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End User Pain Points, Potential
Solutions, and Level of Impact




What are pain points?
A specific problem that
imits a user's ability to

access information



Pain points were defined by user
challenges presented in the
literature and conversations with
end users.



We asked a group of end users, “if a
pain point was resolved, how much

would it impact your work?”




We scanned the literature and the
current landscape to see what

potential solutions are in the works.



@ Time

Time to get access, search, find, and receive help



Research shows that
clinicians lack the time
needed to answer
clinical questions and
read up on useful and
of-interest topics.
Clinicians are asked to
see many patients a
day and asked to
spend a lot of time on
documentation and
reporting.

Potential Solutions

Integrating information resources into
clinician workflow or EHR

Improved, easy, and timely access to
librarians/informationists (potentially
library consult services)

Institutions could provide scribe services.
Improving issues around access to less the
time spent on accessing information
resources.



. Feedback from End Users

Time is the
biggest pain
point.

N

Everything
would be

impacted if the
time pain point
was alleviated.

Number one
barrier is time

NS

N

High impact
for staff nurses

TN

There is a delay

between time of

need and time of
arrival

N
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Alving BE, Christensen JB, Thrysae L. Hospital nurses' information retrieval
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Health Info Libr J. 2018;35:3-23.

Arndt BG et al. Tethered to the EHR: Primary care physician workload
assessment using EHR event log data and time-motion observations. Ann
Fam Med. 2017;15:419-426.

Gawande A. Why doctors hate their computers. The New Yorker. 5 Nov
2018. https://www.newyorker.com/magazine/2018/11/12/why-doctors-
hate-their-computers. Accessed 30 May 2020.
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Environmental Scan, Continued

e Hansen ). Librarian consults through EPIC: new opportunities for
collaboration and education. Med Ref Serv Q. 2019;38:293-299.

e Jones ), Schilling K, Pesut D. Barriers and benefits associated with
nurses information seeking related to patient education needs on
clinical nursing units. Open Nurs J. 2011;5:24-30.

e Pain E. How to keep up with the scientific literature. Science. 30
Nov 2016. https://www.sciencemag.org/careers/2016/11/how
~keep-scientific-literature. Accessed 30 May 2020.
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Acknowledged Ongoing Solutions
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the impact of clinical librarians on clinical questions during inpatient rounds.
| Med Libr Assoc. 2018;106:175-183.
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decision support (infobuttons) in electronic health records: a systematic
review. ] Am Med Inform Assoc. 2017;24:460-468.

Fowler SA, Yaeger LH, Yu F, Doerhoff D, Schoening P, Kelly B. Electronic
health record: integrating evidence-based information at the point of clinical
decision making. / Med Libr Assoc. 2014;102:52-55.

Cidwani R, Nguyen C, Kofoed A, et al. Impact of scribes on physician
satisfaction, patient satisfaction, and charting efficiency: a randomized
controlled trial. Ann Fam Med. 2017;15:427-433.



More Acknowledged Ongoing Solutions

HL7 infobutton searches and meaningful use. UpToDate.
https://www.uptodate.com/home/hl7. Access 30 May 2020.

McGowan J, Hogg W, Campbell C, Rowan M. Just-in-time
information improved decision-making in primary care: a
randomized controlled trial. PLoS One. 2008;3:e3785.

Mishra P, Kiang JC, Grant RW. Association of medical scribes in
primary care with physician workflow and patient experience.
JAMA Intern Med. 2018;178:1467-1472.


https://www.uptodate.com/home/hl7

@ Awareness

Awareness of resources provided by an
Institution



Users don't know

which resources

they have access
to or how to
access them.

Potential Solutions

Expanding and improving on current
methods of advertising and instruction
by librarians.

Publishers can offer a wider variety of
advertising assistance and allow libraries
to brand resources and materials.
Collaboration between librarians and
publishers on end-user marketing and

training.



‘ Feedback from End Users

Bigger problem
in residency
and medical

school

N

Colleagues are not
aware of services
that a librarian
could provide

Good
relationships
are key

NS

NS

Librarians that sit
In on meetings
and have
consultations are
useful

'




Environmental Scan

e Daei A, Reza Soleymani M, Ashrafi-rizi H, Zargham-Boroujeni A, Kelishadi
R. Clinical information seeking behavior of clinicians: a systematic review.
Int ] Med Inform. 2020;139:104144.

e HuntS, Cimino ), Koziol DE. A comparison of clinicians' access to online
knowledge resources using two types of information retrieval
applications in an academic hospital setting. ] Med Libr Assoc.
2013;101:26-31.

e Beck]. Doctors #1 source for healthcare information: Wikipedia. The
Atlantic. 5 Mar 2014. https://www.theatlantic.com/health/archive/2014/
O3/doctors-1-source-for-healthcare-information-wikipedia/284206/.
Accessed 30 May 2020.



https://www.theatlantic.com/health/archive/2014/03/doctors-1-source-for-healthcare-information-wikipedia/284206/
https://www.theatlantic.com/health/archive/2014/03/doctors-1-source-for-healthcare-information-wikipedia/284206/

Acknowledged Ongoing Solutions

Atlas MC, Smigielski EM, Wulff JL, Coleman MT. Case studies from morning
report: librarians' role in helping residents find evidence-based clinical
information. Med Ref Serv Q. 2003;22:1-14.

Cartolano R. The library is the brand. The Scholarly Kitchen. 20 Mar 2019.
https://scholarlykitchen.sspnet.org/2019/03/20/guest-post-the-library-is-the
~brand/. Accessed 30 May 2020.

Gillum S, Williams N. Promoting library visibility through creative programing.
Med Ref Serv Q. 2019;38:236-251.

Kemperman SS, Brembeck B, Brown EW, et al. Success strategies for electronic
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springer-cms/rest/vl/content/11018582/data/v2. Accessed 20 May 2020.
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More Acknowledged Ongoing Solutions

Swanberg SM, Mi M, Engwall K, Bulgarelli N. Community engagement at an
emerging academic medical library: a three-pronged outreach model. Med
Ref Serv Q. 2018;37:234-248.

Four tips for successfully marketing the medical library. EBSCO Health Notes.
25 Sept 2017.
https://health.ebsco.com/blog/article/four-tips-for-successfully
-marketing-the-medical-library. Accessed 30 May 2020.

Examples of publisher-specific websites that support library services:
e https://www.elsevier.com/librarians

e https://www.springernature.com/gp/librarians

e https://journals.omj.com/content/librarians
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® Access

Repeated login requests, too many passwords,
and complex firewalls that block sites



Users are frustrated
with multiple layers of
authentication and
personalization
features that require an
individualized login and
password. Hospitals
Impose stricter internet
access, limiting the
ability to access
information resources
or search for needed
information

Potential Solutions

Publishers have to buy-in to federated
authentication, such as RA21.

Institutions need to adopt a streamlined
Single Sign On (SSO) mechanism.

Libraries should work with hospitals and IT
departments to limit blocked sites or
multiple login demands when browsing the
Internet.

Users could pay for password managers or
use software to save passwords



‘ Feedback from End Users

Access is less
Frustrating trying of a concern,
to remember low impact
passwords for \/lssue Access is
different particularly
platforms. : tricky with
Worried about
~ rivacy with ebooks.
X Y . - N\
password saving

N



Environmental Scan
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Environmental Scan, Continued
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access. | Electron Resour Med Libr. 30:171-178.
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Acknowledged Ongoing Solutions

Single Sign On Mechanism Password Managers:
Resources: e 1Password
e Shibboleth e Dashlane
OpenAthens o Keeper
® |astPass

TDNet Discovery
LibLynx

[ ]
e Ovid Linksolver
[ ]
[ ]

RA21: Resource Access for the 21st Century - https://ra21.org/
SeamlessAccess - https://seamlessaccess.org/



https://ra21.org/
https://seamlessaccess.org/
https://www.shibboleth.net/
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https://lastpass.com/

More Acknowledged Ongoing Solutions

Bulock C. Get Full Text Research and the search for appropriate copies. Ser
Rev. Epub 28 May 2020.

Gallagher EA. Choosing the right password manager. Ser Rev. 2019;45:84-87.

Hoy MB. An introduction to RA21: taking authentication beyond IP addresses.
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Med Libr Assoc. 2017;105:27-33.

Michigan State University Libraries. Creating stable links to medical ebooks. 31
July 2019. https://libguides.lib.msu.edu/link2medebooks. Accessed 10 Nov
2019.
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@ Paywalls

Hitting a paywall limits access to full text
literature



Even with effective
SSO, users will still
encounter
paywalled
content. Paywalls
also hinder the
ability to share
content on a
larger scale.

Potential Solutions

Use a tool like Unpaywall

Improving verification of library
resources via IP authentication beyond
Coogle Scholar

Publishers could add an “"Easy Button” or
“Get It” button to get full text via
InterLibrary Loan

Librarians need to educate end users
about alternative ways of accessing full
text



‘ Feedback from End Users

Paywalls stop
all
Investigations

S

Nurses often find
illegal copies of
needed
resources

Immediate
access
could
Impact

—

_Qti/ent care

The ability to
share content
with colleagues in
different
environments can
be a problem.

N

They're a pain

~



Environmental Scan
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Acknowledged Ongoing Solutions
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impact of Open Access articles. Peer/. 2018;6:e4375.

Schiltz M. Science without publication paywalls: cOAlition S for the realisation of full and immediate
Open Access. PLoS Biol. 2018;16:e3000031.
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® Resource Platforms

Too many platforms and no standardization
across platforms



Each publisher platform
can have different search
functions, rules of access,

and accessibility. Users

may not search full
breadth of content they
have access to because
they have to search
across multiple platforms.

Frustration occurs when

features are not uniform
across different producers
or even within producers.

Potential Solutions

Standardization among publishers to build
similar user experiences

Publishers can work to ensure that their
content is maximized for discoverability
(Coogle/Google Scholar, etc.) and make text
and data mining a feature of their platforms.
Institutions and librarians can implement
data and text mining initiatives that allows
them to search for information across
multiple platforms in the way that is most
useful to them.



‘ Feedback from End Users

The platform

isn't the issue;
s which
standardization resource to —
even possible? 4 wh? Navigating
us€ and whny: databases
hd NV quickly is
difficult
People are N
used to many
platforms

N



Environmental Scan
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Environmental Scan, Continued

Rise of the platforms. Nat Phys. 2019;15:871.

Stewart R, Narendra V, Schmetzke A. Accessibility and usability of online
library databases. Libr Hi Tech. 2005;23:265-286.

Way D. The impact of web-scale discovery on the use of a library
collection. Ser Rev. 2010;36:214-220.

Wright L. UX design strategies for journal websites. Allen Press. 29 April
2019. https://www.allenpress.com/ux-design-strategies-journal
-websites/. Accessed 17 Mar 2020.
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Acknowledged Ongoing Solutions

Anderson PF, Shannon C, Bickett S, et al. Systematic reviews and tech mining:
a methodological comparison with case study. Res Synth Methods.
2018;9:540-550.

Bethel A, Rogers M. A checklist to assess database-hosting platforms for

designing and running searches for systematic reviews. Health Info Libr J.
2014;31:43-53.

Hanneke R, O'Brien KK. Comparison of three web-scale discovery services for
health sciences research. | Med Libr Assoc. 2016;104:109-117.

Ketterman K, Inman ME. Discovery tool vs. PubMed: a health sciences
literature comparison analysis. / Electron Res Med Libr. 2014;11:115-123.

Reilly BF. Text-mining and libraries: summary of a conversation with
publishers. Charleston Advisor. 2013;14:59-60.



More Acknowledged Ongoing Solutions

Siguenza-Cuzman L, Saquicela V, Avila-Ordoénez E, Vandewalle ), Cattrysse
D. Literature review of data mining applications in academic libraries. /
Acad Librariansh. 2015;41:499-510.

Solomon M. A confederacy of databases: federated search flying under
many flags. Searcher. 2004;12:24-29.

UX Design. Silverchair. https://www.silverchair.com/the-silverchair-
platform/ux-design/. Accessed 17 Mar 2020.

Woods RF. From federated search to the universal search solution. Serials
Librarian. 2010:58:141-148.
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® Resource Scope

Understanding which tool use and the scope of
that resource



Users are overwhelmed
with the amount of
resources that are

provided. Many resources
are similar and users do
not have time to discern if
a resource meets their
needs. One of the reasons
why Google is so
successful is that is simple
to use and only a few
features.

Potential Solutions

Better education and better promotion all
around

Publishers can create videos which give a
product tour or share editorial purpose and
highlights.

Publishers can be strategic with making sure
the tools that are included are helpful to the
user's experience.

Librarians can share only a few resources and
their features for users per instruction session
Librarians should tailor instruction to user
groups



‘ Feedback from End Users

Anything to get
Video tutorials to the issue or
might be the use of the
useful tool would be
% helpful
This is not a TN\
big pain point

N



Environmental Scan

Cook DA, Sorensen K], Wilkinson JM, Berger RA. Barriers and decisions
when answering clinical questions at the point of care: a grounded theory
study. JAMA Intern Med. 2013;173:1962-1969.

Duran-Nelson A, Gladding S, Beattie ], Nexon LJ. Should we Google it?
Resource use by internal medicine residents for point-of-care clinical
decision making. Acad Med. 2013;88:788-794.

Haines LL, Light J, O'Malley D, Delwiche FA. Information-seeking behavior of
basic science researchers: implications for library services. | Med Libr
Assoc. 2010;98:73-81.

Hall A, Walton G. Information overload within the health care system: a
literature review. Health Info Libr /. 2004;21:102-108.

Hughes GJ, Patel P, Mason C. Medical resident choices of electronic drug
information resources. | Pharm Pract. 2015;28:280-283.



Environmental Scan, Continued

Kim S, Noveck H, Galt J, Hogshire L, Willett L, O'Rourke K. Searching for answers to

clinical questions using google versus evidence-based summary resources: a
randomized controlled crossover study. Acad Med. 2014;89:940-943.

McKibbon KA, Fridsma DB. Effectiveness of clinician-selected electronic information
resources for answering primary care physicians' information needs. ] Am Med
Inform Assoc. 2006;13:653-659.

Milne J. Tackling the information overload in healthcare. Br/ Nurs. 2019;28:S3.

Rosman T, Mayer AK, Krampen G. On the pitfalls of bibliographic database searching:
comparing successful and less successful users. Behav Info Tech. 2016;35:106-117.

Thiele RH, Poiro NC, Scalzo DC, Nemergut EC. Speed, accuracy, and confidence in
Google, Ovid, PubMed, and UpToDate: results of a randomised trial. Postgrad Med J.
2010;86:459-465.



Acknowledged Ongoing Solutions

Choosing and Using Library Databases. UCLA Libraries. Updated 22 Apr 2020.
https://guides.library.ucla.edu/databases/choosing. Accessed 5 June 2020.

Database Comparisons. lowa State University Library. Updated 28 May 2020.
https://instr.iastate.libguides.com/c.php?g=901522&p=6492159. Accessed 5 June 2020.

Grandage KK, Slawson DC, Shaughnessy AF. When less is more: a practical approach
to searching for evidence-based answers. | Med Libr Assoc. 2002;90:298-304.

Jackson J. Making the most of library collections while multitasking: a review of best
practices for marketing and promoting library collections. Against the Grain.
2016;28:38-40.

Nomad Health. 10 smartphone apps every doctor needs. Medium. 5 July 2018.
https://medium.com/nomad-health/10-smartphone-apps-every-doctor-needs-8e80
58519d6f. Accessed 5 June 2020.
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More Acknowledged Ongoing Solutions

Publisher-provided information resource instruction:
e C(linicalKey

EBSCO Tutorials

Mendeley

NLM Training and Qutreach

Ovid

Examples of librarian toolkits:

e BM] Resource Centre
Clarivate Analytics

Emerald Publishing

NEIM LibraryHub

New PubMed Trainer’s Toolkit



https://www.youtube.com/watch?v=yz90rMEzFqo
https://connect.ebsco.com/s/article/Where-can-I-find-tutorials-on-EBSCO-interfaces?language=en_US
https://www.elsevier.com/__data/assets/pdf_file/0007/1015477/LIB-Mendeley-tip-sheet.pdf
https://www.nlm.nih.gov/training.html
https://www.ovid.com/support-training/product-training/online-training.html
https://www.bmj.com/company/bmj-resource-centre/
https://clarivate.libguides.com/newlibrarian
https://www.emeraldgrouppublishing.com/our-services/librarians/librarian-toolkit
https://libraryhub.nejm.org/
https://learn.nlm.nih.gov/documentation/training-packets/T0022014P/

@ Integration

Integrating information resources into
clinicians’ workflow



Information
resources are not
easily accessible in
and around the
patient encounter.

Potential Solutions

Find an understanding of where users begin the
search: if the search begins in EHR, make
resource integration and access easier, visible,
and more efficient

Improved/easier access via phones/tablets
Institutions should encourage integration of
clinician information resources in EHR
Librarians can advocate for the integration of
the highest priority or most heavily used
resources

Publishers can work on improving remote
access for offsite and after hours use of
information resources



‘ Feedback from End Users

There are barriers
EMR could have to the information
button that takes when logging in
cIiniciar.ws directly _\fgm EHR VI
to library steps to get to
_\riources library
Integrating resources
clinical practice N
guidelines in
workflow

-



Environmental Scan

e Aakre CA, Pencille L, Sorensen K], Shellum JL, Del Fiol G, Maggio LA,
Prokop LJ, Cook DA. Electronic knowledge resources and point-of-care
learning: a scoping review. Acad Med. 2018 Nov;93:S60-S67.

e Albert KM. Integrating knowledge-based resources into the electronic
health record: history, current status, and role of librarians. Med Ref Serv
Q. 2007;26:1-19.

e Cook DA, Teixeira MT, Heale BS, Cimino JJ, Del Fiol G. Context-sensitive
decision support (infobuttons) in electronic health records: a systematic
review. | Am Med Inform Assoc. 2017;24:460-468.



Environmental Scan, Continued

e DaeiA, Soleymani MR, Ashrafi-Rizi H, Zargham-Boroujeni A, Kelishadi R.
Clinical information seeking behavior of physicians: a systematic review.
Int ] Med Inform. 2020;139:104144.

e Jing X, Cimino ), Del Fiol G. Usability and acceptance of the librarian
infobutton tailoring environment: an open access online knowledge
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@ Financial Limitations

Institution financial issues = limited access



The cost of resources
influences access, and
decisions regarding
resource purchasing or
subscriptions greatly
impact the availability of
specific resources for end
users. The financial
burden of acquiring
information
products/tools causes
unequal access for clinical
providers.

Potential Solutions

Finding free (reliable) resources

A more nuanced approach to pricing of
information tools/resources for end users
(needs-based for example).

A deeper look into pricing models for
financially constrained institutions to increase
flexibility in access

Analysis of users that are excluded in current
pricing models

Changes within accrediting bodies about the
kind and amount of resources required
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A bigger
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More Acknowledged Ongoing Solutions

Free and reliable resources:

e Free Clinical Tools for Health Professionals

e Free Nursing Resources

e Open Educational Resources for the Health Professions

Plan S: making full and immediate Open Access a reality:

® https://www.coalition-s.org/

e Plan S: The options publishers are considering

e The Plan S footprint: implications for the scholarly
publishing landscape
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