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Premise for Mixed-Methods

“The underlying premise of mixed-method
Inquiry Is 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
environment;
build theory of library
service quality from
user perspective

Eme
2000

LibQUAL+™ Project

DATA

Unstructured interviews
at 8 ARL institutions

ANALYSIS

Content analysis:
(cards & Atlas TI)

PRODUCT/RESULT

Case studies?!

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

Unstructured interviews at
Health Sciences and the
Smithsonian libraries

Content analysis

Cultural perspective®

Refine LibQUAL+™
instrument

E-mail to survey
administrators

Content analysis

Refined survey delivery
process and theory of service
quality*

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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& 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.
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76 Interviews Conducted

York University University of Minnesota
University of Arizona University of Pennsylvania
Arizona State University of Washington
University of Connecticut «+ Smithsonian

University of Houston Northwestern Medical

University of Kansas
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;l | 1:36 K: The only thing that | ':I Complete Joumal Runs {1 9-0_*_' Comprehensive print collectio‘_:lﬂ

01192 lare there, whether they are in the library or you have established them yourself to obtain the &
0193 Imatenials from etther close local libranes, or interlibrary loan, or through document delivery =
0194 [when ever possible. Coming into the library itself is something that you just don't do much o
0185 lanymore, that your graduate students spend more time i the library than you do.  You haves 1 $% Use: Remote
0196 theard much about anything that's etther any sort of 1ssues that people have much wath the Lt |$% Libraries as infrastruc
01897 lor any library. Coming back to the real central 1ssue 15 access to what ever you want in a
0198 reasonable amount of time as defined as rush when you need rush, and you want someone t ] £ Timely Access™
0199 know that it's rush and otherwise within a week to have it.
0200
0201 [K: The only thing that I would want to add 1s that I strongly feel and I've given up making o
0202 llists of journals to request each year, but I still think it's important to what ever degree possit [ €2 Complete Jounal Ru
0203 tto keep fighting for more funds for current penodicals. I know that it's a battle between the
0204 jpublishers trying to publish more journals and the budget to buy them. It comes down to beit [
0205 immediately available.

0206
0207 IC: Is it accurate to say that you would prefer journals in electronic form that you can call ug i
1208 lon your desk top rather than having to come over here and get them mn print? $2 Use: Remote
0209
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0211
0212|C: Is there anything about physical facilities or that you feel 1s a part of quality library serwic
0213 [you don't come into the library very much, that's why I haven't talked much about it. 1 $% Library Buildings
0214
0215 |K: Well you've got to have space. I've come mnto the library more often for meetings [ gue
0216 |l am the so-called space chatrman of the library and [ have been convinced that 1s direly nee_j
0217 .

(O

1
it

|8 |0 || 8]0 |%| 0 | D).

inl

|@|4°|6” |

LoadedPT:P1:01xxxxxxxxxxxxxx.txt,S:\Admin\Colleen\ServQual Interviews\TEXT Only\01xxxxxxxxx.txt (redirected: ¢:\zz\atlasti\fred _;[AN;SI _IDS:T_B



Metwork Nodes Links Layout Display Specials Help

% Frequency of Iubrary use | q._u_Ln_ Q ~Afiectof Seric e = * < ieniy ot Access * Nse" T
J Satisfied User

/ @"Web Vs, lerary ﬁ = 0verwhe|med
@ Caring Employees / T

@ Branch leranes v. Central Libraries | @-vSelf e
Q Descnptlons of Ilbranans }_,—f"" ‘ Use: In Bulldlng r

-.) Informal Networks
a Faculty: Service to | '

, ¢Use Remote ) o My style of flndlng
o Graduate: Service to @-ﬂimely Access -
: < T 2. @-valbhographuc Ins'
Libraries as infrastructure you take for U Undergraduate Service tO J Interhbrary Loan @ et i
ertoring relations
.
grar!te_d == ?Hours | =
L e ‘ $3~Poairt of SRt
@-vResources added on demand | 3 >
& Electronic vs. print reading preferences | __|
% Barriers to service = :
% ~OTHER | | ﬁ'«*uemﬁv Buildings | ﬁwRe,,ab,my ﬁr«(bmprehenswe Collectlons
@ Copyright/ntellectusl Property ’?lerary Bunldtngs @ Stacks maintenance | »@wElec‘tromc Full Text |
“a Confudermalrty @-vRehabmty of Records ' @ Complete Journal Runs |
J Relatwny Local vs. National perspectlve ‘ OPAC ' @ Databases
a Conservation and preservemon rmssuon P Equupment ' @ Comprehensive print coll

a Tenure and promotuon

- Other : LR B . e b et S N N - o e e e | ’J QumeSto use ) M)
N |

'_lfodefF-requency of_lib}ary use {198}[nght click for context menJ]




& Dimensions of
= Library Service Quality

Reliability

Comprehensive
Collections

Library
Affect of Service Service

Quality

Empath

Responsiveness
Assurance

AUl el =ese Self-reliance Library as Place

of Access

Utilitarian space
Symbol
e

Refuge

Formats

Physical location

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
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& Ubiquity of Access

“Over time my own library use has become
Increasingly electronic. So that the amount
of time | actually spend in the library is
getting smaller and the amount of time |
spend at my desk on the web ... 1s
increasing.”

Faculty member
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S Comprehensive Collections

“I thinl
aCal

< one of the things I love about
emic life in the United States is that as

acu

ture..., 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 in 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 | was
an undergraduate, | spent most of my time
in the library, just using it as a study space.”

Faculty member
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& Self-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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(& Self-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 | personally tend to ask a
librarian only as a last resort.”

Graduate student
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Dimensions of
Library Service Quality

Library
Service

Quality

Affect of Service

Empath
Responsiveness
Assurance

Reliability

Access to Information

Scope

Timeliness
Convenience

Model 2

Personal Control

Ease of Navigation
Convenience

Modern Equipmen

Library as Place

Utilitarian space
Symbol

Refuge



(@ Dimensions of
Library Service Quality

Library
Service

Quality

Affect of Service / Information Control
Empath- Scope of Co.

Responsive- ] Conveniel-
Library as Place
Assu ran. Ease of Navi.

Reliability Utiltarian S Timeliness |
Equipme-
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(@ LIbQUAL+™ Related
Documents

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

¢ LibQUAL+™ Bibliography

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

& Survey Participants Procedures Manual

http://www.libqual.org/information/manual/index.cfm
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ABOUT AMALYTICS MEWS PUBLICATIONS EVENTS

Register for LibQUAL+E

What is LibQUAL+ ®? .
ihCIUAL+HE ite of T L ' . _ REGISTER MO

+ 1252008 Launching Mewy Wiebsite

4+ 9227200%: Register far the 2010 Lib@UAL+E suryey!

4y + 2/20/2009; LibQUAL+® Share Fair, Chicano, July 13, 2009: Call for Ertries
bundled
+ MORE MEY
EVENTS

How will LibQUAL+® benefit your library users? + 52472000: 2010 LibQUAL+E and Bevond - Slasgow, Scotland
ibrary administrators have successfully used LibGUAL +E + 275200 2010 Introduction to Lib@UAL+E - London, England
=urvey data to identify best practices| analyze deficits, and + 182010 LibGUAL +@ Training Sessions - Boston, WA,
=ffectively alocate resources. LIDQIUAL+E gives your

+ MORE EVEN

ibrary uzers a chance to tell you where your services need
mpravement 2o you can respond to and better manage their

=wpectations. Institutional data and reports enable you to
PUBLICATIONS

azzess whether your library zervices are mesting uzer

=wpectations—and develop services that better meet these
+ Describing the Research Library of the 21st Century: The ARL

Profiles

=epectations.

+ Library Assessment Conference 2008, Seattle, Washindgton Augus
4-7: Becap & Evaluation

LibQUAL+® Top 10 Resources ) ) )
+ Library Guality Assessment through LibOUAL +E&

A Foogle™ search on "LibaUAL+" vields approximately 100,000 khitz, and mare than S0 refereed journal aicles
1ave been publizhed anthe protocol. To uze to learn about LibQUAL+E,

+ MORE RESOURCH



