
Sharing the Wealth:

A Process for Engaging a Large Group in Coding 
LibQUAL+® Survey Comments
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Number of people at the library who performed 
the coding/tagging of the LibQUAL+ comments 

(n = 105)

Source: 2009 Coding Survey (Ackermann, Neurohr, O’Mahony, White)

Average = 2

COMMON PROBLEM:
Too much of a good thing!

Wordle display of keywords included in Brown’s 2008 LibQUAL+ comments from respondents.

“Almost half of the people  
responding to the LibQUAL+® 
survey provide valuable feedback 
through the comments box.”

379 = Average number of 

respondents per library who 

provided LibQUAL+ comments 
Source: 2009 Coding Survey (Ackermann, Neurohr, O’Mahony, White)

Not enough staff to code 
and analyze the data

ADVANTAGES OF A GROUP 
APPROACH TO CODING:

• Distributes work load 
across a number of staff 
throughout the 
organization

• Exposes more staff 
directly to users’ 
comments; data are 
understandable

• Provides a forum for 
meaningful user-centered 
discussions about what 
the survey was telling us

• Ensures a broader 
perspective in interpreting 
the data and articulating 
the findings

• Involves more staff in the 
formulation of action 
steps based on the survey

• Helps build wider 
understanding of the 
results and ownership of 
the follow-up action items 
for improvement

Coding and analysis of 
comments are time consuming

2002 : No systematic analysis of comments
2005 : Analysis performed by a small group
2008 : Group analysis by all 20 subject librarians + others

Brown’s Experience…

1,594 respondents to LibQUAL+® survey
646 (40%) respondents provided comments  

2,170 discrete statements by respondents
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From: Association of Research Libraries/Texas A&M University, “A Few Words about LibQUAL+® 2008,” *2008 survey results+, page 11.

[Screen shot of web-based tagging tool developed by BUL programmer]


