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Pur pose/Setting

The One Health Initiative gained considerable manorann the United States in 2008 with the
release of the American Veterinary Medical Assoarafask Force Report. According to its
mission statement, “One Health seeks to promotprawe, and defend the health and well-being
of all species by enhancing cooperation and cotktion between physicians, veterinarians, and
other scientific health professionals and by praongpstrengths in leadership and management to
achieve these goals” (1). Several strategic ipiesrare identified to accomplish this mission
including the following:
» Joint educational efforts between human medicagrireary medical schools, and
schools of public health;
» Joint communication efforts in journals, at confexes, and via allied health networks;
» Joint efforts in clinical care through the assessineeatment and prevention of cross-
species disease transmission;
» Joint cross-species disease surveillance and ¢@&ftoots in public health;
» Joint efforts in better understanding of cross-gsedisease transmission through
comparative medicine research;
» Joint efforts in the development and evaluatione# diagnostic methods, medicines
and vaccines for the prevention and control ofass across species and;
» Joint efforts to inform and educate political leedand the public sector through accurate
media publications.” (1).

Since the Medical Sciences Library (MSL) at Tex&\VAUniversity provides library services
and resources to schools serving both human amtehmedicine as well as a school of rural
public health, it is keenly interested in thisiaiive, which seeks to improve both human and
animal lives through the integration of human aatexinary medicine. Several of these
strategic priorities offer opportunities for a boy serving both populations to advance the One
Health Initiative.

An important first step in crafting an integratesource and services delivery plan is to
understand the background and attributes of tlageted user groups. At Texas A&M, the



College of Veterinary Medicine and Biomedical Sciemwas officially established in 1916, but
its history extends back to 1878 with the firseatpt at teaching veterinary coursework at the
Texas Agricultural and Mechanical College (the fermame of Texas A&M University), which
ten years later had progressed to the level opartident of veterinary science under the
leadership of Mark Francis. It is one of the otdegterinary colleges in the United States and
the only one in Texas. lts first graduating clas&ur in 1920 has grown considerably to the
current 2009 levels of about 125, with over 60%mgevomen. The Veterinary Library opened
in 1949 and was located within the college. Aegd of medicine did not develop at Texas
A&M until the late 1970’s; it remains the youngesédical school among the eight located in
Texas. It too, has grown from its initial graduaagticlass of 32 students to a current 2009
enrollment of 150 students per class, with 40%dpaiomen. When the Texas A&M College of
Medicine became a reality in 1977, the wise denisvas made to combine the library for that
entity with the Veterinary Library, which marks theginnings of the Medical Sciences Library.

A review of some 2009 United States national datapled by the Association of American
Veterinary Medical Colleges and the Associatiodoferican Medical Colleges helps provide
another context for delivering services and resesito these differing user groups (2, 3). There
were over 6,200 applicants seeking admission t@81d.S. colleges of veterinary medicine;
44% were admitted. In contrast, there were oved@2applicants seeking admission to the 132
U.S. colleges of medicine; 46% were successfulvelerinary medicine only nine percent of
applicants came from historically under-represegiedips and six percent Asian, while in
medicine the percentage from historically underespnted groups was 16% and 22% Asian.
The gender breakdown for 2009 in veterinary medieuas 77% female and 23% male, while in
human medicine it was 48% female and 52% male. VvEtexinary medicine class is much more
homogeneous, with 88% Caucasian and 77% female welhuman medicine class is more
diverse racially and split almost evenly by gendEnese national demographics are very close
to the specifics at Texas A&M. While the numbeasyvin magnitude between veterinary and
human medicine, it is clear that both groups compeite intensely to earn a place in either
veterinary or medical school. That competition anessure to achieve continues after
admittance, which impacts their attitudes and etgiiens about library services and the library
environment.

Objective

The objective of the research described in thigpams to identify similarities and differences
among user expectations and feedback receivedtfreriexas A&M Health Science Center
(HSC), specifically the College of Medicine (COM)dathe College of Veterinary Medicine and
Biomedical Sciences (CVM) through the LIbQUAL+® geay instrument. The MSL has been
included in annual campus-wide LibQUAL+® surveysiiearly 10 years but has not previously
coordinated the surveying of these two user pofuiatwith a separate MSL LibQUAL+®
survey.

The intention was to use this feedback to builtheegrated as possible resource and service
delivery models and a physical library environm@ntneet the needs of both human and
veterinary medicine users, and to find additionaysvto expand and encourage multi-
disciplinary collaboration.



M ethods/Pr ocess

LIbQUAL+® is a web-based, user-centered survey skaks to solicit, track and then
understand the needs and expectations of a lilsrasgrs. The survey has been used at over
1,100 libraries in 26 countries and is availabl&@ Tnanguage translations. It is an important
customer service tool for college and universibydries, health science libraries, academic law
libraries, public libraries and community collegaréries. The survey asks questions in three
areas: customer service, information resourcegslaiddelivery, and the library as a place of
study. In addition, the survey asks users aboere/and how often they use information
resources—on library premises, through a librarppege, or other non-library information
gateways such as Yahoo™ or Google™.

The following is a complete listing of the questcand the service area they assess (4):

CUSTOMER SERVICE

Customer Treatment

AS-2 Giving users individual attention

AS-3 Employees who are consistently courteous

AS-4 Readiness to respond to users' questions

AS-6 Employees who deal with users in a carinbitas

AS-8 Willingness to help users

Job Knowledgeto Answer User Questions

AS-1 Employees who instill confidence in users

AS-5 Employees who have the knowledge to answargusestions

AS-7 Employees who understand the needs of tilsensu

AS-9 Dependability in handling users' service peots
INFORMATION RESOURCES AND DELIVERY

| nfor mation Resour ces

IC-3 The printed library materials | need for mgnk

IC-4 The electronic information resources | need

IC-8 Print and/or electronic journal collectionsefuire for my work

| nformation Delivery

IC-1 Making electronic resources accessible froynhome or office

IC-2 A library Web site enabling me to locate imfmtion on my own

IC-5 Modern equipment that lets me easily accessled information

IC-6 Easy-to-use access tools that allow me b tiiings on my own

IC-7 Making information easily accessible for ipgedent use
LIBRARY ASA PLACE OF STUDY

Environment

LP-1 Library space that inspires study and leayni

LP-3 A comfortable and inviting location

LP-4 A getaway for study, learning or research

| ndividual Study

LP-2 Quiet space for individual activities

Group Study
LP-5 Community space for group learning and grstugly




Beginning in Spring 2009 the MSL enhanced its LiIFQWY® survey participation so that all
HSC faculty, students and staff were invited tdipgoate in the survey to gather more
comprehensive feedback. Results from this sumnvbgn compared to campus-wide responses,
suggested the value of a more-focused compariswreba the HSC and CVM. From February
16 through March 31, 2010 the LibQUAL+® survey veasgninistered to both the HSC and
CVM populations; all students, faculty and staffrevenvited to participate. The survey
administered was a shortened version of the LibQi@&lsurvey, LIbQUAL+® Lite, which asks
21 randomly selected questions instead of askingegparticipants to answer 44 questions.
The survey included both standard and local questiobat are used consistently by many United
States academic medical libraries, which provitiesopportunity to benchmark an institution’s
results against, national, regional, discipline eadsortial library data. The following table
summarizes responses received.

Institution User Group Yeary Numberof  Total Percent

Respondents Population Response

Texas A&M | Graduate Students 2009 279 9047 3%
Faculty 2009 162 1218 13%

Texas A&M Graduate Students 2010 692 9383 7%
Faculty 2010 378 1495 25%

COM Graduate Students 2010 107 999 11%
Faculty 2010 74 110 67%

CVM Graduate Students 2010 97 669 15%
Faculty 2010 63 116 54%

In terms of actual survey responses, the COM antfl @rget groups were fairly evenly
represented, although the percentage of resporeealout 55% COM to 45% CVM. Student
responses comprised about 63 % of the total andtyaesponses about 37%.

Texas A&M Faculty Total Population figures do nepresent the entire Texas A&M faculty but
only totals for the colleges that were surveyedgaar. Unlike the students and faculty for the
COM and CVM and the respective faculty for the T&rR&M 2009 and 2010 surveyed colleges,
only a random sampling of Texas A&M University guate students were invited to participate
in the LIbQUAL+®survey (that is about 20% of Texas A&M Universitaduate students were
invited to participate in the survey). Using thdigeires instead of the total graduate student
populations response rates for 2009 and 2010 wmejldespectively, 15% and 19%. With this
adjustment taken into consideration, student respoate was consistent with that seen at the
university at large, but faculty response rate ftbemCOM and CVM was dramatically higher
than that seen at the university.

Outcomes/Conclusions

Outcomes

One of the main purposes in using this surveywas to discover similarities and differences
between our veterinary and human medicine usersneed preferences concerning information
resources, services and the renovation of libraggigcal spaces. Responses were tabulated by
discipline and whether a student or faculty wasréspondent, yielding four separate groups. In
addition to a detailed review of responses to egeryey question, the standard analysis of



LibQUAL+® responses identifies the top five ratédatdry services and resources that users
consider priorities, areas of concern and libragaa of excellence. It was hoped that a clear
understanding of these would be a powerful toarafting library priorities, strategic initiatives,
and action plans.

The single customer service priority that was cstesit across students and faculty in both
disciplines wasvillingness to help usersThree of four groups shared the following infotioa
resources and delivery prioritiemaking electronic resources accessible from my homadfice,
making information easily accessible for independese,andthe print and/or electronic journal
collections | require for my workOnly the College of Medicine identified the libyaas a place
of study as a priority through their emphasigjaret space for individual activitiendgetaway
for study, learning or researchOther priorities that were identified only by thellége of
Medicine users spanned the customer service aadmation resources and their delivery areas
and specifically includedemployees who understand the needs of their us@gdpyees who
are consistently courteous, employees who havinbwledge to answer user’s questicarsg
easy to use access tools that allow me to findyghom my ownPriorities unique to the College
of Veterinary Medicine users centered on informmatiesources and their delivetiie electronic
information resources | neednda library website enabling me to locate informatimn my
own.The distribution of the 21 priorities identified byese four user groups was 7 in the
customer service category, 12 in the informatic@oueces and delivery category, and 2 in the
library as a place of study category.

The general approach taken was to interpret thée@reas of concern as areas which needed
attention and improvement. The single concernesgad by all four user groups related to
information deliverya library website enabling me to locate informatmmmy own.Three of

four of these user groups identified two conceatated to information resources and their
delivery:the print and/or electronic journal collectionséquire for my workandmaking
electronic resources accessible from my home areofiThe single concern unique to faculty in
both disciplines related to information resourckveey, easy to use access tools that allow me
to find things on my ownThe two concerns unique to the College of Mediceetered on the
library as a place of studifbrary space that inspires study and learniaggdquiet space for
individual activities. The two concerns unique to the College of Veteyiedicine centered

on information resources and their delivanaking information easily accessible for
independent usandmodern equipment that lets me easily access neeftecthation. The
distribution of the 21 concerns identified by théser user groups was 2 in the customer service
category, 15 in the information resources and dejicategory, and 4 in the library as a place of
study category.

The top five areas of excellence resulted in a ZWeavphasis on customer service, revealing
considerable consistency across all four user grodjhe strongest consensus on service
excellence related to these specific service sgesaamployees who are consistently courteous,
readiness to respond to users questions, givingsusdividual attention, employees who deal
with users in a caring fashion, employees wholirsinfidence in usergndemployees who

have the knowledge to answer users questions. dyegs who understand the needs of their
userswas uniquely identified as a service success bie@elof Medicine students, while
willingness to help usemas uniquely identified as a service success be@®of Veterinary



faculty. The one information resources area otess waprinted materials | need for my

work, which was identified by both groups in the Codlef Veterinary Medicine and by the
College of Medicine faculty. The only group to mdiéy an area of excellence for the library as a
place of study category was the College of Veteyiséudents witlguiet space for individual
activities. The distribution of the 20 areas of excellence iified by these four user groups was
16 in the customer service category, 3 in the métron resources and delivery category, and 1
in the library as a place of study category.

Conclusions to Action Plans
While there was clearly variation in responsesthviidual questions between the medicine and
veterinary medicine respondents, there were definihemes that emerged which provide a
solid basis for moving forward with an integratddmpfor services and resource delivery and
continuing enhancement of the library as a placgwdy. No specific areas emerged where the
library was being pulled in totally different diteans by conflicting needs and priorities of these
users groups. Several questions did emerge whitheguire additional follow-up to fully
understand the user responses before completirartioa plan. Some of these include:
» Do website concerns refer to the MSL website ottheversity Libraries website?
» Are there particular areas of the website that megdovement, such as subject guides or
tutorials?
» Is the concern more with reliable remote accesdectronic resources or with the
resources available?
* What additional electronic resources are needed?

There were several key messages with direct inpies for action plans that emerged from the
survey responses. These survey messages ancegdimg action plans include:
Information resources and their delivery are bb#hdver-riding priority and area of concern for
these user groups.
» Continue work on improving the MSL website, inclglithe use of focus groups for both
the MSL and University Libraries website
» Continue efforts to identify better solutions for iategrated search solution for library
resources and catalogs to support the desire of ts&find things on my own” and for
“easy to use access tools”
» Conduct focus groups to obtain more precise inftionaon access challenges and need
for additional resources
» Develop the capability for single authenticatioratiow all HSC users to directly access
library resources and services from their HSC netwoedentials
» Continue efforts to make resources available whegramd whenever the user needs them
Competent library employees are a priority acrbese user groups, but especially to the COM
users
» Continue emphasis on staff straining
* Explore staffing patterns that minimize the reliammn student workers in direct customer
service
* Explore enhanced selection and training programsttaent workers
* Provide MSL staffing for new library/learning resoe areas in expanding HSC
campuses




Direct customer service is consistently viewed agength and area of excellence of MSL
» Reinforce customer service successes throughrathat emphasizes the particular
behaviors and treatment that are most importaotistomers
» Seek new opportunities to leverage customer senggecifically, expand the direct
service model to include assignment of libraryfdtahew HSC campuses as they
develop and employ the embedded librarian mod€NM research buildings.
* Emphasize the “high-tech-high-touch” complementasality for library services and
resources
Library as a place of study is both an area of kxwee and a concern
» Continue renovation efforts and enhancements uralefer library user space
» Continue efforts to convert space dedicated tie litsed collection materials into user
space
» Continue efforts to gather input and feedback fum@rs concerning their spaces
» Work with HSC staff to address COM priorities amshcerns for library and study places
in the new buildings on expanding HSC campuses

LibQUAL+® data has proved a useful tool in clarfgithe vision and validating the belief that
the library can successfully serve both user grouisan integrated approach to the delivery of
resources and services. Equipped with its actian @and the One Health Initiative strategic
priorities, the MSL is prepared to make the “onalimi@e/one health” service theme a reality.
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