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“I don’t know where to go next.  So I’m just going to the 
search bar ‘cause that’s what I do when I don’t know.” 

 Users missed having the site search in the upper right of all pages, including the 
homepage. 

 Some users don’t notice search.   
 Most don’t think of it as a starting place but more of a safety net.   
 Some don’t trust it.   
 One participant worried that the Google icon in our site search meant it would 

search Google and felt nervous.   

Issue 1—Search 



Suggested Solution 
 Ensure we have a search in the upper right of all pages, including the home 

page. 
 

 Since we’ve had trouble with the alignment anyway, and users don’t care 
what’s powering our site search, we should remove the Google graphic. 

 

 Our page titles should 
be clear and 
descriptive in order to 
provide helpful search 
results. 



“’Services’ and ‘Resources’ are kind of very confusing for me.”  “There’s a lot of 
information and no grouping, so I have to use the ‘find’ [feature].”  (i.e., Ctrl + F)  

 They expressed confusion about the vague nature of “Library Services” and 
“Resources for You.”  They couldn’t intuit which content would be in which place. 

 “Libraries, Centers, and Museums” is a lengthy label that several participants 
misunderstood while scanning for something simple and straightforward like 
“Locations.” 

 They looked for jobs in the footer. 
 They expected some contact information to be in the footer. 
 They looked under Media Services to find laptop checkout information. 

Issue 2—Navigation and labeling 



Suggested Solution 
 Revisit all navigation labeling to ensure we are labeling intuitively, grouping 

logically, and giving top billing to only the most important sections. 
 

 Revisit all content on top-level pages to remove redundancies and ensure the 
information users want is in the places they expect. 
 

 



 Many users accidentally clicked on UT’s home-linking graphic instead of the Library’s 
home-linking graphic.  They expressed they often do this, which is frustrating.  One 
pointed out it’s especially easy to do because we have Libraries navigation on the 
same horizontal line with the UT graphic. 

Issue 3—Wordmark placement 

Suggested Solution 
 Investigate ways to prevent users from accidentally clicking on UT home, when 

they want the Libraries home.  Make the Libraries homepage logo 
distinguishable from the UT homepage logo by displaying them in distinct 
physical locations on the site. 
 

 



 Users didn’t have good experiences with the audience-based browsing options (For 
Undergrads, For Grads, etc).   They didn’t expect to find audience-based options 
under the “Resources For You” label and then ended up guessing (incorrectly) which 
section things would be in.  Some looked under “For Staff” to find staff contact 
information.  None found the wealth of helpful content that lives a level down in the 
For Undergrads page. 

 Users didn’t notice the links under “For Students” nor intuitively think to look under 
“For Undergrads” for citation information.  They most often looked under Research 
Tools for citation information.  Often they selected “Reference Sites” and made it 
only as far as locating the MLA handbook.   

 Users had difficulty finding Library Class information.  Some are looking for the 
human element and equate getting research help with contacting a person or taking 
a class.  They looked under Research Tools, Library Services, and Resources for You 
for class information. 

Issue 4—Audience-based browsing 



Suggested Solution 
 Redesign or eliminate audience-based browsing.  Integrate the useful content 

into the site in a different way. 
 

 Better feature Library class information and schedule. 
 

 



 They expressed dismay at long paragraphs of text.  They stopped as soon as they 
found some pertinent information and did not carefully read to the bottom to 
ensure they had all necessary information. 

 They largely failed the task on determining where they could return items because 
the first sentence on a long page of text says they can be returned to the library 
from which they were checked out.  Participants did not read further. 

 One participant who ended up on the News & Newspapers page said there was “too 
many options, I just give up.  I wouldn’t get weather here; I’d get it at weather.com.  
And why do they need so many [weather options]?” 

 They don’t like watching videos for instructional content. 
 

Issue 5—Web-appropriate content 

“Aw, I have to read.” 
 
“It’s a lot to read.  I’m 
not a reader; I’m a 
finder. 
 
“Oh, that’s a video . . .  
Dang it.” 



Suggested Solution 
 Recognize our tendency to sacrifice succinctness 

and clarity for thoroughness.  Recognize users 
want succinct and that our overall content goal is 
to remove unnecessary content and relegate 
rarely-needed content to places deeper in the 
site, which are still easily found via a strong 
“information scent.” 
 

 Charge our web authors with reworking their 
sections to use the language our users recognize, 
avoid clunky legalese (even in policy-type 
sections), speak conversationally, and write 
appropriately for the web by chunking 
information and utilizing bullet points, lists, 
headings & sub-headings, visuals, white space, 
and short clear sentences with most important 
information shown first. 
 

 “Returning Library Materials” section content 
should be reworked to eliminate long paragraphs 
and make less wordy. 
 

 



 Users were not aware of the concept of research guides and didn’t know where to 
find them.   
 None of the participants thought to look on the Chemistry branch site for tips 

on researching organic chemistry. 

Issue 6—Research guides 

“I don’t even know where to start on this.”  “Research guides . . .  That sounds 
interesting.”  “I don’t even know what these things mean.”  (Referring to the bottom 
boxes on the homepage)  “I feel like I’ve gotten as far as I’m going to, but I haven’t really 
found what I’m looking for.” 
 
“Classics resources guide?  Nooo . . .  I don’t think that will help.”  “I . . . don’t want to 
read all that.  Find help.  I want help.” 
 
“I don’t know where to go next.  So I’m just going to the search bar ‘cause that’s what I 
do when I don’t know.” 
 



Suggested Solution 
 Given users’ unawareness and tenuous grasp of research guides, it makes little 

sense to relegate them to branch sites.    Our research guides should be centrally 
located and highlighted on the homepage. 
 

 Utilize common elements on Research Guides, using the same visual template for 
all.  Work to constrain ourselves to featuring only the most important content, 
while providing the option to go more in-depth for those who want more. 
 

 Use one consistent term for help guides. 
 

 



 Users had major difficulty cancelling room reservations.  They looked for a “My 
Reservations” section, looked under “My Account,” tried searching for “cancel room 
reservations,” and even attempted to get cancel information via the confirmation 
email.  They located the correct page on which to find and cancel a reservation but 
they couldn’t figure it out. 

 There were some other minor usability issues with the Room Reservation system.  
These include: It can require up to 4 clicks just to access the reservation app, they 
wished for a date-picker, they got confused by having to uncheck the All box before 
unchecking other locations, and they wondered how to log out. 
 

Issue 7—Room reservations 



 “Eh.  I don’t like to read.”  “How do I reserve . . .  I wonder if that will tell me how to 
cancel.”  “I don’t want to browse; I don’t want to search.  I just want my reservation.”  
“Where is my reservation?  This is very frustrating.”  “It really feels like it should be right 
here” (referring to the “Group Study Room Reservation” page).  “I don’t want to fill out 
all that crap.”  Was looking for the word “cancel” instead of “delete.” 
 
“I’m gonna try to remember where I did this . . .  Dang.  Normally, there’s a thing that 
says, ‘View my reservations.’ (e.g., Gregory Gym)  Maybe I’m just not seeing it.  I can 
reserve it in less than two minutes . . .  I don’t know how to cancel it in less than two 
minutes.   
 
“I feel like I want to see a ‘My Accounts’ page.”  Upon checking e-mail:  “E-mail, you did 
not help me.”  “I had never done that before, but I assumed it would be . . . as easy as it 
was to reserve the room.” 
 



Suggested Solution 
 Redesign Room Reservations app and integrate with “My Account.”   

 
 It should be easier to get to the reservation screen.   

 
 Improve a few aspects of the form. 

 
 Include information on cancelling reservations on site and in confirmation 

email. 
 

 Add location information to the room reservations app so students know where 
to go after reserving a room.   
 

 Also include way-finding information in the confirmation email. 
 

 



 Participants had trouble locating a specific online map.  Issues that contributed to 
this:  
 Online maps aren’t searchable in catalog or scoUT 
 Users don’t realize we have an online map collection separate from the 

physical map collection and don’t understand why an online collection would 
be associated specifically with the physical location PCL. 

 No ability to search within the online maps section 
 Our ALL search does not include site search.  If it did, and the results were 

grouped well, users may be able to locate online maps that come up via the 
site search. 

 Participants rarely noticed or used the left navigation on the online maps 
section. 

 Users also expressed they wouldn’t use the library site to find online maps. 
 

Issue 8—Online maps 

“Why would I use UT Libraries for that?”  Uses Google to search. 
 
“I’m tempted to jump off to Google, but . . . Okay!”  After trying to search for “Mexican 
geography” in the “All” tab, participant is unsuccessful.  “I’m tempted to stop and search 
in Google.” 
 



Suggested Solution 
 Make online maps searchable via scoUT and catalog. 

 
 Redesign the online maps section to address the issues found in testing, make it 

more visual, and give us the opportunity to reuse/repurpose map content. 
 

 



 They expressed confusion about the HDI wiki.   
 They didn’t notice the search option.  
 They thought it was a short list of topics.   
 They didn’t understand why it exposed the term “wiki.”   
 They expected it to be like a FAQ. 

Issue 9—How Do I Wiki 



Suggested Solution 
 Redesign the HDI wiki and/or determine the best way to make the content 

available.. 
 

 

“This is just not a helpful landing page.”   
 
“I know ‘How Do I’ doesn’t have much information.”   
 
“I’d rather see all the topics.  After showing the participant all of the topics:  “Oh!  That’s 
what I was looking for!” 



 Call numbers are confusing. 
 It doesn’t make intuitive sense that the call number is the key to the location.  When 

they did locate stacks guides, they had trouble deciphering them. 
 

Issue 10—Call numbers 

“I never know how to translate these bad 
boys.” 
 
“I’m not quite sure what those [call] 
numbers mean.  BUT!  I know that those 
are the letters on the shelf.”  “I would 
probably come in and look at the maps 
ya’ll have right when you walk in.” 
 
“Is there some kind of map or . . .?” (On 
the” Group Study Room Reservations” 
page) “I would just give up here and go 
there and just find it myself.” 
 
 “I would just go there and wing it.” 
 



Suggested Solution 
 Redesign stack map and call number information.  This information should be 

better integrated where users need it and easier to understand. 
 

 When it comes to way-finding within a building, users said they would figure 
out which floor or general place they need to go, and then figure it out more 
specifically when they get there.  Perhaps we need to concentrate on pointing 
them in the right general direction.  Physical way-finding help remains 
important. 
 

 In the catalog, consider making the call number link to a redesigned stack 
guide/way-finding help instead of to a page that shows a list of nearby call 
numbers.  Users didn’t understand that page or find it useful at all. 
 

 



 Users were not familiar with the term “Interlibrary Services.”  Misinterpretations 
included a service that allowed borrowing between UT branches or a way to get 
online delivery.   

 Users found the registration step in Interlibrary Services confusing. 
 Users had difficulty choosing between redundant links in Interlibrary Services 

request form.  They went around in circles on the ILL task. 

Issue 11—Interlibrary Services 

“It says that I can do that, but I don’t see anything specific about how I can do 
that.”  Confused about whether she is “joining” or just wanting to use the 
services.  (Whether she was another institution that wanted to join the service 
or just a user requesting a book.) 
 
“I would for sure be quitting right now.” 
 
“I’m not sure if it would be an online book or if it would be delivered or what.” 
 
“Interlibrary Services!!!  Nah, I bet that’s just on campus . . .  Moving on.” 



Suggested Solution 
 Redesign to make this section clearer and shorten or eliminate the registration 

requirement if possible. 
 



 They struggled to locate information on an item reserved by a professor.   
 The catalog requires professor searches to be “last name, first name” but does 

not indicate this. 

Issue 12—Course Reserves 

“I have no idea how to go 
about doing this.”  “Where’s 
my search box?!  That saves 
me every time, and it’s 
gone!”  Goes to Life Science 
Library:  “This is not helping 
me.  This is not helping me 
at all.” 



Suggested Solution 
 If the Reserves search within the catalog can’t be reconfigured to better handle 

“first name, last name,” find a way to make it clear that users must type “last 
name, first name.” 

 



 Users didn’t notice when books were in library storage or understand what that 
meant.  They expected to be able to ask for books at PCL help desk and find them 
somewhere in PCL. 

Issue 13—Library Storage 

Suggested Solution 
 When a book is in storage, the location information should not say that it’s in 

PCL stacks.   
 

 If possible, the link to Request the book from storage should be in the Location 
information. 
 

 

“That’s confusing . . .  I 
don’t really know the 
letter/number 
combinations.”  “If 
anything, I would just go 
to the PCL – to the front 
desk – and ask around.” 



 Users found it odd to have to log in multiple times during the session (ILS, My 
Account, Room Reservations) 

 They didn’t like that navigation isn’t persistent.  (Changes in scoUT, Catalog, Find  a 
Journal, Room Reservation App, etc,  and varies from branch to branch.) 

 Users expected integration of Ask a Librarian and staff contact information. 
 Users expected Room Reservations to be integrated into My Account and looked 

under My Account to view/cancel reservations. 
 Lack of integration of floor map information with study room reservation 

information prevented users from easily identifying where they would go on a given 
floor in order to find a particular study room. 

 Expected other branch pages to look similar to PCL page. 
 

Issue 14—Site integration 

“Seems like since I already entered my EID, it shouldn’t ask again.” 
 
“In my dream world, I’d want the library site to be more personal.” 
 





Suggested Solution 
 Better integrate Ask a Librarian, staff contact information, subject specialist 

information, and research by subject information. 
 

 Integrate more into My Account.  Room reservations, ILS, Catalog/Summon 
lists, Fines/fees incurred. 
 

 Better integrate content that is related in users’ mind.  For example: 
copying/printing/prices/computer usage/laptop information and 
checkout/wireless information 
 

 Integrate Research by Subject content and Databases by Subject content 
 

 Improve consistency between branch pages. 
 



 Hourly/work study application did not specify date format.  

Issue 15—Forms 

Suggested Solution 
 All forms on the site should specify entry formats and provide helpful error 

messages if incorrect formats are used.  All forms should allow online input & 
printing/saving. 

 



 The multiple reservation apps on FAL present the possibility of choosing the wrong 
one for the task at hand.  One user found the seminar room reservation form, which 
made him uneasy.  He misinterpreted some of the design. 

Issue 16—Multiple Reservation Apps 

Suggested Solution 
 The seminar reservation form should either live elsewhere (staffweb?) or be 

clearly differentiated from the group study room form. 



 There are some inconsistencies between floor maps.  One example: “group study 
area” gets a color code in the legend for FAL 3rd floor but not for FAL 4th floor.   

 Our current floor maps are accessed extremely infrequently. 
 All the text on the campus Libraries map is too small to read, even when enlarged 

on the screen. 

Issue 17—Library Maps 

Suggested Solution 
 If we keep a page like the library maps page, redesign it so all 

the text is large enough to be legible. 
 

 Keeping in mind the Google Indoor Maps pilot, determine 
the best way to make floor maps available in a way that 
assists with way-finding and meets fire code requirements.  
Assess how other university libraries handle floor maps. 

“Finding libraries on the 
map wasn’t helpful at all.” 



 Having a site section about locating Electronic Books as a separate task from finding 
other materials suggests that EBooks can’t simply be located via the catalog or 
scoUT. 

 Although Users had no difficulties pulling up an EBook on the screen once they had 
located it via scoUT or the catalog, those who went the Find a Book > EBook route 
went down a rabbit hole with no search options. 

 One participant wondered about the loan period and potential for fees on the 
eBook download.  He said he wouldn’t want to forget about returning it and end up 
with a bunch of fines. 

Issue 18—Ebooks  

(After trying several options on Find an eBook page, gives up) “Not totally sure where I 
would go.” 



Suggested Solution 
 Consider removing the Find a Book > EBook section.  If it’s high traffic or deemed 

important, add a scoUT search widget that’s been pre-filtered to EBooks. 
 

 Reassess how we provide information on finding specific content types (books, 
eBooks, articles, journals) given our newer tools that search across content types. 



 One user mentioned being dismayed at the absence of a search box on the Geology 
Find Articles page.  This confusion happens when we’ve got a dozen different 
sections that talk about a topic like finding articles but each treat the content in a 
different way.   

 We have confusing inconsistency between our branch pages. 

Issue 19—Branch site inconsistency 

Suggested Solution 
 This is one example among many where we should centralize general information and 

put subject specific information in research guides, which should also live centrally. 
 

 The branch pages should be consistent and focus on staff, hours, location, building 
information, etc.  General research help should live centrally on the site.  Subject-
specific research help should also be accessible centrally and follow a recognizable 
template.  



 Users were searching for information on “contesting” or “disputing” fines.  None 
searched under “appealing fines.”   

 None could locate the buried information on contesting a fine.  Some looked under 
“My Account.”   

 One asked how fines, fees, costs, and charges were different. 

Issue 20—Hidden, confusing content 

“Must be here [My Account], if it’s relevant to me.” 
 
“Whoa, there’s a lot of information here [Paying Library Bills].”  “If I can’t find the 
information within five minutes, I would just ask someone.”  “I think I would just go to the 
counter and ask the person there.” 
 
“Although I know if I want to dispute something, I’d have to talk to someone.”  “At this 
point, I’d probably give up and talk to someone.”  “Oh!  Or I’d chat!  Can I do that?  I love 
chatting!”  “I love chat options.”  “I’m sure I could’ve gotten to the link via the chat.” 
 
“I’d probably come in and talk to the person at the front desk.  I mean, there’s only so much 
information. I can find online, and I’d probably have to come in anyway to show my ID or 
something.” 
 
“Fines, fees, and costs . . .  Are they all different?” 



Suggested Solution 
 Unbury information on fines, un-legalese the section, and use users’ target words 

(“contest” or “dispute”). 



 They wondered what “networked printing” meant and generally had difficulty 
understanding the price list for printing and copying, due in part to the spacing 
between the list of services and the list of prices. 

Issue 21—Confusing content 

Suggested  
Solution 

 Redesign the copy/print 
section.  Make pricing easier 
to understand and logically 
group key content. 
 

 Clearly explain the difference 
between self-service and full-
service copying and printing 
costs. 

“It’s a dollar, but I don’t really think it’s a dollar because I’ve used it before, and I don’t 
think it was a dollar . . .” 



 They were leery of the Suggest A Purchase option.   
 One participant assumes she’d have to make a good case for the library to purchase 

the book and/or that it would have to be in her subject area. 

Issue 22—Suggest a purchase 

Suggested Solution 
 Add some more information about the purpose of this service, chances of 

approval, average turn-around time, etc. 

Participant would use Amazon first “’cause a lot of it is free.  Honestly, I would rather 
pay 75 cents rather than come here and pay for parking, etc.”  “I would check to see if 
other libraries had it.” 



Some Good News 
 Users easily found and very much appreciate the Ask  A Librarian service. 

 
 Users easily found a list of databases by subject, mostly via the DATABASES tab. 

“So I like this a lot.  I think 
IMing is the customer 
service of the future.” 
 
“I think ‘Ask a Librarian’ is 
very useful.” 
 
“I like the IM thing.” 


