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Abstract

The Thammasat University Library has developed and improved its reader
feedback management approach, based on the plan-do-check-adjust (PDCA) four-step
management method. The goal was to attain a process achieving systematic
performance by following ISO 9001: 2015 quality standards. The focus was on
channels of data collected informally from input sources. Social media was a
particular focus, since it is readily available, unconstrained, and rapid-paced, spreading

information quickly that may influence perceptions of the library.
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