
Library Services Quality Survey - 
Detailed Results 

I
n our efforts to provide service excellence to the University community, the Library participated in a 
joint project, which included libraries at 7 UGC-funded institutions, to conduct a survey among all 
our faculty, students and staff, from 15 October to 8 December 2007. The survey used LibQUAL+TM 
a survey instrument developed by the Association of Research Libraries that is widely adopted by 
libraries worldwide. 

Response Rates 

12,679 HKUST undergraduate and graduate students, faculty and staff were invited to participate in 
the survey. This table shows a breakdown of survey respondents by user group. 

The survey also included an open-ended comment box for respondents to include qualitative 
remarks. Of the 1897 surveys completed, 1047 participants (about 55%) gave written comments at 
the completion of the survey. 

Key Findings 

The survey used 22 standardized core questions to measure users' minimum, desired and perceived 
level of service quality in 3 service dimensions:  

Affect of Service: customer service quality  
Information Control: delivery of information in the format, location and time of choice  
Library as Place: effect of facilities and environment  

This table summarizes the survey ratings of HKUST and JULAC libraries in terms of service adequacy 
and service superiority. The higher the "Adequacy Mean Score", the better the Library is performing. 
The smaller the negative number of the "Superiority Mean Score" the closer to the superiority level 
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User Group Population Respondents Response Rate

No. %

Undergraduate 6,137 1,132 59.67% 18.45%

Postgraduate 3,279 508 26.78% 15.49%

Academic staff 465 123 6.48% 26.45%

Library staff 96 10 0.53% 10.42%

Staff 2,702 124 6.54% 4.59%

Overall 12,679 1,897 100% 14.96%

Service Dimension Adequacy Mean Score Superiority Mean Score

HKUST JULAC* HKUST JULAC*

Affect of Service 1.26 0.96 -0.61 -0.67

Information Control 1.09 0.79 -0.77 -0.89

Library as Place 1.01 0.77 -0.94 -0.97

Overall 1.14 0.85 -0.75 -0.82

*JULAC: libraries at HKU, CUHK, HKUST, PolyU, CityU, HKIEd, LU



the Library is. Overall, HKUST Library has received good scores for its service quality in these 3
major areas, and they are significantly better than the JULAC group scores. 

The radar chart shows the aggregate results for the 22 core questions grouped under the 3 service
dimensions. On each axis, respondents' minimum, desired, and perceived levels of service quality 
are plotted, and the resulting "gaps" between the three levels (representing service adequacy or 
service superiority) are shaded in blue and yellow. The radar chart shows that HKUST Library's 
performance is significantly above users' basic expectations. The chart also helps to identify areas
where further enhancements are most desired by our users. 

 
Library Response and Actions 

In response to the survey ratings and comments, the Library has taken a number of actions to
enhance our service quality. Some of the highlights are: 

Sunday hours were extended. The Library is open at 10 am (instead of 1 pm) starting this 
spring semester.  
Request has been made to increase the Library's collection budget. If more funding can be 
made available, we will be able to increase our collections in the social sciences and 
humanities, and to provide our users with the most up-to-date and new information resources.  
More updated media resources will be collected. While we are unable to immediately convert all 
LDs and video to DVD, we have been trying to prioritize format conversion.  
Measures are in place to automatically order more copies of course readings based on demand. 
We have also worked toward expediting these order requests.  
More active promotion of ongoing collection enhancements among faculty and graduate 
students will be pursued.  
Daily temperatures in study areas are constantly monitored for the comfort of our users, and 
the airflow has been adjusted in closed study areas.  
Noise levels are closely monitored on a regular basis. The new glass group study room built on 
LG3 has been moved to LG4 to reduce noise levels on the LG3 quiet floor.  
12 study carrels with power strips and 1 networked color laser printer were added to the 
Information Commons (IC). Plans are underway to expand the IC, and for the extension of 
Library space including learning and collaborative spaces for 2012.  
6 additional group study rooms were added in the current academic year. We are actively 
exploring more possibilities.  
A total of 340 additional power sockets were added for study carrels along the curve of the 
Library building on all five floors. We have also requested funding to retrofit study tables and 
carrels with power sockets.  
Carrel lighting was modified to enable local user control throughout the day.  

Further Information 

Visit the Library web site at http://library.ust.hk/libqual/Services-Survey-2007.html for further 
information. 

 



Collection Spotlight: Expanded Science Collection 

The Library has been building up a robust collection of electronic resources to support the vigorous 
scientific research at HKUST. Through years of deliberate budget management and planning, the 

Library has acquired major databases including Web of Science, ScienceDirect, Scopus, 
INSPEC, MathSciNet and SciFinder Scholar. 

Electronic journals are usually subscribed to or purchased in packages. The Library's fruitful 
negotiations with major scientific societies and publishers bring you electronic access to journals of: 

American Chemical Society (ACS)  
American Institute of Physics (AIP)  
American Mathematical Society (AMS)  
American Physical Society (APS)  
American Society of Civil Engineers (ASCE)  
American Soc. Of Mechanical Engineers (ASME)  
Association for Computing Machinery (ACM)  
Institute of Physics (IOP)  
Optical Society of America (OSA)  
Royal Society of Chemistry  
Springer  
Society for Industrial and Applied Math. (SIAM)  

Most packages cover access to archives of older issues. For instance, many journals in the ACS 
package are available from the first volume published; the earliest publication was Journal of the 
American Chemical Society which started in 1879. 

The electronic collection has also been strengthened by the growth of electronic books, including 
some key reference titles. For example, thousands of books published by the scientific publisher 
Springer and related imprints are accessible via their electronic platform "SpringerLink". Popular 
series include Advances in Polymer Science, Lecture Notes in Computer Science (LNCS) and Lecture 
Notes in Mathematics. You can access the full text of these series from 1997 onwards. 

Another noteworthy subscription is "Wiley InterScience". It provides electronic access to valuable 
encyclopedias and handbooks including Current Protocols in Molecular Biology, Current Protocols in 
Nucleic Acid Chemistry, Encyclopedia of Life Sciences, Encyclopedia of Polymer Science & 
Technology, Encyclopedia of Statistical Sciences, Kirk-Othmer Encyclopedia of Chemical Technology, 
Ullmann's Encyclopedia of Industrial Chemistry and Wiley Encyclopedia of Biomedical Engineering. 
Other significant reference works accessible electronically include Dekker Encyclopedia of 
Nanoscience and Nanotechnology, Encyclopedia of Nanoscience and Nanotechnology, CRC Materials 
Science and Engineering Handbook (via ENGNetBase). Besides these packages with a focus in 
science and engineering, a myriad of electronic books on science can also be found through major e-
book collections such as Books24x7 and NetLibrary. 

 

Increased Interlibrary Loan Quotas 

Research has always been the cornerstone of the University's success. In the University's plan for 
academic development, one of the objectives is to strengthen the research element in 

undergraduate programs. The Library expects this will lead to increased demand for outside 
research materials. Interlibrary loan (ILL), a service to supplement the Library collections by 
obtaining materials unavailable in our own holdings, can help to meet users' specific document 
needs. In this connection, the Library has increased the ILL quotas as follows: 

User Category Old Quota New Quota

Faculty 140 200

Postgraduate 80 150

Undergraduate 20-40 50

Research, Teaching and Academic Equivalent Staff 80 150

Support Staff 20 50



We believe users will find this initiative helpful and timely. The new quotas became effective in 
February; they apply to both book and article requests made within each academic year. 

A related development was the big jump in the number of free lenders the Library has access to 
through joining RAPID - a reciprocal interlibrary lending service. About 90 academic and research
libraries participate in this collaboration and all have pledged to supply articles from their journal 
collections to other members within 24 hours. 

Users interested in learning more about the new quotas and RAPID may visit 
http://library.ust.hk/serv/dssborrowing.html. For specific enquiries, please contact the Document
Supply Service at lbill@ust.hk or 2358-6754. 

 

Reserve Resources Linked to Online Courses 

The Center for Enhanced Learning & Teaching (CELT http://celt.ust.hk/) has developed a script to
link from the CELT Online Courses in LMES to the Library Reserve reading lists for course 

materials. The Reserve staff in the Library send regular updates of all new course materials and 
these are linked directly from the course by CELT. The students need only click the tab for "Library" 
on the e-course page to be directed to the course list. This means students do not need to
separately search in the Library catalog for the assigned readings, but can access the list directly 
from their e-course pages instead. 

Since many Library resources are now available electronically, students can select and immediately
access the article or e-book. If the item is not electronic, the student can still note the call number 
for access from the Reserve desk at a later time. If any faculty or teaching staff have additional web 
sites or reading lists that are not included in the LMES, the Library can also provide you with the
Library links and call numbers to actively link from your web pages. Please contact Corrie Marsh at
lbcmarsh@ust.hk for assistance. 

 

Professor T. K. Lin's (林達光) Collection 

During the past two months, the Library has had the privilege of receiving two notable donations 
of research materials: a collection on Modern China and a Chinese Ethnic Minorities Collection. In 

this issue, we will first introduce the donor of the former. 

Through the connection of Professor Yuk-Shan Wong, Mrs. Eileen Lin decided to donate her late
husband, Professor Ta-Kuang Lin's (林達光) personal collection to the Library. It includes books,
manuscripts, correspondence, speeches and photos which illuminate the study of contemporary 
China. 

The Asia Pacific Foundation of Canada named Professor Lin, together with other renowned 
individuals such as Dr. Henry Norman Bethune, as one of the ten Canadians who have contributed
most to Canada-Asia relations in the past century. The Foundation stated that Professor Lin, an
eminent Professor of McGill University and later at the University of British Columbia, spent much of 
his life working for greater understanding between China and the West. 

Born in Canada and educated in Canada and the US, Prof. Lin went to China in 1949, just as Mao 
Zedong was proclaiming the birth of the People　 Republic. He spent the next 15 turbulent years 
working and teaching in China, experiencing first-hand the campaigns and struggles that culminated
in the Cultural Revolution. After his return to Canada, he spoke out frequently on the need to 
normalize relations with China, and advised then Prime Minister Trudeau ahead of Canada's 
recognition of the PRC in 1970. He returned to China a number of times in later years helping to 
pave the way for visits to China by Henry Kissinger and President Nixon. 

While the Library staff are in the process of organizing the thousands of items received from Mrs.
Lin, we noted that many of the documents, booklets, pamphlets and photos were from the Cultural
Revolution era. Many of the books also bear the autographs of prominent figures, including 宋慶齡, 廖
承志, 費孝通, and Joseph Needham. 



To pay tribute to Professor Lin and to acknowledge Mrs. Lin's generosity, a handsome bookplate will 
be affixed to each of the donated items. The Library also plans to develop a web page to introduce
the donor and include a virtual catalogue of the collection. A book entitled "In the Eye of the China
Storm" will soon be published by Mrs. Lin to reminisce the turbulence years they lived and the
odyssey of thought and of feeling of someone born between two worlds. 

 

Next Generation Library Catalog 

Over the past few years, there have been many efforts to improve the way library catalogs can be 
used. HKUST Library Systems staff have been following such developments closely, and recently 

began implementing one possible version of a "Next Generation Library Catalog". This interface is
based on Scriblio - an open source library catalog interface designed as a plugin package for the 
WordPress blog software. Our staff have performed extensive modifications to the software, among 
other things to support the display and searching of Chinese, Japanese and Korean (CJK) characters. 

It is amazing that with little effort and almost at zero cost, we are able to build an alternate catalog 
prototype that features Web/Library 2.0 technology such as tagging, faceted searching, user 
comments, RSS feeds, together with real-time local holdings display, full-text linking to e-journals 
and e-books, and incorporation of book jacket images, descriptions and reviews from Amazon.com. 

Please take a look and let us know what you think of this new interface 
(http://library.ust.hk/scriblio). It probably will not be the final version, and may not replace the 
existing catalog, but we think it is a great starting point for seeing how using the library catalog can
be improved. 

 

Access Services Changes 

Courtesy Notices 

The Library automatically sends out an e-mail notice to let users know they have items due. In order
to better serve working or part-time students, we have now changed this to a 2-day advance notice 
to allow more time for you to return the materials. 

2 HKALL Renewals 

All faculty, staff, and students may now renew HKALL books borrowed from other Hong Kong 
universities two times instead of the original one time. 

HKALL Book Returns 

All users may now return their HKALL books to the outside book returns, not just to the Circulation
counter. 

Increased ILL Quotas 

All users' ILL quotas have been increased. Read the article earlier in this issue for details. 
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Thesis Arrangement 

All Theses in the room on 1/F have now been rearranged in an easy-to-use order by department
within each School. 

In-House use of Media 

There is no longer any need to check out Media Resources items that will be viewed within the 
Library. You may feel free to simply take the materials, view them in Media, and return them to the
counter when you are finished. 


