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Statement of the Problem


Most of the time any survey having to do with the college library will garner glowing reviews.  Yet, when it comes time to analyze the surveys and learn from the results, it is often hard to hold onto anything substantial in order to set goals and benchmarks.  In some cases, questions that do not allow for gradations of response may lead customers towards banal replies of good or bad.  Often these surveys are full of multiple choice questions that disallow personal customer input.  On the other hand, a survey that is purely short essay may lead to chaos, because there will be no standards for which to group responses and, subsequently, to plan for improvements.  There has to be other ways to assess the quality of customer service.  Questions related to this issue include: How can one assess the customer service received by one’s customers?  How does one assess customer satisfaction?  What options are available to assess customer service?

Literature Review


Hernon, Nitecki, and Altman
 delve into great detail regarding the importance of service quality as the antecedent for customer satisfaction where service quality encompasses three general areas of the library’s resources, organization, and service.  Service quality correlates directly to customer expectations, whether those customers are internal (fellow staff), current library users, lost customers, or never-gained customers.  In contrast, customer satisfaction is “transaction-specific, is a more short-term measure, and focuses on a personal, emotional reaction to service” (p. 11-12).  In addition, the authors also expound on reasons for resistance to service quality summarized as follows: “association of service quality concepts only with commercial service settings; libraries underestimate customers; the administration / management of a library does not have a place for service quality concepts; and service quality implications suggest an inferior or different library status than librarians envision exists” (p. 14).


Hahn, Weaver-Meyers, and Bolin
 explain how the University of Oklahoma responded to the needs and expectations of its library customers.  In particular, utilizing marketing students in gathering and evaluating relevant data makes the University’s response especially unique.  Focus groups were used to identify areas of importance to library users, followed up with twelve student surveys conducted during the fall and spring semesters in 1996-1997.  The student surveys focused on different library customers since the fall surveys focused on student responses, while the spring surveys focused on library faculty, staff, and student employees.  The main problems identified (and later resolved in a timely fashion) were as follows: “a clearly articulated service vision; improved internal and external communication; integration of traditional and electronic reference services; creation of staff training and development programs; and improved ease of use for the library’s databases and networks” (p. 18).


Moysa
, in contrast, specifically focuses on how the Science and Technology Library at the University of Alberta developed a customer service evaluation instrument to improve reference librarians’ customer service behavior.  While two librarians remained in charge of the entire project, the entire reference staff was consulted during the process of developing the assessment.  While the library customers’ opinions of interactions are not sought at this time, the Reference Coordinator randomly selects two different references shifts of one hour each to observe each librarian, usually scheduled during peak periods.  Because there is now a standard of comparison, the librarians know better what to expect and what to strive for.  In addition, the Reference Coordinator can address specific situations during the monthly reference meetings in order to better assist the librarians achieve greater consistency of service.  The Circulation department is now also planning to utilize the evaluation instrument.


Balas
, meanwhile, comments on the current trend toward one-stop searching.  In particular, the author focuses on federated searching and metasearching as options that libraries are exploring.  However, the author also refers to a study conducted by Ruti Volk, manager of the Patient Education Resource Center at the University of Michigan’s Comprehensive Cancer Center, which concluded that only 4 percent of the center’s users could find the same information themselves without seeking help from the librarians.  Balas stresses that while one-stop searching may seem like an ideal customer service solution, libraries should still actively seek to evaluate both search solutions and reference services in ongoing efforts to better assist their customers – whether that means helping customers to better find information on their own or improved in-person reference service.

Evaluation Methodology
The model our evaluation can fit into is based on the Orr model, presented on page 2 of Measuring for Result
.  Assessing a library’s customer service quality falls under the category of Output Measures because it measures how the library is affecting its surrounding community -- in this case, the college.  On page 84 of Measuring for Results, Matthews states (under “Quality”): “Quality-based output measures ask customers for an appraisal of their satisfaction with a specific library service or of the library in general.”  Thus, specifically, assessing a library’s customer service quality falls under the category of quality-based output measures.

Data Collection and Analysis

One way to assess customer service received by customers is to perform a survey.  A survey can also be used to assess customer satisfaction.  Besides a survey, interviews can be done with customers of the library to assess their satisfaction and the level of service.  Another way to evaluate service and customer satisfaction is to use raw data: record gate count, record number of complaints/praises in comment box, record the number of computer/database users, and compare to other libraries.  The increase or decrease in gate count numbers can be used in conjunction with the overall population of the college to find how much of the student population is using the library (thus giving a raw number of usefulness to the college).  

Each approach to gathering data on customer service and satisfaction has its advantages and drawbacks.  At Contra Costa College, they performed a survey of library service for both employees and students.  First, there will be a discussion of the student survey (see Table 1, located at the end of this paper, but before the endnotes).  Besides the counts of services usage (reference desk, circulation statistics, and program attendance [Measuring for Results
]), surveys can be used to assess the quality of services delivered.  

The survey was performed in 2002; changes have occurred since the survey.  In this assessment of customer service received by students, one can gauge their experience through a rating of their satisfaction levels.  Students have seven possible choices for ranking the quality of service in the library.  The trends of most responses fall under “Very Satisfied,” “Satisfied,” “NA,” or “No Response.”  Large numbers of students do not use the services, resulting in NA or No Response replies.  This in itself ought to be addressed: How does the library bring in more students that will use the resources available to them?  The largest percentage of responses falls under the Satisfied category.  But there are differences amongst the categories.  For Courtesy, the Circulation Desk scored 21% in Very Satisfied and 39% for Satisfied; the Media Lab scored 16% Very Satisfied and 32% Satisfied; and the Reference Desk scored 24% Very Satisfied and 44% Satisfied.  Even though Media Services scored lower, they also had only 1 dissatisfied customer while the other two had 4 dissatisfied patrons.

These numbers could mean that students are placing more importance on Circulation and Reference Desks services than Media Lab; therefore, when they succeed or fail, they amplify their scores.  Oftentimes, the Circulation and Reference Desks can help students gain access to resources for the completion of their assignments, while Media Services is not as important for the majority of students for the completion of their majority of assignments.  Now, looking again at the satisfaction ratings, it would seem useful for the library to add a gradation of possible positive responses to Very Satisfied and Satisfied to help sort out what customers think of library service.  With the extra level of response, the library can see if there is a large group of “happy” customers vs. “ecstatic” customers and work towards ecstatic.

The ability to work towards that goal is supported by a free comments section at the end of the survey, where students write a sentence or two about possible improvements for the library.  A comment about the noise in the library has prompted the staff to take a tougher stance on noisy patrons and has resulted in a quieter environment.  A comment about needing more up to date computers will be satisfied when the library moves to its renovated facilities and received new computers.  One comment called for longer hours, and now the library is opened past 7:30 pm.  Improvements on locating articles have been made since the dissatisfied comment.  Currently, fines are routinely explained at the Circulation Desk.  

For the employee library survey (see Table 2, located at the end of this paper, but before the endnotes), the numbers somewhat mirror the student surveys.  The percentage of satisfied employees is higher than that of students: Circulation Desk, 47% Very Satisfied and 32% Satisfied; Media Lab, 41% Very Satisfied and 36% Satisfied; and Reference Desk, 44% Very Satisfied and 33% Satisfied.  One reason those surveyed are happier with library service is that they are co-workers, while others hold prestigious positions on campus.  Both positions are reasons for going the extra yard for making staff happy—one would want to treat fellow workers well to create a better work environment.

Another reason is that staff represents a smaller number; it’s usually easier to satisfy a smaller group than a larger one, since larger ones will require more diverse services.  A third reason, which is related to the second one, for higher satisfaction is that staff usually know what they are looking for, unlike students who may not know and simply say, “Give me the book from my sociology class.”  Staff usually has specific items or subjects they are interested in, thus making finding the target easier.  Another reason is that the majority of staff library users are return customers who know how to search for materials and know who to talk to for targeted information.  In the free comments section of the survey, staff jotted down areas for improvement.  One was extending the operating hours of the library (has been addressed).  Two is putting the hours of the library on the library web site; this has also been done.  Other comments are related to media equipment.

Conclusion


 The goal of assessing the quality of library service is to have higher customer satisfaction.  Contra Costa College’s library survey does not cover some areas of possible improvement, as mentioned by Moysa
.  For example, there could be more specific questions posed for the service of the reference desk: approachability, interest, and positive attitude.  Creating specific standards for the reference desk makes it easier to improve the quality of the reference desk.  Specific ways of dealing with customer questions can be brought to light after an observation.  A self-assessment by the reference desk, as well as the circulation desk and media lab, can improve quality as library staff makes conscious decisions on how to treat customers in a satisfactory way.  


The library service survey could also be expanded to include more questions on the expectations of customers, highlighted by Hahn
.  Customers all come to the library with expectations, and all ratings of satisfaction are related to those expectations being fulfilled.  After determining those expectations, the library ought to have a vision of the direction of service into the future and re-train staff, as needed.  Contra Costa College library received some feedback on expectations through the free comments sections of the surveys, but they must augment those sections with more specific information.


Finally, Hernon
 writes a good summary of the dimensions of service quality including the following: excellence, value, conformance to specifications (reducing errors/mistakes), and meeting or exceeding expectations.  It would behoove Contra Costa College library to put together the results of surveys of service quality and create a vision of high quality based on one of these principles.  The one that would fit best would be to exceed expectations of customers because that way the vision will stay current with the demands of customers and so consistently satisfy and “Wow!” customers into the future.  

Table 1
:

	4. Please indicate your satisfaction level with the following:
	
	
	

	
	
	
	
	
	
	

	Courtesy of Circulation Desk staff.
	
	
	
	
	
	

	A. Very Satisfied
	31
	21.09%
	
	
	
	

	B. Satisfied
	58
	39.46%
	
	
	
	

	C. Unsure
	18
	12.24%
	
	
	
	

	D. Dissatisfied
	4
	2.72%
	
	
	
	

	E. Very Dissatisfied
	1
	0.68%
	
	
	
	

	F. NA
	26
	17.69%
	
	
	
	

	G. No response
	9
	6.12%
	
	
	
	

	
	147
	100.00%
	
	
	
	

	
	
	
	
	
	
	

	Courtesy of Media Lab staff.
	
	
	
	
	
	

	A. Very Satisfied
	24
	16.33%
	
	
	
	

	B. Satisfied
	48
	32.65%
	
	
	
	

	C. Unsure
	22
	14.97%
	
	
	
	

	D. Dissatisfied
	1
	0.68%
	
	
	
	

	E. Very Dissatisfied
	1
	0.68%
	
	
	
	

	F. NA
	35
	23.81%
	
	
	
	

	G. No response
	16
	10.88%
	
	
	
	

	
	147
	100.00%
	
	
	
	

	
	
	
	
	
	
	

	Courtesy of Reference Desk librarians
	
	
	
	
	
	

	A. Very Satisfied
	36
	24.49%
	
	
	
	

	B. Satisfied
	66
	44.90%
	
	
	
	

	C. Unsure
	10
	6.80%
	
	
	
	

	D. Dissatisfied
	4
	2.72%
	
	
	
	

	E. Very Dissatisfied
	0
	0.00%
	
	
	
	

	F. NA
	19
	12.93%
	
	
	
	

	G. No response
	12
	8.16%
	
	
	
	

	
	147
	100.00%
	
	
	
	

	13. In what ways could the Library and/or Media Lab serve you better?
	
	

	
	
	
	
	
	
	

	Add a few more computers and put a change machine with the copy card machines.
	
	

	Computers are often full
	
	
	
	
	
	

	Have more books - books
	
	
	
	
	
	

	If the tables & chairs were new & ergonomically correct
	
	
	
	

	Offer vending machines, more soft seats
	
	
	
	
	
	

	Don't know.
	
	
	
	
	
	

	Library could have more up to day computers
	
	
	
	
	

	Comfortable chairs
	
	
	
	
	
	

	The Library could have better and more magazines. And more time on the computers.
	

	I would like to see more magazines in stock.
	
	
	
	
	

	On how can they improve is that it will be good if the opened 1/2 hour early for students that have classes at 8:00am in the morning and need to use the library or the computers.

	

	Be more organized and be easy to locate  what you want.
	
	
	
	

	Let students check their emails. . .
	
	
	
	
	
	

	I wish they had a bigger section for students to sit down in groups to work together.
	
	

	Provide more seating
	
	
	
	
	
	

	I think it is just fine
	
	
	
	
	
	

	Can't, there good
	
	
	
	
	
	

	Have more textbooks available for study in a library, especially the textbooks that required for Medical program (health), because they are costly.

	

	None (multiple responses)
	
	
	
	
	
	

	Update the stacks. Duplicate on popular books.
	
	
	
	
	

	More computers, I usually have to wait for one to be available.
	
	
	
	

	There needs to be some type of control over the volume then I would use the library more.
	

	We should get more computers & have more books.
	
	
	
	

	The staff is fine, as for information, but they don't seem to smile, or like their jobs very much.
	

	Same as above. (I don't know, I really don't use either so much to notice)
	
	
	

	Better service! In Library
	
	
	
	
	
	

	To continue to stay current with upgraded systems and have it's availability
	
	
	

	More available hours
	
	
	
	
	
	

	More resources -- books, videos, etc.
	
	
	
	
	
	

	With pincle sharpeners
	
	
	
	
	
	

	Provide more current nursing textbooks & materials. Reduce cost of printing copies. Too much for students.

	

	More light. More warmer temp of the room.
	
	
	
	
	

	Satisfactory / none at this time
	
	
	
	
	
	

	Better, more attentive & polite service at the circulation desk with people knowledgeable about how to locate articles on reserve.

	

	The hours, I would like to see them open earlier. I have to be in class at eight am, would be better if I could get in earlier before class.

	

	Extended hours during final week / weekends
	
	
	
	
	

	Keeping people quiet
	
	
	
	
	
	

	Be open before 8:00 in the morning and open later on Friday and have more books and some good novels.

	As usual
	
	
	
	
	
	

	I don't know
	
	
	
	
	
	

	Need more computers
	
	
	
	
	
	

	Not sure.
	
	
	
	
	
	

	Do not like the print-out on computer lab
	
	
	
	
	
	

	More computer
	
	
	
	
	
	

	The Media and computer lab need to be open more hours and more days. To improve its effectiveness and it needs to open on time.

	

	The Media Lab closes to early.
	
	
	
	
	
	

	We can look up our email and send email to someone
	
	
	
	

	Fines need to be explained at checkout.
	
	
	
	
	
	

	Have updated books
	
	
	
	
	
	

	Later hours
	
	
	
	
	
	

	In no way
	
	
	
	
	
	

	I think the Library should have extra computers with Microsoft Word because some student sometimes are looking for a place to type their papers.

	

	Media Lab could use some science (microbiology, Physiology) video tutorials if they were available.

	Less surveys
	
	
	
	
	
	

	All good
	
	
	
	
	
	

	I can use in home and 24 hrs. but only one is password hard. to press in.

	The hours of opening is no enough. I hope that it should be open at 7am to 10pm every day.

	With more updated information.
	
	
	
	
	
	

	To tipe some essays.
	
	
	
	
	
	

	I would like the librarian were more helpful, and instead of get mad, try to help us when we ask for help.

	If it could extend the service time on Friday afternoon it would be better.
	
	
	

	Giving more sesions to the students and teachers
	
	
	
	
	

	Often hold class in library
	
	
	
	
	
	

	More hours.
	
	
	
	
	
	

	Media Lab's casset tape matcine was broken.
	
	
	
	
	

	They could improve their stock of good  modern literature
	
	
	
	

	Open the library computer lab earlier.
	
	
	
	
	
	

	Nothing really. . . The hours are great and there's always someone there if you need assistance.
	

	Have more books.
	
	
	
	
	
	

	Fix the printer or bring at least two more printers.
	
	
	
	
	

	I don't know
	
	
	
	
	
	

	More help available. More people.
	
	
	
	
	
	

	There could be more computers available then the 8 or 10 in the library. The Media Lab could use more assistance and polite young fresh faces.

	

	Educate the people who use the equipment on how to use it.
	
	
	
	

	Increase the number of computers for Internet access or really, limit time on computers so others get a chance to use them.

	More current books & sources
	
	
	
	
	
	

	Can't think of any.
	
	
	
	
	
	

	OK
	
	
	
	
	
	

	Better online access from home
	
	
	
	
	
	

	More organized . People skills.
	
	
	
	
	
	

	I think maybe stay open later.
	
	
	
	
	
	

	Media Lab more friendly, more courteous. More computers in library.
	
	
	

	More computers and updated materials
	
	
	
	
	
	

	Water the tree more often. Better seats. More circle tables. More computers.
	
	

	
	
	
	
	
	
	

	If you have additional comments or suggestions, feel free to use the space below.

	

	
	
	
	
	
	
	

	Most students like to drink coffee in a safe container. New rules should be implemented to drink coffee only in safe containers.

	

	I wish there  circle tables.
	
	
	
	
	
	

	No comment.
	
	
	
	
	
	

	I believe that "the lab" or Skills Center should be placed in a larger room w/ more tables.

	Give free burritos and agua de horchata
	
	
	
	
	

	Functional photocopiers.
	
	
	
	
	
	

	I would like the library computer lab to have the same hours as the library.
	
	

	Yes, I would like to tell that it supposed to be a quiet zone. Thank you.
	
	

	No comments.
	
	
	
	
	
	

	Some students use computers for other than research; these students need a separate area. But not with the research computers.

	

	This is a wonderful library. Clean, quiet and a great place to study. Helpful, great staff!!!

	None!
	
	
	
	
	
	

	When I want to use a computer, I need to wait for a long time.
	
	
	

	More care to the computers since 1/2 of the machines are broken or in no good condition.

	Thanks for the libririan's hard work.
	
	
	
	
	
	

	In library everytime it's so noisy. I can't concentrate to study.
	
	
	

	Good job!  
	
	
	
	
	
	

	Sometimes, our reading assignments are not available, so please coordinate with the instructors.

	What is that lab on top of the library?
	
	
	
	
	


Table 2:

	5. Please indicate your satisfaction level with the following:
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	

	Courtesy of Circulation Desk staff.
	
	
	
	
	
	
	
	
	

	A. Very Satisfied
	35
	47.30%
	
	
	35
	50%
	
	
	
	

	B. Satisfied
	24
	32.43%
	
	
	24
	34%
	
	
	
	

	C. Unsure
	1
	1.35%
	
	
	1
	1%
	
	
	
	

	D. Dissatisfied
	1
	1.35%
	
	
	1
	1%
	
	
	
	

	E. Very Dissatisfied
	0
	0.00%
	
	
	0
	0%
	
	
	
	

	F. NA
	9
	12.16%
	
	
	9
	13%
	
	
	
	

	G. No response
	4
	5.41%
	
	
	
	0%
	
	
	
	

	
	74
	100.00%
	
	
	70
	100%
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	

	Courtesy of Media Lab staff.
	
	
	
	
	
	
	
	
	
	

	A. Very Satisfied
	31
	41.89%
	
	
	31
	44%
	
	
	
	

	B. Satisfied
	27
	36.49%
	
	
	27
	39%
	
	
	
	

	C. Unsure
	3
	4.05%
	
	
	3
	4%
	
	
	
	

	D. Dissatisfied
	0
	0.00%
	
	
	0
	0%
	
	
	
	

	E. Very Dissatisfied
	0
	0.00%
	
	
	0
	0%
	
	
	
	

	F. NA
	9
	12.16%
	
	
	9
	13%
	
	
	
	

	G. No response
	4
	5.41%
	
	
	
	0%
	
	
	
	

	
	74
	100.00%
	
	
	70
	100%
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	

	Courtesy of Reference Desk librarians.
	
	
	
	
	
	
	
	
	

	A. Very Satisfied
	33
	44.59%
	
	
	33
	47%
	
	
	
	

	B. Satisfied
	25
	33.78%
	
	
	25
	36%
	
	
	
	

	C. Unsure
	2
	2.70%
	
	
	2
	3%
	
	
	
	

	D. Dissatisfied
	0
	0.00%
	
	
	0
	0%
	
	
	
	

	E. Very Dissatisfied
	0
	0.00%
	
	
	0
	0%
	
	
	
	

	F. NA
	10
	13.51%
	
	
	10
	14%
	
	
	
	

	G. No response
	4
	5.41%
	
	
	
	0%
	
	
	
	

	
	74
	100.00%
	
	
	70
	100%
	
	
	
	

	8. In what ways could the Library and/or Media Lab serve you better?

	
	
	
	
	
	
	
	
	
	
	

	Easier to put on reserve - check system to see which students have used fac reserve materials
	
	
	
	
	

	All ok.
	
	
	
	
	
	
	
	
	
	

	Media Lab people are often cranky. Rumor has it that Mark is returning? (never cranky)
	
	
	
	
	

	More current books
	
	
	
	
	
	
	
	
	
	

	Purchase more computers
	
	
	
	
	
	
	
	
	
	

	More materials in drama
	
	
	
	
	
	
	
	
	
	

	Can't think of anything right now.
	
	
	
	
	
	
	
	
	

	Perhaps librarians who give orientations could use some more teaching skills to make students more active (& the presentations more interactive
	
	
	

	
	
	
	

	On line information / hours of operation
	
	
	
	
	
	
	
	
	

	Buy UCB library privileges for students who request it
	
	
	
	
	
	
	
	

	Primary duties are not direct instruction. The library provides a great service.
	
	
	
	
	
	

	If more money available, update book collection.
	
	
	
	
	
	
	
	

	Continue on. . .
	
	
	
	
	
	
	
	
	
	

	Don't know yet. . .
	
	
	
	
	
	
	
	
	
	

	More research databases - scrap the books
	
	
	
	
	
	
	
	
	

	Wish it could be open til 7pm & student assistant in place at beg. of  semester.
	
	
	
	
	
	

	Longer hours Friday
	
	
	
	
	
	
	
	
	
	

	From my experience student should not be making too much noise. In PC student should have excess to disk drive
	
	
	

	More current videos for psychology
	
	
	
	
	
	
	
	
	

	Having more references
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