LibQUAL+ 2003 – Patron Perceptions of Library Services

J. Murrey Atkins Library, UNC Charlotte

I. Introduction

J. Murrey Atkins Library at the University of North Carolina Charlotte, participated in the spring of 2003 in the international LibQUAL+ assessment of library services.  LibQUAL+ is a collaborative project of the Association of Research Libraries (ARL), Texas A&M University (TAMU), and the 500+ libraries, which have completed the assessment since 2000
II. Goals

LibQUAL+ better enables libraries to solicit, track, understand, and act upon users’ opinions of service quality.  The goals are to:

· foster a culture of excellence in providing library services

· help libraries better understand user perceptions of library service quality

· collect and interpret library user feedback systematically over time

· provide libraries with comparable assessment information from peer institutions

· identify best practices in library services, and

· enhance library staff members’ analytical skills for interpreting and acting on data.
III. History
IV. Administration

· Random sample
·  “Zone of tolerance” - 1. the minimally acceptable level of service, 2. the maximal, ideal level of service (the differential between minimal and maximal is the service “zone of tolerance”), and 3. the perceived level of service 
· Four domains:

1. personal control (most important) – the patron’s sense of independence in 

his/her library-related activities

2. affect of service (2nd most important) – the patron’s sense of confidence based 

on employees’ willing, ready, dependable, courteous, caring, understanding service

3. access to information (3rd most important) – adequate hours and materials, 

paper-print and electronic, for the patrons needs and access via ILL to unavailable materials

and
4. library as place (least important) – comfortable, inviting and inspiring spaces 

for study and learning
V. Results – all groups
· Positive assessment (within the zone of tolerance) in all domains, with the exception of three items
VI. Undergraduate Students

· Showed no service deficiency (score below minimally acceptable level
VII. Graduate Students

· Some minimal service deficiency
VIII. Faculty

· Showed some service deficiency, more than other groups, as is true at most institutions
IX. Review and Response
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