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Abstract

The objectives of this research were to study expectation and satisfaction of the users using the services at John F.
Kennedy Library, Office of Academic Resources, Prince of Songkla University, Pattani Campus and evaluate service condi-
tions of the library. Based on library users’ primary expectation and satisfaction, eight elements including environment,
information access convenience, information technology and communication, information resources, library services,
service innovation, communication/publication and personnel were focused. Questionnaire was used to collect data from
386 undergraduates, graduate students, lecturers and university personnel. Frequency, mean and standard deviation
were employed in data analysis.

Both overall and individual study showed the users’ high level of expectation and satisfaction. The examination
of each aspect revealed the highest level of expectation for personnel in terms of their politeness and enthusiasm
and the highest level of satisfaction for environment, library services and the personnel. Information technology and
communication and Wi-Fi service on the other hand, obtained the lowest level of satisfaction. The overall evaluation
of library service conditions revealed normal operation of the eight elements.

Keywords: expectation, satisfaction, the services, John F. Kennedy Library, Office Academic Resources,
Prince of Songkla University
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