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ABSTRACT

The objectives of this study are 1) to help develop electronic inquiry services for the
Office of Academic Resources and Information Technology at Chiang Mai Rajabhat University,
2) to investigate the satisfaction of those using the electronic inquiry services, and 3) to analyze
the use of and patterns of use of the electronic inquiry services.

This study, adopted the open-source inquiry program ‘phpMyFAQ’, as part of the
provision of web-form electronic inquiry services, and the online chat program ‘Meebo’, in the
provision of online electronic inquiry services.

The findings show that both the phpMyFAQ open source inquiry program and the Meebo
online chat program can be used effectively to provide electronic inquiry services. As part of the
study, most operators and librarians agreed that the programs could add more service channels for
users, and thus help to enhance the effectiveness of library work.

The evaluation of satisfaction levels revealed that operators of the web-form electronic
inquiry services expressed high levels of satisfaction with the display screen, the description of
use, the access system and work effectiveness, as well as the questions archive which includes

Tags, frequently-asked and popular questions, plus the latest questions. The operators of online



chat electronic inquiry services also reported high levels of satisfaction with the system. In all,
80% of users preferred to use the web-form electronic inquiry service, 67% preferred the online
chat electronic inquiry service, and 22% preferred to use the reference desk.

The study of the use of and patterns of use of the electronic inquiry services revealed that
the users of the web-form electronic inquiry service accessed the system most between 08.00 -
11.59 hrs., whilst users of the online chat electronic inquiry service accessed the system most
between 12.00 — 16.00 hrs. Directional questions were utilized the most by users of the web-form
electronic inquiry service. The next most utilized questions were specific search questions, ready-
reference questions and research questions, respectively. For the users of the online chat
electronic inquiry service, they used the directional questions facility the most, whilst the next
most popular questions were the ready-reference questions, specific search questions and research

questions, respectively.



