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Montreal, Quebec, Canada

30,000 students
3,200 instructional faculty
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‘,! McGill Library ranked 32nd

12 branches, 2 campuses

Annual budget $32 million



LibQUAL+ History

8 surveys since 2001:
2001
2002
2003
e 2004
* 2005

e 2008
* 2010
2012
e 2013



Sampling

Undergraduates 25%
Graduates 35%
Active TT Faculty 100%
Responserate| 10-13%







Undergraduates

employees

Priorities Excellence Concern
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Priorities Excellence Concern
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Priorities Excellence Concern

IC1 | Accessible e- |LP5 |Community space |IC2 | Website
resources for group study
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TRENDS
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General Satisfaction

Survey Year: 2001 200 2003 2004 200 2008 2010 2012
2 5

The way | am ARL 723 728 726 731 746 753 7.60

treated

McGill 6.64 691 698 709 7.10 738 7.45 7.39

Support for ARL 6.81 685 6.83 688 697 7.20 7.20
teaching,

learning, & McGill 585 6.26 6.49 6.64 6.72 7.06 7.05 7.13
research

Overall quality ARL 699 7.12 7.05 708 7.21 736 731

McGill 6.03 6.59 6.69 684 691 720 7.26 7.24
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e-Journals: Faculty
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Quiet Space: Undergrads
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Quiet Space: Grads
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Getaway for Study, Learning or Research:

Undergrads
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Findings from the Comments

45%
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LIBRARY AS PLACE

Ambiance
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ILL & Document Deli

‘ Missing books & shelving \



INFORMATION CONTROL

‘ Catalogues & databases \

) ()



Communication

Staff

Documentation

Presentations

Community
Website
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McGill Libraries LibQUAL+ representative

Susan Czarnocki

Data Management Specialist, Electronic Data Resources Service (EDRS)
Phone: 514 - 398-1429

Fax: 514 - 308-4083

McGill Library results

¢ 2010 LibQUAL+ survey results (pdf)

« 2008 LibOUAL+ survey results

¢ 2005 LibOUAL+ survey results

* 2004 LibQUAL+ survey results

* 2003 LibQUAL+ survey results

2002 LibOUAL+ survey results




Information

@ MC Gill I&ETER:TTSSE ‘_-ierxl-':i"cr‘é“ vation

Library and collections - LibQUAL+ McGill ~ 2008 LibQUAL+ Survey Results

. N\
Library as place 2008 L 7 LibQuAL:™

Question Text ID Minimum Perceived Desired Adequacy
Library space that inspires study and learning McGill | 8.27 6.30 B.00 0.03
ARL  6.20 6.69 7.83 0.50
& comfortable and inviting location McGill | 6.30 6.66 7.97 0.36
ARL  6.35 7.07 7.90 0.72
& getaway for study, learning, or research McGill | 6.36 B.74 7.95 0.38
ARL  6.36 7.05 7.87 0.68
Quiet space for Individual activities McGill | 6.458 6.49 7.B9 0.04
ARL  6.41 6.90 7.80 0.49
Community space for group learning and group study | McGill | 5.61 6.15 717 0.54
ARL 5.85 6.75 7.36 0.89
Mean Score: Library as Place McGill | &6.20 B.47 7.79 0.27
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ARL  6.24 6.89 7.76 0.65



1;§ LibQUAL

™

Charting Library Service Quality...

McGill Libraries are using LibQUAL+ , a survey instrument being developed by the Association of Research

Libraries (ARL), to measure library users' perceptions of the quality of service and to identify the most
important areas of improvement for our users.

@ Message from the Trenholme Director of Libraries

¢ What is LibQUAL+ attempting to measure?

B The survey questions (pdf)
B McGill Libraries participation in LibQUAL+

¢ How do McGill Libraries measure up in 2002?
® Interpreting the tables
® Overall rating
B What is most important to McGill users?
® Ratings by theme
B Access to information
m Affect of service
m Library as place
® Personal control
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McGill Libraries look to improve after

students give it low report card

A recent study by the
Association of Research Libraries
found that McGill students and
faculty members are less satisfied
with their libraries than those at
other universities.

The study, called LibQUAL+,
is an Internet-based survey used to
“gauge the library user's general
attitude toward McGill libraries as
well as their overall tevel of satis-

‘f : thmn wﬁ:h Lhe iibranes servzce,
& 4 ’K Grom Twnho!me

each category, with treatment
receiving the highest score of 6.91.
Support received a low score of
6.26. Overall McGill libraries

rated a 6.59.
One survey user remarked

that the two major problems with
the library are the “general lack of
recent tiﬂes” and “not enough sup-
~ rently in the process of analy:

staff.”
McGill respondents ranked

emplcyees who can answer ques-

she said. ~They are the very be

smdentsmﬁmmmuy,andm

tocome{wthelibrams} and the
use them intensely.”

The director also defend
the libraries, saying that resu
haveshcwnmsareacmal&y“l

immﬁedmmmeymtuix
 Groen and her staff are ¢

‘the comments to help make
libraﬂes bewer» Thgir top priﬁ!‘

tions among the most vital ele- ;, include heipiz




Impact & Changes

* Results used to defend/maintain library
budget

* Branch level changes

* Renovations:
— more spaces
— compact shelving
— new furnishings
— more workstations
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Future Plans

Observational studies of space usage

Survey questionnaire of space & furniture
Focus groups & interviews

Mystery shoppers
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