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Abstract

This research has two research objectives: 1) to assess the service quality of the library
using LIbQUAL+ ™ in A.D. 2006 2) to compare the service quality of the library classified by user
group, gender, educational level, student type and year. This research was survey research, asking
for the lowest acceptable service, satisfaction service and the actual service from the library. Online
questionnaire was used as a data collection tool. The samples used in the research included totally
670 students and instructors. Data analysis was used by distributing frequency, percentage and
standard deviation, and testing the hypothesis using T-test and F-test. The results of this research
can be summarized as follows: 1. The users had opinions to the lowest acceptable service. All
factors were at the Moderate level. Opinions to the satisfaction service and the actual service were
at a high level. 2. Opinions about the library's service quality assessment consisted of scope of
acceptance, sufficient service gap and high-level service gap. The result of analysis revealed that
the actual service level of the users was higher than the lowest acceptable service but lower than
the satisfaction service.3. The comparison of library services classified by variable. It was found that
the different users and types of students had different opinions about the service quality at all

! didnvioays uninendeysni gays 20131

1Burapha University Library, Chonburi, 20131

*Corresponding author: e-mail: urarin@go.buu.ac.th

Received: July 25, 2022, Accepted: September 27, 2022, Published: May 1, 2023

56 B




19875391775 Yvum. 12(2): 56 - 66 amsu YA ey ava Tsaudnnsml

levels of service quality. For the different grade of years of the users had no different opinions to
the service quality. For males and females, they had no different opinions to the lowest acceptable
service, but there were different opinions to the satisfaction service and the actual service, and the
different educational level of users had opinions to the lowest acceptable service quality. The
expected service was not different, but the actual service was different.

Keywords: library service quality, service quality assessment, LIbQUAL+ ™
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