Qy =

N199ANLULULENITENTUNBIANAINLNIALINUY NNINEIALINNATI

SERVICE DESIGN FOR RAMKHAMHAENG UNIVERSITY LIBRARY, BANGNA CAMPUS

$1971 DUNFAT

TURRINGAE NUNINENRATUATUNTI 135

2566



N122BNULILILITNIAUTLTRIANATNLNIALINU NUANEIRETINATUIA

T1977 AUNFAT

ﬂ?mmﬁﬁwuﬁﬁLﬂudquuﬁqmmmﬁ‘ﬁﬂ‘mmwéfmﬁm
AalAansuuN i 41913918 AUNARNEN
ADAZHYHEANGRAS NN AL ATUATUNI IR
Unnsdnun 2566

-

AUANTUDINPIN AL ATUATUNTI 1760



SERVICE DESIGN FOR RAMKHAMHAENG UNIVERSITY LIBRARY, BANGNA CAMPUS

NIRACHA INSRI

A Thesis Submitted in Partial Fulfillment of the Requirements
for the Degree of MASTER OF ARTS
(Information Studies)

Faculty of Humanities, Srinakharinwirot University
2023

Copyright of Srinakharinwirot University



Sty ryniinug
~
13949
NN99ANLUULENIIAMTUNBIANAINLNIAUINUY NUNINEAIINATU
YR

1971 BUNTAT

IH5ueuiRaniudmnendeliiududeuniiaasnisdnsauvangas
Py AaLAansumniudin a3 enansaunAANEN

YAINMNINLNAEIATUATUN T 195

(3p9F8ns1An s Waunneansde lenilysynana)

AL AU AINEINAE

ARUrNITNNNTaaLlNN AN TN inus

.............................................. A3nmuan e A9EEW
(HHnaa1ansnanse A ARNNS Usyiunerns)  (999AaR31AN9ET A9 QMBI TuTH)
.............................................. AUsnm9anN e NPTNANT
(Hoamansnansd ag.fuenimd iAdsw) (81219¢ AT ANIIEAIT LALIN)



'
A

CRIEGN NN9RANULLILIETNTANTLTBIANATNENYALINUI HUITNEIRETINATLIN
2 o a a o a
ApL W3 Bundes
IETTaTl AadA1ansminegn
Tnsdnun 2566
819191 5N1 HatAangIansel ag. ARNNA Usehiunaans
r‘ﬂl ! v s o o e = 1
2193eMTn3w BT ANaRT1AN9E A3, Auensml ideii

MR URIRY Uz aAND R NULILUTNI A MFLTBIANATNENAALINUY NIINGIAUFTINATLI
TnailszgnsiuwiAnniseanuuuuuustidialaezuey Inaddsnisaniiunisddautiaidu 2 szavae szaei 1 1du
=2 g 2% a K Y v a a o o vy
nsAneUsraunisnllazANARINIENANT09E LiBeaNATNENIALINUT WnanendesAILeE Widaya
wanineszy Ty duivldluniseanuuudnig usausondeyadu ngu 14/ ldldusnsuasfliusnnsaes
WaayaINaNanuIawl 2anaua 51 AU Tnalduuudananisainasasiui uwuaA1n udunnsnd uiuds
dszaunisadfld uuuanassouwnudlduinag wazssasd 2 ieeenuuuLFn1ed 1 miuiesayIneaALIw
wwanendesnaum Tneaanuuusaniusoununguldualiuinig amen 15 Au uazgidaatig aauam 3
A TneldunaAnnszananes feAnRanAMNARNNNEEIN1ILENT wazuuulssduiiniaonsLdnisiie
T lunnseenuuuuazingelinig uan1sddenudn FldusnislaaanizdldusnismduinAnmeluad dnsag

o 1 o = =2 v o % o Y a ! v
MeuatugiunsiFauaslszaulym ludunan inliananisiuginaannisuinissng 1eediecamn 110
o = ¥ ¥ a o il oA o & 3 Py 1% | =
iinwensAuAuLazAunminaInsasaung i linsudrfmisdelatinedisecldlszneunisGaunisasu Ag
¥ LR o a v 1 o« a o dl v v K v dl

saenis WiiesayaimuLEnislieglugluuvsenladuazuetn@indu e liaunsadieldnni ynnan was
A9AARBITLLTLNNTAANNIANENTRINMNANENFEULLITA NaaINNITANEIEINIgN IR AULLLLENTue1]
waladuLazRuWidaanisLEnrd msuuiTymaingn sanisdszifiumnuaadiusa AiuWidaani1uinng wudn
a o a = o o o Y a Y a a v
AuWiTEan1sLInIsRANNMIIzaNd LN siTRLaz lduInsldase Tnenisdssdivluduniseenuuuuas

W fupoudulilld Auaanumsnzan uazdulsslaminigldanulunneanegluszdunnign

ANENATY | NFBBNULLILIENNS, NITLIUNNIAAEBSNULL, N19LENNIHRIAYARDNTUGANANT, Waeayn

AnNTURANANT



Title SERVICE DESIGN FOR RAMKHAMHAENG UNIVERSITY LIBRARY, BANGNA
CAMPUS

Author NIRACHA INSRI

Degree MASTER OF ARTS

Academic Year 2023

Thesis Advisor Assistant Professor Dr. Sasipimol Prapinpongsakorn

Co Advisor Assistant Professor Assistant Professor Kanyarat Kwiecien

The objective of this research is to create new services for the Bangna Campus Library at
Ramkhamhaeng University by utilizing the double diamond design framework. The research methodology is
comprised of two distinct phases: Phase One involves conducting an in-depth investigation to understand
the experiences and specific requirements of users at the Bangna Campus Library at Ramkhamhaeng
University. The data was gathered using 51 individuals, including library users and non-users, as well as
service providers, participated in the design process of the Bangna Campus Library at Ramkhamhaeng
University. This involved utilizing several tools such as a user safari, interview question guidelines, customer
journey mapping, and user personas. In Phase Two, the design process involved 15 users and service
provider representatives, as well as three experts. Brainstorming questions, service blueprint, and a service
blueprint assessment form were utilized to facilitate the design and delivery of services. The findings showed
that users, particularly new students, frequently encountered time-related challenges as they juggled their
academic responsibilities with their job duties. This results in a deficiency in awareness of library services
and a lack of proficiency in seeking for and finding information resources. The research findings indicate that
users, especially freshman students, frequently experience time-related challenges due to the need to
balance their study commitments with job responsibilities. This results in a lack in information regarding the
diverse range of services offered by the library with inadequate skill in information retrieval limiting their
ability to identify the necessary textbooks for educational purposes. Hence, the user desires the library to
expand its services by creating online formats and applications that can be accessed from anywhere and at
any time. This would align with the framework of open university education. The findings prompted the
creation of application service prototypes and service blueprints as solutions to these issues. The review of
opinions on the service blueprint determined that it was suitable for both development and real service
delivery. By assessing the feasibility in design and development, the degree of appropriateness and overall

usability is extremely high.
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LUUZ1994 N1INARAY A/B NIINAFBUNITARN NITANHINITAAAINATIAT LATNIT
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3. WAUTUNNTIE91 (Context of Use) tHWN1TAMMUAAINNATIANIIRIUTUNT
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UFnnsaaeiesayn saunsldanisavenTyuiuarglassangldnuiaaszndnanisldeu
#a9a3m (Appleton, 2016) AazmniuuaAnlszaunisalf ldasgnianiAnslussunay o
v [ ¥ o 2 o ¥ K a dglj A
1a9e9aN A Tdazidudunisaiiayunisde nadfenEnig nseenuuLiu waznis
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HLATRINAUAZINATIATENIINNAINNATE U 11941993 NI1FAINA NITAUNUINGN N9
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\{lusiu (Chao, 2019)
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wuuatneELazsIase egdnAuLLLN9uetinlsuazaznanlunisuilalusdaundn
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WUIAMNITABNLLULINNSG
ANMNLTUNILAZ AMNRNILUDINITDANLULLZNNS

N1788NWLLILTNNT (Service design) FNAuluT A.A. 1982 e Tuawsia (Shostack,

a

1982) lariaweesdlsznavuaesdeaniilugdsssn (@uAvnandned) uasRenlaiflugilas

(U3n19) TANA19971N32UAUNFRBN LLLAINITDS AN WeNg1T et lddszunanals

1 v
=

TnerldAnWilaN1913N"3 (Service blueprint) NAzUAAININIINTBINITLINTIANNATIND

v dldl v a oea dI KX o & a v 1 o dy
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AUUNTHTBIANTNFTINITAAIAUAZNITIANT AUNITRIFUNAGITE 1990 NNFBANULILILIENNS
Gmgnﬁﬂﬂi%"lmmuﬁm%uj (Bordoloi, Fitzsimmons & Fitzsimmons, 2019; Hoffman &

Bateson, 1997)
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n1saenuuuLFNsgnuesaludanzauasausn Tl a.a. 1991 Tnaatansiansed
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3. 1lesaaanil (Erhoff) nu AnenaunitaanuuuuiIuigm talany dsewmamaasuil iudqu
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11301399180 29NDILTENNUINHIA1UN1298NLLLLFNT (Kuosa & Koskinen, 2012) N3
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Mager & Sung (2011) N&1991 N198BNLLLLENITNAARIUNIIADEBNWLLLEFNNN
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Moritz (2009) NA1991 N1328NLLLLFNTLTUAN TR UILIANTIN N19TLFNTUTD
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PRNWLLILANINAMNANATUFIL (Tallon, 2020)
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Y a ¥ o % ¥ o Y a a i’/ | o
naaanIsldLIN1sreald il ldesnndunnldisnisanaiauaruansenintlsyivlaly
N13L3N"99A (Eberling, 2019)
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RANLULILFNNIVTaRmUNLENNT I (Agutter, 2013)
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AuglduaredAnsaed wines (Audainaassdeueanuuy, 2557) nuuanandifnugiu
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AusunisaaniuuLanig 19 10 4a el

1. ua991uIn19 AL uA WA (Look at your service as a product) N13U3N19

1%
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2. WanwddnyiudssTamiaaagl4idunan (Focus on the customer benefit)
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Y a % <

fuinsseadaiuuazlinaudrAtyiunisudnduliussaninduazidnntinniasay e (s
=X ¥ vl ' a (=3 = ] v a
u3aqelagunslinnaulifidondanluuansaumniiuwaslemesine lusnunisinsanu

LAZNIIANHWINUNAN ABLAzatuAYUN 19T Bi1aIALTueANT dRRansINNazai1enN

9 [

1% v A o a @ =3 o 1 &I v s R
FNANTAA N1TNINUTUAN NIFIUaNL ANl ey e Ak luesAnNs3anInwa

ET)

o o v

A ¥ a ' P A o 98 wal vk A
Nﬂ‘WHﬂUV@\?@H@ ﬂﬂ’]ﬂ%@ﬂﬁm‘ﬂ’]?’amﬂLmuﬂmmmm%‘ﬂLW@IM@%NMWNQQHVIWMQ

a

AIANT



19

8. a¥1nmsguneanguls (Demonstrate flexible standard) n1sLFn1saLduses
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