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Presentation OutlinePresentation Outline

U of T Mississauga LibraryU of T Mississauga Library
Background informationBackground information

Service assessment experienceService assessment experience
New service satisfaction tool New service satisfaction tool –– LibSatLibSatTMTM

What is it?What is it?
FunctionalityFunctionality
BenefitsBenefits

Outcomes of using Outcomes of using LibSatLibSat

1.1. Frame my presentation by first providing some Frame my presentation by first providing some 
context about our brand new Library that opened its context about our brand new Library that opened its 
doors in October 2006doors in October 2006

2.2. Briefly talk about some of our assessment initiativesBriefly talk about some of our assessment initiatives

3.3. Bulk of presentation will focus on our experience Bulk of presentation will focus on our experience 
specifically with Counting Opinions specifically with Counting Opinions LibSatLibSat survey and survey and 
what I see as its benefitswhat I see as its benefits

4.4. Finish with a summary of the outcomes our using Finish with a summary of the outcomes our using 
LibSatLibSat
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1.1. Opened the Hazel Opened the Hazel McCallionMcCallion Academic Learning Academic Learning 
Centre October 10, 2006Centre October 10, 2006

2.2. $34 million building designed by Toronto architect$34 million building designed by Toronto architect’’s s 
Shore, Shore, TilbeTilbe, Irwin, and Partners, Irwin, and Partners

3.3. 108,000 square foot facility across four levels108,000 square foot facility across four levels

4.4. HMALC is absolutely gorgeous inside and out!HMALC is absolutely gorgeous inside and out!
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1.1. OverOver--riding design principle was riding design principle was ““people space over people space over 
collections spacecollections space””

2.2. Virtually all of our collections are housed in mobile Virtually all of our collections are housed in mobile 
electric shelvingelectric shelving

3.3. Just under 1200 study spaces, about 85% more Just under 1200 study spaces, about 85% more 
space than we had in the previous library, including space than we had in the previous library, including 
19 group study rooms19 group study rooms

4.4. Leadership in Energy and Environmental Design Leadership in Energy and Environmental Design 
(LEED) certified at silver level(LEED) certified at silver level
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1.1. Exterior cladding uses Exterior cladding uses ProdemaProdema (resin(resin--based wood product based wood product 
that makes the building look very rich and warmthat makes the building look very rich and warm

2.2. Three outdoor gardens, including a rooftop gardenThree outdoor gardens, including a rooftop garden

3.3. Design of the building based on a Japanese puzzle box Design of the building based on a Japanese puzzle box 
metaphor; parts of the building are pulled out in different metaphor; parts of the building are pulled out in different 
directions to reveal the treasure within directions to reveal the treasure within –– our collectionour collection

4.4. November 2007 November 2007 -- Hazel Hazel McCallionMcCallion Academic Learning Academic Learning 
Centre one of several recipients of the Mississauga Urban Centre one of several recipients of the Mississauga Urban 
design award of excellence.  Centre also received design award of excellence.  Centre also received 
Mississauga Urban Design PeopleMississauga Urban Design People’’s Choice Awards Choice Award
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1.1. Photo of north side of Level 2 featuring our BIX Photo of north side of Level 2 featuring our BIX 
lounge chairs, which the students really likelounge chairs, which the students really like

2.2. In far corner we have four of our 19 nineteen study In far corner we have four of our 19 nineteen study 
rooms; four on Level 1 and other 11 on Level 3rooms; four on Level 1 and other 11 on Level 3
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1.1. Photo taken in our RBC Financial Learning Photo taken in our RBC Financial Learning 
CommonsCommons

2.2. 170 public computers in our Learning Commons and 170 public computers in our Learning Commons and 
Smart ClassroomSmart Classroom

3.3. 30 laptops for loan that are pretty much always 30 laptops for loan that are pretty much always 
signed outsigned out

4.4. Entire building is wired for wirelessEntire building is wired for wireless
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1.1. View along the west side of level three.View along the west side of level three.

2.2. On left there is bar seating the entire length of the On left there is bar seating the entire length of the 
buildingbuilding

3.3. On right there are the 11 of our 19 study roomsOn right there are the 11 of our 19 study rooms
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If we build it will they come?If we build it will they come?

Yes!Yes!
…… and in unprecedented numbersand in unprecedented numbers

Library a huge success, but Library a huge success, but ……
BehaviouralBehavioural issues (e.g., noise)issues (e.g., noise)
OverOver--occupancyoccupancy
Study space constraints Study space constraints 
Absentee studentsAbsentee students
Use of space for purposes not intendedUse of space for purposes not intended

1.1. We built the Library and did they come?  Yes!We built the Library and did they come?  Yes!

2.2. At one point in our design phase we were actually concerned if At one point in our design phase we were actually concerned if 
students would come and use the Library because it is not students would come and use the Library because it is not 
geographically more remote. They started coming the first day wegeographically more remote. They started coming the first day we
had record numbers.had record numbers.

3.3. But life in the Library has not been perfect.  ItBut life in the Library has not been perfect.  It’’s been a huge success s been a huge success 
and because of the success there has been issues such as:and because of the success there has been issues such as:

-- NoiseNoise
-- OverOver--occupancy (safety and fire code concerns)occupancy (safety and fire code concerns)
-- Study space constraints Study space constraints –– strong sentiment against nonstrong sentiment against non--UTM UTM 

students using the facilitystudents using the facility
-- Absentee students claiming space and disappearing for hours Absentee students claiming space and disappearing for hours 

at a timeat a time
-- Use of space for social purposes beyond which building was Use of space for social purposes beyond which building was 

designeddesigned
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Service Assessment ExperienceService Assessment Experience

U of T LibrariesU of T Libraries’’ satisfaction surveysatisfaction survey
““Tell Us What You ThinkTell Us What You Think”” comment boxcomment box
TopicTopic--focused surveysfocused surveys
Focus groupsFocus groups
Informal feedbackInformal feedback
LibQUALLibQUAL++

1.1. Turn to service assessment experience.Turn to service assessment experience.
2.2. Focus on service development and integrating service assessment Focus on service development and integrating service assessment are both key strategic are both key strategic 

directions for the U of T directions for the U of T MissisaugaMissisauga Library Library -- We are committed to listening and responding to We are committed to listening and responding to 
feedback.feedback.

3.3. U of T Libraries has been doing its own home grown service satisU of T Libraries has been doing its own home grown service satisfaction survey since 1999faction survey since 1999
-- Run ever two yearsRun ever two years
-- U of T Miss results extracted in 2006U of T Miss results extracted in 2006

4. Other assessment initiatives include:4. Other assessment initiatives include:
•• Tell Us comments Tell Us comments –– during peak periods we will see 40during peak periods we will see 40--50 comments in a month, for which we 50 comments in a month, for which we 

prepare written responses and post to a comment board with the oprepare written responses and post to a comment board with the original commentriginal comment
•• Instructional technology surveys of students and facultyInstructional technology surveys of students and faculty
•• Evaluation of classroom instructionEvaluation of classroom instruction
•• Periodic focus groupsPeriodic focus groups
•• Informal assessment via email and other inInformal assessment via email and other in--person interactionsperson interactions
5. We ran the 5. We ran the LibQUALLibQUAL survey for the first time in 2007 survey for the first time in 2007 –– three versions, one for each campus in three versions, one for each campus in 

March March –– April 2007April 2007
6. 6. LibQUALLibQUAL revealed we had issues associated with Library as place and infrevealed we had issues associated with Library as place and information control and ormation control and 

from the comments we determined there were some noise issues andfrom the comments we determined there were some noise issues and problems accessing problems accessing 
course materialscourse materials

7. We had 276 response across students, faculty, and staff, 156 7. We had 276 response across students, faculty, and staff, 156 of which were undergraduate of which were undergraduate 
student responses.student responses.

•• 120 respondents provided comments and after categorizing them we120 respondents provided comments and after categorizing them we had 160 distinct comments.had 160 distinct comments.
•• The two most significant issues were noise and sufficient seatinThe two most significant issues were noise and sufficient seating, although space was pretty g, although space was pretty 

evenly split with positive and negative commentevenly split with positive and negative comment
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LibSatLibSatTMTM Service Satisfaction SurveyService Satisfaction Survey

LibSatLibSat SurveySurvey
WebWeb--based primarilybased primarily
Automates gathering data continuouslyAutomates gathering data continuously

Generates composite index Generates composite index –– an overall an overall 
snapshot of user identified improvement snapshot of user identified improvement 
opportunitiesopportunities

S S atisfactionatisfaction
Q Q ualityuality
U U sagesage
I I mportancemportance
R R eferraleferral
EE xpectationxpectation

1.1. Started working with Counting Opinions earlier in 2006, Started working with Counting Opinions earlier in 2006, 
even before we started planning for even before we started planning for LibQUALLibQUAL. January 2007 . January 2007 
we formally rolled our beta implementation of the we formally rolled our beta implementation of the LibSatLibSat
survey to the community.survey to the community.

2.2. LibSATLibSAT is a webis a web--based survey tool for gathering service based survey tool for gathering service 
satisfaction data continuously.satisfaction data continuously.

3.3. Composite index provides an overall snapshot of a libraryComposite index provides an overall snapshot of a library’’s, s, 
user identified satisfaction improvement opportunitiesuser identified satisfaction improvement opportunities

4.4. Measures "gap" between Satisfaction, Quality, and Usage Measures "gap" between Satisfaction, Quality, and Usage 
versus the Importance, Expectation, and Likelihood of versus the Importance, Expectation, and Likelihood of 
referring.referring.

5.5. Following slides take you through some of the functionality Following slides take you through some of the functionality 
of of LibSatLibSat: First we will look at the survey itself, then some of : First we will look at the survey itself, then some of 
the report tools, and then the comment management tools.the report tools, and then the comment management tools.
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1.1. This is the home page for our customized version of This is the home page for our customized version of 
the survey at the survey at utm.countingopinions.comutm.countingopinions.com

2.2. Links to the survey are facilitated through a variety of Links to the survey are facilitated through a variety of 
mechanisms from the Librarymechanisms from the Library’’s home page. We have s home page. We have 
not as yet offered a print version of the survey not as yet offered a print version of the survey 
because with our previous U of T survey no one used because with our previous U of T survey no one used 
the print version.the print version.

3.3. From the second drop down list there are choices for From the second drop down list there are choices for 
a brief or an extended version of the survey; the a brief or an extended version of the survey; the 
regular survey takes about 5regular survey takes about 5--7 minutes and the more 7 minutes and the more 
inin--depth survey takes about 15 minutes.depth survey takes about 15 minutes.
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1.1. First page of the long survey. Basic version is about 5 First page of the long survey. Basic version is about 5 
pages and the longer one is 9 pages. There are pages and the longer one is 9 pages. There are 
branching questions that determine how many branching questions that determine how many 
questions are actually asked so the length will varyquestions are actually asked so the length will vary

2.2. Take a few moments to scan selection of survey Take a few moments to scan selection of survey 
pages so you get a feel for some of the questions pages so you get a feel for some of the questions 
asked.  Broadly speaking the questions cover Core asked.  Broadly speaking the questions cover Core 
services, Staff, Collections, Facilities, Equipment, services, Staff, Collections, Facilities, Equipment, 
Policies, Context for using the Library, and Policies, Context for using the Library, and 
CompetitionCompetition
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1.1. At end of the survey users are asked to enter their At end of the survey users are asked to enter their 
postal code for geographically mapping distribution of postal code for geographically mapping distribution of 
respondentsrespondents

2.2. Users are also asked to enter their email address.  In Users are also asked to enter their email address.  In 
this case users are sent an annual reminder. We will this case users are sent an annual reminder. We will 
likely be changing this, asking if users would like to likely be changing this, asking if users would like to 
be contacted for follow up as a result of their be contacted for follow up as a result of their 
concerns.concerns.
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1.1. As a subscriber to As a subscriber to LibSatLibSat you have access to the you have access to the 
administrative back end.  This is where the report and administrative back end.  This is where the report and 
comment management tools reside.comment management tools reside.

2.2. Because of the level of busyness and building issues Because of the level of busyness and building issues 
after opening the new Library it was only towards the after opening the new Library it was only towards the 
end of last summer that we started to leverage the end of last summer that we started to leverage the 
report tools.  Counting Opinions also added new report tools.  Counting Opinions also added new 
functionality that has made it easier for us to extract functionality that has made it easier for us to extract 
data.data.
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1.1. Selecting Custom Reports takes us to this screen.  Selecting Custom Reports takes us to this screen.  
The survey is organized in blocks of questions where The survey is organized in blocks of questions where 
each block is associated with a dimension.  On the each block is associated with a dimension.  On the 
left we can select one or more dimensions, select left we can select one or more dimensions, select 
specific questions related to the dimensions of specific questions related to the dimensions of 
interest, and then select a range of dates for interest, and then select a range of dates for 
comparative purposes.comparative purposes.

2.2. Here I am preparing a report for illustration purposes Here I am preparing a report for illustration purposes 
of service satisfaction comparing data from the first of service satisfaction comparing data from the first 
half of the year with the second half.half of the year with the second half.



Saturday February 2, 2008

21

U of T Mississauga Library – Hazel McCallion Academic Learning Centre
University of Toronto Mississauga
© 2008

U of T Mississauga Library – Hazel McCallion Academic Learning Centre
University of Toronto Mississauga
© 2008

1.1. After making selections and naming the report I can After making selections and naming the report I can 
then run it and immediately see the results.then run it and immediately see the results.

2.2. From here if we wanted we could do some additional From here if we wanted we could do some additional 
filtering. We can also look graphically at specific filtering. We can also look graphically at specific 
responses by clicking on one of these icons.responses by clicking on one of these icons.
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1.1. For example, Here is a bar chart of the response For example, Here is a bar chart of the response 
distribution for the question distribution for the question ““The Library is very The Library is very 
important to me.important to me.”” Next, is a quick bar chart of Next, is a quick bar chart of 
responses to the question responses to the question ““The services of this The services of this 
Library meet or exceed my expectations.Library meet or exceed my expectations.””
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1. Back to our menu, another option we can select is 1. Back to our menu, another option we can select is 
reports for cross tabulations or contingency tables.reports for cross tabulations or contingency tables.
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1.1. Like custom report we name the report, select a Like custom report we name the report, select a 
report period from which to extract the data, select an report period from which to extract the data, select an 
independent variable for the cross tab and a independent variable for the cross tab and a 
dependent variable  In this case, I am running a dependent variable  In this case, I am running a 
report of report of 

2.2. For each selection we must select first the dimension For each selection we must select first the dimension 
and then the specific question.  This allows us to see and then the specific question.  This allows us to see 
the joint distribution of one variable with respect to the joint distribution of one variable with respect to 
the other.the other.
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1.1. Here I am taking an extra step and have grouped the Here I am taking an extra step and have grouped the 
overall importance variable into low importance, overall importance variable into low importance, 
neither high or low, and high importance.  The neither high or low, and high importance.  The 
underlined values are the actual response counts.  underlined values are the actual response counts.  
The blue numbers are percentages of row values in The blue numbers are percentages of row values in 
that cell and the green numbers are percentages of that cell and the green numbers are percentages of 
column values.column values.

2.2. One really nifty feature is the underlined values are One really nifty feature is the underlined values are 
hyperlinked.  hyperlinked.  
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1.1. Selecting one of the links takes us to a the Selecting one of the links takes us to a the 
respondent comments.  Clicking on any one of these respondent comments.  Clicking on any one of these 
allows us to mine down right to the individual survey allows us to mine down right to the individual survey 
so that you can read comments in context with the so that you can read comments in context with the 
personperson’’s other responses (completely anonymous of s other responses (completely anonymous of 
course).course).
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1.1. Here is contingency table that displays the Here is contingency table that displays the 
distribution of status versus the number of years distribution of status versus the number of years 
using Library services.using Library services.

2.2. One of the issues for continuous surveying is One of the issues for continuous surveying is 
ensuring a relative degree of representativeness.  A ensuring a relative degree of representativeness.  A 
strategy we are looking at is to target specific areas strategy we are looking at is to target specific areas 
of our website to increase responses from faculty and of our website to increase responses from faculty and 
graduate students.graduate students.
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1.1. A third type of report is a summary report; the default A third type of report is a summary report; the default 
summary page displays a variety of statistics for each summary page displays a variety of statistics for each 
month, including the SQUIRE Index, the total time, month, including the SQUIRE Index, the total time, 
average time, fastest and slowest time, and so on.  It average time, fastest and slowest time, and so on.  It 
also presents the number of responses per month.also presents the number of responses per month.

2.2. From here we can select a specific month, one or From here we can select a specific month, one or 
more dimensions, and then select a text , graphical, more dimensions, and then select a text , graphical, 
or frequency display.or frequency display.
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1.1. For example, here are two graphical 2x2 quadrant charts for For example, here are two graphical 2x2 quadrant charts for 
Facilities and Equipment for the month of October 2007.Facilities and Equipment for the month of October 2007.

2.2. The area in the bottom right quadrant is the red zone and The area in the bottom right quadrant is the red zone and 
any values in this area we need to be concerned about; any values in this area we need to be concerned about; 
work, hours on the left and computers, printers, and copiers work, hours on the left and computers, printers, and copiers 
on the righton the right

3.3. Further examination of comments would reveal there are Further examination of comments would reveal there are 
indeed issues with printers and copiers, or rather the cash indeed issues with printers and copiers, or rather the cash 
to chip machine we have that students use to place money to chip machine we have that students use to place money 
on the cards used for printing and copying.  In midon the cards used for printing and copying.  In mid--October October 
we started our 24x5 hours of opening but students want we started our 24x5 hours of opening but students want 
24x7.  Because of the numbers of people in the Library and 24x7.  Because of the numbers of people in the Library and 
the issues I mentioned previously the library was noisy and the issues I mentioned previously the library was noisy and 
at times crowded; we saw lots of comments that referred to at times crowded; we saw lots of comments that referred to 
these issues.these issues.
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1.1. ColourColour pie chartspie charts
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Rank Dimension Question Importance
1 Facilities Hours of access and operation 6.50
2 Facilities Seating/Workspace 6.31
3 Context Accessing the Internet from the Library 6.26
4 Equipment Computer workstations 6.12
5 Service Library Electronic Resources 6.08
6 Facilities The Library building (e.g., general cleanliness) 6.06
7 Equipment Printers 6.05
8 Context Using the Library's facilities (e.g., chairs, tables, rooms, washrooms, etc.) 6.04
9 Context Accessing the online catalogue 6.00

10 Context Accessing an online database provided by the Library 5.99
11 Facilities Restrooms 5.98
12 Service Online Catalogue 5.92
13 Context Using the Library's equipment (e.g., computers, workstations, audio/video equipmen 5.90
14 Facilities Accessibility (access within and into building) 5.87
15 Equipment Copiers 5.83
16 Context Accessing the Library from another location 5.77
17 Context Accessing the Library's web site 5.71
18 Context Borrowing books and other available materials 5.66
19 Facilities Remote Access facilities ... 5.61
20 Policies Lending policies 5.60

Top 20 Ranking - Factors of Importance - September to December 2007

1. Another summary report allows me to extract into 1. Another summary report allows me to extract into 
Excel rankings for various periods.  On this slide we Excel rankings for various periods.  On this slide we 
have the top 20 dimensions ranked and sorted have the top 20 dimensions ranked and sorted 
according to the level of importance from September to according to the level of importance from September to 
December 2007.December 2007.
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Rank Dimension Question Satsfaction
1 Facilities The Library building (e.g., general cleanliness) 5.73
2 Context Accessing the Library's web site 5.62
3 Service Online Catalogue 5.55
4 Context Accessing the online catalogue 5.47
5 Competition Information available from the Internet (not from the Library) 5.41
6 Context Accessing the Library from another location 5.37
7 Context Accessing an online database provided by the Library 5.33
8 Service Express Checkout Kiosks 5.32
9 Service Library Electronic Resources 5.28
10 Facilities Remote Access facilities ... 5.27
11 Facilities Accessibility (access within and into building) 5.25
12 Context Using materials while in the Library (to read, view, listen to, browse) 5.24
13 Context Accessing the Internet from the Library 5.21
14 Context Borrowing books and other available materials 5.20
15 Context You often have success in finding the information you are seeking 5.15
16 Context Using the Library's facilities (e.g., chairs, tables, rooms, washrooms, etc.) 5.09
17 Facilities Restrooms 5.08
18 Policies Check In / Check Out 5.07
19 Service Collections 5.05
20 Facilities Hours of access and operation 5.04

Top 20 Ranking - Factors of Satisfaction - September to December 2007

1. This ranking chart presents the top 20 factors 1. This ranking chart presents the top 20 factors 
according to levels of satisfaction.  Very different from according to levels of satisfaction.  Very different from 
the previous page.the previous page.
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1.1. In terms of the In terms of the LibSatLibSat Survey functionality, ISurvey functionality, I’’ve saved ve saved 
the best for last.  This is the surveythe best for last.  This is the survey’’s comment s comment 
management systemmanagement system

2.2. Needless, to say, I really like it!Needless, to say, I really like it!

3.3. We are now looking at the top of the Comment We are now looking at the top of the Comment 
Summary page.  This displays the high level Summary page.  This displays the high level 
dimensions and the subcategories under them that dimensions and the subcategories under them that 
have been used to tag comments.  The tagging is have been used to tag comments.  The tagging is 
done much like you would tag a bibliographic record done much like you would tag a bibliographic record 
using a controlled list of descriptors.  We are looking using a controlled list of descriptors.  We are looking 
at the Overall category, Support Material, at the Overall category, Support Material, 
Events/Programs, Competition, Staff, and FacilitiesEvents/Programs, Competition, Staff, and Facilities
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1. Here is a second page 1. Here is a second page …… with the remainder of the with the remainder of the 
Facilities subFacilities sub--categories and Collectionscategories and Collections
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1.1. And a third page displaying the categories for And a third page displaying the categories for 
Policies, Catalogue, Services, Context, and the final Policies, Catalogue, Services, Context, and the final 
overall totalsoverall totals

2.2. We have responses from 778 usable surveys who We have responses from 778 usable surveys who 
have submitted 2967 comments.  The total you see have submitted 2967 comments.  The total you see 
at the bottom of 9812 comments is a result of tagging at the bottom of 9812 comments is a result of tagging 
with multiple subcategories.with multiple subcategories.
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1.1. Here is an example where I filtered the display to give Here is an example where I filtered the display to give 
us just the positive comments related to staff.us just the positive comments related to staff.

2.2. From this page we can download the comment report From this page we can download the comment report 
in Word, PDF, or Excel or if we want by clicking on in Word, PDF, or Excel or if we want by clicking on 
the plus sign we can burrow down and look at a the plus sign we can burrow down and look at a 
comments the context of the personcomments the context of the person’’s entire set of s entire set of 
survey responsessurvey responses
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1. In this second example I have filtered this time for 1. In this second example I have filtered this time for 
negative comments related to wireless connectivity.negative comments related to wireless connectivity.
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1.1. This the main comment report page from which I can This the main comment report page from which I can 
select one specific category or all, a period of time, select one specific category or all, a period of time, 
and then display those comments.  This is the section and then display those comments.  This is the section 
thatthat’’s used for managing how comments are s used for managing how comments are 
categorized.  Right now we are looking at Context categorized.  Right now we are looking at Context 
comments for the month of November 2007.comments for the month of November 2007.

2.2. Here next screen we are looking at Service Here next screen we are looking at Service 
comments from the month of December 2007.  To comments from the month of December 2007.  To 
categorize a comment, I would click on the categorize a comment, I would click on the 
Categories link at the right.Categories link at the right.
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1.1. Scanning down the categories I select those that Scanning down the categories I select those that 
appropriately describe the comment.  Here I have appropriately describe the comment.  Here I have 
selected the category Staff and the subselected the category Staff and the sub--category category 
““Efficient/helpfulEfficient/helpful”” and then down below I have made and then down below I have made 
another selection under the category Service and the another selection under the category Service and the 
subsub--category category ““Reference & Research.Reference & Research.”” I also select I also select 
whether the comment appears to be positive, whether the comment appears to be positive, 
negative, or neutral.negative, or neutral.

2.2. Almost all of the comments answering the question Almost all of the comments answering the question 
““Which services are you most satisfied with and Which services are you most satisfied with and 
why?why?”” are positive and virtually all comments are positive and virtually all comments 
answering the question answering the question ““Which services are you least Which services are you least 
satisfied with and why?satisfied with and why?”” are negative.are negative.
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LibSatLibSat Features & BenefitsFeatures & Benefits

RealReal--time continuous collection of datatime continuous collection of data
Integration with inIntegration with in--library commentslibrary comments
Core survey questions for benchmarking and Core survey questions for benchmarking and 
making comparisonsmaking comparisons
Flexible comment management systemFlexible comment management system

Wide crossWide cross--section of comments across time (i.e., section of comments across time (i.e., 
different academic contexts)different academic contexts)

LabourLabour/time saving & easy to use/time saving & easy to use
Data rich in commentsData rich in comments
Information collected has added valueInformation collected has added value

1.1. So that, in a nutshell, is the some of functionality of So that, in a nutshell, is the some of functionality of LibSatLibSat and there is lots and there is lots 
more.more.

2.2. So what benefits have we realized from using So what benefits have we realized from using LibSatLibSat??

•• It provides with a tool for collecting and tracking data about iIt provides with a tool for collecting and tracking data about issues of concerns in ssues of concerns in 
realreal--time.time.

•• We have collected a substantial amount of commentWe have collected a substantial amount of comment--rich data over one year and rich data over one year and 
now we can start making comparisonsnow we can start making comparisons

•• We have a flexible comment management system that now collects fWe have a flexible comment management system that now collects feedback in eedback in 
tandem with our intandem with our in--library commentslibrary comments

•• The process of collecting and manipulating the data has been easThe process of collecting and manipulating the data has been easy and costy and cost--
effectiveeffective

•• The information we have collected has already been of value in oThe information we have collected has already been of value in our planningur planning

1.1. We have been working systematically with Counting Opinions to imWe have been working systematically with Counting Opinions to improve prove 
functionality.  The tool has good face validity.functionality.  The tool has good face validity.

2.2. Counting Opinions has been very helpful with marketing; we have Counting Opinions has been very helpful with marketing; we have discovered discovered 
the single most effective strategy has been implementing a pop uthe single most effective strategy has been implementing a pop up web page p web page 
inviting community members to take the surveyinviting community members to take the survey

3.3. The data collected are heavily representative of undergraduate sThe data collected are heavily representative of undergraduate students and we tudents and we 
are now looking at additional strategies targeting faculty and gare now looking at additional strategies targeting faculty and graduate studentsraduate students
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Opportunity GapsOpportunity Gaps

Measurements of Measurements of ……
Core services & processCore services & process
StaffStaff
CollectionsCollections
EquipmentEquipment
FacilitiesFacilities
PoliciesPolicies
Contexts & usesContexts & uses
CompetitionCompetition

1. Like 1. Like LibQUALLibQUAL+, the +, the LibSatLibSat survey allows us to survey allows us to 
explore gaps in service or explore gaps in service or ““gaps of opportunitygaps of opportunity””
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Opportunity (ContOpportunity (Cont’’d)d)

Measurements from student & faculty Measurements from student & faculty 
perspectiveperspective
Perceptions of library staff & managementPerceptions of library staff & management

Students (so far) really want to give Students (so far) really want to give 
feedbackfeedback

Venting Venting –– survey serves cathartic functionsurvey serves cathartic function
Many students really do care and it showsMany students really do care and it shows

1.1. We are able to collect data and assess the perceptions of We are able to collect data and assess the perceptions of 
service satisfaction of students and faculty from individual service satisfaction of students and faculty from individual 
points of view and we are able to do this in continuously.points of view and we are able to do this in continuously.

2.2. We also have the capability to assess the perceptions of We also have the capability to assess the perceptions of 
service satisfaction of students and faculty from the point of service satisfaction of students and faculty from the point of 
view of staff and management.view of staff and management.

3.3. So far it has just been students, but they really want to give So far it has just been students, but they really want to give 
us feedback us feedback –– more than 30% percent of respondents opted more than 30% percent of respondents opted 
to take the longer survey spending in an average of 20 to take the longer survey spending in an average of 20 
minutes. The opportunity lies in our willingness to listen.minutes. The opportunity lies in our willingness to listen.

4.4. Through creative segmented marketing we expect to Through creative segmented marketing we expect to 
receive even more feedback.receive even more feedback.
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Outcomes of Using Outcomes of Using LibSatLibSat

Measures importance/least importanceMeasures importance/least importance
Satisfaction/Importance levelsSatisfaction/Importance levels

CrossCross--tabulations, e.g., satisfaction tabulations, e.g., satisfaction vsvs statusstatus
Preferred methods for finding informationPreferred methods for finding information
Reasons for using libraryReasons for using library
Ranking comparisonsRanking comparisons
Service prioritiesService priorities
Overall effectivenessOverall effectiveness

1.1. We have relative measures of importance and least We have relative measures of importance and least 
importanceimportance

2.2. Ratings of satisfaction versus importanceRatings of satisfaction versus importance

3.3. And, we are seeing other preferred methods for And, we are seeing other preferred methods for 
finding information finding information –– no surprises thereno surprises there

4.4. We are seeing some interesting and some not so We are seeing some interesting and some not so 
interesting uses of the Libraryinteresting uses of the Library

5.5. And we can do ranking comparisons, establish And we can do ranking comparisons, establish 
service priorities based on data and intuition, and get service priorities based on data and intuition, and get 
a sense of overall organizational effectivenessa sense of overall organizational effectiveness



Saturday February 2, 2008

44

U of T Mississauga Library – Hazel McCallion Academic Learning Centre
University of Toronto Mississauga
© 2008

U of T Mississauga Library – Hazel McCallion Academic Learning Centre
University of Toronto Mississauga
© 2008

Outcomes of Using Outcomes of Using LibSatLibSat

Support for policy formationSupport for policy formation
Library Code of ConductLibrary Code of Conduct

students asked us to control problem students asked us to control problem behaviourbehaviour

MarketingMarketing
Presentations of preliminary resultsPresentations of preliminary results

Library CouncilLibrary Council
Advisory CommitteeAdvisory Committee
Academic Affairs CommitteeAcademic Affairs Committee

Library Code of Conduct marketing initiativesLibrary Code of Conduct marketing initiatives

1.1. As a result of the all the feedback we received during last As a result of the all the feedback we received during last 
year and the summer 2007 relating to noise and year and the summer 2007 relating to noise and behaviouralbehavioural
issues we introduced a Library Code of Conduct in August issues we introduced a Library Code of Conduct in August 
of 2007.  Through their feedback students asked us to of 2007.  Through their feedback students asked us to 
preserve the Library as a safe and quiet place for study and preserve the Library as a safe and quiet place for study and 
we are doing that.we are doing that.

2.2. We have used We have used LibSatLibSat data for marketing purposes, for data for marketing purposes, for 
example we have included results in our accountability example we have included results in our accountability 
reports to the Library Council, our Library Advisory reports to the Library Council, our Library Advisory 
Committee, and the UniversityCommittee, and the University’’s Academic Affairs s Academic Affairs 
Committee, a standing committee of the University CouncilCommittee, a standing committee of the University Council

3.3. We have also used data in marketing the Library Code of We have also used data in marketing the Library Code of 
ConductConduct
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Outcomes of Using Outcomes of Using LibSatLibSat (cont(cont’’d)d)

Financial supportFinancial support
Several proposals included dataSeveral proposals included data

e.g., Ree.g., Re--allocation of funding for 3allocation of funding for 3--year 24/5 study space year 24/5 study space 
pilot projectpilot project

Allowed us to substantially reAllowed us to substantially re--allocate resources to allocate resources to 
hire additional Library securityhire additional Library security

Responding to feedback systematically Responding to feedback systematically ––
developed action plans developed action plans 

1.1. We have also used the data in the preparation of We have also used the data in the preparation of 
several proposals to seek additional fundingseveral proposals to seek additional funding

2.2. And, used the data to seek approval to reallocate And, used the data to seek approval to reallocate 
funding in the second year of our 24/5 study space funding in the second year of our 24/5 study space 
pilot project to hire additional library security staffpilot project to hire additional library security staff

3.3. The feedback through the survey is anonymous but The feedback through the survey is anonymous but 
we have committed to responding through the we have committed to responding through the 
development and communication of action plans to development and communication of action plans to 
the communitythe community
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Outcomes of Using Outcomes of Using LibSatLibSat (cont(cont’’d)d)

Follow up conversations for problem Follow up conversations for problem 
behaviourbehaviour

Staff training enhancementsStaff training enhancements
Shared language for making changes for Shared language for making changes for 
improvementimprovement
Share success storiesShare success stories

Some staff named specificallySome staff named specifically

1.1. We have been able to follow up and have conversations We have been able to follow up and have conversations 
with staff in regards to specific identified problemswith staff in regards to specific identified problems

2.2. We have used data to make enhancements to our staff We have used data to make enhancements to our staff 
trainingtraining

3.3. And the survey has given us a shared language for making And the survey has given us a shared language for making 
changes for improvechanges for improve

4.4. Finally, we have started sharing success stories: in some Finally, we have started sharing success stories: in some 
comments staff are named specifically and in others comments staff are named specifically and in others 
feedback is very positive and needs to be shared!  Good for feedback is very positive and needs to be shared!  Good for 
staff morale.staff morale.
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Service Assessment Service Assessment -- WhatWhat’’s Next s Next 

Understanding and measuring service Understanding and measuring service 
satisfaction is complexsatisfaction is complex
Me & Now of customer serviceMe & Now of customer service

Point in time surveys not sufficientPoint in time surveys not sufficient
Imperative to track trends/issuesImperative to track trends/issues
Integration of assessment toolsIntegration of assessment tools

Incremental improvementsIncremental improvements

1. From research that was done in developing ServQUAL, from which 
LibQUAL was adapted, we know that perceptions of service quality 
and service satisfaction is multidimensional

2. Measuring perceptions of service satisfaction and understanding 
service expectations is complex.

3. The title for this presentation captures for me two key components 
for service satisfaction – Me and now – our focus must be on the 
experience of that person who is me and be as responsive as we can 
for each now for which we have an opportunity to interact with that 
person.

4. Point in time surveys are not sufficient to capture what’s happening 
with our users on an ongoing basis

5. It is imperative we create service assessment programs that track 
trends and issues using multiple tools: quantitative and qualitative, 
statistics and intuition 

6. And, we need to plan and be responsive in a structured systematic 
manner, improving service incrementally
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