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Abstract

The aim of this research was to Developing Quality of Service with International
Standard Quality System of the Office Academic Resources and Information
Technology, Kamphaeng Phet Rajabhat University. This were research and
development 4 steps include service process analysis, developing process with
international quality system, use of process in operation and service satisfaction
aspect. The samples were 384 users, 30 service providers. Instrument used was
questionnaire, survey, recording form. Statistics applied for data analysis were
frequency distribution, percentage, arithmetic average, and standard deviation. Findings
were found as follow:

1. Condition and Problems. It was found that personnel need to improve the
quality of work that everyone is involved, manuals and document management are
not systematics and create image of service to impress user.

2. Develop the process of work to the international standard quality system
5 steps: Staff training for information service, determine the policy and scope of the
quality management system, set of indicators, documentation system and operation
mechanism, internal audit.

3. Performance of international standard quality system. It was found that most
of administrators and library personnel have knowledge, understanding the process
was at highest level (X = 4.85), policy: service excellence, modern development,
enhance the quality of administration to international standards, the organization to
excellence. 3 performance indicators for working, perform quality system processes for

7 services and internal audit 4 times for year.
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4. Service satisfaction. It was found that service providers overall satisfaction was

at highest level (X = 4.58), however, when considered the highest average, the most
satisfied was the operational, quality of service and personnel development,
respectively. Satisfaction of user: overall satisfaction was at highest level (X = 4.51),
when considered the highest average, the most satisfied was Circulation Service,
secondary for references service and electronic media service (electronic database)
have the same mean.

Keyword:
Service, Quality of Service, International Standard Quality System, Academic

Resources and Information Technology, Kamphaeng Phet Rajabhat University
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