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Areas in Which UNT Libraries Excels at Satisfying User Wants

This table identifies aspects of the services, spaces, and collections provided by UNT Libraries that most closely match what users want.

What users want equates to the desired score. What users experience equates to the perceived score. The difference between what is desired
and what is perceived is called the superiority gap. It is an indicator of the extent to which user desires are being met.

LibQUAL+® Item Fac 2011 | Fac 2009 | Fac 2007 |Grad 2011|Grad 2009(Grad 2007| UG 2011 | UG 2009 | UG 2007
Giving users individual attention 1 4 2 4 3 1 4 5
Quiet space for individual activities 2 2
Online course support (readings, links, references) 3
Willingness to help users 4 5 5 2
Employees who are consistently courteous 5 2 3 4 2 4
Community space for group learning and group study 1 1 5 1 1 1
Employees who deal with users in a caring fashion 3 5 3
Teaching me how to access, evaluate, and use information 5 1 5 2
Readiness to respond to users’ questions 4 2 3 5 4
Employees who instill confidence in users 3 4
Timely delivery of the articles and documents that | need 2 3 3




Areas in Which UNT Libraries Excels at Satisfying User Wants — Detail

Note: In the LibQUAL survey, the 22 standard and 5 library selected items each received 3 responses: minimum, desired, and perceived. These
are tabulated and mean, or average, scores for each of the three categories are established for each question by user group.

This table identifies aspects of the services, spaces, and collections provided by UNT Libraries that most closely match what users want.

What users want equates to the desired score. What users experience equates to the perceived score. The difference between what is desired
and what is perceived is called the superiority gap. It is an indicator of the extent to which user desires are being met.

In the table, if the number in parentheses is positive, it means what is perceived exceeds what is desired. Because this situation doesn't occur
very often, the table also shows the items with the least difference between what is perceived and what is desired. If the number is negative, it

means that what is perceived is less than what is desired. The closer the negative score is to zero, the closer what is perceived is to what is
desired, i.e., -0.23 is closer to what is desired than -0.38.

Items are ranked in descending order by superiority gap score, as follows: a. Positive superiority gaps b. Negative superiority gaps.

Example: Faculty 2009 “Community space for group learning and group study”
Superiority Gap = Perceived Performance - Desired Performance (-0.23 = 6.21 - 6.44).

LibQUAL+® Item Fac 2011 | Fac 2009 | Fac 2007 |Grad 2011|Grad 2009|Grad 2007 UG 2011 | UG 2009 | UG 2007
Giving users individual attention 1(-0.11) | 4(-0.4) 2(-0.31) | 4(-0.55) 3(-0.7) 1(-0.14) | 4(-0.56) | 5(-0.73)
Quiet space for individual activities 2(-0.14) 2(-0.23)
Online course support (readings, links, references) 3(-0.22)
Willingness to help users 4(-0.23) 5(-0.56) | 5(-0.75) 2(-0.52)
Employees who are consistently courteous 5(-0.3) 2(-0.31) | 3(-0.34) | 4(-0.37) | 2(-0.52) | 4(-0.73)
Community space for group learning and group study 1(-0.23) | 1(-0.11) | 5(-0.38) | 1(-0.27) | 1(-0.45) 1(-0.47) | 1(-0.58)
Employees who deal with users in a caring fashion 3(-0.35) | 5(-0.38) 3(-0.52)
Teaching me how to access, evaluate, and use information 5(-0.4) 1(-0.31) 5(-0.33) 2(-0.64)
Readiness to respond to users’ questions 4(-0.38) 2(-0.66) | 3(-0.31) | 5(-0.58) | 4(-0.7)
Employees who instill confidence in users 3(-0.37) 4(-0.32)
Timely delivery of the articles and documents that | need 2(-0.29) | 3(-0.53) | 3(-0.65)




Areas in Which UNT Libraries Excels at Satisfying User Wants — Faculty
This table identifies aspects of the services, spaces, and collections provided by UNT Libraries that most closely match what users want.

What users want equates to the desired score. What users experience equates to the perceived score. The difference between what is desired
and what is perceived is called the superiority gap. It is an indicator of the extent to which user desires are being met.

LibQUAL+® Item Faculty 2011 Faculty 2009 Faculty 2007

Giving users individual attention 1 4

Quiet space for individual activities 2 2
Online course support (readings, links, references) 3

Willingness to help users 4

Employees who are consistently courteous 5 2 3
Community space for group learning and group study 1

Employees who deal with users in a caring fashion 3 5
Teaching me how to access, evaluate, and use information 5

Readiness to respond to users’ questions 4




Gap Between What Faculty Users Desire and What They Perceive
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Faculty Superiority Gap Data — 2011

Dimension ID Question Text Superiority Gap 2011
AS-2 Giving users individual attention -0.11
LP-2 Quiet space for individual activities -0.14
LQ-4 Online course support (readings, links, references) -0.22
AS-8 Willingness to help users -0.23
AS-3 Employees who are consistently courteous -0.30
AS-5 Employees who have the knowledge to answer user questions -0.37
LQ-2 Teaching me how to access, evaluate, and use information -0.37
AS-4 Readiness to respond to users’ questions -0.40
IC-7 Making information easily accessible for independent use -0.47
AS-6 Employees who deal with users in a caring fashion -0.50
IC-6 Easy-to-use access tools that allow me to find things on my own -0.52
LP-5 Community space for group learning and group study -0.60
IC-3 The printed library materials | need for my work -0.67
AS-9 Dependability in handling users’ service problems -0.71
AS-1 Employees who instill confidence in users -0.73
LP-4 A getaway for study, learning, or research -0.76
LQ-5 Timely delivery of the articles and documents that | need -0.89
LQ-3 Making me aware of library services -0.97
AS-7 Employees who understand the needs of their users -0.97
IC-5 Modern equipment that lets me easily access needed information -1.03
LQ-1 Availability of online help when using my library’s electronic resources -1.05
IC-4 The electronic information resources | need -1.16
LP-1 Library space that inspires study and learning -1.37
IC-8 Print and/or electronic journal collections | require for my work -1.49
IC-1 Making electronic resources accessible from my home or office -1.49
LP-3 A comfortable and inviting location -1.50
IC-2 A library Web site enabling me to locate information on my own -1.59




Areas in Which UNT Libraries Excels at Satisfying User Wants — Graduate Students

This table identifies aspects of the services, spaces, and collections provided by UNT Libraries that most closely match what users want.

What users want equates to the desired score. What users experience equates to the perceived score. The difference between what is desired
and what is perceived is called the superiority gap. It is an indicator of the extent to which user desires are being met.

LibQUAL+® Item Graduate 2011 Graduate 2009 Graduate 2007

Teaching me how to access, evaluate, and use information 1

Giving users individual attention 2 4 3
Employees who instill confidence in users 3

Employees who are consistently courteous 4 2 4
Community space for group learning and group study 5 1

Employees who deal with users in a caring fashion 3

Willingness to help users 5

Readiness to respond to users’ questions




Gap Between What Graduate Students Desire and What They Perceive
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Graduate Students Superiority Gap Data — 2011

Dimension ID Question Text Superiority Gap 2011
LQ-2 Teaching me how to access, evaluate, and use information -0.31
AS-2 Giving users individual attention -0.31
AS-1 Employees who instill confidence in users -0.37
AS-3 Employees who are consistently courteous -0.37
LP-5 Community space for group learning and group study -0.38
AS-5 Employees who have the knowledge to answer user questions -0.44
AS-6 Employees who deal with users in a caring fashion -0.52
AS-8 Willingness to help users -0.57
AS-4 Readiness to respond to users’ questions -0.57
LQ-1 Availability of online help when using my library’s electronic resources -0.61
AS-7 Employees who understand the needs of their users -0.62
AS-9 Dependability in handling users’ service problems -0.64
IC-3 The printed library materials | need for my work -0.79
IC-5 Modern equipment that lets me easily access needed information -0.82
LQ-5 Timely delivery of the articles and documents that | need -0.84
LP-3 A comfortable and inviting location -0.84
IC-7 Making information easily accessible for independent use -0.93
LP-4 A getaway for study, learning, or research -0.94
LP-1 Library space that inspires study and learning -0.97
LQ-4 Online course support (readings, links, references) -0.97
IC-1 Making electronic resources accessible from my home or office -1.01
LQ-3 Making me aware of library services -1.03
IC-4 The electronic information resources | need -1.03
IC-6 Easy-to-use access tools that allow me to find things on my own -1.04
IC-8 Print and/or electronic journal collections | require for my work -1.11
LP-2 Quiet space for individual activities -1.15
IC-2 A library Web site enabling me to locate information on my own -1.17




Areas in Which UNT Libraries Excels at Satisfying User Wants — Undergraduate Students

This table identifies aspects of the services, spaces, and collections provided by UNT Libraries that most closely match what users want.

What users want equates to the desired score. What users experience equates to the perceived score. The difference between what is desired
and what is perceived is called the superiority gap. It is an indicator of the extent to which user desires are being met.

LibQUAL+® Item

Undergrad 2011

Undergrad 2009

Undergrad 2007

Giving users individual attention 1 4 5
Timely delivery of the articles and documents that | need 2 3 3
Readiness to respond to users’ questions 3 5 4
Employees who instill confidence in users 4

Teaching me how to access, evaluate, and use information 5 2
Community space for group learning and group study 1

Willingness to help users 2




Gap Between What Undergraduate Students Desire and What They Perceive

Suiused| pue Apnis saaidsul 3ey3 aseds Aseaqr

S911IAI10E [BNPIAIPUL JOJ 32edS 181IND

yaJeasad 4o ‘Sujuaed) ‘Apnis Joj Aemelas v

asn juapuadapul Joj 39|qIssaIde Ajisea uolrewJojul Supen

IC-7 | LP-4 | LP-2 | LP-1

<
(s9auauayau ‘syul| ‘s3uipeau) poddns 9sinod dUlUO ot
-
UOI3BWIO0JU] PPa3U SS3IJk AjIsed aw S19] 3eyy Jusawdinba uiapo p_.w
u0I3820| SUI}AUI PUB 3|(BIIOJWOD Y N
|}
umo Aw uo uojewJojul 91e30| 03 aw Suljgeua as ga Aleaql v Q
umo Aw uo s8ulyy pulj 03 W MO||e ey} $|00] SS9JJe 3sn-03-Ase] %
o
$90IAJI9S AJeuql| Jo dieme aw Supjen 4
-
$924N0S3J4 21U04323|3 S, AJeaql| Aw Suisn usaym djay auljuo jo Ayljige|ieay M_w
-
P33u | $924N0SdJ UOIIBWIOU| I]UOIII|D BYL M
92140 40 dwoy Aw woJ4 3|qISS9IIE S924N0S3J 21U0JII3|3 Supje U_
340m Aw 40} 241nbad | SUOI1I9]|0 |eulNof 21UOIII3|S JO/pue Juld m
[ee]
s1asn d|ay 03 ssaudul|jIm A
<
SJ9SN J19Y1 JO SP3au 9yl pueisiapun oym saskojdw] W
<
n
suol1sanb Jasn Jamsue 03 a3pajmouy| ayl aney oym sasAojdwy A
<
3dom Aw Joj paau | sjeldaiew Aseaqi paiulid ayg m

uolysey Suiied e uj s1asn yim |eap oym sashojdwy

Apnis dnou3 pue 3uiuies) dnoud 104 92eds Ajjunwwo)

swa|qoJd 321A3s ,s13sn Suljpuey ul Ayljiqepuadag

SN0314n02 A|3Ud35ISU0D aJe oym saaAojdw]

UOI}BWIOU| BSN pUE ‘91eN|eAd ‘SS922e 01 Moy sw Sulydea |

SJ3SN Ul dUIPIJUOI ||13SUl oym saAo|dwig

suolisanb ,suasn 03 puodsal 0} ssauipeay

Pasu | 1eY1 SIUSWNJ0P pue s3|d1He 3y} Jo AJaAlap Ajpwi]

UOI3U3}e [BNPIAIPUI SI3SN SUIAID

AS-2 |LQ-5|AS-4 | AS-1|LQ-2 | AS-3 | AS-9 | LP-5 | AS-6

0.5

-0.5

-1
-1.5

@ Superiority Gap



Undergraduate Students Superiority Gap Data — 2011

Dimension ID Question Text Superiority Gap 2011
AS-2 Giving users individual attention -0.14
LQ-5 Timely delivery of the articles and documents that | need -0.29
AS-4 Readiness to respond to users’ questions -0.31
AS-1 Employees who instill confidence in users -0.32
LQ-2 Teaching me how to access, evaluate, and use information -0.33
AS-3 Employees who are consistently courteous -0.33
AS-9 Dependability in handling users’ service problems -0.34
LP-5 Community space for group learning and group study -0.34
AS-6 Employees who deal with users in a caring fashion -0.39
IC-3 The printed library materials | need for my work -0.44
AS-5 Employees who have the knowledge to answer user questions -0.45
AS-7 Employees who understand the needs of their users -0.46
AS-8 Willingness to help users -0.49
IC-8 Print and/or electronic journal collections | require for my work -0.52
IC-1 Making electronic resources accessible from my home or office -0.56
IC-4 The electronic information resources | need -0.58
LQ-1 Availability of online help when using my library’s electronic resources -0.67
LQ-3 Making me aware of library services -0.67
IC-6 Easy-to-use access tools that allow me to find things on my own -0.69
IC-2 A library Web site enabling me to locate information on my own -0.73
LP-3 A comfortable and inviting location -0.76
IC-5 Modern equipment that lets me easily access needed information -0.82
LQ-4 Online course support (readings, links, references) -0.83
IC-7 Making information easily accessible for independent use -0.84
LP-4 A getaway for study, learning, or research -0.87
LP-2 Quiet space for individual activities -0.87
LP-1 Library space that inspires study and learning -0.87




Areas Where UNT Libraries Most Exceeds Users’ Minimum Needs

This table identifies aspects of the services, spaces, and collections provided by UNT Libraries that exceed user minimum requirements by the

widest margins.

LibQUAL+® Item

Fac 2011

Fac 2009

Fac 2007

Grad 2011

Grad 2009

Grad 2007

UG 2011

UG 2009

UG 2007

Teaching me how to access, evaluate, and use information

Giving users individual attention

Quiet space for individual activities

Willingness to help users

Employees who have the knowledge to answer user questions

Nl |WIN |-

Community space for group learning and group study

A getaway for study, learning, or research

Employees who deal with users in a caring fashion

Employees who instill confidence in users

Employees who are consistently courteous

Availability of online help when using my library’s electronic resources

Readiness to respond to users’ questions

Timely delivery of the articles and documents that | need




Areas Where UNT Libraries Most Exceeds Users’ Minimum Needs — Detail

Note: In the LibQUAL survey, the 22 standard and 5 library selected items each received 3 responses: minimum, desired, and perceived. These
are tabulated and mean, or average, scores for each of the three categories are established for each question by user group.

This table identifies aspects of the services, spaces, and collections provided by UNT Libraries that exceed user minimum requirements by the

widest margins.

User minimum requirements equate to the minimum score. What users experience equates to the perceived score. The difference between the
minimum requirements and what is perceived is called the adequacy gap. It is an indicator of the extent to which users' minimum expectations

are being met.

Items are ranked in descending order by adequacy gap score starting with the highest score.

Example: Faculty 2009 “Community space for group learning and group study”
Adequacy Gap = Perceived Performance - Minimum Required Performance (0.91 = 6.82 - 5.91).

LibQUAL+® Item Fac 2011 | Fac 2009 | Fac 2007 |Grad 2011|Grad 2009|Grad 2007 UG 2011 | UG 2009 | UG 2007
Teaching me how to access, evaluate, and use information 1(1.05) 3(0.81)
Giving users individual attention 2(0.94) 4(0.72) 3(1.01) 1(1.02) 3(0.79) 3(0.54) 1(1.17) 3(0.93) 4(0.8)
Quiet space for individual activities 3(0.9) 5(0.69) 4(1)
Willingness to help users 4(0.71) 4(0.82)
Employees who have the knowledge to answer user questions 5(0.7)
Community space for group learning and group study 1(1.11) 2(1.11) 2(0.88) 1(0.91) 1(0.74) 3(1.08) 2(0.97) 1(0.97)
A getaway for study, learning, or research 2(0.89)
Employees who deal with users in a caring fashion 3(0.81) 5(0.94) 4(0.7) 4(0.46) 5(1.07)
Employees who instill confidence in users 1(1.17) 4(0.73) 2(0.81) 2(0.65) 4(1.08) 1(1.11) 2(0.92)
Employees who are consistently courteous 3(0.77) 5(0.66) 5(0.8)
Availability of online help when using my library’s electronic resources 5(0.73)
Readiness to respond to users’ questions 5(0.44) 2(1.12)
Timely delivery of the articles and documents that | need 5(0.72)




Areas Where UNT Libraries Most Exceeds Users’ Minimum Needs — Faculty

This table identifies aspects of the services, spaces, and collections provided by UNT Libraries that exceed user minimum requirements by the
widest margins.

LibQUAL+® Item Faculty 2011 Faculty 2009 Faculty 2007
Teaching me how to access, evaluate, and use information 1
Giving users individual attention 2 4 3
Quiet space for individual activities 3 5
Willingness to help users 4
Employees who have the knowledge to answer user questions 5
Community space for group learning and group study 1 2
A getaway for study, learning, or research
Employees who deal with users in a caring fashion 3 5
Employees who instill confidence in users
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Faculty Adequacy Gap Data — 2011

Dimension ID Question Text Adequacy Gap 2011
LQ-2 Teaching me how to access, evaluate, and use information 1.05
AS-2 Giving users individual attention 0.94
LP-2 Quiet space for individual activities 0.90
AS-8 Willingness to help users 0.71
AS-5 Employees who have the knowledge to answer user questions 0.70
AS-3 Employees who are consistently courteous 0.67
AS-6 Employees who deal with users in a caring fashion 0.49
IC-3 The printed library materials | need for my work 0.39
LQ-4 Online course support (readings, links, references) 0.39
LP-4 A getaway for study, learning, or research 0.34
AS-7 Employees who understand the needs of their users 0.22
IC-6 Easy-to-use access tools that allow me to find things on my own 0.17
AS-4 Readiness to respond to users’ questions 0.13
LP-3 A comfortable and inviting location 0.12
AS-1 Employees who instill confidence in users 0.10
LQ-1 Availability of online help when using my library’s electronic resources 0.10
LP-1 Library space that inspires study and learning 0.06
IC-7 Making information easily accessible for independent use 0.05
LQ-5 Timely delivery of the articles and documents that | need -0.07
AS-9 Dependability in handling users’ service problems -0.10
LP-5 Community space for group learning and group study -0.10
LQ-3 Making me aware of library services -0.14
IC-4 The electronic information resources | need -0.18
IC-8 Print and/or electronic journal collections | require for my work -0.38
IC-5 Modern equipment that lets me easily access needed information -0.45
IC-1 Making electronic resources accessible from my home or office -0.62
IC-2 A library Web site enabling me to locate information on my own -0.77




Areas Where UNT Libraries Most Exceeds Users’ Minimum Needs — Graduate Students

This table identifies aspects of the services, spaces, and collections provided by UNT Libraries that exceed user minimum requirements by the

widest margins.

LibQUAL+® Item Graduate 2011 Graduate 2009 Graduate 2007
Giving users individual attention 1 3 3
Community space for group learning and group study 2 1 1
Employees who are consistently courteous 3 5
Employees who instill confidence in users 4 2 2
Availability of online help when using my library’s electronic resources 5
Employees who deal with users in a caring fashion 4 4

Readiness to respond to users’ questions
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Graduate Students Adequacy Gap Data — 2011

Dimension ID Question Text Adequacy Gap 2011
AS-2 Giving users individual attention 1.02
LP-5 Community space for group learning and group study 0.88
AS-3 Employees who are consistently courteous 0.77
AS-1 Employees who instill confidence in users 0.73
LQ-1 Availability of online help when using my library’s electronic resources 0.73
AS-4 Readiness to respond to users’ questions 0.69
AS-6 Employees who deal with users in a caring fashion 0.68
AS-5 Employees who have the knowledge to answer user questions 0.66
IC-3 The printed library materials | need for my work 0.62
AS-7 Employees who understand the needs of their users 0.61
LQ-2 Teaching me how to access, evaluate, and use information 0.59
AS-8 Willingness to help users 0.50
LP-3 A comfortable and inviting location 0.46
LP-4 A getaway for study, learning, or research 0.46
LP-1 Library space that inspires study and learning 0.46
IC-4 The electronic information resources | need 0.44
AS-9 Dependability in handling users’ service problems 0.35
IC-5 Modern equipment that lets me easily access needed information 0.34
LQ-3 Making me aware of library services 0.32
LQ-4 Online course support (readings, links, references) 0.28
LQ-5 Timely delivery of the articles and documents that | need 0.24
IC-7 Making information easily accessible for independent use 0.22
IC-6 Easy-to-use access tools that allow me to find things on my own 0.19
IC-8 Print and/or electronic journal collections | require for my work 0.16
LP-2 Quiet space for individual activities 0.12
IC-2 A library Web site enabling me to locate information on my own 0.05
IC-1 Making electronic resources accessible from my home or office 0.02




Areas Where UNT Libraries Most Exceeds Users’ Minimum Needs — Undergraduate Students

This table identifies aspects of the services, spaces, and collections provided by UNT Libraries that exceed user minimum requirements by the

widest margins.

LibQUAL+® Item

Undergrad 2011

Undergrad 2009

Undergrad 2007

Giving users individual attention 1 3 4
Readiness to respond to users’ questions 2

Community space for group learning and group study 3 2

Employees who instill confidence in users 4 1 2
Employees who deal with users in a caring fashion 5

Willingness to help users 4

Employees who are consistently courteous 5

Teaching me how to access, evaluate, and use information

Timely delivery of the articles and documents that | need
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Undergraduate Students Adequacy Gap Data — 2011

Dimension ID Question Text Adequacy Gap 2011
AS-2 Giving users individual attention 1.17
AS-4 Readiness to respond to users’ questions 1.12
LP-5 Community space for group learning and group study 1.08
AS-1 Employees who instill confidence in users 1.08
AS-6 Employees who deal with users in a caring fashion 1.07
IC-4 The electronic information resources | need 1.07
LQ-5 Timely delivery of the articles and documents that | need 1.05
IC-3 The printed library materials | need for my work 1.00
IC-8 Print and/or electronic journal collections | require for my work 1.00
AS-3 Employees who are consistently courteous 1.00
LQ-2 Teaching me how to access, evaluate, and use information 0.94
LP-3 A comfortable and inviting location 0.93
AS-5 Employees who have the knowledge to answer user questions 0.91
LQ-3 Making me aware of library services 0.87
IC-1 Making electronic resources accessible from my home or office 0.87
AS-9 Dependability in handling users’ service problems 0.86
LP-1 Library space that inspires study and learning 0.84
IC-2 A library Web site enabling me to locate information on my own 0.81
IC-7 Making information easily accessible for independent use 0.78
AS-8 Willingness to help users 0.78
AS-7 Employees who understand the needs of their users 0.77
IC-6 Easy-to-use access tools that allow me to find things on my own 0.75
LQ-1 Availability of online help when using my library’s electronic resources 0.71
LP-4 A getaway for study, learning, or research 0.70
LQ-4 Online course support (readings, links, references) 0.57
IC-5 Modern equipment that lets me easily access needed information 0.49
LP-2 Quiet space for individual activities 0.46




Top Performing Areas at UNT Libraries

This table identifies aspects of the services, spaces, and collections provided by UNT Libraries to which users gave the highest scores for
perceived performance. Items are ranked in descending order by scores given for perceived performance.

LibQUAL+® Item Fac 2011 | Fac 2009 | Fac 2007 |Grad 2011|Grad 2009|Grad 2007| UG 2011 | UG 2009 | UG 2007

Employees who are consistently courteous 1 1 1 2 1 2 2 5

Employees who have the knowledge to answer user questions 2 2 4 5 4 4 5

Willingness to help users 3 5 3 4 3 2

Giving users individual attention 4

Employees who understand the needs of their users 5

Readiness to respond to users’ questions 3 4 3 1

Timely delivery of the articles and documents that | need 4 5 1 3 3

Employees who deal with users in a caring fashion 3 5

Making electronic resources accessible from my home or office 2 4 3

Modern equipment that lets me easily access needed information 5 1 1

Quiet space for individual activities 2
4

Making information easily accessible for independent use




Top Performing Areas at UNT Libraries — Detail

Note: In the LibQUAL survey, the 22 standard and 5 library selected items each received 3 responses: minimum, desired, and perceived. These
are tabulated and mean, or average, scores for each of the three categories are established for each question by user group.

This table identifies aspects of the services, spaces, and collections provided by UNT Libraries to which users gave the highest scores for
perceived performance. Items are ranked in descending order by scores given for perceived performance.

LibQUAL+® Item Fac 2011 | Fac 2009 | Fac 2007 |Grad 2011|Grad 2009|Grad 2007 UG 2011 | UG 2009 | UG 2007
Employees who are consistently courteous 1(8.11) 1(7.78) 1(7.86) 2(7.69) 1(7.6) 2(7.38) 2(7.66) 5(7.24)
Employees who have the knowledge to answer user questions 2(8.03) 2(7.67) 4(7.66) 1(7.78) 5(7.47) 4(7.46) 4(7.25) 5(7.1)
Willingness to help users 3(7.94) 5(7.51) 3(7.68) 4(7.48) 3(7.35) 2(7.27)
Giving users individual attention 4(7.83)
Employees who understand the needs of their users 5(7.81)
Readiness to respond to users’ questions 3(7.65) 2(7.84) 4(7.6) 3(7.5) 1(7.39)
Timely delivery of the articles and documents that | need 4(7.57) 5(7.53) 5(7.58) 1(7.74) 3(7.27) 3(7.17)
Employees who deal with users in a caring fashion 3(7.6) 5(7.45)
Making electronic resources accessible from my home or office 2(7.6) 4(7.33) 3(7.46)
Modern equipment that lets me easily access needed information 5(7.33) 1(7.33) 1(7.22)
Quiet space for individual activities 2(7.18)
Making information easily accessible for independent use 4(7.14)




Top Performing Areas at UNT Libraries — Faculty

This table identifies aspects of the services, spaces, and collections provided by UNT Libraries to which users gave the highest scores for
perceived performance. Items are ranked in descending order by scores given for perceived performance.

LibQUAL+® Item Faculty 2011 Faculty 2009 Faculty 2007
Employees who are consistently courteous 1 1 1
Employees who have the knowledge to answer user questions 2 2 4
Willingness to help users 3 5 3
Giving users individual attention 4
Employees who understand the needs of their users 5
3 2

Readiness to respond to users’ questions

Timely delivery of the articles and documents that | need




Faculty Users Perceptions of Top Performing Areas
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Faculty Perception Data — 2011

Dimension ID

Question Text

Perception 2011

AS-3 Employees who are consistently courteous 8.11
AS-5 Employees who have the knowledge to answer user questions 8.03
AS-8 Willingness to help users 7.94
AS-2 Giving users individual attention 7.83
AS-7 Employees who understand the needs of their users 7.81
AS-9 Dependability in handling users’ service problems 7.81
AS-6 Employees who deal with users in a caring fashion 7.80
IC-7 Making information easily accessible for independent use 7.66
IC-6 Easy-to-use access tools that allow me to find things on my own 7.66
AS-4 Readiness to respond to users’ questions 7.63
LQ-5 Timely delivery of the articles and documents that | need 7.57
LQ-4 Online course support (readings, links, references) 7.33
IC-5 Modern equipment that lets me easily access needed information 7.33
AS-1 Employees who instill confidence in users 7.30
IC-2 A library Web site enabling me to locate information on my own 7.26
IC-4 The electronic information resources | need 7.16
IC-1 Making electronic resources accessible from my home or office 7.10
LQ-3 Making me aware of library services 7.03
LQ-2 Teaching me how to access, evaluate, and use information 7.00
IC-8 Print and/or electronic journal collections | require for my work 6.86
LQ-1 Availability of online help when using my library’s electronic resources 6.86
IC-3 The printed library materials | need for my work 6.67
LP-4 A getaway for study, learning, or research 6.31
LP-3 A comfortable and inviting location 6.23
LP-2 Quiet space for individual activities 6.05
LP-5 Community space for group learning and group study 5.70
LP-1 Library space that inspires study and learning 5.48




Top Performing Areas at UNT Libraries — Graduate Students

This table identifies aspects of the services, spaces, and collections provided by UNT Libraries to which users gave the highest scores for
perceived performance. Items are ranked in descending order by scores given for perceived performance.

LibQUAL+® Item Graduate 2011 Graduate 2009 Graduate 2007
Employees who have the knowledge to answer user questions 1 5
Employees who are consistently courteous 2 1 2
Employees who deal with users in a caring fashion 3
Readiness to respond to users’ questions 4 3 1
Timely delivery of the articles and documents that | need 5
Making electronic resources accessible from my home or office 2

Willingness to help users

Modern equipment that lets me easily access needed information




Graduate Students Perceptions of Top Performing Areas
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Graduate Students Perception Data — 2011

Dimension ID Question Text Perception 2011
AS-5 Employees who have the knowledge to answer user questions 7.78
AS-3 Employees who are consistently courteous 7.69
AS-6 Employees who deal with users in a caring fashion 7.60
AS-4 Readiness to respond to users’ questions 7.60
LQ-5 Timely delivery of the articles and documents that | need 7.58
AS-7 Employees who understand the needs of their users 7.55
IC-1 Making electronic resources accessible from my home or office 7.54
AS-8 Willingness to help users 7.52
IC-5 Modern equipment that lets me easily access needed information 7.40
AS-9 Dependability in handling users’ service problems 7.32
IC-8 Print and/or electronic journal collections | require for my work 7.31
LQ-2 Teaching me how to access, evaluate, and use information 7.31
IC-2 A library Web site enabling me to locate information on my own 7.29
IC-7 Making information easily accessible for independent use 7.27
AS-1 Employees who instill confidence in users 7.19
IC-4 The electronic information resources | need 7.18
LQ-4 Online course support (readings, links, references) 7.13
IC-6 Easy-to-use access tools that allow me to find things on my own 7.13
AS-2 Giving users individual attention 7.10
IC-3 The printed library materials | need for my work 6.99
LQ-1 Availability of online help when using my library’s electronic resources 6.98
LP-3 A comfortable and inviting location 6.81
LP-4 A getaway for study, learning, or research 6.69
LP-5 Community space for group learning and group study 6.61
LQ-3 Making me aware of library services 6.55
LP-2 Quiet space for individual activities 6.48
LP-1 Library space that inspires study and learning 6.39




Top Performing Areas at UNT Libraries — Undergraduate Students

This table identifies aspects of the services, spaces, and collections provided by UNT Libraries to which users gave the highest scores for
perceived performance. Items are ranked in descending order by scores given for perceived performance.

LibQUAL+® Item

Undergrad 2011

Undergrad 2009

Undergrad 2007

Timely delivery of the articles and documents that | need 1 3 3

Employees who are consistently courteous 2 5

Making electronic resources accessible from my home or office 3

Employees who have the knowledge to answer user questions 4 4 5

Employees who deal with users in a caring fashion 5

Modern equipment that lets me easily access needed information 1 1
2

Willingness to help users

Quiet space for individual activities

Making information easily accessible for independent use




Undergraduate Students Perceptions of Top Performing Areas
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Undergraduate Students Perception Data — 2011

Dimension ID Question Text Perception 2011
LQ-5 Timely delivery of the articles and documents that | need 7.74
AS-3 Employees who are consistently courteous 7.66
IC-1 Making electronic resources accessible from my home or office 7.46
AS-5 Employees who have the knowledge to answer user questions 7.46
AS-6 Employees who deal with users in a caring fashion 7.45
AS-4 Readiness to respond to users’ questions 7.43
AS-9 Dependability in handling users’ service problems 7.40
AS-8 Willingness to help users 7.38
AS-7 Employees who understand the needs of their users 7.32
IC-3 The printed library materials | need for my work 7.31
IC-2 A library Web site enabling me to locate information on my own 7.29
LP-2 Quiet space for individual activities 7.22
IC-7 Making information easily accessible for independent use 7.22
IC-5 Modern equipment that lets me easily access needed information 7.21
IC-8 Print and/or electronic journal collections | require for my work 7.20
IC-6 Easy-to-use access tools that allow me to find things on my own 7.20
LP-3 A comfortable and inviting location 7.18
IC-4 The electronic information resources | need 7.13
LP-5 Community space for group learning and group study 7.08
LQ-2 Teaching me how to access, evaluate, and use information 7.07
AS-1 Employees who instill confidence in users 7.04
LP-4 A getaway for study, learning, or research 7.04
LQ-4 Online course support (readings, links, references) 7.03
LQ-1 Availability of online help when using my library’s electronic resources 7.03
LP-1 Library space that inspires study and learning 6.93
AS-2 Giving users individual attention 6.84
LQ-3 Making me aware of library services 6.64




