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A (201 04EFRAY)
W KRR SEER )
AS-1 6.01 3.99  4.66 [AS-1] XEEEAZ Y7 IFIAFICBEER-E <N
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AS-5 7.18 5.39 5.93 [AS-5] [KIEAEARYZ o7 |3FHE OERICRIZE T EFF>TD
AS-6 7.00 5.08 5.67 [AS-6] [KIEAERZ Y7 BFIHEFICKELD DHHRIEEL TS
AS-7 7.21 5.25 5.29 [AS-7] [XEFEAZ Y7 IFAH O =—XZHHiEL T
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AS-9 6.99 5.17 5.81 [AS-9] KEAEFIFICEWTCHIAZBE > TOBFITHOWT, B TEX OO ZL TS
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IC-4 7.48 5.43 5.87 [IC-4] FAMELTHEFIEREI (B Vv — 0T —F =) hifiio T\ D
IC-5 7.50 5.32 5.77 [IC-5] MBEREMICE D T 7 v ATE DL EF O - i i 2 2 T)D
IC-6 7.53 5.41 6.03 [IC-6] FLEHEDO N TUHERLOPEELLIR, FENLT VT 7R — L 13H5
1C-7 7.40  5.36  6.12 [IC-7] AICHEOTHEICT 7 BATEDINNC, HFWRARMSHL WD
1C-8 7.52 5.41 5.78 [IC-8] FLOWIFEIC B MEZEDS, IR ET BTy — T e LTRSS TS
LP-1 7.87 5.57  6.23 [LP-1] [KEEIIFE - EREN T TOND IR ThD
LP-2 8.09 6.16  6.64 [LP-2] ONEDTHEE AT HOD, H7REMBDD
LP-3 7.74 5.63 6.47 [LP-3] P T, FAT&7<KRBIH7 5T ThHH
LP-4 7.78 5.57  6.15 [LP-4] %8 W5, HEDTD DL TR EDOLFTTHD
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20104EF4 20084FE 4 DL,
W RRRR SEER s RARIR JEER W RRRRR SEER
AS-1 6.001  3.99  4.66 AS-1 6.14  3.82  4.79 AS-1 -0.13  0.17 -0.13
AS-2 6.85  4.94 545 AS-2 7.10 471  5.55 AS-2 -0.25  0.23  -0.10
AS-3 7.33  5.42 597 AS-3 7.40  4.95  6.14 AS-3 -0.07  0.47 -0.17
AS-4 6.74 510  5.65 AS—4 7.14 480  5.67 AS—4 -0.40  0.30 -0.02
AS-5 7.18  5.39  5.93 AS-5 7.44  5.13  6.15 AS-5 -0.26  0.26 -0.22
AS-6 7.00  5.08  5.67 AS-6 7.12  4.66  5.74 AS-6 -0.12  0.42 -0.07
AS-7 721  5.25  5.29 AS-7 7.46  4.90  5.55 AS-7 -0.25  0.35 -0.26
AS-8 6.92 496  5.48 AS-8 7.12 4.65  5.53 AS-8 -0.20  0.31 -0.05
AS-9 6.99 517 5.8l AS-9 7.51 5.06  6.05 AS-9 -0.52  0.11 -0.24
IC-1 755  5.32  5.60 IC-1 759  5.04  5.68 IC-1 -0.04  0.28 -0.08
1C-2 756  5.49  5.98 1C-2 757  5.17  5.88 1C-2 -0.01  0.32  0.10
IC-3 8.23  6.07  6.11 IC-3 8.26  5.80  6.32 1C-3 -0.03  0.27 -0.21
1C-4 7.48  5.43  5.87 IC-4 753  5.06  5.88 1C-4 -0.05  0.37 -0.01
IC-5 750  5.32  5.77 IC-5 7.61  4.98  5.90 IC-5 -0.11  0.3¢ -0.13
IC-6 753  5.41  6.03 IC-6 7.69  5.18  6.19 IC-6 -0.16  0.23 -0.16
1C-7 7.40  5.36  6.12 1C-7 7.62  5.07  6.14 1Cc-7 -0.22  0.29 -0.02
IC-8 752  5.41 5.78 1C-8 7.71 5.19  5.97 1C-8 -0.19  0.22 -0.19
LP-1 787  5.57  6.23 LP-1 786  5.29  6.23 LP-1 0.01  0.28  0.00
LP-2 8.09 6.16  6.64 LP-2 8.16  5.81  6.52 LP-2 -0.07  0.35  0.12
LP-3 7.74  5.63  6.47 LP-3 7.81 527  6.49 LP-3 -0.07  0.36  -0.02
LP—4 7.78  5.57  6.15 LP-4 783 515  6.23 LP—4 -0.05  0.42 -0.08
LP-5 7.30  5.13  6.20 LP-5 7.38  4.76  5.95 LP-5 -0.08  0.37  0.25
BT IE] BRI & oD b
060 = % = R{ER "
0.40

3 LP-1 IfP-2 tp-3 P-4 lP-5

0.00
S S S — AS S S S g 1C-2 3 -4 5 3 —

-020 -

-040 -
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KRR (201 O4EFHA)
W KRR SEER
AS-1 6.14  4.42 5.01 [AS-1] [XEFEAZ Y7 IFAFICBEER-E <D
AS-2 6.91 5.25 5.68 [AS-2] [IEMEIIFIAE — A — AZRFIZLTND
AS-3 7.38 5.69  6.50 [AS-3] RFEAFAZYTZIXNOLALEIELL, TETHS
AS—4 7.11  5.43  6.06 [AS-4] KIEEIZIFIFIAFOEMICHEA TEZIOETHEENHD
AS-5 7.34  5.70  6.15 [AS-5] [XFEEEAZ YT IIFIHABEOGERNCIEE TEHME R > TWA
AS-6 7.06 5.23 5.89 [AS-6] [KIEAERZ Y7 BFIHEFICKELD DHHRIEEL TS
AS-7 7.41 5.52 5.82 [AS-7] [XEFEAZ Y7 IFAH O =—XZHHiEL T
AS-8 7.00 5.24 5.78 [AS-8] [XEAEITHEATHIAE ICH L TND
AS-9 7.18 5.37  6.02 [AS-9] XEFEFIFIZBWCHAERR S TOBEFIZOWNT, FIEHTEAOX LD FELTND
IC-1 8.18 5.99 5.95 [IC-1] HEFEFMEENLT —FX—ARLE - Vvr—F N REOBEFEIRICT 7 EATES
IC-2 7.76 5.86  6.07 [IC-2] IIFEEEOY =TV AMI, FIFFEN B N TIHERE L OTONDINMELINTND
1C-3 8.33 6.28  6.11 [IC-3] FADFE WFFEDT=0D M BEIRASCHERE (HY) D& B )M > TD
IC-4 8.20 6.10  6.25 [IC-4] FARKELTELEEREWR (BT — T 07 —F_X—X) 3o THD
IC-5 7.52 5.50 5.91 [IC-5] MBERIEMICED T 7B ATEDLI R EF O - 22 T)D
IC-6 7.63 5.63 6.10 [IC-6] FLHEHDO S THELRLONREDIHR, HNLTWT 7 'R — L0355
1C-7 7.61  5.53  6.20 [IC-7] AICHESTHEICT 7 BATEDINNC, HFWRARMSL WD
IC-8 8.13 6.02 5.96 [IC-8] FLOWIFEICH B MEZEDS, IR ETZIXE Ty —F L TEES TS
LP-1 7.64  5.67  6.01 [LP-1] KEEEIZFE -HIEEREDXT-CONDIIRBFHTCTHD
LP-2 7.82 6.06  6.61 [LP-2] OEDTHEE IR THOD, HREMBRHD
LP-3 7.64 5.64 6.42 [LP-3] P T, FAT&7<KRBIH7 LT THD
LP-4 7.58 5.40 5.82 [LP-4] 2 WFE. HEDTDDESTRBEDLFTTHH
LP-5 7.04 5.15 6.14 [LP-5] 7N —7 R CHhFEF DT D DANR—ZANHESTND
E—FT 7R gﬁ% ;%%1%#&] [’%E/i]
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7.50
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550 +
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350 Lo

AS-1 AS-2 AS-3 AS—4 AS-5 AS-6 AS-7 AS-8 AS-9 IC-1 IC-2 IC-3 IC-4 IC-5 IC-6 IC-7 IC-8 LP-1 LP-2 LP-3 LP-4 LP-5
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20104EF4 20084E 4 DL,
W RRRR SEER WfF AR SRR W RRRRR SEER

AS-1 6.14 442  5.01 AS-1 5.98  3.82  4.69 AS-1 0.16  0.60  0.32
AS-2 6.91 525  5.68 AS-2 7.00  4.78  5.43 AS-2 -0.09  0.47  0.25
AS-3 7.38  5.69  6.50 AS-3 7.40  5.13  6.05 AS-3 -0.02  0.56  0.45
AS-4 7.11  5.43  6.06 AS—4 7.16  4.90  5.62 AS—4 -0.05  0.53  0.44
AS-5 734 570  6.15 AS-5 7.38  5.25  6.03 AS-5 -0.04  0.45  0.12
AS-6 7.06  5.23  5.89 AS-6 7.17  4.86  5.72 AS-6 -0.11  0.37  0.17
AS-7 7.41  5.52  5.82 AS-7 7.40  5.03  5.53 AS-7 0.01  0.49  0.29
AS-8 7.00 5.24  5.78 AS-8 7.06  4.69  5.36 AS-8 -0.06  0.55  0.42
AS-9 7.18  5.37  6.02 AS-9 7.56  5.21  6.06 AS-9 -0.38  0.16 -0.04
IC-1 8.18 599  5.95 IC-1 8.10 5.61  6.11 IC-1 0.08  0.38 -0.16
1C-2 7.76 5.86  6.07 1C-2 7.72  5.37  5.89 1C-2 0.04 0.49  0.18
1C-3 8.33  6.28  6.11 IC-3 8.28  5.87  6.14 1C-3 0.05  0.41 -0.03
1C-4 8.20 6.10  6.25 IC-4 8.14  5.68  6.16 1C-4 0.06  0.42  0.09
IC-5 752 550  5.91 IC-5 7.58  5.10  5.80 IC-5 -0.06  0.40  0.11
IC-6 7.63  5.63  6.10 IC-6 777  5.36 6.08 IC-6 -0.14  0.27  0.02
1Cc-7 7.61  5.53  6.20 1C-7 7.61 5.18  6.04 1Cc-7 0.00 0.35  0.16
1C-8 8.13  6.02  5.96 1C-8 8.19  5.73  6.21 1C-8 -0.06  0.29 -0.25
LP-1 7.64  5.67  6.01 LP-1 7.67  5.19  5.86 LP-1 -0.03  0.48  0.15
LP-2 782  6.06  6.61 LP-2 8.00 5.68  6.33 LP-2 -0.18  0.38  0.28
LP-3 7.64  5.64  6.42 LP-3 7.65  5.25  6.13 LP-3 -0.01  0.39  0.29
LP—4 758  5.40  5.82 LP-4 7.60  5.00 5.71 LP-4 -0.02  0.40  0.11
LP-5 7.04  5.15  6.14 LP-5 7.09  4.69  5.68 LP-5 -0.05  0.46  0.46
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AS-2 6.72  5.43 5.97 [AS-2] [IEMEIIFIAE — A — AZRFIZLTOND
AS-3 7.29 5.74 6.61 [AS-3]
AS—4 7.18 5.74 6.29 [AS—4]
AS-5 7.48 5.82 6.53 [AS-5]
AS-6 7.01 5.41 6.27 [AS—6]
AS-7 7.33 5.65 6.19 [AS-T7]
AS-8 7.04  5.37  5.97 [AS-8] [KIEMEIFHEA THIAFICH HILTLND
AS-9 7.10 5.57 6.29 [AS-9]
IC-1 8.03 6.28 6.19 [IC-1]
IC-2 7.59 5.82 6.25 [1C-2]
IC-3 7.84 6.11 5.97 [1C-3]
IC-4 7.97 6.10 6.18 [IC-4]
IC-5 7.35 5.55 6.14 [1C-5]
IC-6 7.43 5.68 6.29 [1C-6]
1C-7 7.47 5.68 6.42 [1C-7]
IC-8 8.05 6.23 6.23 [1C-8]
LP-1 7.27 5.69 6.10 [LP-1]
LP-2 7.53 6.03 6.62 [LP-2]
LP-3 7.41 5.83 6.51 [LP-3] P T, FAT&7<KRBIH7 LT Ths
LP-4 7.23 5.54 6.03 [LP-4]
LP-5 6.56 5.13 5.82 [LP-5]
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AS-1 6.04  4.66  5.28 AS-1 6.48  4.37  5.14 AS-1 -0.44  0.29  0.14
AS-2 6.72 543 5097 AS-2 7.22  5.26  5.72 AS-2 -0.50  0.17  0.25
AS-3 7.29 574  6.61 AS-3 7.36  5.33  6.31 AS-3 -0.07  0.41  0.30
AS-4 7.18 574 6.29 AS—4 752 5.39  6.11 AS—4 -0.34  0.35  0.18
AS-5 7.48  5.82  6.53 AS-5 7.72 558  6.34 AS-5 -0.24  0.24  0.19
AS-6 7.01  5.41  6.27 AS-6 7.32  5.19  6.04 AS-6 -0.31  0.22  0.23
AS-7 7.33  5.65  6.19 AS-7 7.58  5.40  6.00 AS-7 -0.25  0.25  0.19
AS-8 7.04  5.37  5.97 AS-8 7.41 5.19  5.89 AS-8 -0.37  0.18  0.08
AS-9 7.10  5.57  6.29 AS-9 7.67  5.47  6.26 AS-9 -0.57  0.10  0.03
IC-1 8.03 6.28  6.19 IC-1 8.28  6.05  6.19 IC-1 -0.25  0.23  0.00
1C-2 759  5.82  6.25 1C-2 7.93 572  6.10 1C-2 -0.34  0.10  0.15
1C-3 7.84  6.11 5.97 IC-3 8.15  5.86  6.12 1C-3 -0.31  0.25 -0.15
1C-4 797  6.10  6.18 IC-4 8.32  6.03  6.31 1C-4 -0.35  0.07 -0.13
IC-5 7.35  5.55  6.14 IC-5 7.65  5.45  6.03 IC-5 -0.30  0.10  0.11
IC-6 7.43  5.68  6.29 IC-6 7.87  5.56  6.16 IC-6 -0.44  0.12  0.13
1Cc-7 747  5.68  6.42 1C-7 7.89 551  6.28 1Cc-7 -0.42  0.17  0.14
1C-8 8.05  6.23  6.23 1C-8 8.28  5.91  6.27 1C-8 -0.23  0.32  -0.04
LP-1 727  5.69  6.10 LP-1 753 5.39 597 LP-1 -0.26  0.30  0.13
LP-2 753  6.03  6.62 LP-2 7.82 566  6.51 LP-2 -0.29  0.37  0.11
LP-3 7.41  5.83  6.51 LP-3 7.60  5.40  6.28 LP-3 -0.19  0.43  0.23
LP—4 7.23  5.54  6.03 LP-4 758  5.20  5.92 LP—4 -0.35  0.34  0.11
LP-5 6.56  5.13  5.82 LP-5 6.97  4.73  5.26 LP-5 -0.41  0.40  0.56
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AS-1 6.07 4.27 4.90 [AS-1]
AS-2 6.85  5.14  5.63 [AS-2] EEEIFFIAZE A AZKFIZLTND
AS-3 7.34 5.58 6.29 [AS-3]
AS—4 6.96 5.34 5.92 [AS-4]
AS-5 7.31 5.60 6.14 [AS-5]
AS-6 7.02 5.20 5.87 [AS-6]
AS-7 7.31 5.43 5.65 [AS-T7]
AS-8 6.97  5.14  5.68 [AS-8] [XFEfEILHEA THIAETICH ILTND
AS-9 7.08 5.33 5.98 [AS-9]
IC-1 7.88 5.76 5.86 [1C-1]
IC-2 7.64 5.68 6.06 [1C-2]
IC-3 8.19 6.15 6.08 [1C-3]
IC-4 7.87 5.83 6.09 [IC—4]
IC-5 7.48 5.43 5.89 [IC-5]
IC-6 7.55 5.54 6.10 [1C-6]
1C-7 7.49 5.49 6.20 [IC-7]
IC-8 7.87 5.83 5.96 [1C-8]
LP-1 7.67 5.62 6.13 [LP-1]
LP-2 7.88 6.09 6.62 [LP-2]
LP-3 7.64 5.67 6.46 [LP-3] P T, FAT&7<KRBIH7 LT THD
LP-4 7.60 5.50 6.00 [LP-4]
LP-5 7.06 5.13 6.10 [LP-5]
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AS-1 6.07  4.27  4.90 AS-1 6.11 3.90  4.81 AS-1 -0.04  0.37  0.09
AS-2 6.85 5.14  5.63 AS-2 7.07  4.82 554 AS-2 -0.22  0.32  0.09
AS-3 7.34 558  6.29 AS-3 7.40  5.08  6.13 AS-3 -0.06  0.50  0.16
AS-4 6.96 534  5.92 AS—4 7.20 4.93  5.72 AS—4 -0.24  0.41  0.20
AS-5 7.31  5.60 6.14 AS-5 7.45  5.26  6.14 AS-5 -0.14  0.34  0.00
AS-6 7.02  5.20  5.87 AS-6 7.17  4.83  5.79 AS-6 -0.15  0.37  0.08
AS-7 7.31  5.43  5.65 AS-7 7.45  5.03  5.61 AS-7 -0.14  0.40  0.04
AS-8 6.97 5.14  5.68 AS-8 7.13  4.74  5.52 AS-8 -0.16  0.40  0.16
AS-9 7.08  5.33  5.98 AS-9 7.55  5.19  6.09 AS-9 -0.47  0.14 -0.11
IC-1 788  5.76  5.86 IC-1 7.92 544 595 IC-1 -0.04  0.32  -0.09
1C-2 7.64  5.68  6.06 1C-2 7.68  5.34 592 1C-2 -0.04  0.3¢  0.14
IC-3 8.19  6.15  6.08 IC-3 8.25  5.85  6.23 1C-3 -0.06  0.30 -0.15
1C-4 787  5.83  6.09 IC-4 7.92 549  6.08 1C-4 -0.05  0.3¢  0.01
IC-5 7.48  5.43  5.89 IC-5 7.60  5.10  5.89 IC-5 -0.12  0.33  0.00
IC-6 755  5.54  6.10 IC-6 7.75  5.31  6.14 IC-6 -0.20  0.23 -0.04
1C-7 749  5.49  6.20 1C-7 7.65  5.19  6.12 1Cc-7 -0.16  0.30  0.08
IC-8 787  5.83  5.96 1C-8 8.01 5.54  6.13 1C-8 -0.14  0.29 -0.17
LP-1 767  5.62  6.13 LP-1 773 5.27  6.04 LP-1 -0.06  0.35  0.09
LP-2 788  6.09  6.62 LP-2 8.04 574  6.44 LP-2 -0.16  0.35  0.18
LP-3 7.64  5.67  6.46 LP-3 7.71 5.28  6.31 LP-3 -0.07  0.39  0.15
LP—4 7.60  5.50  6.00 LP-4 769  5.09 597 LP—4 -0.09  0.41  0.03
LP-5 7.06  5.13  6.10 LP-5 7.19 473  5.75 LP-5 -0.13  0.40  0.35
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Library Services Survey 2010

HREES 2L PTLTIRBIC.

Welcome!
We are committed to improving your library services. Better understanding your expectations will help us tailor those services to your needs.
We are conducting this survey to measure library service quality and identify best practices through the Association of Research Libraries' LibQUAL+® program.

Please answer all items. Thank you for your participation!

Please rate the following statements (1 is lowest, 9 is highest) by indicating:

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 you personally want
Perceived -- the number that represents the level of service that you believe our library currently provides

For each item, you must EITHER rate the item in all three columns OR identify the item as "N/A" (not applicable). Selecting "N/A" will override all other answers for that item.

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

Low High Low High Low High N/A

1 2 3 45 6 7 8 9 1 2 3 456 7 8 9 1 2 3 45 6 7 8 9 pa

1) Employees who instill confidence in users

12 3 45 6 7 8 9 1 2 3 456 7 8 9 1 2 3 456 7 8 9 pa

2) Making electronic resources accessible from my home or office

1 2 3 456 7 8 9 1 2 3 45 6 7 8 9 1 2 3 45 6 7 8 9 ya

3) Library space that inspires study and learning
4) Giving users individual attention ]
12 3 45 6 7 8 9 1 2 3 456 7 8 9 1 2 3 456 7 8 9 na

5) A library Web site enabling me to locate information on my own o
1 2 3 45 6 7 8 9 1 2 3 45 6 7 8 9 1 2 3 45 6 7 8 9 ya

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

Low High Low High Low High N/A
6) A secure and safe place o
7) Employees who are consistently courteous

8) The printed library materials | need for my work

9) Quiet space for individual activities

10) Readiness to respond to users' questions ]
1 2 3 45 6 7 8 9 1 2 3 456 7 8 9 1 2 3 456 7 8 9 ya
My Minimum My Desired Perceived Service
When it comes to... Service Level Is Service Level Is Performance Is

Low High Low High Low High N/A
11) The electronic information resources | need T

12) An online catalog that is user-friendly for finding materials o
13) Employees who have the knowledge to answer user questions o
14) Convenient service hours o

15) A comfortable and inviting location o
12 3 45 6 7 8 9 1 2 3 45 6 7 8 9 1 2 3 456 7 8 9 ya

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

Low High Low High Low High N/A
16) Employees who deal with users in a caring fashion

17) Modern equipment that lets me easily access needed @l
information 12 3 456 7 8 9 1 2 3 456 7 8 9 1 23 456 7 8 9 pya
18) Efficient interlibrary loan / document delivery

19) Employees who understand the needs of their users

20) Easy-to-use access tools that allow me to find things on my
own 12 3 456 7 8 9 1 2 3 456 7 8 9 1 2 3 456 7 8 9 ya
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My Minimum My Desired Perceived Service
When it comes to... Service Level Is Service Level Is Performance Is

Low High Low High Low High N/A
21) A getaway for study, learning, or research o

22) Willingness to help users o
23) Making information easily accessible for independent use
24) Print and/or electronic journal collections | require for my work

25) Community space for group learning and group study
12 3 45 6 7 8 9 1 2 3 456 7 8 9 1 2 3 456 7 8 9 na

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

Low High Low High Low High N/A
26) Library orientations / instruction sessions 0

27) Dependability in handling users' service problems o

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

28) The library helps me stay abreast of developments in my field(s) of interest.
1 2 3 4 5 6 7 8 9
Strongly Disagree Strongly Agree
29) The library aids my advancement in my academic discipline or work.
1 2 3 4 5 6 7 8 9
Strongly Disagree Strongly Agree
30) The library enables me to be more efficient in my academic pursuits or work.
1 2 3 4 5 6 7 8 9
Strongly Disagree Strongly Agree
31) The library helps me distinguish between trustworthy and untrustworthy information.
1 2 3 4 5 6 7 8 9
Strongly Disagree Strongly Agree
32) The library provides me with the information skills | need in my work or study. D ©® & ® & & ©® © €
1 2 3 4 5 6 7 8 9
Strongly Disagree Strongly Agree
33) In general, | am satisfied with the way in which | am treated at the library.
1 2 3 4 5 6 7 8 9
Strongly Disagree Strongly Agree
34) In general, | am satisfied with library support for my learning, research, and/or teaching needs.
1 2 3 4 5 6 7 8 9
Strongly Disagree Strongly Agree
35) How would you rate the overall quality of the service provided by the library?
1 2 3 4 5 6 7 8 9

Extremely Poor Extremely Good
Please indicate your library usage patterns:
36) How often do you use resources on library premises?
37) How often do you access library resources through a library Web page?
38) How often do you use Yahoo(TM), Google(TM), or non-library gateways for information?
Please answer a few questions about yourself:
39) The library that you use most often:
40) Age:
41) Sex:
42) Discipline:
43) Position: (Select the ONE option that best describes you.) Undergraduate
Graduate
Faculty
Library Staff
Staff

44) Please enter any comments about library services in the box below:
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[ Complete the Survey |

If you have any questions, e-mail the Survey Webmaster.
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