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Abstract 

This article presented the research concept about the library services model for 

students with disabilities in Thai academic libraries by using the mixed methods. 

The conceptual theory using in the research consisted of the user experience 

study, the library service management for disable people of IFLA and the service 

design according to the system concept. The result can be used as a way to 

develop the service management for students with disabilities in Thai academic 

libraries. 

 

 

 

Introduction 
Libraries in higher education institutions in Thailand have been developed the library services 

continuously which are appropriate to university students with high quality and effectiveness 

in order to meet the requirements as well as users’ satisfaction. Universities in Thailand 

provide educational opportunities for students with disabilities. That means they need to 

access the library services likewise general students. However, their disabilities can cause 

problems in accessing library services as the library services are not designed for them at the 

beginning. Therefore, the libraries should provide the services for students with disabilities 

with high potential as much as possible in each library or at least as similar as the services for 

general students.  

According to the studies about the library services for students with disabilities in higher 

education institutions in Thailand, it showed that the majority of the libraries are not fully 

available for disable students because the libraries provided the services in general without 

special services for students with disabilities. For example, the students with neuromotor 

impairments on a wheelchair will have barriers in accessing the high desk in the reference 

counter, high bookshelves, and the narrow paths between the bookshelves where the 

wheelchair cannot enter. Moreover, students with hearing and deaf disabilities can experience 

the communication problems with the librarians or are unable to reach the service supports or 

the search engines (Loyfar et al., 2014) 
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 The library services for students with disabilities in foreign countries are adequately available 

according to the studies from library websites of the foreign universities. The universities 

provided the services for students with disabilities such as the library resource services, the 

audio-book and Braille services, information resources delivery services. In terms of service 

supports and the search engines, the librarians with the specific training to communicate with 

disable students are provided both in person and online. For reading area services, the 

libraries provided both individual room and group study room, capable lamps, along with 

Assistive Technology Center (ATC) for disable students. The library buildings are 

appropriate for students with disabilities including special car parking, the entrance, toilets 

and automatic sliding door for the disabled and so on. 

The purpose of this study is to improve the library services for students with disabilities in 

Thai universities. The data was collected from the user experience, the library service 

management of IFLA, and the system management to analyze and design the library services 

model for students with disabilities appropriately so that Thai university libraries can further 

improve the services for the disabled.   

 
  

Literature Review 

Library service for people with disabilities 
In many countries around the world, access to library services for people with disabilities is 

unusable or even expectant. Thus, it is essential to consider in the reality about physical 

disability of library users with limitations or physical conditions, services, and other activities 

of the library to give an equal opportunity for all groups of library users including the 

disabled.         

In an international level, the International Federation of Library Associations and Institutions: 

IFLA provided guidelines for access to libraries for persons with disabilities in order to 

encourage libraries to use it. The guidelines for access to libraries for persons with disabilities 

consisted of four important parts including 1) physical access, 2) media formats, 3) library 

service and communication, and 4) cooperation with disability organizations and individuals 

(Irvall, B., & Nielsen, G. S., 2005).  
  

User experience: UX 

User experience referred to perspective and behavior of individuals which affected on 

products, systems, or services. The user experience was a perception and reaction of 

individuals which were derived from use or expectation in its usability, products, systems, or 

service and followed the standard definition of ISO. The user experience would also include 

emotions, belief, favorite, perception, and physical and mental reaction. Moreover, it covered 

behavior and achievement which occured before, during, and after product usability or 

services of the users (Wikipedia, 2016). There were three important factors which affected on 

the user experience including products or services, users, and usability contexts (Garrett, 

2010). The user experience is about working outside the products, systems, or services which 

people could perceive. If some people asked us what we liked when we used products, 

systems, or any services, they were asking us about the user experience (Wikipedia, 2016). 

When the time passed, the dynamic user experience would be developed consistently because 
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the change of usability situation, the changes in each system, and the usability context were 

wider for the users to find them. The user experience can be noticed and measured (Albert & 

Tullis, 2013).  

The user experience was essential for a better design of products, systems, or services because 

it was the way in which the experience of user was embraced with the products, systems, or 

services. If they had better design, it led to the building of products, systems, or services 

which could give good experiences to the users. As a result, the users would need to use it 

continuously, so the user experience design was the user-centered design. According to the 

product, system, or service designs, Don Norman mentioned that the designer must not only 

access to empathic approach but also the users (Rohrer, 2014).  

System approach 

The system approach was defined as gathering the thoughts of the system that had the 

conceptual framework including input, process, output, and feedback applying in problem 

solving to acheieve the goal (Wimonturm, 2004). The system approach or the system 

management was the determination of the process of work operation and problem solving to 

enhance working performance by gathering and analyzing related information in order to 

develop management and evaluation processes for the effective development as needed. 

(Makaramani, 2001; Buripakdee, 2000) 

Therefore, the system approach, the system medthod, or the system management was the 

process for supporting each work operation effectively and efficiently. It was one of the 

approaches of logical problem solving as same as scientific methods which identified needs, 

or specified problems, found results or problem solving methods, chose answers, choices, 

other methods that led to expected results. The results were evaluated and developed by 

specifications until acheieving all the goals (Makaramani, 2008). 

 

Conceptual Framework  
The researcher used knowledge for developing the conceptual framework by using the user 

experience design theory (Luca, 2016) and the system approach theories as showed in the Fig. 

1. 

 

Objectives of the Study 
1. To study the current stage and the need of disable students toward library services of Thai 

academic libraries 

2. To study experiences and needs of disable students toward library services of Thai 

academic libraries 

3. To develop library services model for disable students in Thai academic libraries 

 

Methodology 
The researcher used the mixed method for the research methodology which combined 

elements of qualitative and quantitative approaches as follows; 

1. The researcher studied the current stage and the needs of disable students toward library 

services of Thai academic libraries by using the quantitative approach. A survey was 
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conducted to examine opinions of the heads of library services in Thai higher educational 

institution which was the target group of this study. 

2. The researcher studied the experiences and needs of disable students toward library 

services of Thai academic libraries by the qualitative approach. The interview and observation 

were conducted to observe three types of students with disabilities such as visual, deaf, and 

physical disabilities. 

3. The results of (1) and (2) were analyzed for the development of library services model for 

disable students in Thai academic libraries, and then the researcher designed the library 

services model according to the system approach. 

4. The researcher referred to the meeting with committees and representatives of disable 

students to assure the library services model for students with disabilities in Thai academic 

libraries. 
 

The conceptual framework is shown below.  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
Fig. 1 The conceptual framework 

 
Expected Benefits 
1. The researcher has the library services model for students with disabilities in Thai 

academic libraries. 

2. Thai academic libraries can use the model as the guideline to plan and develop library 

services for students with disabilities. 

3. The researcher receives the innovation for the development of the library services model 

for students with disabilities according to the study of the user experience and the guideline of 

system management. 
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