Abstract
Title . An Evaluation of Service Quality of the Center for Library Resources and

Educational Media, Suranaree University of Technology

Authors : Suparak Mernkratok and Others
Publish : 2012
Source : Institutional Research Project Financially Supported by Suranaree

University of Technology

This study aimed to evaluate the quality of service of the Center for Library Resources
and Educational Media, Suranaree University of Technology (SUT). Including problems and
recommendations of the SUT students on the quality of service of the Center for Library
Resources and Educational Media. This study is a survey research. A questionnaire updates from
the LiIbQUAL + TM was using as a research instrument. Respondents included 495 undergraduate
students and 304 graduate students. The data were analyzed and processed with software to
analyze the statistics of the Social Sciences, SPSS / PC+ for Windows. Statistics on the frequency,

percentage, average, and standard deviation were used in the study.

The research results.

The research found that undergraduates and graduate students expected for the
services and the actual service levels in a large scale for all factors respectively. Factor of library
as place . Factor of information resources and factor of information services. And when taken
into the gap in quality of service of the Center for Library Resources and Educational Media, it

was found that service levels are actually lower than the expected service level.

Service level expectations in information services found that in high level expectations
in all service. Information resources service level expectations. It appeared that the users have
high to highest expectations for the information resources. Service level expectations in a library

as place that the users have high to highest expectations.



For the overall service has actually been found that the respondents were satisfied with
the services received in all the factors to a large extent respectively. The factor related to
library as place. Factors related to information resources. And the factor related to the

information services.

When evaluating the quality of service by considering the gap of services expected and
actual services received. Factors related to information services. Factors related to information
resources. Factors related to library as place. The research found that the gap between
expectations and actual services received were negative in all the factors. The first factor was

library as place, information resource and information service factor.

For problems and suggestions. The students were most impressed by the information
service. The most impressive part of that was information resources. For that matter, the

information resources should be improved most.

Recommendations for future research. To benefit the work of the Center for Library
Resources and Educational Media. The research should have studied the role of the Center for
Library Resources and Educational Media to the teaching of teachers. Learning of students and
the satisfaction of users of the Center for Library Resources and Educational Media has

continued to improve service to meet the needs of users.



