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ARL Statistics™ is a
series of annual
publications that

describe the collections,
expenditures, staffing,
and service activities for
Association of Research
Libraries (ARL) member
libraries.

LibQUAL+® is a
rigorously tested Web-
based survey that
libraries use to solicit,
track, understand, and
act upon users’
opinions of service
quality.

DigiQUAL®

=

The DigiQUAL® online
survey designed for
users of digital libraries
that measures reliability
and trustworthiness of
Web sites. DigiQUAL®
is an adaptation of
LibQUAL+® in the digital
environment.

StatsQUALP®P

MINES

for Libraries

Measuring the Impact of
Networked Electronic
Resources (MINES) is an
online transaction-
based survey that
collects data on the
purpose of use of
electronic resources
and the demographics
of users.

®

A gateway to library assessment tools that describe the
role, character, and impact of physical and digital libraries.

CIimateQUAL®
.!" ." )-
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ClimateQUAL®:
Organizational Climate
and Diversity
Assessment is an online
survey that measures
staff perceptions about:
(a) the library's
commitment to the
principles of diversity,
(b) organizational

policies-and-procedurds,

and (c) staff attitudes.



ARL Statistics® Interactive Edition

Surve
ent Leniet

1 ‘!:Im::n;emaul Aoout | Insttunonal Daga | Ranked Lsts | Summary Sats | Grapha £ Dowriesd Data | irvestment Index | Help
it Bl L e el L e e e LT
Bageter for Saybacriction The curem ARL staiishcs wouds dela on collectom. mafing ependdures, linary senaces. and lisary and urrerety characienstcs for ore ARL
Manage Usea Wy o
* Admin Tools Thia mile wil aflow yeuio
WManagi
mujﬂrmum_u“.. ®  raves ths Bbraey data collacted by ARL
[ Emat
&'::1::!:';_::' " gererais randings of nsbibubons by selefled cnitena
MWanage Zoraces . p
reake w from the dala
Wi Fraktes arapt
Manage Entolieasis ®  cenerate memmary statishics for all ARL lbrares
Inatrmen] Sethngs
Lirkdy " Gvanbaad e data by yuar s sprnadshaal format

]

saa b # rgyvbie O ARL indaa and mambarship critana

Hislary

Simtralics b bian Colsniod and issusd snraly for o membes of U Assoculion of Ressanch Lisrems amce 195957 Bafors thet, snsus
platmbics dor yivaridy Bleanss hid dsan oplcied by James Gemuold, §el 8l Mnnsacka ged e @ Priscétan Thege daia covst the yean 190708
Emugh 19162 and ave now called the Gemuld sistishcs The whole data series Fom VH0E o the present represenls the oides] contrieng lSary
statistical senes in Moh Amenca. The cumant SRL alatsics include data on colections . stafing, eoapanduees, Nbrary cardces. and Abeary and
stmEraly chiieeisnslics

Thi Daiould Siatalics a nie lebis s @ ieised adiisn em



Institutional Data example

! h R L o e
Yelmres Nafthe | Socpie] Y ook

HEWS PUBLICATIONS EVENTS

* Surveys
ARL Staligdcs 2008-10 I
* S P L This Section alows veu o salect Bn unlmBed menbar of vanables fd up e geven insthlions. The repor displays s Feguested Pdsrmation ke
L L iy
AT L a selecled yoar

Supplammemiary 2009310

Al | (TR T T I'_ﬂ.l Rarvisd Lisfts | Surremary Skaks | Gragh | Dowrdead Dabs | Membearahis l.m].i: Enwastimace Inides | Halp

For bashwewing, selad up In T ineiiubons snd @y nuember of varlanles. Te make matiple seteclions, hold gown e condrol key whiss cicidng

Aol e Loy
Data R?Dﬁﬁﬁ-\.r"r on pour chieces
AL irviae
-------------------------- Noen: Scma varables 2 nol avadabie jor o years. The years in parenieses nod [0 e variaties nodicads baginning and anding years twhara
! Mwm‘t Cenar apphicaBle)in Fe ARL g5l

Manage Sufess
st [ venbe | ieseuiem

B o T - | ALABAMA T .
4 . | gy ; ALBERTA (1365 =
Adumin Tools | Year ARIPONA {1567
Propgiags G | Exchomigs Flais ARIZOMA STATE (1970
a7 Biwiirss JOOD-TY ‘Wiaharers Haald [-1963-] ALIBLESN (552
S op mrrm ey 010 Volumes Added, Gross 1853 BOSTOM (13638
Manags &l Brsnchas Weshsrmed Pt Mal [ 95-5-' BOSTOMN COLLEGE (2000
Hureey Craalor | Manographs Purhased (1585 | BRKIHAM UG (757}
- . |C-m5uuh-hrd*md 1586 BRITESH COLLIMBLA {1585
Suresy Condenta | Cismmnt Seriais Mt Purshussd 1965 - BROAWH (1533 !

ikl i1 EikAd
i piar B - il
trmibnisiezr Eate TEdF: E:il:h
Burysy REpairaion Bietce Dura Lathg

Managa m

Qrganizalionsflsers




Slatsilial

Fieliome Liart

NEWS PUBLICATIONS

+ Burveys
&RL Statistice 2008-10
= Hes#Er Sosnos Librany
= L= Litpmry
o hl@in Litrdiy
Supplementary 2008-10
» hlin. LSy
Data Regosiiory
ARL Indea
+ Management Center
Manage Surveys
Manage Lgers
Manage Branches

# Admin Tools
Progress Gnd

s Biatives J505-10
Bupplamaopry ZO08: 16
Elanage All Branches
Sairyay Craalor
Saireey Conbents
Dleiindien Bark
i i

I_-l-l:u.llu.l'l._ Institubonial Ciata __Ftunlu!l:l Ligts "_Eurrmrr_ﬂul.l_" E-rui:l_l'u. _Dl:unluad Du[l_"_l-'ltrnl:lcrshl,u-_Indu ___ln-.le:lrnmt Ingdax ! I'I-c_lp
Report for 2009

Natg; Somevanablos are nob vailable tor 3l years. The years in parentheses ned B3 the variadles indicale baginning and ending sears (whare
applicatde) & he ARL dada

Variabln MARYLAND
Expenditures for Monographs (-1986-) 1,539,240
Expenditures for Serals {-1976-) 5,624,692
Total Matenats Expendiures (-1963-) 9,490,472
Tokal Salaries & Wages (-1963-) 12,938,358
Total Library Expendiures (-1943-) 25,783,433

Variable

HMARYLAND




Rank Lists example

elorne Marthe | WY St

ABOUT AMALYTICS HEWS PUBLICATIONS EVENTS
ngss * Acalilsa
& T LR - v
q“n"""s fboul | Inctihutions] Dete | Rarked Usts | Summary Stags | Graphs | Download Deta | Membership Indext | Ivestment Indes | Help
HRL Steighcs 2000-14 I _ = = |
+Hipgith Beiscam Libnery Please seisch he vafiahis pou weth 10 disphsy, M vear, and e andsl in wiilch b Sol e resuls. & rallo can be made by $slacing both &
Lies | Irmr
+ Lhain [ ik Prmersion and decorunalor Resuls will be Sigptsyed for il Be mabihibions in e dalaesl To Wsl the ARL Rankng for each msitukon,
Supplemeriany 20091 chooss e variable "Rank m AHL Membeiship Index™ & s aumefaiod, ond soil ascending.
bigin LIb=ary
Dials Rapasdiony Note: Some variables ane nol avatatde tor all pears. The years in parenfieses nest (o the vasiables indicale beginning and ending years (where
"'\R-Lh":lE’- applicable) m e ARL data
5 Wmll C':I'IT.EI' Single Variable or Humerator [for ratio): Deamomimator {for ratio)
:mg:, LinBrs B o S0 st Inges £ 0000
Manage Eranches Flsri i ARL Mambershn inaen 1088 j mn:ﬂtm rm??ﬂﬂél |
g n Mermbership I ¥
Memivarshin “fiear Regon
Coradian Bochangs Fate Martemhp Year
iolumess Hald 53] Caradian Ecchangs Faeis
Volumes Addad, Groes [-19683-) Widumes Held 19611
Bk : Volomes Rddad, Met F1363) Viplumes Sxided. Gross (-1563)
Man:ul Al Branchied Worographs Purchesed 1586 | Volumes Added. Net (1353 L
Hury Craalar | Currend Sy Pirchassd - 1356-1 Monogeaphs Furchased {1586
5'{“‘""’ Conbaie Your: m Sorl order: WA ending 2 i winiding

P T T

Rani Froducs Diais Lenng

‘Furvey Reoisration



Surveys

AL Satngkcs JO0-190
i T T Lo
- '\."u: % L .:-bl ]

Bucplamemary 200810
1 ACarn by

Crals Foa s s ony

ARL kvl

Wanage Burays
Wanage Lisen
Wanpge firriches
Admim Tools
Fu:r;_lg.“ Grid

AL Mataden JO00E L

Sempaariey 2033-10
Hanaqge &l Brandiey
Siiny Craseoi
Bindy Coanfanis

Commrn Dam

Heade Bav

Immaosan B
Bunvey Rop gesradian
Hanane
Crganizab o | isaTs
Hanage Emuis
Geni] Hane Emupil
WanEge S pak
Manage menices
npirymant Sefing

AMALYTICS

HEWS

PUBLICATIONS

bt § Inestuhgnsl Dats | Fenked Usts | Sumemary Gt | Graghs | Dmanies Data | Wemsersng indes - Investment frdes | teip |

Ramked Lixts (or Institutbons foar 2004
Missding vahies are indicated by a pedod {.).

Mafe: Some wriabéee: e ral gealnzie 3o gb pegry . The years in parentheaes ood o B vemables indicofes beginning ood eanding years (whare

appiicazialm B AR dala

T m N Oy oo B R

-
- =

|
L=

MECHIGAN

CALBFOREMLA, DERKELEY
PENNSYLVANLA STATE
CALEFORMLE, LOS ANGELES

Hiank & AL Tnves

ment Lndey

1
r
|
L]
5
&
7
Y
o

]

i1

=




Summary Stats example

Survey

nent Cente ABOUT ANALYTICS HEWS PUBLICATIONS EVENTS

* Home shymy * Znglyivg

* Surveys
ARL Staishos 2005-10

it Bachacaoi Litewry

I_:ﬁn:u: Ensaubgral Oaia | Aeesed Ligs Er:ref:.-itms Craphs - Dosnicad Data | Besmbersha Indes :n-.tnrneminge- eip

This paga provides oesoTpdes S1AENCS tor all of he insiitions i e dala st 1 jou want % oofain sisisdcs 160 g single insiistion or 3 subcat
of tham, po e gmuicnal Dala ar Graphs P o want io downioad Sata far a subses or all af tha msthrione, go o Dewnioe Dats

- i e |
?Uﬁ::". :I_:I-_ul 0 g PlagdE Salact the eEr Bl e sl Esle gl wish o e pley Yai misl spealy e Rings e bl pou die rlareEsd ool mErs § @0 by

Caala Rapason ChDEBING Gne vaTlabtd &5 3 manesir and Sn0MaT 55 3 DIAMEnEar Fou $an celimios s Masn and median [or our Bescied vl abis o
AAL o A0 Piaase refarsd B Stabnbes Gleisan for more detads oo e descriples S1305405 ropoied These Fesuits dlelay the g I @ bosom
N R S T fem insiketipes for the vanasts of raho you haws salscied. Far i kil 153 of mnkngs, use e Ran ags

Munagement Center ! gE. use e RANKRILIEN Pag

Manage Sureys
Manags Usars
Mifaije Bianthes

* Admin Tools
Progiaes Grid

Al Simfnloy 3016

Sepofarresiery 3078-M
Manage All Branches
Sureey Craaior
Sureey Comsnt

Chsmstiae Burd

e am

imiramizn B
Sureey Ragabaion
Manags
Crpanizalionsd e ety
tanage Emals
Send Mase Emsd

Mode: Some valigbies are nol seaiabls for gl pears. The peais in paienPaass nad 1o e valiabies indeats Beginng avd sndng mais (ehses
Eplicabla ) in Fe ARL fala




Surveys

FRL Slabwice 200810

AT e i iy
~He _IFE

Sl irliniaty JOIR- 15

- Bl Litewry
Tl Repgiiley

Progress Gnd

agm] EbTadim JOLTe 1D

Seurarrarimy ID0EG I
Wanage & Braschey
By T
Survery Conimalz

Tearivr Bas

racinam las
auvey Regefraion
Vanage
Crganiaimnslisers
Wanags Emaes
Seid blsds Ermail
Wanage Scaices
Wanage frecices
nishumrsnd Samnsge

]

Haan 051053 St Deaation
Hemim 1,782, Wanswe
Hide + - Rl
L Femente
IO Rgx 144, F0F
5955 132,107
05 108,454
Q0% 103,004
b L R a0, 158
508 Hedian T39I
5wl 56,616
LS FER LS

8,447,054

SRS LFT
33%,704,910.0127
Eg 480



Graphs example

ABEOUT ANALYTICS HEWS PUELICATION: EYEHT:

fibnat | [metezhiznel Dwis o Aeslesd Lade | Cemrmary S | Graphe | Oeanined Dwis o Hembarehp ingas | [meastmen Incps | Hasip
BF Sayiskics F0OE-A0 o e e e e L e e e L e o

*THPERS Bl L Ry Thim wesctioh sficsn o fa gitducs §graph 1or one nislBf@sn acd U 1A nris i bds, of (Bslow; up 15 Aifs ifafilicis nd ors s sSie
« Lonm ri
. . S
SopplEmETay B0 e Instituthon, Multiple Varables
Wler L dewm
Dhada Rli sl dry BT PR 0 ke DR FROTUDS G0 DO A N DNE (M RS i) To sk Ak SaleCRORe P JOeAT) T CORIH Ry wli
_"R'-'“W': ERCREE Oof el TelSwi
¥ H-’-"lﬂ!f-'m"'F'T {_'l'iﬂl'l‘l’ Mafi: Snme ciiabss o pol descaiils o 5 yhark The yedre m o parsifehss aed o Tie S bes inScls Sgrmng el sukng e as oalsis
:"’F ﬁ'"'l'l- Eppbcabl] m Mie AL Eila ¥ yog chosss Bvaille Tal bepi e 13ECL by aetbng e begnnng of M senge of padr Fod Pie (giagisdo the hesl
aaph Llsin
F of Bl phis
Nanage Brarches

+ Admin Tosls I ™

Peipisl Gnd ALARSMA (15T "
P Sy TOEAL H.EEFIT-'.[‘:@ =
fapplermria; ST 18 | AERROPE, (16T
Manage & Brandies | RSO STITE {1973
mapin: | 1963 (] ne: [ 212 [2] |BOATON (2962
| BGEETON DORLEGE o8
| B HAME WOLING: {19748
| BEETVSH COL UNABIA M BET
Sstaip Regrakaion | BRI 1 50
Managn Warinble=s or Humarsénr | bar whan
Chgingabaiil |ssin T 5 1
Nanage Emai - «
I Gend Maes Emsl . . tll e Aalm 2 .w Yoar .I
- 5 | Exzearge | Hertardm
s Tt Vnkes Hedd 11563 | Carcion Aae
Manape Inpices | Nohurma Adins Geern i 1963 | Wolierma Fald |1
mEiEamEin Selings | Vodomess. Auedl, Fed 119631 | Vodomets St Tonea 11957+
[T | Moregragha Purchassd i-1556- Vol Acdes sl (15965

i risnbn Bimiciile | Cueerd Seviah Purhisd | 15860 Wiwgiap zen Purctmeed | 1335 |



m ABOUT AMALYTICS HEWS PUBLICATIONS EVEMNTS

¢ Hygpds Boim=oy Ldves |

- Ll Ly mh_

o bl L Zema '-:.ﬂ!!
B pi N My S003-10 .

t il Ly

Dris Repitidiry BARTLAKD:

s

NN S N N 0 O AN 0 N T U T G O ™ I I §

Serees Conlanis
Tumrrcs ODam
g B
mIELE sy BEw

Servesy Regreraion

Wara g

Dmangpbamel g

g Emails

SendMyey Emsl!

W Zardcis

WEaraps Irenices

Wil Selga

g
E

E

L]
I

Uikl
Eadivar Foapans

3
E
E

b

—r— Caparzeiipn i1 Mersgyapks
—— Enpancires iz Sarinls

—— T oisl Myisnaly Experciiony

= Tzl Sntmran . ingen
= Tl Libenc e

1850 200 200




ARL Statistics

ABOUT ANALYTICS HNEWS PUBLICATIONS EVENTS

+ Home BTy * BESRIN

¥ Arwd Irsdutional Dals | Raswed Lists | Surmmany SEms | wraphs | Dowsicad Da | Mambarship lidex .I."l'l'l.llflr" Jlllll?-. Help
ARL Siafis¥ce JO0O-10 . .

AL Chmbs | About | Formuls

o i Loy
el - L
Eappdmisniary J009-10 m
Data Fppossary TOHNS HOPKINS
#HL e
:-'.ﬂm-n'li.ﬁt;n;l:ll;:l.':;'l-ll.'; ¥ | #otal prof. ¢ tote] materinks professional salaries | tatall library Investment Index
LS BT
i P . ' siipport stal e | iarers B wWages | expEniflbures =il 4 )
lanags Usars 2007 202 11,347,362 6,204,520 J8.100 777 10,5205
Hanage Beanches
""""" BTy et e F004 i 13,795 265 5,045 313 48, 165,25] 0.4478
T .-"I.d.l'ﬂ'll'l -I:WI-E 2005 s L] 12,279,738 &, 101 258 8 5085 F6T 0.4004
Pengiesa Giid
&AL Syt 209813 2008 e 13,608 608 5517 577 28,123, 4563 0242
Boplarmries J0ET5. 10
H_]n::n'.'q M'ET:n:hq; 2007 rd 14,195,523 7,058,789 31,807 561 CLA0ET
Survey Creator Jona 275 14,824,316 5,657,282 79,154,563 0,129%
Sirey GOt
Do Sare 2004 2543 14532377 5,595 234 19,124 304 01254
EETE Harm
thartee Haes L ' kntal prok. = tatal madloriaks protessional salaries total llbrary Investment Tnedex
Eurawy Ragisiration i il sqall sapetdiligres A weiges e penlires bl
dnags
Drparizabisnnlisers m

Enmas. Lmmde



Graphs of index data
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Questions

Are we measuring the right things?

What are some ways we can deliver evidence
that can easily be used for decision making?

How do we maintain the integrity of the data?

How can we make assessment activities

sustainable in our member libraries and at
ARL?
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LibQUAL

LibQUAL+®

Presented by:

David Green
Association of Research Libraries

Library Research Seminar V
University of Maryland
College Park, MD
October 8, 2010

www.libqual.org
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SERVQUAL - LibQUAL+ =

PERCEPTIONS - - SERVICE

“....only customers judge quality;
all other judgments are essentially
irrelevant”

Note. Zeithaml, Parasuraman, Berry. (1999).
Delivering quality service. NY: The Free Press.

www.libqual.org
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Research & Development ==

* Colleen Cook, “A Mixed-methods Approach to
the Identification and Measurement of Academic
Library Services” (PhD diss., Texas A&M
University, 2001).

« Martha Kyrillidou, “ltem Sampling in Service
Quality Assessment Surveys to Improve
Response Rates and Reduce Respondent
Burden: The LibQUAL+® Lite’ Randomized
Control Trial (RCT)” (PhD diss., University of
lllinois at Urbana-Champaign, 2009)

www.libqual.org



Reach and Range

L J
Languages . Types of Institutions
— Afrikaans Academic Health Sciences
— English (American, British) — Academic Law
— Chinese — Academic Military
— Danish — College or University
— Dutch — Community College
— Finnish — European Business
— French (Belge, Canada, Europe) — European Parliament
— German — Family History
— Greek — Research Centers (FFRDC) Libraries
— Hebrew — Hospital
— Japanese — National Health Service England
— Norwegian — Natural Resources
— Spanish — New York Public
— Swedish — Public
—  Welsh — Smithsonian
. - State
Consortia —  University/TAFE
“Each may create 5 local questions to add to their
survey
Countries
— Australia, Canada, Cyprus, Denmark, Egypt,
Finland, France, Hong Kong, Ireland, Japan,
Mexico, the Netherlands, New Zealand,
Norway, Singapore, South Africa, Sweden,
Switzerland, UAE, U.K., U.S, etc.....
L J

www.libqual.org



Globe Trotting

www.libqual.org



Core ltems and Dimensions

22 core items (i.e., questions)

Three dimensions:
» Affect of Service — 9 questions

 Library as Place — 5 questions

www.libqual.org



Survey Structure
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i
LibQUAL+® Lite &

LibQUAL+® Lite is a survey methodology in which
(a) ALL users answer a few, selected survey
questions, but (b) the remaining survey
questions are answered ONLY by a randomly-
selected subsample of the users.

Thus, (a) data are collected on ALL QUESTIONS,
but (b) each user answers FEWER
QUESTIONS, thus shortening the required
response time




(@
LibQUAL+® Lite: Matrix Sampling =N

Person

Item Bob Mary Bill Sue Ted
Service Affect #1 X X X X X
Info Control #1 X X X X X
Service Affect #2 X X

Library as Place #1 X X X X X
Service Affect #3 X X

Info Control #2 X X
Library as Place #2 X X

Randomization within sets of questions in each block
(within-block design)




LibQUAL+®: Core
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LibQUAL+® Lite: Core Items
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Survey Process:
Manage Your Survey

Seven Sections:

Customization
Preview
Representativeness

Monitor Survey
Progress

Incentive Winners
Post Hoc
Evaluation

S
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Managing the Survey: :CL;E,
.Customization - Disciplines

* Results notebooks summarize findings by user group
and provide a chart for both standard and custom
disciplines

« Standard disciplines (based on your institution type, i.e.,
College/University)

« Customized disciplines mapped to standards

www.libqual.org



Representativeness Questionnaire &

« Determines how your institutional profile compares to
your survey data

* Requires the following information:
— # of individuals per user group
— # of individuals within each discipline
— # of males and females
— L|brary Statistics

* Volumes added during the year — Gross/Total (including e-
books)

» Total number of current serials received (including electronic
serials)

 Total library expenditures (U.S. dollars)
» Personnel — professional staff, full-time equivalent (FTE)
» Personnel — support staff, full-time equivalent (FTE)

www.libqual.org



Representativeness in Results Notebook
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Managing the Survey: Completing Post Hoc & &,
Evaluation Questionnaires .

Post Hoc Questionnaire Evaluation Questionnaire
* [nformation about your  Feedback about your

survey LibQUAL+® experience

— Sample size * All survey liaisons and

— # of e-mails sent assistants are

— #of invalid e-mail encouraged to complete
addresses this questionnaire

— Incentives offered
— Marketing techniques
— Etc.

www.libqual.org
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Survey Results &

Data Repository:
* |Individual Notebooks Sk s
» Group Notebook
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[ ] U Se r CO m m e ntS Anidivy ConEgE OF PR Y B AT SUeTes B B (x| B EER B2
Armericarn Lnipedy LBy E 0 = B 28 O
« Excel / SPSS data files e P g.n B ENE v
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« Library Branch Analysis
* Other Analyses




(@
Three interpretation frameworks ==

« Zone of tolerance
— Perceptions vs. expectations
— meeting users minimum expectations
— Approaching users’ desired expectations

* My scores over time (longitudinal)

— Am | doing better or worse compared to last time
| measured my performance

« Peer comparisons

[ 4 L J
www.libqual.org




Understanding Your Individual Results:
_Thermometer Charts

desired

"~ target |

perceived

minimum K | Key Term:
Jos Smelik 2006 Zone of Tolerance

www.libqual.org



Dimension Summary
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Understanding Results:

_Radar Charts

www.libqual.org



Key to Radar Charts

Desired

Superiority |

Gap - 2
{Negati“ekgp Perceived

Adequacy
Gap

(Negative) \ Minimum

!III

Dimension

Superiority
Gap
(Positive)

/
| Adequacy Gap
| (Positive)

www.libqual.org
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Quantitative Analysis: Excel Data ==

 Excel/SPSS data files available on the
LibQUAL+® Web site

* Use customized radar chart template to create
custom analyses

www.libqual.org



Other Analytical Tools

« LibQUAL+® Analytics
— Institutional Explorer (peer comparison)
— Longitudinal Analysis

 Norms

« SPSS

www.libqual.org
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Qualitative Analysis: User Comments ==

 About one-half of users include comments on
their surveys

« User Comments available on the LibQUAL+®
Web site

— Download comments in Excel or text file

e Browse the comments

* Conduct ATLAS.ti analysis

www.libqual.org
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LibQUAL+® Resources &

 New LibQUAL+® Web site
« New LIibQUAL+® Lite
 Publications

* Events and Training

 LibQUAL+® Procedures
Manual

www.libqual.org
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MINES for Libraries ®

)
o

Presented by:

Gary Roebuck
Association of Research Libraries

Library Research Seminar V
University of Maryland
College Park, MD
October 8, 2010
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MINES for Libraries ® |

L

Objective: Present an overview of the research and practice behind MINES for
Libraries ®

Agenda
Overview & Introduction
Web survey presentation considerations

Information architecture in libraries: point-of-use web survey
implementation methodologies

Research design issues:
|. Sampling plan options

ll.  Mandatory and optional versions of the point-of-use web survey
protocols and effects of non-response bias

Validated quality checks

www.minesforlibraries.org

L



|. Overview & Introduction

Procurement and provision of electronic resources comprise a significant portion of
academic library budgets

Electronic

. Materials
lerary Non- 24% | 57%

Materials Electronic
(42%) Materials
18% / 43%

Total Library Expenditures Total Library Materials Expenditures
$3.14 Billion $1.32 Billion

Source: 2008-09 ARL Statistics, 114 University Libraries

Total expenditures for electronic materials: $753 million
+ # of libraries where total > 50% of library materials expenditures: 88
# of libraries where total > 20% of total library expenditures: 94

www.minesforlibraries.org

e
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|. Overview & Introduction

In these lean economic times, the library is compelled to
demonstrate the value of e-resources and their contribution to
research, teaching, and learning

Potential sources of information:

— External
« vendor supplied census counts

— Internal
« Local census counts
» Web server logs/web traffic analysis
« User surveys

www.minesforlibraries.org



|. Overview & Introduction

MINES for Libraries® [Measuring the Impact of Networked Electronic
Resources] is part of the StatsQUAL® suite of assessment tools administered
by the Association of Research Libraries (ARL).

MINES for Libraries ®:

Is action research historically rooted in indirect cost studies
Deepens the institutional understanding of census data
Addresses weaknesses of web-based surveys

Has been administered in over 50 North American libraries in the last five years (100K
network services surveyed)

Attempts to articulate:
» a set of recommendations of research design
» set of recommendations for Web survey presentation
» set of recommendations for information architecture in libraries
» set of validated quality checks

Its scaling can:
» Serve as basis for a plan for continual assessment of networked electronic resources

* Provide an opportunity to benchmark across libraries

www.minesforlibraries.org



|. Overview & Introduction

® L
MINES for Libraries ® collects information on:
— Patron status (relationship with the institution)
Affiliation (academic discipline)
— Location (where resource was requested)
— Purpose (reason for requesting resource)
— Resource being requested
Rec SessionID Date/Time__|IP Classi Al Location | Purpose -
41561 198623A9D4D1898FAEI656EBE9ECEBDS 191_1;09':: 141(192.168.0.168 _ [orad —— Erginesin Off Campus mud_mrwm "’-‘7&"&1 10.1115/1. 2830032?no¢3
41763 | 198623A9D4D1898FAEI6S6EB69E6BBDS | 10/2/09 15:10]192.1 168 |grad Engineering Campus | funded_resear DOE http ://linking hub. eisevier.com/retrieve/cook
41767 [ 19A5141EBOBO06738079850564A40D58 | 10/2/09 15:11]169.254.1.112  |orad Ants8Sdences In Ubrary | non_funded mpﬂm.cu comyhtbin/d Trusern
41931 | 19AD73E44EAS82E023048AB95437DD39 | 10/2/09 15:35169.254.1.22  |faculy Arts8Sdences In Librery | funded_research e
41576 1A9693197FB 3DEDB6IED19866D169168 | 10/2/09 14:44]169.254.1.22 Engineering |In Library | other._activities hittp ://i c.mnvm —
41587 |1A9693197FB3DEDB62E019866D165168 | 10/2/09 14:46] 169.254.1.22 facul Engineering |In Library | other,_activities hitp ://dx.doi.org/10.10: ‘mswm
41637 1A9693197FB3DEDB62E019866D169168 | 10/2/09 14:52] 169.254.1.23 =Y Engineering _|In Library | other._activities linkinghub. cm&ma o-:ol]:
41651 | 1A9693197FB3DEDB62E019866D169168 | 10/2/09 14:54 |169.254, .h faculty Engineering | in Uibrary other_activities http :/Ninkinghub. -comyretrieve/
41488 | {C1E83FBCICBOB1579F 36565839713E8 | 10/2/09 14:20] 169.254. rad Engineering [In U non_funded hetp 3/ /is Iknowledge. com/
41612 %mﬁmmaosouﬁvcs _E?uz;oe 1445 169.254. rog hox mmqrﬁwm — h% L —
6 : 11 3 fund :
41461 | 1CC10488FACDAFBA3COBEBOB094F57C5 | 10/2/00 14:22|169.254,3.109 m: Ms&Sdeﬂcs[i: Library x‘&_acuvmii'" m]nm“&i%&‘%ﬂ_‘ﬁ retrieve/cook
® L

www.minesforlibraries.org



ll. Web survey presentation considerations

et

LIBRARIES

UConn Library Electronic Services Web Survey

This survey & BEing conducied during & twe=todir Ume peicd by te University of Connecthoul Do assecs
the usage of the Library's electronic services. All responses are anonymous, The data is critical for
abLaining continued Munding.

After comgieling the survey, vou wil B2 corneded o the service you selected

Thank vou for your Relp.

Patron Status Saleey Paron Soarus _ﬂ
Affillation Saley ANk ?I
G

Purpose for | Spansored (Funded) Researdh Defintipn
e it '"l“l;"x: Instructicon/Education/Tepartmental {Non-Funded) Research Definition
i Dther Activities Definilon

Locatlan | gapr Location

FsubmiT Sarvey |

www.minesforlibraries.org



Ill. Information architecture in libraries: point-of-use ‘m'—-‘”'

web survey implementation methodologies

@
* Rewriting proxy server (EZproxy)
« OpenURL (SFX, WebBridge)
« Link generating scripts (Coldfusion, JavaScript, ASP, PHP, Limesurvey)
TABLE 1 MINES for Libraries Usage Surveys Initiated or Ongoing in 2008-2010
Date University library Session ID OpenURL ERM A-Z Journals EZproxy Link generating script
2008 West coast public academic yes yes
2008 Mountain states public academic no WebBridge Local ColdFusion
2008 West coast public academic yes Local ColdFusion
2008 New England public academic yes SFX Local ColdFusion
2008 Mid Atlantic public academic yes SFX Serals Solutions JavaScript
health sciences
2008 New England public academic no SFX SFX yes ASP
2008 South public academic health no Ebsco A-Z php
sciences
2008 Midwest private academic yes SFX Serials Solutions yes JavaScript
2009 Mid Atlantic public university yes SFX SFC yes Php script and
EZproxy server
2009 West coast public academic yes SFX (consortial) Local ERM no Php script
2009 Southwest public academic yes SFX Local ERM ves Php script
2010 North consortia of university No— every SFX SFX yes Limesurvey
libranies— OCUL nth
Note: The boldface applications are the primary method used to implement the intercept survey
Results are commensurable between institutions regardless of implementation
methodology
@

www.minesforlibraries.org



Ill. Information architecture in libraries: point-of-use
web survey implementation methodologies
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Ill. Information architecture in libraries: point-of-use "l'li'-‘”
web survey implementation methodologies
[  J
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I\VV. Research design issues: Sampling plan options I

@ L
« Random moment

— One 2-hour randomly selected (from all possible 2 hour intervals available in a
month) period per month for 12 months

— One 2-hour randomly selected period per day for 3 months [University of
Macedonia]

* Every n-th sampling plan

— n depends on survey type (mandatory vs. optional) and population size
1:1000 for mandatory surveys
1:500 or less for optional surveys

— Session IDs are no longer needed: easier implementation, less ethical issues

www.minesforlibraries.org



IV. Research design issues: mandatory vs. optional "|||"||'|'E
versions of the point-of-use web survey protocols

11

his is the central dilemma of non-
response: the impact of non-response on
survey data cannot be determined without
data (either actual or estimated) from non-
respondents.” J. Burkell (2003)

www.minesforlibraries.org



I\VV. Research design issues: mandatory vs. optional
versions of the point-of-use web survey protocols

MINES has preliminary data that estimates non-respondents in web-based surveys

« 2005 study at University of Connecticut: data collected on non-respondents (i.e. count of users
who opted out).

TABLE 4 Comparison of Mandatory and Optional Protocol by User Group: MINES for
Libraries Exploratory Study at the University of Connecticut (January-May 2005)

User group Mandatory Optional+none % Diff Optional-none % Diff
Faculty 340 173% 174 87% 856 174 10.7% 10.7%
Graduate Student 676 344% 528 265% 7.89 528 325% 32.5%
Post-Doc 36 1.8% 21 1.1% 0.78 21 13% 1.3%
Staff 223 113% 154 77% 361 154 95% 9.5%
Undergraduate Student 515 262% 661 33.1% -697 661 40.7% 40.7%
Non-UConn 177  9.0% 85 43% 474 85 52% 5.2%
No Classification 0 0.0% 3 02% -0.15 0 0.0% 0.0%
None 0 00% 368 185% 0 0.0%  0.0%
TOTAL 1967 100.0% 1994 100.0% 1623 100.0%
Cramer’s V 0.359

Squared Cramer's V 0.12888

« 2010 OCUL implementation

Group 1: Schools running simultaneous mandatory and optional surveys

Group 2 Schools running optional-only surveys
Hopefully will lead to method of normalizing non-respondent effects between mandatory and optional web

survey protocols

www.minesforlibraries.org



V. Validated Quality Checks i

« Usage is checked against IP or session|D
» Order of questions is changed over time
« Workstation IPs are spot-checked against self-identified location

» Purpose of use questions:

— Response of undergrads choosing ‘sponsored’ research are spot checked to
ensure understanding

— Sponsored research responses: open ended field added requesting name of PI,
granting agency, etc.

« Discussions with local librarians
* Pre-testing
» Turn-ways/Non-response are tracked (some institutions)

www.minesforlibraries.org
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ClimateQUAL"™

CIimatéQU'A-L@PaneI:

Background and Overview
Charles B. Lowry, Ph.D.
Executive Director, Association of Research Libraries

Library Research Seminar — Integrating Practice and Research
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UM Libraries Survey History ==

1996 RANGE OF CHANGES 2010

New Service Philosoph

Formation of Teams

Data Driven Decision Mak]ng

Creation of a Comprehensive Learning Program

http://www.climatequal.org/



UM Libraries Survey History ==

2000 OCDA

Addresses
* Diversity
 Teamwork
» Learning

* Faimess Insight into

* Work and Diversity

e Climate and Culture ,
Provides

A baseline

http://www.climatequal.org/



UM Libraries Survey History ==

2004 REPEATED SURVEY

Includes Measures of Climates for
*Teamwork and Continual Learning
*Current Managerial Practices
Individuals Attitudes and Beliefs

Provides
updated snapshot of the diversity and
organizational climate

http://www.climatequal.org/




ARL Tools for B
Library Assessment =

As a result of the work of the New Measures and
Assessment Initiative (1999)...

=~ H 1-'
N ~ "'

) @) “

' SN\ '*

N
P
ARL Statistics™ LibQUAL+® MINES for D|g|QUAL® ClimateQUAL®
Since 1907-08  Since 2000 Libraries® Since 2003 Since 2007
Since 2003

¢ http://www.climatequal.org/



UM Libraries Survey History

lllllllllll

2008

THIRD SURVEY

Development of Improvement Strategies

http://www.climatequal.org/



Early Research Mk

T iDL A L

» Healthy organization is better able to fulfill its
service mission.

 Conflict within an organization can have a direct
negative impact on customers.

 Climate for diversity improves the way an
organization operates.

» Survey results can be turned into strategies for
change that will improve the organization’s climate
and ultimately the experience of the customer.

http://www.climatequal.org/



Survey to Action e

ACTION PROGRAM

Improve Climate Reshape Customer
Experience

Creation of Participant Community
Establishment of Normative Measures

http://www.climatequal.org/



ClimateQUAL® Scales Soi

* Climate for Justice * Climate for Continual

 Climate for Leadership Learning

+ Climate for Deep  Climate for Teamwork

Diversity  Climate for Customer

* Climate for Service

Demographic Diversity  « Climate for

» Climate for Innovation Psychological Satety

http://www.climatequal.org/



ClimateQUAL® Concepts

» Job Satisfaction

* Organizational Commitment

* Organizational Citizenship Behaviors
* Organizational Withdrawal

* Task Engagement

* Team Psychological Empowerment

 Work Unit Conflict

http://www.climatequal.org/



ClimateQUAL® Concepts ==

Continuous Organizational
Development

http://www.climatequal.org/



ARL Strategic Positioning

http://www.climatequal.org/



Early Research

» Healthy organization is better able to fulfill its
service mission.

 Conflict within an organization can have a direct
negative impact on customers.

 Climate for diversity improves the way an
organization operates.

» Survey results can be turned into strategies for
change that will improve the organization’s climate
and ultimately the experience of the customer.

http://www.climatequal.org/



Organizational Climate

* Employees’ shared perceptions of the themes, goals,

or imperatives that describe their workplace
- Reichers & Schneider (1990

* Shared perceptions of important organizational
imperatives clarifies everyone’s understandings of
what behavior is:

- expected,
- rewarded,
- supported at work



Organizational Climate

* Early literature on climate measured employees’

global perception of the organization
- Not useful

* New work focuses on specific organizational

Imperatives
- Climate for safety
- Climate for productivity
- Climate for Customer Service
- Climate for Diversity



Attraction-Selection-
Attrition Model

* Schneider (1987)
* Schneider, Goldstein, & Smith (1995)

Population
Organizational
Climate




Positive Aspect

* Creation of a climate
- “Personality” of an organization
- Benefits of a strong climate



Negative Aspect

* Diminished Diversity of:
- ideas
- values
- thoughts
- interests
- abilities
- knowledge
- skills

 Homogenization of organizational workforce



Organization stops being responsive
to environment

* |f the environment changes, the organization might

not be able to change to meet new demands
- Life (and death) cycle of organizations

* What can an organization do to slow the negative
consequences?



How can an organization remain in
touch with its environment?

* Requires anticipating environmental changes

- Formal survey of customers
- Assessment of broader societal trends
- Internal feedback

* Requires an organization that can change
- Workforce diversity
- Surface diversity
- Deep diversity
* Requires an organization that can maintain a diverse

workforce

- employees feel empowered.

- employees believe that management values them and treats
them fairly.

- policies, practices, and procedures are administered
consistently and these practices work in concert to facilitate
the attainment of one or more organizational goals (e.g.,
productivity, efficiency, safety).



Results

The Learning Organization (carvin, Edmondson, & Gino, 2008).

Three Aspects:

« Supportive Learning Environment
-Appreciation of differences

-Openness to new ideas
-Psychological Safety

« Concrete Learning Processes

* Knowledge sharing reviews



The Learning Organization (carvin, Edmondson, & Gino, 2008).

Three Aspects:
 Leadership that models/reinforces behavior

 Actively question and listen to employees

* Spends time on problem identification,
knowledge transfer, reflective post-audits



* The Power of Safety

Employee
Attitudes, Behavior,
and emotions

Perceptions
Of leadership

Climate for
Psychological
Safety

Overall
Service

http://www.climatequal.org/



e Climate for Justice

ClimateQUAL® Scales

e Climate for Continual

Learning

imate for Leadership .
* Climate for Teamwork

imate for Deep Diversity .
* Climate for Customer

imate for Demographic Diversgyrvice

imate for Innovation * Climate for Psychological
Safety

http://www.climatequal.org/



ClimateQUAL® Concepts

* Job Satisfaction
* Organizational Commitment

* Organizational Citizenship Behaviors

* Organizational Withdrawal
* Task Engagement
* Team Psychological Empowerment

 Work Unit Conflict

http://www.climatequal.org/



Connecting Improvement
Strategies to Results

After receiving ClimateQUAL" results:

 What is going well in the Library that we want to continue
doing?

 What issues uncovered should be tackled first?

* Are there any patterns that hint at the problematic
organizational systems?

* Are there any patterns that suggest strategies that could
improve climate?

* Are there tools to support improvement strategies?



University of Maryland

. Library Assembly's Staff Affairs Committee's reviewed and proposed
revisions to selected library policies and procedures affecting staff.
(Procedural Justice)

. Increased and regular reporting and joint work between Library Executive
Council (senior management group) and Library Assembly (shared
governance group). (Informational Justice)

. Supervisory development workshop series to begin in August 2010.
(Interpersonal Justice)

. Library staff, teaching faculty and students provided input and feedback on
elements of new library strategic plan as it developed in 2009-2010.
(Innovation)

http://www.climatequal.org/



University of lowa

1. Providing supervisor training in performance management, staff
recognition, communication, and conflict resolution. (Leadership,
Interpersonal Justice, Innovation, Continual Learning, and Task
Engagement)

2. Created a Staff Recognition Committee (responsible for a variety of
initiatives, including an annual event, training, & a “tip sheet”).
(Leadership, Interpersonal Justice, Organizational Citizen Behaviors, and
Task Engagement)

3. Created a new staff intranet with a number of “community building”
elements. (Organizational Citizen Behaviors)

http://www.climatequal.org/



University of Connecticut

. Established a standard framework for university merit awards and
communicated criteria for merit, including examples. (Fairness)

. “Grants” for innovative projects are now given to staff whose proposals
are accepted by a peer review team (Innovation)

. Libraries new strategic plan includes metrics for improvements in certain
LibQUAL+® scores (Customer Service)

. Creation of a standing Diversity Advisory Team that reports to the Vice
Provost for Libraries (Demographic Diversity)

. Adopted mandatory training for Team Leaders on subjects like
communication, facilitation skills, project management, managerial skills,
and team building (Teamwork)

http://www.climatequal.org/



Johns Hopkins University

. Adapted the new university performance appraisal system for the
libraries. (Distributive/Procedural Justices)

. Charged a team to develop communication principles to adopt across the
organization. (Informative Justice)

. Charged the Management Team of developing an explicit set of
managerial communication principles. (Informative Justice)

. Require managers and supervisor to have regular meetings with their staff
to keep them informed and facilitate face to face communication within
departments and work groups. (Informative Justice)

. Put staff pictures on the WIKI to facilitate people getting to know each
other. (Teamwork)

. Developed institutional teamwork checklists. (Teamwork)

http://www.climatequal.org/



University of
Massachusetts Amherst

. Held meetings with staff to share the results, after our assessment staff
interpreted them, including Senior Managers and Staff council committee.

. Created a Task Force to develop recommendations for the library to
address. Report was shared in the same way as in item #1.

. Individual recommendations being addressed by appropriate parties, like
Senior Management Group, Library Human Resources, Staff Council and
Liaisons.

. A Panel Discussion planned for early August with Library staff from UMass
Medical regarding creation of a Career Ladder Development program for
non-exempt staff.

. A diversity video series is slated to begin this fall.

http://lwww.climatequal.org/



Mapping the Scales

Organizational

Climates

Climate for Institutional values Focus groups Create a staff
Interpersonal and expectations Interviews intranet to support
Justice (Fairness) Rewards / Small group community

The degree to Recognition discussions building.

which staff Skills training Create a Staff
perceives there is Recognition
fairness and Committee.
respectfulness Implement a
between quarterly or
employees and biannual program
Supervisors. for recognizing

staff

hhttp:iwww climatequal.org/)/ )
achievements.



Mapping the Scales

Organizational

Attitudes

Organizational Communication Focus groups Information
Citizenship Leader Behavior  Surveys sharing.
Behaviors Staff Development Conduct training
The degree to & Training for supervisors.
which staff Create core
perceives that competencies for
‘orofessionalism’ supervisors that
is exhibited within outline expected
the organization. behaviors and

how the behaviors
will be evaluated.

hhttp:iwwow climatequal.orgl)/



The Need for Assessment

* Underlying need to demonstrate our worth

* The reallocation of resources from traditional services
and functions

e Rapid shifts in information-seeking behavior

* Increasing user demands



ClimateQUAL® Comments
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Changes 2009

7 point scales

Instrument shortened, approx. 200 questions
Single sitting vs. saved surveys

Quicker turnaround on reporting

Normative data via Nesstar

Full set of comments made available

Exploration of content analysis for qualitative data (i.e., word
clouds and Auto Map)

Emphasis on interventions and organizational strategies (i.e.,
Psychological Safety and Authentic Leadership)



Response Rates

Institution Staff Response

Responses Rate
Arizona State University (2008) 165 54%
Cornell University (2008) 307 72%
Duke University (2008) 202 80%
Emory University (2008) 187 68%
George Mason University (2009) 100 68%
lllinois State University (2009) 73 78%
Johns Hopkins University (2009) 128 75%
Kansas State University (2008) 92 81%
New York University (2008) 166 45%

http://www.climatequal.org/




Response Rates

Institution Staff Response

Responses Rate
Northwestern University (2008) 142 74%
Oberlin College (2009) 155 78%
Texas A&M University (2007) 211 86%
University of Arizona (2007) 93 53%
University of California, Berkeley (2009) 223 51%
University of Connecticut (2007) 94 76%
University of Hawaii at Manoa (2009) 63 16%
University of Houston (2008) 81 78%
University of lllinois at Chicago (2010) 90 32%




Response Rates

Institution Staff Response

Responses Rate
University of lowa (2007) 147 82%
University of Kansas (2007) 140 79%
University of Maryland (2008) 180 63%
University of Massachusetts, Amherst (2008) 105 77%
University of Nebraska, Lincoln (2009) 136 95%
University of Nebraska, Omaha (2009) 52 78%
University of Texas (2010) 167 57%
University of Wyoming (2009) 73 89%
Wayne State University (2010) 61 46%

http://www.climatequal.org/




Overall Response Rates

Survey Staff Response
Year Responses Rate
2007 685 76%
2008 1627 66%
2009 880 59%
2010 318 45%




Nesstar

* Working to provide access to institutional data

* Normative data:
- All Libraries
- All Individuals

- Web view



ClimateQUAL" and Nesstar

e How will Nesstar be used for ClimateQUAL"?
- Web delivery of survey results
- Normative data for all libraries
- Normative data for all individuals
- Frequencies and possible cross-tabulations

* Why Nesstar for ClimateQUAL"?
- Faster delivery of survey results

http://www.climatequal.org/
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Final Details

* Post-survey questionnaires — data posted to the
shared workspace

e Shared Workspace



Scenarios

ClimateQUAL®

http://www.climatequal.org/



