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Background 
 
In September 2001, the University Library vacated its old and cramped location in 
University Hall and assumed primary occupancy of the Library and Information Network 
Centre, or LINC.  For the previous 10 years or so, planning for the new building had 
taken up much of the focus and energy of Library Administration.  After the move, as 
staff settled themselves and library services into their new surroundings, the focus of 
Library Administration shifted to the concept of library services. 
 
In 1999, the Association of Research Libraries (ARL) initiated what was called “The 
New Measures Initiative” recognizing that, as the collection format of choice moved to 
electronic delivery to the desktop, it resulted in fewer users being forced to come to the 
library to borrow print materials.  As a result, the physical counts of things (e.g., 
collection size, gate counts, circulation transactions, etc.) used traditionally to measure 
and compare libraries became increasingly less useful.  Users were still visiting libraries 
but differently.  Obviously, old measures no longer reflected (if they ever did) the true 
value and quality of libraries as service organizations.  At this same time, and lending 
impetus for this development, was the increasing pressure on libraries, along with other 
public institutions, to demonstrate their value through the use of performance measures. 
 
Texas A&M University Libraries along with the ARL and funding from U.S. Department 
of Education's Fund for the Improvement of Postsecondary Education took the lead in 
developing new measures for libraries, ones that better reflected their new reality.  Key to 
this initiative was the adaptation of an instrument, SERVQUAL, originally developed for 
the service industry, into an instrument designed to measure the quality of library 
services—LibQUAL+™.  This instrument, unveiled in Fall 2000 and used for the first 
time in 2001, reached maturity in 2003.  In its final form, LibQUAL+™ is best described 
as “a suite of services used to solicit, track, and act upon users’ perceptions of library 
services” the centerpiece of which is a web-based survey instrument. 
 
Measuring something as intangible as service was something very new to libraries and as 
a result, many opportunities were being arranged for librarians to “come up to speed” on 
the topic.  Individual staff members, for whom this was a topic of interest, participated in 
a number of training opportunities.  Donna Seyed Mahmoud, Associate University 
Librarian, attended the University of Calgary Libraries 2002 Professional Development 
Day, which was a full day exploration of the topic of assessment and measurement.  
Subsequent research on her part culminated in a FY2004-2005 budget request to fund 
participation by the University of Lethbridge Library in LibQUAL+™ -- a request that 
was successful.  Planning for LibQUAL+™ at the University of Lethbridge began Fall 
2004 with the target of participating in the Spring 2005 LibQUAL+™ survey. 
 
The LibQUAL process on our campus was organized into three phases.  Part 1 was the 
execution of the LibQUAL+™ survey itself which took place from September 2004 to 
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June 2005.  Part 2 involved followup discussions with focus groups to explore in greater 
depth some of the specific issues emanating from the survey.  This second part, entitled 
“We’re Listening … Talk to Us!” took place from August to November 2005.  Part 3, 
which we are currently about to embark upon, involves responding to the information 
learned from the LibQUAL+™ exercise in an effort to improve service to Library users.  
This report, which covers Part 1 and 2 of the data gathering and analysis, is the first step 
in this last phase. 
 
The overall goals for the initial LibQUAL+™ project may be summarized as follows: 

• Establish a baseline assessment of users’ perceptions of library services 
• Provide direction about where our efforts and resources should be focused 
• Provide a foundation for the development of performance indicators for the 

Library 
 
The Library’s Library Management Team (LMT) was advisory to the process as required. 
 
Complete background information on the University’s participation in LibQUAL+™ 
may be found at http://www.uleth.ca/lib/libqual. 
 


