Interpreting Data or Interpretive Dance?
Presenting LibQUAL+ ® Results to Stakeholders

Out of 1,952 respondents, 789 users or nearly 50% added comments.
The Cook Assessment Committee explored different means of
analyzing this data and presenting findings to library stakeholders.
Methodology for Coding Qualitative Data

(selected nodes…)

AFFECT OF SERVICE
Node
Book Availability

Explanation
Also referred to as “shelving failure” this
tag was used in any instance where the
there was a reference to a book not
being where the user expected it to be.
Also refers to books that are checked

Keywords include:
Missing, stacks,
“Checked out”, shelves, shelf

Hours

All references to hours were tagged with
this node, and also the Suggestion and
Policies nodes.
Any reference to library service provided
by people.

Open, close, hours, late, longer, earlier,
weekend, weeknight, night, morning,
evening
Helpful, assistance, support, rude, noisy,
disruptive, listen, care, pay, customer
service, staff, available, employee,
librarian, question, reference, service,
time, friendly, courteous

Customer Service

INFORMATION CONTROL
Node
Explanation
Print collection
Books and print journals

Web Site

References to the web site as an access
point for information

Online Content

References to content that is specifically
available online; databases, e -books, ejournals.

Keywords include:
popular fiction, books, collection,
reserves, course, materials, periodical,
subscription, magazine, title, resource,
article, circulation, journal
Digital, online, “web site”, website,
searching, electronic, web, information,
internet, interface, access, virtual
Journals, eresources, course
information, periodicals, research,
database, electronic, docutek,
blackboard

LIBRARY AS PLACE
Node

Explanation

Keywords include:

Lighting

Specific references to lighting in the physical
space.
References to temperature or heating/cooling
systems.
References to environment and atmosphere
of the library, often an ambiguous emotional
comment.

Light, lighting, dark, fluorescent, welllighted, well-lit , brightness
Temperature, hot, cold, HVAC,
ventilation, air-conditioning , heat
Depressing, comfort, conducive,
environment, inviting, aesthetic,
atmosphere, ugly, crowded, dreary

Temperature
Ambiance

Comments were initially reviewed in Excel. Then a taxonomy, based
on Brown’s University’s structure, was developed. The taxonomy or
“master list of themes” assigns a NVivo node to each theme;
then keywords taken from user comments
were associated with these nodes.

Albert S. Cook Library used
the LibQual+® survey
instrument to measure
users’ perceptions of
the quality of our service
and to identify the most
important areas needing
improvement. The results
of our 2008 survey
provided us with a rich
source of data that needed
to be communicated to
many different audiences. Our assessment committee hoped to
able to present information in a multitude of formats which were
clear and easy to understand.

Libqual+®
Each axis represents a different survey question and they are
grouped together by dimension. In this presentation we like to make
a assumption that in this setting a description and discussion of
this chart and it’s meaning might be lost on the audience – so our
next slide talks about the satisfaction rankings that we used in this
iteration of Libqual+®

D-M score formula is
(adequacy gap/zone of tolerance) * 100.
desired

8

perceived

adequacy
gap
The NVivo interface showing LibQual nodes,
a comment and NVivo features for analyzing,
organizing, querying and reporting data.

6

zone of
tolerance

In order to more easily compare survey results over time or institution,
the three measures (minimum, desired, and perceived) were converted
into a single score – the D-M score (Bower and Dennis). Using the
numbers in the graphic with an adequacy gap (perceived – minimum)
of 1, a zone of tolerance (desired – minimum) of 3, the D-M score
would be 33.3. Thus, the D-M score represents “the location of the
perceived level of service in relation to the minimum acceptable level
of service (represented by “0”)
and the desired levels of service (represented by “100”).”

minimum

5

D-M scores will be negative when the
perceived score is below the minimum.
D-M scores below 15 signal areas that
should be reviewed.

Kudos and Criticism by Theme
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Using data from NVivo, this chart shows the number and rating of
comments related to different themes. Often users began their
remarks with general praise of the library but then commented on
an area of concern, such as the temperature or noise.
Thus most comments were rated as critical.

We chose to use a satisfaction
ranking tool to simplify
quantitative data from
our LibQUAL+ ® survey.
NVivo, a program designed
to understand qualitative
data, was used to code the
many comments we received
as open-ended responses
to our survey.

The results here indicate that we are not providing
enough quiet space in the library - this was our
lowest ranking with undergraduates and it was
also in the top five of areas that were important to
students (using desired mean as an indicator).

Undergraduates tell us ...
Most Important

Satisfaction
Ranking

#1

Making electronic resources available to my home office

36%

#2

Modern equipment that lets me access information

43%

#3

A getaway for study, learning & research

28%

#4

Quiet space for individual activities

2%

#5

Library website enabling me to locate information on my own

39%

What does this mean?
Improvement is needed in providing:
• Quiet space for individual activities
• A getaway for study, learning & research

Lean and Mean: Presenting LibQUAL+® Results to Library Users

Albert S. Cook Library used the LibQual+® survey instrument developed by ARL
libraries to measure users’ perceptions of the quality of our service and to identify the
most important areas needing improvement. The results of our 2008 survey provided
us with a rich source of data that needed to be communicated to many different
audiences. Our assessment committee hoped to able to present
information in a multitude of formats which were clear and easy to
understand.

We chose to use a satisfaction ranking tool for our LibQUAL+ ® survey data
and NVivo a program designed to understand qualitative data to code the many comments we
received as open‐ended responses to our survey.
Desired Mean (D‐M or Satisfaction Ranking)
DM scores (or satisfaction rankings) are single score percentages that take into account three LibQual
perceptions/expectation scores. This tool takes the data, establishes the zone of tolerance or the range
of expectations, which is divided by the adequacy mean. Scores ranging from +30 through 0 and below
are areas we would need/like to address. +30 through +50 would be an area that should be examined
but does not have the sense of urgency that the 0‐30 scores have. This method allows us to quickly size
up our institution, compare with peer groups, and measure progress over time.

NVivo® (qualitative data analysis software from QSR International)
NVivo® software helps users organize and analyze unstructured data, including text, audio, video and
images. We used NVivo to quantify data from the nearly 800 responses in the survey’s open comment
field from our 2008 survey. Comments were coded according to “nodes” (or themes) and attributes (or
sub‐categories) based on the LibQual+® dimensions of service. We modified the taxonomy developed
by Brown University Library to adapt to themes and associated keywords in our survey comments.
Separate portions of the textual comments can be coded for different topics and also rated as positive
or negative.
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LibQUAL+™ Survey
Albert S. Cook Library
Spring 2008

LibQUAL+ Survey
™

• ARL & TAMU Libraries ‐ Pilot in 2000
• Based on SERVQUAL to assess service quality
in the private sector
• Over 1,000 libraries – US, Canada, UK, Europe,
Australia, South Africa

• Measures users’ expectations & perceptions
of library’s collections, services & facilities
• Gap analysis methodology (minimum,
desired, perceived levels of service)
• Results used for planning, resource allocation
• Fall 2006 Cook Library survey
extended
hours, quiet study areas, more databases

LibQUAL+™ Survey 2008
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80

72.81%

70
60
50
40
30
20

11.56%

10

9.77%

5.75%

0
Undergraduates

Graduates

Faculty

Staff

% of Respondents by Discipline
43.71%

9.38%
5.16%

2.78%

10.92% 10.05%
5.62%

7.96%
4.43%

1400

1304

1,952 Respondents & 789 Comments

1200
1000
800
600

575

400
207
200

175
95

87

0

Number

Comment

105
32

3 Dimensions Measured
• Affect of Service
– Employees who instill confidence in users
– Willingness to help users

• Library as Place
– A getaway for study, learning or research
– Community space for group learning & group study

• Information control
– Making information easily accessible for independent use
– Print &/or e‐journal collections I require for my work

Respondents indicate their …
• MINIMUM Level of Service
• DESIRED Level of Service
• PERCEIVED Level of Service
for each question
Scale of 1 – 9
Low
1

High
2

3

4

5

6

7

8

9

22 core
questions
5 local
questions
Text box for
comments

Gap Analysis
Importance of service AND satisfaction with
service
Adequacy Gap: Difference between perceived
& minimum levels of service; Extent to which
you are meeting minimum expectations
Superiority Gap: Difference between desired &
perceived levels of service; Extent to which
you are exceeding desired expectations

Gap Analysis Example
“When it comes to the electronic information
resources I need, ….”
Scale of 1 – 9
Undergraduates

Grad Students

Faculty

Staff

Minimum
Service Level

6.75

7.32

7.34

7.05

Desired
Service Level

8.07

8.29

8.37

7.91

Perceived
Service Level

7.33

7.24

7.15

7.33

Adequacy
Mean

.54

‐.08

‐0.19

.28

Superiority
Mean

‐0.74

‐1.05

‐1.22

‐0.58

Radar Chart – Service Quality Across 22 Questions

Undergraduates tell us …
Most important

Satisfaction
Ranking

#1

Making electronic resources available to my home or office

36%

#2

Modern equipment that lets me access information

43%

#3

A getaway for study, learning & research

28%

#4

Quiet space for individual activities

2%

#5

Library website enabling me to locate information on my own

39%

What does this mean?
Improvement is needed in providing:
•Quiet space for individual activities
•A getaway for study, learning & research

Undergraduate Comments
• “Staff is very helpful. I sent an email request
for help and had two responses within an
hour “
• “PLEASE more computers and TURN DOWN
THE HEAT. I am almost always falling asleep
in there. “
• “Quiet areas really need to be enforced!”
• “More computers, more group areas.”

Graduate students tell us …
Most Important

Satisfaction
Ranking

#1

Making electronic resources available to my home or office

6%

#2

Library website enabling me to locate information on my own

‐9%

#3

Print and /or electronic journal collections I require for my work

‐45%

#4

The electronic information resources I need

‐8%

#5

Easy‐to‐use access tools that allow me to find things on my own

10%

What does this mean?
Improvement is needed in providing:
•Print and/or electronic journal collections
•An easy to navigate library website
•Electronic information resources

Graduate Students Comments
• “Towson has a great library staff!!”
• “…I don't like the website interface. It
requires too many clicks to get what I want. “
• “Many of the journals do not allow full access
to articles, only abstracts. This needs to be
improved.”
• “Print resources (e.g., books, journals) I give a
weak grade, but I guess it is to be expected
with budget cuts.”

Faculty tell us …
• Most ImportantMost Important
Making electronic
resources accessible
from my home or office
•#1 Graduate
Students
Satisfied

Satisfaction
Ranking
‐4%

#2 Print and/or electronic journal collections I require for my work
#3 A library Web site enabling me to locate information on my own

‐70%

#4 The electronic information resources I need
#5 Employees who have the knowledge to answer

‐18%

What does this mean?
Improvement is needed in providing:
•More print/electronic journal collections
•An easy to navigate library website
•Electronic information resources

‐49%
32%

Faculty Comments
• “Web page needs to be redesigned to make it
easier to find information.”
• “I would really, really like to see the library's
print and online collection enhanced, especially
books and journals in scholarly fields.”
• “Great support help when working off‐site.
Wonderful support in the classroom.”

Staff tell us …
• Most ImportantMost Important
Employees who are
consistently courteous
•#1 Graduate
Students
Satisfied

Satisfaction
Ranking
59%

#2 Easy‐to‐use access tools that allow me to find things on my own
#3 Willingness to help users

29%

#4 A library Web site enabling me to locate information on my own
#5 Dependability in handling users' service problems

15%

What does this mean?
Improvement is needed in providing:
•A website that is easy to navigate
•Easy‐to‐use access tools

80%
46%

Staff Comments
• “The library was most helpful in tracking
information regarding my father who worked
here 83 years ago.”
• “Web pages are VERY confusing. Difficult to
navigate, too much information on page.”
• “Librarians need to be available and visible on
all floors of the library to provide assistance.”

The top five things we do best are:
• Giving users individual attention
• Willingness to help users
• Employees who deal with users in a caring
fashion
• Readiness to respond to questions
• Employees who instill confidence in users

The top 5 areas for improvement are:
• Quiet space for individual activities
• Print or electronic journal collections I need
for my work
• The printed library materials I need for my
work
• Library space that inspires study and learning
• Community space for group learning and
group study

Action Steps
In the works …
• Enforce cell phone &
quiet areas
• Improve signage
• Redesign library web
site
• Expand multimedia lab
• Move bound journals

Next priorities …
• Improve HVAC
• Add more electronic
journals & books
• Renovate 2nd floor
• Add group study rooms

Further Assessment
•
•
•
•
•
•
•

Student Advisory Committee NEW
Library Advisory Committee
Focus groups
Usability studies
Feedback links
UIE information literacy assessment
Continual assessment
analysis,
planning, priorities, resource allocation

More Details
• FAQ’s
http://cooklibrary.towson.edu/LibQual/libqualFAQ.cfm

• Executive Summary
http://cooklibrary.towson.edu/LibQual/2008/ExecutiveSumm
ary.pdf

• Complete Report
http://cooklibrary.towson.edu/LibQual/2008/TowsonUniversi
ty.pdf
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