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Appendix D: Protocol for Translating the LibQUAL+® Survey Instrument

LibQUAL+® is a suite of services that libraries use to solicit, track, understand, and act upon
users’ opinions of service quality. These services are offered to the library community by the
Association of Research Libraries (ARL). The program’s centerpiece is a rigorously tested Web-
based survey bundled with training that helps libraries assess and improve library services,
change organizational culture, and market the library.

The LibQUAL+® survey has been implemented at libraries in Australia, Canada, Denmark,
Egypt, England, Finland, France, Ireland, Scotland, the Netherlands, South Africa, Sweden,
Switzerland, and the United Arab Emirates. The survey has been offered in many languages
including Afrikaans, British English, Chinese (Traditional), Danish, Dutch, Finnish, French
(Canada, France, Belgium), German, Greek, Hebrew, Japanese, Norwegian, Spanish, Swedish,
and Welsh.

The LibQUAL+® team is interested in developing and piloting new language versions of the
survey for use in other countries and library settings. This protocol document outlines the steps
required to translate and implement the survey in a new language.

Because of the many steps that are required to complete a translation, institutions that are
interested in translating and using a new language version of the survey are encouraged to
contact the LibQUAL+® team at libqual@arl.org as far in advance of the survey start date as
possible.

Initial Translation

ARL relies on interested and participating libraries to assist with the translation of the
LibQUAL+® survey instrument into new languages. All language translations are based on the
American English version of the survey. ARL provides libraries with a spreadsheet that includes
all the text used in the survey (both from the Web interface and the survey instrument itself).
Generally, one library staff member performs the initial translation of the instrument from
American English into the new language. Once that translation is complete, other library staff
members are asked to review the translation and suggest changes or edits. ARL works closely
with the staff to provide context for the survey terminology and answer any questions.

The spreadsheet provided by ARL breaks down the survey text into small segments (e.g., Core
Survey Questions, Demographic Questions, Survey Web Text) and provides blank space for
translators to fill in the translated text next to the original wording. Translators are required to
complete the spreadsheet in its entirety, typing in the translated information.

Backward Translation into American English
Once the survey has been translated into the new language, ARL will hire a different translator to

translate the instrument back into American English. Backward translation is an important
technique for eliminating translation-related problems. The goal of the backward translation is to
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ensure that the translated instrument is as close to the original version as possible, in order to
eliminate or minimize any linguistic nuances that could affect user responses to the survey items.

Demographics

One element of the LibQUAL+® survey that may require customization on a language-by-
language basis is the demographic section. The demographic questions on the LibQUAL+®
survey are specific to each institution type (i.e., university/college library, law library, public
library). Depending on the type of institution that will be using the new translation and the types
of users that will be responding, ARL may work with the institution to identify any changes that
should be made to the demographic questions to account for cultural or institutional differences.

Adding the Language to the Online Interface

Once the survey text has been completely translated, LibQUAL+® staff must manually enter it
into the online survey interface in order for it to be available for institutions to use. This process
is time-consuming and requires careful crosschecking on the part of the LibQUAL+® team.
Additional consultation with the translators may be required if the LibQUAL+® team has
questions or needs additional information.

Previewing the translated survey

All LibQUAL+® participants have the opportunity to review their library’s survey online before
launching it to users. In the case of institutions that are using a newly translated version of the
survey, this preview is mandatory. The preview is the last opportunity for participants to make
changes to their survey instrument. For that reason, institutions that are using a new translation
should take special care when previewing their survey, and report to ARL any errors in
translation, phrasing, or meaning so that these errors can be corrected before launch.

Implementing multiple language versions at one library

Several past LibQUAL+® participants have implemented the survey in two or more languages at
once (i.e., American English and Canadian French) in order to provide their users with the
opportunity to take the survey in the language with which they are most comfortable. If your
library is interested in this type of survey implementation, please contact the LibQUAL+® team
at libqual@arl.org in order to discuss those arrangements.

Results notebooks

After an institution has completed the LibQUAL+® survey, they receive a results notebook
(available online in PDF format) containing information about their survey run. For those
institutions that implement the survey in a language other than American English, their results
notebook will include the translated survey text where appropriate (for example, survey items,
demographic questions, etc.) However, the main text of the notebook (introductory text,
captions, etc.) will be in American English.
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Presentation on Canadian French implementation

A team of researchers presented a research paper at the 5" Northumbria International Conference
in Durham, U.K., in July of 2003. Their presentation titled “Cross-cultural implementation of
LibQUAL+"": the French language experience,” may be of interest to other libraries considering
translations. In addition to describing the steps involved in translating the survey instrument into
Canadian French, their presentation also affirmatively answered the research question of whether
the Canadian French translation process produced scores that are equivalent to English versions
of the survey.®

For more information

For additional information on translating the LibQUAL+® survey into a new language, or to
discuss new translation opportunities, contact Martha Kyrillidou at martha@arl.org.

® Martha Kyrillidou, Toni Olshen, Fred Heath, Claude Bonnelly, and Jean-Pierre Cote, “Cross-cultural
implementation of LibQUAL+™: the French language experience.” (Paper presented at the 5 Northumbria
International Conference, Durham, UK, July 2003). This paper is available at
http://www.libgual.org/documents/admin/Northumbria%20final6.pdf.

This paper is also available in French: “La mise en ceuvre interculturelle de LibQUAL+YC: Le cas du francais,”
Bulletin Des Bibliotheques de France”, no. 5 (2005): 48-55.
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