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Abstract

This research on the Information Services for Sukhothai Thammathirat Open University Students
had the following objectives: 1) to study the operational conditions, problems, obstacles, strong points and
weak points of the provision of information services to students of Sukhothai Thammathirat Open University;
2) to study the kinds of information services provided; 3) to study the satisfaction of the students with those
services; and 4) to recommend possible ways to improve the services.

This was both a qualitative and quantitative research. The sample group of key informants
interviewed for the qualitative portion consisted of 65 administrators and operations-level employees in
charge of offering Information Services for Sukhothai Thammathirat Open University Students, chosen
through purposive sampling. The sample group for the quantitative survey, also chosen through purposive
sampling, consisted of 269 students of Sukhothai Thammathirat Open University who used the university’s
Information services at the 18 service centers from October to December 2008. Data were collected using
interview forms and questionnaires and analyzed using content analysis, percentage, mean, and standard
deviation.

The results showed that 1) Most of the 18 Information service centers, both in the capital city and in
other regions of the country, were open from Monday to Saturday from 08.30-16.30 and provided services for
study, teaching, exam taking, training, and delivery of course materials and textbooks. With regards to the
personnel, their strong points were that they were knowledgeable, skillful, had many years of experience in
providing information services, and were service minded. The problems with the services and weak points of
the service centers were inefficient telephone and computer systems that did not fully meet the needs for
services; a lack of an in-depth database on student information; a shortage of service personnel; a lack of
computer skills on the part of some of the personnel; and a lack of wholehearted service on the part of some
personnel. 2) The kinds of Information services provided by Sukhothai Thammathirat Open University
consisted of telephone services, face-to-face service for students who came to the centers, Internet message

boards, e-mail, newsletters, newspaper articles, radio programs, television programs, and fax services. The



services included registration for courses at the university, instruction on the learning methods, provision of
learning media, examinations, professional experience workshops, skills training, issuing student ID cards, and
making corrections on name changes. Most of the services were provided instantaneously, but for some there
was a 1-3 day wait. 3) The majority of students who responded to the survey said they were very satisfied with
the services. 4) Suggestions for improving the services were that the university should set an official policy on
how Information services are to be offered to students; to set standards for the services; to improve the
consciousness of personnel about the importance of providing good service; to develop a more efficient
communications system; to develop databases of necessary information for providing information services; to

develop a more pro-active way of providing services; and to develop new modes of service provision.
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