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Desired Outcomes
As a result of our work together today, you will be prepared to"

• Initiate a process of continuous assessment

• Perform some simple analyses of the 

LibQUAL+® survey results data
– Working mainly with the 22 core LibQUAL+® questions

• Utilize the data to target areas for improvement

• Communicate results to different stakeholders

• Organize your library colleagues to work with 

LibQUAL+® results

• Identify your Next Steps
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What’s in your Work Plan?

• Initiating a Process of Continuous Assessment
– Thinking in terms of a “culture of assessment”, re/confirming survey objectives, 

organizing the library, colleagues and groups to work with LibQUAL+® results

• Understanding the Data and Results
– Interpreting representativeness, performing simple analyses of the quantitative 

and qualitative results data, preparing charts & graphs, making comparisons, 
mining LibQUAL+® Analytics, when to use SPSS, identifying what is actionable, 
and more" 

• Developing the Organization
– Presenting results to stakeholders, engaging staff in utilizing data

• Using LibQUAL+® Effectively
– Targeting incremental improvements, establishing SMART goals, applying data 

in decision-making, finalizing tasks, roles, & responsibilities, planning Next Steps 
in a cycle of continuous assessment and improvement

See Handout #4: Work Plan: After the LibQUAL+® Survey
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Work Plan: Tasks, Roles & Responsibilities

• Develop an understanding of the work that your library 
may want to undertake after the LibQUAL+® survey 

• Decide what work your library will / won’t do

• Determine if your library will assign the responsibility to a 
single individual or will assemble a group / team

• Identify the knowledge, skills, abilities (KSAs) needed to 
successfully perform the desired work

• Assign the work to match the KSAs and/or acquire the 
needed KSAs

(Consider the above for all library assessment, not just LibQUAL+®?)
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Initiating a Process of 

Continuous Assessment
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Developing a Culture of Assessment
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Developing a Culture of Assessment

“The issue is this: libraries, in general, 

recognize the value of collecting and using 

data for planning and decision-making, but 

they do not do this systematically or 

effectively” 
The portal: Libraries and the Academy Board of Editors Awards Committee is pleased 

to announce that “Evidence-Based Library Management: The Leadership Challenge,” 

featured in the October 2007, Volume 7, Number 4 issue has been awarded the 2008 

Johns Hopkins University Press Award for the best article featured in portal in the 2007 

volume.

“We’re not just 
measuring,

we’re aiming for
improvement.”

Shelley Phipps, August 5, 2008



Organizational Performance 

Assessment for Libraries (OPAL)
• How prepared is your library to demonstrate the value of its contributions to 

the institution and to the work of faculty, students, researchers and clinicians?

• OPAL consulting has two main thrusts: user-centered focus and strategically aligned 

assessment. 

• OPAL is the successor to, and builds upon, the Effective, Sustainable, and Practical 

Assessment initiative developed by ARL Visiting Program Officers Jim Self (U. of 

Virginia) and Steve Hiller (U. of Washington), working with Martha Kyrillidou

• Beginning in 2011, Raynna Bowlby will join the ARL team and augment the 

capabilities of these experienced ESP consultants with additional expertise in 

consulting, training, and organizational development.   

• An OPAL consultation is suitable for libraries that may have previously had an ESP 

consultation but are ready to align and advance their planning and assessment or for 

libraries early in their development of an assessment program; the consultation will 

be customized to an individual library’s unique situation.  

• OPAL can also help libraries take advantage of the analysis and community building  

capabilities of StatsQUAL®, ARL’s gateway to library assessment tools.

www.libqual.org
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Don’t miss LAC PARALLEL SESSION 3:

Building Scorecards in Academic Research 

Libraries: Organizational Issues and 

Measuring Performance

Vivian Lewis, McMaster University

Steve Hiller, University of Washington

Elizabeth Mengel, Johns Hopkins University

Donna Tolson, University of Virginia

Tuesday, October 26 10:30 a.m. – 12 noon
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Re/Confirm Survey 

Objectives/Desired Outcomes
• Conducting LibQUAL+® is not an end in itself

• Review (or articulate) WHY the library wants 

feedback from users; be specific

– Why did your library administer LibQUAL+®?

• Be mindful of potential targets of interest, e.g.:

– Customer input for library Strategic Planning

– Assessment for institutional accreditation

– Intention to become more user-centered

– Focus on specific institutional or library strategic initiatives 

such as:
• space/facilities issues

• collection(s) changes

• web re/design

• customer service, etc.
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Enlisting Colleagues:

An Assessment Group or Team

What are the responsibilities of your Library’s 

group or team vis-à-vis LibQUAL+®?
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Enlisting Colleagues:

An Assessment Group or Team

See Handout #5: Implementing a Group or Team
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Implementing a LibQUAL+® or Assessment Group/Team

Consider the purpose / scope of the group’s work:

– Broad (all assessment) vs. specific (LibQUAL+® only)?

– On-going vs. situational?

– Task-oriented

• administer, analyze?

– Facilitative

• communicate, present, assist others in understanding/utilizing 

data/results?

– Leadership-focused
• synthesize, recommend, direct others to                    

implement changes?
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Components of the Charge

for a Group/Team
• Purpose and/or Scope

• Products / Deliverables

• Assumptions and Parameters
– the extent of the group’s autonomy / authority

– approval process(es)

– w/whom and how often the group will communicate 
w/colleagues

– suggested approaches for methods of operation and 
how the group will function

– available resources (budget, people, etc.)

• Timeline

• Member knowledge, skills, & abilities
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Don’t miss LAC PARALLEL SESSION 6:

Recruiting for Results: Assessment Skills 

and the Academic Library Job Market

Scott Walter, University of Illinois at 

Urbana-Champaign

Megan Oakleaf, Syracuse University

Wednesday, October 27 8:30 a.m. – 10 a.m.
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Don’t miss ARL SPEC Kit #303 :

Library Assessment

Stephanie Wright (U. Washington) 
&

Lynda White (U. Virginia)
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Understanding LibQUAL+®

Data & Results
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libqual.org
http://www.libqual.org/home



These LQ Data Tools are Your Friends
Most are available at: http://www.libqual.org/home

• Results Notebook

• [Custom Notebooks*]

• Comments file

• LibQUAL+® Analytics

• Excel data files

• [SPSS data files]

*These files requested during LibQUAL+® survey registration

www.libqual.org



Results Notebook
In Adobe PDF format

• Sections for Overall, Undergraduates, Graduates, 
Faculty, Staff, Library Staff include:

– Demographic Summary

– Core Questions Summary

– Dimensions Summary

– Local Questions

– General Satisfaction Questions

– Information Literacy Outcomes Questions

– Library Use Summary

• Appendix describing changes in the dimensions and 
the questions included in each dimension.

www.libqual.org
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Results Notebook
Demographic Summary
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Results Notebook
Core Question Summary



Results Notebook
Dimension Summary

Key Term: 

Zone of Tolerance

www.libqual.org



www.libqual.org

Results Notebook
Local Questions Summary
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Results Notebook
Satisfaction & Outcome Questions Summary
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Results Notebook
Library Use Summary
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Comments File
Available from: Data Repository link

Plus, real-time access to the comments during Stage 2) Monitor Survey Progress

Basic demographic information such as user group, age, sex, and library branch (if available) 

is provided with each comment. Comments are also tagged with a unique identification 

number that enables you to link each comment to the individual’s survey response.

Comments are not visible to other institutions participating in LibQUAL+®; 

only your institution has access to your comments.
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LibQUAL+® Analytics
http://www.libqual.org/SurveyInstruments/LibQual/Analytics.aspx
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LibQUAL+® Analytics
http://www.libqual.org/SurveyInstruments/LibQual/Analytics.aspx

• Basic Statistics

– Means and Standard Deviation

• Institution Explorer

– User Group and Standard Discipline analysis

• Representativeness graphs

• Radar chart

• Library Use chart

• Thermometer chart

• Cumulative percentile distribution

• Longitudinal 
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LibQUAL+® Analytics
http://www.libqual.org/SurveyInstruments/LibQual/Analytics.aspx
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LibQUAL+® Analytics
http://www.libqual.org/SurveyInstruments/LibQual/Analytics.aspx



Before we go on"

These LQ Constructs can be Challenging!

• Means and Standard Deviation

• The Zone of Tolerance

• Radar Charts

• Standard vs. Customized Disciplines

• Representativeness

www.libqual.org
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Understanding Means & 

Standard Deviation

• Mean = arithmetic average

– A measure of central tendency

– Takes into account all scores

– Sensitive to all values and affected by extreme scores

• Standard Deviation = average distance

– A measure of dispersion

– Takes into account all scores

– Sensitive to all values and affected                            

by extreme scores
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Means & Standard Deviation
Exercise

• Evaluate the means and standard 

deviations 

– How do you interpret mean scores?

– How do you interpret standard deviations?



• For the 22 items LibQUAL+® asks users’ 

to rate their 

– Minimum service level

– Desired service level

– Perceived service performance

•This gives us a ‘Zone of Tolerance’ for each 

question; the distance between minimally 

acceptable and desired service ratings 

• Perception ratings ideally fall within the 

Zone of Tolerance
www.libqual.org

Understanding the Zone of Tolerance



Understanding the Zone of Tolerance

www.libqual.org
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Understanding the Zone of Tolerance



Understanding Radar Charts

www.libqual.org
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Understanding Radar Charts



Understanding Disciplines

Standard Disciplines

• LibQUAL+® provides standard 

discipline options that you can 

customize to your institution’s 

disciplines or other affiliations. 

The standard disciplines used 

on the American English 

version of the survey are 

adapted from those used by 

the National Center for 

Education Statistics (NCES) 

for U.S. institutions of higher 

education, based on the 

Classification of Instructional 

Programs (CIP).

Custom Disciplines

• You may choose to create your 

own discipline categories, 

using your local terminology. If 

you choose to add your own 

categories, each MUST be 

mapped to a LibQUAL+® 

standard discipline for data 

analysis purposes. (Please 

make sure your new term(s) 

relate to the standard 

disciplines.

www.libqual.org



www.libqual.org

Understanding Representativeness

Conclusions and recommendations are grounded in an understanding 

about your survey respondents and the population you surveyed
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Representativeness - Standard Disciplines
An Academic Library

Respondents

Population
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Representativeness - Customized Disciplines
An Academic Library

Respondents

Population
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Raw Data Files
In Excel  and SPSS Format

Data Repository Link

• You will receive access to your complete 

raw survey data in Excel format

• You will also receive an SPSS syntax file 

that you can apply to the Excel file to 

analyze your data in SPSS

• All records—partial, invalid, and 

completed—are included in the Excel file

• It may be downloaded from the 

Repository



www.libqual.org

SPSS Data Files
Statistical Package for the Social Sciences " bought by IBM!

• More complex analysis than Excel in an 
easier way

– Excel can do a lot of things that SPSS can do 
but not everything

• Analyze datasets – LQ Questions you can 
answer: 

– Discipline means and SD

– Relationship between different variables

– Validity and reliability analysis

The SPSS data file production process is now available through the data repository. 

You will have to download your Excel file and apply an SPSS syntax file that will be 

available to you through the data repository to produce the .sav file. This way you can 

have the SPSS datafile as soon as you close your survey.
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Don’t miss LAC PARALLEL SESSION 1:

Does Using Item Sampling Methods in Library 

Service Quality Assessment Compromise 

Data Integrity or Zone of Tolerance 

Interpretation?: A LibQUAL+® Lite Study

Bruce Thompson, Texas A&M U

Martha Kyrillidou, ARL

Colleen Cook, Texas A&M U

Monday, October 25 1:30 – 3:00 p.m.
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How do we 
INTERPRET

survey results?

www.libqual.org



How do users rate 
the Library?

What “scores” do 
users give the 

Library’s 
performance?

www.libqual.org

Typical Framework

Note: This is the simplest analysis and does not take advantage of the “gap analysis” opportunity



Identify areas where
the user community
thinks the Library is 
performing “best”

and “worst”

From the user’s perspective…

www.libqual.org

Note: This is the simplest analysis and does not take advantage of the “gap analysis” opportunity
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Note: This is the simplest analysis and does not take advantage of the “gap analysis” opportunity



5

6

7

8

9

AS-1 AS-2 AS-3 AS-4 AS-5 AS-6 AS-7 AS-8 AS-9 IC-1 IC-2 IC-3 IC-4 IC-5 IC-6 IC-7 IC-8 LP-1 LP-2 LP-3 LP-4 LP-5

Example Library

Core Summary - 2008

Common Interpretation Framework
Example Library Core Summary “Perceived” - 2008



Interpreting Service Quality Data

Three Interpretation 

Frameworks

www.libqual.org

#1 – Zone of Tolerance

#2 – Longitudinal

#3 – Peer Comparisons
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Interpreting Perceived Scores Against 
Minimally-Acceptable and 

Desired Service Levels 

(i.e., “Zones of Tolerance”)

Interpretation Framework #1
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Framework # 1– Zone of Tolerance
Example Library Core Summary - 2009

5.00

6.00

7.00

8.00

9.00

AS-1 AS-2 AS-3 AS-4 AS-5 AS-6 AS-7 AS-8 AS-9 IC-1 IC-2 IC-3 IC-4 IC-5 IC-6 IC-7 IC-8 LP-1 LP-2 LP-3 LP-4 LP-5

2009



Identify areas where
the user community
has the highest

“wants” 

From the user’s perspective…

www.libqual.org



www.libqual.org

Framework # 1– Zone of Tolerance
Example Library Core Summary - 2009

5.00

6.00

7.00

8.00

9.00

AS-1 AS-2 AS-3 AS-4 AS-5 AS-6 AS-7 AS-8 AS-9 IC-1 IC-2 IC-3 IC-4 IC-5 IC-6 IC-7 IC-8 LP-1 LP-2 LP-3 LP-4 LP-5

2009

Identify users’ highest “wants”



Identify areas where
the user community
thinks the Library is

“furthest from 
meeting minimum 

needs” 

From the user’s perspective…

www.libqual.org
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Framework # 1– Zone of Tolerance
Example Library Core Summary - 2009

5.00

6.00

7.00

8.00

9.00

AS-1 AS-2 AS-3 AS-4 AS-5 AS-6 AS-7 AS-8 AS-9 IC-1 IC-2 IC-3 IC-4 IC-5 IC-6 IC-7 IC-8 LP-1 LP-2 LP-3 LP-4 LP-5

2009

Identify areas where the Libraries are furthest from meeting users’ minimum “needs”



Framework # 1– Zone of Tolerance
Example Library Dimension Summary - 2009

www.libqual.org

5

6

7

8

9

Affect of Service Information Control Library as Place

2009 Overall (Undergraduates, Graduates, & Faculty)

Z.O.T.

Per



Interpreting Service Quality Data

Interpretation Frameworks

can also be applied to data gathered

by separate User Groups, 

by Discipline affiliation and 

by primary library (Branch) use 

www.libqual.org



Framework # 1– Zone of Tolerance
Example Library Core Summary by User Group (Grad Students)

Identify highest “wants” for Grad Students

Identify areas where the Libraries are furthest from meeting Grad minimum “needs”

4

5

6

7

8

9

AS-1 AS-2 AS-3 AS-4 AS-5 AS-6 AS-7 AS-8 AS-9 IC-1 IC-2 IC-3 IC-4 IC-5 IC-6 IC-7 IC-8 LP-1 LP-2 LP-3 LP-4 LP-5

2009 Graduates

www.libqual.org



Framework # 1– Zone of Tolerance
Example Library Single Core Item by Discipline

5

6

7

8

9

A
g

ri
cu

lt
u

re
 /

 E
n

v
ir

o
n

m
e

n
ta

l S
tu

d
ie

s

A
rc

h
it

e
ct

u
re

B
u

si
n

e
ss

C
o

m
m

u
n

ic
a

ti
o

n
s 

/ 
Jo

u
rn

a
li

sm

E
d

u
ca

ti
o

n

E
n

g
in

e
e

ri
n

g
 /

 C
o

m
p

u
te

r 
S

ci
e

n
ce

G
e

n
e

ra
l 

S
tu

d
ie

s

H
e

a
lt

h
 S

ci
e

n
ce

s

H
u

m
a

n
it

ie
s

La
w

M
il

it
a

ry
 /

 N
a

va
l 

S
ci

e
n

ce

O
th

e
r

P
e

rf
o

rm
in

g
 &

 F
in

e
 A

rt
s

S
ci

e
n

ce
 /

 M
a

th

S
o

ci
a

l 
S

ci
e

n
ce

s 
/ 

P
sy

ch
o

lo
g

y

U
n

d
e

ci
d

e
d

IC-4 The electronic information resources I need

Z.O.T.

Per

Identify disciplines with highest “wants” for e-resources

Identify where the e-resources are furthest from meeting discipline minimum “needs”
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Benchmarking Against Self, 
Longitudinally

“Nobody is more like me than me!”

--Anonymous

Interpretation Framework #2
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Framework # 2 – Longitudinal

• An interpretation framework that allows 

you to compare performance over time

• Are my scores increasing or decreasing?

• Are my scores increasing or decreasing 

for specific subgroups of my population: 

faculty, grad, undergraduates, and/or 

disciplines or branches?



Framework # 2 – Longitudinal
Example Library Satisfaction (All Users, 2004 – 2008)
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General Satisfaction 

Overall 2004 to 2008

1

2

3

4

5

6

7

8

9

In general, I am satisfied

with the way in which I am

treated at the library.

In general, I am satisfied

with library support for my

learning, research, and/or

teaching needs.

How would you rate the

overall quality of the

service provided by the

library?

2004

2008

*All user groups (excluding Library Staff)

Increase in satisfaction in all 

3 satisfaction measures for Total Population



Framework # 2 – Longitudinal
Example Library Satisfaction (Faculty, 2004 – 2008)
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Increase in satisfaction in all 

3 satisfaction measures for Faculty

General Satisfaction 

Faculty 2004 to 2008

1

2

3

4

5

6

7

8

9

In general, I am satisfied

with the way in which I am

treated at the library.

In general, I am satisfied

with library support for my

learning, research, and/or

teaching needs.

How would you rate the

overall quality of the

service provided by the

library?

2004

2008

*All user groups (excluding Library Staff)



Framework # 2 – Longitudinal
Example Library Satisfaction (Undergrads, 2004 – 2008)
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Unchanged or decrease in satisfaction in all 

3 satisfaction measures for Undergraduates

General Satisfaction 

Undergraduates 2004 to 2008

1

2

3

4

5

6

7

8

9

In general, I am satisfied

with the way in which I am

treated at the library.

In general, I am satisfied

with library support for my

learning, research, and/or

teaching needs.

How would you rate the

overall quality of the

service provided by the

library?

2004

2008

*All user groups (excluding Library Staff)
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6

7

8

9

2003 2006 2009 2003 2006 2009 2003 2006 2009

Affect of Service Information Control Library as Place

Faculty tolerance is narrowing:  

their minimum needs are higher 

but their desires are stable

Space and place needs are 

increasing over time, though 

overall remain less critical for 

faculty than other issues

Framework #1 + #2 – Z.O.T. + Longitudinal
Example Library Changing Expectations (Faculty, 2003 – 2009)

www.libqual.org
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6

7

8

9

2003 2006 2009 2003 2006 2009 2003 2006 2009

Affect of Service Information Control Library as Place

Wow, customer service for faculty 

is improving even while some 

expectations are increasing!

Ouch, even though this Library 

improved slightly, the ability to 

meet faculty needs for information 

and access is not keeping pace with 

expectations

This Library seems to be keeping 

pace with increasing faculty 

expectations about library spaces

Framework #1 + #2 – Z.O.T. + Longitudinal
Example Library Changing Expectations & Performance (Faculty, 2003 – 2009)

www.libqual.org
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Source: Fred Heath, LibQUAL+™ Results Meeting, ALA Annual Conference, Seattle, WA, January 22, 2007 

Framework # 2 – Longitudinal
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Benchmarking Against Peer Institutions

--1,000,000 Users; 1,000 Institutions!

Interpretation Framework #3
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• How do I select peers?

– Listen, talk to, or search web sites of your 

University Office of Institutional Research, 

Provost, President

– Consortium members

– Descriptive library statistics

– Type of institution

– Size of the faculty, student body (in specific 

disciplines)

Framework #3 – Peer Comparisons
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Peer Comparison 

General Satisfaction

6

7

8

9

H F A C B E LIBRARY

X

G D

In general, I am satisfied with the way in which I am treated at the library.

*Data taken from last year of participation

Framework #3 – Peer Comparisons
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Peer Comparison 

General Satisfaction

6

7

8

9

H A C E F G LIBRARY

X

D B

In general, I am satisfied with library support for my learning, research, and/or teaching needs.

*Data taken from last year of participation

Framework #3 – Peer Comparisons
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Peer Comparison 

General Satisfaction

6

7

8

9

H A C F B E G LIBRARY

X

D

How would you rate the overall quality of the service provided by the library?

*Data taken from last year of participation

Framework #3 – Peer Comparisons

Library’s conclusion:  There’s still room for improvement!
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Adequacy Gap
The difference between the minimum and perceived score.
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Framework #3 – Peer Comparisons
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The Hong Kong Polytechnic  University http://libraryassessment.org/bm~doc/chim.pdf
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LibQUAL+ 2006

Faculty Ratings of Journal Collections

ARL Libraries

5.00

6.00

7.00

8.00

9.00

1 2 3 4 5 6 7 8 9 10 11 12 13 14 15 16 17 18 19 20 21 22 23 24 25 26 27 28 29 30 31 32 33 34 35 36 37

Red Square = Perceived Service Performance

Top of Blue Bar = Desired Level of Service

Bottom of Blue Bar = Minimum Level of Service

UVA

Source: Jim Self, University of Virginia, Presented at Performance Measurement in Academic Libraries Workshop, EBLIP4, Durham, North 

Carolina, May 11, 2007 

Framework #3 – Peer Comparisons
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LibQUAL+ 2006

Overall Quality of the Service Provided by the Library

38 ARL Libraries

7.87

7.637.63

6.51

6.61

5.87

7.487.52

7.87

5.5

Undergraduates

Graduates

Faculty

 UVA
 UVA

 UVA

Source: Jim Self, University of Virginia, Presented at Performance Measurement in Academic Libraries Workshop, EBLIP4, Durham, 

North Carolina, May 11, 2007 

Framework #3 – Peer Comparisons
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Don’t miss LAC PARALLEL SESSION 1:

Canada Lite: Impact of LibQUAL+® Lite on 

the Members of the LibQUAL+® Canada 

Consortium

Sam Kalb, Queen’s U

Sylvain Champaign, HEC Montreal

Susan Czarnocki, McGill U

Eun-ha-Hong, Wilfred Laurier U

Monday, October 25 1:30 – 3:00 p.m.
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Framework #3 – Peer Comparisons:
LibQUAL+® Norms: http://people.cehd.tamu.edu/%7Ebthompson/libq2005.htm

• Identify your score

• Compare it to a relevant norms table

– Year

– Subgroup

– Dimension

• Norms are stable and are not calculated 

on an annual basis anymore                 

(see article)



Interpreting Service Quality Data

Putting It 

All Together!

www.libqual.org

#1 – Zone of Tolerance

#2 – Longitudinal

#3 – Peer Comparisons
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Exercise: 

What do you want to know from LQ?
• Formulate a research question; then 

decide how you would find & use the data:
– How do undergraduates rate perceptions of library as 

space?

– How do undergraduates that use the library premises 

daily rate library as space questions?

– How do health science affiliated faculty rate the library 

when it comes to ‘the electronic information resources 

I need?’
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Exercise: 

What do you want to know from LQ?
• What were your original objectives?

• Formulate a research question; then 

decide how you would find & use the data:
– ???



LUNCH

www.libqual.org
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Identifying What Is Actionable

Conclusions and Recommendations are Grounded in 

Survey Data

Focused on Specific User Populations
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Identifying What Is Actionable

Conclusions and Recommendations are Grounded in Survey Data:

• Do all user groups have the same wants/priorities, or are there 

differences?

• Which items clearly stand out as the top wants/priorities of your 

users?

• Is there a small or a large spread at some point(s) among the items?

Identify the TOP priorities, by user group

• Do all user groups have the same lowest priorities, or are there 

differences?

• Which items clearly stand out and the lowest wants/priorities of your 

users?
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Identifying What Is Actionable

Conclusions and Recommendations are Grounded in Survey Data:

• Do all user groups have the same weaknesses, or are there 

differences?

• Which items clearly stand out as the top weaknesses for your 

users?

• Is there a small or a large spread at some point(s) among the items?

Identify the TOP weaknesses, by user group

• Do all user groups have the same strengths, or are there 

differences?

• Which items clearly stand out and the strengths for your users?
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Identifying What Is Actionable

#1

MOST DESIRED

and

LEAST ADEQUATE

(highest weakness)

#3

MOST DESIRED

and

MOST ADEQUATE

(lowest weakness/

highest strength)

#2

LEAST ADEQUATE

(highest weakness)

and

LEAST DESIRED

#4

MOST ADEQUATE

(lowest weakness/

highest strength)

and

LEAST DESIREDDESIRED

ADEQUACY

Conclusions and Recommendations are Grounded in Survey Data:
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Identifying What Is Actionable

#1

MOST DESIRED

and

LEAST ADEQUATE

(highest weakness)

#3

MOST DESIRED

and

MOST ADEQUATE

(lowest weakness/

highest strength)

#2

LEAST ADEQUATE

(highest weakness)

and

LEAST DESIRED

#4

MOST ADEQUATE

(lowest weakness/

highest strength)

and

LEAST DESIREDDESIRED

ADEQUACY

Conclusions and Recommendations are Grounded in Survey Data:



Identifying What Is Actionable
Example Library - Sciences Graduate Students (2008)
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Identifying What Is Actionable
Example Library - Humanities Graduate Students (2008)

www.libqual.org
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Exercise:

Identifying What Is Actionable

#1

MOST DESIRED

and

LEAST ADEQUATE

(highest weakness)

#3

MOST DESIRED

and

MOST ADEQUATE

(lowest weakness/

highest strength)

#2

LEAST ADEQUATE

(highest weakness)

and

LEAST DESIRED

#4

MOST ADEQUATE

(lowest weakness/

highest strength)

and

LEAST DESIREDDESIRED

ADEQUACY

Conclusions and Recommendations are Grounded in Survey Data:
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Identifying What Is Actionable
Your Library – User Group

#1

MOST DESIRED

LEAST ADEQUATE

DESIRED

ADEQUACY

#3

MOST DESIRED

MOST ADEQUATE

#2

LEAST ADEQUATE

LEAST DESIRED

#4

MOST ADEQUATE

LEAST DESIRED

FOLLOW ALONGFOLLOW ALONGFOLLOW ALONGFOLLOW ALONG

DEMONSTRATION DEMONSTRATION DEMONSTRATION DEMONSTRATION 

& & & & 

INSTRUCTIONSINSTRUCTIONSINSTRUCTIONSINSTRUCTIONS

Worksheet # 6:

Scatter Plot
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LibQUAL+® Analytics
http://www.libqual.org/SurveyInstruments/LibQual/Analytics.aspx

Worksheet #6: Scatter Plot
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You Too Can Chart LQ Data!



Qualitative Analysis: User Comments

• Why the Box is so Important:

– About half of participants provide open-ended 

comments, and 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 

& offer specific suggestions for action

• User Comments available on the LibQUAL+® Web 
site

– Download comments in Excel or text file

– Skim the comments

• Conduct analysis

www.libqual.org



ALL  COMMENTS ALL  COMMENTS ALL  COMMENTS ALL  COMMENTS ---- 2009  Texas  A&M  LibQUAL+2009  Texas  A&M  LibQUAL+2009  Texas  A&M  LibQUAL+2009  Texas  A&M  LibQUAL+®®®® Survey Survey Survey Survey 

Source: Colleen Cook, Presented at QQML 2009 in Chania
http://www.wordle.com/

Texas A&M: Analysis of Undergraduate Comments

www.libqual.org



LoadedPT:P1:01xxxxxxxxxxxxxx.txt,S:\Admin\Colleen\ServQual Interviews\TEXT Only\01xxxxxxxxx.txt (redirected: c:\zz\atlasti\fred
www.libqual.org
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Methodology for Coding Qualitative Data
http://www.libqual.org/documents/admin/BrownU_2005_LQ_qual_method.pdf
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Methodology for Coding Qualitative Data
http://www.libqual.org/documents/admin/BrownU_2005_LQ_qual_method.pdf

• Use NVivo software to code & analyze text

• Review the comments as a whole

• Create a taxonomy
– a master list of themes (referred to as “nodes” by NVivo) and the 

specific keywords mentioned by users in the survey comments 
for each of the nodes

– can generate a word frequency list from the comments file to 
facilitate the creation of the taxonomy

• Import LQ Comments into NVivo

• Run reports to assign nodes to comments based on the 
taxonomy/ keywords

• Review the assigned nodes for each comment, making 
necessary corrections & additions

• Evaluate the qualitative data for frequency statistics & 
analyses of sub-sets of the comments
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Brown U: Methodology for Coding Qualitative Data

Topic (“Tag”) Number of comments with this tag Percentage of all comments

Negative 479 59%

Suggestion 465 58%

Positive 321 40%

Use 320 40%

Location 290 36%

Collection 264 33%

Policies 233 29%

Ambiance 226 28%

Customer Service 218 27%

Online content 176 22%

Hours 156 19%

Furnishings 134 16%

Ease of Use 109 13%

ILL 81 10%

Web site 77 9%

Quotable 68 8%

Computer Equipment 64 8%

Lighting 62 7%

Comparison 61 7%

Book Availability 56 7%

Non-computer equipment 55 6%

Catalog 53 6%

Survey 49 6%

Training 48 6%

Off campus 43 5%

Temperature 33 4%

Named Staff 28 3%

Financial 26 3%

The following table shows the total distribution of all 4,197 individual comments (or “tags”) according to the 29 topics identified in the taxonomy.

www.libqual.org
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Don’t miss LAC PARALLEL SESSION 1:

Coding Practices for LibQUAL+® Comments: 

Survey Findings

Lynda White, University of Virginia

Eric Ackermann, Radford University

Karen Neurohr, Oklahoma State University

Daniel O'Mahony, Brown University

Monday, October 25 1:30 – 3:00 p.m.
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Developing the Organization
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Engaging Others in Understanding & 

Using Data

• Spread knowledge about LibQUAL+®

– Post Notebook on library web

– Make staff aware of LQ tutorial:
• http://www.libqual.org/Information/Tools/index.cfm

– All-staff presentation

– Enable key staff to access LibQUAL+® Analytics

– Disseminate Comments to depts, units, groups, 
branches, librarians, etc.

Other?

What have you done?

• Develop a culture of assessment and 

accountability for listening to customers           

and acting on user feedback
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Guiding Library Staff 

in 

Understanding & Using 

LibQUAL+® Results

See Worksheet #7: Being User-Centered

Engaging Others in Understanding & 

Using Data



www.libqual.org

Engaging Others in Understanding & 

Using Data

“Comments were sorted by academic department, which were posted 

along with department-specific radar charts and gap summaries, in 

the Research & Instruction Department.

The “Great Wall of LibQUAL+®” provoked discussion, and provided 

collection managers with insight into the concerns of the faculty and 

students in the departments they were serving.
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Engaging Others in Understanding & 

Using Data 
The Library Retreat: http://www.uri.edu/library/libqualALA09/
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“We know what’s 

best”

“They are wrong”

“We don’t have the 
resources to…”

“...only customers 
judge quality;  

all other judgments 
are essentially 
irrelevant.”

Zeithaml, Parasuraman, Berry.(1999).  

Delivering Quality Service. 

NY: The Free Press

Engaging Others in Understanding & 

Using Data
( & Leading Change: Overcoming Resistance)
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Developing Accountability for Acting on User Feedback

CUSTOMERS

See Worksheet #8: Identifying Library Departments

Work with department leaders & managers

Developing the Organization



Presenting Results to Stakeholders

www.libqual.org

The Hong Kong Polytechnic  University http://libraryassessment.org/bm~doc/chim.pdf
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Presenting Results to Stakeholders

• Identify all of the stakeholders or constituents 

who want and need to know about the survey 

results

• Consider the “stake” of each of the above; what 

specific aspect of LibQUAL+® will be of most 

interest / concern

• Determine how to communicate with each 

identified stakeholder
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Communicate with your Customers
(students, faculty, others)

• Particularly those whom you asked to participate 

in the survey

• Announce incentive award winners

• Inform users of highlights of survey results

• Focused follow-up for more specific insights

• Most importantly, what the library intends to do

“You asked for it&”
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LibQUAL+ 2006
Thanks to the more than 1,100 KU faculty, staff and students who completed the 2006 

LibQUAL+ survey, KU Libraries has made significant changes over the past few months to 

better meet your research and service needs. 

You requested: 

•Access to the electronic resources from your home or office

•Print and/or electronic journal collections you require for your work

•A Libraries Web site that enables you to locate information on your own more quickly 

and easily

•Librarians and staff members who have the knowledge to answer your questions

•Dependability in handling your service problems

We delivered: 

•More access to print and electronic materials, including 30,000 journals and many other 

primary resources

•The new Information Gateway, a primary tool for searching the Libraries' proprietary 

online resources including databases, journals and images

•A newly redesigned Web site

•Access to electronic records for hundreds of thousands of previously inaccessible 

items

•An ongoing commitment to enhancing service quality through comprehensive training and 

continuous evaluation

KU Libraries: We Listened to You!

http://libraryassessment.org/bm~doc/devlin.pdf
www.libqual.org



Texas A&M : 

Annually 

Informing 

Users

www.libqual.org
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Presenting Results to Decision Makers:
Using the “Mini-Survey” to Explain LQ+® to Stakeholders (Brown U Library)

www.libqual.org
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The Library Summit:
Clemson University & U. of Texas at Austin & others

http://www.libqual.org/documents/admin/Library%20Summit%20brochure.pdf
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Why Hold a Library Summit?
http://www.lib.utexas.edu/vprovost/assessment/libsummit/pdf/info_pkt.pdf

www.libqual.org
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Focused Follow-up
University of VA: http://www.arl.org/bm~doc/arl-br-257-bound.pdf

• Who is unhappy?

– Drilling down by college and discipline

• Why are they unhappy?

– Reading the comments

– Conducting targeted interviews

• Focus on areas with low scores

• Diverse group of faculty

• Asked for specific needs and wants

– Including names of needed titles

• Quick interviews
Source: Jim Self, University of Virginia
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• Is the Library meeting your minimal level, 

regarding journal collections?

– If not, what can we do? (encouraged to state 

specific journals)

• Is the Library meeting your desired level?

– If not, what can we do? (encouraged to state 

specific journals)

• Does it matter if journals are print or 

electronic?

• Any other comments about the Library?

Source: Jim Self, University of Virginia

Focused Follow-up
University of VA: http://www.arl.org/bm~doc/arl-br-257-bound.pdf
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Don’t miss LAC PARALLEL SESSION 3:

Still Bound for Disappointment? 

A Follow-up with Faculty about Journal 

Collections, Based on LibQUAL+® Results

Jennifer Rutner, Columbia University

Jim Self, University of Virginia

Tuesday, October 26 10:30 a.m. – 12 noon
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Using LibQUAL+® Effectively
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From Analysis to Action

See Worksheet #9: From Analysis to Action: Questions for Planning & Goal Setting
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From Analysis to Action

• From all of the data, determine what can and 

should be addressed

• Prioritize some action items

– Align with mission, vision and goals of parent organization

– Address users’ top priorities, by user group

– Improve areas of strong user dissatisfaction

– Build on strengths, if they are truly user needs and 

priorities

– Identify work that can be de-emphasized                        

and resources that can be reallocated



From Analysis to Action

www.libqual.org
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“We’re not just measuring,
we’re aiming for
improvement.”

Shelley Phipps, 
August 5, 2008

From Analysis to Action
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Using S.M.A.R.T. Goals

• S Specific
– the desired outcome or result is clearly defined

• M Measurable
– accomplishment can be charted and/or observed

• A Attainable
– achievable, goal is challenging but realistic

• R Relevant
– results-oriented, in line with institutional goals and library vision

• T Timely
– deadlines are set for accomplishment

Use Worksheet #10: Targeting Incremental Improvements
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For undergraduates, the Adequacy Gap -- the difference 

between minimum service level needed and the perceived

service level provided by the library -- is smallest* for the 

following elements: 
(*smaller number = less adequate service provided)

• Library space that inspires study 

and learning 0.11

• A library Web site enabling me to 

locate information on my own 0.38

• Print and/or electronic journal 

collections I require for my work 0.39

Examples of S.M.A.R.T goal for LibQUAL+® actionable item:

•Add task lighting to 75% of study carrels on north side of library by December 2010

•Reorganize Library space to provide 8 group study areas with flexible furniture and 

equipment (such as smart boards, plugs, wireless, etc.) by September 2010

Originally prepared by Raynna Bowlby & Dan O’Mahony (Brown U. Library): http://libraryassessment.org/bm~doc/bowlby.pps

www.libqual.org

Using S.M.A.R.T. Goals
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Originally prepared by Raynna Bowlby & Dan O’Mahony (Brown U. Library): http://libraryassessment.org/bm~doc/bowlby.pps

Adapted from a worksheet prepared by Pi Beta Phi Fraternity for Women

Use Worksheet #10: Targeting Incremental Improvements

www.libqual.org

Using S.M.A.R.T. Goals
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Identifying & Using Best Practices

• Seeking out and learning from colleague 

institutions

– Participate in LibQUAL+® as part of a consortial, 

regional, or interest-group implementation

– Identify peer institutions who may agree to do 

LibQUAL+® during the same cycle

• Implementing improvements based upon best 

practices
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Applying Data in Decision-Making

• All assessment and LibQUAL+® data and results 

are easily accessible and present when, where, 

and with whom decisions are made in your 

library

• Goals, priorities, and resource allocation are 

influenced by customer needs and wants
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Archiving Data for Access
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Don’t miss LAC PARALLEL SESSION 5:

Data Farms or a Field of Dreams? Libraries 

CAN Build Infrastructure for Collaborative 

Assessment.

Joe Zucca, University of Pennsylvania

Tuesday, October 26 3:30 a.m. – 5:00
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Integrating LibQUAL+® & other Assessments

• Confirming your conclusions

• Obtaining user specifications for initiatives

• Monitoring progress
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Corroborating LibQUAL+® Results 

w/Other Data
• Consider if your LibQUAL+® data confirms your prior 

expectations & results from other assessments

• And, vice versa

• For example:

– Undergrads have increasing needs & desires re: Library 

as Place and show increases in library gate 

counts/attendance

– Faculty & grad students have access from home or office 

as highest priority and library web logs demonstrate 

increasing use from campus depts.
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Cycle of Planning and Assessment
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http://libraryassessment.org/bm~doc/cockrell.pdf
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http://libraryassessment.org/bm~doc/cockrell.pdf
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Examples of Strategic Plan Metrics Using LQ
Library Metric Baseline 09 2014 Goal

Increase the perceived level of service quality in 

ranking of “print or electronic journal collections 

needed” for All users

7.21 7.5

Increase the perceived level of service quality in 

ranking of “electronic information resources needed” for 

All users

7.21 7.5

Increase perceived level of service quality in ranking of 

“easy to use access tools” for All users

7.28 7.7

Increase Undergraduates perceived level of service 

quality ranking of “modern equipment that lets me 

easily access needed information.”

7.41 8.0

Increase Undergraduates perceived level of service 

quality ranking of library Web site “enabling me to 

locate information on my own.”

7.07 7.77

Increase Undergraduates perceived level of service 

quality ranking of “quiet space for individual activities.”

7.07 7.77

www.libqual.org
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• 3-5 Year Measure: Decrease in the mean difference 
between desired and perceived service for all UA 
respondents to the LibQual “Information Control” 
Dimension.

– Quality Standard: Reduce superiority gap* from -1.09 (average 
2005-2007) to -.87 measured in 2012.

• 3-5 Year Measure: Decrease in the mean difference 
between desired and perceived service for all UA 
respondents to the LibQual “Affect of Service” 
Dimension.

– Quality Standard: Reduce superiority gap* from -0.87 (average 
2005-2007) to -0.70 measured in 2012.

U. Arizona Strategic Plan:

Using LibQUAL+® for Quality Standards

Source: http://intranet.library.arizona.edu/xf/slrp/documents/FY08-12StrategicPlanwithMeasures.pdf
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Planning Next Steps:
Continuous Assessment & Improvement
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Creating Your Work Plan

• Review the list of steps describing work that can be 
accomplished after receiving the survey results, 
including initiating a culture of assessment, 
understanding the data and results, developing the 
organization, and using LibQUAL+® effectively

– Which steps might your library undertake?

– Will the assignment be individual or a group / team?

– What KSAs might best support the accomplishment of this work?

– Who will be assigned?

– (Who will you consult with to make these decisions)?

Use Handout #4: Work Plan
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LibQUAL+® Resources

• LibQUAL+® Web site:

http://www.libqual.org/home

• Publications:

http://www.libqual.org/Publications.aspx

• Events and Training:

http://www.libqual.org/events

• Gap Theory/Radar Graph Introduction:

http://libqual.org/about/about_survey/tools

• LibQUAL+® Procedures Manual:

http://libqual.org/documents/LibQual/files/2010_Procedures_Manual.pdf
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Don’t miss

LAC POSTER SESSION

LibQUAL+® Track

Monday, October 25  

6:30 p.m. – 9 p.m.
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LibQUAL+® Team

• Martha Kyrillidou - Senior Director, ARL 

Statistics and Service Quality Programs 

martha@arl.org

202-296-2296, x139 

• David Green - Library Relations Coordinator 

david@arl.org

202-296-2296, x136

• Gary Roebuck - Technical Operations Manager 

gary@arl.org

202-296-2296, x137 

• Yolanda Glass - Administrative Assistant 

yolanda@arl.org

202-296-2296, x140

• Henry Gross - Applications Developer 

henry@arl.org

202-296-2296, x124

And sometimes, consultants
Raynna Bowlby
raynna.bowlby@charter.net
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LibQUAL+® Seeks Applicants for In-Kind Grant 

Program 2011

Apply by December 14, 2010

This is the sixth year LibQUAL+® has sponsored an 

in-kind grant program. 
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Service Quality Evaluation Academy Now Accepting 

Nominations for 2011

Application Deadline: December 15, 2010

The 2011 Service Quality Evaluation Academy, co-sponsored by the 

Association of Research Libraries (ARL) and the Canadian 

Association of Research Libraries (CARL), is now accepting 

participant nominations, with a deadline of December 15, 2010. The 

academy is an intensive five-day program that focuses on both 

quantitative analyses (e.g., various descriptive statistics, and score 

reliability and validity analyses) and qualitative analysis of texts using 

the Atlas TI software and potentially some related strategies (e.g., 

focus groups) for analyzing library service quality data. The academy 

will also provide participants with the opportunity to share library 

service quality assessment plans/strategies and experiences.
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LibQUAL+® Training Sessions 2011

Date: Monday, January 10, 2011 

Conference: ALA Midwinter Meeting 2011

Location: San Diego, California

LibQUAL+® Survey Introduction, 8:30 am - 10:00 am

[Required for all first-time survey administrators]

LibQUAL+® Survey Administration, 10:30 am - 1:30 pm

LibQUAL+® Survey Results, 2:00 pm - 4:30 pm

This is a set workshops designed to provide potential and current participants with vital information 

to aid in the survey process. Each workshop covers a variety of topics including the history of 

LibQUAL+®, developing objectives and goals for administering the survey, marketing your survey, 

survey process via the LibQUAL+® Web site, analyzing survey results, and much more!
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