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Usability Test: Duke Interlibrary Loan

General Recommendations

1. Redesign the Duke Interlibrary Requests page to resemble the 4 categories and dropdown
options on the NC State Tripsaver webpage and have these categories directly send the user to
the ILLiad forms relevant to the category.

2. Retain the best and unique elements of Duke’s interlibrary webpages on the redesigned Duke
Interlibrary Requests page, such as a help menu, the tabs for ILLs for specific schools such as
“Law ILL,” and an Outstanding Requests login similar in design to this section from the ILLiad
pages.

3. Reduce or eliminate any left navigation on the ILLiad form pages to avoid distracting users from
entering data on these forms.

4. Eliminate the search bar on the ILLiad forms or place it within the Outstanding Requests section
so that users understand that the search bar is retrieving only their current or past requests
rather than a location to type in a new request.

5. Redesign the wording and placement of certain fields on the ILLiad forms that were confusing
for users such as the “Title” and “Article Title” fields.

6. Fix links or fields on the ILLiad forms that do not function such as the “Account Number” field
and “Subscribe to Alerts Feed” link.

7. If aless dramatic redesign of the Duke Interlibrary Requests Page is desired, consider
consolidating the “Duke Requests” section into Step 1, keep the blue “Request a Title” button,
and reduce scrolling and text by using dropdowns on most categories.

Background

Gary Rowland, a UNCG MLIS capstone intern with the Duke Libraries’” Assessment & User Experience
Strategy Department, conducted a usability study to test students’ feedback regarding Duke’s
Interlibrary Requests page and ILLiad webpages, as well as their perceptions of Duke’s interlibrary loan
webpages compared to NC State’s Tripsaver page. The study gathered impressions of these pages and
asked participants to perform two tasks: requesting a book and an article from Duke’s interlibrary loan.
The test included four pre-test questions and lasted approximately 15-20 minutes. The study was
developed by Gary Rowland with guidance from Dr. Angela Zoss and Thomas Crichlow. See Appendix A
for the full test script.

For more information, please contact angela.zoss@duke.edu
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Questions we hoped to answer through this study:

1. Onthe Interlibrary Requests Page, what steps or links can be eliminated to streamline the
process?

2. Does the design of the ILLiad landing page make sense to users who are trying to place new
requests?

3. Do the ILLiad forms pages for book and article requests make sense for users?

4. What do participants think about the design of the NCSU interlibrary loan pages compared to
Duke’s?

Participants

A pilot study was conducted remotely with a non-Duke faculty member on January 30, 2023 and was
virtually identical to the study conducted with Duke students. To recruit Duke students, an email was
sent to a portion of the DUL Student Experience Panel, a mailing list with undergraduate and graduate
students who have volunteered to be contacted about library studies. Potential participants signed up
for time slots via a Doodle poll. Recording consent was provided via Qualtrics. Four additional studies
were done remotely with Duke students on Wednesday, February 15, 2023.

Roles in relation to Duke

e The participants came from a wide range of majors and disciplines. Three were graduate
students: An MD student (5 years at Duke), a Bioethics and Science Policy graduate student (2
years at Duke), and a Genetics & Genomics graduate student (1.5 years at Duke). One
participant was an undergraduate double major in Civil Engineering and Linguistics (4 years at
Duke). The participant in the pilot study was a non-Duke faculty member from another
university.

How familiar were the participants with interlibrary loan?

e 3 ofthe5(60%) were extremely familiar with ILL.
e One graduate student in Genetics & Genomics was not at all familiar with ILL.
e The non-Duke faculty member was somewhat familiar.

What were their experiences with ILL?

e The MD student used it to request online articles for research purposes.

e The graduate student in Bioethics and Science Policy used it for books, finding it difficult to read
digital materials.

e The undergraduate double major used to work in the library and has used ILL to request books.
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e The non-Duke faculty member requested mostly articles as a graduate student but has not used
it in recent years.

Interlibrary Requests Page

DUKE UNIVERSITY A My A 9 sk a Librarian _m
S

—
LIBRARIES
Search&Find  Usingthelibrary Research Support Course Support Libraries  About

Home = Using the Library = Interlibrary Requests

Interlibrary Requests

Interlibrary Requests Fugqua ILL Law ILL Medical Center ILL

Duke University students, faculty, and staff have access to several methods of Interlibrary Requests, including Interlibrary Loan from institutions beyond Duke University, Duke
Requests from libraries w

thin Duke University, and Interlibrary Use Programs for access and borrowing when visiting a partner library outside of Duke University.

Interlibrary Loan

Step 1.
Search the catalog for Books & Media or Articles or search the TRLN shared catalog. If you see that a title is available, then you will need to borrow it through Duke Requests;

however, if your title is not available, then you can request it through Interlibrary Loan using step 2:

Step 2.

Request a Title

Step 3.
Although Interlibrary Loan is available, it will take longer than normal to locate and process requested titles due to COVID-19, and some titles may not be available for physical
borrowing during the COVID-19 pandemic. After you place your request, Library staff will process your request through the service that is most likely to fulfill it.

» Titles loaned to you through Interlibrary Loan will appear in your Interlibrary Loan account.

» Titles loaned to you through either TRLN Direct or BorrowDirect will appear in your Library Account.

* Wewill try to get any type of library material that is not available at Duke through Interlibrary Loan, but it can be difficult to borrow textbooks, audiovisual materials, entire

journal volumes, and materials that are rare, fragile or in high demand

Duke Requests

Request titles from Duke University Libraries through the Books & Media catalog; simply click the green "Request” button next to the item you want. You can also search the TRLN
shared catalog and use the green "Request” button to ask for materials frorn NC Central, NC State, and UNC Chapel Hill

= Items from the Rubenstein Library can only be requested for use in the Rubenstein Library Reading Roormn.

Review loan periods and other information about borrowing at Duke University Libraries.

Interlibrary Use Programs

Recommendations

1. If this page is not redesigned with 4 categories like the NC State Tripsaver page, then keep the
blue “Request a Title” button.

2. Consider merging the “Duke Requests” section with Step 1.

3. On “Step Three,” when the links to TRLN Direct and BorrowDirect are clicked, the user is brought
to the top of the page, must scroll down, and then see the explanations of these terms in large
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rectangular boxes that obscure other text on the page. These boxes are then re-clicked to make
them disappear. A mouse hover solution might cause accessibility issues but a less obstructive
design via links or a brief definition could also work.

Keep the tabs in the header for the various schools that have their own ILL departments such as
“Law ILL.” Perhaps expand “Fuqua ILL” to “Fuqua School of Business ILL.”

Consider explaining what “Interlibrary Use Programs” means.

Keep the “Ask a Librarian” option in the header, “Contact Us” at the bottom, and “Patrons with
Disabilities” section.

Eliminate any other redundancies to reduce the amount of text.

Key findings

1.

Four of the 5 participants (80%) found the blue “Request a Title” button when asked to search
for a book. One participant who was “not at all familiar” with ILL initially went to the “Duke
Requests” section rather than the blue “Request a Title” button.

Three of the 5 participants (60%) specifically mentioned that they found the blue “Request a
Title” button helpful. One thought it was the best aspect of all the webpages visited in the study,
including NC State’s Tripsaver page.

Two of the participants (40%) complained that there was too much text on the page. One user
stated that her general impression of the page was that it has “a lot of text” and that “it took a
while to get to the bottom.” Another student did not feel anything on the page needed to be
removed in an effort to “cut down,” but she stated: “l can’t see myself doing anything on this
page besides clicking the [blue] button.” She would not click on anything else on the page,
“unless something actually happened, which | don’t see happening.”

One participant disliked that when she clicked on the links for TRLN Direct or BorrowDirect in
Step 3, she was taken back up to the top of the page, had to scroll down, and then a large text
block describing these terms obstructed her view of other text on the page. She had to click on
the TRLN Direct or BorrowDirect links again to then make the boxes disappear. Another
participant complained that she used to not know what TRLN Direct or Borrow Direct meant,
but she figured it out over time.

One student who was “not at all familiar with ILL” did not know what “ILL” means, and he
suggested a description or FAQ to explain it to him.

Another participant thought the “Law ILL” and “Medical Center ILL” were self-explanatory, but
she did not know what “Fuqua ILL” meant. The MD student appreciated these tabs for different
schools such as the Medical Center at the top because it helps her “know where to go.”

One participant liked the “Ask a Librarian” link in the header so that she can request help if
needed. Another student liked the “Contact Us” portion at the bottom for potential assistance.
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One participant found the “Duke Requests” section redundant with “Step 1.” He stated that “the
order doesn’t make sense,” and suggested the Duke Requests information be merged into “Step
1.”

One student expressed liking the steps, but another student suggested a flow chart that would
guide students to the correct location rather than steps.

One participant did not understand what “Interlibrary Use Programs” means.

One participant found the link to “your Interlibrary Account” under Step 3 useful because she
once made a duplicate request, and she likes to first check her account to avoid making this
mistake again.

One user found it helpful to have an “Patron with Disabilities” link because it “helps with the
accessibility of the page.”

One participant found the “Missing Materials” section is something that could potentially be
removed from the Interlibrary Requests page. She believes the status in the catalog as “missing”
should be linked to a dropdown search form that she could fill out as she happens to notice an
item is missing while searching in the catalog. She feels such an approach would make it more
likely for her to report missing items.

One student disliked the “Suggest a Purchase” section because in her experience she finds the
items either never get purchased or get purchased so late that they are no longer useful to her.
One participant mentioned that she liked the large size of the headings on the Interlibrary
Requests page, while another student felt the font size for the text in the body paragraphs was
too small.
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ILLiad Pages

Overall Recommendations

1.
2.

10.

11.

12.

13.

Replace the “Title” field at the top of the ILLiad request an article page with “Article Title.”
Place the phrase “Journal Title” directly underneath “Article Title.” On the ILLiad request an
article page, and, if needed, put in parentheses “(include also here conference proceedings and
anthologies).”

Eliminate the “check your library account” link for items at the top of the ILLiad landing page.
Consider removing the yellow portion requesting users to check the Duke Library catalog on the
top of the ILLiad landing page.

Eliminate the “Have you Tried?” option at the top of the ILLiad form pages for articles, books,
etc.

Change the default of willingness to accept an item in a language other than English to “no.”
Replace the two “Yes” responses that are currently there, which operate in different ways, and
consolidate it to one “Yes” response that takes users to the “Notes” field to enter the
language(s) of their choice.

Eliminate the search bar on the ILLiad Landing page. The Outstanding requests portion fulfills
this function. If a search bar is deemed necessary, include wording that shows the search bar is
only searching current or past ILL requests.

Consider removing all the left side navigation options on the ILLiad page besides the options
under New Request on all ILLiad pages. This may not be necessary if replaced by a new ILL
requests page with 4 options similar to NC State’s. If the current long list on the left navigation is
retained, then make the New Requests portion more prominent than other sections and
perhaps offset it with something similar to the blue button from the Interlibrary Requests page.
If the left side navigation is needed for the ILLiad Landing page, consider making most of the left
side navigation options disappear when users are filling out the form for specific types of
materials so that they are not distracted by the side text when filling out the form.

Change the phrasing of the “Not Wanted After Date” on the ILLiad forms pages to something
more comprehensible in standard English conversation such as “What date do you need this
by?”

Consider fixing or removing the “account number” option on the article, chapter, microform,
and thesis fields because clicking in it does not let a user add content. It appears to be non-
functional.

Fix the “Subscribe to Alerts” link on the ILLiad landing page. It does not work and just shows a
bunch of code when clicked.

Consider adding a search option in the “Author” field since it is a required field. Perhaps it could
be based on WorldCat title searches that show authors once a title is included.
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Interlibrary Requests

I—I BRAR I Es Before you request... have you checked to see if Duke Libraries has this item?

* Logoff Please check your Library Account for items received through TRLN Direct or Subscribe fo Alerts Feed
gar26@duke.edu
BorrowDirect
= Main Menu No Alerts
= New Request
o Aricle Problems making a request? Try a different web-browser. People using the Chrome or Safari web browsers
4 Book / Score / Media sometimes experience difficulties when logging in or placing requests.
+ Chapter

+ Microform

i Outstanding Requests
+ Thesis

Transaction Type Title Author Status

* View No Requests
+ Outstanding Req
+ Electronically
Received Articles
+ Checked Out ltems
(Renswals)
+ All Requests

= Related library
accounts
+ My Library Account
+ Course Reserves
+ Special Collections
Account

= Tools

+ Change User
Information

Key findings, ILLiad landing Page

1. Two of 5 participants (40%) did not initially go to the New Requests book section of the left side
navigation when asked to request a book while on the main ILLiad landing page, although all of
them got there on their own eventually. One student who was “extremely familiar” with ILL
expressed confusion at where to go to request a book. She then went to the search bar in the
upper right and typed the name of the book and its author, but she realized her error before
submitting and then found the correct location. This took 30 seconds. She later explained that
her hesitation was because the ILLiad “New Requests” section had the “the same size, font, and
colors as everything else.” Another user who was “not at all familiar with ILL” was about to click
the prominent blue “Library Account” link at the top and had to be prompted by the study
facilitator not to do so because it would take him out of the ILLiad section. One participant
expressed that it was “tempting” to click “Duke Libraries” in the yellow header at the top of the
ILLiad landing page, but she clicked the appropriate area for books under “New Requests” on
the left side navigation.
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Three of the 5 participants (60%) mentioned that they liked the “Outstanding Requests” portion
on the ILLiad landing page. The participants quickly noticed it. One stated simply that she
thought it “makes sense.” Another considered it the “best” portion of the Duke ILL webpages,
and she did not notice the similarly worded category on the NC State Tripsaver page. This may
be due to her not having an account with NC State, or it may indicate that the 4 categories of
ILLs above it overshadow the “View Your Requests” a little too much on the NC State Tripsaver
page.

Two users (40%) expressed dislike for the long list of options on the left side navigation both on
the ILLiad landing page and on the Book and Article pages. One participant pointed out that
outstanding requests are already shown in the middle of the ILLiad landing page, so she
considered the left navigation option under “View” for outstanding requests as “just extra
clutter.” Another participant stated: “There are a lot of links over on the left-hand side, and
there’s a part of me that wants to click on them just to see where they go, and it’s a little
distracting.” She later recommended that these options should “disappear” once someone is
filling out the form.

One participant noted that the “Subscribe to Alerts Feed” in the upper right of the ILLiad landing
page does not work and just brings up some code when clicked on. It needs to be fixed.
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LIBRARIES O ree @ 2
+ Logoff Have you tried?
gar26@duke.edu Barrowing print materials from our TRLN partners can be quicker. Search the TRLN shared catalog and use the green request button to ask for materials from
= Main Menu NC Central, NC State, and UNC Chapel Hill. You'll be notified when the items arrive at Duke.
= New Request
+ Article Article Request * Indicates required field
+ Book / Score / Media
M CI}apter Enter information below and press the Submit Request button to send
+ Microform
4 Thesis = =
Describe the item you want
= View .
» Outstanding Requests Title (Journal, Conference Proceedings, Anthology) | py
+ Electronically Please do not abbreviate unless your citation is abbreviated e
Received Articles
4 Checked Out ltems Velume | |
(Renewals)
+ All Requests Issue Number or Designation [ |
= Related library Month | |
accounts "
My Library Account Year [ |
+ Course Reserves * X
+ Spedial Collections Inclusive Pages [ |
Account
ISSN/ISBN (International Standard Serial/Book [ |
= Tools Number)
+ Change User If given will speed request processing
Information
Call Number [ |
OCLC or Docline Ul Number [ |
Article Author [ |
* Article Title |
#
*Not Wanted After Date [06/04/2023 |
{MM/DDAYY)
Will you accept the item in a language other than |Yes ~
English?

Key findings, ILLiad Request Article Form

1. All participants incorrectly put in the article title in the “Title” field where the journal title is
supposed to go at the top of the ILLiad Article Request page. All 5 discovered their mistake after
scrolling down to the “Article Title” field far below the “Title field.” Four of 5 (80%) then
corrected the Title field to include the journal title. One user (20%) kept both journal and article
title in the Title field. Two participants got confused initially because they think of “article title”
when they see the word “title.” One participant remarked: “I think | expected them to be pretty
close to each other, so when | didn’t see an article title, | just assumed the title was [the article
title].” When asked if “journal title” made more sense, she thought it was a better wording. Two
others explained that the distant spacing between “title” and “article title” caused them to
enter the wrong data.

2. One participant wished the page included information about whether her article request will be
delivered via email or pdf download.
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Key findings, ILLiad Request Article/Book Form

1.

Three of 5 participants (60%) had to pause to consider what “Not Wanted After Date” on the
ILLiad forms pages meant. Although they all figured it out on their own, one mentioned that the
wording was “confusing.” Another paused for a moment and stated, “I’'m assuming this is, if it
won’t get here in time, | don’t want it.”

Two of the 5 participants (40%) expressed dissatisfaction with the default being “Yes” for the
field “Will you accept the item in a language other than English?” For example, one participant
stated: “I think if this was available in a random language, | wouldn’t want it because it wouldn’t
do anything for me.” She also found it “confusing” that when she made a selection in this field
there were two “yes” options. The non-Duke faculty member pointed out that “most scholarly
articles are written in English.”

Two of the 5 users (40%) expressed liking and using the “Notes” field on the ILLiad forms pages.
The MD student stated that she likes to put the PMID from PubMed articles in there to “make it
easier for the person fulfilling the request.” Another participant liked to use the “Notes” field for
“alternate titles” or to express the importance of the material as a requirement for a class.

Two of the 5 participants (40%) expressed a desire to be able to search for the author’s name if
they have the title, but do not know the author. One participant suggested linking it to Google
or Amazon. These might bring up privacy concerns, and Duke uses Nutch. Perhaps WorldCat
could be utilized to search for an author if only the title is known.

Two of the 5 users (40%) found the red asterisks helpful as a guide to help them know which
fields on the ILLiad forms pages were required.

Two of the 5 particpants (40%) expressed some confusion regarding the purpose behind the
“Where did you learn about this item?” fields. They assumed it was to help library staff, but they
wished there was a short explanation of how this information is useful.

One participant tried to click on the “Account Number” field on the ILLiad article page, but
nothing could be entered into the field. This field exists on all the ILLiad form pages other than
the form for books. It needs to be fixed or eliminated.

One student found the “Submit Request” button at the bottom of the ILLiad forms pages to be
“not intuitive” for him. He suggested making it larger, blue, and furthest to the right relative to
the less commonly used buttons adjacent to it.

Key findings, ILLiad Request Book Form

1.

One participant valued the “Yes” dropdown for the “I need the print/physical version (not the
electronic version)” because she has trouble reading digital versions of books.

One user expressed the importance of the “Edition” field in her ILL usage because it is important
for her to get the latest edition.

10
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Key findings, all ILLiad pages

1.

One participant suggested that it might have been helpful to have an “Ask a Librarian” option on
the ILLiad webpage.

One user was confused about what “Active” or “All” meant in the search bar in the upper right,
which is included in the ILLiad landing pages and all the ILLiad forms pages.

Comparing NC Tripsaver Page to Duke ILL pages

Recommendations

1.

Redesign the current Duke Interlibrary Requests page and create a page with 4 categories as a
landing page that feeds into ILLiad forms separated out by categories such as “Book” “Article,”
“Book Chapter,” and “Other.”

Adopt the same boxes, left to right design, and arrows within the boxes as the NC State
Tripsaver Page.

Keep a vibrant and varied color scheme for the boxes but make the background colors and
dropdowns Duke’s blue color.

Unlike the NC State Tripsaver page, include tabs for the three other school ILLs “Fuqua School of
Business ILL,” “Law ILL,” and “Med Center ILL” at the top.

Unlike the NC State Tripsaver page, Duke’s Interlibrary Requests page could keep its “Ask a
Librarian” option at the top.

Step 1 could be preserved at the top just above the 4 categories. The step could retain the most
relevant information from Step 1 or integrate information from “Duke Requests.” Step 1 should
not be longer than 2-3 sentences so as to prevent scrolling or distraction from clicking on the 4
categories and so that the Outstanding Requests login can be seen without scrolling down.

The 4 categories in boxes could become Step 2, if numbered steps are retained.

A color scheme and design similar to Duke’s Outstanding Requests portion from the ILLiad page
could be located in the spot underneath the 4 categories where NC State places “View Your
Requests.” Unlike NC State’s “View Your Requests” which looks the same as all subheadings
underneath the 4 categories, Duke’s “Outstanding Requests” could be a bit more prominent in
terms of size and color so that users do not overlook it due to the prominence of the 4
categories located just above it. There will be the need to login also, but the color scheme and
design could be made to resemble the ILLiad version of “Outstanding Requests.”

Step 3 could be eliminated. Step 3 is where users see their ILL requests, which is already covered
by the Outstanding Requests section, so this could be integrated into that rather than kept as a
separate step. Consider using Step 1 or a link near Outstanding requests to show users where to
go to see their requests from Duke, TRLN, or BorrowDirect.

11
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10. “Duke Requests” is somewhat redundant with Step 1. This category could be eliminated, with
any necessary portions placed in Step 1.

11. All the other headings from “Interlibrary Use Programs” all the way down to “Policies” could be
retained as headings in dropdowns that can be clicked on. The dropdowns can show additional
links and text once clicked in order to save space.

12. The “Contact US” portion should be retained at the bottom.

13. Consider adding pictures of the staff to the bottom of the page.

[ [V University Libraries

Study & Leam Research & Teaching Media & Making Data & \isualization About

rnals, website Hous My Account LogOut AskUs Chat Now %2

Tripsaver

Borrow from other libraries or transfer items between NC State library locations. If we don't have what you need, Tripsaver will get it for you through
interlibrary loan

Place a Request

Article Book Book Chapter Other

Request a book, delivered Request a chapter or portion Request other items,
10 the NC State University of a book, delivered as a including conference

Request a journal article,

delivered as a PDF to your

email Library of your choice PDF to your email proceedings, dissertations
and theses, standards, and

more

—

View Your Requests

Log in to My Account to view your requests

Log in 1o My Account =

Services for NC State Users

NC State Students, Faculty, Staff, & Centennial Campus Partners

Key findings

1. All five participants preferred the 4 boxes for 4 categories of ILL requests to Duke’s design. One
participant stated: “It’s split up by category unlike our page [which] took me a second to find
where to place a request, [but] this one is very obvious.” Another commented that “I like the

12
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boxes; they have an explanation, and | don’t have to scroll much.” Another student exclaimed:
“It’s really pretty. The buttons are big. The colors are distinguishable, [and] there are big arrows
that show you are being linked to another source.” Finally, another user emphasized that the
left to right organization of the boxes made NC State’s page look “clearer” than Duke’s left
navigation, which has too many options.

Four of the five users (80%) preferred NC State’s Tripsaver website to Duke’s ILL webpages
overall. A graduate student who is extremely familiar with ILL explained that “the interlibrary
loan page at Duke doesn’t look super modern. When | used it the first time | wondered ‘is this
still in use? Is this still a functional form?’ So, this [the NC State Tripsaver page] looks very fresh
and alive.” The MD student was the one participant who preferred Duke’s ILL webpages overall
to NC State’s. She thought the 4 interlibrary loan categories on the NC State page was better
than Duke’s ILLiad pages because NC State has everything on one page rather than having to
navigate between Interlibrary Requests and ILLiad. Nevertheless, she liked Duke overall because
she preferred how the choices under New Requests on the ILLiad page are all lined up in the
side navigation together, and she thought the NC state Tripsaver page included “a lot of services
for other users” in the dropdowns underneath the 4 categories that was “extraneous” to ILL.
Four of the 5 participants (80%) mentioned how much they liked the colors of NC State’s
Tripsaver page, while one gave no comment. One commented that they were “pretty” while
another thought they helped differentiate the categories.

Two participants (40%) emphasized with much enthusiasm that they liked seeing the staff on
NC's Tripsaver page. One participant stated the staff pictures gave her “confidence that
someone will actually take care of my request.” In contrast, one participant thought it was a
little strange to see the staff at the bottom, so she preferred a link in the header to a separate
page for staff.

Two of 5 participants (40%) stated that they liked the dropdowns below the 4 categories on the
NC State Tripsaver page. Both expressed that the dropdowns were useful because they could be
ignored, but they are handy if additional information is needed. The MD student did not like the
dropdowns because she felt they included “to many non-ILL services.”

One student, who remarked how much she enjoyed Duke’s “Outstanding Requests” section on
the ILLiad pages, did not see NC State’s “View Your Requests” option, which may indicate it
needs some additional color or emphasis to stand out against the 4 categories immediately
above it.

One participant mentioned that NC State’s Tripsaver page needs something to help users in case
something goes wrong such as a missing item or purchase request.

One user suggested the “Contact Us” portion on NC State’s page could be more prominent if it
were in red.

13



Gary Rowland

Assessment and User Experience Strategy Department
Duke University Libraries

March 22, 2023

Task Results for ILLiad pages

Percentage who mistakenly put the article title in

the "Title" field 100%

Percentage who still included the article title in the

0,
"Title" field after finding the "Article Title" field 20%

Percentage who found the option to request a

0,
book initially 60%

0% 20% 40% 60% 80% 100%

Some Common Likes or Dislikes on the ILLiad Pages

Outstanding Requests section

The red asterisks

The Notes field

The default being "Yes" for a language other than
English

The large number of options on the left navigation

Not wanted after date
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X
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Appendix A: Duke Interlibrary Loan Usability Test Script

Hello [NAME]. Thank you for volunteering to participate in this study. My name is Gary Rowland, and |
will be walking you through our tasks today. | will mostly be reading from a script to ensure each testing
session is as consistent as possible.

The goal of this study is to test the usability of some pages on the Duke Library website.

All of the tasks we are going to complete today should take around 15 minutes total, but don’t worry
about going too fast or too slow. There is no right or wrong action, because | am testing the system, not
you. | will ask you to think aloud while you complete tasks so that | can get an idea of the thought
process behind your behaviors. Your input is very valuable to our research so please be as honest as
possible when providing feedback. If you have any questions as we go along, don’t hesitate to ask. Do
you have any questions for me so far?

We will be recording this session and the recordings will be deleted at the conclusion of this study.
Before we get started, | am including a link to a consent form in the chat. Please read this form and, if
you agree, fill it out.

[LINK OF CONSENT FORM IN CHAT]: https://duke.qualtrics.com/jfe/form/SV_834eV3wnmc86Rvg

Now I'd like you to answer a few questions about yourself and your previous experience with the library.
Please let me know if you’d like me to repeat anything or if you have any questions.

Thanks. If you are ready to begin, | am going to start recording.

[START SCREEN RECORDING]

Pre-Test Questionnaire

1. Which of the following describes you best?
e Undergraduate student
e Graduate student
e Doctoral candidate

e Faculty
e  Staff
e Other:
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2. IF UNDERGRAD/GRAD/DOC: How many years have you been enrolled at Duke?

3. IF UNDERGRAD/GRAD/DOC: What is your major or program of study?

4. IF FACULTY/STAFF: How many years have you been at Duke?

5. IF FACULTY/STAFF: What is your department?

What level of familiarity do you have with a service known as interlibrary loan?
Extremely familiar, somewhat familiar, or not at all familiar.

(If extremely or somewhat familiar, ask: What experiences have you had with ILL?):
Now | am going to ask you to share your screen.

Tasks

Now I’'m going to ask you to try doing some specific tasks. Please remember to think aloud as you
complete each task.

So first, | would like you to go to the website that | am including in the chat:

https://library.duke.edu/using/interlibrary-requests

Question 1: (Interlibrary Requests Page) Take about 5 seconds to look over this page. What is your
general impression of it?

Question 2: Do you find anything confusing about this page?
Question 3: Is there anything here that you would expect to see that might make it more useful?
Question 4: Is there anything here that seems not useful to you?

Question 5: Why is it not useful?
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Scenario 1: You need a book for a specific project, but you checked the library catalog and found out
Duke does not have a copy. So now you need to request this book.

Task 1: Okay, so first | just want you to request the book “Portugal: the cookbook” by Leandro Carreira
and | have also included the title and author in the chat.

(If they don’t find the request button after a minute— Go and click on the “Request a Title” button under
step 2 and try to request this title. After clicking they should be on: https://duke-illiad-oclc-
org.proxy.lib.duke.edu/illiad/NDD/illiad.dll)

(NOW THEY WILL BE ON THE ILLIAD PAGE):
From this page, go ahead and request the book.
(Once they click on Book/Score/Media under new request and start filling out the form tell them):

As you fill out the form, please share any impressions you have about it and think aloud as you fill out
the information.

Please, do NOT click the submit request button at the bottom.

Follow up questions:

Question 6: Do you find anything confusing about this page?

Question 7: Is there anything here that you would expect to see that might make it more useful?
Question 8: Is there anything here that seems not useful to you?

Question 9: And, if so, why is it not useful?

[WATCH THEM COMPLETE THE TASK EXCEPT FOR ACTUALLY CLICKING ON SUBMIT]

Okay, now click the Back button (in the upper left).

(Share the link with to the ILLiad landing page if for some reason the back button does not get them to
this page: https://duke-illiad-oclc-org.proxy.lib.duke.edu/illiad/NDD/illiad.dlIl)

Task 2: From this page, go ahead and request an article. | will include the article title in the chat below:
"The original script of the Manichaeans on texts in the Museum.” By James Alan Montgomery.
1/1/1912. The Museum Journal, Philadelphia, 3 (2), p. 25-29.
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Once they find the New Request: article option, tell them: As you fill out this form, share any
impressions you have about it and think aloud as you fill out the information.

Please do NOT click the submit request button at the bottom.

Follow up Questions:

Question 10: Do you find anything confusing about this page?

Question 11: Is there anything here that you would expect to see that might make it more useful?
Question 12: Is there anything here that seems not useful to you?

Question 13: And, if so, why is it not useful?

[WATCH THEM COMPLETE THE TASK EXCEPT FOR SUBMITTING THE REQUEST FOR THE ARTICLE IN
ILLIAD].

Okay, now click the back button.

(If they cannot get back to the ILLiad landing page using the back button, then share the link:
https://duke-illiad-oclc-org.proxy.lib.duke.edu/illiad/NDD/illiad.dll).

Question 14: Do you find anything confusing about this page?

Question 15: Is there anything here that you would expect to see that might make it more useful?
Question 16: Is there anything here that seems not useful to you?

Question 17: And, if so, why is it not useful?

Now | am going to have you go back to the Interlibrary Requests page. I'll include the link to it in the
chat:

https://library.duke.edu/using/interlibrary-requests

Now that you have placed requests,
Question 18: what parts of this page do you think are the most helpful?
Question 19: Is there any portion of the page that you think could be removed?

Question 20: Is there anything that you think could be added to the page?
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Task 3: I’'m going to include a link to the NCSU interlibrary loan requests page. Please click on the link in
the chat.

https://www.lib.ncsu.edu/tripsaver

Take about 5 seconds to look over this webpage and then tell me what you think about the design of
NCSU’s interlibrary loan requests page compared to the design of Duke’s interlibrary loan webpages.

Question 21: Considering all the webpages you have visited during the study as well as the NC State
University interlibrary loan requests page that you are on right now, what aspect of these webpages did
you like best?

Question 22: What aspect of these webpages did you like least?

Question 23: Are there any other thoughts or recommendations you have about these webpages to help
improve them?

Post-Test Questionnaire
Great! That concludes all our tasks and questions.
Do you have any more questions for me?

Thank you so much for your participation in this study. Remember to check the email you provided in
the survey in the next day or two for your $10 Amazon gift card. Thanks again and have a great day!
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