Coding Reference: An Analytical Approach to Assessment

99% of service used as-designed
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READ Scale

Requires no specialized knowledge, skills or expertise

e Service as Intended?

Librarians were surprised that 41% of reference questions were READ 1’s and 2’s,
when these questions can be handled by the Information Desk.

Service to Non-Affiliates represent approximately 20% of documented use.

Librarians are frequently serving as “Fact Machines,’ IT support, and catch-all overflow
while in the Reference Office.

e Evolving Service Model

Expanded Information Desk staffing during peak hours may help to more-eftectively
screen questions to support reference service as intended.

* Broader Implications?
25% of documented questions concern “Subject Search” Can we work across
departments to make this easier for patrons?

*The READ Scale was created by Bella Karr Gerlich, Ph.D. At least 50% of patron questions concern printed materials. Does this have implications
for collection development?

Requires minimal library knowledge, skills or expertise

Requires instruction and/or use of catalog, database or
book

Requires multiple sources, in-depth research skills.
Subject specialist may be needed

Subject specialist needed. Likely requiring consultation
appointment with less well-known resources

Most intellectual effort expended. In-depth research and
services, likely involving primary sources. Unlikely an-
swered on the spot




