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The Basis of Service Quality : Customer Care

Suphat Songsaengchan

This arficle aftempts to describes the concept of customer care in libraries.
It discusses the definitions and why customer care consider fo be important, the
library’s customers, how fo identifying customer needs, specifically, the core element

of service quality: Library Charters, and customer care campaign.
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Library and Information Literacy Competencies

Songphan Choemprayong

)

Information literacy consists of skills of individual for effective and efficient
organization, accession, usage and evaluation of information. Besides library and
computer literacy, the information literacy itself includes logical thinking skill. There are
various skills included in information literacy; tools, resources, social structure, research
and dissemination skills. The information literacy is learner-centered instruction. Learners
will understand and aware fheﬁmpon‘once of information. They can aware of their
information needs and realize their information questions. Also the ability to access,
seleo‘r\ and evaluate information from various sources. The roles as instructors let us
have fo consider the quailifications of information professionals. In this article, the
information literacy instruction is demonstrated. The development of information

literacy for lifelong learning in Thailand is also discussed.
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The Project-Based CQl as a Tool of

Quality Improvement a Pilot Project at

the Medrcai L:brary of Khon Kaen Un"j_ erstty

Soodjai Thanapaisal

Supported by Khon Kaen University, the pilot Project-Based CQl (Continuous
Quality Improvement) was performed by the Medical Library of the Faculty of
Medicine, Khon Kaen Univérsify (KKUML). The project had to be finished in about
3 months and the theme of book purchase was chosen to carry on. The objectives
of the project is to develop the process ofv purchasing new launched books to
satisfy the library users with effective and efficient library practices. The library also
aims fo use the proje’cf to be an example of project-based CQl for our Iibrorions
to develop their quality improvement system. The pilot project began with forming
the working group until the purchasing process was accomplished and the practice

guideline was set up.
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The Application of Quality Assurance

in RIT Management Library

Saifon Bucha

The purposes of this research were to invesﬁgo’ré the use of the application of
quality assurance in RIT library management; to compare the different level of using the
quality management system between the administrators and employees; to study the
tendency of introducing the quclify management system fo rectify and improve the
libraries: and to study the potential problems and obstacles of using the quality
management system in the libraries. 7

The study included 150 administrators and employees of the Academic
Resource Center, Departmental and Campus libraries. This analysis was done using the
SPSS program and the following results were obtfained:

1. The oppliqcﬂon of quality assurance in RIT library management
corresponding to the 5 s, International Standard Organization (1ISO 9001:2000), and the
Faculties of Education under the jurisdiction of the Ministry of University Affairs, 9 factors
were: 1) Philosophy, Mission, Objectives and Plan 2) Teaching and Learning 3) Student
Support . 4) Research 5) Public Service 6) Cultural Preservative 7) Administration and
Management 8) Finance and Budget 9) Quality Assurance ' and Enhancement to be
more accurate, were on a level of high. Only’ Research and Cultural Preservative was
on a medium level. 7

2. There was no stafistically significant difference at .05 level in using the
application of quality assurance in RIT library management by administrators and
staff.

3. For the odminis‘}ro‘rors and staff, the Application of quality assurance in
RIT library management revealed that the administrafors and staff were at the highest
level. v

4. As a whole, the potential problems and obstacles of using the application
of quality assurance (in management RIT libraries were found fo be on a medium

level.
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The Thai Periodical Index
on cience and Technology

Phandao Rcfchafavorn

This article informs the background of the The Thai Periodical Index on Science
and Technology, reasons to collect Thai science and Technology arficles into the
index, objectives, and work results. The author also presents the characteristics of this
database on the Internet, such as the methods of searching and the output that will
be shown. In sUmmcry, the author presenfs the discussion that involves the

develobmen‘r of work in the digital environment in libraries.
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