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What We Learned from Ret Analytics
mplementation & Use

by Susan E. Beck & Mary Chavarria, New Mexico State University
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Two buildings, one reference desk
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Ref Analytics from Springshare

I NMSU Librarx



U Library
HMSU Library » FAQ's LihChat:_

Add Transaction: Zuhl Service Desk - Q

m Type the question (140 chars max) ] Type the answer here.

Type more detail (optional). 1000 chars max.

[ Include this transaction in the public knowledge base. What is this? See if similar guestions are already in the public knowledge base?:
Time Stamp: Answered By: Internal Note: help

9 current ) Edit Date/Time Service Desk, Zuhl =

READ scale 1 2 3 4 5 3 reset  about

Patron Status Received via Type of Question Length Technology

Undergraduate « || || Desk - ;Reference - :Less than 1 Minute N Print-WEPA al
Graduate Phone | Directional [1-5 min, Print-ICT

Staff | Reference-Referral |5 - 10 min. Print-Library

Faculty | 11 - 15 min KIC Station

Community | 16 - 20 min. Photocopiers

Other More than 21 min Software (Canvas, Excel, Word

Hardware (Keyboards, flash dri
N/A - not a tech question

Submit

Submit & Clear

What's the difference?

NOTE: If any of the fields above do not apply, simply leave them blank. Click here to unselect the above fields.

Powered by Springshare; All rights reserved. Report a tech support issue,

havar Mavien @tatn | Iniuareibe | ikeare | Bav 20008 Dant 2478 11 Aar Pracenac MR 20007 QANE | IRTRYRAR M7 | Emoail thin likean



This is our access to Ref Ana,lytics; through our LibAnswers account.
It's password protected so you won't be able to try it from home, sorry
to say...We're off to'a live demo. Hold on, folks, let's hope it works!!




http://nmsu.libansy
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Results from 1% Student Training (February 2013)

Transaction Question Read Scale
Type Agreement
Agreement

Q. Do you have the book, Do Androids Dream of Electric Sheep? 88.9% 100%

A. Looked up the book in the catalog by title and gave the call number to
the user with directions to the 3rd floor of Zuhl

Q. Where is the other library on campus? 100% 94.4%
A. Gave directions to Branson

Q. What is a Crimson Schaolar?

A. Looked up the Crimson Scholar program on the University's web page
for the user. 94.4% 88.9
Q. Can you help me find some boaoks on festivals in Mexico?

A. Searched the catalog using keywords "Mexico" and "festivals", found
some boaoks in the GTs, and also referred user to reference desk when it
re-opens tomorrow morning. 100% 77.8%
Q. Why is there a shorter due date for ILL books?

A. Explained that the lending library decides the loan period. Referred

user to ILL window. 66.7% 66.7%
Q. How do | get this book that is only available in Alamogordo?
A. Showed user the Request It! button and explained how it worked. 88.9% 61.1%

Q. Do you have the test or the book, "Early Childhood Environment
Rating Scale"? My professor recommended that | use it.

A. Looked up the title in the catalog, didn't find anything, referred user to
ref desk 100% 55.6%
Q. How do | find a book on reserve for my Women's Studies class?

A. Looked up Women's Studies reserve books on Voyager, showed the
student the list and she picked the one that she wanted. Then | checked
out the book to her. 94.4% 61.1%
Q. How do | find musical scores in the library?

A. Typed in "musical scores" in the knowledge base box and found step-
by-step instructions for the user. 88.99% 50%
TOTAL 91.4% 72.8%

Question type choices: Directional, Reference




Student Info Desk Training Follow Up Survey, April 30, 2013

Q1. The RefAnalytics training program provided good preparation for me to use the RefAnalytics system

-=1 think the training we receive
received.
--I'm confident with the RefAna

Strongly Agree 47.1% 8
Agree 52.9% 9
Q2. | feel eonfident using the RefAnalytics system
Strongly Agree 41.2% 7
Agree 58.8% 10
Q3. My supervisor(s) provides assistance when | asked for help or guidance using the RefAnalytics system
Strongly Agree 824% 14
Agree 11.8% 2
Disagree 5.9 % 1
Q4. Other Information Desk students assist me when | needed help or guidance using RefAnalytics
Strongly Agree 58.8 % 10
Agree 35.3% &
Disagrae 5.9% 1
Q5. | feel confident assigning READ scale numbers
Strongly Agree 353% ]
Agree 58.8% 10
Disagree 5.9% 1
Comments

--they are kind of vague

Q9. What do you like best about RefAna

--we are actually able to see as
that all of this has happened.
--lt is easy to use

==lts easy to assign READ numbe
--1like that we have more space
--It helps us realize how much w
--That it is more specific on the
--Ireally enjoyed how easy ever
--llike that there are more opti
choose why kind of question it i
--Read scale

--The Read scale

--It's very simple te use

--It's easy to use and does not 1:
-=It's a lot simpler to use and ve:
--how easy it is.

--lt provides statistics,

6. | use the public knowledge base to help me find answers to questions

Frequently 11.8% s

Sometimes 52.9% 9

Rarely 17.6% 3

MNewver 17.6% 3
Comments

--when Ineed to | do
==l will use the NMSU website and Google frequently if the question is outside of finding a library resource

Q7. | edit my entries after | have submitted them when | realize | forgot to add something

Frequently 353% L}

Semetimes 41.2% 7

Rarely 17.6% 3

MNever 5.9% 1
Comments

--more often thien not, there seems to be a patron that comes to the desk in need of assistance or has a
question of there own. requiring me to put the correction on hold, then the line just seems to keep growing
at that paint.

Q10. What do you like the least about R

--seems a little unnecessary at t
--It does not really show how b
books, pins etc... all of which are
--What | like the least is when tl
transactions.

--It is very time consuming. | ser
question and remembering to s
not adding questions because |
--That we have te do it for aven
with patrons and don't have tim
--The read scale almest seemed
--having to enter every single st
-=Itis kind of a hassle remembe
--lden't like how it takes away f
are scheduled alone or when we
status of the patron, | find it ver

asking a question. | really hope -

Q&. | need additional training on

Entering questions as questions 0.0% 0

Using the public knowledge base 18.2% 2

Interpreting the READ scale 273% 3

Differentiating between Directional, Reference, and Reference Referral questions
27.3% 3

Editing my entries 18.2% 2

Other--use Comments below 27.3% 3

Comments
--Na need
--None

--1 do not nead mare training

Q11. What areas would you like more tr

--What is going to be accompli:
--Ithink the staff is good naw si
--l would like to know more abe
--I believe | don't need no furth
--Interpreting the read scale.
--Possibly the read scale

--the read scale if | had to pick.

--None.



Results from 2nd Student Training (September 2013)

Transaction Question Read Scale
Type Agreement
Agreement

Help me find a book | need by Tobias Wolff 83.3% 95.8%

Where are the PZ books? 87.5% 83.3%

Do you have scantrons? 50% 54.2%

Where can | get a PIN? 66.7% 75%

Where are the restrooms? 100% 100%

Where can | access the catalog? I've never used one before. Can you

show me how? 100% 79.2%

Where are the photocopiers? Can you show my how to enlarge an image

and print it double-sided? 95.8% 66.7%

Who do | talk to about borrowing a book from another library? 91.7% 95.8%

| found some books about body image and gender but I’'m having trouble

finding more resources. Is there a librarian | can set up an appointment

with? 87.5 95.8%

Can you help me make a pie chart and set up formulas in Excel? I've

never used Excel before. 83.3% 54.2%

TOTAL 95% 80%

Question type choices: Directional, Reference, Reference/Referral
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Variance in coding
Constant training
Trends in user questions




Variance in coding
Constanttraining .. =

Trends in user questions
Evaluate service desk traffic
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