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Abstract

The Purpose of this independent study was to assess the quality service of the Academic
Resources Center of Rajamangala University Isan, Nakhon Ratchasima using LibQUAL*™
concept which determined 3 service quality dimensions: emotion toward service, physical
facilities, and Information control. Each dimension determined the service quality at 3 levels:
minimum acceptable level, desirable level, and the services which were actually obtained.
The gap scores of each level were defined as Zones of Tolerance, Service Adequacy, and
Service superiority. The Study sample included 375 undergraduate students of Rajamangala
University Isan in the academic year of 2016. Questionnaires were used to collect data which
were then statistically analyzed using frequency, percentage, mean, and standard deviation.

The findings revealed that all 3 service quality dimensions of the Academic
Resources Center were at the moderately level (} =591, X= 6.27), and the desirable services
were at the highest level (}= 6.54). The analysis of the gap scores indicated that the cores

of the 3 service quality dimensions were at the acceptable level.

Keywords: Assessment of Service Quality of Academic Resources Center; Service Quality;
LibQUAL*™ Concept
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MIWN 2 ANMWUINTIIWINGVINIVRITTAVLIN SNNIYTTEIA

STAUUISMINNOUSZRIA

AN Uz —
X S.D. uuawg
ANuiFniiineu3ns (Affect of Service) 644 136  1hunaw
ansaznunenIn (Library as Place) 6.68 142 1N
M IAIUANTIIEULNA (Information Control) 6.51 1.32 N
MNIIN 6.54 1.27 nn

3) AuamuinsluszAuuimsildsuaimun  Taenmsaufinaninuims
agluszivthunas (X = 6.27, S.D. = 1.31) wo 3 A loun dRsasaemememn (X = 6.35,
S.D. = 1.46) ﬁﬁmmiﬁﬂﬁﬁﬁiaﬁmi (X =630, S.D. = 1.31) AAmsmuausIaumd (X = 6.17,
S.D. =1.44)

MIWN 3 ANAINUIMINUINGVINTVOITTAVLININIATVLSY

srAUSMInlAsUase

X S.D. LUana

ARAM YT

AMNSANASIRaUSNS (Affect of Service) 6.17 144  1hunag
ansaznenenIn (Library as Place) 6.35 1.46 1unanyg
MIMUANEIIFUWA (Information Control) 630 1.31 thunang

MNIIN 6.27 1.31 thunaig

3.2 msuanatesdns (Gap Score) BRITSAUANMNUINSG
1) gouwamsvaNsulunmsiunud  AumuIM ey luriozeszeuinn
mswansuld (ZT = 0.63) defimsanidunefiinud o 3 7 egluseuwamssansuld léun
fRgnsazmemumn (ZT = 0.66) HAANuiAaniseusms (ZT = 0.65) wazfiinmaniuay
fduUmneA (ZT = 0.58)

MW 4 PBULANIEONTUDBIANAINUINTNUINGUINS

uAM UL rouLlnNIuaNsu (ZT) tuana
ANu3RnfinAeuINS (Affect of Service) 0.65 pausula
anwalznIvnenIn (Library as Place) 0.66 vausula
MIAIUANEISEULNA (Information Control) 0.58 vousula
MWW 0.63 pausula
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2) desiwmesuimsinadaslunmmsaunudn  aumwoimseylunaii
Alivsmsvensuld Tnedanduuan (SA = 0.36) iWefimsaniusediinud o 3 1A eglutas
gosuimsimaios 1Aud uaziRsneamMemomn (SA = 0.34) TRnnusaniifineuims (SA = 0.38)
URZHAMIAIVANTIITULNA (SA = 0.37)

MIWN 5 Fo9TNuB0IuIMINNBLNEIBRIAMAINLINMINUINGUINT

qAM UL uSmsiweLiies (SA) wlana
ANu3RnfiTAeuINS (Affect of Service) 0.38 pansula
anwalznIvnenIn (Library as Place) 0.34 vausula
MIAIUANEISEULNA (Information Control) 0.37 pousula
MWW 0.36 gausula

3) 939198090U3MITAVFIIUANTINNDI ANMNDINM oY lutnuNneg
Usugo (SS = -0.27) defisaniuneiiinun o 3§37 oglugioreosunge lAun HRdnw:
mMememn (SS = -0.32) fiRANusaniifineusnis (SS = -0.27) uadiAnIAILANTITRUIA
(SS =-0.21)

MIWN 6 PBIIIPBIVINTIZAVFIVDIAMAINUINTNUINGVINS

qAM s uimafwaLing (SS) wuana
ANu3FniifAeu3ns (Affect of Service) 0.27 CRRIETTEN
anwaznnIeMn (Library as Place) -0.32 GRS
MIMUANTITEULNA (Information Control) -0.21 CRMITTEN
MNTIW -0.27 RN

msanUsIuna

MU AUANMNUIMINUINEUINMS  §1inIneuinisuasnaluladdssumned  uIngas
waluladsmusaadslu 3 A laud dAruidaiidouins SAdavasmemenn uas
fiimsmuauEssumA snsaedunenalidoil

1. szduammwuims lu 3 57 fnsannnssduuimamanioonsuld uazssduuims
asulAaonudn faaamuimseglussiuthunas (X = 591, X = 627) musdy §aus:iu
uimafiislssaeddssAuaammusmseglussdumn (X = 6.54) domonnfoaiunuidenfnm
mavszdiupamwuimsvesviosayaunmenaululsamdlng (&, 2549; Saus, 2551; Aswey,
2552; susmil, 2552; ASSUE, 2554; B3AT1, 2551) UBAYINTISINEAARBIAULUIARTES gl
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usodesduns (@Wanl, 2547) Fonannd AmmwUSMs LibQUAL'™ fumsusziiunman
UAMsm#AMssuiuazanumansmeilivsmaiifeuimsesvesaun Uszneume JRnnusan
AiAOUIMS ARARNBUMINMENN WRzIAMIAIUANTTIUINA
UONINUL  HAMIANMIASILGIReAATasiuNWIdesas 5oy m3sml G,

2550) TlszdiuAnmnUImsTesiossyn g, aduessuammznun lumwsmgliuins
Wi fszAuamnnuimsluszAuusnsilisuese egluszduthunas

2. waulwAMsBaNsy (Zones of Tolerance: ZT) lawlafia1sanaindesneoszAuuins
flogs:nineszAuusmsifioUs:aed (DOS) uazszAuusmsmaafivansuld (MAS) Tumnsiu
agludzeuznsensuld (ZT = 063) w0 3 @A esndlsimufodinsAunmummismsglivsms
ponsuld ViessuarpaUSUUAMMWIEM e s AUAMN UMl IR sza0A dosonadng
AUNUITLVB 1IN TUAZI AU DU LAY W LTEN AR, 2549; SAUZ, 2551; Awa, 2552)

3. desiwresu3maiineifies (Service Adequacy: SA) Tnefiansanandesassziy
UimshiegazneAuumsilasuess (POS) uazszAuusmarmaniivensuld (MAS) Tuamsi
wud1 desihesesuimsiwediesedlunadnigliuimseensuld (SA = 0.36) v 3 T/ dowa
MIANHIAINAINDAARBIALNUITTDY TAU: DUIBY (AU, 2551) 'ﬁﬁﬂmmiﬂi:l,ﬁuﬂmmwmsu%mi
pavdinIneuInsuazmaluladmsauma  InTIneRegnganIAng Iaald LibQUAL'™
Asuiey wlgadne @i, 2552) ARnmmMsUssfiunumMnumssesiesayaumInedaulls
Tneldfufinunm LibQUAL™ wuh deshosasuimsimaiioeiisiiuuin dodiuhnmnmm
uimanglivimslasuifounssiuanudesmandaimanisly maldsumsiaumeusuly
wieliifinmnwgdudniazisszAunmamusmsigliusmsfioUs:aa

4. P097990903M33:AVG0 (Service Superiority: SS) Taai91319INTIVOITZAY
UAmafogsnnessAunsmsilasuese (POS) uazszAuu3msimoszaed (DOS) WamsAnIA3IL
WU desisuesuimsszAugs o 3 TR Smduau (SS = -0.27) usAshnmmwuinseslunm
ARV FowamsAnmNonARpsUNIITITes S Budes (Smuz, 2551) firAmMIUsdiu
AuAMsUIMzasdtinInsusmauaznalulaianssumea unineausgagansang Ineld
LibQUAL'™ wui1 desisuimsszaugefidniuay Astiufosannnistsuugoimumnmnin
uimslunniifuazneiede WeldiszAuamamusmsalisuasmmssiuammwuinsinolsaon

wenniveiauauuzTasinuuuuFaualuEes 1) fRnnuiinaddeusms dodu

Soafieaiunaang fosusutssuamnslusmulasuanuidedelindennindnm uazuaaing
finnugammseulou nedoadunnzyaainsuvsaudoauasunadilssaumsnl nie
anudsamnalumunsuims iliAeenuldiilalunuudnms wasumsteansiuglivims
2) fRFnEAEIIMEMN eMmsEnuisNARoNEISsANLRzAI FeoUSulsdluddu
wnagSuFuMAnmMaSeuiniemside WaamiduisfnalaliesnAnmuazdous voil
anadunzdegiumineumsiiiusmsisuuay  veiuitusssnolifismensastsume
vsgaiioemslinunulifimswReuuas 3) TRmsmuauassuma  Feslsulsomuviossyn
fmSwennsanssuweAlsaamFedsfamiinsaiuansfosmszestindnm  uaztdnAnemsnananihg

SHUMADLRANTONAN LAINNMINULRZN S TUNT IR NIND19IHIDININANUINGVS NS
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uimsilAsISegmnMszAuuEMsTos:aod  wanshsAunmmwIMeglunairoosulg
Adeiiteiuoun: msiimsUsulssiamamamusMs Aol
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