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TRAINING STUDENT WORKERS WHO HAVE BEEN SHOPPED

FLORIDA INTERNATIONAL UNIVERSITY / HUBERT LIBRARY
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* 3 Rounds of Secret Shopping
e Student Training
* Changing Reference Service Models




Volunteers from campus
S5.00 Starbucks Card

All library employees notified about program

Assigned Questions /Likert-type questionnaire

il - Face-to-face or telephone

23 volunteers



X




= Secret Shoppmg Round 1 Fmdmgs Ly
‘%‘gb .\3 & 7,‘ 5 @)‘ (—i%"l - '
[V, & N

BOHY oo

- L J Q
) A .‘n.-. - P‘.’ - — F
) s L S (] (9 A

How would you describe your 19.59
experience at the library service desk? i
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Not happy Barely Somewhat
at all Happy Happy
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Hello to more work for
work-study students!
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' ) Secret Shoppmg Round 2 Results
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How many people helped you
answer your question(s)?

More than 2
people
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Declme in Staff Enthus|asm
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Somewhat Enthusiastic or
Enthusiastic or Very
Enthusiastic
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How much time did it
take before you got
the help you needed?

Round 1
Round 2

Toomuch  Moretime Sometime Verylittle No time at all
time than time

warranted \
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How satisfied were you
with the answer/

information you got?
Round 1

Round 2

Not at all  Barely Satisfied Somewhat Satisfied Very Satisfied
Satisfied Satisfied
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Secret Shoppmg Round 2 Results N\
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How would you describe
your experience at the
library service desk?

Round1 =
Round 2

Not Happy Barely Somewhat Happy Very Happy
at all Happy Happy
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Student Training Program

Telephone
Etiquette
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Role PIaymg

How to vz fp* = How to

Find Books c ' Find
- Articles

: 3-minte Rule

Information Literacy
& Critical Thinking

Assessments
Pre & Post
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“\“‘ Were you referred to another person for help with your questlon? '
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How many
~ people helped
,; you answer
your
guestion(s)?

/ r
// M 1 person

M 2 people
More than 2 people

Round 1 Round 2 Round 3
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Somewhat Enthusiastic or Less  Enthusiastic or Very Enthusiastic
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Findings & Anecdotes
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Some Direct & Poignant Comments
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Findings & Conclusions
¥ 4 Wie
3ining*eeds to expand to full-time

ployees



L)
/.
leL
Nq-?
| s '

t:i ! 7 ..,' .\_




THANK YOU!!!

QUESTIONS? COMMENTS?
SUGGESTIONS?
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SarahJ Hammill
hammills@fiu.edu
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