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Premise for Mixed-Methods

“The underlying premise of mixed-method
inquiry 1s that each paradigm offers a
meaningful and legitimate way of knowing and
understanding” (p. 7).

Note. Greene, J.C. and Caracelli, V. J. (Eds.). (1997). Advances in
mixed-method valuation. San Francisco, CA: Jossey-Bass.
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English LibQUAL+™ Version

4000 Respondents
PURPOSE
Describe library
E me environment;
2000 build theory of library

service quality from
user perspective

QUAL

LibQUAL+™ Project

DATA

Unstructured interviews
at 8 ARL institutions

ANALYSIS

Content analysis:
(cards & Atlas TI)

PRODUCT/RESULT

Case studies!

QU AN Test LIbQUAL+™

instrument

Web-delivered survey

Reliability/validity
analyses: Cronbachs
Alpha, factor analysis,
SEM, descriptive statistics

Valid LibQUAL+™ protocol
Scalable process

Enhanced understanding of
user-centered views of service
quality in the library
environment?

Refine theory
of service quality

QUAL

Unstructured interviews at
Health Sciences and the
Smithsonian libraries

Content analysis

Cultural perspective’

Refine LibQUAL+™
QUAL instrument

E-mail to survey
administrators

Content analysis

Refined survey delivery
process and theory of service

quality*

QU AN Test LIbQUAL+™

instrument

Web-delivered survey

Reliability/validity analyses
including Cronbachs Alpha,
factor analysis, SEM,
descriptive statistics

Refined LibQUAL+™
instrument®

315 Libraries English, Dutch, Swedish,
German LibQUAL+™ Versions
160,000 anticipated respondents
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Focus groups

Content analysis

Vignette

Local contextual
understanding of
LibQUAL+™ survey

responses®
Re-tooling\j
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o LibQUAL+™ Process

SERVQUAL dimensions served as a
priori theoretical starting point



@ Gap Theory of Assessment: Perceptions,
Service Quality and Satisfaction

PERCEPTIONS - - SERVICE

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

irrelevant”

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




:Qq 76 Interviews Conducted

York University
University of Arizona
Arizona State

University of Connecticut
University of Houston
University of Kansas

University of Minnesota
University of Pennsylvania
University of Washington
Smithsonian

Northwestern Medical
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are there, whether they are in the library or you have established them yourself to obtain the &
aterials from etther close local ibranes, or mterhibrary loan, or through document delivery ¢
hen ever possthle. Cormng into the hbrary self 18 somethung that wou just don't do much o

anymore, that your graduate students spend more tine n the lbrary than you do. You hawves
eard tuch about anything that's etther any sort of 13sues that people have much with the hit

or any hbrary. Corung back to the real central 1ssue 15 access to what ever you want i a
easonable amount of tine as defined as rush when you need rush, and you want someone t
ow that it's rush and otherwise within a week to have it

E: The only thing that I would want to add 1s that [ strongly feel and I've gven up malang o

sts of journals to request each year, but T still think it's inportant to what ever degree pnssﬂ:

o keep fighting for more funds for current pentodicals. [ know that 1t's a battle between the

ublishers trying to publish more journals and the budget to buy them. It comes down to beu_l
ediately avalable.

i Is it accurate to say that you would prefer journals i electronic form that vou can call ug
on your desk top rather than hawing to come over here and get them mn print?

I: That would definitely be preferable.

IC: Is there anything about physical facilities or that you feel 15 a part of qualty library serac
rou don't come into the lhrary wery ruch, that's why [ haven't tallked much abhout i

K Well you've got to hawve space. I've come into the hbrary more often for meetings [ gue
[ atn the so-called space chatrman of the library and [ have been convinced that 1z direly nee
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'Q Dimensions of
= Library Service Quality

Library
Service

Quality

Affect of Service Reliability

el Comprehensive
Collections
Ubiquity and Ease . .
auy Self-reliance Library as Place
of Access

Model 1
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& Reliability

“You put a search on a book and 1t’s just gone;
it’s not reacquired. ... There’s more of a
problem of lost books, of books that are
gone and nobody knows why and nobody’s
doing anything about 1t.”

Faculty member
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(@ Affect of Service

“I want to be treated with respect. I 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 I am at the desk.”

Faculty member



7N
& Ubiquity of Access

“Over time my own library use has become
increasingly electronic. So that the amount
of time I actually spend 1n the library 1s
getting smaller and the amount of time I
spend at my desk on the web ... 1s
Increasing.”

Faculty member



S Comprehensive Collections

“I think one of the things I love about
academic life in the United States 1s that as
a culture..., we tend to appreciate the
extraordinary importance of libraries in the
life of the mind.”

Faculty member
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& Library as Place

“One of the cherished rituals 1s going up the
steps and through the gorgeous doors of the
library and heading up to the fifth floor to
my study. ... I have my books and I have
six million volumes downstairs that are
readily available to me 1n an open stack
library.”

Faculty member
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& Library as Place

“I guess you’d call them satisfiers. As long as
they are not negatives, they won’t be much
of a factor. If they are negatives, they are a
big factor.”

Faculty member
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& Library as Place

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

Faculty member
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& Selt-reliance

“...first of all, I 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 interface.”

Faculty member
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& Selt-reliance

“By habit, I usually try to be self-sufficient.
And I’ve found that I am actually fairly
proficient. I usually find what I’'m looking
for eventually. So I personally tend to ask a
librarian only as a last resort.”

(Graduate student
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Library Service Quality

Affect of Service
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Reliability
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Convenience

Refuge

Model 2
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(@ LibQUAL+™ Related
Documents

¢ LibQUAL+™ Web Site
http://www.libqual.org

¢ LibQUAL+™ Bibliography

http://www.libqual.org/publications/index.cfm

& Survey Participants Procedures Manual
http://Iwww.libqual.org/information/manual/index.cfm
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