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Summary

A customer satisfaction survey was administered in spring 2001 and completed by
mor e than 8200 students, faculty, and staff on13 CSU campuses. Bakersfield, Chico,
Dominguez Hills, Fresno, Fullerton, Hayward, Los Angeles, Long Beach, Pomona, San
Bernardino, San Diego, Sonoma, and Stanislaus'. Overall, students, faculty and staff
expressed high levels of satisfaction with Library Services. Comparisons revealed
Bakersfield, Sonoma, Fresno, Fullerton, and Long Beach as the most highly rated
campuses. Faculty respondents were generally more satisfied than students and staff
with Library Services. However, more than one out of four faculty was dissatisfied with
journal resourcesin meeting their research needs.

The highest rated areas were: electronic resources (Eric, Lexus, Nexus) for
meeting cour sewor k/resear ch needs, safety and cleanliness of the interior environment,
accessto the library during Monday-Thur sday daytime and evening hours, and
knowledge/expertise and courtesy of reference desk librarians. The lowest rated areas
were: adequate number of library equipment (computers, copiers, printers), Saturday
and Sunday hours, library journals for meeting cour sewor k/resear ch needs, and ability to
locate library items.

Survey M ethods

This section of the report briefly describes the Library Services survey instrument,
campus data collection methods, survey returns and response rates, and respondents to
the survey.

| nstrument

The Library survey used in this sudy wasinitidly developed jointly in fal 1999
by the CSU systemwide Customer Satisfaction Survey Committee and the CSU Library
Function Group for adminigtration in oring 2000. The survey was then modified in fall
2000 for adminigtration in spring 2001. The survey contains 32 questions, of which 27
were designed to measure satisfaction with selected library information resources,
workshops and classes, various library equipment, interior environment, hours of library
operation, and ddlivery of service by library staff personndl.?> Accompanying themain
survey form were two separate booklets, the Student Booklet and the Faculty & Staff
Booklet, for gathering demographic information (e.g., gender, ethnicity, etc.) and written
comments and suggestions for improving services. A copy of the survey instrument,

! Dueto insufficient returns, survey results from Stanislaus are not included in this report.
2 Satisfaction rating scale: 5=V ery satisfied, 4=Satisfied, 3=Neutral, 2=Dissatisfied, 1=Very dissatisfied



including booklets, can befound in Appendix A: Customer Satisfaction Survey of
Library Services.

Data Collection

Survey data collection methods, number of completed surveys, and response rates
are reported for each campusin Table 1 below:

Table 1. Data Collection Methods, Survey Returns and Response Rates by Campus

Method Sample Return Count Response

Campus Faculty/Staff Student Size Faculty/Staff Student Unidentified Total Rate
Bakersfield NA U.S. mail 2,927 NA 571 18 589 20.1%
Chico Campus mail U.S. mail 2,742 169 337 23 529 19.3%
Dominguez Hills |Campus mail Convenience NA 103 47 24 174 NA
Fresno NA U.S. mail 1,000 NA 125 7 132 13.2%
Fullerton Campus mail U.S. mail 2,493 672 558 47 1,277 51.2%
Hayward Campus mail U.S. mail 2,000 44 338 19 401 20.1%
Los Angeles Campus mail Classroom 3,370 669 960 318 1,947 57.8%
Long Beach Campus mail  U.S. mail 4,650 147 567 39 753 16.2%
Pomona NA Classroom 1,150 NA 888 42 930 80.9%
San Bernardino Campus mail Classroom 1,654 165 804 21 990 59.9%
San Diego NA Convenience NA NA 102 10 112 NA
Sonoma Campus mail Classroom 2,300 28 335 94 457 19.9%
Total 24,286 1997 5,632 662 8,291 34.1%

Surveys were digtributed to faculty and staff viaintra-campus mail services.
Surveysto students were distributed by U.S. mail, administered in sdlected classrooms, or
were passed out and completed at strategic on-campus locations (i.e., convenience
sampling). Thetotal number of students, faculty, and staff surveyed was 24,286. Of this
number 8,291 surveys were completed, resulting in an overdl response rate of 34.1
percent. Campus response rates ranged from alow of 13.2 percent to a high of 80.9
percent. Response rates were low by survey research standards at Bakersfield, Chico,
Fresno, Hayward, Long Beach, and Sonoma. It isimportant to emphasize that survey
samples from campuses with low response rates or from campuses that employed
convenience sampling may not be representative of the target populations. These
campuses, therefore, need to be very cautious about generdizing survey results beyond
their sample data.

Respondents

Faculty and gtaff, including administratorsmanagers, who responded to the
survey were predominantly full-time employees (77%), femae (57%), White (62%), and
employed at the campus more than 10 years (45%) in the divison of Academic Affairs
(47%). Student respondents were mostly upper-divison (59%), female (66%), White
(43%), 21-25 years old (41%), and working (75%). Additiona survey detail describing




the demographic characterigtics of survey respondentsis provided in Appendix B:
Demogr aphic Characteristics of Respondentsto the Customer Satisfaction Survey
of Library Services.
Results

Survey results presented below focus on addressing four key issues.

Overall Satisfaction: Overall, how satisfied ar e faculty, staff and
studentswith Library Services?

Strengths and Weaknesses: In what areas of Library Servicesare
faculty, staff and students most and least satisfied?

Highly Rated Campuses: How does customer satisfaction with
Library Services compar e across campuses?

Customer Differences: Arethereimportant differences among
faculty, staff and studentsin their level of satisfaction with Library
Services?

Survey results pertinent to these issues are summarized in Table 2, which draws
from more detailed survey results reported in Appendix C: Customer Satisfaction with
Library Services by Campus, and Appendix D: Customer Satisfaction with Library
Services by Customer Type.

Under the column heading, “CSU Ratings’, in Table 2, the following detaare
provided: number of respondents (N), the mean satisfaction rating (M ean), the
percentage of respondents who reported they were either “very satisfied” or “ satisfied”
(Sat), the percentage of respondents who reported they were either “very dissatisfied” or
“dissatisfied” (Dis), and the rdlaive sanding (Rank) of the item based on the mean
satisfaction rating (1=highest ranked item).

Under the heading, “Campus Ratings (Means)”, the mean score of the highest
(High) and the lowest (L ow) rated campusis given, dong with the names of the four top-
rated campuses (T op Half) in descending order of their mean satisfaction ratings.

The last part of Table 2, “Customer Ratings (Means)”, displays the mean
satisfaction ratings for each customer type: Students, Faculty, and Staff. The results
shown in Table 2 are discussed beow in terms of the four guiding questions outlined
above.

Overdl Satisfaction

Overdl, sudents, faculty and staff expressed consstently high levels of
satisfaction with Library Services. On seven measures, average ratings exceed 4.0 and



the percentage of respondents who reported they were either very satisfied or satisfied is
80 percent or greater. All other measures, except one, show strong satisfaction ratings
ranging from 3.6 to 3.9 with 60 percent to 70 percent satisfaction rates.

Library Strengths and Weaknesses

The highest rated areas (4.0 and above) on the survey were:

Safety of the interior environment,

Access to the library during Monday- Thursday daytime hours,
Courtesy of reference desk librarians,

Cleanliness of the interior environment,

Knowledge/expertise of reference desk librarians,

Electronic resources (Eric, Lexus, Nexus) for meeting
coursework/research needs, and

Access to the library during Monday- Thursday evening hours.

The lowest or weakest rated areas (3.4 - 3.6) were:

Adequate number of library equipment (computers, copiers, printers), and
Saturday and Sunday hours of library access.

In these particular areas dissatisfaction was expressed by 18 percent to 23 percent
of al respondents.

Highly Rated Campuses

Table 2 ligts the campuses that achieved the highest level of customer satisfaction
with Library Services. The campuses that are most consstently highly rated across dl 27
satisfaction (i.e., potentialy “best practice’ campuses) are:

Bakersfidd,
Sonoma,
Fresno,
Fullerton, and
Long Beach.

More detailed campus comparisons are presented in Appendix C: Customer
Satisfaction with Library Services by Campus.

Customer Differences

In generd, faculty expressed higher levels of satisfaction with Library than both
students and staff on 20 out of 27 measures. Not al customer differences found in these
19 areas were large, but the pattern is clearly evident. On the other hand, faculty
expressed lower satisfaction compared to students and staff on two measures: journal and



media resources for meeting coursawork needs, and the working condition, number, and
qudity (i.e., up-to-date) of library equipment (computers, copiers, printers). Sightly
more than 27 percent of faculty, in fact, expressed dissatisfaction with journal resources,
roughly two-to-three times higher than the level of dissatisfaction found among students
and staff.

Although customer differences on average were smal, students tend to be more
satisfied than faculty and staff with: books, journds, mediaand other library materids for
mesting coursawork needs; cleanliness of the library interior environment, working
condition of library equipment; and up-to-date library equipment.

Comprehensive survey results on customer differences are reported in Appendix
D: Customer Satisfaction with Library Servicesby Customer Type.
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