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LibQUAL+® 2015 Survey Results - Valdosta State University

This notebook contains information from the 2015 administration of the LibQUAL+® protocol. The material on the
following pages is drawn from the analysis of respoffrees the participating ingutions collected in 2015.

The LibQUAL+® project requires the skills of a dedicatgdup. We would like to thank several alumni members

of the LibQUAL+® team for their key roles in the demgient of this service. From Texas A&M University, the
qualitative leadership of Yvonna Lincolndhbeen key to the projéxintegrity. The behind-#iscenes roles of Bill
Chollet and others from the library Systems and Trainintg were also formative ithe early years. From the
Association of Research Libraries, we appreciative of contributions made by Consuella Askew, MaShana Davis,
David Green, Richard Groves, Kaylyn Groves, Amy Hodétistina Justh, Mary Jackson, Jonathan Sousa, and
Benny Yu.

A New Measures initiative of this scope is possible only as the collaborative effort of many libraries. To the
directors and liaisons at all participating libraries goeddigest measure of gratitude. Without your commitment,
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1.2 LiIbQUAL+®: A Project from StatsQUAL®

| would personally like to say a word about the develepnof LibQUAL+® over the last few years and to thank
the people that have been involved in this effort. LIbQUAL+® would not have been possible without the many
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LibQUAL+® 2011 Survey Highlights
<http://www.li bqual.org/documents/LibQual/publications/LibQUALHighlights2011_Full.pdf>
<http://www.li bqual.org/documents/LibQual/publications/LibQUALHighlights2011_Full_Supplement.pdf>

LibQUAL+® 2010 Survey Highlights
<http://www.li bqual.org/documents/LibQual/publications/LibQUALHighlights2010_Full.pdf>
<http://www.li bqual.org/documents/LibQud/publications/LibQUALHighlights2010_Full_Supplement.pdf>

LibQUAL+® 2009 Survey Highlights
<http://www.li bqual.org/documents/adminLibQUALHighlights2009_Full.pdf >
<http://www.li bqual.org/documents/admin/LibQUALHighlights2009_Full_Supplement.pdf>

LibQUAL+® 2008 Survey Highlights
<http://www.li bqual.org/documents/admin/LbQUALHighlights2008_Full1.pdf>
<http://www.li bqual.org/documents/admin/LibQUALHighlights2008_Full_Supplementl.pdf>
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libraries utilizing it successfully in ghyears to come. | look forward toyr continuing actig involvement in
helping us understand the many ways we can improve library services.

With warm regards,
Martha Kyrillidou, PhD

Senior Director, ARL Statistics and Service Quality Programs
Association of Research Libraries
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1.3 LibQUAL+®: Defining and Promoting Library Service Quality

What is LIbQUAL+®?

LibQUAL+® is a suite of services that libraries use to solicit, track, understand, and act upon users’ opinions of
service quality. These services are offered to the library community by the Association of Research Libraries
(ARL).The program’s centerpiece is a rigorously tested WWaded survey paired withatning that helps libraries

assess and improve library servicesraie organizational culture, and market the library. The survey instrument
measures library users’ minimum, perceived, and desired service levels of service quality across three dimensions:
Affect of Service, InformatioiControl, and Library as Plac€he goals of LIbQUAL+® are to:

» Foster a culture of excellence in providing library service

» Help libraries better understand uperceptions of library service quality

e Collect and interpret library user feedback systematically over time

» Provide comparable assessment information from peer institutions

» ldentify best practices in library service

» Enhance library staff members’ analytical skills for interpreting, and acting on data

Since 2000, more than 1,343 libraries have participatetbQUAL+®, including college and university libraries,
community college libraries, healthiseces libraries, academic law libesj and public libraries---some through
various consortia, others eslependent participants. LibQUAL+® haspanded internationally, with participating
institutions in Africa, Asia, Australiand Europe. It has been translait®d a number of languages, including
Arabic, Afrikaans, Chinese (Traditional), Danish, DytEinnish, French, Germa@reek, Hebrew, Japanese,
Korean, Norwegian, Spanish, Swah8iyedish, and Welsh. The growingplQUAL+® community of participants
and its extensive dataset are rich resources for improving library services.

How will LibQUAL+® benefit your library?

Library administrators have successfully used LibQUAL+®sey data to identify best practices, analyze deficits,
and effectively allocate resources. Benefits to participating institutions include:

« Institutional data and reports that enable you to assess whether your library services are meeting user
e expectations

» Aggregate data and reports that allow you to canayour library’s perforance with that of peer

* institutions

»  Workshops designed for LIbQUAL+® participants

e Access to an online library &ibQUAL+® research articles

* The opportunity to become part of a community interested in developing excellence in library services

LibQUAL+® gives your library users a chance to tellywhere your services need improvement so you can

respond to and better manage their expectations. You calojpleegvices that better meet your users’ expectations

by comparing your library’s data with that of peer institutions and examining the practices of those libraries that are
evaluated highly by their users.

How is the LibQUAL+® survey conducted?

Conducting the LibQUAL+® survey reqess little technical expertise on ygoart. Use our online Management

Center to set up and track the progress of your survey. You invite your users to take the survey by distributing the
URL for your library’s Web form via e-mail or posting a link to your survey on the library’s Web site. Respondents
complete the survey form and thaiiswers are sent to the LibQUAL+®tdhase. The data are analyzed and
presented to you in reports describing your userstetsperceived, and minimum expectations of service.

What are the origins of the LIbQUAL+® survey?
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assessing service quality in the private sector. The Texas A&M University Libraries and other libraries used
modified SERVQUAL instruments for sevégaears; those applications reveatbd need for a newly adapted tool
that would serve the particular requirements of librad@d., representing the largest research libraries in North
America, partnered with Texas A&M University Librariesdevelop, test, and refingbQUAL+®. This effort was
supported in part by a three-year grant from the Department of Education’s Fund for the Improvement of
Post-Secondary Education (FIPSE).
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1.4 Web Access to Data

Data summaries from the 2015 iteration of the LibQUAL+® swyrwill be available to mject participants online
in the Data Repository via the LibQUAL+® survey management site:

<http://www.libqual.org/repository>
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1.5 Explanation of Charts and Tables

A working knowledge of how to read and derive relevaftrmation from the tables and charts used in your
LibQUAL+® results notebook is essential. In additioritte explanatory text belowpu can find a self-paced
tutorial on the project web site at:

<http://www.libqual.org/about/about_survey/tools>

Both the online tutorial and the text below are designédatho you understand your survey results and present and
explain those results to others at your library.

Radar Charts

Radar charts are commonly used throughout the following pages to display both aggregate results and results from
individual institutions. Basic inforntisn about radar charts is outlinbedlow, and additional descriptive
information is included throughout this notebook.

What is a radar chart?

Radar charts are useful when you want to look at sediffeient factors all related to one item. Sometimes called
“spider charts” or “polar charts”, radar charts featargtiple axes or “spokes” along which data can be plotted.
Variations in the data are shown by distance from theecehthe chart. Lines connect the data points for each
series, forming a spiral around the center.

In the case of the LIbQUAL+® survegsults, each axis represents a diffgrsurvey question. Questions are
identified by a code at the end of eaotis. The three dimensions measusgdhe survey are grouped together on
the radar charts, and each dimensidalgled: Affect of Service (AS), Infmation Control (IC), and Library as
Place (LP).

Radar charts are used in this notebook to present the item summaries (the results from the 22 core survey questions).
How to read a radar chart

Radar charts are an effective way to show strerajidsveaknesses graphically by enabling you to observe
symmetry or uniformity of data. Points close to the ceintticate a low value, while pois near the edge indicate a

high value. When interpreting a radar chart, it is impdrta check each individual exas well as the chart’s

overall shape in order to gain a complete understanding of its meaning. You can see how much data fluctuates by
observing whether the spiral is smooth or has spikes of variability.

Respondents’ minimum, desiteand perceived levels of service lijyaare plotted on each axis of your

LibQUAL+® radar charts. The resulting “gsipbetween the three levels are sidih blue, yellow, green, and red.
Generally, a radar graph shaded blue and yellow indicatessbet’ perceptions of service fall within the “zone of
tolerance”; the distance between minimerpectations and perceptions of seevjjuality is shaded in blue, and the
distance between their desired and perceived levels of service quality is shown in yellow. When users’ perceptions
fall outside the “zone of tolerance,” the graph will include areas of red and green shading. If the distance between
users’ minimum expectations and perceptions of servibeedgis represented in red, that indicates a negative

service adequacy gap score. If theatise between the desired level of service and perceptions of service delivery

is represented in green, that indicates a positive service superiority gap score.

Means
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item on the LIbQUAL+® survey. Meanseaalso provided for the generatistaction and information literacy
outcomes questions.

Standard Deviation

Standard deviation is a measure of the spread ofatlatend their mean. The standard deviation (SD) depends on
calculating the average distarmfeeach score from the mean. If all usetedaan item identically, the SD would be
zero. Larger SDs indicate more disparate apigiof the users about library service quality.

In this notebook, standard deviations are provided for anegn presented in the tables. In a very real sense, the
SD indicates how well a given numerical mean does at representing all the data. If the SD of the scores about a
given mean was zero, the mean perfectly representgoees scores, and all the scores and the mean are all
identical!

Service Adequacy

The service adequacy gap score is calculated by subtracting the minimum score from the perceived score on any
given question, for each user. Both neand standard deviatioase provided for servicadequacy gap scores on

each item of the survey, as well asdach of the three dimensions of libragrvice quality. In general, service

adequacy is an indicator of the extent to which you are meeting the minimum expectations of your users. A negative
service adequacy gap score indicates that your ysenseived level of service quality is below their minimum

level of service quality and is printed in red.

Service Superiority

The service superiority gap score is calculated byracirtg the desired score from the perceived score on any
given question, for each user. Both neand standard deviatioage provided for servicguperiority gap scores on
each item of the survey, as well asdach of the three dimensions of libragrvice quality. In general, service
superiority is an indicator of the &t to which you are exceeding the dediexpectations of your users. A
positive service superiority gap score tates that your users’ perceiveddeof service quality is above their
desired level of service quality and is printed in green.

Sections with charts and tables are omitted from the following pages when there are three or fewer individuals in a
specific group.

In consortia notebooks, institution typersmaries are not shown if there isyohe library for an institution type.
Individual library notebooks are producseparately for each participant.
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1.6 AFew Words about LIbQUAL+® 2015
Libraries today confront escalating pressure toatestrate value and impact. As Cullen (2001) has noted,

Academic libraries are currentlgding their greatest challenge since éxplosion in tertiary education
and academic publishing which began after World Wai{T]he emergence of the virtual university,
supported by the virtual library, calls into questiomgnaf our basic assumptions about the role of the
academic library, and the securityitsf future. Retaining and growirigeir customer base, and focusing
more energy on meeting their custogi@xpectations is the only way facademic libraries to survive in
this volatile environment. (pp. 662-663)

Today, "A measure of library qualibased solely on collections has becaheolete” (Nitecki, 1996, p. 181).

These considerations have prompted the Associati®eséarch Libraries (ARL) to sponsor a number of "New
Measures" initiatives. The New Measures efforts represent a collective determination on the part of the ARL
membership to augment the collection-count and fiscal input measures that comprise the ARL Index and ARL
Statistics, to date the most consistently collected statistics for research libraries, with outcome measures such as
assessments of service quality and satisfaction. OneMM=asures Initiative is the LibQUAL+® service (Cook,

Heath & B. Thompson, 2002, 2003; Heath, Cd¢jillidou & Thompson, 2002Kyrillidou & Cook, 2008;

Kyrillidou, Cook, & Rao, 2008; ompson, Cook & Heath, 2003h®dmpson, Cook & Thompson, 2002;

Thompson, Kyrillidou & Cook, 2007a, 2007b, 2008).

Within a service-quality assessment model, "only custsrjudge quality; all other judgments are essentially
irrelevant” (Zeithaml, Parasuraman, Berry, 1990,§). LibQUAL+® was modeled on the 22-item SERVQUAL
tool developed by Parasuraman, Berry and Zeitl{Barasuraman, Berry & Zeithaml, 1991). However,
SERVQUAL has been shown to measure some issues noufatticelevant in libraries, and to not measure some
issues of considerable interest to library users.

The final 22 LibQUAL+® items were developed through salgerations of studies involving a larger pool of 56
items. The selection of items employed in the LibQUALsS@®vey has been grounded in the users' perspective as
revealed in a series of qualitativedies involving a larger pool of item§he items were identified following
gualitative research interviews withudent and faculty library users aveseal different universities (Cook, 2002a;
Cook & Heath, 2001).

LibQUAL+® is not just a list of 22 stadardized items. First, LIbQUAL+® offelibraries the ability to select five
optional local service quality assessment items. Setloadurvey includes a comnts box soliciting open-ended

user views. Almost half of the people responding to the LibQUAL+® survey provide valuable feedback through the
comments box. These open-ended comments are helpfubtfonly (a) understanding why users provide certain
ratings, but also (b) understangiwhat policy changes users suggest, becaasy users feel the obligation to be
constructive. Participating librariesegiinding the real-time access to user comim®ne of the most useful devices

in challenging library administrators to think outsafeéhe box and develop innovative ways for improving library
services.

LibQUAL+® is one of 11 ways of listening to users, called a total market survey. As Berry (1995) explained,

When well designed and executed, total market surveys provide a range of information unmatched by any
other method... A critical facet of total market susvégnd the reason for using the word 'total’) is the
measurement of competitors' service quality. This [alsgliires using non-customers in the sample to rate
the service of their suppliers. (p. 37)

Although (a) measuring perceptions of both users and non-asergb) collecting perceptions data with regard to
peer institutions can provide important insightsrBeecommended using multglistening methods and
emphasized that "Ongoing data collection... is a nece3s#gsactional surveys, total market surveys, and
employee research should always be included" (Berry, 1995, p. 54).
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LibQUAL+® Lite
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Data Screening

The 22 LibQUAL+® core items measure perceptions of sgevice quality, as well as three sub-dimensions of
perceived library quality: (e88ervice Affecf9 items, such as "willingness to help users");fifiyrmation Controk8

items, such as "a library Web site enabling me to locate information on my own" and "print and/or electronic journal
collections | require for my work"); and (t)brary as Placg5 items, such as "a getaway for study, learning, or
research").

However, as happens in any survey, some users provideaitete data, inconsistent data, or both. In compiling
the summary data reported here, several criteria wss=e to determine which respondents to omit from these
analyses.

1. Complete Data.The Web software that presents the core iterositors whether a given user has completed
all items. On each of these items, in order to submisuineey successfully, users styprovide a rating of (a)
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A total market survey administered to more than 100,000 users, as was LibQUAL+® in 2004 and 2005, affords the
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For example, given inadequacy in records at schoolsygaot sure how many e-mail addresses for users are
accurate. And we do not know how manysseges to invite participation weaetually opened. In other words,
what we know for LIbQUAL+® is the "lower-bound estimate" of response rates.

For example, if 200 out of 800 solicitations result in completed surveys, we know that the response rate is at least 25
percent. But because we are not sure whether 800 extididsses were correct or that 800 e-mail messages were
opened, we are not sure that 800 is the correct denominator. The response rate involving only correct e-mail
addresses might be 35 or 45 percent. We don't know the exact response rate.

Representativeness Versus Response Rdfel00 percent of the 80feople we randomly selected to complete our
survey did so, then we can be assuhed the results are representative of all users. But if only 25 percent of the
800 users complete the survey, the representativeness rektiits is not assured. Nor is unrepresentativeness
assured.

Representativeness is actually a matter of degree. Aredadénstitutions each with 25 percent response rates may
have data with different degrees of representativeness.

We can never be sure about how representative our daés &3ng as not everyone completes the survey. But we

can at least address this concern by comparing the demographic profiles of survey completers with the population
(Thompson, 2000). At which university below would oaelfmore confident that LibQUAL+® results were
reasonably representative?

Alpha University
Completers (n=200 / 800) Population (N=16,000)
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analysis) . It provides a one-stop dynamic shop teanteely analyze results and benchmark with other
institutions.
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1.7  Library Statistics for Valdosta State University

The statistical data below were provided by the participating institution in the online Representativeness* section.
Definitions for these items can be found in &RL Statistics<http://www.arl.org/stats/>.

Note: Participating institutions were not required to complete the Representativeness section. When statistical data
is missing or incomplete, it is because this data was not provided.

Total library expenditures (in U.S. $): $3,690,250

Personnel - professional staff, FTE: 26

Personnel - support staff, FTE: 20

Total library materials expenditures (in U.S. $): 1,515,908

Total salaries and wages for professional staff (in U.S. $): 1,901,086

1.8 Contact Information for Valdosta State University

The person below served as thstitution's primary LIbQUAL+® liaison
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1.9  Survey Protocol and Language for Valdosta State University

The data below indicate the number of valid surveys collected by language and long/Lite breakdowns.

Lite Total
(by Language)
English Count 683 683
(American) % of Protocol 100.00% 100.00%
% of Language 100.00% 100.00%
% of Total Cases 100.00 100.00
Total Count 683 683
(by Survey % of Protocol 100.00% 100.00%
Protocol) % of Language 100.00% 100.00%
% of Total Cases 100.00 100.00
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2 Demographic Summary for Valdosta State University

2.1 Respondents by User Group
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2.2  Population and Respondents by User Sub-Group
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Population  Population Respondents Respondents
User Sub-Growyp N % n % %N - %n
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2.3 Population and Respondents by Standard Discipline

The chart and table below show a breakdown of survey respondents by distipdied, on user responses to the
demographic questions and the dempbiadata provided by institutions ihe online Representativeness section*.

This section shows survey respondents broken down lmsede LibQUAL+® standard discipline categories. The
chart maps percentage of respondents for each discipliegl.ifPopulation percentagis each discipline are mapped
in blue. The table shows the number and percentage fordéspline, for the genergdopulation (N) and for survey
respondents (n).

*Note: Participating institutions weraot required to complete the Represértmness section. When population data is
missing or incomplete, it is because this data was not provided.

[ Population Profile by Discipline
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Population  Population Respondents Respondents
Discipline N % n % %N - %n

o
o
o
o
o
o
o
o
o
o
o

Architecture
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2.4  Population and Respondents by Customized Discipline

The chart and table below show a breakdown of survey respondents by distipiied,on user responses to the
demographic questions and the dempbiadata provided by institutions the online Representativeness section*.

This section shows survey respondents broken down hmsélde customized discipline categories supplied by the
participating library. The chart maps percentage of respisder each discipline in red?opulation percentages for
each discipline are mapped in blue. The table shows théeruamd percentage for each discipline, for the general
population (N) and for survey respondents (n).

*Note: Participating institutions weraot required to complete the Represéintness section. When population data is
missing or incomplete, it is because this data was not provided.

Respondents Profile by User Sub-Group
| Population Profile by User Sub-Group
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Population  Population Respondents Respondents

Discipline N % n % %N - %n
Accounting and Finance 0 0.00 27 4.29 -4.29
Adult and Career Education 0 0.00 14 2.22 -2.22
Art 0 0.00 27 4.29 -4.29
Biology 0 0.00 37 5.87 -5.87
Chemistry 0 0.00 20 3.17 -3.17
Communication Arts 0 0.00 28 4.44 -4.44
Curriculum, Leadership and Technology 0 0.00 27 4.29 -4.29
Early Childhood and Reading Education 0 0.00 21 3.33 -3.33
English 0 0.00 20 3.17 -3.17
General Studies 0 0.00 6 0.95 -0.95
History 0 0.00 25 3.97 -3.97
Kinesiology and Physical Education 0 0.00 11 1.75 -1.75
Library and Information Science 0 0.00 30 4.76 -4.76
Management 0 0.00 21 3.33 -3.33
Marketing and Economics 0 0.00 16 2.54 -2.54
Mathematics and Computer Science 0 0.00 26 4.13 -4.13
Middle Grades and Secondary Education 0 0.00 17 2.70 -2.70
Modern and Classical Languages 0 0.00 10 1.59 -1.59
Music 0 0.00 7 1.11 -1.11
Nursing 0 0.00 49 7.78 -7.78
Other 0 0.00 60 9.52 -9.52
Philosophy and Religious Studies 0 0.00 3 0.48 -0.48
Physics, Astronomy, and Geosciences 0 0.00 9 1.43 -1.43
Political Science 0 0.00 18 2.86 -2.86
Psychology and Counseling 0 0.00 43 6.83 -6.83
Social Work 0 0.00 4 0.63 -0.63
Sociology, Anthropology & Criminal Justice 0 0.00 19 3.02 -3.02
Special Education and Communication Disorders 0 0.00 24 3.81 -3.81
Undecided 0 0.00 11 1.75 -1.75

Total: 0 100.00 630 100.00 0.00

Language: English (American)
Institution Type: College or University
Consortium: Georgia Consortium
User Group: All (Excluding Library Staff, Staff)
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3. Survey Iltem Summary for Valdosta State University

3.1 Core Questions Summary

This radar chart shows the aggregate resaoitthe core survey questions. Eaclsaepresents one question. A code to
identify each question is displayed at theer point of each axis. While questidns each dimension of library service
quality are scattered randomly throughout $ievey, on this chart they are groupgetb sections: Affect of Service,
Information Control, and Library as Place.

On each axis, respondents' minimum, ki and perceived levels of sewiquality are plotted, and the resulting

"gaps" between the three levels (repréisgnservice adequacy orrsee superiority) are shaded blue, yellow, green,
and red.

The following two tables show mean scores atahdard deviations foeach question, whene is the number fo
respondents for each particular question. (For a more detaile
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Minimum Desired Perceived Adequacy Superiority

ID 