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ABSTRACT

The objectives of this independent study were 1) to study personal factors including gender,
age, educational level, marital status, occupation, and monthly income influencing the satisfaction of
members towards the service quality of Phasi Charoen Discovery Learning Library, and 2) to study
service quality factors, namely: tangibility, reliability, responsiveness, assurance, and empathy
influencing the satisfaction of members towards the service quality of Phasi Charoen Discovery
Learning Library. This study used Non - Experimental Design. The sample of this study were students,
civil servants in Bangkok and general people as Phasi Charoen Discovery Learning Library’s members.
The sample was of all genders, ages, education levels, marital statuses, occupations, and monthly
income levels. The sample size was 302. A research instrument for data collection was a questionnaire
that passed content validity and reliability test. Cronbach's Alpha coefficient of the instrument was
0.808. Data were analyzed using statistics, including frequency, percentage, mean and standard
deviation. The hypotheses were tested using a t-test, One-way ANOVA. If a difference was found, a
pairwise comparison was conducted with LSD and Multiple Regression Analysis.

The results of this study indicated that most of the respondents were females, between 16-25
years, graduated with a bachelor's degree, single people, worked as students, and earned monthly
income less than or equal to 10,000 baht. In addition, the satisfaction of the respondents with overall

service quality of Phasi Charoen Discovery Learning Library was at the highest level. When individual



aspects were considered, an aspect with the highest mean was responsiveness. The results of testing
hypotheses revealed that the respondents with different occupation were differently satisfied with the
service quality of Phasi Charoen Discovery Learning Library with a statistical significance level of 0.05.
In addition, service quality factors, including reliability, assurance, and empathy were related with the
satisfaction of the respondents with the service quality of Phasi Charoen Discovery Learning Library

with a statistical significance level of 0.05.

Keywords: satisfaction, Phasi Charoen Discovery Learning Library
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