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ARL Sample 4-Year Institution
Library Service Quality Survey
Flease rate the following staternents (1 s lowest, 9 is highest) by indicating:

Minigum -- the numberthat represents the minimur level of service thatyou would find acceptable
Desited - the number that represents the level of service that you personali want
Parcaived -- the number that represents the level of senice that you Believie our librany currently provides

Far each item you must EITHER rate the iterm in all three columns OR identify the item as "MNIA" (ot applicable). Selecting "MA" will override all other
answiers for that item.

My Minimum My Desired Perceied Service
When it comes to... Service Level Is Senvice Level Is Performance Is
Ly High = Lo High = Lo High HfA
1) Emplavees who instill confidence in users coccoccco cocooocCccCC coCcCcooCor O

123456788 123448687809 123456788 MNA

2) Easyto-use access tools that allow me tofind things onmyown CCCCCCOCOC COCCCCCCC COCCOCOCOC [T
123466780 1234566780 123456780 NA

3)  Print andior electronic jourmal collections | reguire far rywark CCCCCCCOC COCCCCCCC COCCOCOCOC [T
1234567580 123456780 123466750 NA

) Readiness to respond to users' guestions coccoccccococooocccc coCcocooCOo
123456780 123456780 123456780 NA
8)  Guiet space for individual activiies cococcoco cooccccocC cocccoooo [0

123456788 1234456789 1234567 88 NA

My Minimum My Desired Percensed Service
When it comes to... Service Level Is Senice Level Is Performance Is



Wihen it comes to...

1)

2)

3

4)

5)

Employvees who instill confidence in users

Making electronic resoudrces accessible from my horme aor office

Library space that inspires study and learning

Siwing users individual attention

A library Yelb site enabling me to locate information on oy owen

WVihen it comes to...

G)

)

)

2)

10)

Employvees who are consistently courteous
The printed library materials | need Tor mmry work
et =pace for individual activities

FReadiness to respond to users' questions

The electronic information resources | need

Wihen it comes to...

11)

12)

13)

14)

15)

Employvees who have the knowledge to answer user questions

A comfortable and inwiting location

Employvees who deal with user=s in a caring fashion

fModern equiprment that lets me easily access needed information

Employvees who understand the needs oftheir users

Wihen it comes to...

16)

17F)

18)

19)

20)

Easy-ito-use access tools that alloww me to find things on my awn
A getaway for study, learning, or research

Willingness to help users

fMaking infTarmation easily accessible for independent use

Frint andifor electronic journal collections | regquire far my wwark

When it comes to...

21)

22)

Comimunity space for grodp learning and group stuady

Ciependakhbility in handling users' service problems
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Please indicate the degree to which you agree with the following statements:

23) The library helps me stay ahreast of developments in my field(s) of interest.

24) The library aids my advancement in my academic discipline.

25) The library enabhles me to bhe more efficient in my academic pursuits.

26) The library helps me distinguish between trustworthy and untruosteorthy information.

27) The library provides me with the information skills | need in oy wark or study.

28) In general, | am satisfied with the way in which | am treated at the library.

29) In general, | am satisfied with library support for my learning, research, andfor teaching needs.

30y Huowy wouald vou rale e overall qualily ol the service provided by Lhe libeaey™?

Please indicate your library usage patterns:

31) How often do wou use resaurces an library premises?
32) How often dovou access library resources through a library Web page?

33) How often dowvoud use Yahoo[Th), Google(Th), or non-library gateseays for information?

o000 CCOOo0

1 2 2 4 &5 6 7 8 49
Strongly Disagree Strongly Agree

o000 CCOO0

1 2 2 4 5 &6 F 82 4
Strongly Dizagree Strongly Agree

o000 CCOO0

1 2 2 4 &5 5 7 2 4
Strongly Disagree Strongly Agree

o000 CCOO0

1 2 2 4 5 &6 F 82 4
Strongly Dizagree Strongly Agree

o000 CCOO0

1 2 2 4 5 &5 7 82 4
Stronghy Dizagree Strongly Agree

o000 CCOO0

1 2 2 4 5 &6 F 82 4
Stronghy Dizagree Stronglhy Agree

o000 CCOO0

1 2 2 4 5 &5 7 82 4
Stronghy Dizagree Strongly Agree

elololololoReNoNe

1 2 2 4 5 6 7 &8 4
Extremely Foor Extremely Good



Fesponaent FeSPOILIENT
User Group n ]

Undergraduate
First vear 270 4.15%
Second year 323 16.93%
Third vear 363 19.03%:
Fourth year 08 5.14%
Fifth year and above 8 0.42%
Non-degree 40 2.10%%
Sub Total: 1,102 37.76%

Postgraduate

Taught IMasters degree 160 8.39%:
Research Masters degres 351 18 40%%
Doctoral Fesearch degres 2 5.87%
MNon-degree L 0473
Undecided 8 0.42%
Sub Total: 640 33.54%

Academic Staff
Lecturer 23 121%
Professor 29 52%
Other Academic Status 17 0.89%:
Reader 0 0.00%:
Semior / Prncipal Lecturer 24 126%
Research Staff 8 0.42%
Sub Total: 101 329%

Library Staff

Orther 2 0.10%




First year (Undergradusie)

Second year (Undergraduate)

Third year {Undergraduaie)

Fourth year (Undergraduaie)

Fifth year and abowve (Undergraduate)
Mon-degree (Undergraduate)

Taught Masiers degree [Fostgraduate)
Ressarch Masters degree [Posigradusie)
Doctoral Research degree [Postgraduate)

Mon-degrese [Posigraduate)

User Sub-Group

Undecided [Postgraduate)

Leciurer {Academic Siaff)

Frofessor (Academic Staff)

Cither Acadernic Status [Academic Staff)
Reader {Academic Siaff)

Senior { Principal Lecturer [Academic Staff)

Research Staff (Academic Staff)

B Bespondents Profile by User Sub-Group
[l Fopulation Profile by User Sub-Group
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Business

Education

Humanities

Law

Discipline

Other or M/&

Science and Scence Education

Social Welfare and Health Sciences -55'
0 i 10 15 20 25
Percentage

B Eespondents Profile by User Sub-Group
[l Population Profile by User Sub-Group




Population Population  Respondents  Respondents

e N B 1 0
Female 8805 248 1257 67.00%
Male 5947 37152 618 33.00%

15850 100.00% 187 10000%

Total:




\oe: Respondents  Respondents
'5"' 1 b
Under 13 0 0.00%

15-22 217 11.55%
13-4 1,058 38.52%
1-43 m 19.81%

46- 63 169 §.00%

Orver 65 2] 1.12%
Total: 1,878 100.00%
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Minimmm Dhesired FPerceived

ID Question Text AMean AMean AMean

Affect of Service

AS5-1 Library staff who instll confidence in users 5.7 .34 o

AS-2 Giving users mmdinnidnal attention G652 B.02 G585

AS5-3  Library staff who are consistently courteocus 723 541 T.58

AS5-4 Feadiness to respond fo users’ enouuries 736 B.46 T.62

A%5-5  Library staff who have the knowledze to answrar T34 856 T.&0
mESeT Questions

AS5-65 Library staff who dezl with users in a caring fashion 719 542 T.50

AS5-T  Library staff who understand the needs of their 716 B.35 T.38
WSETS

AS-B  Willingness to help wsers T 34 847 T 52

AS5-9 Dependability in handlmz wsers” service problems 72T 3.39 T.20

Information Control

IC-1 MMaking elactronic resources accessible from my 718 B.52 5.92
bome or office

IC-2 4 hbrary Web site enablins me to locats T30 B35 T.39
Informeatlon O e o

-3 The prmfted library matenals I need for moy work T2 545 T.O03

IC-4 The eleconic information resomwrces 1 naad & .98 344 593

-5 Modein equpmoent that lets me sasily access T27 =548 T.14
neaded information

IC-6 Easv-to-use access tools that allew me to find T.27 549 T.00
things on my oW

IC-7 kaking information easily accessible for 726 B.51 T.0%
independent usa

IC-8 Frmit amdlor electronic jommal collections I requare T2 5.43 & 86

for oy work



Library as Place

LP-1 Library space that mspires study and learning 6.80 819 1)
LP-1 Quiet space for individual work 14 846 6.58
LP-3 A comfortable and mviting location 1.02 817 761
LP-4 4 haven for study, leaming, or research .04 837 6.49
LP-3 Space for group leaming and group study 6.31 796 590
Overall: 109 830 102



Satistaction Question

Memn 3D 1
In general, [ am safefied wth the way m which I am freated at te Lorary 114 1336
In penerel, [ am safsfed wath Lorary support for my eamng, research, and or teaching needs. [ 134

How would you rae the overall qualty of the servce provaded by the Lbrary [ . IR




Information Literacy Outcomes Questions Mean D I
The hibrary helps me stay abreast of developments m my field(s) of merest. 3.80 220 1,274
The library aids my advancement m my academe disciplme or work. 6.98 L.74 1217
The library enables me to be more efficient m my academe pursuts or wotk. 6.96 1.7 218
The library helps me distmemsh between trustworthy and untrustworthy mformation. 3.66 220 1,201
The library provides me with the mformation skills I need m my wark or study. 0.4 202 1232
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Library Use Summary

Haow oft=n @9 youl UsE
B resounces within Tie
Ilerary™

Howy often do you

u acCess |Ibrary resoLUnces
thincugh a lorary Web
page”
Haow often da you use
"fanon] TH],

Wl Google(Th), or
ren-ilnany galewdays i
Infamiation?

Frequency




Combined Scores (AS, IC, LP)

Desired

Desired eere Desired

Desired
O
Minimum Minimum -
Minimum
J
Minimum
[
Affect of Service Information Control Library as Place Overall



Desired

Minimum

Desired

Desired

Minimum

T Minimum

Affect of Service - AS

Desired

Desired Desired Desired

Desired Desired

¢ ? Minimum ®

Minimum T Minimum

eMinimum

Minimum T Minimum

Library staff  Giving users

who instill
confidence in
users

Library staff Readinessto Library staff Library staff  Library staff Willingness to Dependability

individual who are respond to  who have the who deal with who help users in handling
attention consistently users' knowledge to usersina understand the users' service
courteous enquiries answer user caring fashion needs of their problems

questions users



Information Control - IC

Desired Desired

Desired Desired Desired Desired Desired

Minimum Minimum Minimum Minimum Minimum Minimum
[ )

o ° Minimum o o

Making electronic A library Web site The printed library  The electronic Modern equipment  Easy-to-use  Making information  Prin
resources enabling me to  materials | need information that lets me easily access tools that easily accessible electro
accessible from locate information for my work resources | need access needed allow me to find  for independent colle
my home or office on my own information things on my own use requi
\



Desired

Minimum

Desired

Minimum

Library as Place - LP

Desired

Minimum

Desired

Desirt

Minimum

® Minirr

Library space that inspires
study and learning

Quiet space for individual
work

A comfortable and inviting A haven for study, learning, or Space for group learn

location

research group study
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