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The HS/HSL serves the professional schools at UMB:  Dentistry, 
Nursing, Medicine, Pharmacy, and Social Work,  
with 6,700 students, 2,700 faculty, and 4,000 sta�.   
 
The Library integrates assessment and evaluation into its 
library services and programs to understand the preferences, 
satisfaction, and needs of its users and to inform service 
improvement and development.  

BACKGROUND

The Information Services desk o�ers  
a full range of reference, course reserve,  
and circulation services. 
 
Method:  
Point-of-use, 4-question iPad survey  
with emojis representing satisfaction and  
a �eld for comments.  
 
Results:
•	 Satisfaction with services provided  
	 and sta� responsiveness was  
	 overwhelmingly positive.
•	 Suggestions for improvement were  
	 not about customer service, but  
	 issues such as printers and hours.
•	 Users o�en had no time to �ll out  
	 the survey.
•	 The iPad required frequent intervention,  
	 securing fewer responses.
 
Action:
•	 Will redo a review of the literature.  
•	 Consider using focus groups instead  
	 of a point-of-use survey.
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Each UMB school has a liaison librarian 
assigned.
 
Method:    
12-question survey measured awareness of, 
use, and satisfaction with liaison research 
services.  Distributed to faculty and sta� at 
each school.  300 responded.
 
Results:
•	 Interaction with liaison librarians is  
	 infrequent, but satisfaction with services  
	 is high.  75 percent were aware of  
	 the liaison librarian for 	 their school.
•	 Heavily used services include  
	 consultations, teaching, literature  
	 searching, tours; scholarly  
	 communications services were less used.  
•	 Respondent suggestions: Increase  
	 communication about services and  
	 be more visible in the schools. 
 
Action:
•	 Increased promotion of “scholarly  
	 communications” and other newer  
	 services through a workshop  
	 series and enhancement of 	  
	 web-based guides. 
•	 Plan to increase visibility in schools  
	 by presenting at faculty meetings and  
	 diversifying strategies for communication.  
•	 Improve targeted outreach to  
	 new faculty. 
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The research consultation service  
provided personalized information  
research assistance to over 400  
students, faculty, and sta� in 2018.  

Method:   
Survey measuring satisfaction with 
consultations sent to all participants  
over the course of 10 weeks. 
 
Results:  
•	 Most are requested by students  
	 needing assistance in answering   
	 research questions for assignments.  
•	 Satisfaction was overwhelmingly positive. 
•	 Some respondents noted challenges in  
	 scheduling consultations.

Action:
•	 Changed from email scheduling  
	 to LibCal 	 self-scheduling system  
	 to simplify scheduling process.
•	 For next survey, consider surveying  
	 participants several months a�er  
	 the meeting to determine  
	 longer term 	 impact.
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This program started in 2016 and o�ers 
expertise, information resources, and 
training focused on bioinformation and 
computational biology for health science 
research and practice.  

Method:  
Nine-question survey measuring  
satisfaction with bioinformation/data 
science/high performance computing 
consultations sent to all consultation 
participants in a blast email.
 
Results: 
•	 Satisfaction was overwhelmingly positive.
•	 Users of the service are primarily faculty  
	 in the schools of Medicine and Nursing.
•	 Faculty o�en consult with the  
	 bioinformationist multiple times to  
	 provide support for research projects.
•	 Survey response rate was low.
 
Action:
•	 Continue to develop expertise in  
	 open source programming tools.
•	 To improve response rate and the  
	 ability to assess the program, integrate  
	 a satisfaction survey a�er each  
	 individual consultation.B
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Through an online service, users request 
printing of large size research posters.
 
Method:  
Online system automatically emails a 
survey each time a poster is printed.  

Results: 
•	 Satisfaction with the process, timeliness,  
	 and quality of the service were  
	 overwhelmingly positive.
•	 Most users of the service are  
	 students. Most posters are for  
	 conference presentations.
•	 Response rate is consistent, with 1-3  
	 returned daily in the busiest months,  
	 April, May, and October.
 
Action:  
•	 Purchased a higher quality plotter  
	 that switches between glossy paper  
	 and canvas, and trims the posters  
	 without sta� intervention.
•	 Updated the poster LibGuide  
	 with information on sizing  
	 and submitting. 
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• 	 Use focus group style discussions to learn more about liaison  
	 program satisfaction and to identify ways to improve promotion.
 
•	 Diversify communication strategies for promoting liaison librarian  
	 and bioinformationist services to the UMB schools. 
 
•	 Integrate timely follow-up surveys into all consultation services.
 
•	 Implement a non-mediated survey method to assess satisfaction  
	 with Information Services desk.
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