User Research Report

Encore Duet | HELIN Library Consortium

Khalilah Gambrell
User Researcher, EBSCO Information Services

April 28, 2015

INFORMATION SERVICES




Background and Methodology:

OneSearch is the name of HELIN’s Encore Duet implementation that gives users access to the
HELIN catalog and EBSCO Discovery Service from a single search box.

e Gaininsightinto HELIN users’ research workflows and expectations
e Evaluate patrons’ satisfaction with OneSearch
* Validate the five personas created by the HELIN Data Analytics Task Force

In-person and Remote user testing took place during the week of April 13t™. In-person testing took place
at Roger Williams University and Community College of Rhode Island (Liston Campus). Remote user
testing was conducted with Wheaton College using the product, usertesting.com. There were 12
participants (4 seniors, 5 freshmen, 3 community college) in the study sample. Participants were
recruited based on personas defined by the task force. Participants were asked to speak aloud their
thoughts as they worked through tasks and each test was approximately 30 minutes. Each participant
received a $25 Amazon Gift card for their time. All in-person tests were moderated by a member of the
EBSCO User Research Group and most tests were observed by a member of the HELIN Data Analytics
Task Force. All remote user tests were unmoderated. All tests were video/audio recorded.
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http://www.usertesting.com/

Methodology:

1. College Senior: “These students are “locked & loaded”, ready to graduate. They have their blinders
on — they’re not looking to find new ways to conduct research; what they know already has worked
for them. “I'm all set with that” mindset. “Big fish in a small pond.”

2. Transitional Undergraduate Student AKA Influenceable Undergraduate Student: “This student is
willing to pay attention and learn new ways of conducting research. Has a more positive attitude
than the college senior, but likely a lower ability set. Motivated to seek help from librarian or peers
because it’s still ‘early in the game’ and there’s no shame attached to not knowing something.”

3. Community College Student: “This is the “l don’t know where to even begin” student is
represented. These community college students have much more resiliency to overcoming
obstacles, which makes their attitude score higher than traditional undergraduates. They welcome
expert help and they are willing to seek out librarians for assistance. They tend to be more grateful
for help as well.”

1. Let’s go to your library website. With three adjectives, tell me your thoughts about it.

2. You are a student that has to complete a 10 page research paper on [lucid dreaming]. Conduct a

search and find the two most relevant full text articles on this topic.

Now tell me how you save the full text for one of those articles to review at a later date.

4. You have been given an assignment to find New York Times articles about the [debt ceiling] written
(published) in the past 3 years.

w
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Overall Characteristics: Participants

» 7 out of 12 participants had library instruction at their respective institutions.
» Majority of students conduct research on-campus with most utilizing the physical library .
» Websites/Resources that participants used to kick-off research (in popularity order):
Google: used by 8 out of 12 participants

HELIN Catalog: used by 5 out of 12 participants

Wikipedia: used by 3 out of 12 participants

Library Databases: used by 3 out of 12 participants

Google Scholar: used by 2 out of 12 participants

o U e WNRE

News Websites: used by 1 out of 12 participants
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Overall Characteristics: Participants
Google Use

» Get an overview regarding a topic.

» Skim and scan result list. Participants evaluate Google results for credible sources.

» Review information for a later date some participants (also applies to using library resources):
» Add links to a Word document.
» Print out information.
» Email information to themselves.

» Gateway to library websites and/or databases.
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Overall Views on OneSearch: Participants

» Most students had never used OneSearch prior to usability testing.
» The few students that used OneSearch prior to usability testing all had library instruction.
» Most students (even ones who stated they used OneSearch previously) could not accurately

describe differences between OneSearch and the HELIN Catalog. Following are several participants

’

responses (including those who understood):

>

YVVVYVYYVYYVY

“HELIN Catalog has everything that the library has.”

OneSearch has items that | may need to purchase or is not readily available.
OneSearch and HELIN Catalog ... “I see no difference.”

“OneSearch has more results. Has a lot more stuff. “

OneSearch “... like a Google search within the library databases.”
OneSearch “... all the things we are subscribed to.”

“OneSearch had more results listed than the HELIN tab which makes me think it is more
comprehensive. ”

» In general, across all three institutions tested, most students have been taught to go directly to (in
no specific order):

>
>

Databases List
Guides

» Journals List/ Ato Z

>

HELIN Catalog
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Comments from Participants:
Specific Feedback — OneSearch

Students liked facets (or what many called filters). Students like the options that OneSearch

provided and believed it worked “hand in hand” with Google as it provides articles and books... not
just websites.

>

>
>

YV VY

“I liked most that it has very detailed information on the search results page so | don't have to
click through each link to see if it's what | can use.”

“What | liked most about it was the ability to navigate through different links.”

“I like the filters on the left-hand side - | didn't know those were there before, but they make it
easy to refine the greater number of results you get with OneSearch.”

“Help me to find the information | need”
Similar to what | used in high school

USER RESEARCH REPORT: HELIN Library Consortium



Comments from Participants:
Specific Feedback — OneSearch

Students did not know the difference between OneSearch and HELIN Catalog tabs. Students were

unsure how to get to the full text. Some students did desire the ability to multi-select options under
a facet.

» “l liked least that it seems to be the same as the HELIN search and that i couldn't use multiple
filters of a certain filter subcategory (format, tag, availibility, etc.)”

> “What | didn't like about it was how sometimes | would come across a source without its content
available for viewing. It made the searching process very tedious.”

> “Sometimes it's challenging to figure out how you can get access to texts on OneSearch, but

usually there is a link you can click for the full text, or a link that will tell you if the book is within
Wheaton's access.”

> “Didn't know how to use it.”
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Observations and Recommendations #1

Improve access point to OneSearch: Across all institutions that participated in user testing,
nearly all students had some difficulty accessing OneSearch. On several occasions the
moderator had to prompt the participant to click OneSearch.

Library Website Search Box Recommendation(s)>

Implement a single search box. Most students expect a single search box due to their
experiences with Google. Several usability reports have stated that students do not utilize
these tabs very often. They stick with the default selected tab. A single search mitigates
students’ confusion on how to get results. Example: Simmons College

Want to retain multi-search tab box? Consider changing tab labels. Students “got” the
following tabs: Books, Articles, Journals, and Help. Students did not understand Both,
Guides, and Catalog. Consider using terms familiar to students. Example: Salve Regina

Make OneSearch the default tab with any multi-search tab.
Add ghost text to the search box to indicate what OneSearch retrieves.

Encore Duet Search Recommendation(s)>

Make OneSearch the default tab in your Encore Duet implementation. Students do not
notice the OneSearch tab. If the default tab is set to HELIN Catalog, then students are
missing out on results and it adds extra time to their research efforts. (Modify in Encore
Duet Admin Application)

Add ghost text to OneSearch and HELIN Catalog search boxes to help students know what
is different about the two tabs.
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Presenter
Presentation Notes
Roger Williams University: Has a multi-tab search box and due to scenarios one student felt inclined to click on the Articles tab (which is a direct link to their EDS profile). While another student asked if he could search Google rather than OneSearch. 
CCRI: Has a multi-tab search box and the default is to search the HELIN Catalog not Encore Duet. Several students were not sure how to get to OneSearch. After some prompting users clicked on the OneSearch link under the search box. Not one participant recognized to click on the “Both” tab to access OneSearch.
Wheaton College: To access OneSearch: Students clicked on HELIN Catalog > then entered search term > then clicked on OneSearch tab. After one pre-test it was clear that user testing participants would require directions for getting to OneSearch to complete tasks and scenarios.  



»
Observations and Recommendations #1 :

Example: Single Search Box

= ik

EXTERIMENT

http://www2.simmons.edu/library/
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CCRI: Has a multi-tab search box and the default is to search the HELIN Catalog not Encore Duet. Several students were not sure how to get to OneSearch. After some prompting users clicked on the OneSearch link under the search box. Not one participant recognized to click on the “Both” tab to access OneSearch.
Wheaton College: To access OneSearch: Students clicked on HELIN Catalog > then entered search term > then clicked on OneSearch tab. After one pre-test it was clear that user testing participants would require directions for getting to OneSearch to complete tasks and scenarios.  
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Observations and Recommendations #1 :
Example: Multi-tab Search Box

Search All... Find Books, DVDs ... Find Articles ... Course Reserves ...
=i OneSearch.... for books, articles, videos, journals, and more
helin
—encere | % Enter search terms GO
OneSearch

Search Classic Catalog

What is One Search?

See: New Arrivals | Your Library Account

http://library.salve.edu/
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Presentation Notes
Roger Williams University: Has a multi-tab search box and due to scenarios one student felt inclined to click on the Articles tab (which is a direct link to their EDS profile). While another student asked if he could search Google rather than OneSearch. 
CCRI: Has a multi-tab search box and the default is to search the HELIN Catalog not Encore Duet. Several students were not sure how to get to OneSearch. After some prompting users clicked on the OneSearch link under the search box. Not one participant recognized to click on the “Both” tab to access OneSearch.
Wheaton College: To access OneSearch: Students clicked on HELIN Catalog > then entered search term > then clicked on OneSearch tab. After one pre-test it was clear that user testing participants would require directions for getting to OneSearch to complete tasks and scenarios.  
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Observations and Recommendations #2 :

Address Google Search Expectations: For the scenario “You have been given an assignment to
find New York Times articles about the [debt ceiling] written in the past 3 years.” Most students
entered the following search terms: [debt ceiling New York Times]. Results returned were
irrelevant. They expected OneSearch to perform like Google and return results that were about
debt ceiling available in the New York Times.

Recommendation(s)>

 Maintain request for Il to integrate with FTF API to leverage the Journal Exact Match
Placard. (Scheduled Release Encore 4.5 targeted for a Q3 2015)

e Discuss with lll and EBSCO the ability to integrate an Autocomplete service . (Currently on
both providers’ roadmaps.)
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Observations and Recommendations #3 :

Need for Context to Kickoff Research: Most students use Google and/or Wikipedia first to get
an overview about an assigned topic before using library resources. With the first scenario, “You
are a student that has to complete a 10 page research paper on [lucid dreaming]. Conduct a
search and find the two most relevant full text articles on this topic,” students chose the result
“Lucid Dreaming, Plain and Simple” as relevant because they assumed it would give them the
context to move their research forward.

Recommendation(s)>

 Implement Research Starters. It’s a product that “offers short, citable summaries and
authoritative overviews of more than 64,00 of the most popular topics available through
EBSCO Discovery Service (EDS). Research Starters includes links to relevant articles, images,
videos, and audio clips. With content pulled from a variety of high quality sources, including
Salem Press and Encyclopedia Britannica...” (Scheduled Release Encore 4.5 targeted for a Q3
2015)

* Adding Research Starters may result in increased adoption of OneSearch because students
trust library resources. One of the reasons they use non-library resources is due to that need
for an overview to determine their research approach.
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Observations and Recommendations #3;
Example: Research Starters

Research Starter

Debt Ceiling.

The debt ceiling is the legal limit on the amount of debt that the US government is autharized to carry in arder to meet its existing financial... More
Salem Press Encyclopedia, 2015

http://search.ebscohost.com/login.aspx?direct=true&db=ers&AN=89158154&site=eds-live&scope=site - Permalink

Debt Ceiling

| FyListen ) B> ) W ¥ American Accent v F- IR0

Last reviewed: February 2015

The debt ceiling is the legal limit on the amount of debt that the US government is authaorized to carry in order to meet its existing financial abligations, including
entittements, interest on the national debt, tax refunds and military salaries. The debt limit is set by Congress. Rather than have Congress approve borrowed funds
each time they are needed, The debt ceiling precludes the need for Congressional approval for most types of borrowing, as long as the total does not exceed the
ceiling.

In 2011, the level of debt carried by the US government had been steadily approaching the legal limit established by the
debt ceiling and the issue of the debt ceiling became a point of contention in the LS congress. If US debt exceeds the debt
ceiling, it can lead to an unprecedented situation in which the US government is forced to default on its legal obligations.
Were the LIS government to default, it would be unable to pay its obligations, causing significant hardship for American
families; default would also damage the credibility of the United States in the global financial system, leading to higher
barrowing costs and interest rates. The 2011 debt ceiling debate was resolved, causing great animosity between
Demaocrats and Republicans and setting a precedent that future debt ceiling approvals would no longer be a fait accompli.

History

President Barack Obama and Vice The debt ceiling was created by Congress with the passage ofthe Second Liberty Bond Act of 1917. Before the debt ceiling
President Joe Biden shake hands in | was established, the US government needed to secure approval from Congress every time it wanted to borrow money from
U the Oval Office following a phane the public through the issuance of bonds. It was, therefore, up to Conqgress to establish and approve the pariculars of all
call with House Speaker John borrowed funds, including the associated interest rates. In order to effectively fund US r‘mhtary and government aperations
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Observations and Recommendations #4 :

Identifying Full Text and Publication Type: Most participants had a difficult time identifying full
text. Many students expected that clicking the title on the results list would take them directly to
the full text. Some students also stated that they did not know what PDF or HTML meant. In
addition to trouble with identifying full text many students could not distinguish publication
types.

Recommendation(s)>

 User Education. May prove to be the best way to get students to understand full text and
publication types.

* Revise link text. Append Full Text to the PDF label. Or prepend a verb to the format (e.g. View
HTML or Download PDF or Read eBook). For custom links, consider using same link text and
icon.

* Revise results list publication type icons and labels. Currently the icons are all the same and
are not visible. Different icons and labels along with potential re-location of icons and labels
may make it easier for students when skimming and scanning the results list to identify
publication types.
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Observations and Recommendations #5 :

Optimize Advanced Search : For the scenario “You have been given an assignment to find New
York Times articles about the [debt ceiling] written in the past 3 years,” several students went to
Advanced Search as a way to limit search results. Students did everything one would expect to
limit results but certain options were not available. It resulted in students modifying their search
when irrelevant results were returned.

Recommendation(s)>

e Discuss with Il and EBSCO how to optimize Encore Duet Advanced Search:
— Toinclude Publication, Journal, or Source in Field Tag dropdown
— To expose the Publication/Journal text box limiter
— To expose the Title text box limiter

Advanced Search Optimization is currently a part of the Release Encore 4.5 targeted for a
Q3 2015. At this time, still defining what enhancements will be included.

USER RESEARCH REPORT: HELIN Library Consortium



Observations and Recommendations #6 :

Facet Usage: Most students did not notice the left-hand column immediately because they were
focused on getting the results. Some students required a little bit of prompting to use facets.
Students really liked facets once they used them and understood their benefits. When asked
what the options on the left-hand column are called, most participants responded with the term
Filters.

Recommendation(s)>

User Education: Once students are aware of facets, they immediately see the value. User
education will be the primary solution for getting users to use facets.

Review Facet headings to mitigate Library Jargon. (Modify facet headings using Encore and
EBSCO Admin applications)

Re-order and eliminate facets based on additional user feedback. (Show/hide facets via
EBSCO Admin application. Unsure about Encore Admin Application.)

Maintain request to Il for the ability to multi-select facet options.

USER RESEARCH REPORT: HELIN Library Consortium



Questions?
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