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* What is LIbQUAL+®
* Why Is LIDQUAL+® important
* How will it benefit your library?
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ARL Statistics and Assessment S

..To describe and measure the

performance of researCh
I|brar| €S and their contribution to

teaching, research, scholarship and
community service ...
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ARL Statistics and Assessment S

...To describe and measure the performance of
research libraries and their

contribution

teaching, research,
SChO 'ar'Sh|P and community

service ...
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The Value of Academic Libraries

®
THE ‘AIIIE OF ACADEMIC LIBRARIES
A Comprehensive Research Review and Report
L AT R ) *M'w khhﬂn?mm:‘:amm
http://www.acrl.ala.org/value, http://www.rin.ac.uk/our-work/using-and-
®

accessing-information-resources/value-
libraries-research-and-researchers



ARL Profiles: :Q“,
Research Libraries 2010

ARL Profiles:
Research Libraries
2010

« Serve the public
good

« Expand globally
 Set standards

* EXxplore best
practices

e Establish national
and international
visibility

william Gray Potter, University of Georgia
Colleen Cook, McGill University
Mmartha Kyrillidou, Association of Research Libraries

with Contributions from

Jennifer Rutner, Columbia University

Michaet Maciel, Texas ABM University

David Green, Association of Research Libraries
Sarah Lippincott, Association of Research Libraries
wolanda Glass, association of Research Libraries
Nicholas Woolf, Woolf Consulting tnc.

April 2014
association of Research Libraries

http://www.arl.org/stats/index/profiles/index.shtml



Search this site:

Value, Outcomes, and Return on
Investment of Academic Libraries

@ LIBvalue

LIB-VAIUE

® Lib-Value Project

» Bibliographic Database

» Publications and

Presentations

» JISC Project

» Suggestions / Comments

ROV IN' THE

GRANTS
PROCESS

To learn more about ROl in

NEWS

Home

Search our free Bibliographic Database or explore resources using
the Subject Area Citation Map

ISSOME KEYNOTE ADDRESS BY CAROL TENOPIR

Date:
Wednesday, August 24, 2011 (All day)

www.arl.org
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Assessment &

“The difficulty lies in trying to find a single model or
set of simple indicators that can be used by
different institutions, and that will compare
something across large groups that is by
definition only locally applicable—I.e., how well a
library meets the needs of its institution.
Librarians have either made do with
oversimplified national data or have undertaken
customized local evaluations of effectiveness,
but there has not been devised an effective way
to link the two.”

Sarah Pritchard, Library Trends, 1996

([ L J
www.libqual.org
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What is LIDQUAL+®?

www.libqual.org
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“Background” &

“The Birth/Origins of LibQUAL+®”

http://www.libqual.org/About/about_lg/birth_Iqg




“Top Ten Resources”

http://www.libqual.org/about/about_lg/top resources
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Premises &

Three Seminal Quotations
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LIbQUAL+® Premise #1: SERVQUAL &

PERCEPTIONS - - SERVICE

“....only customers judge quality;
all other judgments are essentially
irrelevant”

Note. Zeithaml, Parasuraman, Berry. (1999).
Delivering quality service. NY: The Free Press.

www.libqual.org
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LibQUAL+® Premise #2: Enlightment &S

“Il est plus nécessaire d'étudier
les hommes que les livres”

AAAAAAAAAAAAAAAAAAAAAAAAAA
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LibQUAL+® Premise #3: Evidence =

“We only care about the things we
measure.”

--Bruce Thompson, CASLIN, 2006




Dimensions
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2000

41 items

2001

56 items

2002

25 items

2003-Present

22 items

Affect of Service

Affect of Service

Affect of Service

Affect of Service

Library as Place

Library as Place

Library as Place

Library as Place

Reliability Reliability personal Control | Mformation
Control
Provision of Information
Physical Self-Reliance
] Access
Collections
Access to Access to
Information Information

www.libqual.org
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“22 Items and The Box....” &

Why the Box is so Important

— About 40% of participants provide open-
ended comments, and these are linked to
demographics and guantitative 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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and " &

Either Zero or items are
selected to address local or consortial
concerns

—tems from the initial LibQUAL+® item
pool.

— Iltems written by previous consortial
groups.
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Dimensions of (@

Library Service Quality ,

Library
Service

Quality

/ A \ Information
Affect of Service Control
Empathy- Scope of Co
Responsiver- ) Convenlen-
Library as Place

Assuranc- _ Ease of Navig-
Reliability Timeliness |
Equipmer-
Self-ReIian-
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Affect of Service (>

“| want to be treated with respect. | want you to be
courteous, to look like you know what you are
doing and enjoy what you are doing. ... Don't
get into personal conversations when | am at the
desk.”

Faculty member

[from interviews conducted by Fred Heath and Colleen Cook]
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Library as Place &

“The poorer your situation, the more you need the
public spaces to work in. When | was an
undergraduate, | spent most of my time in the
library, just using it as a study space.”

Faculty member

[from interviews conducted by Fred Heath and Colleen Cook]
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Self-rellance (<

“...first of all, | would turn to the best search
engines that are out there. That's not a person
SO much as an entity. In this sense, librarians
are search engines [ just ] with a different
iInterface.”

Faculty member

[from interviews conducted by Fred Heath and Colleen Cook]




Survey Structure
_(Detall View)
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ARL Sample 4-Year Institution
Library Service Quality Survey

Flease rate the following statements (1 is lowest, 9is highest) by indicating:

Foreach item, you must EITHER rate the iterm in all three columng OR identify the iterm as "MIA" (not applicahle). Selecting "M will override all other

Miniroum -- the number that represents the minimum level of service thatyou would find acceptahle
Desired -- the number that represents the level of service that you personaily want
Perceivad - the number that represents the level of service that yow befievie aur library currently provides

answers for that item.

When it comes to...

1)

2)

K}

4

5)

Emplovees who instill confidence in users

Easw-to-use access tools that allow me to find things on my own
Frint andior electronic journal collections | require for my waork
Readiness to respond to users' questions

Quiet space for individual activities

When it comes to...

My Minimum
Senice Level Is
Ly High
alalalolalalalals
12324567883
alalalalalalalals
123245678483
alalalolalalalals
12324567883
alalalalalalalals
123245678483
alalalolalalalals
12324567883
My Minimum
Senice Level Is

Loy High

My Desired
Senice Level Is

Lo High
lalolalalalolalols
123456788
lalololalalolalols
12345678248
lalolalalalolalols
123456788
lalololalalolalols
12345678248
lalolalalalolalols
123456788

My Desired
Senice Level Is

Lo High

Perceived Service
Performance Is

Ly High
CoCoooCon
1234567848
alalalolalatalals
12324867 840
CoCoooCon
1234567848
alalalolalatalals
12324867 840
CoCoooCon
1234567848

Perceived Service
Performance Is

Loy High

MiA

-

=
)

-

=
3

-

=
)

-

=
3

-

=
)

www.libqual.org
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LiIbQUAL+® Lite RCT &

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




Login

ABOUT ANALYTICS NEWS PUBLICATIONS EVENTS

What is LibQUAL+®? In 1999, Fred Hesth and Colleen Cook; hath then at
R U Z Texas & & M University, realized that use of "input" e e
LibQUAL+® is a suite of semvices that variables, such as coflection or setials courts, were REGISTER NO
se to solicit, track, understand, and limited &s measures of fibrary service quality...

' opinions of service guality. , \ NEWS
it ' 2R .Dﬂe.red tFl e -Ilbr‘ary Since 2000, more than 1,000 fibraries have
community by the Association of Research participated in LibQUAL+E domestically and
Libraries (ARL), The program's centerpiece is G VRV EE I s BB | . 9/22,2009: Register for the 2010 LibQUAL +® survey!
i Australia, Ssia, and Europe....

4 1215:2009: Launching MNewvy Website

a rigorously tested Web-based survey

4 2/20/2009: LibQUAL+® Share Fair, Chicago, July 13, 2009: Call for Ertries

SEMVICES ... The LibQUAL+® survey is stwo-page, web-based + MORE NEVY

instrument. For mare information about the survey
Instrument,
EVENTS
How will LibQUAL+® benefit your library users? + 5/2472010: 2010 LibQUAL +® and Beyond - Glasgowy, Scotland
Jibrary administrators have successfully used LibQUAL+E 4+ 2/5:2010: 2010 Introduction to LibQUAL+® - London, England

survey data to identify best practices, analyze deficts; and + 1/18/2010: LibQUAL +® Training Sessions - Boston, MA

=ffectively allocate resources. LibQUAL+® gives your

brary users a chance to tell you where your services need + MORE EVEN

mprovement so you can respond to and better manage their

=xpectations. Institutional data and reports enable youto

PUBLICATIONS

azsess whether your library services are meeting user

=xpectations—and develop services that better meet these
4+ Describing the Research Library of the 21st Century: The ARL
Profiles

=xpectations.

4+ Library Assessment Conference 2008, Seattle, Washington Augus
4-7: Recap & Evaluation
LibQUAL+# Top 10 Resources ] : %
4+ Library Quality Assessment through LibQUAL +&
4 Google™ search on "LibQUAL+" yields approximately 100 000 hits, and more than 50 refereed journal articles

; : + MORE RESOURCI
ave been published on the protocol. To use to learn about LibQUAL+®. ..



The LibQUAL+® Management Center @
_(aka Your Friend)

°
= ®
LibQUAL +
Charting Library Service Quality
ABOUT ANALYTICS NEWS PUBLICATIONS
Home Survey Dashboard
Welcome to LibQUAL+#!
Download the new 2010 Procedures M
Lio} We are delighted to offer to you a new platform that supports features like l_ibQUAL~4—CE
+ Manag
+ Manage To get started, please do the following:
¢ To view or add users to your institution's account, visit the 'Manage Users'
+ Directory navigation area on the left). Here you can manage access to this website by m
Admin Tools e To view and set user permissions for your'sur\lley run (évalléble Jan. ?01(
+ Progress Grid Management Center. Here you can set a user's role in administrating your LibQU
>LQ 2010 . » To configure and launch your survey (available Jan. 2010), visit the surve)
[ °

www.libqual.org



LibQUAL+® Management Center: @
_Getting Started

* Login (Required to use the Management Center)
« Center Sections:

— Personal Profile - Survey Results
— Institution Profile - Resources
— Manage Users - Directory

— Manage Your Survey

Survey |
u Manaéement Contes J ABOUT ANALYTICS NEWS PUBLICATIONS E

|

Home Survey Dashboard

Management Center Welcome to LibQUAL+®!

+ Reqister for Surveys

* Mﬁgag&%“{(‘)’;ays Download the new 2010 Procedures Manual

www.libqual.org



R
Survey Process: &"
Manage Your Survey “rt

® A. Configure Your Survey
Caonfigure your LihQUAL+® survey using the tahs below. You must save your progress along the way using the "Save" hutton at the hottom of the

Eight Sections: page, enabling the system to retain your selections without completing the entire survey set-up process in one session.
. Preferences

Customizaton Custamization | Optional Guestions | Branch Library Options | Discipline Options

review

Representativeness

Monitor Survey Progress

Incentive Winners Preferences

Post Hoc

Evaluation

Please follow the instructions below to select your survey preferences.

= Survey Title—Please choose a label to display on your results report. This label should  English (American):
not be more than 60 characters long.

= Survey Start and End Dates—Please indicate the dates you intend to open and close  Start Date: (mmiddhyyy)
the survey at your institution. Note that these dates are for our information only and are  End Date: (mmidddyyyy)
not hinding. You must manually open and close your survey.

* Lite-view Percentage—There are two versions of this survey: the full version with  Lite Views: 0%
22 core guestions and a "lite" version with 8 core guestions. Please enter the percentage
of patrons who should receive the shortened "lite” survey.

* Reporting Language—FPlease select one of your languages for use in your notehook  Reporting Language English (American) ;;zj
and other reports.

next step u

Save

B. Preview Your Surves
Preview the LibQUAL+® survey as it will appear to users atyour institution. This step allows you to ensure that your survey is correct before it goes

live at your institution. You mustview and complete a preview of your survey in every language in which it is heing offered befare you will he
permitted to launch your survey. Use the checklist atthe right to ensure all previews have been completed.

English {Armerican) Preview Survey [

C. Launch Your Survey

Click the button helow to launch your survey and receive your URL(s) for distribution. Note that the button will not he activated until all previews are
® completed. Also he aware that once your survey is launched, no further changes or customizations can be made.




LibQUAL+® Resources

7N

@
Register for LibQUAL+®
Sign up and register here to start a LIbQUAL+® survey.
« New LibQUAL+® Web site
NEWS
° N eW L | b Q UA L +® L I te 12/15/2009: Launching New Website
9/22/2009: Register for the 2010 LibQUAL+E survey!
2120/2009: LipQUAL+3 Share Fair, Chicageo, July 13, 2009 Call for Entries
 Publications MORE NEWS
. . EVENTS
 Events and Training
52412010 2010 LipQUAL+& and Beyvond - Glasgow, Scotland
215/2010; 2010 Introduction to LibQUAL +8 - London, England
° |_| bQUAL+® Proced ures Man u al 118/2010: LIbQUAL +& Training Sessions - Boston, MA
MORE EVENTS
www.libqual.or
d1ogqual.org
Describing the Research Library of the 21st Century: The ARL Profiles
@

www.libqual.org
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Why Is LIbDQUAL+® important?

www.libqual.org



Rapid Growth

LN
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L J
Languages Types of Institutions
—  Afrikaans Academic Health Sciences
— English (American, British) — Academic Law
— Chinese — Academic Military
— Danish — College or University
— Dutch — Community College
— Finnish — Electronic
— French (Belge, Canada, Europe) — European Business
— German — European Parliament
— Greek —  Family History
— Hebrew — Research Centers (FFRDC) Libraries
— Japanese — High School
— Norwegian — Hospital
— Spanish — National Health Service England
— Swedish — Natural Resources
—  Welsh — New York Public
. — Public
Consortia —  Smithsonian
B : . — State
Each may create 5 local questions to add to their —  University/TAFE
survey
Countries
— Australia, Canada, Cyprus, Denmark, Egypt,
Finland, France, Hong Kong, Ireland, Japan,
Mexico, the Netherlands, New Zealand,
Norway, Singapore, South Africa, Sweden,
Switzerland, UAE, U.K,, U.S,, etc.....
L J

www.libqual.org
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LibQUAL+" Participation &

®
350 250,000
307
300 217,002
+ 200,000
250 T 167,986
200 1 151,460 195__ 150,000
Number of 128,958 Number of
Institutions 174 Responses
150 + 100,000
100 T
—8— Number of Institutions
+ 50,000
50 T —8— Number of Responses
13 20,416
0 4007 | : : : : : : : : 0
2000 2001 2002 2003 2004 2005 2006 2007 2008 2009 2010
Suney Year
®

www.libqual.org



LibQUAL+® Surveys by Type

7N

O
2000 2001 2002 2003 2004 2005 2006 2007 2008 2009 2010

Academic law 1 23 10 6 3 3 1 1

Academic Military 6 1 1

Canadian Government 18

College or University 13 41 111 244 148 201 219 221 166 140 174

Community College 16 29 3 15 27 26 11 2 14

Electronic 1

European Business 5 16 19

European Parliament 2 1

Family History 1 2 1

FFRDC 5 1 2 1

Health Sciences 1 35 23 12 13 9 11 3 5 3

High School 1

Hospital 10 1 1

National Health Service 10 1

Eng.

Natural Resources 4

New York Public library 1

Public 4 1 1 3 2 1

Smithsonian 1 1

State 1 1 3 2

University/TAFE 2 1 2 1
TOTAL 13 42 164 308 204 255 298] 289 206 149 195

O

www.libqual.org



LibQUAL+® Surveys by Language %

O
2000 | 2001 | 2002 | 2003 | 2004 | 2005 | 2006 | 2007 | 2008 | 2009 2010

Afrikaans 4 1 4
Chinese 4 1
Danish 1 2
Dutch 1 2 2 1
English (American) 13 42 164 285 172 207 236 218 134 99 150
English (British) 20 23 31 50 40 43 20 22
English (Dutch) 1 1 2 2 1 1
English (Finnish) 2
English (France) 1
English (Norwegian) 6
English (Swedish) 1
English (Swiss) 3
Finnish 1 2 2
French (BE) 1
French (Belge) 3
French (Canada) 2 1 4 26 1 1 13
French (France) 1 1 6 9 9
German 1
German (Swiss) 3
Greek 1
Hebrew 1
Japanese 3 1 1
Norwegian 1 2 6
Spanish 1 1 1
Swedish 5 2 1 1 3
Swedish (BE) 1 2
Welsh 1

TOTAL 13 42 164 308 204 249 298 289 206 149 213

O

www.libqual.org



LibQUAL+® Surveys by Consortia

7N

2000

2001

2002

2003

2004

2005

2006

2007

2008

2009

2010

AAHSL

35

21

12

12

11

AJCU

20

21

AJCU-Law

Alabama Academic (NAAL)

10

13

CES

CCLA

CCCuU

15

California State University System

City University of New York

19

CONSULS

CcucC

Department of Justice Canada

12

EBSLG

17

19

FFRDC

Georgia

19

Harrisburg CC

JULAC

11

Keystone Lib Network

15

LibQUAL Belge

LibQUAL France

LibQUAL Canada

63

RO [W|N

51

www.libqual.org



LibQUAL+® Surveys by Consortia

7N

. (cont’d)

L J
2000 2001 2002 2003 2004 2005 2006 2007 2008 2009 2010

Hospital/MLA 7

Maine URSUS Libraries 13

Mass-LSTA 5

MCCLPHEI 23 1

MERLN 6

National Health 10

NC Comm Caoll 15

NELLCO 8 1

Norwegian Academic Libraries 12

NY3Rs 76 2 1 1 2

Oberlin 12 9 13 2 1 2 1 1

OhioLINK 57 45 1 14 2 6 2 3

SCONUL 20 17 16 20 21 17 16 16

State Universities of Florida 6 2 1 1 2 2

Swiss University Libraries 3

University of Wisconsin System 14 12

VALE 12 1 11 1

Independent 13 41 72 118 108 121 156 179 98 57 89
([ L J

www.libqual.org



World LibQUAL+® Survey

www.libqual.org



HBCUSs in LIbQUAL+®

Lmisusn
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LIbQUAL+® Best Practices @

Libraries Act
on Their

www.libqual.org



Library Assessment Conference
Building Effective, Sustainable, Practical Assessment
Charlottesville, Virginia

COMING FALL 2012

L-, VERSITY W UNIVERSITY LIBRARIES
- I UNIVERSITY of WASHINGTON
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How will it benefit your library?




Interpreting Service Quality Data S

Three Interpretation
Frameworks

www.libqual.org



Interpretation Framework #1 =

Benchmarking Against Peer Institutions

NORMS! NORMS! NORMS!

www.libqual.org
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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

www.libqual.org



Institutional Norms for Perceived
Means on 25 Core Questions

7N

Percentile Value
5.00 6.352
20.00 6.693
33.00 6.832
45.00 6.913
60.00 7.042
70.00 7.117
85.00 7.260
Valid cases 162

Note: Thompson, B. LIbQUAL+™ Spring 2002 Selected Norms, (2002).

Percentile

10.
25.
35.
50.
65.
TS
0.

Missing cases

0o
oo
0o
oo
oo
oo
oo

Value

.526
770
. 840
. 946
077
. 156
.348

=] =] =] W™

Percentile

15.
30.
40.
98
66.
0.
95a

o0
0o
o0
0o
oo
0o
oo

Value

. 663
.818
. 897
. 995
.083
.214
. 483

=] =] =] h W h

www.libqual.org



Interpretation Framework #2 =

Benchmarking Against Self,
Longitudinally

'99

“Nobody is more like me than me
--ANoNymous

www.libqual.org



Interpretation Framework #3 &S

Interpreting Perceived Scores Against
Minimally-Acceptable and Desired
Service Levels (l.e.,

)

www.libqual.org
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Overall
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Think outside of
the box

www.libqual.org
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... a revolution in making &"

Il est plus nécessaire d'étudier les hommes
gue les livres

—FRANCOIS DE LA ROCHEFOUCAULD (1613-1680)

www.libqual.org
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Confirming Disconfirming
expectations expectations
Confirming Disconfirming

perceptions

perceptions

www.libqual.org
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Library Values &

« are reflected In:
— physical environment (Library as Space)

— warmth, empathy, reliability and assurance of
library staff (Affect of Service)

— ability to control the information universe in an
efficient way (Information Control)

« are unifying and powerful forces for:
— Overcoming language and cultural barriers
— Bridging the worlds of our users
— Improving library services

— Advancing the betterment of individuals and
societies

www.libqual.org
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Sensitivity to context &"

“If sensitivity to context is important in
benchmarking, these new ... studies will
hopefully confirm this ... both empirical
and ethnographic methods are necessary
to disentangle potentially erroneous
assumptions and illuminate contextual and
cultural differences that affect both
expectations of library customers, and
library performance” Rowena Cullen
(IFLA, August 2003)

www.libqual.org
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Building A Community of Practice:

. The Library Assessment Conference
Steve Hiller, Martha Kyrillidou, Jim Self

http://libraryassessment.org/

INIA w UNIVERSITY LIBRARIES
I_,IBRARY UNIVERSITY of WASHINGTON




(@
See ya ... LIbQUAL+® full day training &

« January 23, 2012, in Dallas, TX
* No fee

* Please register at:
— www.libqual.org

www.libqual.org



