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ABSTRACT

The objectives of this study “Library Service Quality Assessment of Maejo University
Central Library Using LibQUAL+TM Quality Index” were to: 1) study expectations of Maejo
University students towards services in 3 aspects: minimum-acceptable service level, desired
service level and perceived service level; 2) evaluate the quality of services in the following
issues: zone of tolerance, adequacy gap and superiority gap. The randomly selected samplings
were 387 Maejo University undergraduate students. The data were collected through the
questionnaires LibQUAL+TM 2009.

The finding showed that the minimum-acceptable service level and the perceived service
level were at moderate while the desired service level was at high. On basis of the service quality,
it was found that mean of the perceived service was in zone of tolerance. The adequacy gap was
positive and the superiority gap was negative, indicating that the quality of service did not reach
the level of the user’s expectation in every aspect. When compared with the Score norms by
Association of Research Libraries, it was found that the service quality of Maejo University
Central Library is higher than the benchmark rate on all factors but still cannot meet the
expectations of users.

The library services first priority for development and improvement is increasing printed
library materials users need for their work. The second issue is quiet space for individual
activities, as well as improved library space that inspires study and learning. For services to be
available close to the users’ expectations are dependability in handling users' service problems

and a comfortable and inviting location.



