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Chapter 1 

Introduction and Statement of the Problem 

 The academic library in the higher education ecosystem is losing its identity and presence 

both physically and virtually (Croxton, 2016). The goal of this study is to explore the placement 

of the academic library within the academic institution’s online Learning Management System 

(LMS). This descriptive exploratory qualitative study (Salkind, 2012) will incorporate elements 

of human-computer interaction (HCI) design as it relates to information seeking behavior, and 

user experience. At the core of this study is the significance of the online visibility of the 

academic library and community college students’ awareness of the variety of library resources. 

Today and in the future, students will have more choices to retrieve information for their classes, 

and unless instructed by the professor to use library resources, students will opt for more 

attractive, easily retrievable resources via the Internet (Bandyopadhyay & Boyd-Byrnes, 2016).   

Need and Value 

 The findings of the study aim to benefit the student experience as librarians gain further 

insight into the mindset of a student. The goal of the study is to explore how libraries can design 

and manage access to one of the highest priced budget items—electronic resources and database 

subscriptions (Library Operating Expenditures, 2015). Academic librarians devote hours creating 

content such as research guides and tutorials to facilitate access to library resources. Research is 

a process with different approaches, questions with varying degrees of breadth and depth in the 

quest for discovery and to make connections (Salkind, 2012). Librarians must continue to learn 

and understand how all users, more specifically in this study, community college students, seek 

information. Users have several options to find the same information either via different access 

points and devices such as a phone, laptop or an iPad. The exploratory, qualitative study will 
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entail information collection via focus group interviews, surveys, and task completion to answer 

the research questions.  

Research questions 

1. How do community college students navigate the institutional LMS to access the library 

website?  

a. Is the placement of the library information visible and visually appealing to students? 

b. Is the placement such that students will visit regardless of need? Is the link to the site 

attractive and does it pique the curiosity of users? 

c. Will the library need to make changes to the library website placement within the 

institution’s LMS? 

2. How well do the college library websites market their resources and services?   

a. How well does the library website meet student expectations? 

b. What offerings are students looking for in a library website?  

c. What improvements can be made to meet user expectations?  

3.  What role does the library play in the student’s journey on the college website? 

 

a. Once at the library website, are the students able to locate and identify the purpose of 

the library catalog, the databases, and research guides? 

Theoretical Framework 

 To apply one distinct theoretical framework to this study that blends the elements of 

human-computer interaction (HCI) design as it relates to information seeking behavior, and user 

experience is a challenge. During a study about student use of mobile devices, Al-Faresi (2014) 

applies the theoretical framework using the Technology Acceptance Model (TAM). TAM 

combines the variables of perceived ease of use and perceived usefulness. Computer experience 
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and library experience influence ease of use, while factors such as English literacy influence both 

ease of use and perceived usefulness. Social influence affects perceived value. TAM and 

Kuhlthau’s (1985) model of the Information Search Process (ISP) which includes elements of 

Kelly’s Personal Construct Theory as referenced in Kuhlthau (1985) will guide this study. 

Though created several years ago, the ISP model is one of the most cited and still highly relevant 

to the field when studying the reason and stages of search behaviors. The ISP model combines 

six elements of seeking information to accomplish a goal. The ISP process has six stages, 

initiation, selection, exploration, formulation, collection, and presentation. Guiding the 

information search process is the Personal Construct Theory, which is as described by Kelly as 

the “emotional experience of constructing meaning from new information.”  

Personal construct theory does not mean learning happens alone but as also referenced in 

Kuhlthau is Vygotsky and his proximity theory of how learning will be more beneficial with a 

guide or personal assistance.   

Chapter 2 

 Literature Review 

 Library and Information Science Literature has a long history of various studies covering 

usability studies, information search, and retrieval. One common theme is libraries have the 

resources and have challenges to get their constituency to locate sources and to navigate once 

users are at the site. Also, the desire or motivation to use the resource. The literature review will 

explore studies about the specific population for this study, community college students as well 

as present information about the usability of the online academic library.  

Community College Students 
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 Community colleges are two-year colleges that offer programs to the residents in the 

county, region or community (Campbell, 2016). Community colleges provide a variety of 

options including two-year associate degrees, certification, and skills training such as English as 

a second language and even be pursuing a dual degree program with local four-year colleges and 

universities. According to a 2012 American Association of Community Colleges report, 

approximately 50 percent of undergraduate students are attending any of the 1,167 community 

colleges in the United States (Campbell, 2016). There are 19 community colleges in New Jersey, 

and according to the New Jersey Council of County Colleges, there are over 2,000 programs 

(NJCCC, 2018).  

 Community college students are as diverse in their demographics as they are in the areas 

of study. The students are at different stages in their lives and their differences in comfort levels 

with using technology and the library. There are limited studies throughout the literature that 

focus on the information literacy skills of community college students and how the academic 

library plays a significant role in supporting students during their time as a community college 

student. (Nelson, 2017). The federally funded, Institute of Museum of Library Services (IMLS) 

awarded a $449,000 grant to the Northern Virginia Community College Annandale Campus of 

six partner community colleges a $449K to research and develop plans on how to improve 

library support for community college students (IMLS, 2017). Coates (2013) ran a pre and 

posttest to gauge the student’s perceived and actual information skills and found there is a 

difference and there is a need to complete future studies about community college students and 

their information literacy skills 

 Swanson, Hayes, Kolan, Hand and Miller’s (2017) usability study about community 

college students concludes students are not prepared or do not have the “mental models” about 



USER EXPERIENCE                                                                                                                7 
 

the research process, and that is imperative at this stage to provide information literacy 

instruction. The students had to answer questions by locating items on the website. The students 

moved quickly through the text and web pages and did not read deeply.  

Usability 

 Pruett & Choi (2013) discuss how to measure the usability of library websites and include 

details covering the principles of effectiveness, efficiency, and as referenced in Pruett & Choi 

(2013) cite Quesenbery’s (2011) additional measures known as the “5Es”: effectiveness, 

efficiency, ease of learning, error tolerance, and engagement. The U.S. Department of Health and 

Human Services also the recognizes the significance of efficiency and ease of use 

(Usability,2018). Effectiveness refers to completing task and efficiency refers to how a user can 

navigate the website and satisfaction in if users are happy with the website.   

 Rutgers University Libraries created a library research guide commonly known as a 

LibGuide which focuses on where to add or embed library resources to a course using various 

LMSs such as Blackboard, Canvas, Moodle and Sakai (Rutgers, 2018).  

Another aspect of usability is the user’s motivation—who is using the website and why? 

Gottfried (2011) research identifies how business students are the most frequent users of library 

resources. Gottfried also mentions distance learners because they may never see or use the 

physical library. The usefulness of all the elements of the library website come to question as to 

the effectiveness of tools such as tutorials and research guides. His research uncovers the users 

need for advanced personalized or customized tools along with popular search engine 

integration. Though Gottfried only focuses on business students for this study, the findings 

would apply to all researchers. One of his main results was few libraries (21.6%) of those 

included in the study offered tutorials of instruction directly from the list of database links— “it 
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is a lost” opportunity to provide instruction when a student may need it at the time.  Libraries 

provide some of the best resources, but students struggle in finding them and once they find them 

not knowing how to use them for one because there is a lack of consistency in the terminology 

librarians use to describe various resources.  

 Aharony (2012) performed a content analysis of academic library websites which he 

refers to as the “virtual public face” and cites several studies that conclude library websites serve 

four core purposes: information, reference, research, and instruction. Aharony also mentions 

another aspect of how the library can use their website as a marketing tool to communicate 

library services and events.  

Findability and Accessibility 

 Librarians, web designers, instructional designers can spend plenty of time and money to 

design a perfect site but ultimately it is the users who are the foremost evaluators of the website 

and findability is the main component of a successful academic library website. Mvungi, de 

Jager and Underwood (2008) study the organization or the information architecture of the 

academic library website. The authors also discuss the Information Architecture Institute 

definition that information architecture or IA is the art and science of organizing and classifying 

information to increase findability while balancing user need content and context.  

 Dermody and Majekodunmi (2011) study how students find it difficult to search the 

databases in general, there is a need for more studies and attention to students with reading print 

disabilities to incorporate the database design and print readers to ensure technology is not a 

barrier to students with print disabilities. 
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Marketing 

 For quite some time the academic library website is not the go-to source for information. 

Libraries and the institution make a significant investment in library resources and must compete 

and market their services. Anwarul and Jaber (2014) find academic libraries do not promote their 

websites well and must use the website as a marketing tool and ensure a prominent place in the 

institution’s website. Bomhold (2014) also recommends that libraries must incorporate mobile 

“on the go” users in their website design and need to change to become the “go-to source” for 

quick, mobile information. Again, understanding the user is key to strategies to improve the 

website as well as to market the website. Pant (2015) discusses how the website architecture 

should facilitate easy access to resources and to be more “user-centered” by including the six 

elements of usefulness, efficiency, effectiveness, learnability, satisfaction, and accessibility.  

 Wilson (2015) discusses Bao’s (2000) research which studies college and university 

library home pages to study the placement or the linking of the library website about the 

institution's website. In this study, Bao concludes the placement of the library website depends 

on the academic disciplines of the institution rather than the placement of the library link. 

Librarians and their institutions need to explore more website design strategies. Bao concludes 

the direct link to the institution’s website will naturally increase visibility and position libraries 

in a better spot to market their services.  

The Need for the Study 

 Though the goal of library services is to guide users to the resources they need, the 

modalities have changed—technology has popularized remote services such as chat, texting, and 

use of librarian content creations such as tutorials and research guides (Bandyopadhyay &Boyd-

Byrnes,2016). Libraries continue to subscribe to high-cost database research products. 
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Interoperability is a consideration when working within the confines of an LMS—just as 

physical spaces, real estate on the institutional website may not be an element under control by 

the library. If getting to the library website is difficult and once there, if the users cannot match 

the resources with their needs, then the students may use the freely available resources via the 

Internet.  The goal is to provide the best possible user experience by understanding how users 

interact with the institutional and library website.  

Chapter 3 

Methodology 

 The purpose of this descriptive exploratory qualitative study is to discover how 

community college students locate and navigate the library website to improve the user 

experience and to support the use of library services. The participants will be students from the 

community colleges which agreed to be part of the study. User experience research usually 

involves action research, task completion, observation or a form of usability testing and that is 

determining the research design of this study. 

Participants 

 The population for the study is the purposeful random sampling of community college 

students in any of the 19 community colleges in New Jersey. Patton (2016) states a purposeful 

random sample applies when there is a possibility to collect more cases or people during the 

study but also adds credibility to the study if there is a small sample from a large selection. With 

approximately 217,050 community college students (the State of NJ, 2017), using a 95% 

confidence interval and 5% margin of error, the recommended sample size is 384 using the 

Qualtrics Sample Size Calculator (Qualtrics, 2018).  The community college administrators will 

also need to consent to the study. The reason for this selection is the participants are starting their 
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academic careers and are new to the college experience. As referenced in Croxton (2016) 

according to a National Center for Education Statistics (NCES) 2014 report, undergraduates 

from 18 to 24 get their information via Google and are satisfied with mediocre, easily accessible 

sources which are less credible than the data from library databases.  

Procedures 

 The first phase of the study will involve an email to the New Jersey Council of County 

Colleges requesting participation and support of the study. If email is the best method of 

communication, then the next step is to contact the academic library deans and directors of the 

19 community colleges via email which will be a request for participation and to ask permission 

to recruit students for the study using library marketing methods. Additional data collection for 

this study will include focus groups at each institution, where students will then complete than 

complete information seeking task and an online survey, then discuss their experience. Following 

approval from the dean, students will receive an invitation to sit for a 60-minute session to 

answer brief questions, complete a task, and complete an online survey. The focus group is the 

most effective method of reaching the recommended sample size. Also, one purpose of the focus 

group is to collect shared understanding from a purposeful sample (Creswell, 2015). 

Duncan and Durant (2015) completed a usability study of the library website using a focus group 

of a maximum of five students per session. The participants will consent to be recorded during 

the session.  

 The final phase of the study will be an evaluative study of the participating academic 

library websites within the LMS. Evaluation of the websites will involve both the public view 

and the authentification view. The goal is to view the placement of the library website access 
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points and marketing of its services about the LMS in addition to evaluating the availability of 

online support and tutorials.  

Note: All the questions are not directly from any survey. Unless cited the survey, questions are 

adapted and modified from the researcher’s experience in the field and place of employment.  

The Focus Group Session 

 The students will be seated in a computer lab and plan to have a maximum of eight 

students per focus group session (Guest, Namey and McKenna, 2017). The session will begin 

with the following statement (adapted from a work-related study):  

“Thank you for volunteering to participate in this study. The purpose of the study is to test 

the placement and basic functionality of the library website. There are no incorrect 

answers or mistakes you can make during the session. We will request you to complete a 

survey on your own, then to proceed to complete a task, then we will conclude with the 

focus group discussion. Your participation in this study is completely voluntary. We 

request you sign a consent form which allows us to record and use the data from today’s 

session.” 
 

Please complete the following survey on the computer- the link is already on the screen:  

https://njcu.co1.qualtrics.com/jfe/form/SV_bqtiXf6bYcOlGQd 

 

Students will then be asked to complete the following task: 

Go to the LMS, locate and access the library website, then locate and review any Research Guide 

 Describe each step of the process. 

 Rate your success in completing each step on a scale of 1–5: 

1 = unsuccessful 

2 = not very successful  

3 = somewhat successful  

4 = almost successful 

5 = successful 

 

 (Clunie, & Parrish, 2018; Samson, Granath, & Alger, 2017) 

Limitations and Potential Problems 

https://njcu.co1.qualtrics.com/jfe/form/SV_bqtiXf6bYcOlGQd
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 There are many phases to the study and time may be a constraint. The data relies upon 

participation from the community colleges. The institutions will be allowing recording of the 

focus group sessions and allowing observation of the institutional LMS. One of the major 

problems is by the time of completion of the study there is the probability of changes to the LMS 

and library website—this is an expectation. However, learning about the user experience and 

navigation is still relevant to determining user behavior and preferences. The goal is to meet the 

objectives of the study which is to learn more from the user, the especially with this student 

population which may not have experience with college-level research. 
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APPENDIX B 

CITI Certificate 
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APPENDIX C 

Adult Study Consent Form (Sample) 
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APPENDIX D  

Online Survey Questions via Qualtrics 

Online Library User Experience 

 

Start of Block: Default Question Block 

 
Q1 Browser Meta Info 

Browser (1) 
Version (2) 
Operating System (3) 
Screen Resolution (4) 
Flash Version (5) 
Java Support (6) 
User Agent (7) 

 

Q2 Please enter the name of the school you are currently attending? 

________________________________________________________________ 
 

 

Q3 Have you used the online library? 

o Yes (1)  

o Probably yes (2)  

o Might or might not (3)  

o Probably not (4)  

o Not (5)  
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Q4 Where would you like to access the library website? 

▢ From the School Welcome Page (1)  

▢ A link from within each of my classes (2)  

▢ A separate website (3)  

▢ From both the welcome page and within my class website (4)  

▢ I do not need to access the library website (5)  
 

 

Q6 Please indicate below how often you use the onsite, physical library. 

o Daily (1)  

o 4-6 times a week (2)  

o 2-3 times a week (3)  

o Once a week (4)  

o Never (5)  
 

 

 
Q5 What type of information do you look for on a typical day (i.e. using Google to search for movie 
reviews, directions, health information) Please describe below. 

________________________________________________________________ 
 

 

 



USER EXPERIENCE                                                                                                                30 
 

Q7 Please indicate how much you agree with the following statement: I am confident in finding all 
the information I need on the school website. 

o Strongly agree (1)  

o Agree (2)  

o Somewhat agree (3)  

o Neither agree nor disagree (4)  

o Somewhat disagree (5)  

o Disagree (6)  

o Strongly disagree (7)  
 

 

 
Q9 What is one word you would use to describe the library in general? 

________________________________________________________________ 
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Q10 Before we move on to the worksheet, please look at the page below (This is a heat map). 

 
 

End of Block: Default Question Block 
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APPENDIX E 

 Focus Group Questions 

 

1. What is your impression of the location of the library website? 

2. How did you access the library website? 

3. Have you accessed the library website before today? If so, was this a class requirement? 

 

4. How would you compare finding the information on the library website to finding 

information in Google? 

5. Why do you think students may go to Google before searching the library website? 

6. Is the library homepage easy to view and navigate?  

 

7. What information would you like to see on the website?  

8. If you could make one change to the library website, what change would you make? 

(Please answer one at a time) 

 


