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Outcome-Based Evaluation and MINITEX Services

MINITEX  Survey of End Users about Interlibrary Loan 

By Bill DeJohn

In 2003, MINITEX commissioned a study about the application of outcome-based evaluation (OBE) for several
MINITEX services.  Part of the impetus for the study came from guidelines of the Institute of Museum and
Library Services (IMLS), the federal agency that provides LSTA (Library Services and Technology Act) grants
through the Minnesota State Library.  Each year, MINITEX receives over $1.3 million in LSTA funds from the
State Library to provide its Document Delivery and Reference referral services and ELM training to Minnesota
public and school libraries and to support licensing of databases for the Electronic Library for Minnesota (ELM).
In the case of Reference referral and ELM training, the funding also extends these services to academic and 
special libraries. 

IMLS has directed that libraries receiving these grants should begin to place greater emphasis on identifying and
measuring the benefits to “end-users” of services they provide.  IMLS defines “end-user” as the library patron –
that is, the persons who receive library services. In particular, the IMLS has directed the use of outcome-based
evaluation (OBE) to measure the end-user benefits from funded services.

Outcome-based evaluation presents the question:  “What has changed as a result of our work?”  Look, for 
example, at the national United Way website, which has extensive resources on OBE, and you will see that it
defines Outcomes as:

benefits or changes for individuals or populations during or after participating in program activi-
ties. They are influenced by a program’s outputs. Outcomes may relate to behavior, skills, knowl-
edge, attitudes, values, condition, or other attributes. They are what participants know, think, or
can do; or how they behave; or what their condition is, that is different following the program”
(See: http://national.unitedway.org/outcomes/resources/What/intro.cfm) 

MINITEX contracted with the MN Department of Administration’s Management Division to carry out the 2003
study to identify possible OBE measures.  The report, which is available on the MINITEX website (see access
information below), suggests that a mix of OBE and traditional statistical performance measures best represent
the results of MINITEX’s work.
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One of the report’s recommendations was to use service evaluation forms and tie online services development to
end-user evaluation. For some MINITEX services, the end user is staff in the interlibrary loan and reference
departments in local libraries. However, the report recommended that we try to pilot test the surveys with 
end-users where possible.  So, for our initial OBE services test project, we decided to survey recipients of our
MEDD (MINITEX Electronic Document Delivery) service, since MEDD recipients initiate the request process
at their local library, and MINTEX provides a copy of the desired article directly to these end users.

We’d like to share information on the 2003 Outcomes study and our continuing survey of MEDD users:

Applications of Outcome-Based Evaluation to 
MINITEX Interlibrary Loan, Delivery, and Reference Services,

(Admin Minnesota, Department of Administration, Management Analysis Division, Aug. 2003)

This report gives a good overview of OBE in general and how it relates to Interlibrary Loan, Delivery Services,
Reference Referral, and Reference Training and the particular challenges associated with applying OBE to
MINITEX services. 

As stated in the report,
The purpose of this project was to assist the MINITEX staff to: 
• document interlibrary loan, delivery, and reference service components and expected changes 

in services based on foreseen trends and developments;
• identify end-user benefits and outcomes from the services;
• develop, pilot test, and refine survey instruments to capture and measure “end-user”

“outcomes;” and
• recommend tools and methods to gather this evaluative information on an ongoing

basis to address the directives of the funding agency.

The Management Analysis project team developed and pilot tested a survey instrument. Pilot test respondents
were from the Minnesota library community and included a diverse mix of people with knowledge of library and
MINITEX issues. According to the report, OBE concerns the review of programs while MINITEX ILL,
Delivery, and Reference Referral and Training are services. The approach in these surveys has been to incorpo-
rate “outcomes”-type indicators along with customer satisfaction indicators. This combination of factors pro-
vides a reasonable and appropriate perspective for evaluation of the services.

Also, the report said it is important to recognize that the primary basis for performance evaluation historically
used by MINITEX for its services – cost and efficiency measures – will and should continue to play a central
role in evaluation. Additionally, performance feedback information by libraries and library regional and multi-
type systems also comprise an important component of MINITEX performance evaluation.

This report is available on the MINITEX website at:
http://www.minitex.umn.edu/publications/reports/outcome.asp

You can download the full report (PDF, 399 KB, about 80 pages) or individual sections of the report:
•   Executive Summary & Introduction (PDF, 26 KB)
•   MINITEX Interlibrary Loan, Delivery, and Reference Services (PDF, 90 DB)
•   Outcome-Based Evaluation (PDF, 92 KB)
•   Conclusions and Recommendations (PDF, 88 KB)
•   Appendix (PDF, 105 KB)
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Survey of MEDD Users

We activated the survey of MEDD users on June 1, 2004, by linking the survey questions to the MEDD 
web page (http://www.minitex.umn.edu/docdel/medd/)  In this way, we thought end users could decide for 
themselves whether to take the survey, which consisted of questions developed during the survey in the 
MINITEX Outcomes report. Though responses were light during the summer, the number of responses doubled
after mid-August when academic institutions came back into session. The majority of the respondents have been
from academic libraries, which is no surprise. 

The questions are not specific to MEDD, although there are questions on format and overall process. 
The questions address:

• familiarity with MINITEX,
• how the user benefited as a result of using interlibrary loan services,
• how satisfied they were with ILL services,
• how valuable they thought MINITEX interlibrary loan services were to their community.

(We provide the user with a space to comment on anything they choose and were surprised and pleased that so
many people shared their comments because it begins to provide information on how “they” perceived that they
benefited from the service.)  

We appreciate the high level of satisfaction represented by this initial sample of end users.  It should be empha-
sized that these end users began the process within their primary library (which is where the interlibrary loan
process starts and usually ends). Therefore, when they are expressing high satisfaction with the service, they are
commenting on the whole process of interlibrary loan from when they left the request to receiving the informa-
tion. There are many local library staff who make the interlibrary loan process perform for the benefit of the user. 

In the case of users who were unsatisfied or very unsatisfied, which ranged from 2.4%-7.2% (or, 8 or 9
requests), it often is difficult to identify the source of their dissatisfaction because users may not have comment-
ed about their experience. We pay particular attention to negative comments so we can ensure that we have the
correct quality control processes in place and provide message capability so the end user doesn’t just give up on
the process. 

The following tally shows the survey results as of Oct. 20:

Interlibrary Loan:  How Are We Doing?
Responses from Users of MINITEX Electronic Document Delivery Service (MEDD)

(124 Responses between June 1-Oct. 20, 2004)

1. How familiar are you with the role of “MINITEX Library Information Network” in Minnesota’s system of
local, regional, and statewide partnerships for interlibrary loan?

• 21.0% Very familiar
• 50.8% Somewhat familiar
• 27.4% Not at all familiar
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2. As a result of using interlibrary loan services over the past year, how did you benefit (check all that apply)?
• 8.1% Provided relaxation/enjoyment/personal growth
• 74.2% Provided professional or work-related growth
• 73.4% Provided information for education and studies
• 0.8% Don’t know, I have never used interlibrary loan services before.

3. How satisfied were you with the following aspects of interlibrary loan services in the past year?

Received in time frame that met needs 
79.0% VERY SATISFIED
16.1% SATISFIED
4.8% UNSATISFIED or VERY UNSATISFIED

Information/item was relevant to needs 
80.6% VERY SATISFIED
15.3% SATISFIED
2.4% UNSATISFIED or VERY UNSATISFIED

Overall process 
73.4% VERY SATISFIED
18.5% SATISFIED
7.2% UNSATISFIED or VERY UNSATISFIED

Received in format desired 
75.0% VERY SATISFIED
17.7% SATISFIED
6.4% UNSATISFIED or VERY UNSATISFIED

4. How valuable do you think MINITEX interlibrary loan services are to your community and the library or
libraries that you use?

96.0% Very valuable
4% Somewhat valuable, Not valuable, or Don’t Know

5. From which type of library did you request this material through MEDD?
• 83.1% College/university library
• 4.8% Public library
• 7.3% State/federal government library
• 0.8% K-12 school library/media center
• 2.4% Hospital/health sciences library
• 1.6% Other
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Sample responses to the questions:

From library users:

• Because [my academic library] does not carry the Journal of Visual Impairment & Blindness, 
I was able to go through interlibrary loan to get articles for a class.  The University of Minnesota 
carried the journal, and I was able to get articles very quickly via my [campus] email.  This has been 
wonderful!

• Access to primary research articles is essential for my research and teaching.

• The loss of ScienceDirect means that I will be asking for even more copies of articles.

• It is very helpful and convenient for my job, which is faculty at a state university located in out-state 
Minnesota.  Also, in the past year it helped me to complete a doctorate at the U of MN.

• I have been able to get copies of professional articles for my work online without going to med school
library, paying for parking, paying for copying and all the time it would take.  I have been able to get 
books and movies not owned by my local library system for personal use.  I have been able to help 
colleagues and family members with these as well.

• The resources I received were a great benefit to the papers and projects I have completed.  Delivery in
this manner (email) has been extremely convenient!

• MEDD documents help me keep up-to-date in my professional fields (school psychology, 
speech-language pathology).

• Access to book reviews of some of my favorite books (going back more than 50 years!) is both 
enlightening and satisfying.

• My textbook could not have been written had I had to travel to procure my articles – or if I had to rely
on the meager offerings from my library.

• Was able to develop some new ideas that resulted in a funded grant!

• Needed reprints of old research articles not generally available on web-based systems.  Service was 
very good; one article was available in 12 hours, the other two were available 24 hours after that.

• MINITEX has been absolutely invaluable in research and teaching, allowing me to provide students 
with materials and information otherwise unavailable and to conduct research, which led to a book 
that will appear next month.

• MINITEX is absolutely essential to serious scholarship out here on the prairie.  It would be hard to 
imagine a modern college campus out-state without it.
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• Obtained data/studies needed to develop method for measuring wetland functions and values.

• It helped me find important articles to assist me in making recommendations re. ergonomics in local 
industries.  A very amazing service.

• [My academic library] has miniscule on-site holdings, so the ILL system is critical to both my 
research and teaching.  Literally could not be university without it.  Staff are always extremely helpful
with any problems.

• I am a librarian, a doctoral student enrolled in a distance education program, and a library user, so I 
use the materials for work, school, recreation, and other personal purposes.

• Enable me to virtually extend the resources of a smaller educational institution by tapping into the 
resources of allied institutions in a cost-effective manner.  That is, I did not have to travel and did not 
have to ask for personal service at the larger institution.

• This service allows me to obtain critical information to conduct my research in asthma at 
[my academic library].

• Need medical information for treatment of an autoimmune disease, Psoriatic Arthritis.

• My research is in history of physics; I use ILL to get primary and some secondary source material that
is not available in [my academic library].

• Essential for my research in 15th Century Art History.

• The service has enabled me to obtain articles to review and to use in preparation for my class 
assignments.  It is very much appreciate as I live quite a distance from Duluth.

From library staff:

• Provided necessary research material to member special library as well as verification to enable 
borrowing request.

• As a librarian, whose library is an access node into MINITEX, your ILL helps me help others in all 
the ways described above (referring to the ways identified in the survey questions).

• Thai cooking recipes and Thailand birthday celebration for gourmet cooking club.


