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The objectives of this research “Assessment of Service Quality at Central Library
of King Mongkut's Institute of Technology North Bangkok” are to evaluate of service
quality, identify the dimensions that determine the customer’s evaluation of service
quality, problems and suggestions in using the library and the essential attributes that
library should allocate for good service quality by using the concept of The Zone of
Tolerance.

The research procedure was a survey type. The modification of SERVQUAL
questionnaires were distributed for data gathering. The statistical methods used wére
frequency, percentage, mean, standard deviation, and F-test. The Zone of Tolerance
was showed by charts from Microsoft office.

The findings revealed that user responses for each level of service show that the
perception of service performance and the minimum service expectation were
moderate, and the desired service expectations were heighten to moderate. The
perception of service performance and the minimum service expectation at the highest
score is the atmosphere of the library that can encourage the research purpose. The
highest desired service expectation is related to electronic resources’ needs.

The result of the evaluation of service quality by using the gaps between user
desired service expectations and actual service perception reveals that all attributes of
service quality don't meet the user's expectation. The largest gap is related to providing
the thorough information or services for user. The smallest gap is related to the proper
service's time of the library.

The result of The Zone of Tolerance reveals that there are library's services
'Which are not satisfied user such as teaching or advising user or opening the advised
service class, understanding user's needs, creating user's confident, providing the
thorough information or services for user, supporting user instantly and giving the clearly
solution when user have got problems.

The greatest problem faced by users is that there are not enough books and

sorme of books which the library has are out of date.





