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2011 LibQUAL+® Survey Highlights

Sessions | & II: January - December

www.libqual.org

LibQUAL+® is a survey that measures user per_ceptlons Cognpleted . :/aenz Key to Radar Charts
and expectations of library service quality in three urveys HrVey
d!mensions: Affect of _Seryice_, In_for_matic_nn Control, and Total 185,554 172,665 o Dimension
Library as Place. Participating institutions included college Institution Type: ~
and university libraries, health sciences libraries, Academic Health Sciences 2,584 2,320
community college libraries, and law libraries. Users were Academic Law 286 282

L College or University 176,547 164,409
asked for their judgments on three scales for each survey Community College 4,933 4,539
question: the desired level of service they would like to European Business 1,204 115
receive, the minimum they are willing to accept, and the Country: —
actual level of service they perceive to have been Canada 4 4,247 3,922 me‘;;"w; 4 P o
provided. The desired and minimum scores establish the china H 12,30 1822 {Posie)
upper and lower boundaries of a zone of tolerance within France 9 19,947 18,769 Key to Bar Charts
which the perceived scores should float if respondents fp'ggd : 1‘1‘25 }8‘2‘2‘
view service as adequate (see “Key to Bar Charts”). This Mexico 1 '557 '521 Desired
framework allows the use of gap analysis to interpret South Africa 3 2,979 2,738 Perceived

L Switzerland 1 2,221 2,030

resu_lts. If scores are W|th|_n the zone of tolerance, the United Kingdom 17 26,689 25276 JZoneof
service adequacy gap is positive because users' USA 109,758 101,026 o=
perceptions are higher than their minimum expectations, ARL 20,511 19.036
although lower than their desired expectations. Positive NON-ARL 165,043 153,629 Minirnum

service adequacy gaps are shown in blue on the radar
charts below (see “Key to Radar Charts”). Conversely, a
negative service adequacy gap occurs when perceptions

LP — Dimension

Key to Dimensions

fall below minimum expectations; this is represented on
the radar charts in red. A positive superiority gap occurs
when perceptions exceed desires; this is represented on
the radar charts in green. il Information Control ~ (IC)

Colleges and Universities Academic Law Institutions
American English American English

i Affect of Service (AS)

i Library as Place (LP)

Academic Health Sciences Community Colleges
American English American English

22 Core Questions Summary
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a AS IC LP Overall AS IC LP Overall AS IC LP Overall AS IC LP Overall
Desired n = 96,299 Desired n =280 Desired n=2,287 Desired n = 4,451

784 796 7.71 7.85

Perceived

798 819 7.99 8.06

Perceived

8.01 819 7.92 8.05

Perceived

793 782 7.76 7.83

Perceived

736 7.14 6.90 7.15 7.74 7.73 7.39 7.66 771 749 7.47 755 769 744 731 7.50

Minimum Minimum Minimum Minimum
6.60 6.62 6.28 6.53 589 6.19 581 5.98 6.87 7.04 6.71 6.88 7.04 6.79 6.71 6.86
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Survey Activity by Day
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Dimensions Summary

LibQUAL+® Tutorial Register for LibQUAL+®

Responses
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Survey Date

College and University User Groups (American English)
Undergraduates Graduates Faculty Staff
(n =59,722) (n = 19,748) (n = 12,532) (n = 4,297)
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AS IC LP Overall AS IC LP Overall AS IC LP Overall AS IC LP Overall

To learn more about the three dimensions and view an animated To register for the 2012 LibQUAL+® survey, go to:
guide to reading LibQUAL+® charts, view the LibQUAL+® )
Interactive Tutorial at: www.libqual.org

www.libqual.org/Information/Tools
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