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LibQUAL+™ Premise 

“Il est plus nécessaire d'étudier 

 les hommes que les livres”  

 
—FRANÇOIS DE LA ROCHEFOUCAULD  
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PERCEPTIONS                     SERVICE 

  “….only customers judge quality; 

all other judgments are essentially 

irrelevant” 

 

Note.  Zeithaml, Parasuraman, Berry. (1999).   

Delivering quality service. NY: The Free Press. 

SERVQUAL 
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Multiple Methods of Listening 

to Customers 

• Transactional surveys*  
• Mystery shopping 
• New, declining, and lost-customer surveys 
• Focus group interviews 
• Customer advisory panels 
• Service reviews 
• Customer complaint, comment, and inquiry 
     capture        
• Total market surveys* 
• Employee field reporting 
• Employee surveys 
• Service operating data capture 
Note. A. Parasuraman. The SERVQUAL Model: Its Evolution And Current Status. (2000).  

Paper presented at ARL Symposium on Measuring Service Quality, Washington, D.C. 

*A SERVQUAL-type instrument is most suitable for these methods 
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Core Items and Dimensions 

22 core items (i.e., questions) 

 

Three dimensions: 

• Affect of Service – 9 questions 

• Information Control – 8 questions 

• Library as Place – 5 questions 
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Survey Structure  

(Detail View) 
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Community 

• Languages 
– Afrikaans 
– American English 
– British English 
– Chinese 
– Danish 
– Dutch  
– Finnish 
– French 
– German 
– Japanese 
– Norwegian 
– Spanish 
– Swedish 
– Welsh 
 

• Consortia 
*Each may create 5 local questions to add 

to their survey 
 

• Countries 
– Australia, Canada, Denmark, Egypt, 

Finland, France, Hong Kong, Ireland, 
New Zealand, the Netherlands, 
Norway, South Africa, Sweden, 
Switzerland, UAE, U.K., U.S. 
 

• Types of Institutions 
– Academic Health Sciences 
– Academic Law 
– Academic Military 
– College or University 
– Community College 
– Electronic 
– European Business 
– European Parliament 
– Family History 
– Research Centers (FFRDC) Libraries 
– High School 
– Hospital 
– National Health Service England 
– Natural Resources 
– New York Public 
– Public 
– Smithsonian 
– State 
– University/TAFE 
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European Participation by 

Country 

Country 2000 2001 2002 2003 2004 2005 2006 2007 2008 Total 

Belgium                 3 3 

Denmark         1   2   4 7 

Finland             2   8 10 

France         1   2 1 4 8 

Ireland         1 1 2 1 1  6 

Netherlands       1 1   5    1 8 

Norway             2   4 6 

Sweden         3 4 4 2 3 16 

Switzerland         2   2    1 5 

UK       20 17 16 33 21 18 125 
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European Participation by Type 

  Belgium Denmark Finland France Ireland Netherlands Norway Sweden Switzerland UK 

College or 

University 
 1   2 4 5 4   8 3  66 

Electronic                   1 

European 

Business 
 2 4 6 2 1 1 4 3 3 2 

European 

Parliament 
2                   

FFRDC                   3 

Hospital               3   1  

National 

Health 

Service 

England 

                  10 
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Benefits of Using LibQUAL+® 

• Standardization across institution types 

• Benchmarking capabilities 

• Streamlined processes through Web 

interface 

• Alleviates costs and staff time associated 

with survey design and develop 

• Can be used with other assessment tools 

(i.e., localized surveys) 
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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 

• Results Notebooks (PDF) 

 http://old.libqual.org/Manage/Results/index.cfm 

– Group Notebook (PDF) 

– Unified Notebook (PDF) 

– User Comments 

– Excel Data File 

 

 SPSS data files (if requested at registration) 

will be e-mailed to the primary contact two to 

three months after the session has closed. 

http://www.libqual.org/Manage/Results/index.cfm
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DO YOU UNDERSTAND  

YOUR RESULTS? 



old.libqual.org 

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 

 

• Qualitative Analysis: Comments 

 

• LibQUAL+® Scores have 3 interpretation 
frameworks: 

– Zone of tolerance 

– Peer comparisons 

– Longitudinal analysis 
 

• Quantitative Analysis: Excel Data 
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Determining 

Representativeness 
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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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Comments 

• Why the Box is so Important: 

– About half of participants provide open-ended 

comments, and these are linked to 

demographics and quantitative data. 

– Users elaborate the details of their concerns. 

– Users feel the need to be constructive in their 

criticisms, and offer specific suggestions for 

action. 
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Interpreting Service Quality Data 

 

Three Interpretation 

Frameworks 
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Benchmarking Against Peer Institutions 

--1,000,000 Users; 1,000 Institutions! 

 
NORMS! NORMS! NORMS! 

Interpretation Framework #1 
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Score Norms 

• Norm Conversion Tables facilitate the 

interpretation of observed scores using norms 

created for a large and representative sample. 

• LibQUAL+™ norms have been created at both 

the individual and institutional level 
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Institutional Norms for Perceived 

Means on 25 Core Questions 

Note: Thompson, B. LibQUAL+ Spring 2002 Selected Norms, (2002).  
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Peer Comparison 

LibQUAL+ 2006

Faculty Ratings of Journal Collections

ARL Libraries

5.00
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7.00

8.00

9.00

1 2 3 4 5 6 7 8 9 10 11 12 13 14 15 16 17 18 19 20 21 22 23 24 25 26 27 28 29 30 31 32 33 34 35 36 37

Red Square = Perceived Service Performance

Top of Blue Bar = Desired Level of Service

Bottom of Blue Bar = Minimum Level of Service

UVA

Source: Jim Self, University of Virginia, Presented at Performance Measurement in Academic Libraries Workshop, EBLIP4, Durham, North 

Carolina, May 11, 2007  

http://www.libqual.org/documents/admin/EBLIP4.ppt
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Benchmarking Against Self, 
Longitudinally 

 

“Nobody is more like me than me!” 

--Anonymous 

Interpretation Framework #2 
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Longitudinal Analysis 

Source: Deborah Poole, Four Years of LibQUAL+®. ALA Annual, New Orleans, LA, June 26 2006.  

Comparisons are 

powerful… 

And four years of 

data ROCKS! 
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Interpreting Perceived Scores Against 
Minimally-Acceptable and Desired 

Service Levels (i.e., “Zones of 
Tolerance”) 

Interpretation Framework #3 
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Dimension Summary 

Key Term:  

Zone of Tolerance 



old.libqual.org 

Understanding Your Individual 

Results: Radar Charts 

Key Term:  

Zone of Tolerance 
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The Underused “Analytics Tool”  
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A.  LibQUAL+® 

Lite  

Q.  What is NEW for 2008 

and beyond? 
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LibQUAL+® Lite is a survey methodology in 
which (a) ALL users answer a few, selected 
survey questions, but (b) the remaining 
survey questions are answered ONLY by a 
randomly-selected subsample of the users. 
Thus, (a) data are collected on ALL 
QUESTIONS, but (b) each user answers 
FEWER QUESTIONS, thus shortening 
the required response time!!! 

LibQUAL+® Lite 
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•                                                                                                                       Person                     

• Item                  Bob  Mary Bill Sue  Ted 

•                         

• Service Affect #1      X    X    X    X    X 

• Info Control #1        X    X    X    X    X 

• Service Affect #2           X         X 

• Library as Place #1    X    X    X    X    X 

• Service Affect #3      X    X 

• Info Control #2                       X    X 

• Library as Place #2              X    X 

LibQUAL+® Lite 
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LibQUAL+™ Resources 

• LibQUAL+™ Website: 
 http://www.libqual.org 
 

• Publications:  
 http://www.libqual.org/publications  
 

• Events and Training:  
 http://www.libqual.org/events  
 

• Gap Theory/Radargraph Introduction:  
http://www.libqual.org/Information/Tools/libqualpresentation.cfm  
 

• LibQUAL+™ Procedures Manual: 
 http://www.libqual.org/Manual/index.cfm  

 

http://www.libqual.org/
http://www.libqual.org/publications
http://www.libqual.org/events
http://www.libqual.org/Information/Manual/index.cfm
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The LibQUAL+® Team 

• MaShana Davis 

 Technical Communications Liaison 

 mashana@arl.org 

 

• Yolanda Glass 

 Administrative Assistant 

 yolanda@arl.org 

 

• Kristina Justh 

 Customer Relations Coordinator 

 kristina@arl.org  

 

• Martha Kyrillidou 

 Director, Statistics and Service Quality Programs 

 martha@arl.org 

 

• Gary Roebuck 

 Technical Operations Manager 

 gary@arl.org  
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