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5.73 7.71 6.80 5.67 7.64 6.46 0.06 0.07 0.34
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2012 & 2010 £ 2012 &£ 2010 EDE
=IERR | HEATF EiE | RIER | HifF ERR | &IER | HAfRF S
4.12 5.96 5.05 3.99 6.01 4.66 0.13 -0.05 0.39
5.03 6.84 5.77 4.94 6.85 5.45 0.09 -0.01 0.32
5.49 7.38 6.63 5.42 7.33 5.97 0.07 0.05 0.66
5.19 6.98 6.08 5.10 6.74 5.65 0.09 0.24 0.43
5.48 7.19 6.31 5.39 7.18 5.93 0.09 0.01 0.38
5.16 7.02 6.14 5.08 7.00 5.67 0.08 0.02 0.47
5.33 7.23 5.88 5.25 7.21 5.29 0.08 0.02 0.59
5.11 6.99 5.95 4.96 6.92 5.48 0.15 0.07 0.47
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5.74 7.86 6.65 5.57 7.78 6.15 0.17 0.08 0.50
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. 2012 & 2010 £ 2012 F£& 2010 EDE
® B TeEm | me | =B | BER | me | =% | RER | e | =R
4.29 6.02 5.43 4.42 6.14 5.01 -0.13 -0.12 0.42
491 6.64 5.97 5.25 6.91 5.68 -0.34 -0.27 0.29
5.38 7.15 6.74 5.69 7.38 6.50 -0.31 -0.23 0.24
5.20 6.81 6.18 5.43 7.11 6.06 -0.23 -0.30 0.12
5.49 7.14 6.46 5.70 7.34 6.15 -0.21 -0.20 0.31
5.13 6.87 6.33 5.23 7.06 5.89 -0.10 -0.19 0.44
5.41 7.16 6.09 5.52 7.41 5.82 -0.11 -0.25 0.27
4.99 6.74 5.92 5.24 7.00 5.78 -0.25 -0.26 0.14
5.30 7.04 6.42 5.37 7.18 6.02 -0.07 -0.14 0.40
5.93 8.20 6.39 5.99 8.18 5.95 -0.06 0.02 0.44
5.68 7.62 6.17 5.86 7.76 6.07 -0.18 -0.14 0.10
6.17 8.31 6.36 6.28 8.33 6.11 -0.11 -0.02 0.25
6.02 8.16 6.28 6.10 8.20 6.25 -0.08 -0.04 0.03
5.52 7.45 6.23 5.50 7.52 5.91 0.02 -0.07 0.32
5.67 7.58 6.39 5.63 7.63 6.10 0.04 -0.05 0.29
5.60 7.47 6.34 5.53 7.61 6.20 0.07 -0.14 0.14
6.04 8.05 6.16 6.02 8.13 5.96 0.02 -0.08 0.20
5.51 7.39 6.40 5.67 7.64 6.01 -0.16 -0.25 0.39
5.97 7.78 6.79 6.06 7.82 6.61 -0.09 -0.04 0.18
5.57 7.49 6.77 5.64 7.64 6.42 -0.07 -0.15 0.35
5.32 7.38 6.15 5.40 7.58 5.82 -0.08 -0.20 0.33
4.97 6.71 6.52 5.15 7.04 6.14 -0.18 -0.33 0.38
5.49 7.35 6.32 5.60 7.52 6.08 -0.11 -0.17 0.24

KERMONBITERER 2 2R,
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K18 20124 L 2010 4EDxE (KRERDE)

BAS-1 BAS-2 BAS-3 BAS-4 BAS-5 BAS-6 BAS-7 BAS-8
BAS-9 mIC-1 mIC-2 mIC-3 mIC-4 mIC-5 mIC-6 mIC-7
mIC-8 ELP-1 ELP-2 ELP-3 ELP-4 ELP-5
1B N E% 5
=15 =IER | HfF X | EUE | BUE | BEHK
DX FEAE DD D SCHRIE 5« S — 2 A 3t
O 5.67 7.48| 6.65 0.98 0.83 289
LTy OPAC Akt Tng 5.88 770 | 6.41 0.53 1.28 364
KMEEOAV T T —2a PR AT AL A3 1%
T, 4.62 6.18| 5.84 122 -0.34 274
[ FEAE O B AE I 30 2 TE 5 5.66 7.76 |  6.41 0.76 | -1.35 375
X EEII L2 TR L TEHHATTHD 5.93 764 | 6.85 0.92| -0.79 375
A I A i 2
B =7 AIE | EEH
ZOBEEEOFAMIKR T D3N, 2 L TnDd 6.87 | 6.42 376
ZOREFEOFADFHE | WL, BB TEEN KT 2B AHNIE, 2L D 6.45 | 6.03 376
ZOMEEEOY—EADE LA FTAML . mEE ST TLIZEN 6.76 | 6.22 376
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B F I — T N AR

= 5 AIEl | [EEHK

ZOREREIL, BOOHFEMSBE CTENEZISRWIO T EL KNS 5.73 | 5.62 376
ZOXKERE L, FADS B 43 OFFFEREIIZ B W TEAL TWATZD D BT &> g 5.76 | 5.68 376
ZORKERE L, FADN KO ZIRAICEIIFIE DM T2 2. D012 T<id 6.08 | 5.86 376
ZORERE L, RAAMEFEMEOEVE M EF) TRUVMEREE BT HH) 2 T, &KL~ T

5.56 | 5.24 376
W5
ZOXERE L, FAOFFEE BB I B W T ERFRAT L AREEL T<nd 6.07 | 5.69 376
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C. %8

=7 B

®1C-1 EEHR~DYE— T 7 A (8.32) | [1C-4 FE1EH (8.26) . [1C-8 Mzl (8.17) I
BOWHIME RSN TEY (K19 | fiEL Y bZ20HEX ER LTS, Zhe bbic, Th—Ev %]
CSAT SR 2 RIS IRV K I E EEoT0D (K20) . ZOZ ik, BV —F i
DL LB FIIERIMBORELZLATE Y, MEMEOFAFEL LTiE, FEREHAIAN RS 22 EH
ZEDTNDEZ EEZREBLTND,

€2012 F LN 2010 FFHETORKIAB O L_NWEBE E DAL RT, [Hh—E X OWRITIZE VTR,
BiE 2 FEIAEE N W, HER) AT oRoTTix, Bieia THIRE)  THRIKE] o L~ULasEiE %
ERl->TW5A,

B 19 =7 RMOMERIFHGESE (#S) 20 = 7RMOWITHFHMEEIE (FR)

T H

AS ic LP Overall
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#£17 20124 (4FE) & 20104 RFiE) ORBICBIFIFHBEDO LI EHEL Z0DE (HB)

. 2012 & 2010 £ 2012 F£& 2010 EDE
® B TeEm | me | =B | BER | me | =% | RER | e | =R
4.39 5.95 5.50 4.66 6.04 5.28 -0.27 -0.09 0.22
5.35 7.00 6.16 5.43 6.72 5.97 -0.08 0.28 0.19
5.89 7.28 7.03 5.74 7.29 6.61 0.15 -0.01 0.42
5.66 7.17 6.41 5.74 7.18 6.29 -0.08 -0.01 0.12
5.62 7.24 6.55 5.82 7.48 6.53 -0.20 -0.24 0.02
5.49 6.98 6.36 5.41 7.01 6.27 0.08 -0.03 0.09
5.55 7.24 6.29 5.65 7.33 6.19 -0.10 -0.09 0.10
5.30 7.10 6.24 5.37 7.04 5.97 -0.07 0.06 0.27
5.66 7.32 6.40 5.57 7.10 6.29 0.09 0.22 0.11
6.37 8.32 6.58 6.28 8.03 6.19 0.09 0.29 0.39
5.89 7.76 6.32 5.82 7.59 6.25 0.07 0.17 0.07
6.13 7.94 6.36 6.11 7.84 5.97 0.02 0.10 0.39
6.36 8.26 6.54 6.10 7.97 6.18 0.26 0.29 0.36
5.74 7.39 6.27 5.55 7.35 6.14 0.19 0.04 0.13
5.92 7.63 6.41 5.68 7.43 6.29 0.24 0.20 0.12
5.74 7.57 6.50 5.68 7.47 6.42 0.06 0.10 0.08
6.28 8.17 6.49 6.23 8.05 6.23 0.05 0.12 0.26
5.62 7.42 6.41 5.69 7.27 6.10 -0.07 0.15 0.31
6.06 7.63 6.64 6.03 7.53 6.62 0.03 0.10 0.02
5.77 7.43 6.76 5.83 7.41 6.51 -0.06 0.02 0.25
5.56 7.46 6.27 5.54 7.23 6.03 0.02 0.23 0.24
5.07 6.73 5.94 5.13 6.56 5.82 -0.06 0.17 0.12
5.80 7.49 6.46 5.74 7.38 6.27 0.06 0.11 0.19

KERMONBITERER 2 2R,
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X 21 20124E¢ 2010 E0E (HB)

mAS-1 mAS-2 mAS-3 mAS-4 mAS-5 mAS-6 mAS-7 mAS-8
EAS-9 EIC-1 mIC-2 =IC-3 mIC-4 mIC-5 mIC-6 mIC-7
mIC-8 ELP-1 ELP-2 ELP-3 mLP4 mLP-5
SERIE ]
=5 =IER | HAfF R | BUE | BHE E#H
DK EEE DS O STIRE B« B — 2 A3l ¢ 5.89 7.69 6.89 1.00 -0.80 125
TR TUND
LTV OPAC NEfEEN TS 6.13 7.81 6.57 0.44 -1.24 144
MEHEOAV T T — a3 PR A AKX AT 5.24 6.78 6.03 0.79 -0.75 108
72> TW5
X EAE OB AR I3 2 T 5 5.89 7.83 6.51 0.62 -1.32 146
M EAE I LR TLELTELHTTHD 6.44 7.83 7.02 0.59 -0.81 147
2 5 1 i 2 FE
B 5 ATE E#H
ZOXEFE ORISR DRI, ARG R L TWD 6.95| 6.53 151
COXEREDOFLDEE | WFE, BEEINC T DB AEHNC L, R R L TVhD 6.62 | 6.27 151
ZOXREEEOY —EAOE &M ETMEL . SEkE i T 6.79 | 6.63 151
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BWIV T T — TR LR

B 5 AIE | EE#H
ZOXEEL, BOoOHEMSF CENERORWIIZEL KNS 6.19| 5.88 151
ZOXEAR X, FADS B 43 OWFZEEI I W TEAL TWA T2 DB &7 > Tnd 6.41| 6.22 151
ZORKERE L, AN IO BRI 7203 T2 253012 Tihvd 6.59 | 6.27 151
ZOXEE L, FADMEHEMED B WEREL) TRUVMEREZ MBI 592 T, &> T
5.74 | 5.47 151
VS
ZOXEAEL, AR FEF B O THLERERAT L AR <D 6.01| 5.58 151
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3-3. EHERICLKSIER (EMHREE)
| ) x524:(0) )
ZEH RER | £HE | BIZE | SEZE 4= )) G

B ER=E

01 kil 90 33 39 13 7 182
01 %= 55 15 14 9 3 96
02 EFE®R-FT=E 12 7 8 1 1 29
03 #¥ 4 5 4 1 1 15
04 EFIER-FHFA 1 2 1 2 6
05 EFIEHR 4 1 1 6
06 A 7 2 5 14
07 EiE 3 2 2 7
08 JUTRk 4 1 3 8
09 ZDfth 1 1

02 jag% - B & 154 51 67 21 9 2 304
01 PC 18 12 15 4 3 52
02 ZEER 37 5 7 2 1 52
03 EEE 31 5 8 4 1 49
04 hAL 12 1 3 1 17
05 RykT—24 5 4 3 12
06 JIL—7 11 3 4 1 19
07 AYR 8 1 9
08 J1)o 45— 1 3 6 2 12
09 & 1 1 2 4
10 EE 3 1 3 7
1 8RB 8 3 1 1 13
12 24BHRR—X 1 2 3
13 B’ 2 2 3 1 8
14 BRAHE 4 1 5
15 HEBA 2 1 3
16 aE— 5 3 1 1 10
17 BHIL 1 2 2 1 6
18 ZDfih 7 5 4 4 3 23
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] _ ZDHhD _

5 WER ®BER | £HH | BI%R | SEFER —_— B) H

03 BB 74 34 33 14 6 161
01 24858 15 2 8 4 29
02 EFRER 27 20 7 6 3 63
03 FFfEEER (1) 10 3 10 1 24
04 KR (R) 13 7 7 4 31
05 tREEH 8 2 2 12
06 Z0fth 1 1 2

04 EXOFIA 32 14 19 6 3 1 75
01 EH:RAD 13 8 13 3 1 1 39
02 ZREHBYEE 5 1 1 2 9
03 ILL 6 2 1 9
04 B 1 1 2
05 FiE 5 3 5 1 14
06 ZM1th 2 2

05 7 r—hk 7 6 9 2 4 2 30

06 %8 20 5 5 1 2 33

07 FIA<+— 32 5 5 1 1 1 45
01 EE<LL 14 1 4 19
02 F 1 1
03 BEER 3 2 5
04 RE 6 1 7
05 774 4 1 1 6
06 PCHHISFIA 1 1
07 ZDHth 4 2 6

08 FIFHEN 14 9 3 1 1 28
01 fENER 1 1 2
02 4—EX 3 4 2 9
03 BEFEHM 5 2 1 1 9
04 ZDh 5 2 1 8

090PAC 12 3 6 1 1 23
01 ERZEIGART 1 1
02 HhE 8 1 6 1 16
03 ZMfth 4 1 1 6
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] _ ZDHhD _
5 WER ®EeER | £aR | BIZE | SEFER — B) H
10 ZDfth 26 13 7 2 2 1 51
01 Y—ERHKE 4 3 1 1 9
02 EE 6 3 4 1 1 15
03 EHEE 9 1 1 11
04 LR 1 1 1 3
05 ZMith 6 5 1 1 13
11 B B FHTE 140 57 52 29 5 283
01 EE 19 6 9 5 39
02 ek -&kiE 32 14 10 7 1 64
03 BHfERFHE 7 3 1 11
04 EXOFA 18 2 4 5 1 30
05 7Vir—+k 1 1
06 %8 13 11 3 3 1 31
07 MAvF— 1 1
08 FIAEN 10 7 2 1 1 21
09 OPAC 3 3
10 £0fh 18 11 10 6 1 46
(RREEEGE:: (W)
(f=FZLsrEHi &R =) ° ° " 1 %
£ Bt 601 230 245 91 40 8 1,215
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4. For— FREBR~NOAG

4-1. o —FrTHEEONEERICHT HEE

A BEHDOREE (KE-#E)

SHNELEDEPIBEORMMAGETRE L CF UL, FHICRE DO, RFDOLMIIDBIRICHREZRKL
D, T2, BHDIBEDFORHEEDVEL, DHEDOHDTCERDEREN, BEE U TNDIENDR!)
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REEOIH CRIBAEE X ESNTZEEID Do TOET, =S THE D OBEIC OV IS ETHA I
ITONTWET A, MEMH TR OWVTEL, MEMEREICLDRELILC, ZHBRICID AN ERHERE LT

A BRAEDSDD 7 T ANI IR ESNIZE RS2 COE T, SHIT, SME LK EE TIE, Bk 21 L0
| S HUGEHE O W 1215 TERHEEE BIOEEZTTV BUHIEEOET LWEBIOIEIZEZ D TWET, 5%

HLTHRMOH ST FIHEITER LD, R EO T IO ET,

Fio, BERE RN FN ORI ELEI WG AL, FADLOE RO R EFE Y —E A (ILLY —ER) X EHEA
DV = ANMKIEE | AR ENED 2R LS00,

FPIBFREIEIT TR, HRISOSES, SO5ICITNGHOHE « BRENE, —RAMFTOHRIZ TIEILL),
F2. FBRTOFE (BICED 6. EOEMWETHD.

Bt XA T, BEPIETET Cled VIR IAS R R LI FAERMEA R LT 22813, BaEamEL H L % m b
FTOBRCARRIRIZEE 2 TOET R, FELWTRRI T, Fo, SNEEREE O S SCERHI DX EL TR, F
B 23 IOV ATy R —F =) =X A A, KIEARER EE -2 5 LR EEE ST T v
DTELINABB IR TWNETS,

BEDHEOITENKIDDSRN. FE. BAFTERNED VI L& Web TITDRE, K#E
BIFECTERZSFESND U AHICDONT, IITHmLTIFEULY,

MEAEO TR THAT DHEDOREIC OV UL, MEHEHREICESb0, BRICIDLO, FAEITLLHD05
o TOEY, MEMREICLORE T, MEOMC T IR L AN, B EOH HIAZ T LIAT
STWET, HEICEIDEE L, FHTEROEEIT, KEIH AT oS ERE R EHEE 2720 T
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F9, FAEICLLREL, JETEEEE  WebBEH RO BRERENALE NS IMLTUTONTWET, Fi-,
FEOH L, ARG EREOV 7 AN ELHVET, 7285, E A—/UZLDY 7= AMNE, BT EXEE - A
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Osaka University Library Service Quality Survey

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) Employees who instill confidence in users O00000000 O000D0O00O00 DOO0OCOO0COOOCOO O
1 2 3 45 6 7 8 9 1 2 3 45 6 7 8 9 1 2 3 456 7 8 9 NA
2) Making electronic resources accessible frommy home oroffice o o 0o o o o 0o 0o 0 o0 0O OO OO0 OO0 OO0 O0OO0OO0O0O0O0 O
1 2 3 45 6 7 8 9 1 2 3 456 7 8 9 1 2 3 456 7 8 9 NA
3) Library space that inspires study and learning 000000000 0O0O00O0DO00O00 OCO0O0O0OOOOO O
1 2 3 45 6 7 8 9 1 2 3 45 6 7 8 9 1 2 3 456 7 8 9 NA
4) Giving users individual attention 0O0000O0C O00000000 ODOO0OOOCOOOO O
1 2 3 45 6 7 8 9 1 2 3 45 6 7 8 9 1 2 3 456 7 8 9 NA
5) Alibrary Web site enabling me to locate informationonmyown o o o 0 0 O O 0 0O O 0 0O OO0 0O 0O OO0 OO0 0000000 O
1 2 3 45 6 7 8 9 1 2 3 45 6 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
6) A secure and safe place 000000000 DODODOODODOODO DOOOOODOODO O

7) Employees who are consistently courteous

8) The printed library materials | need for my work O00 0000

9) Quiet space for individual activities

4 5 6 7 NA
10) Readiness to respond to users' questions 0O00 000000 ODODO0OOODOO0OO0OOD CODOOOCOODOO O
1 2 3 45 6 7 8 9 1 2 3 456 7 8 9 1 2 3 45 6 7 8 9 NA
My Minimum My Desired Perceived Service
When it comes to... Service Level Is Service Level Is Performance Is
Low High N/A
11) The electronic information resources | need 0O00 0000 00 0O0 OO0 O0OO0OO0OOQ O
1 2 3 4 5 6 7 4 5 6 7 8 9 1 2 3 4 5 6 7 8 9 NA
12) An online catalog that is user-friendly for finding materials o000 00 0O OO0000DO0O0D00 O0C oOooo0oo00¢ 0O
12 3 45 6 7 8 9 1 2 3 456 7 8 9 1 2 3 45 6 7 8 9 NA
13) Employees who have the knowledgetoansweruserquestions o 0 0O O 0O 0O 0O 0O 0O O 00 000000 ODOO0OOOOOOO O
1 2 3 45 6 7 8 9 1 2 3 456 7 8 9 1 2 3 45 6 7 8 9 NA
14) Convenient service hours O000DO0OO0CO0ODO ODODOOODODOOOD COOOOCOODOOQC O
1 2 3 45 6 7 8 9 1 2 3 4 6 7 8 9 1 2 3 4 5 6 7 8 9 NA
15) A comfortable and inviting location D00 D0DO0DO0O0D0D0 ODOODO0OOODO0ODO0OO0OD CODDOOOODOO O
1 2 3 45 6 7 8 9 1 2 3 456 7 89 1 2 3 45 6 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

16) Employees who deal with users in a caring fashion 0O0000000O0 Y00 0 Y0 00 C
1 2 3 45 6 7 8 9 3 4 5 6 7 4 5 6 7 8

17) Modern equipment that lets me easily access needed 000000 o 00000 YO0 O O O

information 1 2 3 4 5 6 9 3 4 5 6 7 4 5 6 7 8

18) Efficient interlibrary loan / document delivery 00000000 O0O Y0 O O Y0 O O C

19) Employees who understand the needs of their users 0O 0O 00 O 0 0O00O0O YO O O O
1 2 3 4 5 6 9 3 4 5 6 7 4 5 6 7 8
20) Easy-to-use access tools that allow me to find things on my 000000000 YO O O ¢ o 0O0000O0
own 1 2 3 45 6 7 8 9 3 4 5 6 7 8 1 3 4 5 6 7 8
My Minimum My Desired Perceived Service

When it comes to... Service Level Is Service Level Is Performance Is

Low

21) A getaway for study, learning, or research 00 00O 0 0
1 2 3 4 5 7 8
22) Willingness to help users 000O0O 00
1 2 3 4 5 7 8
23) Making information easily accessible for independent use 00000 o0
1 2 3 4 5 7 8
24) Print and/or electronic journal collections | require formywork & & o o © 00
1 2 3 4 5 7 8
25) Community space for group learning and group study 0O000O0 0O 0
1 2 3 4 5 7 8

My Minimum My Desired Perceived Service

When it comes to... Service Level Is Service Level Is Performance Is
26) Library orientations / instruction sessions fo)
8
27) Dependability in handling users' service problems 0
8

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. O 00 00 O0OO0O0 0
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. 0000 000 0
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. & © &6 & & & & & &
1 2 3 4 5 6 7 8 9

Strongly Disagree Strongly Agree
31) The library helps me distinguish between trustworthy and untrustworthy information. 0 O O © 0O O ©
1 2 3 4 7 8 9

Strongly Disagree Strongly Agree
32) The library provides me with the information skills | need in my work or study. O 00 00 O O0O0 0
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. O 0O OO0 0O O (o]
1 2 3 4 5 6 9

Strongly Disagree Strongly Agree
34) In general, | am satisfied with library support for my learning, research, and/or teaching needs. O 000 0 O 0 © ©
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? © O O 0 O O (o]
1 2 3 4 5 6 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 YahooTM, GoogIeTM, 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.)

44) Please enter any comments about library services in the box below:

45) Enter your e-mail address if you would like to enter an optional drawing for a prize. Your e-mail
address will be kept confidential and will not be linked to your survey responses. (Not Required)

Complete the Survey

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