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ABSTRACT

The research was conducted to assess the quality of library services at the Faculty of
Law and Political Science, National University of Laos using the evaluation form of

M

LibQUAL + ™ in 2010 for a survey of users’ opinions on the minimum acceptable level of
service, the expected level of service and level of services that were actually obtained from the

library.

The population used in this study was undergraduate students in the Faculty of Law and
Political Science. National University of Laos in the 2011 academic year, a total of 364 persons.

The data was analyzed using percentage, mean and standard deviation.

The results showed that all factors were ranked at a moderate level. Factors determining
the quality of library services were within the acceptable scope or range, but they did not
directly correspond to the needs and expectations of users. Concerning the acceptable scope or
range it was found that the quality of library services was positive. And the gap between the
high levels of service was negative. This indicates that library service quality was at an
acceptable level but it did not directly correspond to the needs and expectations of the users. As
for adequacy that the users could accept the most was that the library had modern equipment
providing easy access to the information. As for factor about the feelings of the users toward
the library services, it was found that the library should urgently improve to develop the library
staff to increase their knowledge and create trust among the users. Regarding its physical
features, the library should expand its space and add more individual and group study rooms.
Regarding information coverage, there should be more computers for information search and

more subscriptions of electronic information to boost the service standard to that of the



Association of Research Libraries for the United States. It was also found that the library of the

Faculty of Law and Political Science had a low standard of scores in all factors.

As for the satisfaction with the library, it was found that the users were satisfied at a
moderate level. The library assisted the users to progress in the field of their expertise and
helped them to identify both credible and incredible information as well as improve their skills
and ability to study and work. They wanted the library to add services such as online database,

interlibrary loan services and a personal study room.



