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Abstract
This mixed method research studied 3 aspects of the services quality: the effect of
service, information control and library as place. Quantitative data were collected from library

members within the 2nd semester of academic year 2015 using the LibQUAL™

questionnaire.
The sample consisted of 192 cases and qualitative data were collected from representative of
library members by group discussions of 15 cases. The quantitative data were analyzed by
descriptive statistics as percentage, mean, and standard deviation while qualitative data were
arranged and described in each aspect. There were three findings in this research. First, the
level of Perceived service level was very high. The average value of the three values found
that the Perceived service level was higher than the minimum-acceptable service level and
higher than the desire service level in all questions. Only the information control found that the
Perceived service level was lower than the desire service level. Second, an average quality of
effect of service that a user receives within the zone of tolerance in all items and the zone of
tolerance of the gap of service was positive, in all aspects. The quality of library services was
within reach but it did not meet expectations. The zone of tolerance of the gap of high-level
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service was positive in terms of effect of service and library as place but the zone of tolerance
was a negative value in information control. The service quality and library as place exceeded
expectations at an excellent level. The quality of library services for information control was
not up to the level expected. Third, recommendations for the quality improvement of effect of
service were as follows: service proposed to hire more library staff and there are room staff all
the time to facilitate the service. Information control offers to increase the number of computers
to search for information on the Internet and the library as place offers to expand the library

space and increase the number of chairs and tables and sufficient space for library activities.

ey maviasaya LIDQUAL ™ nstssiliugaumnmistSmaviassye, viesayesmiuaiesndal
Keywords: Library service, LibQUAL "™ Library service quality assessment, Arsom Silp
Institute of the Arts’ Library
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