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ABSTRACT

This article presents a brief description of the result of the action research, the case study, that
aimed to analyse the present situation and problems of the operation of the Document Delivery Service
and opinions of DDS officials and users of the Library and Learning Resources Centre at Khon Kaen
University in order to improve existing DDS arrangement to a more effective one-stop-mode by reducing its
course. To collect the data, it demanded multi tools comprising timelog; observation time sheet;
interview sheets; and questionnaires and processes of the collecting including examining 3 key
persons resonsibled for DDS timelog, interviewing of 31 DDS officials and distributing 89 DDS
users, questionnaires to be completed. The data were analized using SPSS for Window program and
presented in percentage, ratio, mean, and standard deviation. The results were all 18 service
points including 1 of campus at Nong Khai were pointed out as appropriate (100%), towards the facility
for the service, result was shown as sufficient (93.54%), towards appropriateness of the numbers of
borrowing through the DDS, it was rated in moderate level (X=3.35). As for problems and obstacles towards
operation, three most problems were identified respectively : books could not be found on shelves (56.67%),
the DDS requests were incomplete (40%), and computer networks were down (33.33%). Nevertheless,
there were positive suggestions towards the services : as in officials opinions, the DDS should be kept going
on and be improved (83.33%). While in users views, the service helped save them time for library
access (82.0%), even so they used the service average less than 1 time per month (60.7%). However,
demand for the library to continue operating this service was pointed out (100%). As for the perception of the
service condition, it was found that none of the users perceived the actual and complete one. The one that
users perceived most was that the users need to request for the service themselves through request
form or library website (83.10%). The problem most found in users’ request was, not receiving library
resource in due time, approximately 5 days late (§(= 4.93). As of satisfaction of the service, users showed
positive opinion in a high level (§(= 4.06) as well as of that usefulness (§(= 4.21). A case study of
improvement of the DDS arrangement; it was found that by applying the ECRS principle to elimination,
combine, rearrange and simplify an existing process, it could help reduce lost, integrate, reorder and
ease the process. This was done by integrating all the process into one stop service. The result
was that it could approximately reduce working time from 8 to 6 hours per round (including day
break). Finally the researchers measure the performances before and after improvement of the
process in order to compare its effectiveness; the result showed that total amount of the requests for
DDS in 2006 was 8.17 times more than the one in 2005. It could be concluded that the improvement of the
DDS process contributed to the increase ratio of the requests of the service. This might imply a way of

increase in efficiency of the DDS operation.
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