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Thesis title: Evaluation of Service Quality of Area Resource Center Libraries,
Sukhothai Thammathirat Open University

Researcher: Miss Suchada Netpakdee; Degree: Master of Arts (Information

Science); Thesis advisors: (1) Dr.Somporn Puttapithakporn, Associate Professor; (2)

Kanchana Gaiwang, Assistant Professor; Academic year: 2008

Abstract

The purpose of this study were to (1) evaluate ten Area Resource Center
Libraries, Sukhothai Thammathirat Open University; and (2) compare their service
quality.

Research sample comprised 1,742 library users of ten Area Resource
Center Libraries, Sukhothai Thammathirat Open University. The research instrument
was a self-administered questionnaire using SERVQUAL concept. The Cronbach’s
Alpha coeffiency of the questionnaire was 0.98. The data were analyzed by
descriptive statistics and t-test.

It was found that the overall service quality in all five dimentions was high
in the following order: assurance (+0.48), responsiveness (+0.45), empathy (+0.44),
reliability (+0.40) and tangibles (+0.20). The Area Resource Center (ARC) Library at
Nakhonsawan got the highest score, followed by Nakhon Si Thammarat. The ARC
Library at Udonthani got the lowest score. In addition, (1) The difference between the
expectations about the ARC Library service quality of the STOU students and the
general public did not differ significantly from one another. (2) The difference
between the perceived service quality of the students and the public differed
significantly from one another (p<.00). (3) The differences between the overall
service quality of the students and the public was statistically significant (p<.00)

Keywords: Service quality evaluation, Library service
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