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AMARA KAROD. (2006) ASSESSMENT OF INFORMATION SERVICE QUALITY
BY USING LIBQUAL AT ACADEMIC RESOURCES AND INFORMATION
TECHNOLOGY CENTER KANCHANABURI RAJABHAT UNIVERSITY.
MASTER THESIS. BANGKOK: GRADUATE SCHOOL,
BANSOMDEJCHAOPRAYA RAJABHAT UNIVERSITY, ADVISOR.
Asst. Prof. DRPIROT CHALARAK, Asst. Prof DRCHOLLAPHAT VONGPRASERT.

This research aimed at studying the quality of information service of the
Academic Resources and Information Technology Center Kanchanaburi Rajabhat University by
using LibQual and to compare the quality of information service between user expectation of
information service and the real situation as well. The conception framework applied in this study
is “the Gap Model” developed by Parasuraman, Zeithaml & Berry. The assessment of the
differences between the expectation and the real situation of the service based on five fractions of
tangibles, reliability, responsiveness, assurance and empathy.

The sample included 372 consisted of teachers, graduate students, special
program students and regular stdents the Kanchanburi Rajabhat University during the first
semester of the academic year 2006. Two sets of five-rating scale and multiple-choice
questionnaire were used for the collecting data. Data was analyzed by using percentage, mean,
standard deviation, Oneway-ANOVA, and F-test

The results of the research {were as follows:) indicated that the Gaps between
user expectation on the information service and perception toward information service in ail
dimensions are positive. This implies that the quality of services as perceived by users is better
than expectation. The differences of expectation on the information service in the dimensions of
tangibles, reliability, responsiveness, assurance and empathy of users is significant at 0.05 level.
The differences of real situation of the information service in the dimensions of tangibles,

reliability, responsiveness, assurance and empathy of users is significant at 0.05 level.
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aumav TegepTmymsmume lud oty Suunannlszandldusms

Usznnf1duars df $$ MS F
Tungqu 368 87.376 237 34.170+
FETNINNGU 3 24.339 8.113

3T 37 11715

"
]

sunnsnafuasniiduirigmaadafise fu o0s

nAaseh 17 daioudeusmbsanuneniseuinsstseamaludiunn
A q'; 1 & ar ot =3 .Y L] -
sz rIne19150 dnAnyisedutafinfne dnfowima neud. nesindruinindng
TaomsTianzdmmnnlsdsnmiaRomudd s mshildnuueaedu Tdwdsvewmumeniy
1 iy A I':I L B L} o ar » — ey 1 o
AovsnmsaumaAd AT uIenAAue e iisd Agnadanszdy 005 T4

nonAsunindosweadieibvourdli A 18

* = = 1 H a1 o A o
a3 1n 18 maSeufeusundoanuniean Tadeusnsasamumaludiuaimnyely

o Vg 9 = q' 1 N
ﬁ]'lI.I.Llﬂ@'l11.]']]‘53!1'!'\"15;!1‘lﬁjifﬂﬁﬂﬂﬂﬂ’ﬂlﬁlﬂﬂﬂﬂlﬂui"lﬂﬂ

Usziondlduinis X p10139  Vwdadne  uran nAul. usmalng
4.6364 3.6190 34775 3.9389
o3l 4.6364 . 1.0173* 1.1589*  0.6975*
faAnfny 3.6190 - 0.1416 0.3198
UA.NA e, 3.4775 - 0.4614*
ur.mnUng 3.9389 -

ﬁl. 1 LT L] = A Q.l
2N 1A 18 WU ovsdiamumenTineuintsasaumeluduarniioly
L3 o or o = R LY o =y 1 A o [
uand RNy sEa LT aRadne AnAnuma el uanindmnmnlng ednihiudnng
=y S, H ar l;) -1} I =y A ﬂ‘-‘
NEANIEAY 005 Wufe ewdinnumeniadeuTmsmmunaludaudeiugand
o (1] L) = oW L7 =
fnAnyiseautiamadnu unanena necual. taninfnyrninilna

L% 1

ar = = A Q‘} r
‘Llﬂﬁﬂ'hl'm'lﬂ'ljﬂﬂ ﬁﬂ']'Illﬂ'lﬂ‘ﬁ’NG‘]E]'U?ﬂ']‘i'ﬁ'liﬁulﬂﬁsluﬁ'luﬂ']'ll]l‘ﬂﬂuuI.I.ﬂﬂﬂ’N'inﬂ

indAnuinn necud. eduihiod Winmuaianszdy 005 wufe dnAmnmadndiinrwmanis

aousnsmsaume ludunIdediuganininfnuing neul,




62

1 =1 =t A [
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