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ABSTRACT One of the most fundamental components of archival and man-
uscript programs is the service offered to users. Despite the centrality of use
to archival work, it has been, until recently, largely neglected. This article is
intended to: 1) convince archivists that analysis of use deserves greater atten-
tion; 2) outline methodologies for regular analysis of daily use and for special-
ized studies of specific aspects of reference service; and 3) provide examples
of results of both kinds of user studies.

One of the goals of the current "archives and society" initiative promoted
by the Society of American Archivists is to secure a better public understanding
of archivists, archives and their importance to everyday life. A key element in
the current campaign is to make the public aware of who archivists are and
what they do. Success in gaining the public's attention may cause unforseen
problems unless archivists can formulate careful answers to the public's ques-
tions. Once a curious public begins to notice archivists and wants to know what
an archivist is, each archivist had better be able to provide an answer that an-
ticipates the inevitable retort, "so what?"' '

One of the best and most interesting ways to tell someone "what archivists
do" is to describe the use of archival and manuscript holdings. This presents
an activist image that can counteract substantially the stereotypical view of
squirrel-like archivists lurking in basements, moving dusty boxes from shelf to
table and back again. Explaining archival and manuscript work through
description of use is far more effective than pointing to the challenges of apprais-
ing and preserving documents for some indeterminate future. The more
archivists know about the use of their holdings, the more ammunition they will
have in the battle to convince people that archives really matter.2

As much as one might hate to admit it, archivists exist within a utilitarian
society, and they must be able to demonstrate that what they are doing is worth-
while - that there is a purpose to the preservation of archives and manuscript
collections. Unfortunately, while many archives have a few numbers to show
that their holdings are used and there is little systematic ongoing analysis of
statistical and textual information about use. As a result, most archivists' un-
derstanding of the use of their holdings is sketchy at best, and thus they are
hampered in making program modifications intended to increase and facili-
tate use. Moreover, they are depriving themselves of an important tool to justify
programs and secure greater resources.

For the purpose of this article, use will be defined as the retrieval of infor-
mation from archival and manuscript holdings, finding aids, reference tools,
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and staff memories - in other words, reference service. Any such retrieval of
information, regardless of its purpose (eg., research for publication, genealogy,
administrative action, or personal curiosity) should be considered as use.

On this basis, use or reference service should be distinguished from other
services an archives or manuscripts repository may render, such as records
management, historic sites interpretation, or public programs. Use, then, is one
of several functions an archival or manuscripts program may fulfill in addi-
tion to preservation, administration, or research. It should however be consid-
ered as a primary function.

Underlying these comments is a conviction that use is the core function of
archives and manuscript repositories. When one examines archives in the light
of the broader society in which we live, it would be foolhardy for archivists
to deny that preservation without use, or the reasonable prospect thereof, is
untenable. In this context, the archival profession has a responsibility to ana-
lyze and understand this core element of its mission. The need to examine use
is even more compelling as archivists seek to obtain a broader public recogni-
tion and understanding of archival work.

Statistical Measurements of Use

It is important to develop and maintain systems for the ongoing measure-
ment of use for several reasons. First, a user tracking system provides important
information for program justification. With data on the use of archival and
manuscript holdings, an archivist is in a strong position to explain and docu-
ment the utility of the program to administrative superiors. Many adminis-
trators do not understand readily the intangible benefits of archival
preservation, but they often can be persuaded by solid data on use when
requests are made for expanded budgets or for support for policies that advance
the archives' basic goals.

Second, data on, and analysis of, users provide information that is valuable
for key archival operations such as appraisal, arrangement and description.
For example, if use data show a high level of research in photographic materi-
als, archivists may want to revise appraisal decisions which otherwise would
destine for destruction a mediocre collection of a local amateur photographer.
If use patterns show large numbers of patrons requesting biographical infor-
mation on short notice, archivists will want to develop arrangement and
descriptive techniques to speed access to appropriate holdings.

Third, user studies and analyses provide information for internal adminis-
trative purposes, such as staffing, space utilization, and storage locations. Data
on use may show that an academic archives experiences its largest number of"
patrons in mid-semester, but the largest amount of records used per patron
occurs during summer and semester breaks. Based upon this information,
archivists may want to schedule extra staff capable of handling large volumes
of ready reference service at mid-semester, and make sure that staff schedules
guarantee the presence of skilled reference archivists during vacation periods
when monograph and dissertation writers are involved in extended research
projects.

Data on use - especially if it is compiled at the series/collection level - can
help to determine shelving locations so that the most heavily used series or boxes
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are stored closest to the reference area. Most archivists think they have an
instinctive sense of what is used most, but without data to substantiate this
sense, they are working in the dark.

Finally, tracking use and users provides an indirect benefit, as it fosters an
understanding of research that can permeate archival staff and become a part
of ongoing operations. At the University of Illinois Archives, the process of col-
lecting and collating user data leaves the reference staff far more knowledge-
able about which holdings best answer patrons" questions. For example, to
collect information about subjects of inquiry, the staff often asks users ques-
tions which stimulate them to explain their topics in terms that suggest addi-
tional sources for their research. Clearly this is an intangible benefit which one
cannot plan on achieving, but it is real nevertheless.

What Should Be Measured and Analyzed?

Few archivists would dispute that both use and user studies are important.
However, when it comes to the issue of how use should be counted, there is
a cacophony of opinions. Present practice reveals a great deal of variance in
what is counted and what is done with the data once they are compiled.

Some institutions count numbers of questions, others count user days, num-
bers of letters received, in-person visits, and phone calls. For some reposito-
ries, the number of boxes or folders retrieved is the most important criterion.
For others, the number of books, articles, and dissertations produced is the key
statistic. Clearly, each measurement reflects archival services and attempts to
explain the relationship between the repository and its user communities. Un-
fortunately, no single one, by itself, provides a sufficient measurement of
research use.

Admittedly, the commodity one chooses to measure will have to vary to meet
the reporting requirements and programmatic priorities of one's parent insti-
tution. A government archives may need to focus on the sheer number of pub-
lic users while a local historical society may need to be far more interested in
the breadth of dissemination of information on its holdings through local pub-
lications and media projects. Although measurements may have to vary from
repository to repository, there are several commonly used statistics which are
less essential and problematic as indicators of use.'

Regardless of institutional setting, there are certain elements that should be
incorporated into all ongoing user analysis systems. These include:

1. Who uses the material? Most repositories can identify five or six catego-
ries of users that accommodate the diversity of their clientele. At the Universi-
ty of Illinois, users are divided into six different classifications: administrative
staff; faculty; graduate students; undergraduate students; public; and other
universities.

2. What are the purposes of the use? A fixed set of categories that can be
checked off in multiple-choice format will provide the best data for subsequent
analyses. Common purposes of use might include: administration; genealogy;
dissertations and theses; classroom or course paper work; personal; and research
for publication exhibit or performance.

3. What is the specific subject of inquiry of each user? What is the ques-
tion being asked of the archives? Researchers should be queried closely, but
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unobtrusively, about their topic of research. If a user indicates an interest in
a local art-deco movie theatre, one should inquire further to determine whether
the mechanical structure, exterior decoration, or program of entertainment is
the focus of study. Only through collecting and reviewing these kinds of data
on individual topics will archivists be able to obtain information for the
appraisal of new collections.

4. What records are used? Since a key goal of user studies is to understand
the use of archival holdings, it is essential that the data collection system rec-
ord exactly what holdings are used by researchers. This will be easiest if each
record series and manuscript collection has an identifying number. The use
of finding aids, reference volumes, and other supporting tools can be tracked
through utilization of standardized codes.

The following example should help clarify the elements about use of hold-
ings that are monitored at the University of Illinois Archives. A graduate stu-
dent working on a seminar paper inquires about archival holdings relating to
native American land claims in the 1920s. She cites an article in an anthropol-
ogy newsletter describing a collection of faculty papers held by the archives.
Following examination of the collection's finding aid, three boxes of the Julian
Steward Papers are retrieved for the researcher. The user registration card would
note the graduate student's name, address, and subject of inquiry; boxes are
checked off for the patron's status (graduate student) and purpose (course
paper); and the identifying number for Professor Steward's papers and a code
for the finding aid are recorded under the heading of "material used" Once
the user has written her name and address, the balance of the process takes
less than a minute, often less than ten seconds.

The Use of Information from User Studies.

There is more to user analysis, however, than merely collecting information
from patrons. If the process of gathering statistics is to be worthwhile, one must
invest considerable time in collation and analysis. Monthly and annual statisti-
cal summaries should provide tables showing the number of users as well as
the number of series, collections, finding aids, and reference tools used. These
data should be broken down into scparate columns for the type of user and
the purpose of use.

At the University of Illinois, reference statistics are tabulated monthly and
have been summarized on annual tables since the establishment of the Archives
in 1963. The following data from 1984-85 is illustrative of the detailed statistics
available on the Archives' users. In 1984-85, there was a total of 5,168 uses. Users
were divided into the following categories: graduate students - 26 percent
(1,325); faculty - 22 percent (1,134); undergraduates - 17 percent (859); pub-
lic - 14 percent (700); persons from other universities - 11 percent (583); and
administrators - 11 percent (567).

The data is also compiled into similar tables to illustrate the general purposes
of use They show that research for publication of exhibit was the most common
purpose (41 percent); followed by course papers (17 percent); personal (13 per-
cent); administrative (12 percent); classroom use (12 percent); and dissertations
and theses (5 percent).

At the same time that these detailed tables are prepared, the Archives com-piles data from user cards to show the number of times each record group was
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used. For example, during 1984-85, these data indicated that the five most
heavily used record groups were: Student Affairs and Organizations; Alumni
Association; Public Affairs; President's Office; and Board of Trustees. Finally,
the statistical analyses are supplemented by an annual review of all user cards
to prepare a list of all subjects researched and compile lists of the most popu-
lar topics of inquiry.

The accumulation of these data over a period of years provides a very solid
basis for analysis of trends and comparisons of types of users and types of
projects. Graphs have been prepared from the annual tables of types of users
and purposes of use These show, for example, a steady growth in undergraduate
and administrative users in the early 1970s, and a moderate decrease in faculty
use in the late 1970s. Despite these changes in the types of users, graphs illus-
trating the purposes of use indicate an increase in research aimed at publica-
tion projects. The key finding of this analysis, however, is that despite the
volatility of some user groups, the overall pattern reveals an increased use of
the archives by all groups.

Despite the detail provided by existing methods of collating and reporting
use data, the current system is being revised to permit retrieval and reporting
of information on the use of each record series and manuscript collection. This
will provide information on which specific series and collections are used most
heavily. For example, such detailed data may indicate that a collection quite
popular ten years earlier for research on campus architecture now is little used.
Obviously, such data can form a solid basis for appraisal and reappraisal
decisions.

Not all user analysis is statistical. The current annual list of research topics
serves as an outline of the kinds of studies that can be based upon the Archives'
holdings. Annual "popularity polls" may show trends in reference use, espe-
cially use that consumes much staff time. For example, if analysis of use data
indicates that genealogical inquiries are increasing, the archivist should review
existing reference tools to make sure that there are specialized finding aids to
guide patrons to the genealogical information they need quickly. Use data also
may be used as a way to monitor the creation and deletion of files from the
archives' vertical reference file of "ready" information on popular topics.

There are, however, several important issues which the above methodology
cannot address: What is the relationship between the number of questions
asked, the number of records series and collections used and the "satisfaction"
of users? What is an appropriate measure of user satisfaction? What would
users like to see an archives do to improve access to its holdings?

Reference Correspondence Analysis

A system for the regular collection and analysis of survey data on all users
can provide substantial information for program reporting and justification.
However, it often needs to be supplemented by specialized studies of particular
aspects of the process of research and reference service.4 For instance, ques-
tions about how users find out about archives, how well archives meet their
needs, or what kinds of finding aids are most helpful all warrant attention.
Unfortunately, these questions cannot be answered from general user survey
data described above, but need to be studied through follow-up contact with
users after they have left the archive's.
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In one specialized study of users, the University of Illinois Archives' reference
correspondence file was analyzed. Admittedly, there are limitations to this
methodology - the reference correspondence file reflects only a portion of the
Archives' users and that portion is not truly representative of the entire range
of users. Moreover, information for this analysis was drawn from reference
inquiry letters rather than from researchers' answers to direct questions.
Nevertheless, a careful review of the reference correspondence provides valuable
insights into how users approach archives.

The reference correspondence file for 1983-84 included 159 written inquiries
made by 148 individuals, or 10 percent of the 1,482 total users during that
period. From other studies, we knew that about 4.1 record series were used by
each researcher.

Reference inquiries and responses were analyzed to obtain information on
the following variables: location, status and purpose of researcher; how the user
found out about the archives; object of inquiry; subject of research; and the
type of response sent.

To an extent, the analysis confirmed many previously held assumptions, such
as that a large percentage of reference letters came from faculty and students
at other universities. However, the analysis also provided additional data that
placed these assumptions in perspective by revealing that an equal number of
written reference inquiries came from the general public, businesses, and the
media.

An examination of reference letters for purpose of use, revealed a substan-
tial difference from the Archives' overall use patterns. Historical research for
publication was the purpose of 62.9 percent of the reference letters, and "per-
sonal" was the purpose of 20.1 percent. This suggests that those who write
reference letters are involved in "serious" or longer-term projects with a schedule
that permits them to write to an archives.

One can extract even more specific information. The data relating to three
areas - object of inquiry, type of response, and how the researcher found out
about the archives - are particularly interesting.

Object of Inquiry

To obtain a clearer picture of how researchers structure their questions, refer-
ence letters were analyzed to determine the object of the researchers' inquiries.
Although each researcher was interested in a different subject, their searches
can be classified into broad groupings, as displayed in Table 1.

These data suggest several things about reference use at the University of
Illinois Archives. First, unlike many governmental archives, genealogy accounts
for only a small, 3.8 percent, portion of use. Second, when one combines two
similar categories - inquiries for specific documents and inquiries for photo-
graphs - there is a substantial amount, 34.0 percent, of very directed inquiries.
In fact, if one combines inquiries for specific documents, photographs, and
specific data, it appears that 43.4 percent of all reference letters are relatively
narrow requests with clearly stated goals, although such simple or direct ques-
tions often require extensive searches and lengthy responses. Nonetheless, these
data suggest that a sizeable portion of research by correspondence begins with
a well-defined object of study.
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TABLE 1
OBJECT OF INQUIRY

Specific subject
Specific document
Photograph or film
Specific record series

or collection
Specific data
General subject
General holdings

information
Genealogical information

Number of letters
42
32
22
19

15
12
11

6
159

Not surprisingly, a substantial number of inquirers, 26.4 percent, sought
information about relatively specific subjects. Meanwhile, the number of those
asking broad or general subject questions - about student life or university
history, for example - is considerably lower - 7.5 percent.

Type of Response Provided.

To determine what kinds of actions the Archives took to meet the needs of
researchers, reference letters were classified according to the type of response
provided. Table 2 illustrates the major categories of responses.

TABLE 2
TYPE OF RESPONSE

Number of letters Percent
Enclose documents or data 59 37.1

or provide information
to order copies.

Enclose documents/data and 20 12.6
provide narrative

Provide narrative account 19 11.9
Enclose finding aid(s) 17 10.7
Sorry, we cannot answer 22 13.8

your question
Invitation to visit 11 6.9
We need more information 4 2.5
Not answered 4 2.5
Referred elsewhere 3 1.9

159

Percent
26.4
20.1
13.8
11.9

9.4
7.5
6.9

3.8
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The most striking point about these data is the large number of times that
the staff was able to provide documents, data, ordering information, narra-
tives or finding aids which pertained to researchers' questions. If these first four
categories are combined, they account for 72.3 percent of the responses to refer-
ence inquiries.

The "Sorry" responses were divided equally into two types: "sorry, we do
not have the answer to your question", and "sorry, we do not have the answer,
but you might consider the following.... "When the eleven responses of the
latter type are added to 115 substantive responses above, it appears that the
Archives was able to provide relevant and helpful information to 79.2 percent
of its mail users.

The other categories of "non-helpful" responses deserve comment. In some
cases, researchers' questions were so complex or broad that they could not be
answered through the staffs examination of finding aids and holdings. In such
instances, the users were encouraged either to visit the archives and do their
own research or hire a graduate student to do it for them. In this sample, 6.9
percent received such an "invitation to research" as the primary response to
their inquiry. A small number, 2.5 percent, were told that their question needed
to be narrowed before the staff could begin research. 5

As an example of how user studies may be utilized in archival administra-
tion, the informatki from this survey suggests possible changes in the Archives'
procedures. Because staff now can categorize and quantify types of responses
to reference letters, the Archives has the basis for preparing forms, or a pre-
formatted text, that can reduce the repetitive nature of reference responses.
While this may sound like subjecting users to an assembly-line process, the data
show that the staff was writing the same kinds of responses to numerous users.
Use of forms or a form text could increase efficiency and consistency, and should
release time to assist users further.

How Researchers Find Out About Archives.

There has been considerable discussion of ways to improve access to archives
and manuscript collections through national subject surveys, subject guides,
union lists, and computer-based information systems. These methods aim to
centralize information about archival holdings so that researchers have effi-
cient tools to help them locate relevant primary source material. Unfortunately,
most of the discussion and work on such access tools has proceeded without
the benefit of information on how researchers currently find out about archives
and obtain access to the information they need. These efforts, instead, have
been based on the simple, but unexplored, assumption that better finding aids
automatically result in better access.

Unfortunately, sustained contact with researchers suggests that this may be
the exception more than the rule. Anyone who is serious about major efforts
to improve access should begin with a detailed investigation of how researchers
presently locate archival material. The study of 1983-84 reference correspon-
dence represents only a small portion of the picture, but it is a beginning that
answers some questions while pointing to others needing more attention.

The 159 correspondence reference inquiries were examined to see what made
the researcher think the University of Illinois Archives might have information
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for a particular study. In many cases, the researcher either specifically men-
tioned an external source or the letter's context suggested a source. The letters
were classified according to ten different ways the researcher had located the
Archives (see Table 3).

Several conclusions can be drawn from these data. First, reference letters
do not provide a definitive basis for conclusions about how researchers find
archives, especially since inquirers often do not indicate what caused them to
write Second, some categories lend themselves to more definitive answers than
others.

It seems clear, however, that provenance and referral by others has brought
the most users. When added together, provenance, referral from others, and
referral from university offices accounted for 49.1 percent of the inquiries.
Obviously, many logically minded researchers assumed that the University of
Illinois has an office responsible for providing historical information about the
institution. However, while provenance is a sound archival principle, few
researchers discover an archives based on the concept of provenance Frequently,
such inquiries are addressed to the university president, university librarian,
public relations department, alumni office or registrar. When they are
addressed to the archives, they may lack the archivist's name or the proper title
of the office responsible for historical records.

The data also show that subject and name access reference tools accounted
for only a small portion of users. The National Union Catalog of Manuscript
Collections (NUCMC) and American Literary Manuscripts (ALM) and other
subject guides account only for 11.9 percent of inquiries. Perhaps these tools
are used more than we think, but researchers are not inclined to cite them. 6

The fact that NUCMC is underutilized by researchers is illustrated by the num-

TABLE 3
HOW DID USERS FIND OUT ABOUT THE ARCHIVES?

Number of Inquiries Percent
Referral 30 18.9
Provenance 27 17.0
Follow-up on 22 13.8

previous inquiry
Referral from University 21 13.2

office (e.g. Alumni Assoc.)
Citation 13 8.2
Blanket survey 13 8.2
A.L.A. referral or 14 8.8

admin. use
NUCMC 7 4.4
American Literary 7 4.4

Manuscripts
Other published subject 5 3.1

guides
159
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ber of times the Archives received letters from experienced researchers asking
whether it held the papers of "X, Y or Z," when NUCMC already included
a listing of their papers. Instead, researchers often seemed to rely on prove-
nance. To the extent that provenance and referral remain primary access tools,
a greater emphasis on repository-wide guides may be of more service to
researchers than special subject lists, guides, and databases. If additional study
reinforces this conclusion, archivists should make sure that national biblio-
graphic utilities, such as OCLC and RLIN provide strong provenance-oriented
access points, as well as better hierarchical descriptive mechanisms than are
presently available.

It is difficult to ascertain exactly how each researcher found the Archives,
but the data argue for a diversity of access tools. Therefore, the continued sup-
port of several specialized tools, such as NUCMC and ALM, should be a part
of long-term plans for broader access. Archivists should not focus all their efforts
on facilitating access through one or two mechanisms.

From these data, one also may conclude that what a researcher is looking
for will often determine the means used to find the archives. While tools such
as ALM can be extremely helpful to researchers with narrowly focused ques-
tions, the best mechanism for those with broad topics may be provenance. This
suggests that, as new archival information systems are developed, primary ar-
rangement schemes and finding aids should continue to be structured on the
principle of provenance.

Overall, it appears that the most important factor in determining how a
researcher locates an archives will be the nature of the inquiry, not the specific
types of access tools available. These tools, which occupy a large place in the
archival world, apparently are not a significant part of the researcher's world.
Certainly, archivists can work to change this situation through more extensive
outreach programs and more useful access tools, but they also must work within
the inherent limits of the research process.

This review of written reference inquiries received during 1983-84 has pro-
vided useful insights into what kinds of information users seek, what kinds of
responses they receive, and how they came to contact the archives for assistance.
Obviously, conclusions based on this study will have to be checked carefully
through systematic follow-up surveys of users.7 Two results of the study are
indisputable: First, user analysis can help archivists advance their knowledge
of the reference process so that changes can be made to improve service and
increase efficiency. Secondly, considerable additional research needs to be done
to obtain more precise data as to how patrons locate archives and archival
holdings.

Conclusion

Key aspects of use of archival and manuscript collections can be quantified
and analyzed. The results can provide the basis for an entire range of studies
of policies and programs. By looking at two different types of user studies (on-
going statistics on use and a specialized study of reference correspondence),
it becomes apparent that each contributes substantially to archivists" under-
standing of users. While there is a place for both types of surveys, the more
important is the ongoing statistical survey of all archives users. It should be
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a basic program responsibility of archivists to collect and report such data regu-
larly. These statistics also will provide a firm basis for additional and special-
ized studies. The results of a specialized one-time study will be all the more
valuable when they can be linked to ongoing data on use.

Given the need to maintain ongoing user data, it is important to develop
statistical measurements that are easy to use and which provide consistent data.
How a repository collects the data, and what it chooses to count, may vary,
but all systems should do the following:

1. standardize data collection categories for all types of- users;
2. measure use of materials rather than staff effort or format of inquiry;
3. provide statistical breakdowns by type or status of user as well as pur-

pose of use;
4. indicate the volume and types of materials used.
Case studies of individual repositories will yield important results, but data

from several institutions will be even more valuable for comparative studies.
Such cross-institutional data can help answer such questions as whether the
type of repository - be it private historical society, governmental archives, or
academic institution - affects the types and purposes of use. The profession
should consider establishing a national clearinghouse for use statistics. This
would open the possibility for a better understanding of use while laying the
basis for substantial research.

More is needed, however, than just a statistical profile of users. To determine
the effectiveness of archival services and the accuracy of user statistics and
analyses, archivists should begin a dialogue with users to examine their per-
ceptions of access problems, and to learn more about the research process. Users
may not see things as archivists do, and their suggestions may have to be tem-
pered with "archival realism", but archivists have a basic responsibility to enter
into such a dialogue.

Archivists should not lose sight of the fact that theirs is a service profession
that draws its legitimacy from the quality and quantity of information they
provide. Archivists, therefore, have a fundamental obligation to report on the
service they render and take advantage of reporting processes to develop a better
understanding of use which will, in turn, help them to improve user services.
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FOOTNOTES
1. This article is based upon a paper delivered at the 1985 Annual Meeting of the Society of

American Archivists. The audience reaction to the paper, and the papers presented by Paul
Conway, Jacqueline Goggin, and Roy C. Turnbaugh, suggest that many archivists are begin-
ning to be persuaded of the importance of studying users. There is, however, considerable
diversity of opinion on the nature and level of such studies. In its revised form, this article
explores components of two key forms of user studies. It does not purport to be a definitive
study of survey methodology nor of all issues one might examine through specialized studies
of users. Articles by Conway, Goggin, and Turnbaugh, based upon their papers, appear
elsewhere in this issue of The Midwestern Archivist.

2. This product-oriented approach to public relations is well developed in Elsie T. Freeman's
article, "Buying Quarter Inch Holes: Public Support Through Results", The Midwestern
Archivist, 10:2 (1985) 89-97.

3. These include: number of boxes, folders or volumes retrieved; conveyance or method of
inquiry (such as telephone calls, letters or in-person visits); user hours or days in the refer-
ence room; and number of questions asked. While these measurements are used by several
repositories, they do not provide a reliable basis for understanding the use of archival hold-
ings. Their value is limited to administrative matters (such as describing reference room
load), and they reveal little about what has been used, by whom, and for what purposes.

4. A good example of a specialized user study is Jacqueline Goggin's thorough analysis of use
of collections in the Manuscript Division of the Library of Congress. "The Indirect Approach:
A Study of Scholarly Users of Black and Women's Organizational Records in the Library
of Congress Manuscript Division", The Midwestern Archivist, 11:1 (1986) 57-67.

5. In examining the statistics for responses when information, copies or finding aids were not
provided, one is tempted to conclude that these letters of inquiry contained poorly phrased,
or too general a research question. The data show, however, that such is not the case. Fre-
quently, invitations to visit and requests for more information were made in response to
reference letters whose object was a specific subject, specific series, specific document, or
specific data. This provides a good illustration of the value of doing such studies - they
show that some assumptions about reference use (in this case, the assumption that only those
with overly broad topics are invited to visit, or are asked to supply more information) are
not supportable.

6. This is illustrated by citation patterns of the ALM users - only about one-half of those starting
their inquiries from ALM actually name that publication as the basis for their inquiry.

7. An excellent basis for such a follow-up study would be the survey form which Paul Con-
way describes in "Research in Presidential Libraries: A User Survey", The Midwestern Ar-
chivist, 11:1 (1986) 35-56.


