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Favorite responses: 1) “The Memorial library atmosphere is stale and creepy.” 2) “The lack of windows and closed-in feeling of Memorial is dank and depressing. The Raynor library offers hope that future Marquette library experiences will not be so drab and tomb-like.” 3) “Everything should be on the computer.” 4) “I hate computers.”

Overview

Why do surveys?

Culture of gaining input

Find out what users think, not what we think they think.

Ability to compare subgroups against one another, based on:

· Gender

· Year in school

· Department or major

· Faculty status

· Residency off-campus or on-campus

· Frequency of library use

· Computer access

Other ways of getting input:

Student Government

Mini paper polls, done over a few days (good for one issue)

Mini verbal polls (good for one issue)

Focus groups

Make sure you provide results to users, as well as possible changes based on data.

Risk: Lots of time expended, but quantitative numbers may not reveal much.

Solution: Subsequent surveys to gauge changes in user opinion after implementing new or enhanced services, etc.

Marquette Surveys

	
	Faculty survey
	LibQual
	Reference Service

	Audience
	Faculty
	Under, grad, faculty
	Undergraduates

	Focus
	Awareness and usage levels of online services
	Perceived and desired service quality
	Satisfaction and usage of reference services

	When 
	Fall 2001
	Spring 2002
	Fall 2002

	Method
	Web survey
	Web survey
	Web survey

	Invitation
	Via email
	Via email
	Via email

	Start date
	Nov. 15
	March 18
	Dec. 3

	Submission window
	3 weeks
	3 weeks
	Couple weeks

	Time needed to fill out form
	10 minutes
	10 minutes
	5 minutes

	# of reminders
	1
	2
	0

	Response rate
	51% (148/293)
	38% (900/2300)
	9% (700/7500)

	# of non-open-ended questions
	11
	30
	14

	# of open-ended questions
	5
	1
	7

	# of demographic questions
	2
	4
	2

	Total questions
	18
	35
	23 (16 + 7)

	Further analysis
	SPSS
	Excel
	None yet

	# of staff involved
	2  (Julie, Jim)
	4
	3 (Anne, Jim, Peter)

	# of outside units 
	2  (HR, ITS)
	4 (ORSP,HR,Reg, ITS)
	3  (Reg, ITS, Inst.Res.)

	IRB clearance requested?
	No
	Yes
	No


Pro’s and Con’s

	
	Pro


	Con

	Paper survey*
	No risk of tech problems; not just another email
	Not as easy to reply; not “in their face” continuously like email; data entry required

	Survey software
	Good for compiling data and generating reports
	One person will need to become the expert in use and report generation

	One long survey*
	Can get lots of data
	Lower response rate



	Frequent short surveys
	Too many?
	Higher response rate



	Open-ended questions
	Rich data
	Fixation on strongly-stated comments; lengthy processing

	Small # of staff involved in creation
	Maintain control over survey instrument and content
	Miss opportunities for input

	Random population
	Reliability is higher.
	Need someone to generate the list.

	Stratified Random 
	Ensure representation
	Significantly greater prep time


Questions on the survey:

· Don’t ask questions when you already know the answer, or when you can get the data from existing sources.

· Ask a limited number of questions that are key—don’t get carried away with an excessive number of questions.

· Phrasing of questions is key: Ask students to test the survey to determine whether you are using language that best conveys the desired meaning.

· Form questions in a way that will help pinpoint areas to improve. 

Example: 

Does not reveal problem: Are you satisfied with reference service?  

Reveals problem: What aspect of ILL is most important to you? On the most recent occasion when you used ILL, how satisfied were you with that aspect?
General Timeline for a Survey

Weeks 1-7
Come up with questions, choose survey package, obtain participant email addresses

Week 9
Build the survey instrument

Week 10
Feedback from staff

Week 11
Test survey with staff for clarity, completion time, and glitches

Week 12
Go live

Week 13
Send reminder

Week 14
Deadline for participation

Week 15
Initial reports available for perusing

Week 16-20
Further analysis of reports and committee discussions on implications

Survey Software

Most closely examined at Marquette:

· EZ Survey  

http://www.raosoft.com/products/ezsurvey/
· Survey Solutions
  
http://www.perseusdevelopment.com (used by Marquette)

· Survey Said  

http://www.surveysaid.com
· InfoPoll  


http://www.infopoll.com (Canadian company)

 

 


Also reviewed:

· The Survey System  
http://www.surveysystem.com
· Zoomerang  

http://www.zoomerang.com
· WebSurveyor  

http://www.websurveyor.com
· Visual OSL  

http://www.pulsetrain.com
· SurveyView  

http://www.surveyview.com
· Survey Pro 2.0  

http://www.apian.com
· ASKIA  


http://www.askia.net/en/index.htm
Other software packages can be found at: http://www.researchinfo.com/docs/software/index.cfm
Desired Population(s): Nuts and Bolts

Before and after the survey: Determining levels of representation

If you’re interested in whether respondents reflect the demographics of the entire student or faculty/staff population (i.e.: Are males under-represented? Are associate professors under-represented?), you’ll need to create a picture of these sub-populations. The Registrar and HR offices can provide this data. Do this work prior to the survey so that you know which demographic questions (and possible responses) to include on the survey.

Selecting Names

Registrar's Office—Items to consider:  Does your Registrar's Office use codes to identify majors? Is there a key to the code? Are there new majors for which you cannot get data? Can you meet with your registrar colleague in person to go over the data and perhaps ask for additional help when you run into problems interpreting the data? Can someone be "assigned" to help you so it doesn't appear that you're just pestering them?

Questions your registrar colleague may ask:

1. Do you want both full-time and part-time students?

2. Do you want all colleges, including professional?

3. Do you want degree-seeking and non-degree?

4. Do you want post-masters certificate students?

5. Do you want a 1/4, 1/4, 1/4, 1/4 split for fresh, soph, etc?

6. Do you want the students enrolled in the "returning adults" program?

7. Do you want data for the current semester or prior semester? Older data may be more accessible, but not a true reflection of the currently-enrolled population from which the sample is drawn.

HR Office: The HR person will ask similar questions in selecting faculty/staff and generating a list of names for you.

1. Do you want both full-time and part-time faculty/staff?

2. Do  you want just tenure-track faculty?

Whittling effect

The size of a certain population may not be indicative of the size of the final group receiving the survey.

	
	Number of faculty

	1. Identify members of desired population:

· According to the HR database, there are 601 current full-time faculty.

· We removed adjuncts, lecturers, emeritus, law, people on sabbatical, clinical instructors, librarians. 

· This left us with 415 people who fit the profile of Asst, Assc, or Full professors.
	601

415

	2. Choose sample from population.

· We took a sample of 300 from this population of 415. 
	300

	3. Determine email addresses for sample.

· Of the 300 names, email addresses could be located for 293 of the names.
	293

	4. Wait for response rate.

· We sent the survey to 293 people. We received 148 responses, a 51% response rate. 
	148


Minimum Response Size

The minimum response size chart indicates the number of people in a population that need to respond if you want the data to be representative of the entire population.

Over-sampling

Some email addresses may not work (not activated, malfunctioning, or email box is full). Over-sample to compensate for the drop-out of non-functioning email accounts.

The sampling technique must be random. If enrollment falls between two numbers, use the larger sample size. Results obtained from the sample can be generalized to the entire population with an error of  + 2.5%.   

Reliability = 99%: If a person were to repeat the survey 100 times using a new random sample each time, the results would be the same 99 times.

	Reliability = 99%
	Reliability = 90%

	Total
	Sample
	Sampling
	Total
	Sample
	Sampling

	Enrollment
	Size
	Fraction
	Enrollment
	Size
	Fraction

	1,800
	829
	46.1%
	1,800
	674
	37.4%

	1,700
	808
	47.5%
	1,700
	659
	38.8%

	1,600
	784
	49.0%
	1,600
	644
	40.3%

	1,500
	760
	50.7%
	1,500
	627
	41.8%

	1,400
	733
	52.4%
	1,400
	609
	43.5%

	1,300
	705
	54.2%
	1,300
	589
	45.3%

	1,200
	674
	56.2%
	1,200
	568
	47.3%

	1,100
	641
	58.3%
	1,100
	544
	49.5%

	1,000
	606
	60.6%
	1,000
	519
	51.9%

	900
	568
	63.1%
	900
	491
	54.6%

	800
	526
	65.8%
	800
	459
	57.4%

	700
	481
	68.7%
	700
	424
	60.6%

	600
	432
	72.0%
	600
	386
	64.3%

	500
	377
	75.4%
	500
	342
	68.4%

	400
	318
	79.5%
	400
	292
	73.0%

	300
	251
	83.7%
	300
	235
	78.3%

	200
	196
	98.1%
	200
	169
	84.5%

	190
	190
	100.0%
	190
	92
	92.0%


Invitation / Email communication

Sending messages from Director’s email account

Is there value to sending the invitation directly from the Director’s email account? Will recipients take the invitation more seriously?

Will your director receive all the bounce-back messages in his or her email account once you send out the invitation? Can these messages be automatically forwarded to someone else's account, so the director doesn't need to see them? 

Batches

Can you break up the email invitation into batches? If you have 400 undergrads to whom to send the invitation, can you send the same message four times, each time 100 recipients? Send the message to the first group, then wait four hours to determine whether you did anything wrong. Things you might look for:

1. Did you remember to suppress the recipient list?

2. Were there any errors in the message, or did you forget any content? (It's amazing what you don't discover until after the message is sent!)

3. Does the original formatting of the message "hold" when you view the message in different email packages? Our "center text" command, correctly applied to the URL, actually centered the entire message when viewed in a certain package!

4. Were there any problems with the campus email system while you were sending the message? 

If there are any problems when you send out the message to the first batch of students, you will only need to resend the message to that subgroup of students, rather than the entire student sample, because you have divided the sample into batches.

Tip: Add yourself to each of the recipient groups so you can monitor whether each of the messages is sent successfully. Record the time you send each message, then you can track the transmission when they appear in your mailbox. If you have sent the same message to multiple groups (Undergrad 1, Undergrad 2, Undergrad 3, and Undergrad 4), you can identify by the time stamp which message you've received in your mailbox.

Tailored Invitations

Would you faculty be more receptive to an invitation that is tailored to them as a particular audience? Does your director want to draft an email invitation that is different in tone and content? Will faculty be allowed to participate in a free drawing? We indicated to our faculty to ignore the "free drawing" entry box at the end of the survey. 

Student tailoring:

Our email invitation had a subject line "Library Survey: Win Prizes" and then "Survey Reminder: Win Prizes" to boost response rate.

Boosting Response Rate

· Send a pre-invitation email. 

· Send the invitation on a Monday.

· Send out one or two reminders, both on Mondays.

· Keep the survey short.

· Tempt them with prizes.

· Ask about issues that are important to your population.

· Use a motivating subject line in the email: “Library Survey: Win Prizes”
Pre-Invitation


To Marquette Students:
 

Hello. I’m name name, Dean of Libraries here at Marquette University. In approximately one week, you will receive an email from me asking you to complete a ten-minute web-based survey dealing with the quality of library services. You have been selected to participate in this survey through a sophisticated sampling technique and your responses are very important to us. 

 

We hope that you will participate in the survey. If you complete the survey, you will be given a chance to win one of three $100 prizes and a palm pilot.
 
We look forward to finding out what you and other students think of the library’s services and staff.

 
*** Win one of three $100 prizes or a Palm Pilot! ***

 

To Marquette Students:

 

Hello. As Dean of Libraries here at Marquette University, I'm asking your help in gaining a better understanding of how our libraries can serve you more effectively.  

You have been selected to participate in a ten-minute web survey linked below. Selecting the appropriate student group was a serious process and your responses are very important to us. A high response rate will provide us with the most complete understanding of your perceptions and needs. In addition, you could win one of three $100 prizes or a Palm “m500” Pilot by participating. To take the survey, go to:
http://survey.libqual.org/L2002.cfm?U=276

Our survey at Marquette is part of a national project to identify best services among academic libraries on 170 campuses in North America.  Your candid assessment is critical and responses will be held in confidence. Only combined data will be reported.*

If you experience any technical problems opening or completing the survey, please contact Julie O’Keeffe (phone, email) or name (phone, email) for assistance. 

Please visit the survey at http://survey.libqual.org/L2002.cfm?U=276 as soon as convenient and share your views. The survey will close on April 12.

 

Thanks for taking the time to help us serve you better.  

Sincerely,


You are one of 1220 undergraduate students who have been selected to participate in the Marquette Libraries survey. Twenty-five percent of this group has responded to our call for help in assessing library services at Marquette. Because our design protects your anonymity, I cannot thank you personally, so please pardon this broadcast message.

In the interest of obtaining the most robust possible dataset, I encourage anyone who has not yet had time to respond to go to the website: 

http://survey.libqual.org/L2002.cfm?U=276 and provide us with your assessment. The survey takes eight to ten minutes to complete.

In addition, you could win one of three $100 prizes or a Palm “m500” Pilot by participating.

If you experience any technical problems opening or completing the survey, please contact Julie O’Keeffe (phone, email) or name (phone, email) for assistance. 

We will shut down the survey site April 12 to begin analysis. We look forward to hearing from you, and to all, thanks again for helping us serve you better.
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