
SQUIRE Index by Counting Opinions 

SQUIRE Index 

SQUIRE is an index.  It is a performance indicator that combines a set of distinct 
measures.  Because it combines several other measures, it will not help to pin-point where 
issues lie, but the Index is useful for identifying the level of potential opportunity for 

improvement and for tracking trends in this opportunity over time or comparing/ranking 
between service locations and library systems. 

The index is calculated based on a proprietary formula that measures the gap between 

pairings of various elements that comprise the SQUIRE Index.  This includes measures of 
stated customer Satisfaction, Quality, likelihood of Re-Use, Importance, likelihood of 

Recommendation, Expectation.  

For example:   
When comparing responses to questions of satisfaction and importance, if a customer 
indicates their Satisfaction is lower relative to the stated level of Importance, then the gap 

between Satisfaction and Importance represents a potential opportunity for improvement. 
In other words, when customers feel strongly that a service is important and yet they are 

not as satisfied, then very likely there is some potential opportunity to improve service 
delivery for that individual.  These gaps are represented in the SQUIRE index. 

On the other hand, when customers indicate that their satisfaction is higher relative to 

their stated level of importance, then quite possibly there is no significant opportunity for 
improvement.  As such, SQUIRE does not recognize these gaps in its overall calculation.  

Similar gap calculations are performed for other the measures included in the SQUIRE 
index. The index value is based on a scale that starts and increases from 0 (zero).  A 

SQUIRE index is generated for each individual respondent.  Depending on the report you 
are viewing you may see an Overall SQUIRE index (based on the selected results) or the 

SQUIRE index for a selected individual respondent. 

A SQUIRE index of 0 (zero) typically indicates that, from your customers’ perspective, the 
opportunity for improvement is non-existent or negligible.  SQUIRE index values higher 
than zero indicate the potential opportunity for improvement.  Larger SQUIRE values 

indicate a greater potential opportunity for improvement. 

Most Public Library's (using a 10-point scale for each measure) generate Overall SQUIRE 
index values between 3 and 6, although this value may vary more significantly when fewer 

responses are included.  The key to SQUIRE is thinking in terms of relative opportunities 
for improvement. Low SQUIRE index values indicate that, from your customers’ 

perspective, you are performing according to their needs, and thus the overall potential for 
improvement for those uses is likely low.  On the other hand, it may indicate that 
respondents are ambivalent about the importance and expectation of the services you 

provide. 

NOTE: The SQUIRE index is NOT impacted when you exceed customer expectations, or 
exceed the stated level of importance, but rather measures the gaps or potential 

opportunity for improvement using a combination of measures. 
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You can use the SQUIRE index in isolation, but it is often best to include SQUIRE when 

performing peer comparisons and trend analysis.  SQUIRE is a useful indicator of the 
overall potential opportunity for improvement. To determine the specifics, you will need to 
look elsewhere. 

For instance, you can use SQUIRE to track overall performance opportunity from one 

period to the next and to get an indication whether or not your efforts are well received.  
As you implement improvements in your services, you can monitor the overall impact as 

measured by the SQUIRE Index. Monitoring the SQUIRE index over longer periods of time 
while ensuring that responses are representative and sufficient in numbers, increases the 
likelihood that the SQUIRE Index reflects your reality.   

SQUIRE Chart (from the Summary Report) 
 

 
This “polar-radar” style chart (above) depicts the main elements of SQUIRE but is not a 
graphic of the SQUIRE Index per se.  To interpret this graphic, consider: 

(1) The two distinct shaded graphic overlays, with the red overlay representing the 
"overall" values and the blue overlay representing the current month (e.g., February 2008) 
(2) The coverage along each radial/spoke (e.g., Importance, Satisfaction, etc.) 

 
The scale on the chart (see the values emanating from the center to the top of the chart) is 

a relative scale which changes according the maximum values for each SQUIRE element for 
the time periods represented. You can see from the example chart that the coverage along 
the radials represented by Recommendation, Usage (Re-use) and Importance are more 

significant than the coverage along the radials represented by Satisfaction, Expectation and 
Quality.  
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Users are indicating a stronger likelihood of Recommending and re-Using the services of 

the library than they consider your performance in terms of meeting their Expectations. 
Intuitively, you might desire a relative balance amongst the elements of SQUIRE. One 
might jump to the conclusion that a lower SQUIRE index results with a uniform "hexagon" 

chart shape, indicating no differences in each measure included in SQUIRE. But keep in 
mind that this polar radar chart represents the overall average of responses against each 

of individual measure whereas the SQUIRE index is  a combination of opportunities (gaps) 
for each individual user, which is not represented in this chart. This chart is just one 
perspective relative to the components of SQUIRE, but you should refer to the actual 

SQUIRE index values for a more accurate measure of the opportunity to improve. 
 

 
SQUIRE Index Trend Chart (from Dashboard Report) 
 

 
 

The SQUIRE Index “trend chart” (above) depicts a SQUIRE Index that is reducing in value 
over time.  This is ideal, in that it indicates the progress the Library is making in terms of 
meeting/exceeding the expectations of customers. 

Using the Dashboard interface, libraries can get a relative ranking of their SQUIRE index 
versus other similar library types (e.g., Public, Academic, etc.) using available comparative 
data. The following Gauge chart indicates the current position of this subscribers versus all 

others. 

 

Combination trend and ranking zone comparison charts can help to provide greater 
perspective (see the previous trend chart.)  In that example, the library has set a target, 

and it appears from the solid green trend line, that the recent values are trending towards 
the target value.  While it sometimes is counter-intuitive, lower SQUIRE values in fact are 

better.  The good zone (green shaded area in the trend chart above) is where this Library 
has established their target.  The shaded ranking zones (essentially 1/3 of subscribers in 
the high value zone, another 1/3 in the average zone and the remaining 1/3 in the low 
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value zone) correspond to the gauge chart. Where this trend chart differs, is in showing 

how these rankings (zones) correlate to values. 

SQUIRE Index Ranking Chart (from Branch-level Dashboard Reports) 
 

 

SQUIRE provides a single, consolidated overall indicator of potential for improvement.  For 
locations with higher SQUIRE values, it follows that there is the potentially more 
opportunity/need for improvement and hence need to allocate appropriate resources in 

support of implementing necessary changes.  In the bar graph(above) a priority listing of 
locations is depicted, from top-to-bottom, based on the relative potential opportunity for 

improvement (i.e., SQUIRE index.) 

The charts offer drill downs to comments and survey responses, to help isolate potential 
issues at a selected location.  While the SQUIRE index charts can help to identify and 
prioritize locations in terms of the potential opportunity for improvement, the library must 

still understand details of the issues that can and should be addressed -- those that have a 
chance of making a difference. The context of comments and other responses to survey 

questions as well as other custom reports and views of the customer feedback, can help 
libraries to better understand some of the reasons for their results.   

The iterative approach to continuous improvement involves ongoing measurement of key 

services and monitoring of the impacts and outcomes of changes in services  ... initiated 
proactively by the library or as a result of a combination of events beyond their control. 
There are a variety of measures at your disposal but the SQUIRE index is often an easier 

way to comprehend the impacts and outcomes of changes versus trying to look at several 
measure separately.  Consistent with a quality improvement process, the objective is to 

reduce the gaps and variability that the SQUIRE index succinctly depicts for the core 
measures of customer satisfaction. 


