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TABLE 1

LibQual+E Survey Structure

Affect of Service (AS)

Information Control (IC)

Library as Place (LP)

Employees who instill
conydence in users(AS-1)

Making electronic resources
accessible from my home or
ofyce (IC-1)

Library space that inspires
study and learning (LP-1)

Giving users individual
attention (AS-2)

A library Web site enabling
me to locate information on
my own (IC-2)

Quiet space for individual
activities (LP-2)

Employees who are
consistently courteous
(AS-3)

Printed library materials |
need for my work (IC-3)

A comfortable and inviting
location (LP-3)

Readiness to respond to
usersd questions (AS-4)

The electronic information
resources | need (1C-4)

A getaway for study,
learning, or research (LP-4)

Employees who have the
knowledge to answer user
questions (AS-5)

Modern equipment that lets
me easily access needed
information (IC-5)

Community space for group
learning and group study
(LP-5)

Employees who deal with
users in a caring fashion
(AS-6)

Easy-to-use access tools that
allow me to ynd things on
my own (IC-6)

Employees who understand
the needs of their users
(AS-7)

Making information easily
accessible for independent
use (IC-7)

Willingness to help users
(AS-8)

Print and/or electronic
journal collections I require
for my work (I1C-8)

Dependability in handling
usersd service problems
(AS-9)

University of Notre Dame Local Questions from LibQUAL+E Pool of 100+

Library Orientation/Instruction Sessions

Making me aware of library resources and services

Accuracy in catalog, borrowing, and overdue records

Timely document delivery/interlibrary loan

Adequate Hours of Service




An Analysis of Qualitative Survey Comments 495

LTUTEUETHEUEDRT VIO TEVUUTREVEIAIIUT WUy
xTUETxBOOIONMEUEVAU TUYRE i UERIAEOELOL
T0xipEVERT UpET ORIl TUVBETEUTELOTTENOTU
pOxUOYTOT003TIIHEO4  +HaulUlYTa
BUuxEUOT 1+0u—Tu , TEOUUT Vs (GolRERRY 10y
P TOETWTT10000u Rx00UTBOOOYERY T EAUIOUL
(BEVECRT Uu0GuOTEUUUTUTTRUYEOU T OUITEEOTY
00O Tul T TuOOUTWIUEEDROOEAYEIUTUNIUE TUE
T TulpaTWOIREUEVAEONTEROOUOUOUOETUOIY
xENUOOUITUYTER,

311400y 10000200 11— 00U T#EO Ti-+EUED
D100 10000 < EVIRERXEUTEuDOU+DEOQ 4 +Hiom
D0u 1YY LuEQE (TTOuETEOuDOU 1Y Y4 1 00Ty
UTTu Y LEGE 1YYH 000 TauIEUTTOTEW (T Tu
(TUTTu OEIOU UUTI TUOUX0] TTEETBOTUEDEY
UTUTEUETWIEEU0AW TUEEUEDTWOI0ET OIUWEGEY
UOETUTUEEUEDTU

0000001000000
(Gu xUnlu 1Y Y40 E 4 0DYTUUR0AW OTy —O0UTY
#EOTLIEEVIa TUEEUEDTuUIVETOIUN EOE
UOETUTUEEUEITUWTETBYTEEO 1OEDIBOYHIT
DOTUTTOWOXEUREIXEITHOHDIEOL  +HomEAl
EOOx0T1OTEWS TEIEEVTEWOUY T YIUOTTu
OIRIITUT T TTOUM 00O PIUXl IOENIPTUTY
UTOWTEETURT 10T OpOENOTLITTOulGUIEOTY
ITTWOUYTE WECBOETOWY 11O EUIDEDXENT 0
EOAOOTIEOO XTI TUITTLOUUY TaEOUIELT Ot
UTUBOUOUEIVEOEOOUEUE PAO TUi OUOOTLOTLUBRY
YDET0w/OE Ui

3TTHEO4  +HaulUUYTAMEITTUOEDT fu
ETOOTUEXTBEROIOUOEROOMOLIVEND TIIE
0000 EDUED= DO T 00 UTRWEOEIETTu TUOUxiu 3T T
EOUTOITTL00UYTanEOOIENOU U 100aIIP O
@UT00OOUITENVTOEITWOWTUT TuERO TOUROO U
OlubEVEVAUTUYBETU@UEMIa FIEW O 210z
YBE‘lom+DEUEanEUwEm/OEE‘|omEOEm(GiOUOEUDOOm
"OOUUOmeUEEOImmAUwS T TTl@UTU08OOUB0
ITTUEGIUOOuOOU(OTOUOEROG " * OOIUOMR(* *Au
OTENUUTITOPWOUT U OUIEBRO TOBOUTUEE
an'l'uﬂ'l"luDOEiUOUDDEUEUauEOEuBOEOUEiwiEU‘lm
OT0OTUNECEEOOYTOpT OETUEDEWTOITUT ooz
EOET FIEWOI2TUYIETy 2MEOOIEROUODOTY
UTUOOUA TEQIIOEUUTIOWTUxOOURY TOTUUN
EUUUUEOEIOMUIODEEDOBU&OLU EOEw IOXEU T amOIw
p+/KBOE0VE T Uur YT U TUBOOUITERO TEVUUTY
ITTWaOEOREYEOU TLO LT TWREVEIEOUT 100
c">‘|UuwomuxEEiomEOEmUT‘lwOBEUEUamEUmeU‘liUT‘lm

pOWTTOOUY T TUTLEUOUTOY TOWT TudX OO
UOUEEEur YTuR00EE u@UTUROOUUTOTENT EvE 2w
OEEOUOUY TAEEOONIINEIOUIHUOOEXOOUOTY
OOUTWTEuYYIEEEDROOEWBUTUROOUNXUOT
YPETEIEQ+IEO4  +HouEEOBORIIUEIOUUR
9%OU TEETu@UTUROONLUTUxOOETOIl B TUTY
EUOTENOUUTIEWEENTO I NIIOBOEREEITI T ToUy
OBIOUOIEEET <IEEOTUUTUYDETuOT YT 0000 To0
ETUUTEWTUYRETOTYTOEOEWT TOU TUET <0800
ONEEIVEMITUYDETuxUOYDE T EuE Al T TuEUE VS
3TTu000YTavEUOuEIOT EuUTUTTu@UTU0ROOU
UTOEIROTUIOUT 1O TUEUERUTEEROOIEOEWTUT Ty
@UTU0ROOUUT TEVEDO TUPEVEUALUVET T0OLEET
EpiO0L I0uTTul P10 POUEOUTU@UTUROOUN
EQEur YTWOEENW@UTUROOUHENIILTUXOOETO

P1UTBOYBUT EMUOMEEEMDUDU TOEOOOTOE
ITTIOEOIITTWOUY T

000 0O000I000000000000000
LOO0EG Olu HAFAL x TOX0TUEOOXOTUTELIT T
00UY T 20OEIUERD TuhilikYuUOE TUTUEEUEDT Uy
Kk TUEEUEDTuO0UETO0WEOEY 1INy IEEU0&
- Y1UhoyYYuxEUIED< EQUU UOYRETEu UYTOu
EOOOTOINEWITTuI OELOIITTWOOUY T &
STTWTUxOOUTWEITUEN 15kex TUETOIEDE
ITTUTO0ETUTWT<UT0TO0ERY Tl TENRUMW T T
UxOOETOUxTUETOUETTUEAOUTUMUOU 1Y TUa
E0OUT02uOBIUOUTEIEEO < UUETOOTUEX THEUAG
WI=UTUTOUERY TWT0000L0OOUTHOXOUIEO
UTEOLEWOEUT TuUTUxOOUTWUEITudBuUTEQIT Tl
UxOOUT 000 T0auEUTUEOUEEEVUEITUUTRTEIROO
OlExEUREUOEUI=Ox UIEROOH
., TEOWEOUT Ui OUITTuOI0OUONUE T UBUT E
EOEuxTUETDYTELOTYT00OTUTUYRETU P TUTUEE
EUOEDT Eu TOWTEETWONITTulPT00atipOuESUTL
GUT0ROOUITTuITUT TuUTUYBETYEROTOUROOU
EOEWT Tur YTWOEEOQUTUROOUIHDEO S +Ham
OTTOEGIOTAOF TV TEENRIRNOO TEIUUTL
TTTTEXUOUESFIVTOETUETIPTTOEOUTUOETT
UUTEOUOOOUOWTUYBETul Rx 1 EIEROOUEOEY
UTTOUEEIUEN= TUETOYTEWTYTOONUTUYRETS

Service Adequacy Gap

1210V0ETL ET@UEEA &ExuUEOUTuOUIEEEUT
OEITEuEauUUEIVEERS TuUTTuOIOIO UOWEOUTY
TUOOUITTuxTUETOYTELVEOUTu OO TEE Tu@UT Ut
pOOM3TTu210YDETY ETQUEEAN &ExubluEOU
DOEDEEIROOOTIT Tul RITOUIOuP THETIREVEDDT U
EULIOTTOTITTUIOI0MO U R TEIEROOUO U
UTTo000T00s LOTTERYTWUTUYSETIEETQUEEAL

TExuUEOUTuDOEDEET U UTEM UTTu OUTULux Tl



496 College & Research Libraries

ETDYTEOTYTUONITUYDE TigUEMUABUET00 Pul B0y
AU TUWOIOOUOWT Y TUOTUTUYBETIEOEIEEOU
ETu00T EuEau-+DEUEUDT Un0OWE TOliauUTEWO
UTUYDETUOTTEDOTHOXUOYTOTO0
(OmUIinTTUiTEUIOw—OUUIw#EOIw+BEUEUI

EVTEQ P TTUTLITTu@UERI& OltUTUYDETL PEO
xTUETOYTEEDETU0 OYTUEINEau—OUTetEO T
TEEU00aL EOELUIVETOIUN EEUTENOOLUTUYDETL
EETQUEEA TExuUEOUT Dupx TUETDY TENOBOUL
OOOUOKPBTUTN

bl +DEUEUEOURT OUEIROOHOUIUERGOWT UL
UpOOUIOxPOOEMOEEWBUTUIROOK

1 $Ox00a110u PTOLEUTUEOOUBUIT Ol0AL
EOUUITOUU 24

+i &BYBOTuUUTUULDOEDYDEUENEYTOROON
0 2K

SYT10uITOUTTL OO xEUIREIXEQIN BTUTU
TI0TUEAVERDr TEMRNTUTTIUTUYRELETHO T
xUOYDETEWOTTEWRY T TUVRETIEE 1GUEEATE XU
UEOUTUnOEREEDT EWITEIITTUTLPENUOOOuiOl
pOXUOYTOTOUOWUTYTUENEUTEU 3T TulOu

(TUITEUTEGOTTEROTWOXUOYTOTOINEEUTEy
OOWTUYPETIEET@UEEATEXWEOUTUNIOUIEETY

November 2008

OUTUTUOUxu TUTOWTTEUTEOTR (OTOUOET
1060w *OOIUOILEOELEUTIWTO P OWOWEETul i

Desired Service Level
+EO4  +How E0UOuENOP UL TOUPETORYEET
IpOOOTUTUYBET WO OUNIBO x OUIEOIIOWPEUEUAY
OUTUURSTTURETUBUTEuUTUYBETWOT YTOEEDLE T
TOUT TUOILEWEOWOEEEIOWOLITTOTY 10O
BOXOUUEC)EinUIUUwEUEEIwUOwUI Ty YEUROU
EpOTOUWOOUOTIWTUYIETIOTEIUUTEWTUOUT T
+E04  +o i OWEET AT TI@UTUROOUEITY
DOWEDOTELOUE TUEEEOUERO TWOWTTIEY TUET Tu
UEOUTUn TOUITTuPETOBUTE2u0TYT0OMUTUYSET
TOUENOUTUUS

1T00PUEUTUITTu DY Ty OOUIDO xOUIEO U
UTUYDETUuiOU TEETuOIITTuUTUT Tu ORI UUT Uy
TUOUxUWEEUTELOOuOTEOUEY TUETTuUEOUT U
OUITTLRETUBUTE2001 Y T0OTWUTUYBET 8" *0T EU0&L
BUUOTUUTOEMO TulOOTOUOEROOLEOOIOWEUTY
DO xOUEOUIOEMVUTUIVESEEUTEUOITTEVTEN
ITEOEEVITUTTOWTTUOOUIEIUERUTEERODS
Undergraduate students

hiu , EOBOTUT0TENUOOREWTUOUUET WEEET U
UDEOiwIUOOwOamIOOIwOUwOSEquJ("ImA

TABLE 2
University of Notre Dame 2006 LibQUAL+E Survey: Top Service Areas
Needing Improvement Based on Service Adequacy Gap Scores

User Group Area Needing Improvement Service Dimension

Undergraduate | Modern equipment that lets me easily access Information Control
needed information (1C-5)
Print and/or electronic journal collections | Information Control
require for my work (I1C-8)
Easy to use access tools that allow me to ynd Information Control
things on my own (IC-6)

Graduate Print and/or electronic journal collections | Information Control

Students require for my work (I1C-8)
The electronic information resources | need Information Control
(ICc-4)
A library web site enabling me to locate Information Control
information on my own (1C-2)

Faculty Print and/or electronic journal collections | Information Control
require for my work (I1C-8)
Printed library material | need for my work (IC-3) | Information Control
A library web site enabling me to locate Information Control
information on my own. (IC-2)
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TABLE 3
University of Notre Dame 2006 LibQUAL+E Survey: Top 10 Services

Based on Desired Service Level Ratings

Dimension Question Text Rating

Information Control | Making electronic resources accessible from my home or 8.29
ofyce (IC-1)

Information Control | Print and/or electronic journal collections | require formy | 8.28
work (1C-8)

Information Control | A library web site enabling me to locate information on 8.25
my own (IC-2)

Information Control | Modern equipment that lets me easily access needed 8.22
information (IC-5)

Information Control | Easy-to-use access tools that allow me to ynd things on 8.22
my own (IC-6)

Information Control | The electronic information resources | need (IC-4) 8.21

Information Control | Making information easily accessible for independent use | 8.13
(Ic-7)

Local Question Adequate hours of service (Local question) 8.12

Local Question Accuracy in the catalog, borrowing, and overdue records 8.05
(Local question)

Information Control | The printed library materials | need for my work (IC-3) 8.01

Mean Rating = 1 (lowest) T 9 (highest)
n=2737
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FIGURE 1
University of Notre Dame 2006 LibQUAL+E Survey:
Participation by User Group
0ooo
0000 1
0000 1
0000 T B CoNooINoOnN0000000:
oooo 7 O oomioooooooomIoionioion
o000 1 0000000
000 1
oo 1
000 1
000 1
. | -
0000000000000 00000000 n{ajaluli
Oooodoooo

20UERIERYTLEEIELS 1EVEPOITUOOWUUYTau
EOOOTOIS uxUOYPE TUBETOTUIEOEIEODT
VTIRUITELEEEMITWOUTTIOUOETUEOEIOTE
U0uUTTUEOOTUN O UT Tu@UEDURIENRY Tu EEIEGU
%UUITT00WO0UY TauEE OpOBUIUEIOUIL UTOUIE
1110 EOuOEMTEROOL10LEEUTTU002uEOOUDE T U
OUTUEOO OTOIULBOEDYHE UEWEN EU B T00u El
DOUEOOUT RUINE TEEVUTWIT Tul FOUI< Ului OUI 0O
xUOYIENO TP WY TOEOO O T0IUROEEEDT Uik
ETUUEROIEOBUBNOTLT OITUUBEIOWOUTUUUIUET
1BOO2uOUTTUIUTU < EVGY

- YTUhoyyYi— 00U TEO TEEUAEOENIUT
E10000.0WOOUTITEOOOT00M YTV TUT TixElz
(pEDx EQUUN<UOYDET Eubp U TOIEOO O 10U - u
ITThUWKYWOE TUTUEEUETT U TOEOO x0T U1 Eu
ITTW000YT 20HHOUHKEALX TUETOUuxUO YDET Eu
PRYTOEOOOTOIUIHHMOITTIKKHTUEEUENTY
UIUET OO0 pKhiA T EOO =0T IO TuIT Tu00UY Tau
xUOYBETEIPYTOEOO OTOINESEIOY TUNEST
O TEEV A WO VGO Tl INGWOUKNIK C1A<UOT
VBE1E1PUBYT0.E00OT100UA% TUUTLhuUTOPUs
ITTuOUOETWOIEOOOTOINUTETYTELTUOOU
TEETIOUTUMUOUXMEOOXEUTEWOUTTIOUOET U
Olux1OxTEOO x0T O TUTTWOOUYT &

STTEUITOUETEDETEN0OLIEOTL ENEIOUT U
0000 El T Tuhbyy Y BUBYTOIEGO OO0 10
TIWEETYTUOOETUIEGEROTUOIT Tubl0UT
ITEWPTUTLOOUIDOxOUIEON 1G4 0pYTUURAY
Oli—OUTEO TIEUEVAIUUTUUEOEWOETUT U
OOTBIITTIROIOUOEROOTOTEOT ELiOOWT T
EOOOTOIIUxxOUITEL P TEN PEWITEUOTEY

TUOOUITTu@UEDRIERY TuEEIER 3TTUEUITOU
TaxOITT0041 EvITENEOY 1REOIOEOOU Ol
T iUTT0TRIEOO OTO BOUIELUTUU O
ITTubETOWrEEROOLOIITTUUES Ty OEIOULBUT
UOTOOTERTOTUTTELUOOWIT TugUEQIRUIENRY Ty

EOE(aUR U

000000001000000
+EO4  +Ha-BUEIUTIUOIOOMOUEOO XEWO T
PEVEVaVUTUEOITIDOUTUOENEOE RITUOEMICY
EOaux<EVREVOEUMEUEVAB TOUWIVE A OEUUT EL
OOWTTLIOUOTULEOELTOUOENENIIVED T WEOEY
UOUYTaUOUIRETUTTHEOA  +HamEOOUTRI
IEYIOwUIEUMEEEEIODEMODEUEanUUIUU@JOiiEUm
EOEWT 10001 3% TEUEROOUOTIT TWPEUEVAIYEVAY
EOOOTWUETUOUx U - OTuOUELT BxTELEN
OUETETEEUITOIITTUESFTUTOWETOEOEN
E10TUOEETUOOUUOETUTUEEUEITUOIUETOUU0N
TUEEUETWIVETOIU0EDENTEEVI)S

$0010u = HETBOTIEOIEOEL#OOEEL*101
012 UOOI+IEO4  +Hhomi x EUDEIXEOU 5hUI

ToODELTETUOEUTUYTELITENPUOETUTUEEUT

EITOWTUEE UEITWOOE TOIUNEDENTEEVMIAIEOOT
U0B0UTBUNEEDOON ETLEOBUBRETUTELIOTTIT T
UOUEUTEITLOOTUTOOOTTOTOUNT OlplALEENT Eu
SO0 OUTUU ETEEOUTLOTTO0 x TUET (OO0 Oiu
UOOTuEVEUALUTUYBETULEUTL YTUALEROTEUD
Y1VaEsFTUTOMiOUOUTTUUTUYDET Vo
201YTu= 0001 W T<OUBO TUIOOUELA OBY TUUBIEL
Ol EUTBOTIOOLWUTUOOUY T & OUOEWOO T
UpOBOEURIDTULEOOOTU TUEEUEDTu UIVET O



An Analysis of Qualitative Survey Comments 499

EOELTEEU00&3 3TOUTuUpORIEUBIRT Uy BTUTuHO
ITTu16000P0 TUEUTEVN ITTudO xOUIEOETU Olu
xUBOIIGUUOEIITIO LT TREVELAWT OOUT 0au
TUOOECO SETMTTIYEOUTUONREVEURT UNEDEY
UEDBUTEEIROOuDOL TTOTUEGE = TuEUON TOUOEL
PTEL TTuETUEWRETEvENUTORrEEON EDFI UL
TOETU. P%EEVNIAEOBITUEEUEITWIVETO0BOU
(TTuOEDTOETUZIOTOOTTUBOTUEOENTTEN TuUERT
TOETUPTUTIOOUTLRO T0auiOu0UTUI T TuDEUEUAL
UTOO0T 0auVEIT T Ui TEOLYBUBIYDT PUE TUOIO XU
ET00YTUEU0T TUlOT T T00m<UpOUBIau OUBBEVEU A
00> %00l EOEY YEOUTLIOUUOEOU g ROl EOEY
TOTEQUOOREATEUMBT TTUUTEOOITTULTUOUUET U
UUETUEMEOOOUNEVETDYERUTUOUUET UouT0EG"<

100 0u 400y TUUDIAVEOOEUEITELUUT UL
UOUEDT UL U0p0papO Tu TOEUUL TUOUX U Un SUBE
2TOETBOEEENT EnpOuTHUNEUIRENT (u0DEUEUALUUT
ETTurOEDOTU B TUTuUBOR0ENEN 10O B G0
U‘l‘EUMEEUOUamb‘I inOi UUwa)EODf)i Emuomuwwm
T a00Y 10RO WO PEN "EWTYTI6 EUTHOTT
0601 = OETOEOEIEQE 101 *00UTT 100l OUOE
ITEW TEEVIAL PEOITELOOUTL O EOOOU
EOEuIOUUIOENU0DONEEENROOLIOUEDIBOEUTEUTY
O TOTEIUOOREMIOUUOEOIEDELUTOOITUEEET Ul
6T TUEONT EIROOH

200 Tu00UEdT U TEYTuUTxOUITEx OBu UUT U
EDITTUTOETUNEU YT PTEWITUOUTTu 0T Ty
+HEO4  +HalUUYTAEEOIOIITUTEENITTo0
DOUIRIUROOUE , EUBEL  OOEN)EQOOBUOELT N
IOUOBIITEIRETEEEUEITIIVETOINEOENEEUilay
TEYTIHTOOOENT YTOWONEEET xIEEOTI T Ur
YIETEOEETURUTEWTUYBETBOLTTDOTIOUOEROOY
EOOIOUENOTOUROOEDENPUOETUTUEEUE(T U
TEVILOTTUTOTTT000T Y1000 01w EOITy OpOOEN
EEETX(EEOTUUTUYDETUEOEUETURUTEUTUYETubO
UTTupEUEVALEUi<OEE TUEDO 10RO 0GR

- TO+(—*HIEO4  +Ho-UTUUOIULEVETT
UERE T E1Eaw) T FI&EYTOMITY TE0T EWlTEOT 100
TUEEUEITWIVET O TUTWT 0T EV0EGR Y 1Ey
TUOUxupOuUT TEVEIOWRIT To0x TUET <0000
UTUYDETu@UEGawa0uUT0EROOL 16y OB U
TR*TEIENROOUM TUx TEDEAN OOUEEETUNEDEY
EOM0TEROOEOOITOUBUUUTUEUTRTENT EBOLT T
SEEE10U0BOIOUOEROOIEIOTOROOEOELT Ty
rY1u. T00+(—*ugUi0pO0Us>

3TH00EVIBENTuUT *xOUIUL OOuEL UIUE uEOO1
EUEITEEEAUTTEVITOUNOEDE AT Tup bl
ITOLEOOOTOIN<UOYPETEuEau IEEUMIaL EOE
UUETOI0=EUREDXEROTHONTTHIEO4  +Hiom

1YY+ 000Y TauEQ 0T Tu 400100802 Oy — 00T

#EOTWOETITUON Tu TENRIIUTUEITIOOU
DOXOUIEOIICWUTTEWOUTUMEO OO TU T T TUT Tu
xUpOEVaw V0T Ui TUOU % Uu gl EEU0I&N TUEEUENTY
VOUETOU0EOENUOETUTUEEUENTUALEDEL 10U
U000 T axOUTTORU TENEOEDEIAUBIO W Tu
UTTL0TRIEOOOTOI POUIELUTUUHOL 1T Tu
DETOWrEEROOONITIUUEO Ty OEIOUBI0UT Uy
EOEWTUYLETLOEDTTUIEROOUITEWI OTUTIEY
TUOOWTTLUEDRIEIRY TIEOEIAUBIOTIT 1121t
YoETU ETQUEEQ&E<WEOUTUEOEWTTWEOUT Uy
TOU0T Tu£1UBUT L2 TUYDETUOT YT 00
00I00o0oon
3TTl0UYTaEOOOT00Ui P TUTLEOXOUITEL
DOICUSRETNEOEIEOETEUEAVITUTUOUXIEOE
EpUEDx DO 160 ¥ OUTuUTUTEVETTUUNBOET %101
E1000auUT Y91 B1EEOITTIEOOO 1000613101
OOTWUTUTEVETTUWEOOE UENT EWlTTUEOEDO TOUENY
ETUERETEETIOPUPHTEUT YOI PEAITTWTET
OOEWTUTEVETTU0OM OUOUTIEGITEEOOUBLITOE &L
EOEETUT 1O T10WOOEOEIOTUE TEDUROOU
30uOEOTWITTUET U OUTLO I T TuP TETuO Iu

pOTOUOEROOIEOOUEOT EdOul EETIEOO OTOIN

EMUaUUI OEUBEUJ EOEOaUDUwOIwUI IUJEOOOIOUUw

ZUT00OOUEOEMOIOO TUOMITTWTUT TWUTUYEETY
EpOTOUO0Ua%OUx UUxOUTUn Olu(To0s UIUE 2
(T Tur YTWOEEW@UTUROOUP TUTWOEIUET EuEly
xEUWOTITTR(OIOUOEROOY *00IU0IE01 01
UpOOWTYTOWTOUTTuOO Tu O T TIEUTUTWITE
ITTAEUTWT0TYEOIIOOUTTUEIO TOUROOUEMOU
DOUIEQET 0u?+DEUEVAN - U1 OUEIOOY(OUIVUEL
08601 210080002 EOEY 30O 10aw#0EUOT O
#100YT0ar(OITUREVEVaW+OEOuEUTuUT0T YEQD
IOuEQTTL(OTOUOEROOu " OOIUONEOEY  FIEN
Olu2T0YPET P TD0Tu? ETGUENT = 000Gl
210YBET 200000101 YEOUIOWEOITu(OIOUOEROO
**OOIOMEOE+DEUEIAEIL/0EETH
200ETEWEUTTIOUOETUOMTTEOO O 160U
EOOUEROTEWTYTUEGEDFTUTOUROEUTUYEROOU-u
OUIREOOETx 0002 OEOau B TUTu OEXxxTEu 0
OOUTITEOHOTIBUTUROOIMOUIREOX(T000TY
EOOO10UOTTUEEEUTUITTREUEa6 TEY
U TUEQEWT T O TR SUIOWE0RO TIEEO U Tubex
EVEVAINOULOIOX TUEROCHBTIUEOO O 100
POUIEIE TIOE xx 1 EWlBbET0ur U000 U T U000
("'100:? WBEUEUAL6 TELGBUTUT OEERO TLOTL10L
0OEEITROIOUOEROOIOOIO A0 P OIAEOEIENIGY

10U TTOOEEWPUTUROOW?  ET@UEITTOUGOTY



500 College & Research Libraries November 2008
UTUY9ET 620 3100 TABLE 4 A
EOOOT0IEXT University of Notre Dame 2006 LibQUAL+E Survey:
xTEUTEUPDET RO Number of comments by User Group and Library
UTTu$RET0EEVED Service Dimension
EEUNEOEVPEU o vice Dimension | Undergraduates | Graduate | Faculty | Totals
EOUOIT EulpoET Students
OEOaUnlu Ol -

(TTehiybysEOO1 Information Control 416 225 122 763
O1060UT0UIEY | Library as Place 89 32 12 133
DOOWQWHHE%JSU:SW Affect of Service 136 58 43 237

EUIUYEUDOOULOU
EOGET <UD TETL Totals 641 315 177 1133
PIUTuOEXxTE

U6uOOTYOTITT 1 AU@UTUIROOUK 3 ToUIANEOOT

O100uPTUTEEOUIITTOU0Y TawOuiu O 100

EOOO i mEOEw Pl UTLTREQUET EwlUOOwEOEOaUE)Uom
UOOUEVOEEIOUOONIX TEDIrEVT OOUT TWIOIOE xu
16O TIONITTEOUTIBUTUROOUALOUBOUIEOET0u
UTYTUEQEOOOTOTR<UTUUTELOYTUEOUE(T
DUTEEIROOUBBITLIT TuDEUEVAIOUNOEIVE T Eul R1
xUT00ROOUOTITEOOUE VI TUTIOOUE T0ED0T Eu
T100UT TWOUOE XWX TEDrEugUTUGROGS
EXXDOTmiEEIwOEUIUYEUBOOwUOwOOIwOIw
0T ImIAMUIUUDOOUmEOEwUOwOOIwOIwUI Tu0TUT T
UTUYDETUEDOTOUBOBU PEUETUDTOTEWiON ElT
00w OUnl EVABE TORIrEEROOOIITOUTBU0UT Uy
OOUIBO*OUIEAIOLUUTUNLEDEL EQUOLENOBY
EuEOO=EWRIOOLOTLITTUTUUTUO000 PRI TV T
@GUEOURIEGY TUEOE0AUT UE TUEUBE T Eul EVOHT Uiy
- T TChAHHOEUTUYEROOUAHHnOUATIA
110000000 TTEVTEDIR(OTOUOEROON" "0
BTy 1A TEORO TudOIOU T TUEUTELOIL?  FIED
Ol 210YBET2uEOEuNHEOO O 1O UTORIT EulOu
+HDEVEVAEN Z0EETiu6 TB0TuOONUOU=UBUO TN
ITTUTOUOETUIU x OUIITTWTO0NUIUOOWT Ty
PUEQRIERY TuEOEABUESEIEOO rUOWITT !
xOUIEOETLOTBU0UTUOTReOTOUOEROOEOOINOMN-u
UOETUE EUTLOIIOUTOUEOX ORI TUEONT EIROON

EEETU00EOEMDO 16501 0UI0:00UUUT Uiy

O100ooom;ma

Issues of Greatest Concern for
Undergraduates

A0ETUTUEEUEITUuxUOYDET Eu K OEUTUYET
(pOOUEEOUITTuEUEVE 3T Tu(OTOUOERO
*O0000W@UTUIROOUNEUTPUITTUOEUT T
QUOETWOTLEOO O T gk OV O fu KAk
10000 TELEAU? TTTEILOTI2TUYDET2uEDEY
+DEVEVANEUL/0EET 60— TEU0ALODTTIOUUITLO I
ITTEOOOTOIMETENU TEDrEEN AU TUI T Tu

0OEEWBUTUROOWPBEVEIAITOUIUOTWTUYDET 2
"0| EUOaOuUED(ZJUBUauEOEwI EU IuOIwEEEIUUuUOulJI m
P TOuPEON T TuMEUEIA IOIETLOXTO1OOUTY
TOUWL OEOa PEGRO TR TOATIOUII TOU
EEETUUL6 TH0TuUOOTuUOETUTUEEUE(T b0t
EpEEIT EWTEWITTaOTTETELOOTTUT OV
OUETUOOEEETUUU TEDEGRAT EWUTUYDE Tux OBV
piOUBOUIEOE T0u00LE TUEENTWIOUPEIETUYDE TOU
pOuOU  UEDOYDUUEN *"TOUTU OV IOWETTEO
OULEOOOUIUIOOWTTULTUTUY Tur OOOKLOOOK
OOUOIITTWIVETOINPEOITENOOTTUNOUI
ONOxTUEROOUTOUIIVE 200 T

3TTui0NO PO TIEOO O 100 PEUIaxDEENOT
OOUEOOOTOIMEOOETUOO TUPEUEUaWTOUUUi

2, AENTTTUIEOEIEVUEDEOEO O x0ENOB N
ITERENOT BVl EVIOIIT TPEVEVAWTEWO&OT TE U
IOETOXTONEITUITEOIED| *UTTTUEE AUl Ky
TOUUURSTTUTROEI2SL( - 420+ ***u0MulKT
TOUWOIUEaUUXEETUOBIEEO < UU0NTUx TEPEN &
1OUWOFIEEOUNE P T00T0000TWEIOOTuUXEETY
UTEMWDU@URTWEOEL P 10000008 = EYDO TuTYTOuEL
UpOTOTUROOUIT OEDOIOx T OEUTOUUIBOUIEL
ETuEs™ 4&$BuT10x{7u

6 T00TuT0TEOUOODEN EEETUUL0OWUTUOUUET U
TEWOEE TUBEVEIALTOUUIOTU0DO x QUIEDICU
UOUETOI0TOU= VU= OUTUOTUTUTEVE TUEEET U0y
0600 Tux TaUPEEPEUEUALU = EE TubUnT YDE TOU0&w
U00u Eu EOBETUOU 1O UOETUTUEEUENTUuEOEY
UTOP U0 TEN T Tu6EVEUAW EUL Eu < 0EE TudUu V0B
O xOUIEGH

1?6 20000 TOTU0WOT T0xu0UTUU2B0EDOITTU
EUxTENOTPEVEVAIUTUYDE TWTENBUBO x OUIEO N
I6uUOETUTUEEUEDTU0IED PEUL TYDETOET Eu
EauiTTuOEUTUYEROOU OEETH ,, OO
0T ImEOC)Oif)UUwOEEIwanUOEIUIUEEUEUIUm
EEOUEUEVANUIE FUEOEWIT 10U R0t TOT Ul

(0T TOxu00TUOP TUTuxOUBIDY 180600 BEO (0w



An Analysis of Qualitative Survey Comments 501

OOTWIVE T Ol UOITUTEN?3TTUEIEVAWUIE F
DUBOEUT EDEOUN T0x TUOEOEWTRUBUY TUAOUETY
EUTESIUOURAT EWTUOUUETWTEIITOUEETY
OEETLOOUTPT100i00OP Ou i ITTuUIVET O
xOxU0EIROOH , EOauxT10x0Tu EOuOOI0OOPU
TOPM 0= IVITTITIOT10ESEIROOTOEEOETY
BT 10WIEIRO TUEWT UTEVETuxUOIT Eli»

20O0EU0a0L EOOITTU UOETUTUEEUENTY
UOEOT Eu0TEN 22000 TuO aukual EVULEN— 0T
HEOTWINEY TiiOUOETTu™ TUEUUT Ti+DEUEVAY
T1Ox00aT 1000 ETuTRIVTOT0au TT0x100ud0u
UTEETOTUOTUTOPUWIOUEEETULENLOIWITTuOX1
xOUI0ORRT U TOETW TP OOE TUTUAREUEUA
xUOYBETUR3TEOO1aOUnY TUanOUE T3 TTUTu
EOOOTOINEUTUUT xUTUTOIERY TuOTIOE a0

TABLE 5 .
University of Notre Dame 2006 LibQUAL+E Survey: Distribution of
Comments by Undergraduate Students
Question Number of
Comments

Adequate hours of service (Local Question 5) 160
Willingness to help users (AS-8) 62
Printed library materials | need for my work (IC-3) 57
A Comfortable and inviting location (LP-3) 35
Print and/or electronic journal collections I require for my work (IC-8) 34
Making information easily accessible for independent use (1C-7) 34
Easy to use access tools that allow me to ynd things on my own (IC-6) 29
Employees who deal with users in a caring fashion (AS-6) 24
Quiet Space for Individual Activities (LP-2) 21
Modern equipment that lets me easily access needed information (IC-5) 20
Community space for group learning and group study (LP-5) 19
Library orientation/instruction sessions (Local Question 1) 18
Timely document delivery/interlibrary loan (Local Question 4) 17
Employees who are consistently courteous (AS-3) 16
The electronic information resources | need (IC-4) 14
Accuracy in catalog, borrowing and overdue records (Local Question 3) 13
Employees who have the knowledge to answer user questions (AS-5) 13
A library web site enabling me to locate information on my own (IC-2) 12
Dependability in handling usersé service problems (AS-9) 10
Library Space that inspires study and learning (LP-1) 8
Making me aware of library resources and services (Local Question 2) 6
A getaway for study, learning, or research (LP-4) 6
Giving users individual attention (AS-2) 5
Readiness to respond to users questions (As-4) 3
Employees who understand the needs of their users (AS-7) 3
Making electronic resources accessible from my home or ofyce (I1C-1) 2
Employees who instill conydence in users (AS-1) 0
Total 641
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TABLE 6 A
University of Notre Dame 2006 LibQUAL+E Survey: Distribution of
Comments by Graduate Students
Questions Number of
Comments

Print and/or electronic journal collections I require for my work (IC-8) 52
Printed library materials | need for my work (1C-3) 31
Willingness to help users (AS-8) 25
Making information easily accessible for independent use (1C-7) 24
Timely document delivery/interlibrary loan (Local Question 4) 24
Adequate hours of service (Local Question 5) 18
Easy to use access tools that allow me to ynd things on my own (IC-6) 17
A Comfortable and inviting location (LP-3) 17
Modern equipment that lets me easily access needed information (IC-5) 14
Accuracy in catalog, borrowing and overdue records (Local Question 3) 12
Employees who deal with users in a caring fashion (AS-6) 12
A library web site enabling me to locate information on my own (IC-2) 11
Employees who have the knowledge to answer user questions (AS-5) 10
The electronic information resources | need (1C-4) 9
Quiet Space for Individual Activities (LP-2) 9
Making electronic resources accessible from my home or ofyce (IC-1) 7
Employees who are consistently courteous (AS-3) 4
Library orientation/instruction sessions (Local Question 1) 3
Making me aware of library resources and services (Local Question 2) 3
Library Space that inspires study and learning (LP-1) 3
Community space for group learning and group study (LP-5) 3
Readiness to respond to users questions (As-4) 2
Employees who understand the needs of their users (AS-7) 2
Dependability in handling usersd service problems (AS-9) 2
Giving users individual attention (AS-2) 1
A getaway for study, learning, or research (LP-4) 0
Employees who instill conydence in users (AS-1) 0
Total 315
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TABLE 7

Comments by Faculty

University of Notre Dame 2006 LibQUAL+E Survey: Distribution of

Questions Number of
Comments

Print and/or electronic journal collections I require for my work (IC-8) 29

Printed library materials | need for my work (1C-3) 26

Timely document delivery/interlibrary loan (Local Question 4) 18

Willingness to help users (AS-8) 16

The electronic information resources | need (1C-4) 11

A library web site enabling me to locate information on my own (IC-2) 10

Employees who have the knowledge to answer user questions (AS-5)

Making information easily accessible for independent use (IC-7)

Modern equipment that lets me easily access needed information (IC-5)

A Comfortable and inviting location (LP-3)

Employees who are consistently courteous (AS-3)

Employees who deal with users in a caring fashion (AS-6)

Adequate hours of service (Local Question 5)

Easy to use access tools that allow me to ynd things on my own (IC-6)

Quiet Space for Individual Activities (LP-2)

Employees who understand the needs of their users (AS-7)

Dependability in handling usersé service problems (AS-9)

Accuracy in catalog, borrowing and overdue records (Local Question 3)

Library orientation/instruction sessions (Local Question 1)

Making electronic resources accessible from my home or ofyce (I1C-1)

Library Space that inspires study and learning (LP-1)

Readiness to respond to users questions (AS-4)

Making me aware of library resources and services (Local Question 2)

Giving users individual attention (AS-2)

A getaway for study, learning, or research (LP-4)

Community space for group learning and group study (LP-5)

Employees who instill conydence in users (AS-1)

oO|loO|O|FR,|EP|INMIMDINDNINDNIMNMWIW|A|([fhlOjlO|O|O ||

Total

177
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TABLE 8
University of Notre Dame 2006 LibQUAL+E Survey: Top Ten Services by
User Group Based on Number of Comments
Question USER GROUP
Undergrads | Graduate | Faculty | Total
Students

Adequate hours of service (Local 160 18 4 182
Question 5)
Print and/or electronic journal collections 34 52 29 115
I require for my work (1C-8)
Printed library materials | need for my 57 31 26 114
work (I1C-3)
Willingness to help users (AS-8) 62 25 16 103
Making information easily accessible for 34 24 7 65
independent use (1C-7)
Timely document delivery/interlibrary loan 17 24 18 59
(Local Question 4)
A Comfortable and inviting location (LP-3) 35 17 6 58
Easy to use access tools that allow me to 29 17 4 50
ynd things on my own (1C-6)
Employees who deal with users in a caring 24 12 5 41
fashion (AS-6)
Modern equipment that lets me easily 20 14 6 40
access needed information (IC-5)
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TABLE 9

University of Notre Dame 2006 LibQUAL+E Survey: Comparison of
Most Important Services Based on Number of Written
Comments vs. fiDesiredo Score Ratings

User Group Most Important Services Most Important Services
(Based on Desired Ratings) (Based on Number of Written
Comments)
Undergraduates | Making electronic resources Adequate hours of service
available from home or ofyce (Local Question)
(Ic-1)
Modern equipment that lets me Willingness to help users (AS-8)
easily access needed information
(IC-5)
Adequate hours of service (Local Printed Library materials | need
question) for my work (IC-3)
A library web site enabling me A comfortable and inviting
to locate information on my own location (LP-3)
(Ic-2)
Print and/or electronic journal Print and/or electronic journal
collections I require for my work collections I require for my work
(Ic-8) (IC-8)
Graduate Print and/or electronic journal Print and/or electronic journal
Students collections I require for my work collections I require for my work
(Ic-8) (IC-8)
A library web site enabling me Printed Library materials | need
to locate information on my own for my work (1C-3)
(Ic-2)
The electronic resources | need Willingness to help users (AS-8)
(Ic-4)
Making electronic resources Making information easily
available from home or ofyce accessible for independent use
(Ic-1) (1c-7)
Easy to use access tools that allow | Timely document delivery/
me to ynd things on my own (IC-6) | interlibrary loan (local question)
Faculty Print and/or electronic journal Print and/or electronic journal

collections I require for my work
(IC-8)

collections I require for my work
(IC-8)

A library web site enabling me
to locate information on my own
(IC-2)

Printed Library materials | need
for my work (IC-3)

Timely document delivery/
interlibrary loan (local question)

Timely document delivery/
interlibrary loan (local question)

The electronic resources | need
(Ic-4)

Willingness to help users (AS-8)

Easy to use access tools that allow
me to ynd things on my own (IC-6)

The electronic resources | need
(1C-4)
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