2006 LibQUAL + Survey at WIU

LibQUAL+ survey was carried out at WIU during Octot®-29, 2006. The respondents are as
follows: 717 undergraduate students, 204 graduatiests, 204 faculty members, and 137 staff
members, for a total of 1,262 library users. They consists of 22 questions covering three
areas: Affect of Service, Information Control ariiriary as Place. These questions are on
LibQUAL+ surveys for all participant libraries tdeyd comparative data across institutions. The
survey also included 5 local questions chosen by.Wi

In the summary results for the core questioressntieans for the perceived level or
quality of resources and services are above themalracceptable values and below the desired
values. Essentially, this means that we are doatigbthan the minimal level but not as well as
the best. There is room for improvement in all aré&oteworthy is that on a 1-to-9 scale, only
four perceived means are below 7. These four aneas

Employees who instill confidence in users (6.66)
Giving users individual attention (6.80)

Library space that inspires study and learnin96.
Community space for group learning and group s(6d38)

For the local questions, two of five received meaglew 7.00. But again, all of them are above
the minimum and less than the desired. These tao ar

Access to [computer] equipment that is not reaallgilable in my department (6.22)
Space for students to study and work in grougsl{6.

For the full report, please go to http://www.wiwdtbrary/libqual/

When broken down by user groups, there are diftem®nA preliminary inspection of charts and
tables in the full report shows that among undehgase students, “Giving users individual
attention” received a lower perceived mean. Inltlcal questions, not having computer
equipment such as scanners stood out. For grasiuatents, in addition to the two areas
identified for undergraduate students, having adtgjalectronic resources received a perceived
mean lower than the minimal acceptable level. Bbjgect was also true for availability of
computer equipment in the local question. For figcthe picture is very different. The perceived
mean for service areas were uniformly high. Themfeagroup study areas is actually higher
than the desired level. In 6 of the 8 questionseaming information control or resources, the
perceived means are lower than the expected mirewel. These cover navigational, availability
and access issues. In regard to staff, the lovsaeacourteous personnel, readiness to answer
guestions, inadequacy of print materials and sptatsare inviting. Electronic access from home
or office, however, was deemed at a more thaneatb&wvel.

The comments gave more specific concerns and cwedithe lower perceived means cited in the
previous paragraph. In particular, the followingtaummarize the more than five hundred
comments received:

"I think the library has a lot of great resourcd@$ie one thing | would strongly suggest is provigdin
more space for group work, and also more comp@erschool work. It will also help to have the
library open for later hours."

--traditional female student at Curriculum Library



"The library services provided by Western are \gogd, as long as the individual is willing to
solicit help. Information can be difficult to corbg, but that is associated with attempting to find
not a function of the services offered by Western."

--older male undergraduate at Quad Cities.

One concern raised by the comments, however, imtgelationship among the issues. For
example, comments about difficulty in accessingtebmic information may be a function of
inappropriate technology, navigation of the Webgza@r the lack of databases in certain topical
areas. Some comments call for better interfacegemnand faster equipment, or additional
databases. Another area mentioned most often lolgta students is Interlibrary Loan services.
While the services can be improved, users’ concammsbout turn-around time and the ability to
check on status of request. While the former ismelly controlled, the latter is a technological
issue. But the respondents regard these as s&sigs. Highly related to services are the
personnel involved. Friendliness or knowledge ldgeersonnel are mentioned in relationship to
access, directional and navigational difficulties.

Space and environmental comments also came thtbegifomments. From the comments,
available space, especially for group study arieasbig problem in the evenings. This is
associated with the space problem. The more crowaelibrary, the higher the level of noise.
Related to this is a call for a coffee bar or loeiiagea, especially among the students, and more
open hours, both for the library and for servicarlsoAgain, dependent of personal needs, some
say that the library is an inviting place while etk say that the furniture and carpeting are dated
and the atmosphere is gloomy. There were also coitsne@ physical accessibility and ADA
compliance.

As with the physical environment, resources alsught out comments either on superior
availability or the lack of resources in specifisdiplines. In several comments, compliments on
available resources are related to getting exddfielp from the library staff. Comments about
the lack of resources such as popular DVDs or selyditles are related to collection
development policies and practices. Lack of eleitroesources, again may refer to access and
navigational concerns. As one student said, hetlpeie for the asking. Availability and access to
information are often not for the lack of serviag procedural issues.

Focus groups were then conducted in late Febr@dy @/here participation is limited to self-
selected groups. Those who took part were encodragarticulate their own perceptions and
definitions of library events. Participants in floeus groups gave very positive marks to the
guality of service. But faculty and graduate stud@&xpressed a need for expanded service hours,
especially between sessions. The nature of serviogkl be on accessing and using resources.
While electronic services and databases are impipttzere is a need for recent books in
disciplines. While many articles target currentiublial issues, books will tie these individual
strands together for undergraduate students whmtlget have the knowledge base to do that on
their own. Many participants also expressed a m@eletter instructional and directional help.
There seems to be a “disconnect” between choiaesded on Web pages or search engines and
those needed by different disciplines.

The need for directional cues also extend to thesiphl facilities. Several participants said that
the building is not an inviting place. To make Higely” place means updating the furniture,
adding color, and providing better signage, esfig@athe entrance and in the stacks areas.
Perhaps a different physical layout of the stackald/help. There was also an expressed need
for individual study areas, perhaps shared witbvadther individuals. Concurrent with the
physical make-over, the library needs to market@odhote its resources and services. While the



level of technology is already better than manygaf campus, using more technology such as
iPods for self-guided tours may be another waynglging students.

The focus group participants articulated many efdame issues identified through the written
comments. They went further in clarifying many lod {points and suggested possible steps to
better understand and start solving some of thesgdems.



