
WHAT I HAVE LEARNED IN MY YEAR OF 
FEEDBACK



ABOUT ME
• DANIEL ESPARZA
• SENIOR, COMMUNICATION STUDIES

• STUDENT FEEDBACK ASSISTANT 
• INTERESTED IN HOW MY MAJOR OF 

COMMUNICATION STUDIES INFORMS MY 
APPROACH TO THIS POSITION.



DAILY ROUTINE 

Feedback homepage



FEEDBACK FORM
Through feedback forms on the Portal and Digital 
Library, users can submit various types of questions:

• Metadata corrections (filling in gaps within 
information, location suggestions, etc.)

• Licensing and Permissions (requesting high 
resolution copies, interested in using an item in 
publication)

• General reference (looking for obituaries, how to 
best utilize the repository, trying to find information on 
a topic)

Goal: Through collaborating with avid users and 
patrons, as well as partners and institutions, we can 
improve the accuracy of our resource descriptions, 
ultimately making these resources more accessible. 

HOW IT WORKS?



TASKS
• Clock in

• Log in to feedback and answer questions as they come in

• Respond directly to the patron or forward the inquiry to the 
partner/department. 



REFERENCE 
PAGES



TASKS
• Lack of feedback? 

• Kempner, Collection Icons, Scanning, THC-slide fix, social 
media posts

• Survey Analyses Assistant – Investigating descriptive 
practices for potentially harmful cultural heritage materials



ICONS



THC SLIDE FIX





FUN STATS (2023)
• 3665 separate inquiries were 

submitted across all three 
repositories 

• 2370 across the Portal and 
DL, 1414 answered by me! 

• General reference and 
correction inquiries were our 
most popular



MOST COMMON INQUIRES

Suggested Location: Users can provide geographical information regarding where an item originated. Easy to confirm, 
easy to implement.

Correction Inquiries: We do not know everything and sometimes our records are missing information that users may be 
knowledgeable in. Its important to confirm the information: whether that be my own web search or contacting the 
partner to see if they know anything. 

Licensing/Permissions and High-resolution copies: Users can request licensing for items on the repositories. While we 
have the digitized items, we do not release high-res scans and permissions without approval from the partner. Slightly 
difficult, relies heavily on our partners to be active and attentive. 

Research: Users can send in research inquiries. These questions can be relatively easy to difficult. While we have over 4 
million records across the three repositories, that is still very little compared to the world outside of Texas/Oklahoma. 



Suggested Location



Decision Trees



GENERAL LESSONS



NETWORKING AND COLLABORATION 

Communication quickly become an 
important skill to have. 

• Items are provided by different 
collaborative Partners. 

• Through practice (and written 
documentation), we begin to see which 
partner is consistent in their responses (or 
lack thereof), which partner wants to be 
notified when a correction is received, as 
well as how they want information 
presented once the item is live.

• Managing and controlling records can 
be seen as an ongoing, collaborative 
process. 

While our collections find their origins in 
Texas/United States, we are in discussion with a 
world-wide audience. 

• Mexico

• Philippines 

• India

• European countries (France, Germany, 
England)

Highlights how useful a digital archive is 
compared to traditional archives. A worldwide 
audience gives multiple perspectives



We try to keep documentation of which partners are 
actively responding to us and which don’t. 



LANGUAGE

Language and word choice are important.

• Feedback is primarily received and 
handled through email.

• With no access to nonverbal cues 
(facial expression, tone), there is an 
emphasis on diction. 

• Inquiry vs. comment

As members of library sciences, we are 
active participants in a broader institution 
that has origins rooted in colonialism, 
racism, and overall problematic 
beginnings. It is our job to cultivate a safe 
and approachable space for everyone. 

• Metadata/record descriptions shape how an 
item is understood

• While working with the metadata aspect side 
is something I rarely do compared to others (not 
as extensive), language/word choice still play a 
vital part in user experience.

• In that moment, I represent UNT as an 
institution, what I say, how I say, and how I treat 
the patron reflects that. No one wants to feel 
disrespected, unwanted, or like a burden. 



CLOSING THOUGHTS

• Rhetoric and representation

• As I finish up with my undergraduate 
studies, I begin to think that much of 
what makes up rhetoric and 
communication derives from the 
language and symbols used in 
archives/repositories.

• We should be mindful of how we 
interact with these items; I think we 
can acknowledge their complex and 
messy histories while still seeing them 
as useful for the future. 

THANK YOU
Daniel Esparza
Feedback Assistant
North Texas Review, [Issue 23], 2023 - Page 109 - UNT 
Digital Library
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