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Analysis and Classification of Questions from Reference Service
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Abstract

One of the main functions of the Office of Academic Resources of Ubon
Ratchathani University is to provide reference services to introduce services in Library
and answer user inquiries related to searching for available information resources.
This function requires several skills and competencies of service provisions, including
queries analysis skills to identify suitable tools to respond, keyword analysis skills,
and skills and experience in communicating with users to determine their specific
needs. The ultimate goal is to provide precise and accurate services in a timely
manner. Analysis and classification of questions is, therefore, another method to
accelerate services. Based on 135questions collected from the service requests
and user satisfaction forms of the 2016 — 2018 fiscal years, user queries can be
categorized into four main groups: 1) library resources search, using WebOPAC;
2) research, thesis, articles search, using TDC database; 3) online database search,
using online database; and, 4) library usage, using library website. The analysis and
classification of these questions led to the development of programs that enhance
a prompt and convenient reference service where users can easily access their

required information resources.
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