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Description

The LibQUAL+TM survey is a five-page. web-based instrument. A print version of the survey is included
below and on the following pages.
Page 1 13 an introduction and general description of the LibQUAL+TM survey.

Page 2 contains the demographic information for the survey.

Page 3 contains the core survey questions, 1-25. Questions relating to each dimension of library service
guality (Library as Place, Personal Control, etc.) are distributed randomly throughout the survey.

Page 4 of the survey contains any local guestions specific fo this institufion's membership in a consortinm,
guestions relating to user satisfaction and usage patterns. and allows respondents to add any additional
comments they may have about library services.

Page 5, the final page of the survey instrument, thanks the respondents for completing the survey and

provides them with an opportonity to include their e-mail address if they would like to enter the prize
drawing.

Print Version of 4-Year Institution Survey - Page 1, Introduction

Welcome!

Please help us. Your participation in this survey will allow us to improve library
services. Better understanding your expectations will help us tailor services to your
needs.

We are conducting this survey to measure library service quality and identify best
practices through the Association of Research Libranes' Lib'Ql'_I.ri'LL+T}"1 program. Partial
funding for this project is provided by the U S Department of Education's Fund for the
Improvement of Postsecondary Education (FIPSE).

Please answer all items. The survey will take about 10 minutes to complete.



Print Version of 4-Year Institution Survey - Page 3, Core
Questions

Please rate the following statements by selecting vour choices from the pull-down menus
to indicate:

o  Minimum - the number that represents the minimum level of service that you
would find acceptable.

¢ Desired — the number that represents the level of service that vou personally
want.

s  Perceived -- the number that represents the level of service that vou believe our
library currently provides.

You must EITHER rate all three columns OR Identify the item as N/A.

When it comes to... My Minimum My Desired Perceived Service | N/A
Service LevelIs | Service Level Iz | Performance Is

low high ( low high | low high

1) [ Willingness to help users 123456789 (123456789 [123456789 |na

2:. SPHCEIhﬂTfﬁCi]lTHIESqur 1234567829 123456789 123456789 WA
study

£} Complete runs of journal titles |1 23436789 (123456789 23456789 | NA

4) Employees who are 123456789 (1234567809 273456789 Jua
consistently courteous

5: Making electronic resources 1234567E89 123456780 123456789 N
accessible from my home or
office

&) Modern equipment that letsme |1 234 3678% (123456789 23456789 | NA
easily access the mformation I
need

':-':. A librarv website enablinge me 123456789 123456789 123456789 NA
to locate information on my
own

8) | Timely document 123456789 [[123456789 |123456789 [Na
delivery/interlibrary loan

9 Interdisciplinary libraryneeds |1 234367893 1234567879 23456789 | NA
being addressed

10) A haven for guiet and solitude 123456789 ||12345678689 23456785 | NA




Print Version of 4-Year Institution Survey - Page 4, Satisfaction
Questions

Please indicate the degree to which vou agree with the following statements:

1)} In general, [ am satisfied with | 1 2 3 4 3 6 7 8 9
the way in which I am treated
at the libraries. Strongly Disagree Strongly Agree
2 general, I am satisfied with 2 3 : 5 7 .
2ilIng LI isfied with | 1 2 3 4 3 i 7 g 9
library support for my
learning, research and/or Strongly Disagres Strongly Agree

teaching needs.

3 | How would you rate the 1 2 3 4 5 6 7 8 Q
overall gquality of the service
provided by the library? Extremely Poor Extremely Good

Please indicate your library usage patterns:
How often do you vse resources on library premises?

Daily
Weeldy
Menthly
Cuarterly

MNever

ooooan

How often do you vse electronic library services remotely?

Daily
Weeldy
Menthly
Cuarterly

MNever

oooon

Please enter any comments about library services below.
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LibQUAL+twv 2002 Dimensions

For the 2002 iteration of the LibQUAT +TM survey, the dimensions were once again refined based on
analysis of the previous year's results. While the same four dimensions were retained, their titles were
changed slightly to more clearly represent the questions and data. The list below displays the dimensions,
along with the questicns that relate to each of the four dimensions.

Access to Information (5 guestions)
3) Complete runs of jowrnal titles
8} Timely document delivery/interlibrary loan
9} Interdisciplinary library needs being addressed
19) Convenient business hours
22) Comprehensive print collections

Affect of Service (% guestions)
1} Willingness to help users
4} Employees who are consistently courteous
11) Dependability in handling wsers' service problems
14} Giving users individual attention
15) Emplovees who deal with users in a caring fashion
17) Emplovees who have the knowledge to answer user questions
18) Readiness to respond to users' questions
20 Employees who instill confidence in users
24y Employees who understand the needs of their users

Library as Place (5 questions)
2} Space that facilitates guiet study
107 A haven for quiet and solitude
13) A place for reflection and creativity
21) A comfortable and invifing location
23} A contemplative envircnment

Personal Control (6 guestions)
3) Making electronic resources accessible from my home or office
6} Modem equipment that lets me easily access the information I need
7} A library website enabling me to locate information cn my own
12) Easy-to-use access tools that allow me to find things on my own
16) Making information easily accessible for independent use
25) Convenient access fo library collections
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No. Question Text Minimum Desired Perceived Gap
Access to Information
3) Complete runs of journal titles 5.18 8.00 6.07 -0.11
3) Timely document delivery/interlibrary loan 6.36 796 115 0.80
9) Interdisciplinary library needs being addressed 5.00 7.51 6.62 0.62
19)  Convenient business hours 6.68 322 §.70 0.03
21}  Comprehensive print collections 6.37 792 6.36 -0.01
Affect of Service
1) Willingness to help vsers 5.89 792 7.10 121
4) Employees who are consistently courteous 6.39 5.09 748 1.10
11)  Dependability in handling users' service problems 6.33 7.99 7.00 0.68
14)  Giving users individual attention 5.64 7.36 6.72 1.09
15)  Employees who deal with wsers in a caring fashion 621 7.83 7.24 1.03
17)  Emplovees who have the knowledge to answer user 5.60 8.25 733 0.73
guestions
18) Readiness to respond to nsers’ questions 6.57 8.16 7.51 0.94
200 Emplovees who instill confidence in users 581 739 658 1.08
24)  Emplovees who understand the needs of their users 630 795 7.08 078
Library as Place
2} Space that facilitates guist study 583 7155 641 058
10) A haven for quiet and solitude 5.76 746 540 063
13) A place for reflection and creativity 499 6.84 3.84 0.85
21} A comfortable and inviting location 5.94 7.88 6.73 0.80
23) A contemplative environment 3.53 7.30 6.33 0.80
Personal Control
3) Making electronic resources accessible from my 5.36 8.20 5.94 0.58
home or office
6) Modem equipment that lets me easily access the 6.29 5.08 6.90 0.61
mnformation I need
7} A library website enabling me to locate information 6.60 828 7.34 0.74
oft 1y oWl
12)  Easy-to-use access tools that allow me to find things 6.45 8.17 6.98 0.53
o my own
16) Making information easily accessible for 6.42 514 7.08 0.66
independent use
13)  Convenient access to library collections 6.63 8.20 6353 -0.10

Number of Records: 566
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Respondents by Age (Includes Library Staff)

This pie chart shows a breakdown of survey respondents by age. Ages are grouped into four categories:

‘f’cunger than 22
8_88%

W 22-30 18.6%
W 31-45 20.6%
O Cider than 45 23.8%
O Younger than 22 36.08%

Total: 100.0%
31-45
20.60%
Older than 45
3.02%

Age Respondents ~ Percentage
Younger than 22 222 36.88%
22-30 112 18.60%
31-45 124 20.60%
Older than 45 144 23.92%

Total: 602 100.00%

Individual Analysis - Demographic Analysis - Respondents by Age (Includes Library Staff)
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Respondents by Sex (Includes Library Staff)

The pie chart below shows a breakdown of survey respondents by sex, based on responses to the
demographic questions at the beginning of the suwrvey instrument.

Yale
30.70%
W Femals  60.3%
W Male 3BT%
Total:  10D.0%
Femalz
60.30%
Sex Respondents Percentage
Female 363 G60.30%
Male 239 39.70%

Total: 602 100.00%0

%
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This chart shows the number and percentage of College of William and Mary, Swem Library respondents
by user group, such as undergraduates, graduate students, faculty. etc.

Faculy
30.58%

Undergraduats

4335% W Faculty 30.6%

W Graduats 17.3%

[ Library Staff £.0%

O saf 73%

O Undergraduate  43.9%

Total: 100.0%
User Group Respondents Percentage
Undergraduate 264 43.83%
Graduate 104 17.28%
Faculty 184 30.56%
Library Staff 36 5.98%
Staff 14 2.33%
Total: 602 100.00 %%
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Discipline Respondents Percentage
Agriculture / Environmental Studies 0 0.00%%
Architecture 0 0.00%
Business 49 2.14%
Communications / Journalizm 3 0.50%
Education 45 7.48%
Engineering / Computer Science 26 4.32%
Health Sciences 17 2. 82%
Humanities 118 19.60%
Law 7 1.16%
Performing & Fine Arts 2 4.65%
Science / Math 115 19.10%
Social Sciences / Psychology 96 15.95%
General Studies 4 0.66%
Undecided i3 3.48%
Other §1 10.13%

Total: 602 100.00%
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