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Results Notebooks

« Sections for Overall, Undergraduates, Graduates,

Faculty, Staff, Library Staff include:
— Demographic Summary

— Core Questions Summary

— Dimensions Summary

— Local Questions

— General Satisfaction Questions

— Information Literacy Outcomes Questions

— Library Use Summary

@

* Appendix describing changes in the dimensions and
the questions included in each dimension.
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Results

@
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Core Items and Dimensions

22 core items (i.e., questions)

Three dimensions:
 Affect of Service — 9 questions

 Library as Place — 5 questions
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DO YOU UNDERSTAND
YOUR RESULTS?
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Procedures Manual

avid Green
Martha

LibQUAL:”®

the/2o1o

Remember to check the Procedures Manual
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Understanding Your Individual Results —

* Look at the top 5 most desired services
« Compare your results with peer or ARL institutions
« Compare your results over time

« Compare your faculty’s minimum with the aggregate
minimum acceptable levels

— Same for perceived and desired

* Look at user groups individually
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Understanding Your Individual Results —

Look at user groups by discipline

Look at results to determine if users are not aware of
what the library already does

Explore one question by discipline and user group

Probe the questions that had meaningful gaps between
perceived results and minimum expectations

Focus on questions with negative gaps (i.e., the red)
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Interpreting Your LibQUAL+® Data %

* Determining representativeness

LibQUAL+® Scores have 3 interpretation frameworks:
— Zone of tolerance

— Peer comparisons

— Longitudinal analysis

Quantitative Analysis: Excel Data

Qualitative Analysis: Comments
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Determining Representativeness
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Understanding Your Individual Results: :Q“,
_Radar Charts .

Key Term:
Zone of Tolerance




Key to Radar Charts

@

Key Term:
Zone of Tolerance
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AR\
Radar Chart Basics (€3

Mini
Perceived
greater than
desired

Perceived greater
than mimmum,
less than desired

Perceived less
than minimum

Key Term:
Zone of Tolerance
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What Do the Colors Mean?

Key Term:
Zone of Tolerance

Green
And

Blue
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ID  Question Text Mean Mean Mean Mean Mean 7
Affect of Service /_\ 4
b
AS-1 Employees who mstill confidence in users 6.33 750 1.75 142 -0.15 211
AS-2  Giving users mdividual attention 6.66 7. 792 1.25 0.11
AS-3  Employees who are conzistently cowrteous 721 833 853 1.32 0.20 1 N
AS-4 Readiness to respond to users’ questions 7.19 825 828 1.09 0.03 2
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What Do the Colors Mean?

Red

Key Term:
Zone of Tolerance
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What Do the Colors Mean?

@

Key Term:
Zone of Tolerance

Little
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What Do the Colors Mean? =

L J
A lot of
Key Term:
Zone of Tolerance
AS-7 Employees who understand the needs of their 7.07 8.15 7.86 0.79 -0.29 s
users /
AS-8 Willingness to help users 7.13 831 8.30 1.17 0.00 /
AS-9 Dependability in handling users' service problems 7.02 8.14 8.00 0.98 -0.14 /
Information Control \
IC-1 Making electronic resources accessible from my 6.85 8.24 S 0.30 (/
home or %ﬁ\ce 3 )
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www.libqual.org



Understanding Your Individual Results: :Q“,
_Thermometer Charts '

desired

": T target

perceived

mlnlmum ’/ | Key Term:
Jos Smelik 2006 Zone of Tolerance
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Dimension Summary

@

9
Zone of Tolerance o
7
[ ] Range of Minimum to Desired
[ ] Range of Minimum to Perceived ("Adequacy Gap”) 6
5
4
Affect of Information Library as Overall
Service Control Place
Minimum Desired Perceived Adequacy Superiority
Dimension Mean Mean Mean Mean Mean n
Affect of Service 6.34 7.73 7.38 1.04 -0.35 2.446
Information Control 6.56 8.00 7.18 0.62 -0.82 2,447
Library as Place 6.34 7.86 6.89 0.55 -0.97 2.441
Overall: 6.43 7.86 720 0.77 -0.67 2.448
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Three interpretation frameworks =

« Zone of tolerance
— Perceptions vs. expectations
— meeting users minimum expectations
— Approaching users’ desired expectations

* My scores over time (longitudinal)

— Am | doing better or worse compared to last
time | measured my performance

* Peer comparisons

[ 4 L J
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Other Analytical Tools &"

« LibQUAL+® Analytics
— Institutional Explorer (peer comparison)
— Longitudinal Analysis
http://www.libqual.org/Interactive/index.cfm

* Norms

« SPSS
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Quantitative Analysis: Excel Data

@

« Excel/SPSS data files available on the LibQUAL+® Web
site

« Use customized radar chart template to create custom
analyses
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Qualitative Analysis: User Comments %

About one-half of users include comments on their
surveys

User Comments available on the LibQUAL+® Web
site

— Download comments in Excel or text file

Skim the comments

Conduct ATLAS.ti analysis
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Library Use Summary &
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2009 LibQUAL+® Highlights:

_Session | &I

Available for

download on the
Publications page at
http://www.libqual.org/Pu

blications/index.cfm

GNE Sessiewt o

B e

Survey Dale

LUbQUAL «& Tutorlal
To lean more about the Tiree ATENsions and view an animaled
guide 0 readng UDQUAL+®E chals, view he UDQUAL+E
nteractive Tutoral at

www.Ibqual.orginformationiToots

To register for the 2008 LDQUAL+® survey, go 10:
www_libqual.orgiReglster

Association of Research Libraries
' ‘ 21 Dupont Circie N, Suits 830
W Washington, DC 20035
wwiw_libqual org
e Phone 202-296-2296
L ' Fax 202-6720884

Copyright © 2008 Association of Ressarch Libraries
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General Discussion "
and Q&A
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Summary and Closure
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LibQUAL+® Resources

@
+  New LibQUAL+® Web site Register for LbQUAL+®
Sign up and register here to start a LIbQUAL+® survey.
« New LibQUAL+® Lite NEWS
- 12/15/2009: Launching New Website
 Publications + 9/22/2000: Register for the 2010 LibQUAL+® survey!
- 2/20/2009: LibQUAL +® Share Fair, Chicago, July 13, 2009: Call for Entries
HP . + MORE NEWS
 Events and Training .
. EVENTS
 LibQUAL+® Procedures Manual
+ 5/24/2010: 2010 LibQUAL +® and Beyond - Glasgow, Scotland
4+ 2/5/2010: 2010 Introduction to LibQUAL+® - London, England
4 1/18/2010: LibQUAL +® Training Sessions - Boston, MA
I | | I MORE EVENTS
WWW. |bqua .0rg
PUBLICATIONS
+ Describing the Research Library of the 21st Century: The ARL Profiles
@
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- Library Assessment Conference
| Building Effective, Sustainable, Practical Assessment
' Charlottesville, Virginia

COMING FALL 2012

L 'I’?%RSITY o W UNIVERSITY LIBRARIES
I,IBRJ'\RY SSOCLATION C NIVERSITY of WASHINGTON

S O LIBRARES
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The LibQUAL+® Team

[ 4
*  The best way to contact us: libqual@arl.org

David Green
Library Relations Coordinator
david@arl.org

Yolanda Glass
Administrative Assistant
yolanda@arl.org

Martha Kyrillidou
Senior Director, Statistics and Service Quality Programs
martha@arl.org

Henry Gross
Applications Developer
david@arl.org

Gary Roebuck
Technical Operations Manager
gary@arl.org
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