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1 Introduction

1.1 Acknowledgements

This notebook contains information from the 2006 administration of the LibQUAL+™ protocol. The material on the 
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1.2 LibQUAL+ô: a Project from StatsQUALô

I would personally like to say a word about the development of LibQUAL+™ over the last few years and to thank 

the people that have been involved in this effort. LibQUAL+™ would not have been possible without the many 

people who have offered their time and constructive feedback over the years for the cause of improving library 

services. In a sense, LibQUAL+™ has built three kinds of partnerships: one between ARL and Texas A&M 

University, a second one among the participating libraries and their staff, and a third one comprising the thousands 

of users who have provided their valuable survey responses over the years.

LibQUAL+™ was initiated in 2000 as an experimental project for benchmarking perceptions of library service 

quality across 13 ARL Libraries under the leadership of, Fred Heath and Colleen Cook, then both at the Texas 

A&M University libraries. It matured quickly into a standard assessment tool that has been applied at more than 700 

libraries, collecting information on more than half a million library users. Each year since 2003, we have had more 

than 200 libraries conduct LibQUAL+™, more than 100,000 users respond, and annually more than 50,000 users 

provide rich comments about the ways they use their libraries.

There have been numerous advancements over the years. In 2005, libraries were able to conduct LibQUAL+™



LibQUAL+ô 2006 Survey Results  -  University of Scranton Page 5 of 76

The team at ARL and beyond has worked hard to nurture the community that has been built around LibQUAL+™. 

We believe that closer collaboration and sharing of resources will bring libraries nearer to meeting the ever 

changing



Page 6 of 76 LibQUAL+ô 2006 Survey Results  -  University of Scranton

1.3 LibQUAL+ô: Defining and Promoting Library Service Quality

What is LibQUAL+ô?

LibQUAL+™ is a suite of services that libraries use to solicit, track, understand, and act upon users’ opinions of 

service quality. These services are offered to the library community by the Association of Research Libraries 

(ARL). The program’s centerpiece is a rigorously tested Web-based survey bundled with training that helps libraries 

assess and improve library services, change organizational culture, and market the library. The goals of 

LibQUAL+™ are to:

• Foster a culture of excellence in providing library service

• Help libraries better understand user perceptions of library service quality

• Collect and interpret library user feedback systematically over time

• Provide libraries with comparable assessment information from peer institutions

• Identify best practices in library service

• Enhance library staff members’ analytical skills for interpreting and acting on data

As of spring 2006, more than 700 libraries have participated in the LibQUAL+™ survey, including colleges and 

universities, community colleges, health sciences and hospital/medical
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the survey by distributing the URL for your library’s Web form via e-mail. Respondents complete the survey form 

and their answers are sent to a central database. The data are analyzed and presented to you in reports describing 

your users’ desired, perceived, and minimum expectations of service.

What are the origins of the LibQUAL+ô survey?

The LibQUAL+™ survey evolved from a conceptual model based on the SERVQUAL instrument, a popular tool 

for assessing service quality in the private sector. The Texas A&M University Libraries and other libraries used 

modified SERVQUAL instruments for several years; those applications revealed the need for a newly adapted tool 

that would serve the particular requirements of libraries. ARL, representing the largest research libraries in North 

America, partnered with Texas A&M University Libraries to develop, test, and refine LibQUAL+™. This effort 

was supported in part by a three-year grant from the U.S. Department of Education’s Fund for the Improvement of 

Post-Secondary Education (FIPSE).
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1.4 Web Access to Data

Data summaries from the 2006 iteration of the LibQUAL+™ survey will be available to project participants online 

via the LibQUAL+™ survey management site:

<http://www.libqual.org/Manage/Results/index.cfm>
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1.5 Explanation of Charts and Tables

A working knowledge of how to read and derive relevant information from the tables and charts used in your 

LibQUAL+™ results notebook is essential. In addition to the explanatory text below, you can find a self -paced 

tutorial on the project web site at:

<http://www.libqual.org/Information/Tools/index.cfm>

Both the online tutorial and the text below are designed to help you understand your survey results and present and 

explain those results to others at your library.

Radar Charts

Radar charts are commonly used throughout the following pages to display both aggregate results and results from 

individual institutions. Basic information about radar charts is outlined below, and additional descriptive 

information is included throughout this notebook.

What is a radar chart?

Radar charts are useful when you want to look at several different factors all related to one item. Sometimes called 

“spider charts” or “polar charts”, radar charts feature multiple axes or “spokes” along which data can be plotted. 

Variations in the data are shown by distance from the center of the chart. Lines connect the data points for each 

series, forming a spiral around the center.

In the case of the LibQUAL+™ survey results, each axis represents a different survey question. Questions are 

identified by a code at the end of each axis. The three dimensions measured by the survey are grouped together on 

the radar charts, and each dimension is labeled: Affect of Service (AS), Library as Place (LP), and Information 

Control (IC).

Radar charts are used in this notebook to present the item summaries (the results from the 22 core survey questions).

How to read a radar chart

Radar charts are an effective way to graphically show strengths and weaknesses by enabling you to observe 

symmetry or uniformity of data. Points close to the center indicate a low value, while points near the edge indicate a 

high value. When interpreting a radar chart, it is important to check each individual axis as well as the chart’s 

overall shape in order to gain a complete understanding of its meaning. You can see how much data fluctuates by 

observing whether the spiral is smooth or has spikes of variability.

Respondents’ minimum, desired, and perceived levels of service quality are plotted on each axis of your 

LibQUAL+™ radar charts. The resulting “gaps” between the three levels are shaded in blue, yellow, green, and red. 

Generally, a radar graph shaded blue and yellow indicates that users’ perceptions of service fall within the “zone of 

tolerance”; the distance between minimum expectations and perceptions of service quality is shaded in blue, and the 

distance between their desired and perceived levels of service quality is shown in yellow. When users’ perceptions 

fall outside the “zone of tolerance,” the graph will include areas of red and green shading. If the distance between 

users’ minimum expectations and perceptions of service delivery is represented in red, that indicates a negative 

service adequacy gap score. If the distance between the desired level of service and perceptions of service delivery 

is represented in green, that indicates a positive service superiority gap score.
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Means

The mean of a collection of numbers is their arithmetic average, computed by adding them up and dividing by their 

total number.

In this notebook, means are provided for users’ minimum, desired, and perceived levels of service quality for each 

item on the LibQUAL+™ survey. Means are also provided for the general satisfaction and information literacy 

outcomes questions.

Standard Deviation

Standard deviation is a measure of the spread of data around their mean. The standard deviation (SD) depends on 

calculating the average distance of each score from the mean.

In this notebook, standard deviations are provided for every mean presented in the tables.

Service Adequacy

The Service adequacy gap score is calculated by subtracting the minimum score from the perceived score on any 

given question, for each user. Both means and standard deviations are provided for service adequacy gap scores on 

each item of the survey, as well as for each of the three dimensions of library service quality. In general, service 

adequacy is an indicator of the extent to which you are meeting the minimum expectations of your users. A negative 

service adequacy gap score indicates that your users’ perceived level of service quality is below their minimum 

level of service quality and is printed in red.

Service Superiority

The Service superiority gap score is calculated by subtracting the desired score from the perceived score on any 

given question, for each user. Both means and standard deviations are provided for service superiority gap scores on 

each item of the survey, as well as for each of the three dimensions of library service quality. In general, service 

superiority is an indicator of the extent to which you are exceeding the desired expectations of your users. A 

positive service superiority gap score indicates that your users’ perceived level of service quality is above their 

desired level of service quality and is printed in green.

Sections
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However, as happens in any survey, in 2006 some users provided incomplete data, or inconsistent data, or both. In 

compiling the summary data reported here, several criteria were used to determine which respondents to omit from 

these analyses.

1. Complete Data. The Web software that presents the 22 core items monitors whether a given user has 

completed all items. On each of these items, in order to submit the survey successfully, users must provide a rating 

of (a) minimally-acceptable service, (b) desired service, and (c)
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opportunity to ask normative questions such as, "How does a mean 'perceived' score of 6.5 stack up among all 

individual users who completed the survey?", or "How does a mean service-adequacy gap score of -0.5 stack up 

among the gap scores of all institutions participating in the survey?"

If 70 percent of individual users generated "perceived" ratings lower than 6.5, 6.5 might not be so bad. And if 90 

percent of institutions had service-adequacy gap scores lower than -0.5 (e.g., -0.7, -1.1), a mean gap score of -0.5 

might actually be quite good. Users simply may have quite high expectations in this area. They may also 

communicate their dissatisfaction by rating both (a) "perceived" lower and (b) "minimum" higher.

This does not mean that a service-adequacy gap score of -0.5 is necessarily a cause for celebration. But a 

service-adequacy gap score of -0.5 on an item for which 90 percent of institutions have a lower gap score is a 

different gap score than the same -0.5 for a different item in which 90 percent of institutions have a higher 

service-adequacy gap score.

Only norms give us insight into this comparative perspective. And a local user-satisfaction survey (as against a total 

market survey) can never provide this insight.

Common Misconception Regarding Norms. An unfortunate and incorrect misconception is that norms make 

value statements. Norms do not make value statements! Norms make fact statements. If you are a forest ranger, and 

you make $25,000 a year, a norms table might inform you of the fact that you make less money than 85 percent of 

the adults in the United States.

But if you love the outdoors, you do not care very much about money, and you are very service -oriented, this fact 

statement might not be relevant to you. Or, in the context of your values, you might interpret this fact as being quite 

satisfactory.

LibQUAL+ô Norms Tables. Of course, the fact statements made by the LibQUAL+™ norms are only valuable if 

you care about the dimensions being evaluated by the measure. More background on LibQUAL+™ norms is 

provided by Cook and Thompson (2001) and Cook, Heath and B. Thompson (2002). LibQUAL+™ norms for 

earlier years are available on the Web at the following URLs:

<http://www.coe.tamu.edu/~bthompson/libq2005.htm>

<http://www.coe.tamu.edu/~bthompson/libq2004.htm>

Response Rates

At the American Library Association mid-winter meeting in San Antonio in January, 2000, participants were 

cautioned that response rates on the final LibQUAL+™ survey would probably range from 25-33 percent. Higher 

response rates can be realized (a) with shorter surveys that (b) are directly action-oriented (Cook, Heath & R.L. 

Thompson, 2000). For example, a very high response rate could be realized by a library director administering the 

following one-item survey to users:

Instructions. Please tell us what time to close the library every day. In the future we will close at 

whatever time receives the most votes.

Should we close the library at?

(A) 10 p.m. (B) 11 p.m. (C) midnight (D) 2 p.m.
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Lower response rates will be expected for total market surveys measuring general perceptions of users across 

institutions, and when an intentional effort is made to solicit perceptions of both users and non-users. Two 

considerations should govern the evaluation of LibQUAL+™ response rates.

Minimum Response Rates. Response rates are computed by dividing the number of completed surveys at an 

institution by the number of persons asked to complete the survey. However, we do not know the actual response 

rates on LibQUAL+™, because we do not know the correct denominators for these calculations.

For example, given inadequacy in records at schools, we are not sure how many e-mail addresses for users are 

accurate. And we do not know how many messages to invite participation were actually opened. In other words, 

what we know for LibQUAL+™ is the "lower-bound estimate" of response rates.

For example, if 200 out of 800 solicitations result in completed surveys, we know that the response rate is at least 25 

percent. But because we are not sure whether 800 e-mail addresses were correct or that 800 e-mail messages were 

opened, we are not sure that 800 is the correct denominator. The response rate involving only correct e-mail 

addresses might be 35 or 45 percent. We don't know the exact response rate.

Representativeness Versus Response Rate. If 100 percent of the 800 people we randomly selected to complete 

our survey did so, then we can be assured that the results are representative of all users. But if only 25 percent of the 

800 users complete the survey, the representativeness of the results is not assured. Nor is unrepresentativeness 

assured.

Representativeness is actually a matter of degree. And several institutions each with 25 percent response rates may 

have data with different degrees of representativeness.

We can never be sure about how representative our data are as long as not everyone completes the survey. But we 

can at least address this concern by comparing the demographic profiles of survey completers with the population 

(Thompson, 2000). At which university below would one feel more confident that LibQUAL+™ results were 

reasonably representative?

Alpha University

Completers (n=200 / 800) Population (N=16,000)

Gender Gender

Students 53% female Students 51% female

Faculty 45% female Faculty 41% female

Disciplines Disciplines

Liberal Arts 40% Liberal Arts 35%

Science 15% Science 20%

Other 45% Other 45%

Omega University

Completers (n=200 / 800) Population (N=23,000)

Gender Gender

Students 35% female Students 59% female

Faculty 65% female Faculty 43% female

Disciplines Disciplines

Liberal Arts 40% Liberal Arts 15%

Science 20% Science 35%

Other 40% Other 50%
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The persuasiveness of such analyses is greater as the number of variables used in the comparisons is greater. The 

LibQUAL+™ software has been expanded to automate these comparisons and to output side-by-side graphs and 

tables comparing sample and population profiles for given institutions. Show these to people who question result 

representativeness.

However, one caution is in order regarding percentages. When total n is small for an institution, or within a 

particular subgroup, huge changes in percentages can result from very small shifts in numbers.

LibQUAL+ô Interactive Statistics

In addition to the institution and group notebooks and the norms, LibQUAL+™ has also provided an interactive 

environment for data analysis where institutions can mine institutional data for peer comparisons in 2003 and 2004. 

The LibQUAL+™ Interactive Statistics for these years includes graphing capabilities for all LibQUAL+™ scores 

(total and dimension scores) for each individual institution or groups of institutions. Graphs may be generated in 

either
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2005. The Academy is one more resource for library staff who would like to develop enhanced service-quality 

assessment skills.

For more information, about LibQUAL+™ or the Association of Research Libraries’ Statistics and Measurement 

program, see:

<http://www.libqual.org/>

<http://www.statsqual.org/>

<http://www.arl.org/stats/>
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2 Demographic Summary for University of Scranton

2.1 Respondents by User Group

User Group

Respondent

n

Respondent

%

Undergraduate

 62 19.02%First year

 46 14.11%Second year

 60 18.40%Third year

 61 18.71%Fourth year

 1 0.31%Fifth year and above

 1 0.31%Non-degree

Sub Total: 70.86% 231

Graduate

 43 13.19%Masters

 2 0.61%Doctoral

 2 0.61%Non-degree or Undecided

Sub Total: 14.42% 47

Faculty

 0 0.00%Adjunct Faculty

 19 5.83%Assistant Professor

 13 3.99%Associate Professor

 2 0.61%Lecturer

 13 3.99%Professor

 1 0.31%Other Academic Status

Sub Total: 14.72% 48

Library Staff

 0 0.00%Administrator

 0 0.00%Manager, Head of Unit

 0 0.00%Public Services

 0 0.00%Systems

 0 0.00%Technical Services

 0 0.00%Other

Sub Total: 0.00% 0

Staff

 0 0.00%Research Staff

 0 0.00%Other staff positions

Sub Total: 0.00% 0

Total:  326 100.00%
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Respondents

nUser Sub-Group

Respondents

%

Population

N

Population

% %N - %n
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The chart and table below show a breakdown of survey respondents by discipline, based on user responses to the 
demographic questions and the demographic data provided by institutions in the online Representativeness section*.

This section shows survey respondents broken down based on the LibQUAL+™ standard discipline categories. The 
chart maps percentage of respondents for each discipline in red. Population percentages for each discipline are mapped 
in blue. The table shows the number and percentage for each discipline, for the general population (N) and for survey 
respondents (n).

*Note: Participating institutions were not required to complete the Representativeness section. When population data is 
missing or incomplete, it is because this data was not provided.

2.3 Population and Respondents by Standard Discipline
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Respondents

nDiscipline

Respondents

%

Population

N

Population

% %N - %n

Agriculture / Environmental Studies  0 0.00% 0 0.00% 0.00%

Architecture  0 0.00% 0 0.00% 0.00%

Business  50 15.38% 940 18.38% 3.00%

Communications / Journalism  11 3.38% 272 5.32% 1.94%

Education  34 10.46% 854 16.70% 6.24%

Engineering / Computer Science  21 6.46% 185 3.62% -2.84%

General Studies  1 0.31% 158 3.09% 2.78%

Health Sciences  82 25.23% 1,144 22.37% -2.86%

Humanities  51 15.69% 602 11.77% -3.92%

Law  0 0.00% 0 0.00% 0.00%

Military / Naval Science  0 0.00% 0 0.00% 0.00%

Other  0 0.00% 0 0.00% 0.00%

Performing & Fine Arts  0 0.00% 6 0.12% 0.12%

Science / Math  51 15.69% 517 10.11% -5.58%

Social Sciences / Psychology  12 3.69% 384 7.51% 3.82%

Undecided  12 3.69% 51 1.00% -2.69%

Total: 100.00% 5,113  325 100.00% 0.00%

Language:

Institution Type:

Consortium:

User Group:

American English

College or University

Association of Jesuit Colleges and Universities - Academic 

LibrariesAll (Excluding Library Staff, Staff)

Language:

Institution Type:

Consortium:

User Group:

American English

College or University

Association of Jesuit Colleges and Universities - Academic 

LibrariesAll (Excluding Library Staff, Staff)



LibQUAL+ô 2006 Survey Results  -  University of Scranton Page 25 of 76

2.4 Population and Respondents by Customized Discipline

The chart and table below show a breakdown of survey respondents by discipline, based on user responses to the 
demographic questions and the demographic data provided by institutions in the online Representativeness section*.

This



Page 26 of 76 LibQUAL+ô 2006 Survey Results  -  University of Scranton

Respondents

nDiscipline

Respondents

%

Population

N

Population

% %N - %n

Biology/Chemistry/Environ Science  51 15.69% 517 10.11% -5.58%

Communications / Journalism  11 3.38% 272 5.32% 1.94%

Counseling/HS/HAHR  29 8.92% 435 8.51% -0.42%

Education  34 10.46% 854 16.70% 6.24%

English/Foreign Languages  13 4.00% 158 3.09% -0.91%

General Studies  1 0.31% 158 3.09% 2.78%

History/Political Science  26 8.00% 353 6.90% -1.10%

Nursing/OT/PT  53 16.31% 709 13.87% -2.44%

Performing & Fine Arts  0 0.00% 6 0.12% 0.12%

Philosophy/Theology/RS  12 3.69% 91 1.78% -1.91%

Physics/EE/Computing Science/Math  21 6.46% 185 3.62% -2.84%

Psychology  5 1.54% 213 4.17% 2.63%

School of Management  50 15.38% 940 18.38% 3.00%

Sociology/Criminal Justice/Gerontology  7 2.15% 171 3.34% 1.19%

Undecided  12 3.69% 51 1.00% -2.69%

Total: 100.00% 5,113  325 100.00% 0.00%
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2.5 Respondent Profile by Age

This table shows a breakdown of survey respondents by age; both the number of respondents (n) and the percentage of 
the total number of respondents represented by each age group are displayed.

Age

Respondents

%

Respondents

n

Under 18  1 0.31%

18 - 22  209 64.11%

23 - 30  40 12.27%

31 - 45  36 11.04%

46 - 65  38 11.66%

Over 65  2 0.61%

Total: 100.00% 326

2.6 Population and Respondent Profiles by Sex

The table below shows a breakdown of survey respondents by sex, based on user responses to the demographic 
questions and the demographic data provided by institutions in the online Representativeness section*. The number and 
percentage for each sex are given for the general population and for survey respondents.

*Note: Participating institutions were not required to complete the Representativeness section. When population data is 
missing or incomplete, it is because this data was not provided.

Sex

Respondents

%

Respondents

n

Population

N

Population

%

Male  133 40.80%42.21% 2,155

Female  193 59.20%57.79% 2,950

Total: 100.00% 326100.00% 5,105

Language:

Institution Type:

Consortium:

User Group:

American English

College or University

Association of Jesuit Colleges and Universities - Academic 

LibrariesAll (Excluding Library Staff)

Language:

Institution Type:

Consortium:

User Group:

American English

College or University

Association of Jesuit Colleges and Universities - Academic 

LibrariesAll (Excluding Library Staff)
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This radar chart shows aggregate results for the core survey questions. Each axis represents one question. A code to 
identify each question is displayed at the outer point of each axis. While questions for each dimension of library service 
quality are scattered randomly throughout the survey, on this chart they are grouped into sections: Affect of Service , 
Library as Place, and Information Control.

On each axis, respondents' minimum, desired, and perceived levels of service quality are plotted, and the resulting 
"gaps" between the three levels (representing service adequacy or service superiority) are shaded in blue, 
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Adequacy

SD

Perceived

SD

Desired

SDQuestion TextID

Minimum

SD n

Superiority

SD

Affect of Service

Employees who instill confidence in usersAS-1  311 1.79  1.67 1.63 1.55 1.46

Giving users individual attentionAS-2  316 1.92  1.49 1.62 1.56 1.52

Employees who are consistently courteousAS-3  323 1.69  1.29 1.55 1.42 1.29
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On the chart below, scores for each dimension of library service quality have been plotted graphically. The exterior bars 
represent the range of minimum to desired mean scores for each dimension. The interior bars represent the range of 
minimum to perceived mean scores (the service adequacy gap) for each dimension of library service quality.

3.2 Core Question Dimensions Summary
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The
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This table displays the mean score and standard deviation for each of the general satisfaction questions: Satisfaction 
with Treatment, Satisfaction with Support, and Satisfaction with Overall Quality of Service, where n is the number of 
respondents for each particular question. These scores are calculated from responses to the general satisfaction questions 
on the LibQUAL+™ survey, in which respondents rated their levels of general satisfaction on a scale from 1-9.

3.4 General Satisfaction Questions Summary

MeanSatisfaction Question nSD

In general, I am satisfied with the way in which I am treated at the library.  7.81  326 1.40

In general, I am satisfied with library support for my learning, research, and/or 

teaching needs.

 7.49  326 1.49

How would you rate the overall quality of the service provided by the library?  7.64  326 1.29

This table displays the mean score and standard deviation for each of the information literacy outcomes questions, where 
n is the number of respondents for each particular question. These scores are calculated from responses to the 
information literacy outcomes questions on the LibQUAL+™ survey, in which respondents rated their levels of general 
satisfaction on a scale from 1-9 with 1 being "strongly disagree" and 9 representing "strongly agree". 

3.5 Information Literacy Outcomes Questions Summary

MeanInformation Literacy Outcomes Questions nSD

The library helps me stay abreast of developments in my field(s) of interest.  6.52  326 1.74

The library aids my advancement in my academic discipline.  7.08  326 1.61

The library enables me to be more efficient in my academic pursuits.  7.33  326 1.58

The library helps me distinguish between trustworthy and untrustworthy 

information.

 6.53  326 1.90

The library provides me with the information skills I need in my work or study.  6.89  326 1.68

Language:

Institution Type:

Consortium:

User Group:

American English

College or University

Association of Jesuit Colleges and Universities - Academic 

LibrariesAll (Excluding Library Staff)

Language:

Institution Type:

Consortium:

User Group:

American English

College or University

Association of Jesuit Colleges and Universities - Academic 

LibrariesAll (Excluding Library Staff)
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This chart shows a graphic representation of library use (both on the premises and electronically), as well as use of 
non-library information gateways such as Yahoo™ and Google™. Bars represent the frequency with which respondents 
report using these resources: Daily, Weekly, Monthly, Quarterly, or Never. The table below the chart displays the 
number and percentage of respondents who selected each option.

3.6 Library Use Summary
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4 Undergraduate Summary

4.1 Demographic Summary for Undergraduate

4.1.1 Population and Respondent Profiles for Undergraduate by Standard Discipline

The chart and table below show a breakdown of survey respondents by discipline, based on user responses to the 
demographic questions and the demographic data provided by institutions in the online Representativeness section.

This section shows survey respondents broken down based on the LibQUAL+™ standard discipline categories. The 
chart maps percentage of respondents for each discipline in red. Population percentages for each discipline are mapped 
in blue. The table shows the number and percentage for each discipline, for the general population (N) and for survey 
respondents (n).
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Respondents

nDiscipline

Respondents

%

Population

N

Population

% %N - %n

Agriculture / Environmental Studies  0 0.00% 0 0.00% 0.00%

Architecture  0 0.00% 0 0.00% 0.00%

Business  38 16.45% 802 20.53% 4.08%

Communications / Journalism  11 4.76% 264 6.76% 2.00%

Education  26 11.26% 431 11.03% -0.22%

Engineering / Computer Science  15 6.49% 153 3.92% -2.58%

General Studies  1 0.43% 158 4.04% 3.61%

Health Sciences  48 20.78% 721 18.45% -2.33%

Humanities  33 14.29% 499 12.77% -1.51%

Law  0 0.00% 0 0.00% 0.00%

Military / Naval Science  0 0.00% 0 0.00% 0.00%

Other  0 0.00% 0 0.00% 0.00%

Performing & Fine Arts  0 0.00% 6 0.15% 0.15%

Science / Math  43 18.61% 456 11.67% -6.94%

Social Sciences / Psychology  11 4.76% 366 9.37% 4.61%

Undecided  5 2.16% 51 1.31% -0.86%

Total: 100.00% 3,907  231 100.00% 0.00%

Language:

Institution Type:

Consortium:

User Group:

American English

College or University

Association of Jesuit Colleges and Universities - Academic 

LibrariesUndergraduate

Language:

Institution Type:

Consortium:

User Group:

American English

College or University

Association of Jesuit Colleges and Universities - Academic 

LibrariesUndergraduate
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4.1.2 Population and Respondent Profiles for Undergraduate by Customized Discipline

The chart and table below show a breakdown of survey respondents by discipline, based on user responses to the 
demographic questions and the demographic data provided by institutions in the online Representativeness section.

This section shows survey respondents broken down based on the customized discipline categories supplied by the 
participating library. The chart maps percentage of respondents for each discipline in red. Population percentages for 
each discipline are mapped in blue. The table shows the number and percentage for each discipline, for the general 
population (N) and for survey respondents (n).

0 4 8 12 16 20 24

Biology/Chemistry/Environ Science

Communications / Journalism

Counseling/HS/HAHR

Education

English/Foreign Languages

General Studies

History/Political Science

Nursing/OT/PT

Performing & Fine Arts

Philosophy/Theology/RS

Physics/EE/Computing Science/Math

Psychology



LibQUAL+ô 2006 Survey Results  -  University of Scranton Page 39 of 76

Respondents

nDiscipline

Respondents

%

Population

N

Population

% %N - %n

Biology/Chemistry/Environ Science  43 18.61% 456 11.67% -6.94%

Communications / Journalism  11 4.76% 264 6.76% 2.00%

Counseling/HS/HAHR  13 5.63% 156 3.99% -1.63%

Education  26 11.26% 431 11.03% -0.22%

English/Foreign Languages  9 3.90% 132 3.38% -0.52%

General Studies  1 0.43% 158 4.04% 3.61%

History/Political Science  19 8.23% 319 8.16% -0.06%

Nursing/OT/PT  35 15.15% 565 14.46% -0.69%

Performing & Fine Arts  0 0.00% 6 0.15% 0.15%

Philosophy/Theology/RS  5 2.16% 48 1.23% -0.94%

Physics/EE/Computing Science/Math  15 6.49% 153 3.92% -2.58%

Psychology  4 1.73% 203 5.20% 3.46%

School of Management  38 16.45% 802 20.53% 4.08%

Sociology/Criminal Justice/Gerontology  7 3.03% 163 4.17% 1.14%

Undecided  5 2.16% 51 1.31% -0.86%

Total: 100.00% 3,907  231 100.00% 0.00%

Language:

Institution Type:

Consortium:

User Group:

American English

College or University

Association of Jesuit Colleges and Universities - Academic 

LibrariesUndergraduate

Language:

Institution Type:

Consortium:

User Group:

American English

College or University

Association of Jesuit Colleges and Universities - Academic 

LibrariesUndergraduate
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4.1.3 Respondent Profile for Undergraduate by Age

This table shows a breakdown of survey respondents by age; both the number of respondents (n) and the 
percentage of the total number of respondents represented by each age group are displayed.

Respondents

%

Respondents

nAge

Under 18  1 0.43%

18 - 22  203 87.88%

23 - 30  13 5.63%

31 - 45  10 4.33%

46 - 65  3 1.30%

Over 65  1 0.43%

Total: 100.00% 231

4.1.4 Population and Respondent Profiles for Undergraduate by Sex

The table below shows a breakdown of survey respondents by sex, based on user responses to the demographic 
questions and the demographic data provided by institutions in the online Representativeness section*. The number 
and percentage for each sex are given for the general population and for survey respondents.

*Note: Participating institutions were not required to complete the Representativeness section. When population 
data is missing or incomplete, it is because this data was not provided.

Respondents

%

Respondents

n

Population

%

Population

NSex

Male  93 40.26%42.48% 1,735

Female  138 59.74%57.52% 2,349

Total: 100.00% 231 4,084 100.00%

Language:

Institution Type:

Consortium:

User Group:

American English

College or University

Association of Jesuit Colleges and Universities - Academic 

LibrariesUndergraduate

Language:

Institution Type:

Consortium:

User Group:

American English

College or University

Association of Jesuit Colleges and Universities - Academic 

LibrariesUndergraduate
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4.2 Core Questions Summary for Undergraduate

This radar chart shows aggregate results for the core survey questions. Each axis represents one question. A code to 
identify each question is displayed at the outer point of each axis. While questions for each dimension of library service 
quality are scattered randomly throughout the survey, on this chart they are grouped into sections: Affect of Service , 
Library as Place, and Information Control.

On each axis, respondents' minimum, desired, and perceived levels of service quality are plotted, and the resulting 
"gaps" between the three levels (representing service adequacy or service superiority) are shaded in blue, yellow, green, 
and red.

The two following tables show mean scores and standard deviations for each question, where n is the number of 
respondents for each particular question. (For a more detailed explanation of the headings, see the Introduction to this 
notebook.)
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Adequacy

Mean

Perceived

Mean

Desired

MeanQuestion TextID

Minimum

Mean n

Superiority

Mean

Affect of Service

Employees who instill confidence in users  5.77  7.41  7.00  1.22AS-1  221-0.41

Giving users individual attention  6.07  7.29  7.02  0.95AS-2  225-0.27

Employees who are consistently courteous  6.90  7.91  7.72  0.82AS-3  229-0.19

Readiness to respond to users' questions  6.86  7.80  7.66  0.80AS-4  224-0.15

Employees who have the knowledge to answer 

user questions

 6.94  7.96  7.72  0.77AS-5  225-0.25

Employees who deal with users in a caring 

fashion

 6.78  7.93  7.76  0.98AS-6  228-0.17

Employees who understand the needs of their 

users

 6.81  7.83  7.64  0.83AS-7  227-0.19

Willingness to help users  6.80  7.85  7.71  0.91AS-8  226-0.14

Dependability in handling users' service problems  6.67  7.86  7.43  0.76AS-9  206-0.43

Information Control

Making electronic resources accessible from my 

home or office

 6.65  8.07  7.23  0.58IC-1  230-0.84
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Adequacy

SD

Perceived

SD

Desired

SDQuestion TextID

Minimum

SD n

Superiority

SD

Affect of Service

Employees who instill confidence in usersAS-1  221 1.73  1.67 1.65 1.49 1.47

Giving users individual attentionAS-2  225 1.91  1.50 1.71 1.52 1.52

Employees who are consistently courteousAS-3  229 1.72  1.40 1.65 1.50 1.33

Readiness to respond to users' questionsAS-4  224 1.61  1.20 1.56 1.32 1.35

Employees who have the knowledge to answer 

user questions

AS-5  225 1.66  1.34 1.59 1.39 1.32

Employees who deal with users in a caring 

fashion

AS-6  228 1.77  1.21 1.52 1.26 1.25

Employees who understand the needs of their 

users

AS-7  227 1.70  1.24 1.48 1.25 1.29

Willingness to help usersAS-8  226 1.74  1.21 1.49 1.32 1.36

Dependability in handling users' service problemsAS-9  206 1.81  1.44 1.43 1.39 1.34

Information Control

Making electronic resources accessible from my 

home or office

IC-1  230 1.79  1.91 1.98 1.66 1.23

A library Web site enabling me to locate 

information on my own

IC-2  229 1.76  1.68 1.72 1.52 1.26

The printed library materials I need for my workIC-3  227 1.70  1.49 1.60 1.51 1.23

The electronic information resources I needIC-4  230 1.66  1.31 1.66 1.32 1.22

Modern equipment that lets me easily access 

needed information

IC-5  231 1.69  1.28 1.50 1.32 1.31

Easy-to-use access tools that allow me to find 

things on my own

IC-6  229 1.69  1.28 1.55 1.32 1.28

Making information easily accessible for 

independent use

IC-7  226 1.68  1.38 1.61 1.30 1.28

Print and/or electronic journal collections I 

require for my work

IC-8  219 1.68  1.42 1.72 1.30 1.20

Library as Place

Library space that inspires study and learningLP-1  230 1.70  1.89 1.86 1.72 1.42

Quiet space for individual activitiesLP-2  229 1.86  1.75 2.06 1.60 1.36

A comfortable and inviting locationLP-3  231 1.68  1.29 1.73 1.31 1.23

A getaway for study, learning, or researchLP-4  228 1.81  1.46 1.70 1.39 1.38

Community space for group learning and group 

study

LP-5  220 1.82  1.82 2.14 1.68 1.45

 231Overall:  1.38  0.94 1.20 1.02 0.95

Language:

Institution Type:

Consortium:

User Group:

American English

College or University

Association of Jesuit Colleges and Universities - Academic 

LibrariesUndergraduate

Language:

Institution Type:

Consortium:

User Group:

American English

College or University

Association of Jesuit Colleges and Universities - Academic 

LibrariesUndergraduate
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4.3 Core Question Dimensions Summary for Undergraduate

On the chart below, scores for each dimension of library service quality have been plotted graphically. The exterior bars 
represent the range of minimum to desired mean scores for each dimension. The interior bars represent the range of 
minimum to perceived mean scores (the service adequacy gap) for each dimension of library service quality.
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The following table displays mean scores for each dimension of library service quality measured by the LibQUAL+™ 
survey, where n is the number of respondents for each particular dimension. (For a more detailed explanation of the 
headings, see the Introduction to this notebook.) A complete listing of the survey questions and their dimensions can be 
found in Appendix A.

Adequacy

Mean

Perceived

Mean

Desired

MeanDimension

Minimum

Mean n

Superiority

Mean

Affect of Service  6.63  7.76  7.52  0.89  231-0.24

Information Control  6.83  7.97  7.47  0.64  231-0.50

Library as Place  6.77  7.94  7.43  0.66  231-0.51

 6.73  7.88  7.48  0.74  231-0.40Overall:

Adequacy

SD

Perceived

SD

Desired

SDDimension

Minimum

SD n

Superiority

SD

Affect of Service  231 1.44  0.99 1.22 1.10 1.06

Information Control  231 1.42  1.04 1.27 1.08 0.98

Library as Place  231 1.45  1.24 1.51 1.24 1.04

The following table displays standard deviation for each dimension of library service quality measured by the 
LibQUAL+™ survey, where n is the number of respondents for each particular dimension. (For a more detailed 
explanation of the headings, see the Introduction to this notebook.) A complete listing of the survey questions and their 
dimensions can be found in Appendix A.

 231Overall:  1.38  0.94 1.20 1.02 0.95
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4.4 Local Questions Summary for Undergraduate

Adequacy

Mean

Perceived

Mean

Desired

MeanQuestion Text

Minimum

Mean n

Superiority

Mean

The library staff reflects and promotes the Jesuit ideals 

of social justice and respect for all persons

 5.96  7.10  7.13  1.16  213 0.03

The library collection provides information resources 

reflecting diverse points of view

 6.40  7.52  7.29  0.89  217-0.23

The library program teaches me how to access, 

evaluate, and use information

 6.40  7.53  7.29  0.90  222-0.23

The 24 by 7 live chat service provides information 

assistance when and where I need it

 6.00  7.10  6.99  0.99  171-0.11

The library provides access to archival materials 

(documents, manuscripts, and photographs)

 6.31  7.67  7.38  1.07  203-0.28

This table shows mean scores for each of the local questions added by the individual library or consortium, where n is 
the number of respondents for each particular question. (For a more detailed explanation of the headings, see the 
Introduction to this notebook.)

Adequacy

SD

Perceived

SD

Desired

SDQuestion Text

Minimum

SD n

Superiority

SD

The library staff reflects and promotes the Jesuit ideals 

of social justice and respect for all persons

 213 2.03  1.68 1.68 1.57 1.83

The library collection provides information resources 

reflecting diverse points of view

 217 1.76  1.40 1.64 1.37 1.47

The library program teaches me how to access, 

evaluate, and use information

 222 1.79  1.54 1.68 1.60 1.49

The 24 by 7 live chat service provides information 

assistance when and where I need it

 171 2.17  2.00 1.91 1.84 1.87

The library provides access to archival materials 

(documents, manuscripts, and photographs)

 203 1.88  1.38 1.66 1.26 1.34

This table displays standard deviations for each of the local questions added by the individual library or consortium , 
where n is the number of respondents for each particular question. (For a more detailed explanation of the headings, see 
the Introduction to this notebook.)
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4.5 General Satisfaction Questions Summary for Undergraduate

MeanSatisfaction Question nSD

In general, I am satisfied with the way in which I am treated at the library.  7.82  231 1.34

In general, I am satisfied with library support for my learning, research, and/or 

teaching needs.

 7.57  231 1.31

How would you rate the overall quality of the service provided by the library?  7.68  231 1.16

This table displays the mean score and standard deviation for each of the general satisfaction questions: Satisfaction 
with Treatment, Satisfaction with Support, and Satisfaction with Overall Quality of Service, where n is the number of 
respondents
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4.7 Library Use Summary for Undergraduate

This chart shows a graphic representation of library use (both on the premises and electronically), as well as use of 
non-library information gateways such as Yahoo™ and Google™. Bars represent the frequency with which respondents 
report using these resources: Daily, Weekly, Monthly, Quarterly, or Never. The table below the chart displays the 
number and percentage of respondents who selected each option.
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5 Graduate Summary

5.1 Demographic Summary for Graduate

5.1.1 Population and Respondent Profiles for Graduate by Standard Discipline

The chart and table below show a breakdown of survey respondents by discipline, based on user responses to the 



Page 50 of 76 LibQUAL+ô 2006 Survey Results  -  University of Scranton

Respondents

nDiscipline

Respondents

%

Population

N

Population

% %N - %n

Agriculture / Environmental Studies  0 0.00% 0 0.00% 0.00%

Architecture  0 0.00% 0 0.00% 0.00%

Business  10 21.28% 105 10.81% -10.46%

Communications / Journalism  0 0.00% 0 0.00% 0.00%

Education  4 8.51% 406 41.81% 33.30%

Engineering / Computer Science  2 4.26% 16 1.65% -2.61%

General Studies  0 0.00% 0 0.00% 0.00%

Health Sciences  21 44.68% 381 39.24% -5.44%

Humanities  2 4.26% 35 3.60% -0.65%

Law  0 0.00% 0 0.00% 0.00%

Military / Naval Science  0 0.00% 0 0.00% 0.00%

Other  0 0.00% 0 0.00% 0.00%

Performing & Fine Arts  0 0.00% 0 0.00% 0.00%

Science / Math  4 8.51% 28 2.88% -5.63%

Social Sciences / Psychology  0 0.00% 0 0.00% 0.00%

Undecided  4 8.51% 0 0.00% -8.51%

Total: 100.00% 971  47 100.00% 0.00%

Language:

Institution Type:

Consortium:

User Group:

American English

College or University

Association of Jesuit Colleges and Universities - Academic 

LibrariesGraduate

Language:

Institution Type:

Consortium:

User Group:

American English

College or University

Association of Jesuit Colleges and Universities - Academic 

LibrariesGraduate



LibQUAL+ô 2006 Survey Results  -  University of Scranton Page 51 of 76

5.1.2 Population and Respondent Profiles for Graduate by Customized Discipline

The chart and table below show a breakdown of survey respondents by discipline, based on user responses to the 
demographic questions and the demographic data provided by institutions in the online Representativeness section.

This section shows survey respondents broken down based on the customized discipline categories supplied by the 
participating library. The chart maps percentage of respondents for each discipline in red. Population percentages for 
each discipline are mapped in blue. The table shows the number and percentage for each discipline, for the general 
population (N) and for survey respondents (n).
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Respondents

nDiscipline

Respondents

%

Population

N

Population

% %N - %n

Biology/Chemistry/Environ Science  4 8.51% 28 2.88% -5.63%

Communications / Journalism  0 0.00% 0 0.00% 0.00%

Counseling/HS/HAHR  12 25.53% 264 27.19% 1.66%

Education  4 8.51% 406 41.81% 33.30%

English/Foreign Languages  0 0.00% 2 0.21% 0.21%

General Studies  0 0.00% 0 0.00% 0.00%

History/Political Science  0 0.00% 18 1.85% 1.85%

Nursing/OT/PT  9 19.15% 117 12.05% -7.10%

Performing & Fine Arts  0 0.00% 0 0.00% 0.00%

Philosophy/Theology/RS  2 4.26% 15 1.54% -2.71%

Physics/EE/Computing Science/Math  2 4.26% 16 1.65% -2.61%

Psychology  0 0.00% 0 0.00% 0.00%

School of Management  10 21.28% 105 10.81% -10.46%

Sociology/Criminal Justice/Gerontology  0 0.00% 0 0.00% 0.00%

Undecided  4 8.51% 0 0.00% -8.51%

Total: 100.00% 971  47 100.00% 0.00%

Language:

Institution Type:

Consortium:

User Group:

American English

College or University

Association of Jesuit Colleges and Universities - Academic 

LibrariesGraduate

Language:

Institution Type:

Consortium:

User Group:

American English

College or University

Association of Jesuit Colleges and Universities - Academic 

LibrariesGraduate
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5.1.3 Respondent Profile for Graduate by Age
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5.2 Core Questions Summary for Graduate

This radar chart shows aggregate results for the core survey questions. Each axis represents one question. A code to 
identify each question is displayed at the outer point of each axis. While questions for each dimension of library service 
quality are scattered randomly throughout the survey, on this chart they are grouped into sections: Affect of Service , 
Library as Place, and Information Control.

On each axis, respondents' minimum, desired, and perceived levels of service quality are plotted, and the resulting 
"gaps" between the three levels (representing service adequacy or service superiority) are shaded in blue, yellow, green, 
and red.

The two following tables show mean scores and standard deviations for each question, where n is the number of 
respondents for each particular question. (For a more detailed explanation of the headings, see the Introduction to this 
notebook.)
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Adequacy

Mean

Perceived

Mean

Desired

MeanQuestion TextID

Minimum

Mean n

Superiority

Mean

Affect of Service

Employees who instill confidence in users  5.79  7.35  6.98  1.19AS-1  43-0.37

Giving users individual attention  6.45  7.57  7.09  0.64AS-2  44-0.48

Employees who are consistently courteous  6.89  8.00  7.64  0.74AS-3  47-0.36

Readiness to respond to users' questions  6.84  7.91  7.64  0.80AS-4  45-0.27

Employees who have the knowledge to answer 

user questions

 7.07  8.15  7.72  0.65AS-5  46-0.43

Employees who deal with users in a caring 

fashion

 6.87  7.94  7.74  0.87AS-6  47-0.19

Employees who understand the needs of their 

users

 6.74  7.91  7.54  0.80AS-7  46-0.37

Willingness to help users  6.94  7.91  7.62  0.68AS-8  47-0.30

Dependability in handling users' service problems  6.70  7.65  7.44  0.74AS-9  43-0.21

Information Control

Making electronic resources accessible from my 

home or office

 7.04  8.36  7.09  0.04IC-1  47-1.28

A library Web site enabling me to locate 

information on my own

 6.94  8.13  7.28  0.34IC-2  47-0.85

The printed library materials I need for my work  7.26  8.30  7.30  0.05IC-3  43-1.00

The electronic information resources I need  6.77  8.17  7.13  0.36IC-4  47-1.04

Modern equipment that lets me easily access 

needed information

 7.00  8.09  7.53  0.53IC-5  45-0.56

Easy-to-use access tools that allow me to find 

things on my own

 7.02  8.13  7.28  0.26IC-6  47-0.85

Making information easily accessible for 

independent use

 6.89  8.11  7.47  0.57IC-7  47-0.64

Print and/or electronic journal collections I 

require for my work

 7.24  8.28  7.35  0.11IC-8  46-0.93

Library as Place

Library space that inspires study and learning  6.77  8.43  7.34  0.57LP-1  44-1.09

Quiet space for individual activities  7.09  8.11  7.20  0.11LP-2  44-0.91

A comfortable and inviting location  6.82  8.09  7.62  0.80LP-3  45-0.47

A getaway for study, learning, or research  7.12  8.17  7.45  0.33LP-4  42-0.71

Community space for group learning and group 

study

 6.53  7.77  7.23  0.70LP-5  43-0.53

 6.85  8.01  7.38  0.53  47-0.62
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Adequacy

SD

Perceived

SD

Desired

SDQuestion TextID

Minimum

SD n

Superiority

SD

Affect of Service

Employees who instill confidence in usersAS-1  43 2.13  1.46 1.42 1.65 1.54

Giving users individual attentionAS-2  44 2.14  1.65 1.28 1.78 1.56

Employees who are consistently courteousAS-3  47 1.78  0.92 1.22 1.29 1.29

Readiness to respond to users' questionsAS-4  45 1.77  1.37 1.20 1.37 1.47

Employees who have the knowledge to answer 

user questions

AS-5  46 1.85  0.86 1.16 1.26 1.19

Employees who deal with users in a caring 

fashion

AS-6  47 1.74  1.12 1.26 1.33 1.39

Employees who understand the needs of their 

users

AS-7  46 1.83  1.31 1.39 1.43 1.47

Willingness to help usersAS-8  47 1.83  1.04 1.11 1.45 1.30

Dependability in handling users' service problemsAS-9  43 2.03  1.08 1.24 1.52 1.57

Information Control

Making electronic resources accessible from my 

home or office

IC-1  47 1.90  1.99 2.07 2.15 0.94

A library Web site enabling me to locate 

information on my own

IC-2  47 1.67  1.43 1.49 1.57 1.35

The printed library materials I need for my workIC-3  43 1.47  1.40 1.46 1.60 1.04

The electronic information resources I needIC-4  47 1.90  1.63 1.70 1.76 1.32

Modern equipment that lets me easily access 

needed information

IC-5  45 1.71  1.41 1.42 1.31 1.12

Easy-to-use access tools that allow me to find 

things on my own

IC-6  47 1.45  1.27 1.34 1.42 1.15

Making information easily accessible for 

independent use

IC-7  47 1.63  1.33 1.26 1.36 1.11

Print and/or electronic journal collections I 

require for my work

IC-8  46 1.52  1.83 1.58 1.84 1.13

Library as Place

Library space that inspires study and learningLP-1  44 1.75  1.60 1.92 1.54 0.85

Quiet space for individual activitiesLP-2  44 1.72  1.74 1.79 1.68 1.17

A comfortable and inviting locationLP-3  45 1.67  1.27 1.42 1.40 1.18

A getaway for study, learning, or researchLP-4  42 1.76  1.80 1.76 1.66 1.36

Community space for group learning and group 

study

LP-5  43 1.84  1.70 1.60 1.62 1.56

 47Overall:  1.50  0.86 0.91 1.21 0.90

Language:

Institution Type:

Consortium:

User Group:

American English

College or University

Association of Jesuit Colleges and Universities - Academic 

LibrariesGraduate

Language:

Institution Type:

Consortium:

User Group:

American English

College or University

Association of Jesuit Colleges and Universities - Academic 

LibrariesGraduate
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5.3 Core Question Dimensions Summary for Graduate

On the chart below, scores for each dimension of library service quality have been plotted graphically. The exterior bars 
represent the range of minimum to desired mean scores for each dimension. The interior bars represent the range of 
minimum to perceived mean scores (the service adequacy gap) for each dimension of library service quality.
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The following table displays mean scores for each dimension of library service quality measured by the LibQUAL+™ 
survey, where n is the number of respondents for each particular dimension. (For a more detailed explanation of the 
headings, see the Introduction to this notebook.) A complete listing of the survey questions and their dimensions can be 
found in Appendix A.

Adequacy

Mean

Perceived

Mean

Desired

MeanDimension

Minimum

Mean n

Superiority

Mean

Affect of Service  6.71  7.82  7.50  0.79  47-0.32

Information Control  7.00  8.18  7.28  0.28  47-0.90

Library as Place  6.87  8.09  7.37  0.50  46-0.73

 6.85  8.01  7.38  0.53  47-0.63Overall:

Adequacy

SD

Perceived

SD

Desired

SDDimension

Minimum

SD n

Superiority

SD

Affect of Service  47 1.66  0.85 0.88 1.27 1.15

Information Control  47 1.43  1.16 1.09 1.38 0.89

Library as Place  46 1.50  1.33 1.33 1.31 0.93

The following table displays standard deviation for each dimension of library service quality measured by the 
LibQUAL+™ survey, where n is the number of respondents for each particular dimension. (For a more detailed 
explanation of the headings, see the Introduction to this notebook.) A complete listing of the survey questions and their 
dimensions can be found in Appendix A.

 47Overall:  1.50  0.86 0.91 1.21 0.90
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5.4 Local Questions Summary for Graduate

Adequacy

Mean

Perceived

Mean

Desired

MeanQuestion Text

Minimum

Mean n

Superiority

Mean

The library staff reflects and promotes the Jesuit ideals 

of social justice and respect for all persons

 6.58  7.04  7.11  0.53  45 0.07

The library collection provides information resources 

reflecting diverse points of view

 6.68  7.93  6.95  0.27  44-0.98

The library program teaches me how to access, 

evaluate, and use information

 6.60  7.73  7.36  0.76  45-0.38

The 24 by 7 live chat service provides information 

assistance when and where I need it

 6.40  7.66  7.09  0.69  35-0.57

The library provides access to archival materials 

(documents, manuscripts, and photographs)

 6.63  7.76  7.39  0.76  41-0.37

This table shows mean scores for each of the local questions added by the individual library or consortium, where n is 
the number of respondents for each particular question. (For a more detailed explanation of the headings, see the 
Introduction to this notebook.)

Adequacy

SD

Perceived

SD

Desired

SDQuestion Text

Minimum

SD n

Superiority

SD

The library staff reflects and promotes the Jesuit ideals 

of social justice and respect for all persons

 45 2.31  1.25 1.29 1.63 2.20

The library collection provides information resources 

reflecting diverse points of view

 44 2.02  1.78 1.83 1.68 1.58

The library program teaches me how to access, 

evaluate, and use information

 45 1.99  1.60 1.51 1.64 1.54

The 24 by 7 live chat service provides information 

assistance when and where I need it

 35 1.96  1.70 1.91 1.77 1.45

The library provides access to archival materials 

(documents, manuscripts, and photographs)

 41 1.95  1.13 1.39 1.53 1.53

This table displays standard deviations for each of the local questions added by the individual library or consortium , 
where n is the number of respondents for each particular question. (For a more detailed explanation of the headings, see 
the Introduction to this notebook.)
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5.5 General Satisfaction Questions Summary for Graduate

MeanSatisfaction Question nSD

In general, I am satisfied with the way in which I am treated at the library.  7.66  47 1.51

In general, I am satisfied with library support for my learning, research, and/or 

teaching needs.

 7.19  47 1.93

How would you rate the overall quality of the service provided by the library?  7.40  47 1.48

This table displays the mean score and standard deviation for each of the general satisfaction questions: Satisfaction 
with Treatment, Satisfaction with Support, and Satisfaction with Overall Quality of Service, where n is the number of 
respondents for each particular question. These scores are calculated from responses to the general satisfaction questions 
on the LibQUAL+™ survey, in which respondents rated their levels of general satisfaction on a scale from 1-9.

5.6 Information Literacy Outcomes Questions Summary for Graduate

MeanInformation Literacy Outcomes Questions nSD

The library helps me stay abreast of developments in my field(s) of interest.  6.53  47 2.16

The library aids my advancement in my academic discipline.  7.13  47 1.65

The library enables me to be more efficient in my academic pursuits.  7.23  47 1.78

The library helps me distinguish between trustworthy and untrustworthy 

information.

 6.62  47 2.15

The library provides me with the information skills I need in my work or study.  6.72  47 1.99

This table displays the mean score and standard deviation for each of the information literacy outcomes questions, where 
n is the number of respondents for each particular question. These scores are calculated from responses to the 
information literacy outcomes questions on the LibQUAL+™ survey, in which respondents rated their levels of general 
satisfaction on a scale from 1-9 with 1 being "strongly disagree" and 9 representing "strongly agree". 
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5.7 Library Use Summary for Graduate

This chart shows a graphic representation of library use (both on the premises and electronically), as well as use of 
non-library information gateways such as Yahoo™ and Google™. Bars represent the frequency with which respondents 
report using these resources: Daily, Weekly, Monthly, Quarterly, or Never. The table below the chart displays the 
number and percentage of respondents who selected each option.
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6 Faculty Summary

6.1 Demographic Summary for Faculty

6.1.1 Population and Respondent Profiles for Faculty by Standard Discipline

The chart and table below show a breakdown of survey respondents by discipline, based on user responses to the 
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Respondents

nDiscipline

Respondents

%

Population

N

Population

% %N - %n

Agriculture / Environmental Studies  0 0.00% 0 0.00% 0.00%

Architecture  0 0.00% 0 0.00% 0.00%

Business  2 4.26% 33 14.04% 9.79%

Communications / Journalism  0 0.00% 8 3.40% 3.40%

Education  4 8.51% 17 7.23% -1.28%

Engineering / Computer Science  4 8.51% 16 6.81% -1.70%

General Studies  0 0.00% 0 0.00% 0.00%

Health Sciences  13 27.66% 42 17.87% -9.79%

Humanities  16 34.04% 68 28.94% -5.11%

Law  0 0.00% 0 0.00% 0.00%

Military / Naval Science  0 0.00% 0 0.00% 0.00%

Other  0 0.00% 0 0.00% 0.00%

Performing & Fine Arts  0 0.00% 0 0.00% 0.00%

Science / Math  4 8.51% 33 14.04% 5.53%

Social Sciences / Psychology  1 2.13% 18 7.66% 5.53%

Undecided  3 6.38% 0 0.00% -6.38%

Total: 100.00% 235  47 100.00% 0.00%

Language:

Institution Type:

Consortium:

User Group:

American English

College or University

Association of Jesuit Colleges and Universities - Academic 

LibrariesFaculty

Language:

Institution Type:

Consortium:

User Group:

American English

College or University

Association of Jesuit Colleges and Universities - Academic 

LibrariesFaculty
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6.1.2 Population and Respondent Profiles for Faculty by Customized Discipline

The chart and table below show a breakdown of survey respondents by discipline, based on user responses to the 
demographic questions and the demographic data provided by institutions in the online Representativeness section.

This section shows survey respondents broken down based on the customized discipline categories supplied by the 
participating library. The chart maps percentage of respondents for each discipline in red. Population percentages for 
each discipline are mapped in blue. The table shows the number and percentage for each discipline, for the general 
population (N) and for survey respondents (n).
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6.1.3 Respondent Profile for Faculty by Age

This table shows a breakdown of survey respondents by age; both the number of respondents (n) and the 
percentage of the total number of respondents represented by each age group are displayed.

Respondents

%

Respondents

nAge

Under 18  0 0.00%

18 - 22  0 0.00%

23 - 30  1 2.08%

31 - 45  17 35.42%

46 - 65  29 60.42%

Over 65  1 2.08%

Total: 100.00% 48

6.1.4 Population and Respondent Profiles for Faculty by Sex

The table below shows a breakdown of survey respondents by sex, based on user responses to the demographic 
questions and the demographic data provided by institutions in the online Representativeness section*. The number 
and percentage for each sex are given for the general population and for survey respondents.

*Note: Participating institutions were not required to complete the Representativeness section. When population 
data is missing or incomplete, it is because this data was not provided.

Respondents

%

Respondents

n

Population

%

Population

NSex

Male  25 52.08%64.86% 168

Female  23 47.92%35.14% 91

Total: 100.00% 48 259 100.00%

Language:

Institution Type:

Consortium:

User Group:

American English
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6.2 Core Questions Summary for Faculty

This radar chart shows aggregate results for the core survey questions. Each axis represents one question. A code to 
identify each question is displayed at the outer point of each axis. While questions for each dimension of library service 
quality are scattered randomly throughout the survey, on this chart they are grouped into sections: Affect of Service , 
Library as Place, and Information Control.

On each axis, respondents' minimum, desired, and perceived levels of service quality are plotted, and the resulting 
"gaps" between the three levels (representing service adequacy or service superiority) are shaded in blue, yellow, green, 
and red.

The
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Adequacy

Mean

Perceived

Mean

Desired

MeanQuestion TextID

Minimum

Mean n

Superiority

Mean

Affect of Service

Employees who instill confidence in users  6.55  8.00  7.43  0.87AS-1  47-0.57

Giving users individual attention  6.96  8.06  7.77  0.81AS-2  47-0.30

Employees who are consistently courteous  7.51  8.38  8.34  0.83AS-3  47-0.04

Readiness to respond to users' questions  7.30  8.38  7.83  0.53AS-4  47-0.55

Employees who have the knowledge to answer 

user questions

 7.23  8.33  7.81  0.58AS-5  48-0.52

Employees who deal with users in a caring 

fashion

 7.02  8.13  8.02  1.00AS-6  45-0.11

Employees who understand the needs of their 

users

 6.96  8.11  7.76  0.80AS-7  45-0.36

Willingness to help users  7.23  8.18  8.00  0.77AS-8  44-0.18

Dependability in handling users' service problems  7.34  8.13  7.71  0.37AS-9  38-0.42

Information Control

Making electronic resources accessible from my 

home or office

 7.24  8.36  7.18 -0.07IC-1  45-1.18

A library Web site enabling me to locate 

information on my own

 7.26  8.36  7.21 -0.04IC-2  47-1.15

The printed library materials I need for my work  6.94  8.13  7.04  0.11IC-3  47-1.09

The electronic information resources I need  7.06  8.13  7.46  0.40IC-4  48-0.67

Modern equipment that lets me easily access 

needed information

 6.98  7.93  7.24  0.27IC-5  45-0.69

Easy-to-use access tools that allow me to find 

things on my own

 7.11  8.22  7.37  0.26IC-6  46-0.85

Making information easily accessible for 

independent use

 7.18  8.27  7.33  0.16IC-7  45-0.93

Print and/or electronic journal collections I 

require for my work

 7.20  8.39  6.67 -0.52IC-8  46-1.72

Library as Place

Library space that inspires study and learning  6.20  7.39  6.80  0.59LP-1  44-0.59

Quiet space for individual activities  6.76  7.71  6.90  0.14LP-2  42-0.81

A comfortable and inviting location  6.49  7.78  7.53  1.04LP-3  45-0.24

A getaway for study, learning, or research  6.12  7.49  7.09  0.98LP-4  43-0.40

Community space for group learning and group 

study

 5.69  6.94  6.88  1.19LP-5  32-0.06

 6.93  8.06  7.43  0.49  48-0.63Overall:

Language:

Institution Type:

Consortium:

User Group:

American English

College or University

Association of Jesuit Colleges and Universities - Academic 

LibrariesFaculty

Language:

Institution Type:

Consortium:

User Group:

American English

College or University

Association of Jesuit Colleges and Universities - Academic 

LibrariesFaculty



LibQUAL+ô 2006 Survey Results  -  University of Scranton Page 69 of 76

Adequacy

SD

Perceived

SD

Desired

SDQuestion TextID

Minimum

SD n

Superiority

SD

Affect of Service

Employees who instill confidence in usersAS-1  47 1.59  1.85 1.69 1.69 1.27

Giving users individual attentionAS-2  47 1.63  1.30 1.45 1.42 1.29

Employees who are consistently courteousAS-3  47 1.35  1.00 1.31 0.92 0.99

Readiness to respond to users' questionsAS-4  47 1.27  1.49 1.20 1.40 0.77

Employees who have the knowledge to answer 

user questions

AS-5  48 1.34  1.58 1.22 1.47 0.93

Employees who deal with users in a caring 

fashion

AS-6  45 1.37  1.51 1.40 1.37 0.94

Employees who understand the needs of their 

users

AS-7  45 1.31  1.81 1.32 1.49 1.01

Willingness to help usersAS-8  44 1.41  1.43 1.67 1.46 1.06

Dependability in handling users' service problemsAS-9  38 1.46  1.20 1.28 1.51 1.09

Information Control

Making electronic resources accessible from my 

home or office

IC-1  45 1.73  2.18 1.97 1.68 1.43

A library Web site enabling me to locate 

information on my own

IC-2  47 1.71  1.84 2.21 1.61 1.15

The printed library materials I need for my workIC-3  47 1.49  1.72 1.94 1.76 1.15

The electronic information resources I needIC-4  48 1.88  2.11 2.06 1.29 1.72

Modern equipment that lets me easily access 

needed information

IC-5  45 1.63  2.09 2.03 1.65 1.45

Easy-to-use access tools that allow me to find 

things on my own

IC-6  46 1.34  1.81 1.47 1.66 1.05

Making information easily accessible for 

independent use

IC-7  45 1.32  1.72 1.52 1.58 0.94

Print and/or electronic journal collections I 

require for my work

IC-8  46 1.34  2.12 2.01 1.92 0.98

Library as Place

Library space that inspires study and learningLP-1  44 1.87  2.47 2.24 1.84 1.79

Quiet space for individual activitiesLP-2  42 1.49  1.85 1.89 1.64 1.47

A comfortable and inviting locationLP-3  45 1.65  1.93 1.61 1.91 1.64

A getaway for study, learning, or researchLP-4  43 1.88  2.32 2.14 1.77 1.70

Community space for group learning and group 

study

LP-5  32 1.94  2.17 2.38 1.81 1.83

 48Overall:  1.11  1.28 1.11 1.14 0.78

Language:

Institution Type:

Consortium:

User Group:

American English

College or University

Association of Jesuit Colleges and Universities - Academic 

LibrariesFaculty

Language:

Institution Type:

Consortium:

User Group:

American English

College or University

Association of Jesuit Colleges and Universities - Academic 

LibrariesFaculty
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6.3 Core Question Dimensions Summary for Faculty

On the chart below, scores for each dimension of library service quality have been plotted graphically. The exterior bars 
represent
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The following table displays mean scores for each dimension of library service quality measured by the LibQUAL+™ 
survey, where n is the number of respondents for each particular dimension. (For a more detailed explanation of the 
headings, see the Introduction to this notebook.) A complete listing of the survey questions and their dimensions can be 
found in Appendix A.

Adequacy

Mean

Perceived

Mean

Desired

MeanDimension

Minimum

Mean n

Superiority

Mean

Affect of Service  7.08  8.22  7.86  0.78  48-0.35

Information Control  7.11  8.19  7.19  0.09  48-1.00

Library as Place  6.26  7.43  7.02  0.76  48-0.41

 6.93  8.06  7.43  0.49  48-0.63Overall:

Adequacy

SD

Perceived

SD

Desired

SDDimension

Minimum

SD n

Superiority

SD

Affect of Service  48 1.20  1.25 1.12 1.20 0.80

Information Control  48 1.29  1.52 1.38 1.27 1.01

Library as Place  48 1.39  1.70 1.53 1.43 1.33

The following table displays standard deviation for each dimension of library service quality measured by the 
LibQUAL+™ survey, where n is the number of respondents for each particular dimension. (For a more detailed 
explanation of the headings, see the Introduction to this notebook.) A complete listing of the survey questions and their 
dimensions can be found in Appendix A.

 48Overall:  1.11  1.28 1.11 1.14 0.78

Language:

Institution Type:

Consortium:

User Group:

American English

College or University

Association of Jesuit Colleges and Universities - Academic 

LibrariesFaculty

Language:

Institution Type:

Consortium:

User Group:

American English

College or University

Association of Jesuit Colleges and Universities - Academic 

LibrariesFaculty
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6.5 General Satisfaction Questions Summary for Faculty

MeanSatisfaction Question nSD

In general, I am satisfied with the way in which I am treated at the library.  7.90  48 1.57

In general, I am satisfied with library support for my learning, research, and/or 

teaching needs.

 7.42  48 1.78

How would you rate the overall quality of the service provided by the library?  7.69  48 1.60

This table displays the mean score and standard deviation for each of the general satisfaction questions: Satisfaction 
with Treatment, Satisfaction with Support, and Satisfaction with Overall Quality of Service, where n is the number of 
respondents for each particular question. These scores are calculated from responses to the general satisfaction questions 
on the LibQUAL+™ survey, in which respondents rated their levels of general satisfaction on a scale from 1-9.

6.6 Information Literacy Outcomes Questions Summary for Faculty

MeanInformation Literacy Outcomes Questions nSD

The library helps me stay abreast of developments in my field(s) of interest.  6.31  48 2.01

The library aids my advancement in my academic discipline.  6.85  48 1.87

The library enables me to be more efficient in my academic pursuits.  7.06  48 1.97

The library helps me distinguish between trustworthy and untrustworthy 

information.

 5.94  48 2.07

The library provides me with the information skills I need in my work or study.  6.42  48 1.81

This table displays the mean score and standard deviation for each of the information literacy outcomes questions, where 
n is the number of respondents for each particular question. These scores are calculated from responses to the 
information literacy outcomes questions on the LibQUAL+™ survey, in which respondents rated their levels of general 
satisfaction on a scale from 1-9 with 1 being "strongly disagree" and 9 representing "strongly agree". 
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6.7 Library Use Summary for Faculty

This chart shows a graphic representation of library use (both on the premises and electronically), as well as use of 
non-library information gateways such as Yahoo™ and Google™. Bars represent the frequency with which respondents 
report using these resources: Daily, Weekly, Monthly, Quarterly, or Never. The table below the chart displays the 
number and percentage of respondents who selected each option.
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LibQUAL+ô 2004 - 2006 Dimensions

After the 2003 survey was completed, factor and reliability analyses on the resulting data revealed that two of the 

dimensions
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