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Abstract

This exploratory study investigated the quality of web service of the
Thammasat University Libraries Website. The purpose of this study was to ascertain
users’ service quality expectations of the libraries website and their perceived service
quality by evaluating from their expectations and actual experience. Thus, the benefit of
this study is to understand the assessment of the quality of website, to perceive the
users’ expectations of the quality of website, and to develop the quality of Thammasat
University libraries.

This research modified the of service quality measurement scale known as
E-S-QUAL which was developed from the original PZB’s (1985) SERVQUAL scale by
measuring expectations in service and satisfaction after receiving the services. Six
dimensions of E-S-QUAL consist of (1) service performance (2) system ability (3) service
achievement (4) privacy (5) response to the service (6) contact between the users and
the website. The data was collected from students and university personnel who are the
users of the Thammasat University libraries website. A total of 420 respondents filled out
the questionnaire. After that the researcher used the Statistical Package for the Social
Sciences (SPSS) to analyze the data: percentage, average, standard deviation, T and F
Tests, Analysis of Variance, as well as Regression analysis and Correlation.

The results indicated that the service expectations of web users were higher

than their perceived actual service in all aspects evaluated. In particular, three factors



affected the overall web service satisfaction service performance, service achievement,
and response to the service.

Therefore, factors that affected the libraries website services of the
Thammasat University was service performance, service achievement, and response to
the service. This study has offered a guidance to understand the perception of library
website users. Besides, the library management team can use the results of this study
to improve the quality of web service according to the users’ expectation in order to

obtain higher satisfaction from the users in the future.



