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ABSTRACT

The objectives of this study were to investigate the state, problem and
quality of services provided by the Academic Resource Center and to suggest the
guidelines for promoting the quality of services provided by the Academic Resource
Center. The scope of study was Office of Academic Resources and Information
Technology, Sakon Nakhon Rajabhat University. The population was personnel and
members of the Academic Resource Center totaling 821 people. The sample of 283
people was selected by proportional stratified random sampling. The instrument used
in the study was a questionnaire of quality of services provided by the Academic
Resource Center ‘called LibQUAL+ TM which is a conceptual framework for measuring
perception and expectation of service providers and service users in 5 factors, namely:
1) service providing, 2) information technology, 3) environment, 4) information
resources, and B) personnel. Statistics used were percentage, frequency, mean,
standard deviation, reliability value of the evaluation form, and validity value of the
questionnaire.

Findings of the study were as follows.

1. The service providing state of the Academic Resource Center found
that most service users of whom 79.1% were females and 20.9% were males. Most

of the service users or 88.4% were undergraduate students of whom 45.2% belonged



to Faculty of Education. Their frequency of service using was not very often, which
consisted of 32.2%. The duration of time for using the service which was popular
among them was during 12.01-13.00 p.m. (49.3%). The services that were popular
among the users were reading service (53%), database search service (51.1%), and
the Internet service (45.5%).

2. The service providing problems showed a negative discrepancy
between satisfaction and expectation of service giving. The service quality of the
resource center was acceptable. But it did not meet the expected requirements. The
problems found in providing services in the minor factors that were currently less
satisfied included renewing a book, providing services in electronic resources, books
and information from outside the Academic Resource Center,. facing the spaciousness
of service facilities, encountering the integrity of information resources, and lacking
knowledge of research among the personnel.

3. The problems found in service using included computers were not
enough to use the service, signals of the wireless network service point did not cover
the area of use, inadequate drinking water service points, not enough printed and
electronic journals available, personnel being unable to convey what they had learned
to others.

4. The 'scope of acceptance of the quality of service covered in every
item. The quality of services provided by the Academic Resource Center, was in the
acceptable criterion, but still did not meet the needs or expectations. The gap of high
level service had a negative value showing that service quality had not reached the
level that users expected.

5. The guidelines on promoting service quality provided by the
Academic Resource Center included: 1) service providing: making a survey of users’
needs in using computer service, its problems and obstacles; 2) information technology:
making a plan for budgeting, developing/improving the wireless network and providing
a channel for suggestions; 3) environment: making a survey of need in the drinking

water service points and changing the plastic glasses to glasses or disposable paper



cones; 4) information resources: holding a meeting and making a plan of journal
service by using data from the survey of the journal needs; 5) personnel: holding a
meeting and making a personnel development plan such as doing a project on training
the knowledge transmission processes and the communication, disseminating
knowledge through the Academic Resource, Center’s websites; organizing an area for
communication and exchanges between the Office of the Personnel of Academic

Resources and the service users.

Keywords: Guidelines for Promoting the Quality Service Providing, Service Providing
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