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Abstract

This research is a mixed method research, composed of both quantitative and qualitative
methods. The objectives of this research were: 1) to study the customer experience management
situation of Thai research university libraries, 2) to study the guidelines for customer experi-
ence management of Thai research university libraries, and 3) to compare performance of the
customer experience management process of Thai research university libraries according to
the policy for customer experience management and budget to develop good relationship with
users. The quantitative samples were 73 library administrators and the librarians in the Services
Division of Thai research university libraries, a qualitative samples were s library administrators
of Thai research university libraries ranked at 1-5 of 2013 SCImago Institutions Ranking (SIR). The
research instruments were questionnaires and semi-structured interview. The statistic employed
was percentage, mean, standard deviation and t-test. The results of the study were; 1) Overall,
the customer experience management situation of Thai research university libraries was at
the high level. Considered each aspect: structuring of customers experience, designing of
customers interface, and designing of experience to library strength were mostly practiced
accordingly. While the analysis of the customer's experience world was least practiced. 2) The
customer experience management of Thai research university libraries with different management

policy, as a whole, was significant no difference. While, the Thai research university libraries
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with different budget for approving a good relationships with user were significant difference
at the os. level and 3) The guidelines for customer experience management included 4 main

factors which were personnel, management, information technology, and administrator.

MEATY: m‘m’%msﬁisﬂmmﬁgﬂé’ﬁ Vs aNvINeN R
Keyword: Customer experience management, Research university library
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