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Welcome 

Martha Kyrillidou 

 

Senior Director 

ARL Statistics and 

Service Quality 

Programs 

Association of 

Research Libraries 
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Thank You for Joining Us 

ÅEveryone will be muted to cut down on 

background noise 

 

ÅWe welcome questions.  Please type your 

questions and ARL staff stand ready to answer 

all of them 

 

ÅQuestions and answers that we do not address 

as well as the ones we address will be 

distributed to attendees after the webcast along 

with the recording 



www.libqual.org 

Introductions 

ÅMartha Kyrillidou, Senior Director, Association of 

Research Libraries 

ÅSandra Phoenix, Executive Director of the HBCU 

Library Alliance 

ÅCarla J. Stoffle, Dean, University Libraries and 

Center for Creative Photography, University of 

Arizona 

ÅChestalene Pintozzi, Director of Project 

Management & Assessment, University of Arizona 

ÅDavid Green, Library Relations Coordinator, 

Association of Research Libraries 
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Agenda 

ÅBrief description of LibQUAL+® 

ÅThe LibQUAL+® community (global, HBCU Library 

Alliance, and more) 

ÅRationale for using LibQUAL+® ï the leadership 

perspective 

ÅSurvey management, methodology and results 

ÅInterpreting the data 

ÅActing and benefiting your organization 

ÅQ&A as time allows 
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Poll Question 

What is your personal LibQUAL+® status? 

 

 

ÅVeteran ï past participant 

 

ÅRookie ï first survey implementation in 2012 

 

ÅDraft Pick ï considering participation in the near 

future 
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What We Ask Library Users: 

22 Core Items in 3 Dimensions 

Fred Heath, Colleen Cook, Bruce Thompson 
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What We Ask Library Users: 

22 Core Items in 3 Dimensions 

LibQUAL+® is modeled on SERVQUAL developed by Berry, Zeithaml, Parasuraman 
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Å5 ancillary items selected from a list to address 

local or consortial concerns (3 service levels) 
 

ÅLibrary outcomes for users 

ÅUser satisfaction 

ÅFrequency of use of the library, library Website, 
other Web gateways (i.e., Google) 
 

ÅOpen-ended Comments 
ïAbout 40% of participants provide comments 

ïUsers elaborate on the details of their concerns usually 

with constructive criticism & specific suggestions  

 

What Else We Ask Library Users 
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World LibQUAL+® Survey 
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HBCUs in LibQUAL+® 
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Use of LibQUAL+® Assessment in 

the HBCU Library Alliance 

Sandra Phoenix  

 

Executive Director 

of the HBCU 

Library Alliance 

 
sphoenix@hbculibraries.org 

 

mailto:sphoenix@hbculibraries.org


Leadership Program: Strategic Assessment of 
Library Services  

2010  Atlanta University Center Woodruff Library Workstations 
Photo courtesy of Atlanta University Center Woodruff Library  

Sandra Phoenix, Executive Director  
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Leadership Institute 2009 Kick-Off 
Session 

Photographic Preservation 
Project 
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1866 First Graduating Class, 
Virginia State University 

1874 Singers, Hampton University  Student in Tapestry, 
Tuskegee University 

HBCU/Cornell Digital Initiative ï hbcudigitallibrary.auctr.edu  

Preserving the Story of the HBCU Library Alliance  

Preserving Black Academic Library History  
By Shanesha R. F. Brooks-Tatum 
 
Celebrating the triumphs of HBCU libraries 

 



        Strategic Assessment Initiative  

ÅAndrew W. Mellon funded  
 

ÅDemonstrate the role of assessment in 
improving service quality 
 

ÅFocused programming 
- Training 
- Mini-grants 
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         Strategic Assessment Initiative  

ÅLibQUAL+® 

 

ÅGrant guidelines and awards 
 

ÅProgram Session ï HBCU Library Alliance 
5th Membership Meeting 
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LibQUAL+® Website 
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Why Use LibQUAL+®? 

Rationale from a Libraryôs Perspective 
 

 

Carla Stoffle 
 

Dean, 

University Libraries and 

Center for Creative 

Photography 
 

 

 



 Using LibQUAL+ ® 

Carla Stoffle and Chestalene Pintozzi, University of Arizona Libraries 



Why use LibQUAL+ ® 

 

}Direct feedback from customers 

}Communicate with customers 

}Use in quality standards to measure and report 

performance to university 

}Tested and validated instrument 



Why use LibQUAL+ ® regularly  

 

}Monitor  change longitudinally 

}Measure  effect of service or facilities changes 

}Inform  annual planning 

 



Using the results  

 

}Share with student groups 

}Analyze  comments to understand superiority and 

adequacy gaps 

}Identify  areas in need of improvement 



Examples of impact @ the University of 

Arizona Libraries  

 

}Public use of library 

}Short-term study carrels 

}Intensified migration to 

electronic 
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Why Administer LibQUAL+®? 

ÅConducting LibQUAL+® is not an end in itself 

ÅConsider WHY the library wants feedback from 

users; be specific about goals/desired outcomes 

ÅBe mindful of your potential targets of interest: 

ïCustomer input for library Strategic Planning 

ïAssessment for institutional accreditation 

ïIntention to become more user-centered 

ïFocus on specific institutional or library strategic initiatives 

such as: 
Åspace/facilities issues 

Åcollection(s) changes 

Åweb re/design 

Åcustomer service, etc. 



www.libqual.org 

LibQUAL+® Survey Implementation 

and Results 

David Green 

 

Library Relations 

Coordinator 

Statistics and 

Assessment 

Association of 

Research Libraries 
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LibQUAL+® Management Center 

(aka Your Friend) 
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LibQUAL+® Management Center 

ÅLogin (Required to use the Management Center) 

 Å Center Sections: 

ïManage Surveys 

ïManage Users 

ïManage Permissions 

ïResources 

 

ïData Repository 

ïOrganization Websites 

ïDirectory 
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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 
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Manage Your Survey:  
Stage 1 ï Customization: LibQUAL+® Lite 

ÅLibQUAL+® Lite (why might I want to use it?) 

ÅA survey methodology in which: 

ï(a) ALL users answer a few, selected survey 

questions, but  

ï(b) the remaining survey questions are answered 

ONLY by a randomly-selected subsample of users 

ÅThus, (a) data are collected on ALL 

QUESTIONS, but (b) each user answers 

FEWER QUESTIONS, thus shortening the 

required response time 
https://www.ideals.illinois.edu/bitstream/handle/2142/14570/Kyrillidou_Martha.pdf?sequence=3 

https://www.ideals.illinois.edu/bitstream/handle/2142/14570/Kyrillidou_Martha.pdf?sequence=3


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:  

Stage 1 - Customized Disciplines 
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Manage Your Survey:  

Stage 1 - Preview & 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 

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 

 

ÅComplete before closing survey 
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Manage Your Survey: 

Stage 3 - Closing Your Survey 

ÅWe recommend a survey run of at least    

3 weeks 
 

ÅConfirm you want to close ï irreversible 

step 
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Manage Your Survey: 

Stage 4 - Post-Survey Tasks 
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Manage Your Survey: 

Stage 4 - Results 


