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This research aimed to assess service quality of Central library, Srinakhan'hwirot University
through considering difference between expected service and actual service as perceived by user groups
and according to users’ level of library use, OPAC searching use, and electronic searching use. The
subjects comprised 696 faculty, graduate students and undergraduate students using the library during
July to September, 2004. The instrument for collecting data included 7- rating scale questionnaire
adapted from LIbQUAL+™ consisting 4 dimensions of service, namely, access to information, affected
of service, library as place and information control with 25 items. Then data were analyzed by SPSS for
Windows version 13.0 and presented by mean, standard diviation, t—test and F—test. The results revealed
as follows.

1. Opinion concerning expected service as perceived by the users was at a highest level as a
whole. When considered each dimensions, it was found that they were at a highest level as well, library
as place, access to information, information control, and affected of service. Whereas that of actual
service was at a high level as a whole. When considered each dimensions, it was found that they were at
a high level as well, information access, affected of service, information control, and library as place.

2. Service quality as considered through difference between expected service and perceived
service showed that it was negative and the perceived service was lower than the expected service. The
shortest dimension was access to information while the others were affected of service, information
control, and library as place, respectively.

3. According to comparison between expected service as to user group, frequency of library
use, OPAC searching use and electronic searching use, it was found that theré was significant difference
among that of faculty, graduate students, and undergraduaté students as a whole and in each aspects.
Faculty significantly gained more expected service than undergraduate students. When considered each
aspects, it was found that faculty significantly gained more expected service on affected to service and
information control than undergraduate students. Users with high library use significantly gained more
expected service on library as place than those with moderate use, whereas there was no significant.

difference among those with different level among that of OPAC and bvelectronic searching use.
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4. In accordance with comparison between perceived as to service user group, frequency of
library use, OPAC searching use and electronic searching use, it was found there was no significant
difference among that of faculty, graduate students, and undergraduate students as a whole. When
considered each aspect, it was found that faculty and graduate students significantly gained more actual
service on affected to service than undergraduate students. Users with high library use significantly
gained more perceived service on access to information than users with moderate use, whereas there was
no significant difference among those with different level among that of OPAC and electronic searching
use.

5. Faculty, graduate and undergraduate students significantly gained more expected service
higher than perceived service.

6. Their suggestions were (1) library resource including there were damaged, old, and few
books, there should have more update and various journal and books and online database, (2) facility
including insufficient OPAC and internet access terminals, library should provide more high information
technology and should improve toilets, (3) library staff including some library staff should pay more
attention and have more human relations, and there was no enough staff, (4) access to information
including they should quickly put books on shelf and on the right call number and there should have

searching guide nearby the OPAC or shelf including clear sign.





