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Abstract

The objectives of this research were to study service process and service qualities of
Sanamchandra Palace Library, Central Library at Silpakorn University in order to create a service
excellence. Mixed methodology was applied in this research by combining qualitative and quantitative
approaches. The tools used in the research were in-depth interview with key informants including
executives/supenvisors, library staff and library users. In addition, the questionnaire was conducted in this
research. The samples were 398 library users of the library.The result revealed that the service of
Sanamchandra Palace Library, Central Library, at Silpakorn University was separated into three sections
which are Circulation Service, Joumnals and Newspapers Service, and Information Service. Each section
served different functions depending on the needs of library users. The library service process in these
three sections was similar in a beginning and an ending point. But there were differences in operating
procedures and resources. Service problems also found which were 1) the system of service process 2)
insufficient library staff 3) library users 4) insufficient audio visual equipment. There were five service
qualities consisting of physical environment, reliability, and response to users’ needs, trustworthiness,
and willingness. All these service qualities reached good level.

Keyword: service process, quality service, creating service excellence
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