tur, clay sire visit by ARL pr<Xram 
c,fticcrs in :\pril 2008. I laiia was intcrrsrcd in c<,llccting laselinc information about library uscrs ant1 usc and 
clcciclcd to translaic thc survey inn, l lebrcw and run it irrJuly 200X. 

2008 survey methodology, distribution and response 
The  200X survcy srssi<,ns at rhr Cinivcrsity o f  \Yasliing~on wun- conducted in sclitctc~l tw,, hour mid-day blocks 

from 'ILcsda!- to Thursrla? during May 2OOX ro maximkc tlic numhcr c,f potential respondents and minimize thc 
number OF survcy si.ssir,ns. 2008 *;as thc first timc tliu C'nivcrsity <,f I laifa ran tlic survey and 10 n~,,, haul- sampling 
pcrioils wcrc hclcl during thc first nvo U.CCI.S inJuly. 1'01. thc En~vcrsity o f  \Y';~shii~gr<,n, Z ~ ~ I C ~ ~ R T C  ruults arc p r c s ~ n t ~ d  
only ior rhc thrcv samplin(: ccssions held in common a-hilc rcsrllts for specific units usc all survey scssicm rchp<,nscs. 
'l'hc number of  tux, l>c,ur survcys scssir,ns, surveys riistrihutcd anrl rcturncd, and rcsponsc ratc ;rrc shown bi.lo\rr 
in L'isurc I. Tllc rcsp<,nsc rates wcrc similar a1 h , ~ h  institutions - SX'X, at Washingt<,n and (,?''A1 at I laifa. ,\I r \ ~ c  

Cnivcrsir? <,f V(':~shingarn, thu 58% respcrnsc rarr consistent w i ~ h  surveys drmc in 2005 (57'!?1) and 2002 (62'%1). 



s Surveysdistributcd B Survr .y~rct i~r i icd all sccsioris 

WashingLon Haird 

F i g u r e  1. Survcy Distr ibut ion and Response  2008 

'l'hc compositic,n o f  rhc respondent group was remarkably similar bcrwccn the two institutions with students 
comprising 901%1 of thc total (Figurc 2). l h t  University crf E'ashington has seen a stcaily incrcasr in thc pn,porti<m 
elf un~lcrgr:aIo:~rl: students r,\.cr rimc (59'%, in 20112,04'%~ in 2005) \virh dcclinrs in all other jirc>ups. 

Undergraduates Graduate FacultyfStaff Non-affiliated Did not s ta te  
Students 

F i g u r e  2. U s e r  G r o u p s  

'Thc c<~niposition O F  tlic ri.spr,nclcnls by hroail academic programs rends u, rcflccr the ilillerrnt acadrmic 
crnl>hascs <,i cach institution ('lihlc 1 ) .  'l'hi: I!nivcrhity of W1ashinLp,n sh<,u,s a highcr pi<,p<,rtion o f  scicncr- 
cnginerring 2nd health scicnccs srudcnts whilc morc than half o f  rhc rcsprmdcnts at lblaifa wcrc in social scicnccs, 
hunianitius and arts. ,\I \Yhshit~gt<m, tlic prop<,rtion of undrrjiraduiltc respondcn~s cl<,srly marchcrl actual 
cnn,lmcnt Fijiurcb \h i ,  :~c:lrlcmic program. I lowcvc~-, for gratlunrc srudents, scicncr-cnginccring survry  rcspondcnts 
wrrc undcrrcpl-cscntcd c.,niparccl to thc actual pr,pulati<>n u.hilc tliosc in the Iiumanirics and tinc arts ua rc  

~ " . c r r c ~ x ~ ~ x n t c ~ l .  l h i s  unclcrrcprc~cnrati<,n i q  slrnilnr to rlthcr data fr<,m Whshingt<,n ;and i rhc r  North :\rncrican 
rcscarch unii-crsitics uhcl-c availability of rmlinc rc.s<,uiccs 2nd office u?,rkspacc. is jircatcr for scicncc and 
enpjnmring stilrlcnts than thosu in other piqgrams. 



Acxxclcirlic Lihmry :rs 1'l:ice: Users a n d  lJses 

Table 1. Studcnt  affiliation by broad academic  areas  

Undergraduates  

Survey Content and Results 

Graduate s tudents  

Sciences-ISnginccring 

Scrcial Sciences-Uusiness 

I'inc Arts-1-lumaiutics 

I-Icdth Scicnccs 

\Y1har did you rlc, in rhis lihmr! i o d a ~ ?  

,\cadcmic ~ I r e a  I Wbhington / Iklaifa I \K'ashingn,n I I laila 

I-low often do you usr this I i h v ~ r ~ ?  

27'Yn 

2h0/r8 

1 4% 

5'Yo 

- I-lo\r. inipr,rtant to  you arc thc fr,lk,wing scrviccs in this library? 

I I<,\\, wr,ulil you rare rhis library o n  dlc foll<rwing? 

2% 

12%, 

36% 

1 l'!', 

Thcrc u.as also n qucsrion o n  ilrm~,gi.raphics asking rcspontlcnts 10 idcntify rllcir stnrus anrl :~carlcmic pro,rrain. l'hc 
I,:nivcrsiiy <,I I laifa (:cntrd Library and thc rhrcc largc librarics at thc University o f  Washingrrm :dsr, asLcd \vhich 
arcas in rh<>hr lih~:~ric:h rhcy visi~cd. Each institution includcd n feu, catcgr,rics in thcsc questions thar wcrc uniqoi. 
t c ,  ihrir institutic,n. Rcsults arc nor rcportrrl for thosc cairgr,rics. 

What did you do in this libtary today? 

14"" 

19"/0 

21 % 

26%) 

l'igurc 3 shows a,qgrcgatc rcsults fnr each institution 'l';~hle 2 displays rcsulis by univcrsitr-afiiliarcd uscr group. 
The resulrs shc,w clcarl? diiicrenccs in thc way librarics arc uscd nt \Y';abhingtc,n and ilaila. ;\i Ilaila, in-pcrsnn uscs 

OF library marcrinl and sraff sscrviccs art significantly highct- than ar W'ashinyon. [ndccd. \Ykshington usc <,I c,n-site 
prini c~~lluciions has droppcd substanti:~ily: the prrceniagu <,I thosc u4in lrx>l<cd for material fcll fv,m 11'!41 in 21102 
to 17'!?1 in 2008, wiiii phr,u,copy use declining from 21'%, in 2002 trr 7% in 2008. I-l(wcvcr, the diffcrcnccs hcrwecn 

!I1%, 

32%~ 

34% 

4'Yn 

thu insritutinns in thc library :is n placr to ilo wnrl< w r c  i.clativcly minor. Lsc of library crrmpurcrs n n ~ l  ihcir own 
cctmputing dcviccs wcrc similar as was the pcrccnmgc u.hc, wrrrlccd in groups. \X'ashington rcsp<>ndcnrs thc,ugh 
wcrc marc likcly to  wjrk alc,nu. 

F igure  3: W h a t  d i d  you d o  i n  this  library today 



It is interesting to iiorc that differences in use by group wcrc far mtrrc pronounced at \Vashngton than at lklaifa. 
. \ t  \Yhshingurn, print c<,llccric,n ri.latc<l usc and rcqucsts for staff assislancc wcrc subsrantially highcr for gracluatc 
~ ~ u c i c n r s  and faculty, I I(>wcvcr, cvcn among graduarc studcnrs and f;~culr). thrrc  was a sharp clccrcasc amcmg 1\7r,sc 
\ ~ . h o  I<,oLcd icrr library rnarcn:ri hctwccn 21102 and 2008 with faculty declining ircm 60'%2 to 401%~ and gmduatc 
stuclcnr~ from 44'X to 21'%,. 1;aculry ar hoth institittions trnilccl I < ,  focus <,n c<,lircti<rns rathcr than r,tlicr scr\-ices 

01- :IS a w<~rkplacc. 

Table  2: What  d i d  you d o  i n  th i s  library today (by group)? 

'llic much highchcr pcrccnrage I,F hurn;mirirs' undcrgraduatcs at llaifa ilicl account iclr sr,mc <,f rhc highcr usc of 

cc,llccri<,ns thcre c<rmparcd tr, Whshington (1:igurc 4). ,\lthr,ugh humanirics' undcrgraduntcs at W;xshington Iookcrl 
ior material nt a s~,mcu.liat higher ratc than o~i ic r  Vi'ashington undcrgmiluatcs, it was still substantially hclow l~laiia. 

Washington Waifa 

Figure  4: Looked for library material by undergraduate  academic  area 



How important are the following services to you in this library? 
Ilcslx~nJcnts anhwcrul this qucsti<,n uring a l.il<crr c:dc ranging from I (not imporrani) to  S (vcry irnlx,rtan~). In 
gcnuai ,  impc,rtancc was tied to rhc :icrivirics puoplc ilid in the Iihnry during thcir visit. Library computi.~-s and a 

plncc to \~-orli illcmc wcrc cli.;trly rhc nIc,st important at \Yhshingtrm, whilc ar I laiia ~ l ~ c s c  tiyo 5crvlccs u-crc. joinctl 
in irrrp<,rr:~ncc h! lihrxvu-y staft nssisrancc, accc:.:. r tr  i,n-sitc c~rl icct i~~~is ,  and lihcrry crrnputcrs witlh xpipplicni<,n hc,invarc. 

, \I  \Yish~np,n tlxrc wcrc ncnablc diffcrcncrs in importance ranliin~n lxt\i,i:cn ondergraduatcs and < ,~hcr  rchponrlrnrs, 
\vi.hllc at I laila thc cliiicrcncr\ u-crc most pnmounccd in lihrary as xvol-liplacc. 

s w d s i i ~ ~ i g t o n  la liaifa 

Library Staf f  Accessto Workalone Workin Computers Electrical 
 computer^ assistance on-site groups with outlets 

collections application 
software 

Mcan scorcs o n  a scalc d 1 (nor impcrrtanr) to  5 (\,cry important) 

F igure  5 .  H o w  important  are the  follo\ving services to  you in  this  library? 

Tahle 3. H o w  impor tan t  are the  following services to you i n  this library? 

blcan scorcs <,n a scalc of I (nor imprwmnt) to 5 ( ~ 1 - y  imp<rrt:lnt) 

I .ihrary c<,mpiltcr!- 

Idhral-y staff assisrance 

Rating library services 
l ' h c  1 0 u . c r  rarecl scrriccs at \Y;lsliinga,n n w c  ll<,ur\ <,f (,prning ancl gr,,up \rork spacc, c5pccially among facult? 
:and grxluarc srn<lcnts. ;\t I laiia, inciiui~luxl :~nd gr(,up us,rl.; spacc wrrc rarwl lkm~cst by hculry and gra<luarc sru<lcnts, 
urliilc un~lcr~ra<luatcs  ranlii!rl grr,up wrirk spacc and casc of tintling things l~,u~ust. In~crcstingl!: scrvicc quality 
rccci\-rc! rhc lhigl~rst rating ai both it~stituric,ns ;inC virhcl- ranl.rcC first (nr scconrl am<,ng all groups (IYigurc 6). 

Undergradua tes  

\\)aihin#on 

4.02 

3.74 

I l a ih  

4.58 

4.55 

Graduate s tudents  Faculty/Staff 

\YCliingu~n 

4.26 

?.'I4 

V( ' ;~sh~n~~rrn 

?.XI1 

3,YY 

I-Iaih 

4.68 

4.60 

I laifx 

4.41 

4.31 



It is intcrcsting n, n<,rc that diffrrcnccs in usc by group were far more prnnounced at \Xkshingron than at Ilaifa. 
At \Vashinga,n, print collection related usc and requests fnr staff assistmcc were substantially highcr fur graduate 

students and iaculty. I~Iowrvrr, rvcn among graduatc studcnts and faculty therc was a sharp decrease among thrlsc 
who lookcd for library material benveen 2002 and 2008 with hculry declining frnm 60'!4 a, 40'% and gracluarc 
students from 44"/n tn 23's. Faculty at both institutions tcnricd to  focus on collections rather than other servicrs 
or as a wr,rkplacr. 

Tablc 2: What d i d  you d o  in this library today (by group)? 

Thc ~ n u c h  highcr pcrccntagc of hutnanitics' undcrgracluatcs at 1 Iaifa did acccunt for somc of  rhc highcr usc o f  
cr,llcctir,ns rherc cnrnparcd t o  V[:ashingtcm (Figurt 4). /\lthough hrlmanitics' undcrgraduarcs at \VasIiin,ca,n l<x,ked 
T<,r rnatcri:il at :I s<,mc\~~hnr highcr iarc than orhcr \Yasl>ingtnn uniicrgraduatcs, it was sull subsrantially hclc,u- I la ih .  

Usrd own computing dcvicc 

rllrt Cricn<ls/somconc elsc 

tjhccl ;c printer 

7 liurnsn~rics-Arts @ Allother areas  

60% .................................................................... 

Washington Haifa 

16'/0 

17'K 

201%, 

F igure  4: Looked for library matcrial by undcrgraduate  academic  area 

15a/o 

1 So/;, 

29'!41 

21% 

[)'YP 

I ?'%I 

10'% 

9% 

27% 

7% 

8'30 

4'%1 

7'%) 

(I1% 

(It!?, 



Computer Individual Groupwork Collection Service Hoursopen Easeof Inviting 
Access workspace space quality quality findine environment 

Mcan scores on scalr of 1 (poor) to 5 (excellent) 

Figurc 6: How would  you rate this library on the follo\ving? 

Table 4. How would you  rate this library on the following? (By group) 

,\t thr  bnivcrsity <,f Wishingu,n, the nrarly 1.(1011 rcsponscs also allow rlctailcd mapping <,f  library usc h!, group 
:mrl acaclcmic program as well as ior each c,f the 15 scparatc librarics, l 'his was cspcci:~lly 11-uc f<,r t l ~  morL. rhan 

L,(lOO un~lcrgrailuatc rcsp<,ndcnts. 

Survey comments 
Si~rvc! cc,rnmcnrs aclcled context and ~rndcrs iand in~  n, thi: surrcy icsponscs. ~ \ t  ihc Univcrsit? o f  Whshingron, 
about 50f!4/;, <,f rcspondonts addccl cornmenrs, man? of  thcm quite detailccl. 'l'hc primary concern \vas \vit.h thc 
huiiabiliiy <,i ihc lihr;iry as a \ir,ik placc, cspccially with buch cnvin,nmcntal issucs as noihc, lighting, trrnprratilrc, 
:md cl~aniinrss in thc Undcrgraduaic I.ihrary ()thcr issucs riscil wcrc hours r r i  opening (<,utside of the Undcrgtaduarc 
I.ihrary), access u, lil,rary cornputcrs, nncl lack <,F snitahlc. gn,up work spacc. Stodcnrs mrorc that thcy liked thc :rl>ilig 
LO chc,c,sl: hvr\l-ccn quict wol-li arcas (Suzzallo-Allcn I.ihr:rr!-) and rhc m<,rc social (mus in the i:nclcrgraduntc 1.ibrary. 



:\r I Inih, 401,'/1, o f  scspon<lcnts addccl cc,mirrcrns u!itll f:ic~lirirs :inC c<,mputers also nccountinfi for tlic majority r , i  
communts (l:igurc 7).  1 Iowrvcr, cc,rrobrrl-ativr rrf thc hcavicr use o f  on-sitc ct,llcct.ic,ns and srr\'iccs, then: wcrc 

:dso :i h~ghcl- prop<>rtt<m of cc)rnmctits about c~rculation-accch? servtccs anrl stgn:~gr. (:<rmmcnts also uurc uscful 
Tor iklcn~ifyinfi spcctfic pn,hlcmh cspcci:llly with facilities. 

Facilities Computers Hours Collections Staff Access Services 
services 

F igure  7: C o m m e n t s  by  Category 

Findings and Action 

University of Haifa 
.l'hr rcsults from over 600 rcspr,nclcnts at I-Iaifn confirnmrd thc ccrncept o f  "library ss placr", with users working in 

thc library alonc r , i  in gnbups, Ibut also] making cutcnsi\-c usc o f  physical and clcctn,nic collccur~ns, and rcqucsnng 
hclp frcrm thr  servirc dcsks. In addition to ihc c,vcrdl higl~ rating r d  d ~ c  library, participanrs provi<lcrl uscfui and 

actic,nablc inf<,rmatic,n <,n lheir pcrcrptl<,ns c,f cnvin,nmcnral ctmdiutrns, library computers, atid tllc difficulty r,S 
finding itcrns on thc shclvc*. 

I n  grni-ral, lihr:jry usi-rs had v r y  tnvoralrlc r,pinions r , i  the library and lrcquuntly usrd its physical and digitnl 
res<>orccs. Students sat and \vc,rlrcd in the library, loc,krd fur items i ln  the shrlves, b<,rn,wcil brxrks and photr,cr,picd 
articles. I-lc,wcvcr, dcspitc ihu i,r.crall high raring (,f rhr librar); many usrrs' ct,rnmcnts indicated tlic unrcasr~nahlr 
lcvcl i,f n g ~ s c  in rhc lihrary, thr  insufticii.nt distribution of computers, and the nrrcl lor rn<,rc assistance amrmg the 
shr lve.  In the ycar since tl?c survcy u.;ls condnctcil, the library has nddrcsscd rhc issue <,f n(,isc, thr  distribution of 
compurcrs, their quality and awarcncss o f  tbrrn, ant1 assisrancr in thc stacks. 

Actions a, rcducc noisc lrvels included crcating a spccial room for group work, removing photocopy machincs 
an<l prinrcn fn,m study srcns, asking staff and crmrractors who \vorlred in the library to cl,, so rluicdy, and f<,rming 
:tn :al-hoc "quirt" crrmmittcc to lr,r,k at ways of maintlning acccprnble noise Icvcls. Othcr m<,rc rrcrnr assrssrncnt 
mc~hr,<ls such as i o c n h  gnwps  ancl thc I .ihi>l~l;\l.+Q? survey hare bccn used a, tracli patrclns' cxpcctatit~ns and 
COIICCIIIS aho~it  noise I C V C I S .  

It :als<, upgradcd man,, public crmputcrs, put computcrs into tlic group work rrlrrm, ancl mc,\,crl c<,rnputrrs f~xlm 
Ic,w usc arcas to hixh usc <,nus. i\rl<liiionill sijqagc w r h  prrwi<lcrl thzt inilicatcd where cr,rnpoters \\.ere locatcd and 
thc avdal,ility of clccvical i,utlcts fclr l:ipn,ps. i:~nally; to assist uscrs thc stacks tnorc prominent signage was ~lisplaycrl 
indicating c:rll numlxr  rangcs, intcrnal tclcphoncs wcrc insrallcd s o  users can call for hclp from thc shclvcs, and 

studcnt cmployccs nou. wear lil~rary 1-shirts. 

University of Washington 
I<csuIts at thc University of \Yashitigton confirrncil thc l<,ng-tcrm trcnd o f  rhc library as \\r>rk placc, cspccially 
fclr unrlcrgr:alu:ite sru<lcnrs. Lisr <,i on-sitc physical cr,llccur,ns and in-library scrvicc dcslcs c<mrinucrl to show a 

stcacly dcclinc. 'Shc pcrccniagu of faculty and xra<lu:irc ~rucli:nt\ ccrntinucd r<, <li.clinc, rspccially in the scicnccs 
ancl cnginccring. 



P c r f o r r ~ l : ~ n c c  M c a w r c ~ n e n t  in  1,ihraries ancl I i~ fc t rn~ : t t i t i r~  S e r v i c e s  

~ \ t  thc University of \Y'sshingtc,n, thc In-Libray Usc surrey rcsults played a kry rrllc in thc rcctrmmcndati~~ns <,f 
thcl'ask R,rcr c,n New Mcasurcs. This Task Force was charged with rcvicwing thc Libraries' current srr\,icc pc,ints 
and collcccir,ns l<,catic,ns and making rccommrndatir,ns n, close o r  consolidate thosc which ranked Iou~cst in 
\ari<,uh use mc;isurcs. In-Library Usc survcy results provided a,mplcmrntary infc)rmation n, orher types o f  usc 
dara and lcd to use profiles that coulcl also hc rii:rl n, g n q s  and acadcmic programs. T h c ? h k  I'orci. rcrommcndcd 
thu cl<,surr of five hranch lihrarics and thc consolidation of several ctrllrctions and servicr points within tlic lar,yrst 
lihrary f , r c~ l i r~  'l'hc print collection in rhc largest l i b r a r ~  Suzz:rll<,-,\llm, w : ~ s  intcgraied intr, rjnc call numbcr  

:il-l-angcmcnt lbcginning in July 200'). 

l'hc surrey rcsults sh<,ucrl an incrcasc in rhc numbcr o f  pu<,plu bringing thcir oufn computing dcviccs t o  thc library 
:~ncl thc need f i r  hrttrl- rlcctiical c<,nnccuvity. l'liu importance of libr:lry prtrvided computers to stucient \xvrrk ;llso 
Iccl to computer i ~ p , ~ r a ~ l c s  aL a tinic wlrcn somr wrrr qursri<,ning wliuthcr thosc cmnputcrs u e r r  still nrrded. Tlic 
I.il,raric*'capital hu~lgrr  rrqursr lisred scacral potuncial projects tc, incrc~sr: rhc number of clcctrical oudcts. Ilcl,ratcrl 
ccmrerns ahout thc noisc ICVCIS and thirt! ?car o I c I  furnishings in thc L'nilcrgraduatc Library lccl to a uni\-crstry 
initiative iciurhist, rhc lihr:iry which is thc hcavicst uscil iacility cln th~.  I!niversity c,f \Yiashingtun campus. 

Rcsults Common to Both Institutions 
In both \Y&hingt<,n :ind I laifa rhc library was vicwcd posiul,cl) with a focus <,n its n,lc as a workplace, with difiercntiai 
urrrlispaccs fr,r pn,nps and inclividuals. Ilcspirc rhr incrazing use of laptr,ps, many rcspondcnrs m r n t i ~ ~ n e ~ l  thc 
imlx,r~ancc ,,i making library ccrnpurers and clcctrical r,i~dcts ahunclant. 

Selected Actions 

In both institutions several changcs havc already bcen implemented such as: replaccment and upgrading of library 
computrrs, clrrsing and c<,ns<,lirlaring smaller librarics and servicc points, providing m<,rc scrviccs online, installing 
hrtrcr directional s i p a g c  (in particular <or computers 2nd clcctrical ourlctsj, sending more itcnis to storagc ant1 
s u b m i r ~ i n ~  plans for lihrar? rcnc,v:~rion nnrl rcfi~rbishmcnt in high usc librarics, providing m<,rr rpacc fhr group 
u.c,l-k, rcriucing rhc noisc lc\~cls from cquipmcnt, skaff and c,thcr \rorkcrs, atl~ling r,r relocating computers within 
ti?c library to n-hcrv tlicy'rc nccclcd, and irnpn,\'ing assisrnncc f i ~  ilscrs in thc stacks tlitrrugh phoncs and srurlent 
crnplc,ycch iilcnuficcl as 1il)r;iry staff. 

Practical implications and value 
'I'his relati\,cly simplc survey rcx r l  pnwidcd a wealth of valuablc informati<,n about who u s r s  o u r  librarics and 
why. it can !hi. applircl in diffcfercnt culruics and contcxth 2nd is ;L mlirl cr,mplcmcnr n, transaction ilata, qualitari\,c 
inl'ormati~~n and orhcr mctli<,~ls. Survey dara ant1 cr~mmenrs providcil actionable information thar can hc used a, 
nncl~.rs~and physical lihrary use :in4 to malw changch that c w  huuer support thc acarlcmic community Tlic dara 
can also rlocumcnt rhc crrnunuing high usc and iniportancc (,f the physical library at a time whcn the raluc oi 

library iacilitics is bcing clucstioncd I,? unwcrsity :r~lminisrrators 2nd staIich~>ldcrs. 
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