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Abstract

The purposes of this research were to study (1) service utilization behaviors of
foreign students at Suranaree University of Technology (SUT) on services provided by
the Center for Library Resources and Educational Media (CLREM), (2) needs of SUT
foreign students for utilization of the CLREM services, and (3) difficulties of service
utilization at the CLREM encountered by SUT foreign students. A questionnaire was
applied as a research instrument for data collection from 52 foreign students studying
at SUT in 2014 academic year. These research subjects were chosen by Random
Sampling from 108 foreign students at the university. The confidence level was at
95% and deviation level was not higher than 5%. However, 108 questionaires were
distributed to make sure that at least 52 questionaires were returned. Finally, the 66
questionaires, or 61.11%, that were complete and could be used for data
interpretation were analyzed by the Statistical Package for the Social Sciences (SPSS)

program.

Research Results

The analysis results of the research subjects’ general information revealed that
the majority were male. They were under the Institute of Social Technology studying
for a doctoral degree and residing on campus. Regarding their utilization behaviors on
the services provided by the CLREM, it was found that the research subjects utilized
library services for textbook searches and reading. They went to the library on their
accord. Their frequency of library service utilization was 2-3 times/week. They mostly
went to the library at 08.00-12.00 a.m. and 12.01-16.00 p.m. and, in average, for more
than five hours/week. The SUTCat was the searching method applied to search for
information resources. The services provided by the library which they used the most
often were the self-checkout and book return services. As for their needs for service
utilization, it was shown that the research subjects expressed only one need, i.e. the
need for information resources, with the average total score at the “most level”. For
the services in other aspects, including library services, service-providing officers,

activities and exhibitions, atmosphere and facilities, and public relations, their needs



for these were expressed with the average total scores at the “much level”. Most of
the service utilization difficulties were raised only at the “average level” while two
difficulties that were raised at the “much level” were difficulties in understanding PR
media which have no English version and the fact that they do not know how to search
for information resources from databases. The suggestions for library services
improvement included providing training for using the databases in specific fields of
study and suggestions on library services in the English language, having public relations
on social network in both Thai and English, providing more points for book return
machines, improving the library officers’ English communication skills, checking
computers, scanners and Wi-Fi system to make them ready for use, and providing more

printers.
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Fndnssanisiiledaaiunimd aanunsaifiddy uazdaranssunuzinislduinslignies
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AmnssuAEns (n=14) 14 100.00 7 50.00 2 14.29 2 14.29
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M15°99 4.3 Juugihbinldvissayalunmsiunwagduunaume

ald I 39
uuzilvisnldviosayn I Fewaz  wau Fewar  dwau Fowax
(n=41) (n=25) (n=66)
d1Inin 10 24.39 11 44.00 21 31.82
\iou 19 46.34 7 28.00 26 39.39
o9 25 60.98 18 72.00 43 65.15

NNANT1ER 4.3 wuh dhAnwinendiulngjunliesauademies Gesas 65.15)
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M1397 4.5 guugdibinnldvesayn Iuunauseiunsinm

Useugyln Useugyan
guuzdlvisnldviasayn U Sovaz 19U Soway
(n=28) (n=38)
d1tin3w 8 28.57 13 34.21
Wiy 9 32.14 17 44.74
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NENTNN 4.5 WU JuuzihidnAnwisenalussaudSyainwasUSygyendiu
Ingjunldviesaynsesiaies (Sosaz 75.00 uaziauay 57.89) sosasufe wWisu (Favay 32.14

warSeuay 44.74) warduniun (5e8ay 28.57 warsnuay 34.21) MUAIRU
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Huuziliunliviosaya 317U Joway 31U Soway
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18.18) wazdum1viaz 1 AS9 (5away 15.15) ANUATGU

v
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Dear Users,

The Center for Library Resources and Educational Media has received a
research grant from the Institute for Research and Development to conduct institute
research entitled “User needs for services at The Center for Library Resources and
Educational Media, Suranaree University of Technology.” The purpose of the
research project is to better understand the needs of foreign users of the library so

that we can provide the appropriate services and support.

Please set aside a few minutes of your time to fill out the attached
questionnaire. We appreciate your assistance and look forward to receiving your

response by 6 October 2014.

Sincerely yours,

(Dr. Nattaya Puakpong)
Director
The Center for Library Resources

and Educational Media
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Questionnaire

Title: User needs for services at The Center for Library Resources and Educational

Media, Suranaree University of Technology

Explanation

The aims and objectives of this questionnaire are to determine the needs of

the user in order to provide better library services.

Part | Personal information

Part Il Library services use

Part Il Needs for library services

Part IV Problems in using library services
Part VI Suggestions

Definition

Service needs means the needs of foreign students for library services,

services from library staff, events and exhibitions, facilities and public relations.

Library Service means activities and services in the library such as self-

checkout, book return, interlibrary loan service, and information retrieval service.
Staff means librarians and library staff.

Events and exhibitions means events and exhibitions hold at the library

such as Music in the library, ASEAN week@library, and Valentine’s Day.

Facilities means both interior and exterior decoration of the library, interior

and exterior lighting, temperature and humidity control etc.
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Part I: Personal information

Please check (¥) the box you choose.

1. Gender L11) Male [ 12) Female
2. Nationality  .oeeeereeee e COUNIY i e

3. Institute of Study
] 1) Institute of Science
L] 2) Institute of Social Technology
L] 3) Institute of Agricultural Technology

| 4) Institute of Engineering

4. Educational level

L] 1) Master degree L] 2) Doctoral degree

5. Year of study
L1 1) 1% year [12) 2" year
13) 39 year L] 4) 4™ year

L1 5) Other (please SPeCify)....ccowwwwvvvvccerererrre

6. Accommodation

1 1) On campus ] 2) Off campus



Part Il: Library services use
Please check (¥) the box you choose. (You can answer more than 1 item.)

1. Objectives in using the library
[] 1) Study and review lessons
[12) Do report or group work
[] 3) Tutoring
| 4) Recreation

L1 5) Other (Please SPECIY).......oorwwwiorrceeeeeeeeeeeeeeeeeseeeeee e

2. Person who recommends you to use the library.
_]'1) Institute [ 1 2) Friends
1 3) Myself
(] 8) Other (Please SPECITY) ......ooioreeeioeeeeeeeeeeeeeeeeeeeee oo

3. How often do you visit the library?
] 1) Every day
] 2) Once a week
[]3) Two to three times a week
[] 4) Two to three times a month

L] 5) Other (please SPECIY) it eeeeeeeeeeeeeeeeeeeeeeee e e essee
4. When do you visit the library?

11)08.00 a.m. - 12.00 p.m.
12)12.01 p.m. - 04.00 p.m.
13)04.01 p.m. - 08.00 p.m.
1 4) Other (Please SPECITY) .......reeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeo oo

5. How long do you use the services at the library in a week?
] 1) 1-2 hours per week
1 2) More than 2 hours per week
'] 3) More than 5 hours per week
L1 8) Other (Please SPECITY) .......oorerereeeeeceeeeeeeeeeeeeeeeeeeee oo
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6. How do you find resources at the library?
"] 1) Search from SUTCat
] 2) Search form the library website
L] 3) Seek advices from a librarian / library staff
(] 4) Seek advices from friends
L] 5) Find books at the shelf without using SUTCat

1 6) Other (Please SPECITY) ......oreeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeee oo

7. Library services you have used
L] 1) Self-checkout system (borrow and return books)
2) Inter-library loan service
3) Book holding service
4) Reference and information retrieving service
5) Book reserve service
6) Study room service
7) Computer and print out service

8) Video on demand service

1 Y I ) By B

9) Other (Please SPECITY) .t

Part lll: Service required from the library

Please check (¥") the box you choose.
5 = Very Important 2 = Somewhat Unimportant
4 = Important 1 = Very Unimportant

3 = Somewhat Important
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Rating
No. Questions
3
I

1 | Extend regular library operating hours

2 | Library open until 12 midnight during

examination period

3 | Books due alert

4 | Library mobile application

5 | Internet Wi-Fi

6 | Scanner

7 | Do-it-yourself photocopying

8 | Self-checkout and return service

9 | Interlibrary loan

10 | Book reserve

11 | Computer and printout service

12 | Study room service

13 | Reference and information retrieval service

14 | Self-renewal

15 | Other (please specify) .....cceerveierrierrirrinnn.
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No. Questions

1 | Print materials

1.1 Text book

1.2 Reference book

1.3 Journal

1.4 Other (please specify) ...,

2 | Electronic materials

2.1 eJournal

2.2 eBook

2.3 Audio-virtual Material

2.4 Thesis & Dissertation Database

2.5 Other (please specify) ...ccovivniiennie.

1 | Staff members provide quality customer

service and should be improved.

2 | Staff members are not eager to provide

help and should be improved.

3 | Staff members do not have the ability to
give advice and assistance in information

retrieval and should be improved.
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Rating
No. Questions
3

4 | Staff members should be available on

every floor.
5 | Staff members have good communication

skills in English.
6 | Other (please specify) ......ccovvivrneineireinn.

1 | An orientation introducing the library
services.

2 | Promotions on new information resources

3 | Book Fair

4 | Training in using the database and other
information resources

5 | Library road show

6 | Non-permanent exhibitions

7 | Other (please SPeCify) .....c.ccowvereverrneenerneeen.

1 | Drinking water

2 | Internal phone to contact library staff
3 | Phone and battery recharge area

4 | Increase reading areas
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Rating
No. Questions

5 | Increase the number of computers

6 | Display library floor plans

7 | Food and beverage shops

8 | Other (please sSpecify) ...,

1 | PR on Facebook

2 | PR on the library website

3 | PR via e-mail

4 | PR via SMS

5 | A message board

6 | Other (please specify) ........cccvvrrecrerrinennn.

Part IV: Problems in using library services
Please check (¥) the box you choose.
5 = Strongly Agree 2 = Disagree
4 = Agree 1 = Strongly Disagree

3 = Neither Agree nor Disagree
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Rating
No. Questions
3

1 Do not know what library services are
offered.

2 | Do not know how to search SUTCat.

3 Do not know how to search databases.

4 | Do not know library URL.

5 Do not know how to find books on the
shelf.

6 Do not know how to borrow and return
books through self-checkout and book
return system.

7 No English version in library
advertisements.

8 PR media is not attractive.

9 Library staff cannot communicate in
English.

10 | Library staff are not service-minded.

11 | Print and electronic materials do not
meet requirements.

12 | Other (please specify) ...cooveeieieierinnne.
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Part V: Suggestions

Please provide useful suggestions in detail to help improve the SUT library.

1. Library services

Please return the questionnaire to the Information Counter,

The Center for Library Resources and Educational Media
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