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Using LibQUAL+ to Develop a Student-Centered Marketing Campaign

Background

Over the summer of 2006, McQuade library staff reviewed results of the LibQUAL+ survey.** Three items jumped out as “Red Flag” concerns: 1) Modern Equipment; 2) Quiet Space; and 3) Space that Inspires Study and Learning.

Since two of these items fell under the "Library As Place" category, staff developed a marketing campaign entitled Meet Me @ McQuade, which highlights the library as a place to conduct research, study, and learn. A committee of library staff members was formed to develop and implement a coordinated advocacy campaign for the library.

Campaign’s Key Message

McQuade Library is a space that inspires study, teaching and learning - it is an inviting, comfortable place to do research, relax, converse with others, work collaboratively or study in solitude.
Strategies (How are we delivering the above message?) 

· Modest physical space improvements

· Defined quiet and group study zones throughout the library (LP -2, LP-4)
· Painted walls to brighten study areas (LP-3, LP-1)
· Rearranged furniture to create comfortable locations and purchased new modular furniture (LP-3, LP-5 )
· Created additional group study room (LP-5)
· Lobby Makeover = new book displays, creating more open space, new benches, “study break” contests (LP-1)
· Promotional materials such as Meet Me @ McQuade Poster Series, Meet Me @ McQuade Logo, mugs, T-shirts
· Social Nights

· Jeopardy Game Night
· Meet Us in Facebook
· Contests that Build Community
· Campaign Website (all staff members added campaign URL to outgoing email signatures)
All these elements, created a strong, student-centered marketing campaign that responded to LibQual+ results within the “Library as Place” dimension by improving the library’s environment.


** Financial assistance for our LibQUAL+ survey was made possible with Federal Funds from the Institute on Museum and Library Services administered through the Massachusetts Board of Library Commissioners (MBLC).

“You will know your public services staff have transitioned when they start to view every experience from the point of view of the customer… Thinking service quality should, ultimately, be a way of being.”  

-Taken from Wall, Tom B. (2002). LibQual+ as transformative experience. Performance and Metrics, 3(2), 43-47.
Tips on Utilizing LibQual+ Results to Launch a Successful Marketing Campaign
· Translate LibQUAL+speak into userspeak, identify “red flag” concerns, and choose a clear message that you want to send your users.

· Solicit student input through focus groups post-LibQUAL+ and let it guide your marketing efforts!  
· Emphasize what you can give students (your strengths from LibQUAL+) & focus on what the user values (LibQUAL+ items that were most important & biggest problems).

· Create a tagline and organize a campaign around it.  Remember that students respond best to simple messages and concise, bulleted information.

· Remember the elements of GASP*   

· Graphics create an initial impression.  Through signage, advertisement, promotional material, etc. graphics must express a vivid and cohesive picture.
· Ambience describes the mood or feeling conveyed when you walk into the library  

· Style forges the tone and character of a concept, extending to service.
· Presentation is the delivery of the new concept, bringing it to the attention of the community

· Bring the LibQual+ experience to your marketing & build a campaign that truly listens to and trusts your users.  Incorporate the “service quality” perspective into all your marketing efforts!  

*Taken from Smith, Pam Sandlian. (2006).  Tropical Makeover,  Library Journal. 131, 70-73.
Questions or comments?  
Please email Lyena Chavez, Reference & Instruction Librarian
lyena.chavez@merrimack.edu
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