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Thank You for Joining Us &

A Everyone will be muted to cut down on
background noise

A We welcome questions. Please type your
guestions and ARL staff stand ready to answer
all of them

A Questions 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
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Introductions &

A Martha Kyrillidou, Senior Director, Association of
Research Libraries

A Sandra Phoenix, Executive Director of the HBCU
Library Alliance

A Carla J. Stoffle, Dean, University Libraries and
Center for Creative Photography, University of
Arizona

A Chestalene Pintozzi, Director of Project
Management & Assessment, University of Arizona

A David Green, Library Relations Coordinator,
Association of Research Libraries

www.libqual.org
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Agenda &

A Brief description of LibQUAL+®

A The LibQUAL+® community (global, HBCU Library
Alliance, and more)

A Rationale for using LIbQUAL+® i the leadership
perspective

A Survey management, methodology and results
A Interpreting the data

A Acting and benefiting your organization

A Q&A as time allows

www.libqual.org
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Poll Question &

What is your personal LIbQUAL+® status?

N

g\
A Veteran i past participant /8§
A Rookie i first survey implementation in 2012

A Draft Pick 7 considering participation in the near
future

www.libqual.org



What We Ask Library Users: (©
22 Core Items Iin 3 Dimensions

Library
Service

Quality

Information
Control

Affect of
Service

Library as
Place

2
$ o N
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- 3 — - L

Fred Heath, Colleen Cook, Bruce Thompson www.libqual.org



What We Ask Library Users: :Q.
22 Core Iltems In 3 Dimensions

L J
ARL Sample 4-Year Institution
Library Service Gluality Survey
Please rate the following staterments (1 is lowest, 9 is highest) by indicating:
Mipdrnuders - the number that represents the saindrmuer level of service that you would find acceptable
Desired -- the number that represents the level of service that yvouw personaiy want
Fercelved -- the number that represents the level of service that youw belfeve our library currently provides
For each itermn, you must EITHER rate the item in all three columns OR identify the iterm as "RIA" {not applicable). Selecting "RA" will override all other
answers for that iterm.
Ry Minimum My Desired Perceived Service
WWhen it comes to... Service Level Is Service Level Is Performance Is
Loy High Lew High Lew High His
1) Employvees who instill confidence in users (el ol ol ol ol ol ol of ol ol o el ol ol ol o ol sl a-f ool ool o a0k el ol o a-l |
12 3458687 89 412 3458687889 12 345687 8 9 HNA
2} Easyto-use access tools that allow me to find things on myown O OO0 SO OO OO oo oo T
12 34567 89 1234567889 12 34567 8 9 HNA
3)  Print andior electronic journal collections | require for roy work (el ol ol ol ol ol ol ol ol off ol ol ol ol ol ol ol ol ol ol off off ol ol of ol o0
12 2 458 7 89 1234567 =59 123 450567 8 0 HN=a
4) Readiness to respond to users' questions (el ol ol & oL ol &) &f 6 & &) &) & & &) &f &f SN &F &) & &F SF &) &F SF S |
12z 245858 7 89 1234567 89 12 3 4567 8 0 N
5) Quiet space for individual activities (el ol ol &l &l ol & &4 S &Ff & &l & S &) S8 &l Sl & & S &F SF & &F a8 S0 |
12 2 45 6 7 8 9 12 3 4567 8 9 12 3 45657 8 0 Na
Py Binimum My Desired Perceived Service
WWhen it comes to... Service Level Is Service Level Is Performance Is
Lo High Lew High Lew High His
LibQUAL+® is modeled on SERVQUAL developed by Berry, Zeithaml, Parasuraman
L J

www.libqual.org
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What Else We Ask Library Users (Ex

A 5 ancillary items selected from a list to address
local or consortial concerns (3 service levels)

A Library outcomes for users
A User satisfaction

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

A Open-ended Comments
I About 40% of participants provide comments

I Users elaborate on the detalls of their concerns usually
with constructive criticism & specific suggestions

www.libqual.org
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HBCUs in LibQUAL+®

Ed Bumsgtono T - - - p o le A .Mamﬁeld
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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

www.libqual.org
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HBCU lerary Al

Historically Black College Universitie

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



HBCU

lerar} Alliance

Leadership Institute 2009 Kick-Off
Session

Photographic Preservation
Project

Abraham Lincoln pin (ambrotype)

14
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200K l:lljﬂl

HBCU

lerar} Alliance

HBCU/Cornell Digital Initiative I hbcudigitallibrary.auctr.edu

1874 Singers, Hampton University 1866 First Graduating Class, Student in Tapestry,
Virginia State University Tuskegee University

Preserving the Story of the HBCU Library Alliance

Preserving Black Academic Library History
By Shanesha R. F. BrooksTatum

Celebrating the triumphs of HBCU libraries
15



LLLLLL e Olrategic Assessment Initiative
A Andrew W. Mellon funded

A Demonstrate the role of assessment in
Improving service gquality

A Focused programming
- Training
- Mini-grants

16



100y 00
howae Strategic Assessment Initiative

A LibQUAL+®

A Grant guidelines and awards

A Program Sessioni HBCU Library Alliance
5th Membership Meeting

17
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LibQUAL +® Website &

Home | Contact Us WS Powered by:
@ StatsQU.

LibQUAL+"

Charting Library Service Quality

Welcome, Raynna | My Account | Logout

ANALYTICS PUBLICATIONS EVENTS

e Register for LIbQUAL+®

What is LibQUAL+®? 1999, Fred Heath and Colleen _iio | sign up and register here to start a LIbQUAL+® survey fee info.

: 2 . : Texas A & M University, ed that use of "input” : e
LibQUAL+® is a suite of services that variables, such as collection or serials counts, were s
libraries use to solicit, track. understand. and limited as measures of library service quaiity. *
act upon users’ opinions of sernvice quality.
These senvices are offered to the library
community by the Association of Research
Libraries (ARL). The program’s centerpiece is temati i i L + 2/15/2010: LibQUAL +® Awards In-Kind Grants to Participate in 2010 Surve
a ngorously tested Web-based survey =

NEWS

+ 3/20/2010: LibQUAL+® Seeks Applicants for In-Kind Grant Program 2011

+ 1/27/2010: LbQUAL +® Lite Dissertation by Martha Kyrilidou Now Available

bundled with training that helps libraries via IDEALS [PDF]

LibQUAL+® survey two-page, web-based A
instrument. For more information about the survey + MORE NEWS

assess and improve library senvices

EVENTS

How will LibQUAL+® benefit your library users?
1/10/2011: LibQUAL+® Training Sessions 2011 - San Diego, California

Library administrators have successfully used LibQUAL+® Cllck here to |eal’n

/] —1/10/. e - B h ALA Midwi 2011 - i 5
survey data to identify best practices, analyze deficits, and more about 1/7/2011-1/10/2011: LibQUAL+® Booth at ALA Midwinter 20 San Diego

California

effectively allocate resources. LibQUAL gives your
10/25/2010-10/27/2010: 2010 Library A 1t Conference - Baltimore,
Maryland

library users a chance to tell you where your services need
improvement so you can respond to and better manage their
expectations. Institutional data and reports enable you to ® + MORE EVENTS
assess whether your library services are meeting user —

expectations—and develop services that better meet these

PUBLICATIONS

expectations

+ Measuring the Impact of Networked Electronic resources:
developing an assessment infrastructure for libraries, state. adn
LibQUAL+® Top 10 Resources other types of consortia

- - i ® Up: : Spring
A Google™ search on "LibQUAL+" yields approximately 100,000 hits, and more than S0 refereed journal articles - LIBQUAL- S Undate: Spring 2010

have been published on the protocol. To use to learn about LibQUAL+®... + 2010 LibQUAL +® Session I Highlights

+ MORE RESOURCES + MORE RESOURCES

© 2010 Association of Research Libraries email: libqual@arl.org
Statistics and Assessment Program voice: + 1 202 296-2296

www.libqual.org



Why Use LibQUAL+®? (@
Ratibhonal e fbirome-acLd. b

Carla Stoffle

Dean,

University Libraries and
Center for Creative
Photography

www.libqual.org



Using LIbQUAL+ ©

I Carla Stoffle and Chestalene Pintozzi, University of Arizona Libraries




Why use LIbQUAL+ ©

1 Direct feedback from customers
1 Communicate with customers

} Use In quality standards to measure and report
performance to university

1 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 studentgroups

} Analyze comments to understand superiorignd
adequacy gaps

} ldentify areas in need of improvement



Examples of impact @ the University of
Arizona Libraries

+ Public use of library
+ Shortterm study carrels

} Intensified migration to
electronic
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Why Administer LibQUAL+®? S

A Conducting LibQUAL+® is not an end in itself

A Consider WHY the library wants feedback from
users; be specific about goals/desired outcomes

A Be mindful of your potential targets of interest:

I Customer input for library Strategic Planning
T Assessment for institutional accreditation
T Intention to become more user-centered

I Focus on specific institutional or library strategic initiatives
such as:
A spaceffacilities issues
A collection(s) changes
A web re/design
A customer service, etc.

www.libqual.org



LibQUAL+® Survey Implementation {5
and Results

David Green

Library Relations
& Coordinator

Statistics and
Assessment

Assoclation of
Research Libraries

www.libqual.org



LibQUAL+® Manage.ment Center T3
aka Your Friend

LibQUAL+"

Charting Library Service Quality

ABOUT ANALYTICS NEWS PUBLICATIONS
.- Home ------------- = | Survey Dashboard
""""""""""" Welcome to LibQUAL+®!

Download the new 2010 Procedures M

We are delighted to offer to you a new platform that supports features like LibQuAL+E

+ Manag

+ Manage To get started, please do the following:

+ Manage Or

+ Data Reposi * 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 survey run (available Jan. 201(

+ 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 survey

www.libqual.org
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LibQUAL+® Management Center S

A Login (Required to use the Management Center)

A Center Sections:
I Manage Surveys I Data Repository
I Manage Users I Organization Websites
I Manage Permissions I Directory

. Home ---------------------- Survey Dashboard

+ About . ®
+News Welcome to LibQUAL+*="!
+ Publications

+ Events
.............................. 2012 Procedures Manual

Management Center
+ Register for Surveys We are delighted to offer to you a platform that supports features like LibQUAL+® Lite and other enhancements. LibQUAL+2 Lite is a new

+Register for.a Subscription customizing feature that you will set during configurations, not at the time of registration.
+ Manage Surveys

= LibQUAL+ Triads (761) Getting started:
* Association of Research
Libraries (1) To view or add users to your institution's account, visit the ‘Manage Users’ link of the Management Center (found in the navigation area
+Manage Users on the left). Here you can manage access to this website by members of your staff.
+ Manage Permissions
+ Resources To view and set user permissions for your survey run, visit the ‘Manage Permissions’ link of the Management Center. Here you can set
+Data R_ep_os&tory ) a users role in administrating your LibQUAL+® survey. Manage Permissions is only relevant when your institution is currently registered
+ Organization Websites to run a LibQUAL+® survey
+ Directory :
"""" e At o et e e e ot R P B I P P e & o e e (e ¥ P v W o YoV Qupsyais Tongery (S S Rape g | o = s l‘-ll----LL'

www.libqual.org



Survey Process: LibQUAL+
Manage Your Survey et = e e o e

Manage Survey
Stage 1) Pre-launch

+ Publications g - = >
+ Events A. Configure Your Survey

Configure your LibQUAL+® survey using the tabs below. You must save your progress along the way using the "Save" button at the bottom of the
Management Center
page, enabling the system to retain your selections without completing the entire survey set-up process in one session.
+ Register for Surveys
+ Manage Surveys Customization | Optional Questions | Branch Library Options || Discipline Options
=LQ 2011 (93891)
* Cranfield University (0)
+ Manage Users Customization

+Manage Permissions
- +Resources e f s
L] * Survey Title—Please choose a label to display at the top of your survey. This label  English (British):

+ Data Repository
+ Directory should not be more than 60 characters long.

* Upload your Institution's Logo—Your institution's logo will be displayed at the top of Browse...

the survey. The image must be a JPEG, GIF, or PNG file; 600x200 pixels or smaller; and its
file size must be less than 200 kB.

.
2. Monitor Survev Proaress - Support E-at Adk o o .0 o 10 er cnyour sy s SUpport Addrs:
. first point of contact for survey-takers who have questions or concerns. We recommend

that your institution set up a designated personal account just for these e-mails.

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

3 C I 0 S e M y S u rvey = Incentives—f you will be providing an incentive prize to one or more randomly-selected I offer patrons the chance to win a prize
]

survey takers, check the box at the right. If you choose this option, your survey-takers will
then be asked for their e-mail addresses at the bottom of the survey. After you close your
survey, you can access a list of 50 randomly-selected winners.

* Survey Start and End Dates—Please indicate the dates you intend to open and close  Start Date: (rm/dd/yyyy)
the survey at your institution. Note that these dates are for our information only and arenct ~ End Date: (mm/dd/yyyy)
binding. You must manually open and close your survey.

4. Post-Survey and Results

* Reporting Language—Please select one of your languages for use in your notebock  Reporting Language English (British) v/
and other reports.

g B. Preview Your Survey
The preview of your LihQUAL+® survey below is in the long version, even if you chose 100% Lite-view percentage. This step allows you to ensure
that your survey, and every question, is correct before it goes live at your institution. You must view and complete a preview of your survey in every
language in which itis being offered before you will be permitted to launch your survey. The box to the right of each preview will turn green when it
has been completed.

English (British) Preview Survey (Incomplete

Below is how your survey would look in Lite. It is not required that you complete this preview survey. Even if you will choose 100% Lite-view
, you must the pi above.

English {British) Lite Preview Survey

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

Launch




Manage Your Survey:
Stage 1 - Customization

@

y\
T

'\\ Always

save your
work

Edit Registration \ Customization || Optional Questions || Branch Library Options | Discipline Options

Customization

* Survey Title—Please choose a label to display at the top of your survey. This label
should not be more than 60 characters long.

* Upload your Institution's Logo—Your institution's lego will be displayed at the top of
the survey. The image must be a JPEG, GIF, or PNG file; 600x200 pixels or smaller; and its
file size must be less than 200 kB.

* Support E-mail Address—Provide an e-mail address to appear on your survey as the
first point of contact for survey-takers who have questions or concerns. We recommend
that your institution set up a designated personal account just for these e-mails.

* Lite-view Percentage—There are two versions of this survey: the long version with 22
core guestions and a Lite version with 8 core questions. Please enter the percentage of
patrons who should receive the shortened Lite survey.

* Incentives—If you will be providing an incentive prize to one or mere randomly-selected
survey takers, check the box at the right. If you choose this option, your survey-takers will
then be asked for their e-mail addresses at the bottom of the survey. After you close your
survey, you can access a list of 50 randomly-selected winners.

* Survey Start and End Dates—Please indicate the dates you intend to open and close
the survey at your institution. Note that these dates are for our information only and are not
binding. You must manually open and close your survey.

* Reporting Language—FPlease select one of your languages for use in your notebook
and other reports.

English (British):

Choose File | No file chosen

Support Address:

Lite Views: 100%

[ offer patrons the chance to win a prize

Start Date: (mm/dd/yyyy)
End Date: (mm/dd/yyyy)

Reporting Language English (British) E]

Save

www.libqual.org



Manage Your Survey: (@
Stage 11 Customization: LibQUAL+® Lite

A LibQUAL+® Lite (why might | want to use |t’>)

A A survey methodology in which:

I (a) ALL users answer a few, selected survey
guestions, but

I (b) the remaining survey questions are answered
ONLY by a randomly-selected subsample of users
A Thus, (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?seqguence=3
@ @

www.libqual.org
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Manage Y_our Survey_: (@
Stage 1 - Optional Questions

L J
| Custornization ‘f”Optiona'I Q.uest‘ionsAi‘ Branch I_Vibraryr thio'ns'l;Disc'ip'Iine Optirons
Optional Questions
Use this tab to add extra questions to your survey, selected from a list provided below. This list containg only optional questions availahle in
ALL the languages in which you are offering your survey. You can choose to add eitherfive questions ornone. Ifyou do notwant optional
guestions, leave the form hlank. No other number of questions is allowed (thus, if you attempt to save with fewer than five questions selected,
none of them will he saved). These five optional questions will be interspersed within the core questions on the survey.
Taoview a list of all optional questions for your selected languages click here.
To add an optional question to your selected list: click the '+' icon adjacent to the question in the ‘available’ list.
To remove an optional question from your selected list: click the "%’ icon adjacent to the question.
Available Selected

A center for intellectual stimulation ll 2 ;

A contermplative environment _+J 3:

A haven for quiet and solitude ll 45'

& library environment that is hospitable and ﬁ -

conducive to finding and using information

A meditative place ﬂ

A place for reflection and creativity ﬂ

A secure and safe place il

A service which can find for me rapidly and easily ﬂ

the documents not available in my own institution LI

Select optional questions chosen by SCONUL: = Consorium Questions |
Save
L J

www.libqual.org



Manage Your Survey: (@
Stage 1 - Branch Library

Customization | Optional Questions i Branch Library Options | Discipline Options

Branch Library Options
In this tah you can specify the options from which users will choose their response to the question, "The library that you use most often”. Ifyou
do notwant to include this question on your survey (for example, if your institution has only one library), simply leave the area below empty.

Ifyou enter optionsg, the question will be included in the demographics section ofthe survey. Responses to this question will be returned to

vou as part of your survey data file, hut will not he reported in your results notebook. The libraries added will appear in the order they are listed
on this tab in the survey farm.

To add a library option: click the "Add New Option’ button.
To amend a library option: click on the option's text field and make changes.

To remove a library option: click the ‘%’ icon adjacent to the option row. Note that if you do this by mistake, you
will need to recreate the option by adding a new one,

"The library that you use most often:"

English (British)

1, x|

The library
you use
most often.

Add New Option

Save

www.libqual.org



Manage Your Survey: (@
Stage 1 - Disciplines .

A Results notebooks summarize findings by
user group and provide a chart for both
standard and custom disciplines

A Standard disciplines (based on your
Institution type, I.e., College/University)

A Customized disciplines

I Recommend no more than 16 disciplines, if
possible

www.libqual.org



Manage Your Survey: :Q.
~ Stage 1 - Customized Disciplines

Edit Reglstratlon Customlzatlon Optlonal Questlons Branch Library Optlons Discipline Options O

Discipline Options

This tab enables you to select the discipline terms that you want to use in the demographics section of your LibQUAL+® survey. The standard
discipline terms for each of your survey languages appear below by default. You may choose to use some or all of the LibQUAL+® standard
discipline terms, or you may choose to create your own discipline categories. If you choose to add your own categories, they MUST be
mapped to a LIbQUAL+® standard discipline for data analysis purposes. (Please make sure your new term(s) relate to the standard
disciplines; in other words, do not enter “Accounting” and map it to “Architecture.”) Your disciplines will appear in alphabetical order. Be
careful to enter new terms exactly as you want them to appear on your survey! Make a note to check your discipline options for any spelling,
grammatical, or formatting errors here as well as during the “preview” stage.

To amend a discipline option: click on the option text field and make changes. You can also reassign the option to
another standard discipline category if desired.

To remove a discipline option: click the 'x" icon adjacent to the option row. Note that if you do this by mistake, you
will need to recreate the option by adding a new one.

To add a discipline option: click the "Add New Option’ button.

"Discipline:"
English (American) Reporting Value
1. Agriculture / Environmentz Agriculture / Environmental Studies |Z| jﬂ
2. Architecture Architecture |Z| X
3. Business Business |Z| jﬂ
4. Communications / Journal Communications / Journalism |Z| X
5. Education Education |Z| jﬂ
6. Engineering / Computer S Engineering / Computer Science |Z| X
7. General Studies General Studies |Z| jﬂ
8. Health Sciences Health Sciences |Z| X
9. Humanities Humanities |Z| jﬂ
10. Law Law |Z| X
11. Military / Naval Science Military / Naval Science |Z| jﬂ
12. Other Other |Z| X
13. Performing & Fine Arts Performing & Fine Arts |Z| jﬂ
14. Science / Math Science / Math |Z| X
15. Social Sciences / Psycho Social Sciences / Psychology |Z| jﬂ
16. Undecided Undecided [=] %

Add New Option O

See how this question will appear on the survey in English (American)

Save



Manage Your Survey: :@
Stage 1 - Preview & Launch

Preview Launch
A Complete at least one fullrun A Can no longer make changes
of your preview survey A Live survey URL

A Test in different settings,
using different platforms and
Web browsers

A Get library staff involved in
testing

www.libqual.org



Manage Your Survey: @
: L\
Stage 2 - Representativeness

A Determines how your institutional profile compares to
your survey data

A Requires the following information:
I # of individuals per user group
I # of individuals within each discipline
I # of males and females
I Library Statistics

A Complete before closing survey

www.libqual.org



Manage Your Survey: (@
Stage 3 - Closing Your Survey

A We recommend a survey run of at least
3 weeks

A Confirm you want to close i irreversible
step

www.libqual.org



Manage Your Survey: (@
Stage 4 - Post-Survey Tasks

Manage Survey
Stage 4) Post-Survey and Results
Thanks for running your LibQUAL+®) survey!

Your survey is now closed and no longer accepting responses.

Post-Survey Tasks | Results || Incentive Winners |
1

Representativeness Questionnaire

Please make sure you have completed your Representativeness Questionnaire. Your Results Notebook will not be created until you have
acknowledged that it is complete or that you are leaving it blank.

Representativeness Questionnaire

© 1 acknowledge that my representativeness questionnaire is complete.
I acknowledge that my representativeness questionnaire is left blank intentionally.

Other Questionnaires

Post Hoc Questionnairev”

Evaluation Questionnaire

www.libqual.org



Manage Y
Stage 4

@
Post-Survey Tasks || Results || Incentive Winners
Data
Results Notebook
View/Download Comments
Download Raw Data and Key for Variable Names and Key for Option IDs and SPSS Syntax File
Below are links to print-friendly surveys for archival purposes.
Finnish: http://www.libgual.ora/documents/LibQual/printsurveys/L Q2010-AaltoUniversity-Finnish.pdf
English (Finnish): htip://www.libgual.org/documents/LibQual/printsurveys/L Q2010-AaltoUniversity-
English(Finnish).pdf
@

www.libqual.org



