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Refine theory 

Unstructured interviews 

at 8 ARL institutions 

 
 

 

 

 

 

Web-delivered survey 

 

 
 
 
 

 

 

 

Unstructured interviews at 

Health Sciences and the 

Smithsonian libraries 
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administrators 
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Focus groups 

Content analysis: 

(cards & Atlas TI) 
 

 

 

 

 

Reliability/validity 

analyses: Cronbachs 

Alpha, factor analysis, 

SEM, descriptive statistics 
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Reliability/validity analyses 

including Cronbachs Alpha, 

factor analysis, SEM, 

descriptive statistics 
 

 

Content analysis 

Vignette 

Re-tooling 

Iterative 

Emergent 
2000 

2004 …. 
315 Libraries English, Dutch, Swedish, 

German LibQUAL+™ Versions 

160,000 anticipated respondents 

LibQUAL+™ Project 

Case studies1 

 

Valid LibQUAL+™ protocol 
 

Scalable process 
 

Enhanced understanding of  

user-centered views of service 

quality in the library 

environment2 
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Association of Research Libraries 

Dimensions of Library Service Quality 

Information Control 

Library 
Service 
Quality 

Self-Reliance 

Equipment 

Timeliness 

Ease of Navigation 

Convenience 

Scope of Content 

Affect of Service 

Library as Place 

Reliability 

Assurance 

Responsiveness 

Empathy 

Refuge 

Symbol 

Utilitarian Space 



“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 

 

Affect of Service 



“The poorer your situation, the more you need the 

public spaces to work in.  When I was an 

undergraduate, I spent most of my time in the 

library, just using it as a study space.” 

 

                                       Faculty member 

 

 Library as Place 



“…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 

 

Self-reliance 
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Survey Structure  

(Detail View) 



Item Scores 
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Trends in research libraries 

• Affect of Service 
– Giving users individual attention 

• Library as Place 
– Library space that inspires study and learning 

– Community space for group learning and group study 

• Information Control 
– Making electronic resources accessible 

– A library website enabling me to locate information on 

my own 

– Print and/or electronic resources I need for my work 
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Library Space That Inspires Study and 
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Making Electronic Resources Accessible 
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A Library Website Enabling Me to Locate 

Information on My Own 
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The Printed Library Materials I Need for My 

Work 
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Print and/or Electronic Journal Collections I 

Require for My Work 
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– Giving users individual attention 

• Library as Place 
– Library space that inspires study and learning 

– Community space for group learning and group study 

• Information Control 
– Making electronic resources accessible 
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Re-design? Ecosystem Theory U? 

• Scharmer, C. Otto (2007). Theory U: Leading 

from the Emerging Future As It Emerges. The 

Social Technology of Presencing), Cambridge, 

MA: SoL Press. 

• Senge, P., C. O. Scharmer, J. Jaworski, and B. 

S. Flowers. (2004). Presence: Human Purpose 

and the Field of the Future, Cambridge, MA: SoL 

Press. 

• http://www.presencing.com 

• http://www.ottoscharmer.com 
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Ecotones – Toolkits? 

• Ann Pendleton-Jullian, Designing Education and 

Innovation Ecotones. 

http://fourplusone.files.wordpress.com/2010/03/a

pj_paper_14.pdf 

• LibQUAL+ Toolkit, StatsQUAL Toolkit, …. 

• LibValue, library space, special collections  

• toolkit or ecotone 

www.libqual.org 

http://fourplusone.files.wordpress.com/2010/03/apj_paper_14.pdf
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• “One way to visualize this is to bring to life 

the interconnections that lie invisible in the 

white spaces between the rows of our 

currently sleeping numbers.” 

 
» “Taking Our Measure: The Correlation of Metrics 

and Leadership” by Charles Henry 
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