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Abstract

The purpose of this study is to evaluate user satisfaction of 7 categories of library
services in Political Science Library, Chulalongkorn University pertaining to circulation
services; periodical services; grey literature services; audio-visual services; reference and
information services,; staff publications services and photocopy services. The study focus on 4
major aspects of library criteria comprising sufficiency of library resources; competence and
demeanor of library staffs; progressive services and physical appearance of library facilities.
The evaluation was ranked by scoring from 1-5.

For this study, a sample of 343 patrons, that is to say 25.00 percent of the
population attending the Library during December 2001 - January 2002, was selected
through quota sampling procedure. The sample includes students of 3 levels (undergraduate
students 224, master students 94 and doctoral students 7) and lecturers (18) and 100.00
percent were returned.

Statistical method was used to evaluate the scoring of the user satisfaction. The
results were then processed by SPSS for Windows program (Statistical Package for Social

Science for Windows) and summarised as follows :-

@ All sample groups of users are satisfied with library services provided by Political
Science Library, Chulalongkorn University in high level. Users who frequently use

the Library are also very much satisfied with the library services.

® Users are satisfied with all 4 aspects of library criteria in high level pertaining to
sufficiency of library resources; competence and demeanor of library staffs;
progressive services and physical appearance of library facilities. The average
score for competence and demeanor of library staffs is higher than the other
aspects.

® Users experience some difficulties in using all kinds of library services concerning
inavailability of the required books; inconvenience of closed shelf of periodical
services; outdated thesis guide; audio-visual staffs converse loudly and absence at
service area; inadequacy of computer and staff publications and poor quality of

photocoping machines.
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