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ARL Member Institutions, FY 2010-11 

Å115 ARL university libraries 
ï73 medical libraries 

ï77 law libraries 

Å10,037 professional staff members  
ï974 staff members at medical libraries 

ï734 staff members law libraries 

Å11 nonuniversity ARL members 
ï3,709 professional staff members 

 

ÅFull List of Member Institutions: 
http://www.arl.org/arl/membership/members.s
html 
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ARL Statistics and Assessment 

éTo describe  and measure the 

performance of research 

libraries and their contribution to  

teaching, research, scholarship and 

community service é 
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In the beginning é 

Statistics & Salaries  
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ARL Statistics and Assessment 

éTo describe and measure the performance of 

research libraries and their 

contribution to teaching, 
research, 
scholarship  and community 

service é 
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Forces at work 

ÅMore competition 

ÅMore technology 

ÅLibraries have a strong global 

brand 

ÅService excellence? 
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Whatôs the effect? 

Å Bangor University considers removing librarians  posted by Blake on 
Thursday January 27, @07:30AM -753 hits          
     
Ms Information writes "News from the University of Wales Bangor in the 
UK. senior management no longer feel that subject librarians / academic 
liaison librarians are needed in the modern academic library. They have 
made restructuring proposals which include removing all but one of the 
subject librarians and a tier of the library management, including the Head 
of Bibliographic Services. The university management thinks that 
technology has 'deskilled' literature searching. As far as I know, this 
proposal is unprecedented in the United Kingdom. In essence, there will 
remain 4 professional librarians serving a 'research-led' university of 8,000 
plus FTEs and with 8 library sites. These will be the university librarian, 
cataloguing librarian, acquisitions librarian and Law librarian. 
 

Å Has anything like this happened anywhere that you know of? If so, what 
have been the effects? 

www.libqual.org 
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Assessment 

Librarian? 
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  Assessment isé 

 

 

ñéa structured process to learn about 

communities and evaluate how well 

the library supports them.ò 
- Steve Hiller, Director of Assessment & Planning 

University of Washington Libraries 
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How Using ARL Statistics the 

University of Washington (Seattle) Get 

More Money! 

Steve Hiller 

University of Washington Libraries 

June 25, 2010 
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University of Washington Budget Process 

2010-11 

ÅLegislature cut UW budget by $20.6 million dollar 

(6.3%) after $80 million dollar appropriation reduction 

(25%) for 2009-10   

ÅUndergraduate resident tuition increased by 14% 

ÅAll UW units given a 5% cut 

ÅUnits submitted short reports on impact of 2009-10 

budget and plans for 2010-11; met separately with 

Provost to discuss 

ÅUniversity allocated new tuition dollars for first time 

using  Activity-Based Budgeting  (ABB) to mitigate 

5% cut 
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ARL Data Used to Show UW Lagging Behind 

Peers and Falling Fast 

ÅUsed ARL Statistics 

ÅMedian of top quartile used (where we have traditionally 

ranked) 

ÅPeriod covered is from 2003-04 through 2008-09 

ïñGoodò funding years; no changes in ARL membership 

ÅExpenditures are shown as annual averages of two 

year totals to minimize year to year changes and UW 

biennial spending pattern 

Å2009-10 budget comparisons with 2008-09 final 

budget made with results from ARL special survey in 

Autumn 2009 
www.libqual.org 



Total Library Expenditures UW Seattle & 

ARL Median Top Quartile: 2003-05 to 2007-09 

(Annual Average) 
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Base Budget Changes in ARL Libraries:   

2009-10 Compared to 2008-09 
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74 ARL Libraries responding. Each dot represents one library.  

UW ï $3.6 million reduction 
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Personnel Budget Changes in ARL Libraries:  2009-

10 Compared to 2008-09 

-15%

-10%

-5%

0%

5%

10%

 

 

 63 ARL Libraries responding.  Each dot represents one 

library.    

 

UW ï 29 positions lost 
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The Result? 

2010-2011 UW Libraries Budget 

Å5% institutional reduction ($1.353 million for 

Libraries) 

ÅMitigated by $1 million in ñProvost reinvestment 

fundsò (total of 1.3% cut) 

ÅLibraries received highest amount of reinvestment 

money of any University unit (25% of total 

reinvestment funds) 

ÅSome additional indirect cost recovery funds still 

anticipated  

Was it all due to ARL statistics?  Well, perhaps 

not all! 
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Budget overview ï U of Virginia 
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  Assessment isé 

 

 

ñéa structured process to learn about 

communities and evaluate how well 

the library supports them.ò 
- Steve Hiller, Director of Assessment & Planning 

University of Washington Libraries 
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Assessment 

ñThe 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 applicableði.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.ò  

      
Sarah Pritchard, Library Trends, 1996 



Premises 

 

Three Seminal Quotations 
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PERCEPTIONS                     SERVICE 

 

 

  

ñé.only customers judge quality; 

all other judgments are essentially 

irrelevantò 

 

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

Delivering quality service. NY: The Free Press. 

LibQUAL+® Premise #1: SERVQUAL 



  

LibQUAL+® Premise #2: Enlightment 

ñIl est plus n®cessaire d'®tudier 

 les hommes que les livresò  

 

ðFRANÇOIS DE LA ROCHEFOUCAULD  
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 ñWe only care about the things we 
measure.ò 

 

--Bruce Thompson, CASLIN, 2006 

LibQUAL+® Premise #3: Evidence 
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ADVISORY 

COUNCILS  

. . . and we keep listening MYSTERY SHOPPERS 

TRANSACTIONAL  

SURVEYS 

Texas A&M University Libraries  

Advisory  Councils 

 

ÁUniversity Library Council  

ÁStudent Advisory Council 

ÁMSL Council  

ÁMSL Student Advisory Council 

ÁCollege of Pharmacy Library &  

      Learning Resources Advisory 

www.libqual.org 
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MATERIALS EXPENDITURES ELECTRONIC SERIALS 

$10.9 MILLION 

MONOGRAPHS 

$4.7 MILLION 

PRINT SERIALS 

$2.1 MILLION 

CHANGES IN EXPENDITURES IN THE LAST 5 YRS 
 

                                 PRINT                    ELECTRONIC 

MONOGRAPHS      SERIALS                SERIALS 
 

15% INCREASE      19% DECREASE     215% INCREASE 
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SERVICE STANDARDS: 
     · Everything Safe & Secure                                  

     · Everyone Matters 

     · Everything Speaks  

     · Everything Done Well 

MISSION STATEMENT: 
     We fuel discovery by satisfying the     

     information needs of the  

     Texas A&M University Community 
www.libqual.org 



BEFORE 

AFTER 

SEATING REPAIR & RE-UPHOLSTERING 
www.libqual.org 
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Contributions of LibQUAL+® 

ÅLibQUAL+® methodology focuses on success from the 

userôs point of view (outcomes) 

ÅDemonstrates that a Web-based survey can handle 

large numbers; users are willing to fill it out; and 

survey can be executed quickly with minimal expense 

ÅLibQUAL+® requires limited local survey expertise and 

resources 

ÅAnalysis available at local and inter-institutional levels 

ÅMany opportunities for using demographics to discern 

user behaviors 

ÅOpportunity to learn from one another and foster 

collaborative action! 
www.libqual.org 



Dimensions of 

Library Service Quality 

Information Control  

Library  

Service 

Quality  

Self-Reliance 

Equipment 

Timeliness 

Ease of Navigation 

Convenience 

Scope of Content 

Affect of Service 

Library as Place 

Reliability  

Assurance 

Responsiveness 

Empathy 

Refuge 

Symbol 

Utilitarian Space 
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ñI 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.  é Donôt 

get into personal conversations when I am at the 

desk.ò 

                                         Faculty member 

    [from interviews conducted by Fred Heath and Colleen Cook] 

 

Affect of Service 
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ñThe 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.ò 

 

                                       Faculty member 
    [from interviews conducted by Fred Heath and Colleen Cook] 

 

 Library as Place 
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ñéfirst of all, I would turn to the best search 

engines that are out there. Thatôs not a person 

so much as an entity.  In this sense, librarians 

are search engines [ just ] with a different 

interface.ò 

 

                                       Faculty member 

    [from interviews conducted by Fred Heath and Colleen Cook] 

 

 

Self-reliance 
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Survey Structure  

(Detail View) 
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Flash Tutorial é. ! 

 

 

http://www.libqual.org/about/about_survey/to

ols 

www.libqual.org 



Survey structure 

(Detail view) in Arabic 
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LibQUAL+® ñTop Ten Resourcesò 

 

 
http://www.libqual.org/about/about_lq/top_resources 

www.libqual.org 
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Rapid Growth 

Å Languages 
ï Afrikaans 
ï Arabic 
ï English (American, British) 
ï Chinese 
ï Danish 
ï Dutch  
ï Finnish 
ï French (Belge, Canada, Europe) 
ï German 
ï Greek 
ï Hebrew 
ï Japanese 
ï Norwegian 
ï Spanish 
ï Swedish 
ï Welsh 
 

Å Consortia 
*Each may create 5 local questions to add to their 

survey 
 

Å Countries 
ï 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., etcé.. 
 

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



World +® Survey 
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ñ22 Items and The Boxé.ò 

Why the Box is so Important 

ïAbout 40% of participants provide open-

ended comments, and these are linked to 

demographics and quantitative data. 

ïUsers elaborate the details of their concerns. 

ïUsers feel the need to be constructive in their 

criticisms, and offer specific suggestions for 

action. 
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ñéand Five Ancillary Itemsò 

Either Zero or Five Ancillary items are 

selected to address local or consortial 

concerns 

ïItems from the initial LibQUAL+TM item 

pool. 

ïItems written by previous consortial 

groups. 
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Overview 

ÅPreparing for the Survey Implementation 

ïDefining survey objectives/desired outcomes 

ïInstitutional Review Board 

ïSampling 

ïCreating an assessment group/team 

ïPreparing the organization 

ïMarketing Your Survey 

ÅOnline System: Management Center 
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Preparing for the Survey 

Implementation 



www.libqual.org 

Why is Your Library Participating  

in ® ? 

ÅInstitutional goals:  

ïwhat do you want to get out of the survey? 

ÅSurvey requirements:  

ïpeople, supplies, technology 
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Get Permission from your  

Institutional Review Board 

ÅLocal group that approves human subject 

research 

ÅMay also be called  

ïCommittee for Human Subject Research 

ïCommittee for the Protection of Human 

Subjects 

ÅNot all institutions need to obtain permission 
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Get Permission from your 

Institutional Review Board 

ÅIf permission is required: 

ïSeek  well in advance of survey 

ïSupply a copy of the survey, if requested 

ïInform them that results will be shared 

among participants 

ÅNo need to inform LibQUAL+® of decision 
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Determine Whom to Survey 

ÅRandom sample 

        or  

ÅEntire population 
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If You Sampleé 

ÅRecommendations:  

ïAt least 1,200 random email addresses for 
each user group 

ïSeparate sample groups for 
undergraduates, graduates, faculty, and 
staff 

ïThink about survey fatigue if you want to 
repeat the survey regularly 

ÅKeep notes on your methodology as you will 
be asked to describe it in the Post Hoc 
Questionnaire 
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If You Survey the  

Entire Populationé 

ÅRecommendations:  

ïThink about survey fatigue if you want to 

repeat the survey regularly 

 

ÅKeep notes on your methodology as you will 

be asked to describe it in the Post Hoc 

Questionnaire 
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Obtain Email Addresses 

ÅTypical sources include: 

ïCampus computing office 

ïCampus administrative records office 

ïLibrary patron database 
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Become Familiar with ® 

Resources 

ÅManage Your Survey 

 http://www.libqual.org/ 

 

ÅLibQUAL+® Procedures Manual 

ïUpdated Version for 2012 

ïMuch more detail 

 

ÅDiscussion list 

 LIBQUAL-L@listserv.tamu.edu 

http://www.libqual.org/Manage/index.cfm
http://www.libqual.org/documents/LibQual/publications/2012_ProceduresManual.pdf
http://www.libqual.org/documents/LibQual/publications/2012_ProceduresManual.pdf
http://www.libqual.org/documents/LibQual/publications/2012_ProceduresManual.pdf
http://www.libqual.org/documents/LibQual/publications/2012_ProceduresManual.pdf
mailto:LIBQUAL-L@listserv.tamu.edu
mailto:LIBQUAL-L@listserv.tamu.edu
mailto:LIBQUAL-L@listserv.tamu.edu
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Marketing Your Survey 

ïPlace ads in campus newspaper 

ïWrite article for library newsletter 

ïPost flyers around campus 

ïPresent at faculty meetings & student orientations 

ïCreate a survey Web site and feature on libraryôs 

home page 

ïTake the survey to where users are: dining halls, 

study rooms, dorms 

ïMore suggestions and example works are 

available on Publications Page 
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The LibQUAL+® Management Center  

(aka Your Friend) 
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+® Management Center: 

Getting Started 

ÅLogin (Required to use the Management Center) 

 Å Center Sections: 

ïManage Surveys 

ïManage Users 

ïManage Permissions 

ïResources 

 

ïData Repository 

ïOrganization Websites 

ïDirectory 

 



www.libqual.org 

Survey Process:  

Manage Your Survey 

Four Stages 
1. Pre-Launch 

2. Monitor Survey Progress 

3. Close My Survey 

4. Post-Survey and Results 

Stage 1 
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Manage Your Survey:  

Stage 1 - Customization 

Always 

save your 

work 



www.libqual.org 

Manage Your Survey:  

Stage 1 - Optional Questions 
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Manage Your Survey:  

Stage 1 - Branch Library 

The library 

you use 

most often. 
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Manage Your Survey:  

Stage 1 - Disciplines 

ÅResults notebooks summarize findings by 

user group and provide a chart for both 

standard and custom disciplines 

ÅStandard disciplines (based on your 

institution type, i.e., College/University) 

ÅCustomized disciplines 

ïRecommend no more than 16 disciplines, if 

possible 
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Manage Your Survey:  

Standard Disciplines 

ÅAgriculture/Environmental 
Studies 

ÅArchitecture 

ÅBusiness 

ÅCommunications/ 
Journalism 

ÅEducation 

ÅEngineering/Computer 
Science 

ÅGeneral Studies 

ÅHealth Sciences 

ÅHumanities 

ÅLaw 

ÅMilitary/Naval Science 

ÅOther 

ÅPerforming & Fine Arts 

ÅScience/Math 

ÅSocial Sciences/ 
Psychology 

ÅUndecided 

*Note: Disciplines 

are for an Academic 

Library 
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Manage Your Survey:  

Customized Disciplines 

ÅUse your local terminology to map to the 

standard disciplines 

ÅCautions: 

ïNeed to provide representativeness data 

for each discipline 

ïToo many choices present challenges to 

users 
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Manage Your Survey:  

Stage 1 - Customized Disciplines 



www.libqual.org 

Manage Your Survey:  

Results Notebook - Standard Disciplines 

*Note: Disciplines 

are for an Academic 

Library 
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Manage Your Survey:  

Results Notebook - Customized Disciplines 

*Note: Disciplines 

are for an Academic 

Library 
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Sending Reminders 

Å3-5 reminders to sample populations 

ÅInclude a thank you to respondents who 

have completed the survey 

ÅBoost marketing efforts around campus 

ïMore flyers, table tents, ads in campus 

newspaper 

ïGet professors and other staff involved 

ïIncrease number or types of incentives 
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Manage Your Survey:  

Stage 1 - Previewing Your Survey & Launch 

Preview 

Å Complete at least one full run 

of your preview survey 

Å Test in different settings, 

using different platforms and 

Web browsers 

Å Get library staff involved in 

testing 

Launch 

Å Can no longer make changes 

Å Live survey URL 
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Manage Your Survey: 

Stage 2 - Representativeness Questionnaire 

ÅDetermines how your institutional profile compares to 
your survey data 

ÅRequires the following information: 
ï# of individuals per user group 

ï# of individuals within each discipline 

ï# of males and females 

ïLibrary Statistics 

ÅVolumes added during the year ï Gross/Total (including e-books) 

ÅTotal number of current serials received (including electronic 
serials) 

ÅTotal library expenditures (U.S. dollars) 

ÅPersonnel ï professional staff, full-time equivalent (FTE) 

ÅPersonnel ï support staff, full-time equivalent (FTE) 

ÅComplete before closing survey 



www.libqual.org 

Completed Representativeness 

Questionnaire 

Representativeness 

Completed 

Representativeness 

NOT Completed 


