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Objectives  
The goal for this test was to determine link’s label terminology 
that best fits the user’s understanding of the service in 
preparation of renaming the link’s label. 

 

Methodology  
Method – Informal “Guerilla” User Tests 

9 participants 

Dates of study:  March 2007 
 

Results & 
Analysis 

Test results revealed that majority of the participants preferred 
the link label “ILL and Delivery Service”. 

 

Recommendations Employ a new link labeled “ILL and Delivery Service”. 
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Introduction: 
Since the current “Get Books, Articles and More” link does not have any language 
indicating its purpose, it will be replaced with a new link. The goal of this test is to 
determine what terminology best fits the users’ understanding of the services under the 
“Get Books, Articles and More” link.  

 

Test:  
The test was in the form of a short survey. Participants were recruited at the Graduate 
and Undergraduate libraries and the Duderstadt Center. Of the 9 people approached, 4 
were graduate students, 3 were undergraduate students and 2 were faculty members. 
One half of the participants were first shown the current library gateway page (with the 
existing “Get Books, Articles and More” link). See Appendix A. Participants were asked 
what they expected to see under the link. The other half was first shown the “Get Books, 
Articles and More’” page containing a list of services offered by the library. See Appendix 
B. They were then asked to suggest a name for the link to this page. In the next step, 
they were shown a list of 6 alternative link names and 
asked to choose one that seemed most intuitive. 
Finally, they were asked to pick between their first and 
second selections. For the last part, all the participants 
were given a scenario and asked to pick a service to fit 
the scenario.  

As a closing question, all participants were asked if 
they had used any of the library services previously.    

 

Results: 
The findings for parts A & B of the test revealed that participants did not understand 
what the label “Get Books, Articles and More” meant. Several thought it was a search 
page of some type. All the users chose to include the word “Delivery” in their choice of 
link name. The most popular choice was “ILL and Delivery Service”. Users who had 
used ILL before preferred a label with the word “ILL” in it. 

Furthermore, we surveyed 30 other academic library websites and interestingly, found 
that only five of them used some variation of the labels in our alternative link names list 
and the remaining 25 prominently display the name of the service (e.g. Interlibrary Loan, 
ILL, Book Pull Service, etc) on their main page. 

The findings for part C of the test revealed that the faculty were able to successfully 
identify the two services that would allow them to retrieve their book from Buhr. The 
majority of Undergrads and Grads were also able to successfully identify the Library to 
Library service as the one that allow them to have their book sent from another library.  

 

 

 

 

 

Alternative Link Names 
1. Delivery Service 
2. Request and Order 
3. Request Materials 
4. Request Delivery 
5. ILL and Delivery Service 
6. Delivery Options 
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Appendix A: Current Library Gateway 
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Appendix B: “Get Books, Articles, and More” page 
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Appendix C: Test Script 
 
Greet the participant 
 
Hi, my name is Natasha. Would you be willing to participate in a brief study about one of 
the library’s services? It will take about ten minutes of your time. (Yes or No) 

 

Pre-test procedure 
 
We need you to sign a consent form for our IRB (behavioral study) records. Thanks! Do 
you have any questions for me before we begin? 

 

Begin Test. 
 

Preliminary question: What is your affiliation with the University? 
 
Step 1: 
 
Part A: (One half of users) 

Show user the mockup with the current link and ask them what they expect to see on 
clicking it.  

 

Part B: (Other half of users) 

1. Show the user the list of services and ask them to come up with a name for the link 
that would satisfactorily describe the services under it. 

2. Show them a list of options for the label’s name and ask them to pick one that best 
describes the services. 

The options are: 

 

3. Finally ask the user to pick one from the two above selections. 
 

Part C: Explain a scenario to the user. Also, ask the user why they chose what they 
chose. 

Scenarios: 

1. Undergraduate/Graduate student: “You are at the Undergraduate Library and 
you have an urgent need for a particular book located at the Art, Architecture and 
Engineering Library (AAEL), where would you go on this page?” 
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2. Faculty: “You are in your office and searching the Library catalog and the book 
you want is located in the BUHR Storage Facility, where would you go on this 
page?” 

 
 

Step 2:  
4. For Part A users: Show them a list of options for the label’s name and ask them to 

pick one that best describes the services. 
The options are: 

1. Delivery Service 
2. Request and Order 
3. Request Materials 
4. Request Delivery 
5. ILL and Delivery Service 
6. Delivery Options 

 

Closing question: Have you used any of these services before? 

 
Test Ends 
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Appendix D: Test Results 
 

# Affiliation 
with UM 

Part A  Part B Part C Used any 
service 
before? 

  What do you 
expect to 

see? 

Pick from 
given 

options 

Suggesti
on for 

link name 

Pick from 
given 

options 

  

1 Grad A list of 
services the 
library offers. 

‘ILL and 
Delivery 
Service’ 

- - 7-FAST Yes – 
‘Library to 
Library’. 

2 Grad Search page 
to find books, 
articles etc. 

‘Delivery 
Service’ 

- - Library to 
Library  

Yes – 
Library to 

Library 

3 Grad - - ‘Free 
Services’ 

(*) 

‘Delivery 
Services’ 

‘Library to 
Library’ 

No 

4 Grad - - ‘Library 
Services’ 

‘ILL and 
Delivery 
Service’ 

(*) 

‘Library to 
Library’ 

Yes – 
Library to 

Library, ILL, 
Buhr 

5 Undergrad -  - Services ‘ILL and 
Delivery 
Service’ 

(*) 

ILL No 

6 Undergrad Search 
Catalog 

‘Request 
Delivery’ 

- - Library to 
Library 

No 

7 Undergrad - - Services ‘Delivery 
Services’ 

(*) 

7-FAST Yes – 
Library to 

Library 

8 Faculty ILL ‘ILL and 
Delivery 
Service’ 

- - 7-FAST or 
Buhr 

Remote 
Shelving  
Request 

Yes – ILL 

9 Faculty - - Library 
Delivery 
services 

(*) 

‘Delivery 
Services’ 

7-FAST Yes – ILL, 
Library to 

Library 

  

(*) – User’s preference. 


