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About CSUMB 
State-supported, baccalaureate, Hispanic-serving institution Enrollment of about 5,000 FTE High proportion of first-generation students from working-class family’s High proportion of students from predominantly rural/agricultural counties of Monterey, San Benito and Santa Cruz

Presentation Abstract:
Whether or not questions are related to research, the library is a safe place students go to find answers. Therefore, the library is a window into the student experience that can help campuses better understand their students. Librarians at California State University Monterey Bay collected data concerning students’ non-research-related questions, and shared their findings with First Year Seminar faculty. Learn how the library can be a key player in efforts to help your students succeed.

Research question:  “What non-library-specific questions do students frequently ask at the public service desks, and how should the campus provide that information?”

The library research team participated in a faculty development co-op designed to identify and recommend improvements to the university’s First Year Seminar (FYS) curriculum. Library faculty and staff recorded all questions asked at the library's two service desks. Students were not asked how long they had been at the university, nor how far along in their academic careers they were because the research team decided it did not matter if a student was brand-new or relatively far along in his or her college career. If it became clear that students were missing pieces of information key to their success, the research team felt that the university ought to find a way to provide that information as early as possible.

Data gathering and analysis:
· Beginning in fall 2007, reference librarians and front-line circulation staff recorded questions students asked at the library service desks in a low-inference manner, either verbatim or summarized, on an online question log (see below). This has been an ongoing project and more recent data from fall 2009-spring 2011 was used for the current poster presentation.
· The research team placed a shortcut to the PHP-based data collection instrument on the desktop of each reference and circulation computer, and provided a paper copy in case of computer failure and for those uncomfortable with using the online instrument.
· Librarians and staff coded questions according to the pre-defined categories described on the instrument as they were recording them. 
· The research team downloaded the contents of the PHP file, in tab- delimited format, and imported them into Microsoft Excel, checked for accuracy in coding, and categorized questions recorded as “other.”
· The team analyzed all questions focusing on those that were not directly related to library research or students’ coursework
· The team used the pie chart feature in Excel to generate visual representations of the survey results from various perspectives.
The original online question log is available at http://library2.csumb.edu/fys.php
Data Analysis Application “Close Up”

After further analysis of patterns in the non-research-related questions, it became clear that a large majority related to use of, or problems with, the campus computer networks, computer hardware and software applications, as well as use of various library-supplied machines (copiers, etc.).
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The research team shared detailed information on these types of questions in a presentation to the campus Academic Affairs Council (consisting of the Provost, Academic Deans, AVP for Academic Planning and Institutional Effectiveness, AVP of Academic Personnel, Director of Teaching Learning and Assessment & Academic Skills Achievement Program, Director of Student Information Systems, Director of Grants and Contracts, Library Director and Chief Information Officer). Many were shocked that students would come to the library to ask questions about such diverse areas of campus life. Two administrators, the Director of the Academic Skills Achievement Program (ASAP –the campus tutoring center) and the Director of Student Information Systems, asked for additional, more detailed information from the areas of questions relating to their units.  These requests led to the creation of a pilot project with ASAP, where they placed a student peer technology tutor in the reference area of the library for the spring 2012 semester. ASAP will continue the service in fall of 2012 and will re-evaluate the program in conjunction with the library faculty and staff in spring 2013.
New Student FAQ 

Another positive outcome of the study was the creation of a New Student FAQ consisting of the 20 most commonly asked questions the research team extracted from the data. The New Student FAQ resides on the library homepage, is updated every semester, and is available to the First Year Seminar Faculty on their program resource page. FYS faculty are also encouraged to link to the FAQ on their course iLearn pages.  Student library workers have ready access to the FAQ at the checkout desk computers since they too, answer many different types of questions as part of their duties. The New Student FAQ is located at http://library.csumb.edu/new-student-faq
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Campus Programs, Offices and Departments with Whom We Shared Our Findings

First Year Course Instructors 
First Year Experience Director/Coordinator 
Center for Teaching, Learning and Assessment
Academic Skills Achievement Program (Tutoring Center)
Department Faculty
 Office of the Provost
Academic Affairs Council 
Student Information Systems

Additional Sharing Possibilities

Academic & Career Advising Center
Academic and Centralized Scheduling
Academic Deans
Academic Department Chairs
Campus Information Center
Center for Student Success
Center for Academic/Instructional Technology
Dean of Students
Information Technology Department
Institutional Assessment and Research
New Student Orientation Programs 
Office of Institutional Effectiveness
Office of the President
Office of the Registrar
Personal Growth and Counseling Center
Retention Advisors
Student Activities Program
Student Disability Resources
Student Government leaders
Student Housing & Residential Life
Student Life
Student Support Services
Technology Support Services
Web Planning and Advising Team

Contact Us

Pam Baker, Coordinator of Library Instruction
California State University Monterey Bay
pbaker@csumb.edu
831.582.3887

Jacqui Grallo, Reference and Instructional Technology Librarian
California State University Monterey Bay
jgrallo@csumb.edu
831.582.3142

PROJECT WEBSITE:  https://sites.google.com/a/csumb.edu/the-other-role/ 
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New Student FAQ

Answers to 20 very commonly asked questions.

How do | find my Otter ID?
OtterlD

How do | reset my password?
Changing your Password

What is the default password?
The first time you log in, your password is your date of bith, in Monthddyyyy
format. If you were born on February 14,1990, enter February141950

Where else are there computers on campus?
PC and Mac computer labs or lab classraoms can be used when no classes are in
session.

 Media Learting Center rms. 104, 106, 110, and 156
 Chapman Science Acadernic Center (Bldg. 53 5128)
« Bldg 828 rm. 115
« Bldg 820 rm. 115

Where are the Mac labs?

Meia Learning Center ms. 110 and 155

Three computers on the first flaot of the library run Mac OS; the rest are now
Windows only.

Where can | use a scanner?

There is a scanner in rm. 1111 in the library. Scanners are also available for use in
the Media Learning Center (Bldg 18), rm. 106; and Valley Hall (Bldg. 82) D-115
from M-F when class is not in session. Instructions for use are attached to the
scanners

How do | check my printing balance?
o to your MyCSUMB Dashboard, click Add an Application, and choose the Print

Balance application under My Info. Drag the application to your dashboard and click

save. You can then keep track of your print balance from your Dashboard.

How do | add monev to mv printina balance?
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