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Users® satisfaction and expectation towards information services of

Burapha University Library

Wongduen Charoen

ABSTRACT

The purposes of the rescarch were to study and to compare the users’ satisfaction and expectation towards
pformation services of Burapha University Library. Eight services were included in this study, they were, circulation,
pook reservation, reference, introduction to library use, thesis, reference book, deposit and reading room. Sample
C(,mpnscd 274 faculty members and 377 students from every department. Questionnaires were designed to collect data
and were analyzed by frequency, percentage, mean, and standard deviation. The comparison of users’ satisfaction and
papectation was done by Onc-way ANOVA and Scheffe’s test.

Results were: First, the level of users’ satisfaction and expectation towards information services of Burapha
University Library is totally in average. When considering each item of the satisfaction, research showed preferably
catisfaction in these services, they were, circulation, reference, and reference book respectively, where as the expectation
jowards services are in high level. When considering each item of the expectation, research indicated that the following
services were included, reading rooms, book reservation, and circulation respectively. Second, in comparison to users’
and expectation towards information services by classifying according to status, research revealed that satisfaction
(owards services between faculty members and students were significantly different in 7 areas except the one in
circulation. When considering dealing expectation of those two groups towards overall services, research pointed out that
there was no significant difference. Apart from that, in classifying users according to educational level, research showed
that satisfaction towards library services was significantly different in 5 areas except book reservation, reference book,
and deposit, whereas expectation towards overall services showed no significant difference. Besides, in classifying users
according to study area, research revealed that faculty members’ satisfaction towards overall services were significantly
different while in their expectation, it remained no significant difference. Towards students’ satisfaction and expectation

over all the services, it revealed that there was no significant difference.

Keywords : User satisfaction; User expectation; Burapha University Library; Information services
Subject Headings : Burapha University Library- -user satisfaction- -research; Public services [Libraries]- -

research
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