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Abstract

Khon Kaen University Library considers listening to the response of the library
users as the heart of our service providing. In the year 2015, KKU Library for All
Generation strategy was used in order to allow everyone easily access to the library
services and information resources. Public relation and customer relation are the
mechanic to the strategy to achieve success. Therefore, public relation and customer
relation strategy are adapted to use in Khon Kaen University Library by encouraging all
staff from all mission groups to cooperate on customer relation. To make it happen,
PDCA cycle is applied to use in strategy adjustment. That is all staff from all mission
groups will cooperate on customer relation while they are working on their regular
tasks resulting in their independent services presenting to the users. This also directly
build relationship between the users and the operational staff. Information technology
is used as a tool to record, investigate, and evaluate users’ response and to get the
actual management. Moreover, customer relation data base is collected from the
cooperation that all staff in Khon Kaen University Library listen to users’opinions and
understand more users’needs. The administrators also concern about this issue and
seriously deal with it to readjust all services to respond the users’ needs. The policy is
also adapted to be more flexible, and the services are changed according to the users’
opinions by wusing new technology to support systematical customer relation
operation.

The best achievement is that the staff realize the importance of customer
service by actually working on it, solving the real problems, and understanding the
changed role of service providers. The most importance is the understanding that
customer relation, public relation, and library marketing are not only a staff’s
responsibility, but it is the responsibility of all staff in the library to build the good

relationship with users and make them get the highest satisfaction.
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