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Ms. Yupin Chancharoensin. Improving the Reference Services of the Center of Academic

Resources, Chulalongkorn University by Benchmarking Methodology with the

National University of Singapore Library. 105 pp. ISBN 974-031-2861-1

Abstract

This research was aimed at the improvement of the reference services of the Center

of Academic Resources, Chulalongkorn University. Benchmarking is widely recognized by

business circles as a tool for continuous, on-going improvement, and is now increasingly

popular among those libraries where improvement is needed. The process outlined here

involved studying the strengths and weaknesses of a selected partner library which has

highly evolved practices. In this case, the reference services of the National University of

Singapore Library was selected for study. The findings of this study, then, were closely

examined to improve the references services of the Center of Academic Resources,

Chulalongkorn University.

The following suggestions are made based on this examination:

1.

The opening hours of the Center should be varied. Sundays should be in
service during the academic session.

The reading area should be zoned for individual study, and group discussion
areas should also be provided

Information Technology should be comprehensively implemented to
economize on manpower, and also for the convenience of the users.

Librarians should receive further professional and academic training in order to
render quality service.

Instructors and researchers should be provided with an annual allowance to

support their research projects
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Interview Questions

NUS Library System:
Number of libraries: _____________________
[ centralized
O Decentralized O Completely
O Cooperative [0 Database Construction

0 Resource Sharing

Has the library done any SWOT analysis? O] ves. O nNo.

Vision Statement

Mission Statement

Objective

Goal

Strategy




Strength

Weakness

Opportunity

Threat

Has the Library implemented Balance Score Card?

O ves L1 No.
Has the Library applied any quality accreditation?
O ves O No.

Which standard?

Has the Library-benchmarked-with any other library yet?

El Yes D No.

How often?

Has the Library conducted any research study?

O user studies O Employee studies
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Library Budget

|:| Source of income

O Library fee per head

Library expenditure

O Book spent per FTE students

O Book spent per user

O current Periodicals per FTE students

O Average cost of books

O Average cost of e-Resources
O Average cost of books

O Average cost of periodicals
O Books per student

O Books per faculty member

O e-Resources vs printed

Staff
Status of the Library (faculty equivalent)

Recruitment of high position staff

|:| Yes.

The Director

Promotion of Staff

Number of professional staff

Number of paraprofessional staff

* FTE = Full Time Enrollment
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Human resource development

KPI

Formae higher degree education permission

Collection Development

Organization of the department

Acquisition policy

Selector

Subject specialists :

Number

Organization

Responsibility

Circulation policy

Loan period : - Faculty
Students

Interlibrary loan :- Faculty
Students

Checking out material :-  Faculty
Students
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Reference department

Number of staff

Oraganization

Responsibility

Roving reference librarians

Activities to promote the librarians

Information Service :-
Answering question by phone, email or in person
Assistance with e-Resources
Requesting new material
Real time online interaction reference service
Document Delivery

Research support team

OO000aad

Instrument in the use of library resources and service

Formal library instruction
Library owns the course
Staff gives lessons in faculty’s-specific
Session as requested.
Library tour
On the web
Tutorial on specific services ie online

databases, etc.

Printed guide on how to use library services.

99

O O

OO O

Yes.
Yes.
Yes.
Yes.
Yes.

Yes.

Yes.

Yes.

Yes.
Yes.

Yes.

Yes.

Yes.

OOo0o0o0oaad

O O

Oo0a0d

No.

N o .
No.
No.
No.
No.

No.

No.

No.
No.
No.

No.

No.



Facilities available for the patrons
Wireless LAN D Yes. D No.
Access to Internet |:| Yes. |:| No.

O ves. O wNo.

Copying services

Z

Thank you
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