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Overview 

• Introduction to LibQUAL+ 

• Interpreting Results 

• Survey Outcomes 



LibQUAL+® 

• Web-based Customer Survey 

• Internationally Renown 

• Robust  

• Expectations & Perceptions 

• Standardised  
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Survey Composition 

• 22 Core Questions 

– Affect of Service 

– Information Control 

– Library as Place 

• 5 Optional Questions 

• Information Literacy 

• General Satisfaction 

• Demographics 

• Free-text Comments 

Box 



LibQUAL+ Lite 

Sampling 

Methodology: 

• All questions asked 

• Respondents answer a 

random sample only 

• Reduced Survey Time 

• Increase Response Rates 

 

 

 

Survey Composition: 

• 8 Core Questions 

• 1 Local Question 

• 1 Information Literacy 

• 2 General Satisfaction 

• Demographics 

• Free-Text Comments Box 

 

 



Three Scales 

For the 22 Core and 5 Local questions 

respondents are asked to rate on a scale of 1 – 9 

their: 

– Minimum service level 

– Desired service level 

– Perceived service performance 

 



Why three scales? 
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Free-Text Comments Box 

• About 50% of participants provide open-ended 

comments; these are linked to demographics 

and quantitative data 

• Users elaborate the details of their concerns 

• Users feel the need to be constructive in their 

criticisms, and offer specific suggestions for 

action 

• Available in real-time enabling prompt 

responses to concerns 



INTERPRETING RESULTS 

  



Results Notebooks 

• Sections for Overall*, Undergraduates, 

Postgraduates, Academic Staff, Staff, 

Library Staff include: 

• Demographic Summary 

• Core Questions Summary 

• Dimensions Summary 

• Local Questions 

• General Satisfaction Questions 

• Information Literacy Outcomes Questions 

• Library Use Summary 

*excluding Library Staff 



Key Terms 

Adequacy Mean: 

• Calculated by subtracting Minimum from Perceived score  

• A negative score indicates failing to meet minimum expectations 

 

Superiority Mean: 

• Calculated by subtracting Desired from Perceived score  

• A positive score indicates exceeding desired expectations 

 

Zone of Tolerance: 

• The range between the Minimum and Desired mean scores 



Key Terms 

Question 1 

Minimum Mean 

Desired Mean 

Perceived Mean 
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Understanding the Zone of Tolerance 

Zone of Tolerance 



Understanding a Radar Chart 



What Do the Colors Mean? 
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What Do the Colors Mean? 
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What Do the Colors Mean? 
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What Do the Colors Mean? 

www.libqual.org 

A lot of Yellow 

Exceeding Minimum 

Expectations, Just! 



www.libqual.org 

Dimension Summary 



Understanding Thermometer Charts 

Perceived 

Perceived 



Local Question Summary 

www.libqual.org 



SURVEY OUTCOMES 

  



Feedback from SCONUL Participants 

• Secured additional funding to increase 
resources 

• Improved liaison with Academic staff 
regarding recommended readings 

• Increased e-books where possible 

• Increased journal subscriptions 

• Implemented cross-searching database 

• Improved Library Website 

• Developed online information literacy tool 

• Improved help provision via 24/7 Chat 
cooperative 

 

 



Feedback from SCONUL Participants 

• Added /enhanced computing, printing and 
photocopying facilities 

• Upgraded catalogue only ‘quick search stations’ 

• Introduced express PCs – maximum login time of 
20 minutes 

• Increased Study Space 

• Reduced access to external visitors at busy times 

• Introduced a study area for researchers 

• Introduced/improved study zones to control noise 

• Improved temperature and ventilation 



£14 million improvement programme 

now underway to renovate the Library, 

expand the collection and increase 

study space. 

The Library is one of the most oppressively 

depressing locations on the face of the earth; its ugly 

décor and offensive lighting gnaw at the soul and the 

carpeting is an invitation to madness 



www.libqual.org 

Summary and Closure 



www.libqual.org 

Additional Services 

• LibQUAL+® Analytics 

• LibQUAL+® Membership Subscription 
– Full Data Repository Access 

– Additional Analytics Modules 

• Additional Notebooks 

• Print Copies 

• Additional Analysis 
– Customized Discipline Analysis 

– Library Branch Analysis 

– Other Customized Analyses (upon request) 



www.libqual.org 

LibQUAL+® Resources 

• LibQUAL+® Web site 

• LibQUAL+® Lite 

• Publications 

• Events and Training 

• LibQUAL+® Procedures 
Manual 

www.libqual.org 

 

http://www.libqual.org/
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The LibQUAL+® Team 

UK contacts: 

The best way to contact us: 
s.a.killick@cranfield.ac.uk 

 

• Selena Killick 
 ARL/SCONUL LibQUAL+ Consortium 

Administrator  

 s.a.killick@cranfield.ac.uk 

 Tel: 01793 785561 

 

• Stephen Town 
 Director, University Library & Archives, 

University of York & LibQUAL+ steering 
committee member 

 jst504@york.ac.uk  

 

 

 

USA contacts: 

The best way to contact us: 
libqual@arl.org 

 

• Martha Kyrillidou 

 Senior Director, Statistics and Service 
Quality Programs 

 martha@arl.org 

 

• Gary Roebuck 

 Technical Operations Manager 

 gary@arl.org  
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