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Dartmouth CIbQUAL+
2004 2008
Respondents | # of Survey # of Survey
o # of Response S # of Response
by User Group Iwg:::;]ns Responses Rate Invg:trllfns Responses Rate
Undergraduate A 433 A 1152 L5 a0
Graduate A 329 MA 1786 E]] 5.10%
Faculty A, 15l A iGEL] oo 4 b4%
Library Staft A 25 NA 165 %] 28.65%
Staff A 109 MA 300 27 9.00%
Total NA 1076 NA 5319 303 5.70%
Brown LibQUAL+
2005 2008
Respondents
by User Group 11: uf.tS':.WE‘F # of Respons 11: uf_tSmu_wey # of Response
nvitations 1 pesponses e Rate nvitations | pesponses Rate
Sent Sent
Undergraduate 5898 1223 21.00% A, 937 A,
Graduate 1922 515 27 00% A, 453 A,
Faculty 1460 174 12.00% MA 161 A,
Library Staft A 1 A A, 1 A,
Staff A g A A, 23 A,
Total 9280 1926 21.00% NA 1595 NA
Duke LibQUAL~+
2005 2007
Respondents # of Survey # of Survey
A # of Respons L # of Response
by User Group | Invitations Responses | eRate | Mvitations [ p 0o ces Rate
Sent Sent
Undergraduate MA 224 MNA MA 161 MA
Graduate MA, 123 A A, 155 A,
Faculty MA, 164 A A 133 A
Library Staff MA 4 MA MA 7 MA
Staff MA, 34 MA MA 52 MA
Total NA 549 HA NA 92 NA
2007 Dartmouth Undergraduate Survey
ﬁ: uf_tS Lt'.we? # of Response
nvitations Responses Rate
Sent
Undergraduate A 595 A
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Survey (*T’he survey is on one page online.)

Please rate the following statements (1 is lowest, 9 12 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 1in all three columns OR. identify the item as
"N/A" (not applicable). Selecting "N/A" will override all other answers for that ttem.

When it comes to... Perceived
My Minimum My Desired Service
Service Level Is | Service Level Is | Performance Is |N/A

1) [Employees who instill confidencein |' 23456 788(123456788/12345E678 ¢ |Na
USErs

2) Making electronic resources 123466760(12345 6780 123458780 NA
accessible from my home or office

3) Library space that inspires study and | ' 23 ¢80 788 123456786 122458785 |Na
learning

4} Giving users individual attention 12346678001 23456780 122145287820 N8

5) |A library Web site enabling me to 123466 760(12345 6780 123458780 HNA
locate information on my own

6) Employees who are consistently 123466 7680(123465 67688 123458782 HNA
courteous

7) The printed library materials Ineed ' 2945606780 1234567806 12234567882 Na
for my work

8) |Quiet space for individual activities ' 23 ¢50788 123456788 122456785 N

9) Readiness to respond to users' 123466 760(12345 6780 123458780 HNA
questions

10) The electronic information resources ' 224566788 1234506780 123450788 NA
I need

11) Employees who have the knowledge |' 2345678812345 68780 1234567682 Na
to answer user questions

12) A comfortable and inviting location |' 2345678812345 687808/ 123456782 NA

13) Employees who deal withusersina |' 2345067881 234566780 123456782 NA
caring fashion

14) Modern equipment that lets me easily| ' 23456 788123458788/ 123456782 Na
access needed information

15) Employees who understand theneeds |1 23456 788(123456788/123456768 ¢ |Na
of their users

16) Easy-to-use access tools that allow |1 2500788 1234506788 1234567686 NA
me to find things on my own
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Maximum Desired Expectation

Iy

Minimum Desired Expectations

Superiority Gap

Adequacy Gap

[

Control Place

The number that represents the ievel of

Perceived Performance: The number that represents the level of
service that the respondent believes the library currently provides.

Minimum Expectationg: The number that repre

mum  level of service that the respondent would find acceptable.

Superiority Gap: The difference between desired expectations
and perceived performance (desired expectations - perceived per-
formance = superiority gap).

Adequacy Gap: The difference between perceived performance
and minimum expectations (perceived performance - minimum
expectations = adequacy gap)
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