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In the beginning … 

Statistics & Salaries  
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ARL Statistics and Assessment 

…To describe and measure the 

performance of research 

libraries and their contribution to  

teaching, research, scholarship and 

community service … 
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Assessment 

“The 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 applicable—i.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.”  

      
Sarah Pritchard, Library Trends, 1996 
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ARL Statistics and Assessment 

…To describe and measure the performance of 

research libraries and their 

contribution to 
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PERCEPTIONS                     SERVICE 

 
 “….only customers judge quality; 

all other judgments are essentially 

irrelevant” 

 

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

Delivering quality service. NY: The Free Press. 

SERVQUAL 
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Dimensions 

2000 2001 2002 2003-Present 

41 items 56 items 25 items 22 items 

Affect of Service Affect of Service  Affect of Service Affect of Service 

Library as Place Library as Place Library as Place Library as Place 

Reliability Reliability Personal Control 
Information 

Control 

Provision of 

Physical 

Collections 

Self-Reliance 
Information 

Access 

Access to 

Information 

Access to 

Information 
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Survey Structure  

(Detail View) 
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Rapid Growth 

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

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

survey 
 

• Countries 
– 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., etc….. 
 

• Types of Institutions 
– Academic Health Sciences 
– Academic Law 
– Academic Military 
– College or University 
– Community College 
– Electronic 
– European Business 
– European Parliament 
– Family History 
– Research Centers (FFRDC) Libraries 
– High School 
– Hospital 
– National Health Service England 
– Natural Resources 
– New York Public 
– Public 
– Smithsonian 
– State 
– University/TAFE 
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World LibQUAL+® Survey 
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R&D 

• Colleen Cook, “A MIXED-METHODS APPROACH TO 

THE IDENTIFICATION AND MEASUREMENT OF 

ACADEMIC LIBRARY SERVICES” (PhD diss., Texas 

A&M University, 2001). 

 

• Martha Kyrillidou, “ITEM SAMPLING IN SERVICE 

QUALITY ASSESSMENT SURVEYS TO IMPROVE 

RESPONSE RATES AND REDUCE RESPONDENT 

BURDEN: THE ‘LibQUAL+® Lite’ RANDOMIZED 

CONTROL TRIAL (RCT)” (PhD diss., University of 

Illinois at Urbana-Champaign, 2009) 
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http://www.climatequal.org/ 

StatsQUAL® 

ARL Statistics
® 

LibQUAL+
® 

DigiQUAL
® 

MINES 

For Libraries
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ClimateQUAL
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