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The George C. Gordon Library’s decision to participate in LibQual+ was based on a 
desire to discover whether our library resources and services meet our stakeholders’  
needs as well as validate objectives from the library’s strategic plan.  We hoped to:   

·  Expand outreach efforts to faculty, students and staff 
o Revise marketing strategy in keeping with information gained in LibQual+ 

process 
·  Increase ability to provide access to quality services, resources, and technology to 

the WPI community and beyond 
o Review services in light of LibQual+ results and devise an action plan  

·  Improve user experience with library services, resource access, and staff 
o Consider training needs in light of LibQual+ 
o Consider new information or services to be promoted  in keeping with 

LibQual+ outcomes 
 
In order to publicize the survey and encourage participation, a marketing campaign with 
the slogan, “Go Bananas!  Let Your Voice be Heard”  was put into action utilizing: 

·  Email alerts in advance of the survey sent to all campus community members 
·  Posters (50) for dorms, student center, academic buildings  
·  FAQ posted on library website & Social Web (centralized web calendar) with link 

to survey 
·  @Gordon Library article (campus newsletter with library section) 
·  Incentives (themed baskets), displayed in library foyer 

o Banana Split Kit (The Banana Split Book,  banana split kit, banana split 
boats, toppings, ice cream scoop) 

o Couch Potato Kit (DVDs, banana slippers, banana pillows, yellow fleece 
blanket) 

o Curious George Gift Kit (CG cap, alarm clock, bookends) 
o Banana Winter Kit (snowboard, winter caps, mugs, hot chocolate) 

 
·  Direct phone calls to department heads (18) from library staff explaining the 

importance of the survey and encouraging them to participate  
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·  Table at campus center to interact with participants and offer immediate access to 

survey with laptops we provided 

 
·  Bookmarks (1000) distributed for each circulation transaction and at the campus 

center table. 
·  Table tents (250) throughout library and dining halls   
·  Coffee hour in library with access to PCs to take survey  
·  Wallpaper on all library pcs advertising survey 

 
 
 
 

When the survey results were available, we used email and the website to thank the WPI 
community for their participation and inform them of our plan to take action on the 
results as soon as possible.  We also organized meetings with various focus groups to 
discuss many of the issues raised by the survey.  More meetings are being scheduled. 
Additionally, each member of the library staff was encouraged to read through the report 
for a staff discussion.  After this input, the Librarians met to review questions and 
comments as well as to narrow down the top concerns of our stakeholders. The remainder 
of the report addresses the top issues as defined by the Top Five Desired Means 
Questions, our Five Local Questions and the Open Ended Comments.    
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1.  Top Five Desired Means Questions 
 
All top five desired means questions were in the Information Control area.  WPI’s 
undergraduate curriculum is based on four 7 week terms which makes for a very fast 
paced environment requiring speedy delivery of information. Additionally, WPI students 
are in general very technically literate and expect electronic delivery of resources and 
services. Research performed by faculty and graduate students also requires delivery of 
scientific and technical data from highly respected electronic journals and databases.  It is 
not necessarily surprising therefore that all three respondent groups indicated that their 
greatest need was for more resources, more accessibility to these resources, and the 
ability to do this on their own.  A somewhat surprising result is that there is a perceived 
lack of adequate print resources.    
 
1.  Service:  Making electronic resources accessible from my home or  office (IC-1) 
Electronic resources are already accessible to homes and offices through the use of the 
proxy server, so it appears that we need to provide more education to our community on 
this service.   A movie clip on how to set up the proxy server has been developed and 
made available on our website.  A print brochure containing information for off-campus 
access is being developed.  We have advertised this service on our electronic campus 
bulletin board and clips entitled “Did You Know?” have been updated on our website 
with tidbits of information on setting up the proxy server.  We have created awareness of 
this service with our Department Liaisons as well. 
 
Outcome:  We have heard from many faculty, staff and students that they were not aware 
that they had to set up the proxy when off campus and were pleased that this was an 
option.   
 
2.  Service:  A library website enabling me to locate information on my own (IC-2) 
Focus groups are being scheduled with faculty, staff and students to gather more specific 
information on how to improve the website. 
 
Outcome:  TBD 
 
3.  Service:  The electronic information resources I  need (IC-4) 
Focus groups are scheduled with faculty, staff and students to gather more specific 
information regarding electronic resources.  We are also working with our liaisons to 
determine departmental needs. 
 
Outcome:  TBD 
 
4.  Service:  Modern equipment that lets me easily access needed information (IC-5) 
To address the desire for modern equipment that allows easy access to needed 
information, three new collaboration rooms (Tech Suites) with plasma screens and 
computers were built over the summer and became operational in September 2006.  
Additionally, two dual screen monitors and six large screen monitors were purchased for  
patron use.  Twelve more laptops were added to our Laptop Loan Program in August 
2006.  
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Outcome:   Tech Suite statistics were compared from March to September of 2005 
(before LibQual+) and March to September of 2006 (after LibQual+).  There was an 
increase in usage from 1,142 to 1,537.   

 
A statistical comparison of laptop pc circulations from March to September of 2005 
(before LibQual+) and March to September 2006 (after LibQual+), shows that laptop 
circulations increased from 772 to 4,152.   
 
Students remark how happy they are to have more of this type of technology available. 
Comments have been received from students such as:  
 
"We are doing homework on MS Word on one screen, on the other screen we are using to 
get information we need to get answers. Writing on one and information retrieval on the 
other." 
  
“The dual screens are useful for going from one document to another. It's nice to look at 
what you’ re writing while looking at the information you need on another screen. I can 
have my project management report open and work on my PowerPoint presentation for 
Prof. xxx’s class project at the same time. Also, having extra computers is nice because I 
can come in and look up quick information. 

     
 
 
 
 
5.  Service:  Pr int and/or  electronic journal collections I  require for  my work (IC-8) 
The issue of print and/or electronic journal collections that patrons require for their work 
is being addressed through focus groups of faculty and students to find out exactly what 
they would like.  Our Department Liaisons have established an ongoing dialogue with 
faculty to gather more information. 
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Outcome: We have added 500 new humanities titles, Wall Street Journal-ProQuest 
Newspapers, 150 JSTOR titles, over 650 ejournals, and seven new databases.  While 
these were not a direct result of LibQual+ survey results, we try to provide new titles 
whenever we can within the limits imposed by the budget.   
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2.  Five local questions  
The most significant response, especially from undergraduates, was the desire to expand 
the number of hours the library is open. Efficient Interlibrary Loan was next, particularly 
important to faculty and graduate students.  Providing help when and where needed was 
rated third.  Making me aware of library resources and teaching me to locate, find and use 
information were rated fourth and fifth respectively with the faculty expressing great 
satisfaction with these two aspects.  Although the scores overall for the local questions 
indicated a good level of satisfaction, the gap scores indicate that there is more work that 
needs to be done in these areas, even if much of our effort will be focusing on ways of 
making sure our community is aware of our existing services and resources.  
 
 
1.  Service:  Providing help when and where I  need it                   
Focus groups are planned with students and faculty to flesh out what type of help is 
needed and how to best provide that help.  We have met with two student groups, the 
Student Government Association and the Graduate Student Organization, to discuss 
library services, hours of operation, and study spaces.   
 
Library staff, as well as work study students, are now wearing name badges so that 
patrons are able to identify a library employee, making it easier to approach a staff 
member for assistance. 
 
Student Supervisors are now being cross trained in basic reference skills to assist when 
needed. 
 
Outcome:  We have established ongoing information flow to student groups in order to 
alert them to new services and resources and other important library information. 
 
We have found that staff are being approached more often now that patrons can identify 
them. 
   
Student supervisors have been successful in helping patrons with basic assistance. 
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2. Service:  Making me aware of library resources and services 
There is a need to reach out and better market the library to the community.  We have 
found that many of our patrons do not know that we have bestsellers, group technology 
rooms (Tech Suites), certain databases, etc.  We have held several Campus Center 
activities for direct interaction with the community and additional events are planned.  
We have implemented a Department Liaison Program in collaboration with our 
Academic Technology Center to facilitate relationships between the IT Division, of 
which the library is a part, and WPI faculty and administrative staff.  We believe this 
program will enable liaison teams to have a better understanding of faculty and 
departmental needs.  
 
We have promoted our new services with the publication of brochures on “RefWorks”  
(1,000).  We have also improved the look and feel of brochures describing other services, 
producing a total of an additional 4,000+ brochures. 
 
Responsibilities for marketing and outreach were incorporated into the Instruction 
Librarian’s job to create a “Manager, Instruction and Outreach”  position.   
 
The library is establishing a presence outside of the building.  We have created a Library 
Promotions Committee which has conducted and scheduled “Library Interventions”  
sessions every seven weeks.   Library Interventions are informal informational sessions 
conducted in the highly visible campus center gallery.  They generally have a theme and 
Librarians are equipped with laptops and library handouts designed to highlight library 
information such as services, databases, and search tips.  
 
Outcome:    
As a direct result of liaison meetings, a Student Art Gallery is to be located within the 
library on a permanent basis.  This will not only supply the community with a much 
needed display area for student artwork on campus, but allows us to reach out to the 
community in a very different way. 
 
Librarians have assisted faculty in creating resource guides and been invited to do 
presentations at faculty department meetings. 
 
Our first Library Intervention has been completed.  On “Talk Like a Pirate Day”  we 
interacted with over 200 community members and 50 people discovered how to locate 
journals on the library website as evidenced by their entry into our raffle once they 
discovered the “pirate booty”  (the Journal of Pirate Studies).  More than 200 handouts 
were given to patrons. 
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3. Service:  Teaching me how to locate, evaluate, and use information 
Additional teaching opportunities have been identified. The information literacy program 
is continually being improved to address this issue.   
 
Outcome:  We have implemented more education programs on how to access library 
journals and electronic resources, especially from off campus. The Manager, Instruction 
& Outreach, has begun to include more information during workshops and course 
integrated sessions on availability of resources from off campus which was identified as a 
key problem.  One example of outreach was “Talk Like a Pirate Day”  (see above).  Also, 
three programs, “Finding Full Text at WPI,”  “World Cat Demystified,”  and “Data 
Research Tools”  served a total of 17 people, many new to the library.  Eight “RefWorks”  
workshops were offered with 34 attendees. 

 
4.  Service:  Efficient inter library loan/document delivery  
The ILL department has implemented lending strings and direct requesting through 
OCLC in order to reduce the time it takes for library staff at WPI to process borrowing 
requests before they can be sent out to other libraries to be filled. 
 
New agreements have been created with LVIS and one engineering college in Florida in 
order to provide more options for obtaining materials for our patrons without having to 
charge them a fee.  We have also begun to take greater advantage of the Boston Public 
Library’s Document Delivery service 
 
Outcome:   
These initiatives have greatly reduced what patrons have had to spend in order to get the 
materials that they need.  Since July the library has obtained 62 items without fee, which 
in the past would have cost our patrons almost $12 per item.  
 
Turn around times on borrowing requests are following a slow but downward trend.  In 
September 2006 articles were received in an average of 3.4 days, the lowest rate in a 
year.  Book borrowing turn around times have also been faster, with August and 
September of 2006 showing the second lowest averages of the year: 5.9 days (only May 
2006 was lower, at 5.6 days per transaction).    
 
5. Service:  Convenient service hours 
Many students and some faculty feel that the library building is not open late enough. 
Undergraduate students would like the library to remain open an additional two hours in 
the evening.  Graduate students would like the library to be open more hours between 
term breaks. 
 
Outcome:   We have been meeting with our Student Government Association, Graduate 
Student Organization and Campus Police to address these concerns.  Security issues 
(always a priority) become a higher priority issue for staff and patrons when extending 
the length of time the building is open.  Library staff met with outside consultants and 
internal security officials to address patron, staff and building security.  Due to budgetary 
constraints and unresolved security issues, we may not be able to fulfill all of their 
requests.  However, it has opened up a continuing dialog with these groups to work 
towards resolving these issues. 
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3.  Open ended comments   
 
Using ATLAS TI software, we were able to download all open ended comments into a 
file.  The comments were then coded so that we could query the results by comments,  
patron group, and department or major.  This information has been very useful for the 
department liaisons as they discuss issues with the faculty.  We also have been able to 
retrieve comments from our undergraduate and graduate students to see where they have 
the most concerns.  This has allowed us to identify those areas of most importance to our 
community.  We have started by addressing those areas with the most number of 
comments, but will continue to look at the remainder over the course of the next few 
months.   
 
1. Service:  Fines are too high 
We evaluated our policies on these items.  To eliminate the high fees and encourage 
return of equipment we changed some of our fines to what we believe is more acceptable 
to students. 
 
Outcomes:  Fines/lost replacement fees assessed from March 2005 to September 2005 
(before LibQual+) were $46,494.87.   Fines/lost replacement fees assessed from March 
2006 to September 2006 (after LibQual+) were $44,158.46.  This is a decrease in 
assessed fees of $2,336.41.  There has also been a noticeable decrease in complaints from 
patrons.  
 
2.  Service:  Pr int collection too old/new books needed/more books needed in specific 
subject areas  
Multiple comments were made in regard to our print collection being old and the need for 
new books.  We have created a New Books Display, promoted our online New Books tab 
in our online catalog, and solicited more book suggestions from users.  Our New Books 
display has alerted our patrons to the new books received each day by the library and the 
website is updated to reflect these on a regular basis.  Liaisons are addressing this in their 
meetings with departments while letting faculty know that we encourage and welcome 
book purchase suggestions.  We also inform them of the online “suggest a purchase”  
form.   
 
Outcome:  The reference collection has been weeded and 2,000 volumes removed to the 
circulating collection where they will be more accessible. 
 
A new policy of purchasing some books requested from Interlibrary Loan has been 
implemented.  Interlibrary Loan borrowing lists are scanned for subject areas in which 
purchases may be needed.  
 
We have recently begun leaving dust jackets on new hardcover books to make them more 
interesting and attractive.  Of 20,074 books purchased in the past year, 488 books have 
circulated 1045 times.  We added the electronic book collections ENVIROnetbase and 
the Netlibrary 2005 academic collection. 
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 3.  Service:  More electronic journals 
Several comments were received on the desire for more electronic journals.  Liaisons 
have requested input from faculty in their departments on journals they would like the 
library to obtain. 
 
Outcome:   See “Top 5 Desired Means”  question #5.   
 
4.  Service:  Lack of computers 
The number of times students were turned away because all laptop and Tech Suites were 
being used was tracked for a four month period.  During that time, 200 requests for 
laptops and 96 requests for Tech Suites were unfilled. 
 
Outcome:  We added 3 new Tech Suites that became operational in September 2006 and 
acquired 12 more laptops in August 2006.   In comparing usage from March to 
September of 2005 (before LibQual+) to March to September 2006 (after LibQual+),  
laptop circulation has increased from 772 to 4,152.   Tech Suites usage has increased 
from 1,142 to 1,537.  Students have remarked how happy they are to have more of this 
type of technology available.    
 
5.  Service:  Noise level within building 
The greatest number of comments were about the noise level throughout the building.  
Due to the collaborative work expected of the students, we often have many groups of 
students working throughout the building and it can be noisy at times, making it difficult 
for individuals to study.  Library staff have relocated some furniture and used signage to 
designate certain areas as “Quiet Study”  to try to restrict the noise to specific locations. 
During orientation tours, information about quiet areas was stressed to new students.  We 
have also organized other spaces to maximize group use.  
  
Outcome:  We have noticed an increase in noise on the floors that have been designated 
as group study areas and the “quiet”  areas have been quieter.  We have had fewer 
complaints from students about being disrupted when in the quiet areas. 
 
6.  Service:  L ibrary hours 
The second largest number of comments was about library hours.  This has already been 
addressed in Local Questions #5. 

 
Summary:   Academic libraries revolve around the academic year rather than a 
calendar year.  Our academic terms, term breaks, and holiday breaks directly affect 
library usage and our statistics.   We administered LibQual+ in the spring of 2006.  Our 
survey results weren’ t available until the end of June, 2006.  At the writing of this report, 
we are only into the sixth week of our current academic year.  It has been difficult to fully 
evaluate and get statistical data to support our results.  
  
On October 5, 2006 we met with the project directors of other local academic libraries 
that participated in LibQual+ with us.  This was a very successful meeting where we 
shared results, successes, and lessons learned with regard to the survey.  We compared 
results and learned some valuable marketing/promotional techniques from one another 
that were a direct result of administering the survey on our campuses.    
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The LibQual+ survey has provided us with pertinent, valuable user information that we 
can continue to refer to in the future.  We are better able to understand the issues and 
problems users have with the library by following up on the comments received from this 
survey.  (As a side note: The survey itself received some comments.  Several respondents  
found it confusing or had problems with its design). 
 
We have achieved our objectives by expanding our outreach efforts, improving access to 
materials, and improving our users’  experience.   
 
We feel that we have generated an academic consciousness and improved awareness at 
WPI about the library, its services and its staff.  Although the direct impact on users is 
difficult to measure so soon after implementing changes, the survey did validate our 
assumptions about the library’s need for renovation, more technology, and an improved 
website.  It has prompted the library staff to make improvements which we would likely 
have not found the time for without this grant.  
 


