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ABSTRACT

The objective of this research was to study the reference
service at the Chiang Mai University Library concerning the types of
requests whether answerable or unanswerable, subject area of the
requests, types of sources used to locate the answers, types of

users and problems in using the library of users.

This research had five hypotheses : 1) The users would use
reference service at the latter part of the semester more than at the
beginning of the semester. 2) The students would use reference
service more than any other groups of users. 3) Most requests
could be answered at once. 4) There were more answerable requests
than unanswerable requests. 5) The sources most used to locate the

answers were reference books.

Research methodology. The researcher gathered the data from
the requests asked of the reference staffs on duty at the information
desk and the reference desk at the Chiang Mai University Library by
users in person, by telephone and by mail. The research was conducted

during the two months of the second semester in the academic year. 1985



by dividing into two periods,vone month at the beginning of the semester
and another month near the end of the semester. A total of 754 requests
were recorded through the periods covered by this study which accumulated
to 46 days or 368 hours. The research instrument used was record form
of requests and reponses which was developed by the researcher. Data

obtained are presented in the form of percentage and average statistics.

The results of this research were as follow: total 754 requests
were received during the period of this study. The average number of
requests received was about 17 per day or 2 per hour. More requests
were received at the latter part of the semester than those at the
beginning of the semester (56.76 percent), thus,‘the first hypothesis
was accepted. The heavily wused time was at 10.31 - 11.30 a.m. Most
requests came from users in person (93.90 percent), and originated at
the reference desk approximately twice as often as originated at the

information desk.

Concerning the types of users, the result indicated that all
types of users used reference service including students, faculty
members, other university staffs and external users. Of these types,
the students made up the largest group of reference users, which was
about 72 percent. This finding supports the second hypothesis. When
requests were analyzed by types of requests, 52.92 percent of all
requests could be answered at once. They were directional and
instructional requests. The specific search and research requests
and ready reference requests accounted for 31.96 and 15.12 percent

respectively. This finding is consistent with the third hypothesis.



From types of requests, it was indicated that problems in using the
library were related to location of library resources and searching

technique for needed books.

It was also found that 93.63 percent of all requests were
answered; 4.11 percent were not answered; and a combination of referral
to other service points or to other agencies outside the library was
made for the remaining 2.26 percent, this finding is consistent with
the fourth hypothesis. When requests were catagorized by subject areas,
the largest percentage of requests was ralated to social sciences with
decreasing percentage in applied sciences, and geography and history

respectively.

To answer these 754 requests, a maximum of 482 sources were
used. Of these, the largest percentage was reference books and next
were government publications and journals, as predicted by the fifth
hypothesis. All types and formats of sources used were in Thai more

than in English.

From this research findings, guidelines are recommended for
more efficient reference services to meet users'needs through staff
developments, acquisition of resources in the areas geared to highly
indicated needs; introduction of computer application to reference
services and cooperation among libraries in providing reference services.
The library is recommended in the improvemené of signs clearly presented
on top of the public catalog to direct users to resources with charts
and area plan of the library and preparation of better media to help in

library orientation and instruction.



=]

The recommendation for further studies are: other libraries,
especially university libraries, should conduct similar studies to
ascertain trends and characteristics of reference use, research studies
on the reference users'satisfaction with the responses they receive,

and a study on the reasons of non-use of reference service.
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