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INTRODUCTION 
 
 
Purpose:  The Graff Library’s goal is to provide access to the most authoritative, current, 

and relevant information resources to support City of Hope’s clinical, research 
and educational endeavors. The purpose of the survey was to evaluate the 
current resources and services and assess the unmet needs of the campus 
community. The survey results will be used to guide the library’s resources and 
services in the upcoming years.  

 
Administration:  The survey was administered online using the survey design and analysis tool 

SurveyMonkey. Results were gathered from March 27 to April 10, 2007. The 
survey was advertised through the campus email system. An initial 
announcement and final reminder were sent out campus wide. Additionally, 
stakeholders were asked to distribute the message to their groups and 
encourage participation. The chance to win a Starbucks gift card was offered 
as a survey incentive. The 31 question survey was divided into six major 
sections: information use, current electronic resources, potential 
improvements, print vs. online subscriptions, library physical space, and user 
satisfaction.  

 
Participation:  In total, 392 users completed the survey. This response compares favorably to 

the last campus-wide library survey which was conducted in 2005 and 
received 393 replies. However, the previous survey asked was distributed via 
email and asked only four questions. Given the length and complexity of the 
2007 survey, the library is pleased with the amount of feedback received. 51% 
of the respondents entered the drawing for the gift card; 49% completed the 
survey altruistically.   

 
Results: The responses from the survey provide a clear picture of where the library 

should focus its resources and services. The summary of each section of the 
survey is provided below. Following the narrative summary, a graphical data 
summary for each question is provided. 

 
 
SUMMARY OF RESULTS 
 
Demographics 
 
The majority of responses came from the Beckman Research Institute (63%), followed by the Medical 
Center (27%), Medical Group (8%), and Development (2%).  Researchers were the largest 
represented group to complete the survey (33% of respondents).  Physicians comprise 6% of the 
replies; students 9%.  The opinions of other clinical and research staff, as well as administrative and 
shared resources staff are also represented in the survey results.  
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Information Use 
 
Over 60% of respondent use the Graff Library’s online resources at least once a week. Only 22% visit 
the physical library with the same frequency. In addition to using online library resources, 86% of 
respondents consult general internet resources (e.g., Google, genetic databases, health web sites) at 
least weekly to conduct work-related research. Providing access to relevant, authoritative information 
on the users’ desktop at the point-of-need is paramount.   
 
Anecdotally, the library staff knew that users rely on the libraries at other institutions to provide 
information on occasion. This was supported by the survey. In total, 204 people (52% of respondents) 
reported the need to use other libraries to gain access to needed resources. Although 52% of 
respondents use other academic libraries, only 16% have an official affiliation with another academic 
institution. Users without other academic affiliations report having lingering access to resources at 
their previous institution, calling on colleagues for favors, and visiting other libraries themselves to 
retrieve resources elsewhere.  
 
Although users primarily rely on the most recent information when conducting research, the older 
materials still play an important role. Older materials could be stored off-site, but the majority of users 
would expect requested items to be delivered in under 24 hours.  
 
Current Electronic Resources 
 
All of the electronic resources the library currently subscribes to scored above the mid-point 
“somewhat useful,” supporting the ongoing subscriptions to these tools and databases. The top 
resources include PubMed, the Current Journal list, and Ovid MEDLINE. PubMed is also the most 
frequently used literature searching database, followed by Ovid MEDLINE. Both of these databases 
support clinical medicine, basic sciences, allied health, and health services administration. Other 
databases are used less frequently, but support specialized populations.  
 
All of the electronic resources are provided on the Graff Library’s web site. The majority of users 
(52%) visit the library’s site more than once a week. Those who do not use the site regularly report 
that they go directly to the resource needed or do not think of visiting the library’s site. Few users 
commented that the web is site difficult to use or navigate. The main suggestion for improving the web 
site is to increase the number of electronic journals and other resources.  
 
Potential Improvements: Library Resources & Services 
 
All of the top five suggestions for future library improvements involve greater access to electronic 
resources. “Easier access to full-text” and “more electronic journal subscriptions” are both supported 
by 78% of respondents. The addition of electronic journal backfiles (access to older issues) comes in 
third at 43%, followed by training on electronic resources (37%), and more electronic books (31%). 
The most useful additional resources would be ScienceDirect (all Elsevier electronic journals), 
protocols databases, Community of Science funding database, ChemAbs, and Faculty of 1000. 
 
In addition to ScienceDirect, users recommended journal collections from the American Chemical 
Society, PsycARTICLES, Cell Press, Nature specialty journals, and the American Society of 
Microbiology. Many individual titles were also suggested.  
 
Users would also like the library to provide training on many of the electronic resources provided. The 
top ranking requests are: EndNote (62%), PubMed (49%), and Google/Google Scholar (45%). 
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Print vs. Online Subscriptions 
 
Most users prefer to access journals online – only 2% recommend print-only subscriptions. Journals 
currently received could migrate to print only, but there is not a strong mandate to reduce print copies: 
42% recommend keeping print and adding online; 53% prefer switching to online-only. Users 
expressed a higher tolerance for online-only access to new subscriptions: 64% recommend online-
only versus 30% print and online. Users’ opinions reflect cost and access to materials only and do not 
reflect the complex issue of ownership versus licensing that must be considered when deciding which 
subscription model to follow. 
 
Library Physical Space 
 
Users who visit the library primarily photocopy or read a print journal article, browse the current 
journals, read or check out a book, or consult with library staff. The library needs to be updated or 
renovated, and respondents indicate many changes are needed. However, the survey does not help 
prioritize needs; all renovation areas are equally supported. 
 
User Satisfaction 
 
Overall, users are satisfied with the Graff Library. The library staff is noted for both helpfulness (53% 
rated as “very satisfied”) and knowledge (45% rated as “very satisfied”). Several staff members were 
singled out in the comments section for their exceptional service and commitment. The lowest scoring 
element is the electronic journal collection; only 14% reported that they were “very satisfied.”  
 
When asked to report on the best things about the library, the staff was once again commended. The 
library environment was also noted, especially the noise level and the view from the reading rooms. 
However, the library environment was also frequently mentioned on the least favorite things about the 
library question, primarily because of the outdated appearance. The most frequently mentioned least 
favorite thing is the quality of the online journal collection. 
 
Conclusions 
 
Positive feedback: 

 The current subscriptions to online resources are useful 
 The library staff provide helpful and knowledgeable support 
 The library is moving in the right direction 

 
Necessary improvements: 

 Subscribe to more electronic journals and other eresources 
 Obtain ScienceDirect –  a vital resource 
 Support key areas (i.e., chemistry, drug design, administration) with databases and journals 
 Provide easier and more consistent access to eresources 
 Provide training to improve users’ effectiveness 
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DATA SUMMARY 
 
Demographics 
 
The survey was completed by 392 City of Hope affiliates.  
 
Respondents by Entity 
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Information Use 
 
How often do you use the Graff Library when you are looking for information for your 
work/research? N=384 
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Approximately how often do you use these other resources when you are looking for information for 
your work/research? N=384 
 

 

Other library

Personal online library

Personal print library

Colleagues

General Internet search

1.00 2.00 3.00 4.00 5.00 6.00 7.00
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                                                                    monthly  

 
Other resources used to find information include professional associations, disease-specific web 
sites, videos, electronic mailing lists, newspapers, manufacturers’ web sites, Wikipedia, and 
subject-specific databases and web sites.   
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If you ever use another academic/research library, please tell us which ones you use. Please check all 
that apply. N=204 
 

0 10 20 30 40 50 60 70 80

Other

Loma Linda

UCR

UCI

Caltech

USC

UCLA

      Number of Respondents 

 
Libraries included in the “other” category include other local hospitals (Huntington, Kaiser), other 
local colleges (Claremont Colleges, Azusa Pacific University, CSULA, etc), local public libraries, or 
other national or international academic institutions (typically by individuals who still have access 
to resources from their previous institutional affiliations).  

 
When you are looking for information, how often do you consult resources from each of the following 
time periods? N=378 
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If the library were to store older materials in an off-site location, in general how quickly would you 
expect the library to retrieve an item you request? N=370 
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Other responses include ASAP, 1 hour, 4 hours, 96 hours, one week, unknown, “differs case-by-
case,” “whenever schedule allows,” and “bad idea.”  
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Current Electronic Resources 
 
How useful are these current Graff Library electronic information resources for your work/research?  

N=92
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When you conduct a literature search, which of the following databases do you use? N=351 
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Google
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Other databases used include SciFinder (ChemAbs), Integrity, Scirus, genetics databases, 
statistical databases, Yahoo, specific online journals, and other subject specific web sites. 
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How often do you visit the Graff Library web site? N=355 
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If you selected Quarterly, Yearly, or Never, please tell us why you visit infrequently. N=118 
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Other reasons for visiting the web site infrequently include library staff handles my requests, “don’t 
know how,” “like the physical library,” “Google is easier,” “will use it more,” “don’t have a regular 
need,” “have access elsewhere,” and “don’t have time.” 
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How can we make the web site more useful? N=62 
 

Comments on how to make the web site fall into four main categories:  
 

Suggestion % of Respondents  
Suggesting Improvement 

Subscribe to more electronic journals and other eresources 37 

Provide online tutorials or instruction for resources 9 

Spread the word that the site even exists 6 

Make the login process (for ejournals and databases) easier 6 

  

Other suggestions include improving the ILL form page, adding the ability to download City of 
Hope publications from the Highlights page, providing an overview of available resources, adding 
more links to the home page, and configuring databases to link directly to full text articles. 
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Potential Improvements: Library Resources & Services 
 
How useful would the following information resources be for your work/research?  

N=40
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On which of the following resources and services should the library focus its efforts and budget? 
N=325 
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What essential journals/ejournals MUST the library add to its collection to support your 
work/research? N=81 
 

Hundreds of titles suggested. Collections recommended include Elsevier, American Chemical 
Society, PsycARTICLES, Cell Press, Nature specialty titles, Archives of…, American Society of 
Microbiology. 

 
What other journals/ejournals should the library consider adding to its collection? N=49 
 

Dozens of titles suggested, many duplicates of those recommended in previous question. One 
respondent suggested finding a system that would automatically capture a list of online journals 
our users attempt to access but cannot download.  

 
Are there any other resources (excluding journals/ejournals) that you would like the library to 
consider purchasing? N=23 
 

Other resources suggested include institutional subscriptions to open access titles allowing City of 
Hope authors to publish for free, textbooks, patent database, Integrity, Proquest, and EBSCOhost. 
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If you are interested in having the library provide training classes for information resources, please 
tell us which classes you would like us to offer. N=230 
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Other training topics suggested include CINAHL, Reference Manager, PsycInfo, APA, and medical 
terminology. 
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Print vs. Online Subscriptions 
 
For our journal subscriptions, would you prefer that we subscribe to print, online, or both? N=329 
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Library Physical Space 
 
Think about your visits to the library over the last year. When you visited, how often did you do each 
of the following? N=307 
 

Study in a group

Browse City of Hope dissertations

Use library computers for word processing
spreadsheets email etc

Request an interlibrary loan

Connect to the wireless network

Relax in the reading rooms

Browse City of Hope journal publications

Study alone

Use library computers to use library electronic
resources

Consult with library staff

Check out read or copy from a book

Browse current journals

Read or copy a print journal article

1.00 2.00 3.00 4.00 5.00
 

             Never              Rarely          Sometimes       Frequently      Always
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If the library were to remodel its interior spaces, how useful would each of the following be? N=346 

Space where talking is
permitted

Computer training room

Individual study space -
enclosed rooms

Individual study space - open
tables

Small group rooms with white
boards

Individual study space - carrels

Seating - easy chairs

Seating - task chairs

Small group rooms with
projector/large monitor

Quiet space

1.00 2.00 3.00 4.00 5.00
 

   Not useful                                                      Somewhat                                                          Very 
       at all                                                              useful                                                            useful    

 
What other features would you like to see in the library? N=64 
 

In addition to the needs expressed elsewhere in the survey (increased access to online resources, 
more resource instruction), the following items are identified: 
 

 More computers outside the computer room, which is locked after hours 
 Space where food and drinks are allowed 
 Guides for finding information in the library 
 Internet connected document scanners 
 More advanced photocopiers 
 Wireless access 
 Current and historical access to City of Hope publications 
 Couches 
 Starbucks 
 Rotating displays featuring City of Hope research 
 Better lighting 
 New furniture 
 Renovated conference room 
 Bookstore 
 No kids 
 Longer hours  
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User Satisfaction 
 
Overall, how satisfied are you with the following? N=327 
 

Electronic journal
collection

Database collection

Print journal
collection

Book collection

Noise level in library

Library staff
knowledge

Library staff
helpfulness

1.00 2.00 3.00 4.00 5.00
 

      Very            Somewhat          Neutral          Somewhat           Very 
  dissatisfied      dissatisfied                                 satisfied          satisfied 

 
What do you like best about the Graff Library? N=123 
 

Comments on the best things about the library fall into seven main categories:  
 

Comments % of Respondents  
Commenting 

Staff (helpful, knowledgeable, friendly, disciplined, responsive) 36% 

Environment (comfortable, nice view, quiet, not crowded) 23% 

Online resources (compliments followed by “please get more”) 20% 

Convenient location 10% 

Easy to use 8% 

Archival materials 7% 

24-hour access 6% 

  

Other favorite things include free photocopying and printing, honor system for after-hour access, 
EndNote classes, delivery of interlibrary loan articles electronically, new books, willingness to 
adapt to change, library is a symbol of commitment to mission, copies of recent City of Hope 
publications, and the computer room. 
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What do you like least about the Graff Library? N=100 
 
Comments on areas for improvement fall into four main categories:  
 

Comments % of Respondents  
Commenting 

Too few online subscription 29% 

Environment (too dark, outdated, dingy, musty, uncomfortable, 
noisy) 

17% 

Missing key resources in my area of research 10% 

Hours (building and staff) 5% 

  

Other comments include outdated book collection, staff difficult to find, no group study space, 
interlibrary loans take too long, too much focus on research side of the organization, not knowing 
the library exists, difficult to use/navigate, old-fashioned book checkout, loan periods too short, 
too many non-City of Hope users/kids, quality of interlibrary loan copies, non-functional compact 
shelving units, staff doesn’t express the desire to help, no wireless access, small size, location, 
poorly designed online forms, need more literature outside the sciences, concern that library will 
abandon print resources, better distribution of City of Hope publications.  

 
If you have any additional comments, critiques, or suggestions, please let us know. N=24 
 

Comments: Good library, great staff, RSS feeds are a move in the right direction, appreciation of 
survey and efforts to improve. 
 
Suggestions: Modernize book checkout system, implement fines for late books. 
 
Critiques: Survey too long, carpet needs replacing. 
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