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Service Users’ Expectations and Perceptions towards

the Quality of Kasetsart University’s Library Website

Warapan Apisuphachok*

Abstract

The purpose of this research was to study service users’ behaviors
on the website of Kasetsart University’s library, their levels of expectation
and their perception towards the quality of the website, the differences of
users’ expectations and perceptions towards the quality of Kasetsart
University Library’s website, classified by users’ status, and to compare the
differences between users’ expectations and perceptions towards the quality
of Kasetsart University Library’s website. In this research survey, data was
collected from 396 participants through a questionnaire. It was analyzed
descriptively with frequency, mean, standard deviation, and inferentially with
t-test, F-test (One-Way ANOVA) and Least Significant Difference (LSD) at
the statistical significant level of 0.05.

The research showed that the majority of users were undergraduate

students. The purpose of using the website was information resource
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searching. The time period of use was from 12.01 p.m. to 16.00 p.m. The
frequency of searching was once or twice a week. The website was searched
at homes or at dormitories. In addition, it was searched through smartphones
and a service form provided by the library’s website. The expectations of
service users towards the quality of the website overall were at a high level.
When considering each aspect, their expectations of the application aspect
and the service aspect were at the highest level. The perceptions of service
users towards the quality of the website overall were at a high level. Based
on each aspect, their perception of the website quality aspect, the application
aspect, the service aspect, and the design aspect were at a high level. The
difference of users’ perceptions and expectations towards the quality of
Kasetsart University Library’s website, classified by users’ status showed that
the expectations towards the quality of Kasetsart University Library’s website
among the users with different status were not significantly different at the
0.05 level. The perceptions towards the quality of Kasetsart University
Library’s website among the users with different status were significantly
different at the 0.05 level. When comparing the differences between the
service user’s expectations and their perceptions towards the quality of the
Library’s website, the results showed that there were differences between
their expectations and their perceptions towards the quality of the website at

the statically significant level of 0.05.

Keywords: Expectation; Perception; Quality of Website
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