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LibQUAL 2013 at Western Libraries  

Overall Impressions 

1.  Introduction 

Western Libraries LibQUAL Research Working Group (LibQUAL RWG) prepared this report to provide a 

summary of the LibQUAL survey conducted 21 January through 8 February 2013.  The report highlights 

the service areas where Western Libraries (WL) appears to be doing well, as well as areas where 

Western faculty and students perceive WL could improve services and resources.  Overall, 1404 

participants, divided into three user groups, responded to the survey:  761 graduate students, 461 

undergraduate students, and 180 faculty members.  Two respondents self-identified as "Other".  For 

survey details, including breakdown by preferred library, see Appendix A. 

 

The 2013 survey marked the fourth time WL participated in a LibQUAL survey, and the second time the 

LibQUAL Lite survey was used.  Three dimensions were examined:  "Affect of Service", referred to in this 

report as "Helpful and Friendly Staff"; "Information Control", referred to as "Information", and "Library 

as Place".  Each participant received a survey containing 8 of 22 possible questions.  Three core 

questions, one from each dimension, were included in each survey.  Another five questions were 

randomly generated from among the remaining 19 questions each time a survey was accessed.  In 

addition, WL chose to include five "Local Questions"; again, one of these five questions was randomly 

generated each time the survey was accessed.  The survey used a scale of 1 to 9 to measure 

respondents' perceptions of minimum acceptable service, desired level of service, and perceived level of 

service.  Appendix B contains the complete set of questions.   

 

In addition to core and local service questions, the survey gathered information on the frequency of 

respondent use of the virtual, as well as physical, library. This information may be useful in establishing 

priorities for service improvements by WL libraries and committees.  The charts in Appendix C contrast 

frequency of WL on-site access versus via WL web pages.  LibQUAL also tracked the frequency of access 

through other gateways, such as Google or Yahoo.  More than 70% of all respondents indicated daily use 

of non-library gateways to access information. 

 

The LibQUAL survey can be used to identify areas for service quality improvements.  Although survey 

results do not reveal the "why" of scores, comments included by many respondents were helpful in this 

regard.  In the 2013 survey, approximately 39% of respondents included a total of 540 comments.  The 

LibQUAL RWG separated these comments into 824 statements coded by major theme and concepts, and 

attached 1214 codes to the statements.  Appendix D offers a line chart showing the number of coded 

statements by major theme, and whether the comments were rated positive, negative, or neutral.  

 

The LibQUAL comments and scores are discussed in more detail in the following three sections, 

corresponding to the three dimensions:  "Helpful and Friendly Staff", "Information", and "Library as 

Place".  Respondents also included 233 general statements relating to satisfaction.  Most comments 

were positive (97%); e.g. “I have been very impressed with the libraries on the whole”.   The LibQUAL 

RWG also coded 32 statements as “Other”, since they did not fit into any of the three main dimensions.  

The majority of “Other” statements included suggestions for promotion, or indicated a need to make 

information readily available.  The LibQUAL RWG received 20 comments referring to the survey itself, 

mainly negative and expressing frustration with the design of the survey. 

 



LibQUAL 2013 Page 2 

 

The radar charts included in each section and again in Appendix E illustrate graphically the aggregated 

scores for each user group in each dimension, and should be interpreted as follows.  Each axis 

represents one question.  A code identifying each question is displayed at the outer point of each axis, 

and respondents’ minimum, desired, and perceived levels of service quality are plotted on that specific 

axis.  The resulting gaps between minimum, desired, and perceived levels of service reflected as "service 

adequacy" and "service superiority" are shaded in red, blue, yellow, and green.  Red indicates the 

perceived level of service is below the minimum acceptable.  Blue indicates the perceived level of 

service is greater than the minimum acceptable.  Yellow shows the perceived level of service is less than 

the desired level of service, while green shows the perceived level of service is greater than that desired.   

See Appendix B for the list of LibQUAL core questions.   

 

The radar charts work from the inside plotted line outwards. The inside line connects the minimum level 

of service mean scores for each of the 22 questions rated between 1 and 9 (3 to 9 on the chart scale). 

The second line on radar charts connects the perceived level of service mean scores. The area in 

between the minimum and perceived mean scores is the "service adequacy" gap, or the difference 

between minimum expectations and perceived level of service.  The third or top line indicates the 

desired level of service mean scores, and represents how closely WL is meeting desired levels of service.  

For example, a radar chart containing a lot of blue with only a little yellow indicates that WL is closing 

the "service superiority" gap.  Green demonstrates that WL is exceeding desired levels of service.  See 

Appendix E for complete radar charts for 2013 and 2010.   

 

2.  Helpful and Friendly Staff 

a. Scores 

 

Responses to the "Helpful and Friendly Staff” dimension included the highest perceived level of service 

mean scores received by all three user groups, indicating the highest level of satisfaction out of the 

three service dimensions.  The continued importance of this service dimension to graduate students and 

faculty is evidenced by the relatively high mean scores for minimum acceptable and desired levels of 

service.  Although the highest minimum acceptable and desired mean scores for these two user groups 

belong to the “Information” dimension questions, the “Helpful and Friendly Staff” scores are very close.  

Faculty and graduate student minimum acceptable and desired scores for "Library as Place" were 

considerably lower.  Undergraduate student average mean scores for minimum acceptable level of 

service and desired level were similar across the three dimensions. For undergraduates, all three 

dimensions appeared to be of the same relative importance.  More information on the scores for 

"Information" and "Library as Place" are included in the sections below. 

 

The results for faculty and graduate student responses to "Helpful and Friendly Staff" questions in 2013 

are similar to the 2010 results:  there appears to be considerable satisfaction.  For undergraduate 

students, the 2010 scores on some questions in this dimension were just below the minimal acceptable 

level of service; these scores improved considerably in 2013.   

 

Compare the various minimum, desired, and perceived levels of service mean scores on all the charts 

that follow to help determine respondent priorities. For example, the minimum and desired faculty and 

graduate student scores for "Information" are higher than for "Helpful and Friendly Staff" and "Library 

as Place", likely indicating the higher priority respondents gave to “Information”.   There is room for 

improvement in all three dimensions.
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 Faculty - 2013 

 
 

 

 

Graduate Students - 2013 
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Undergraduate Students - 2013 

 
 

 

b. Comments 

 

Staff: 

The 2013 survey saw a slight increase over the 2010 survey in the number of comments received 

regarding helpful and friendly staff.  The majority of comments received was positive in nature and was 

often in reference to a particular library.  

 

“The staff in the business library is extremely helpful and very nice.  They know me by my name, 

always have a smile on their faces, and - what I admire most about them - come up with great 

ideas to help me with my research.  They think along with me in order to find the best solutions. 

There have been several occasions where I had a problem and they went out of their way to help 

me.  They devote much time to attend to each person’s issue individually.” Faculty 

 

Overall, the comments were general statements of helpfulness and friendliness with respect to 

supporting research and research-related tasks, knowledge and subject-expertise, as well as an 

appreciation of staff members who were pro-active, went “above and beyond,” or who delivered 

individual service.  The greatest emphasis was upon appreciation and recognition of library staff. 

 

“I think that it is the people who make the services work so well... They bend over backwards to 

help and because of that, the level of service is high for me.” Graduate Student 

 

“The staff have always provided exceptional service.   Always far above my expectations.” 

Graduate Student 
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Negative comments accounted for approximately 16% of the statements referring to staffing.  While 

some comments referred to a specific instance, the remainder were general statements regarding the 

lack of enthusiasm of staff (unwelcoming, disinterested), the lack of a staff knowledge base, or the 

uneven enforcement of library rules (too strictly or not strictly enough).  These comments were largely 

made by graduate or upper-year students. 

  

Research Help: 

Comments coded as research help doubled from the 2010 report.  Comments from all user groups 

expressed appreciation for online and in-person research support and library instruction.  The “Ask A 

Librarian” consortial service and the dedicated Business Library chat reference both received positive 

feedback; several comments indicated repeated use of these services:   

 

“I absolutely love the online 'ask a librarian' service.  It has helped me out of a jam more than 

once and always seems to have great people on the other end.” Graduate Student 

 

Several respondents commented on the value of the library staff role in providing research and 

instructional support for graduate or higher-level research, and two people said that librarians’ efforts 

and expertise made their research work easier.  One person said their librarian was “a great teacher.” 

 

“You didn't ask anything about the specialized librarians assigned to each discipline but I would 

like to add that they are excellent and that, in my opinion, their works increases the quality of 

research at Western.” Graduate Student 

 

Areas of concern included the availability of in-person research support during all hours of opening, and 

a perceived lack of subject expertise on the desk.  Several people requested tutorials on various 

information literacy-related topics, suggesting a need for creation or promotion of content. 

 

“Why must I make a phone call to the librarian to ask a question instead of speaking directly to 

one?” Graduate Student 

 

“You should offer tutorials on navigating the library website. If you already offer these, they 

should be advertised more.” Undergraduate Student 

 

Services: 

In 2013, some of the services complaints were similar to those received in the 2010 LibQUAL survey, 

such as comments about renewals - three renewals are not enough; the requirement to bring in the 

physical book after the third renewal is too cumbersome - and recalls - not enough time with a book; 

waiting too long to receive a recalled item.  In 2013 several of the comments mentioned the length of 

loans, as being both too short and too long: 

 

“I really appreciate the possibility to keep the books borrowed.”  Graduate Student 

“Certain books are taken out for long periods of time are of no help to students who need them 

quickly for an essay.”  Graduate Student 

InterLibrary loans / RACER received a number of comments, both praising the service and expressing 

frustration with it.  In some cases, the frustration related to issues beyond our control, e.g. the length of 

loan periods; inability to renew; unavailability of the item requested. 
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“I would like to commend Inter-Library Loan Services. Without them, I could not do my 

research...”  Faculty 

“There just needs to be a few minor improvements...like renewing inter-library loans.” Graduate 

Student 

More printers, streamlined printing services, and promotion of the printing service were all requested.  

A few respondents mentioned the need for scanners and a scanning service.  Other respondents asked 

to be able to reserve and borrow audio/visual equipment and laptops from the library. 

On a positive note, the paging service that brings materials from one library location for pickup at 

another location is used and well-liked.  The ARCC document delivery service also received positive 

comments.  Of course, for other respondents, even more services are wanted, including the ability to 

have material retrieved from the stacks and held for pickup at that same library location (as is offered at  

London Public Library locations).  At least one respondent noted s/he would like office delivery of library 

materials.   

Several comments expressed general satisfaction with library services: 

“I think as a transfer student, I can accurately say that the library services offered at Western are 

wonderful.”  Undergraduate Student 

“Excellent online and in-person services.”  Graduate Student  

 

3.   Information 

 

a. Scores 

 

The "Information" dimension continued to be the highest priority for faculty and graduate students, and 

was the area where they looked for most improvement at WL.  In 2010, faculty and graduate students 

perceived Western Libraries as not meeting a minimum acceptable level of service on several questions 

relating to the provision of, and access to, information.  Fortunately, the perceived level of service for 

most questions in this dimension improved in the 2013 survey.  There still remains room for 

considerable improvement in most questions.  Western Libraries received negative "service adequacy" 

gap scores on four questions:  graduate students indicated that WL does not meet the minimal 

acceptable level of service for print and electronic journal collections (Question IC-8), and faculty 

indicated WL is not meeting their minimum needs with respect to remote access (Question IC-1), easy-

to-use access tools (Question IC-6), and web navigability (Local Question).   

 

As in 2010, on the individual questions where WL showed a negative "service adequacy" gap score, WL 

shares a similar experience with twelve Canadian comparator libraries.  Most of these libraries did not 

meet minimum expectations on the questions where WL showed a negative score, an indication of the 

difficulty that all libraries face in trying to balance high user expectations with what is possible given 

current library environments and budgets.   

 

Undergraduates appeared to be considerably more satisfied with the quality of information services in 

2013 compared to 2010, as well as compared with faculty and graduate students.   Undergraduate 

average "service adequacy" gap mean scores in this dimension were all positive.  For the full picture of 

the differences, see the 2013 and 2010 radar charts for each of the user groups in Appendix E. 
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Faculty - 2013 

 
 

 

Graduate Students - 2013 
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Undergraduate Students - 2013 

 
 

b. Comments 

 

Access: 

As in the LibQUAL 2010 report, comments regarding access to information resources focused mainly on 

the electronic. Once again, many respondents did not differentiate WL website from various vendor and 

product platforms.  Rather, many of the comments blended vendor e-journal platforms, the catalogue, 

Summon, and SFX under terms such as “website,” “database” and “catalogue”.  Comments in this 

section were largely negative, expressing dissatisfaction with clarity and ease of access to e-resources, 

with an overwhelming majority of respondents (87%) identifying themselves as faculty or graduate 

students.  

 

i) Electronic Journals:  

The largest concern among respondents was various issues related to electronic journal access.  Over 

90% of comments about access to journals were made by faculty and graduate students.   A common 

theme was frustration and confusion caused by the number of “clicks” and product layers which users 

must navigate to reach e-journal content.  Respondents indicated a desire for one-click access to articles 

and databases.  

 

“I recognize that the hosts of the articles are sometimes providing the hoops we need to jump 

through (and that the Uni library [sic] doesn't make them up just for fun), but it is sometimes 

difficult to understand whether the library has access to the journal article in question, or not, 

before going through 4 to 5 separate webpages. Occasionally, I get led back in a circle, too.” 

Graduate Student 

 



LibQUAL 2013 Page 9 

 

“For me, the process of jumping into the catalogue, to the journal, get it Western is sometimes 

many many to many many and multiple steps... I would foresee your services further 

streamlining.” Faculty 

 

Respondents also expressed difficulty in interpreting library holdings, whether an article is available 

online, in print, or accessible via Electronic Document Delivery. These issues are exacerbated by proxy 

and sign-on problems, and the need for users to sign-on more than once, at various stages in the 

information retrieval process.  

 

“The only negative thing I have found about using the online library would be that when I access 

it off-campus it often will not keep me logged in, making it extremely difficult to use any of the 

databases etc. that you need to be logged on for to use effectively.” Undergraduate Student 

 

Where users expressed positive comments, they wrote generally about the convenience of online 

resources and their appreciation of off-campus access. 

 

“I often use the library website from off campus in order to read journal articles. Thank goodness 

for that service - it is very valuable to me.” Graduate Student 

 

“It's so nice to have such accessibility online and to have things EASIER to access. I haven't had 

any problems as of yet and don't expect to.” Undergraduate Student 

 

ii) Summon: 

Respondents expressed a desire for a federated search engine with the capacity to search all library 

holdings, including the content of databases.  In some instances, it was unclear whether respondents 

were unaware of Summon, unclear about its functionality and scope, or dissatisfied with search results. 

Several respondents commented on “superfluous” and “unrelated” items which clutter Summon results. 

Increased instruction and promotion on the Summon discovery layer may improve user perception of 

library search options. 

 

“The integrated search that replaced the old user interface for catalogue/journal searching is 

terrible. I still find myself conducting separate searches (for books and journal articles) only now I 

have to bypass all the default settings. Less efficient for my purposes.” Graduate Student 

 

“The "Summon" function on the library website is a horrendous mess of a search tool, that more 

often than not highlights the least relevant results.” Graduate Student 

 

Many respondents made direct comparisons between Summon and Google Scholar.  As the latter search 

engine is frequently used among all three user groups, there is an expectation that the library discovery 

layer should provide the same level of optimization and accuracy in the relevancy and ranking of results. 

  

“The [search] engine on the library website is clunky, and the keyword search algorithm is 

[poorly] designed compared to options [such] as Google Scholar. “ Faculty 

 

iii) Get it@ Western: 

In the 2010 report, SFX and Get it@Western concerns were foremost on the topic of access to 

information resources. In 2013, Western link resolvers were less frequently mentioned by name, but 
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may be responsible for indeterminate access issues such as “broken links” and circular navigation. When 

identified, respondents noted the unreliability of Get it@Western. 

 

“I continue to struggle to access some articles online even when using library services and 

accessing articles that are included in library databases. The "Get at Western" function only 

succeeds around 80% of the time I use it. Hence I often must use google or other resources 

instead.” Graduate Student 

 

Website: 

Comments regarding the usability of the website frequently overlapped with those regarding access to 

electronic resources. Respondents viewed the website, Summon, the catalogue, and vendor databases 

as an organic whole, resulting in the perception of the website as difficult to navigate. Since 45% of 

faculty and 47% of graduate students use the library website on a daily basis (Appendix C), negative 

adequacy gap scores in this area are significant. 

 

“I find the library website (weldon) extremely hard to navigate. I am a young assistant professor 

who is very tech savvy and want to use the website to get electronic materials. These searches 

are puzzling each time I go to the site.” Faculty 

 

Respondents voiced confusion at frequent changes as well as appreciation of the recent redesign. 

 

"Redesigning the interface so often means that I'm constantly having to reorient myself to 

searching - I feel deskilled all too frequently." Faculty 

 

“I would like to congratulate the library on the recent website upgrade which finally added 

improved functionality, cleaner and contemporary design.” Graduate Student 

 

Resources:  

 

“The university cannot function without excellent library resources, and we have those at 

Western.”  Faculty  

 

Comments about the collections were made primarily by graduate students (68%) and faculty (21%), 

with a small percentage of undergraduate respondents (11%).  Positive and negative comments alike 

were remarkably similar to those received in the 2010 report: 

 

“I have been at Western 8 years, and every year either I learn more about the library or the 

service and resources seem to improve vastly.  Whatever the case, keep up the good work, and 

thank you for making my research possible!”  Graduate Student 

 

“The biggest thing I require is more and better access to electronic journal articles.”  Graduate 

Student 

 

As noted in the Access section above, the most frequently expressed comments related to e-journals, 

and requests for additional e-journal content, retrospective and current, and particularly in the areas of 

science, engineering, and chemistry.  To a lesser degree, 2013 responses also reflected a desire for 

increased availability of electronic books, although an approximately equal number of comments cited 

the need for more copies of print materials, to alleviate the need for recalls and individual purchase.   
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As in the 2010 report, a number of respondents commented on unsatisfactory access to audio/visual 

materials, and difficulty searching the catalogue. Western Libraries’ involvement with Bepress in 

promoting Western research was remarked upon favourably. 

 

4.  Library as Place 

 

a. Scores 

 

For faculty and graduate students, "Library as Place" appeared less important than the provision of 

"Information" and assistance by "Helpful and Friendly Staff".  In the 2010 survey, graduate students 

indicated some dissatisfaction with library space; although there is still room for improvement, the 2013 

graduate student average perceived mean scores in 2013 have improved.  Undergraduate respondents 

continue to look for improvements to meet their needs in this dimension.  The average undergraduate 

student perceived scores are higher than in 2010; however, at the same time, undergraduate students 

indicated that WL still did not meet minimum needs for quiet, individual space (Question LP-2).  

Although WL is moving in the right direction, more effort is needed to provide individual study and 

research space that aligns with the needs of graduate and undergraduate students. 

 

 

Faculty - 2013 
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Graduate Students - 2013 

 
 

 

 

Undergraduate Students - 2013 
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b. Comments 

 

Facilities: 

 

i) Work/Study Space:  

Respondents indicated appreciation of recent improvements to library facilities and in particular the 

availability of quiet study space. 

 

“The silent study area on the second floor of Weldon (the new one with the circular benches) 

is awesome - make more of those!”  Undergraduate Student 

  

At the same time, both undergraduate and graduate students continued to want quiet individual, 

private space for study and research.  These results are very similar to those of the 2010 survey.   

Graduate students perceived that undergraduates dominate the physical library space and contribute to 

overcrowding and noise. 

  

“Also, it would be nice if a research library such as Western stopped catering to its 

undergraduate "clientele" and starting upgrading its research spaces, such as private study 

spaces. Also, there should be rooms were silence (not an absence of talking, an absence of 

noise) is enforced.”  Graduate Student 

  

Many undergraduate students commented on the difficulty of finding study space during exams, due to 

the "saving" of study spaces, as evidenced by unattended possessions left in study carrels.   

  

ii) Noise: 

All user groups expressed concern about the amount of noise in the libraries: 

  

“My only complaint is that often, in the un-staffed areas of the libraries, common library 

courtesies (such as quietness) are not respected. I realize this is virtually impossible to police, 

but perhaps a more rigorous account of library rules should be provided to new students.” 

Undergraduate Student 

  

“You need to make the library a place of study. At present, it's like a bloody social club. It's full 

of undergraduates partying and eating. It's a disgrace. I do not like visiting the library for this 

reason. I've been at a half dozen universities and this is by far the worst I've seen. Shame on 

UWO or Western, whatever it's name is supposed to be.” Faculty  

   

There were also several comments about staff not respecting the quiet areas in talking with other staff 

members as they moved through, and worked in, quiet areas. 

   

iii) Other: 

Other “Library as Place” issues that were mentioned in 2013 were aesthetics, hours, computers and 

food.  Several respondents indicated that Weldon Library is dark and gloomy; a few respondents 

mentioned that Taylor Library needs renovation; and a few remarked on cramped space in the Music 

Library.  Graduate students commented that extended library hours seem to be closely connected to the 

undergraduate student exam schedule, and that their user group could use longer hours at other times 

of the year.  There were a couple of positive comments about wireless access and the functionality of 

Weldon’s new computers; however, the greatest concerns brought forward were the slow speed of 
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library computers and the lack of availability of computers and outlets. The desire for more computers 

on the upper floors of Weldon Library was of particular concern to faculty and graduate students. 

 

“wish(ed) there were usable computers for catalogue searches on the upper floors; I don't 

want to have to carry my own device for this..”  Faculty 

  

Lastly, the number of respondents raising the issue of food in the libraries was not as great as expected. 

Of those who did respond regarding food, the ability to consume at least a light snack within the library 

was the greatest desire. 

 

5.  Summary 

 

Library staff members, whether on the front-lines or behind-the-scenes, are to be commended for the 

improved "service adequacy" average mean scores, as well as on the large number of favourable 

comments that reflected positively on their helpfulness, friendliness, expertise, knowledge, and 

willingness to work towards solutions for identified problems.  Overall, respondents demonstrated 

higher satisfaction in 2013 compared with the LibQUAL results of 2010; however, there is still work to be 

done.  The online or virtual library continues to be the main area where improvements are sought by 

faculty and graduate students.  This desire is evident in both the question scores and accompanying 

comments, particularly the significant number of comments seeking easy, hassle-free access to e-

resources, and in particular enhanced access to e-journals.  Undergraduate and graduate students 

expressed varying concerns with physical library locations.  The main problem in this regard is a lack of 

individual, quiet spaces to work.   

 

With the 2013 LibQUAL results available, various library locations, committees, and working groups can 

begin delving more deeply into the data to consider how best to address currently identified priorities.  

As in the past, some problems will be easier to resolve than others.  In some instances, the issues WL  

needs to address have been under discussion since the 2010 survey results, and the successes of those 

efforts in more positive scores as mentioned throughout the report are encouraging.  WL thus has the 

advantage in 2013 of continuing to build on efforts begun in 2010 to continue to move closer to meeting 

the diverse needs and expectations of faculty, graduate students and undergraduate students. 

 

June 2013 
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Appendix A 

 

LibQUAL 2013 Survey Details 

Summary 

Surveys sent to Faculty 1419 

Surveys sent to Graduate Students 4628 

Surveys sent to Undergraduate Students 6925 

Valid Surveys 1404 

Median Survey Time (min:sec) 4:57 

Average Survey Time (min:sec) 20:40 

Average Minimum Score 6.47 

Average Desired Score 7.82 

Average Perceived Score 7.02 

 

Surveys Completed by Position 

Position Valid Percentage 

Undergraduate Students 461 32.83%  

Graduate Students 761 54.20% 

Faculty 180 12.83% 

Research Staff 2 0.14% 

Total 1404  

 

Surveys by Preferred Library 

Library Valid Percentage 

Archives and Research Collections Centre 5 0.36% 

C.B. “Bud” Johnston Library  31 2.21% 

Education Library 34 2.43% 

John & Dotsa Bitove Family Law Library 38 2.71% 

Music Library 45 3.20% 

Allyn & Betty Taylor Library 476 33.90% 

The D.B. Weldon Library 666 47.43% 

Map and Data Centre 2 0.14% 

Online 103 7.34% 

No library listed 4 0.28% 

Total 1404  
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Appendix B 

LibQUAL Questions  

Affect of Service (Helpfulness and Friendliness) 

AS-1 Employees who instil confidence in users                               

AS-2 Giving users individual attention 

AS-3 Employees who are consistently courteous 

AS-4  Readiness to respond to users’ questions 

AS-5 Employees who have the knowledge to answer user questions 

AS-6 *Employees who deal with users in a caring fashion 
AS-7 Employees who understand the needs of their users 

AS-8 Willingness to help users 

AS-9 Dependability in handling users’ service problems 

 

Information Control (Information) 

IC-1 Making electronic resources accessible from my home or office 

IC-2 A library Web site enabling me to locate information on my own 

IC-3  The printed library materials I need for my work 

IC-4 *The electronic information resources I need* 
IC-5 Modern equipment that lets me easily access needed information 

IC-6 Easy-to-use access tools that allow me to find things on my own 

IC-7 Making information easily accessible for independent use 

IC-8 Print and/or electronic journal collections I require for my work 

 

Library as Place 

LP-1 *Library space that inspires study and learning* 
LP-2 Quiet space for individual activities 

LP-3 A comfortable and inviting location 

LP-4 A getaway for study, learning, or research 

LP-5 Community space for group learning and group study 

 

Local Questions 

Ability to navigate library Web pages easily 

Enabling me to find information myself 24 hours a day 

Facilitating self-directed research 

Making me aware of library resources and services 

Providing search tools that permit me to work autonomously 

 

Notes:   

* Core questions included on every survey 



LibQUAL 2013 Page 17 

 

Appendix C 

 

 

Use of the Resources on the Library Premises  

 Daily Weekly  Monthly Quarterly Never 

Faculty 7.78% 31.67% 27.78% 25.00% 7.78% 

Graduate Student 15.24% 38.63% 27.46% 15.11% 3.55% 

Undergraduate Student 13.88% 39.05% 26.25% 14.75% 6.07% 

 

 

 

Access through a library Web page   

 Daily Weekly  Monthly Quarterly Never 

Faculty 45.00% 45.00% 6.67% 2.22% 1.11% 

Graduate Student 47.44% 42.18% 8.15% 2.23% 0.00% 

Undergraduate Student 10.20% 38.61% 32.10% 12.80% 6.29% 
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Appendix D 

 

Themes:  540 comments were broken into 824 statements that were then coded into concepts within 

the major themes.  The chart above and the numbers below include all of the codes.  This means that a 

comment may have received more than one code in a major theme, e.g. a facilities statement may have 

included both noise and food coding or a statement may have included more than one theme, e.g. a 

comment about the quality of the resources and another one about access to resources.     

 Positive Negative Neutral Total 

Access 35 153 4 192 

Resources 56 91 8 155 

Website 7 19 0 26 

Staffing 195 37 1 233 

Research help 34 33 1 68 

Services 42 58 1 101 

Facilities 50 215 5 270 

Satisfaction 113 3 1 117 

Other 4 26 2 32 

Survey 4 14 2 20 

Total 540 649 25 1214 
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Appendix E 

Radar Charts of Mean Scores for Each Question 

 

Faculty - 2013  

 

 

Faculty - 2010 
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Appendix E 

Graduate Students - 2013 

 

 

Graduate Students - 2010 
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           Appendix E 

Undergraduate Students - 2013 

 

 

Undergraduate Students - 2010 

 


