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ABSTRAK
Bisnis inti dari sebuah lembaga akademis adalah untuk memberikan
pengetahuan dan praktek keilmuwan terbaru, sehingga perpustakaan memainkan peran
penting dalam membantu kemajuan mahasiswa. Kepuasan pengguna perpustakaan
tergantung pada kualitas layanan yang diberikan. Penelitian tentang kepuasan
pengguna perpustakaan Universitas Ahmad Dahlan Kampus 1 ini menggunakan
responden sebanyak 250 mahasiswa. Hasil uji validitas menunjukkan bahwa semua
variabel dapat dikatakan reliabel. Hasil uji secara parsial menunjukkan, kemampuan
individu dalam mencari informasi dan akses informasi memiliki pengaruh positif
signiﬁkan pada kepuasaan pengguna sedangkan layanan tidak memiliki pengaruh
positif signiﬁkan pada kepuasan pengguna.
Keywords: service quality at library, customer satisfaction, academic library.
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At this time librarians are redeﬁning their
roles; seeing an expansion of the knowledge,
abilities, skills, and habits of mind required for
them to ﬁll those roles; and engaging in profound
change within their organizations as they cope with
new methods of learning, information-seeking,
source preferences, and forms of competition, as
well as an ever-changing electronic information
environment and changing expectations on the
part of those they serve (Hernon and Altman,
2010). Many in the profession strongly believe
that only they, the professionals, have the
expertise to assess the quality of library service.
Customers are more than a source for
data collection; they are the reason for libraries’
existence. It is important (if not essential) to
listen to, and learn from, customers and to use the
insights gained to improve services. A number
of libraries have ignored customers because they

perceive customers as a captive audience. This
book dispels that notion as it enumerates the many
competitors poised to challenge the library’s
perceived monopoly. Many library surveys
ask about customer satisfaction, sometimes in
a general context and sometimes in relation to
speciﬁc services. Usually the questions about
satisfaction allow for scaled responses (e.g.,
ranging from not satisﬁed at all through partially
satisﬁed to satisﬁed and completely satisﬁed).
Too often, satisfaction surveys are really intended
as library report cards. In fact, some surveys
actually ask participants to assign the library
a grade from A to F. There is usually no intent
to take any remedial action based on replies to
these questions, but rather to use the responses in
negotiations with administrators in the sponsoring
institution.
There is increased interest in satisfaction
with libraries and their services, but the concept
is not well linked to customers. The terms
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satisfaction and service quality are frequently
used interchangeably; this mistake has led to
more confusion. One new measures initiative
has been the LibQUAL+ TM project. The
LibQUAL+ TM grew out of initial efforts to
apply the widely used the SERVQUAL protocol
(Parasuraman, Berry and Zeithaml,1991;
Parasuraman, Zeithaml and Berry,1985,1994)
in the library service contect (Thompson et
al., 2002). The library survey LibQUAL+ TM is
sometimes called a service quality survey and at
other times a satisfaction survey. Adding to the
confusion, those applying that instrument may
view it as addressing outcomes. Satisfaction is an
emotional reaction—the degree of contentment
or discontentment—with a speciﬁc transaction or
service encounter. Satisfaction may or may not be
directly related to the performance of the library
on a speciﬁc occasion. A customer can receive
an answer to a query but be unsatisﬁed because
of an upsetting or angry encounter. Conversely,
although the query might remain unanswered,
another customer might feel satisﬁed because the
encounter was pleasant and the helper interested
and polite.
Service quality is a complex concept:
It has several dimensions beyond the content/
context and the performance/performanceexpectations gap. Service quality is both personal
to individuals and collective among many
customers. In a number of instances,
impressions of service quality can be
changed; perceptions move up with positive
experiences and down as a result of negative
ones.
Research Question
Is a signiﬁcant positive relationship
between service affect, library as place, personal
control, and information access with satisfaction
of library user?
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Service quality on the Library
According to Parasuraman et al. (1988),
service quality can be deﬁned as an overall
judgment similar to attitude towards the service
and generally accepted as an antecedent of overall
customer satisfaction (Zeithaml and Bitner,
1996). Parasuraman et al. (1988) have deﬁned
service quality as the ability of the organization
to meet or exceed customer expectations. It is
the difference between customer expectations of
service and perceived service (Zeithaml et al.,
1990). Perceived service quality results from
comparisons by customers of expectations with
their perceptions of service delivered by the
suppliers (Zeithaml et al., 1990). If expectations
are greater than performance, then perceived
quality is less than satisfactory and hence
customer dissatisfaction occurs (Parasuraman et
al., 1985; Lewis and Mitchell, 1990).
Services unlike tangible products are
produced and consumed at the same time in the
presence of the customer and the service producer.
The presence of the human element during the
service delivery process greatly increases the
probability of error on the part of employees and
customers. This error is due to intangible behavioral
processes that cannot be easily monitored or
controlled (Bowen, 1986). However, although a
substantial amount of service quality research has
focused on service customers’ perceived service
quality (Parasuraman et al., 1988; Carman, 1990;
Parasuraman et al., 1991; Babakus and Boller,
1992; Cronin and Taylor, 1992; Babakus and
Mangold, 1992), relatively little attention has
been paid to exploring the factors that impact
on service employees’ behavior with regard to
delivering service quality.
More than two decades ago, Surprenant
and Solomon (1987) stated that service
encounters are human interactions. They
suggested that customers and service providers

EHHQSDLGWRH[SORULQJWKHIDFWRUVWKDWLPSDFWRQVHUYLFHHPSOR\HHV¶EHKDYLRUZLWKUHJDUGWR
GHOLYHULQJVHUYLFHTXDOLW\
0RUH WKDQ WZR GHFDGHV DJR 6XUSUHQDQW DQG 6RORPRQ   VWDWHG WKDW VHUYLFH
HQFRXQWHUVDUHKXPDQLQWHUDFWLRQV7KH\VXJJHVWHGWKDWFXVWRPHUVDQGVHUYLFHSURYLGHUVKDYH
have
roles to play during and possibly after
service
encounters and that these roles are
UROHVWRSOD\GXULQJDQGSRVVLEO\DIWHUVHUYLFHHQFRXQWHUVDQGWKDWWKHVHUROHVDUHEDVHGRQ
based on “interpersonal interactions” between
³LQWHUSHUVRQDOLQWHUDFWLRQV´EHWZHHQRUJDQL]DWLRQVDQGFXVWRPHUV6HUYLFHTXDOLW\LQDOOVHUYLFH
organizations
and customers. Service quality in
all
service encounters is thus intrinsically affected
HQFRXQWHUVLVWKXVLQWULQVLFDOO\DIIHFWHGE\WKHSHUVSHFWLYHVRIERWKWKHVHUYLFHSURYLGHUDQGWKH
by the perspectives of both the service provider
VHUYLFHUHFHLYHU6LPLODUO\&]HSLHO
 FRQFOXGHGWKDWUHVHDUFKRQVHUYLFHTXDOLW\PXVW
and
the service receiver.
Similarly, Czepiel
(1990)
concluded
that
research
on service quality
DOZD\VLQFOXGHWKHSHUVSHFWLYHVRIERWKWKHSURYLGHUDQGWKHUHFHLYHU
must always include the perspectives of both the

provider
and the receiver.

Model was the preferred model for the
library assessment in this study. Nadiri and 
Mayboudi
(2010) asserted that the LibQUAL
0RGHOZDVWKHSUHIHUUHGPRGHOIRUWKHOLEUDU\DVVHVVPHQWLQWKLVVWXG\1DGLULDQG
Model is an instrument to measure the service
0D\ERXGL ofDVVHUWHGWKDWWKH/LE48$/0RGHOLVDQLQVWUXPHQWWRPHDVXUHWKHVHUYLFH
quality
libraries and to help the librarians
determine
whether
they have met the expectations
TXDOLW\RIOLEUDULHVDQGWRKHOSWKHOLEUDULDQVGHWHUPLQHZKHWKHUWKH\KDYHPHWWKHH[SHFWDWLRQV
of their users or not. LibQUAL, also known as a
RIWKHLUXVHUVRUQRW/LE48$/DOVRNQRZQDVDµWRWDOPDUNHWVXUYH\¶RIOLEUDU\
VXVHUV
‘total
market survey’ of library’s users, established
by the Association of Research Libraries (ARL)
with the cooperation of the Texas A&M University
(TAMU) in 2000, provides an alternative means
of measuring the quality of academic library
services (Edgar, 2006). The LibQUAL survey
evolved from a conceptual model based on
the SERVQUAL instrument, which deﬁnes
the service quality as “the difference between
customers’ perceptions and expectations”. This
instrument was re-grounded to better reﬂect the
library context (Empey and Murphy, 2004 and
Rehman, 2012).

The LibQUAL+ scale was developed to
measure the user perception of library service
quality consisting of 22 core items under three
dimensions: (a) service effect, (b) library as place
and (c) information control. It has been used in
different countries (USA, Canada, Australia,
New Zealand, UK, France, Ireland, Netherlands,
Switzerland, Germany, Denmark, Finland,
Norway, Sweden, Egypt, United Arab Emirates,
and South Africa), and adopted in twelve different
languages (Thompson et al., 2007). LibQUAL+
results are interpreted as scores on perceptions
that compares against scores of what is reported
to beminimally acceptable service, and what is
reported to be desired service, which is called
the zones of tolerance interpretation framework
(Nadiri and Mayboudi, 2010). However, for the
purpose of this study, the LibQUAL+ survey
tool was altered to address local conditions
and preferences without challenging the
designer’s assertion that the statements fully
reﬂectthe dimensions. Themodiﬁcation of
LibQUAL+instrument is discussed further in the
survey design part of this paper.
The LibQUAL tool measures the service
quality based on three dimensions: effect of
service, information control and library as place.
The instrument was built on the theoretical
foundations of the gap theory of service
quality (Cook and Thompson, 2000). The main
characteristic of the gap analysis is that each
item assessing services used by users is rated
separately whereby scores based on similar scales
are granted forminimum, desired and perceived
levels of service. The minimum expectations are
the level of service that users consider as adequate
and this score represents their minimum level of
service that users will tolerate or are willing to
accept. The desired service level represents the
level of service that customers hope to receive
and the perceived service level describes the
level of service that the library currently provides
(Mohd Nazrul, 2009).
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Figure 2

H1: There is a signiﬁcant positive relationship
between affect of service, information access,
personal control, library as place with satisfaction
of library user.
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In statistics, a population is a complete set
of items that share at least one property in common
that is the subject of a statistical analysis. In
statistics and quantitative research methodology,
a data sample is a set of data collected and/or
selected from a statistical population by a deﬁned
procedure. Technic sampling used non probability
sampling with purposive sampling. A survey of
250 respondents were administered to obtain
customers’ perceptions of the noted ﬁrst-order
dimensions. Responses to all items except the
demographic questions were on a 5-point Likerttype scale, anchored by 1 = totally agree and 5
= totally disagree. Neither agree nor disagree at
the scale midpointwas rated a 3. A 5-point Likerttype scale was used to increase response rate and
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response quality along with reducing respondents’
“frustration level” (Babakus and Mangold 1992).
Responses to all items were on a 5-point
Likert-type scale, anchored by 1 = totally agree
and 5 = totally disagree. Neither agree nor
disagree at the scale midpointwas rated a 3. A
5-point Likert-type scale was used to increase
response rate.

1.
2.
3.
4.
5.
6.
7.
8.
9.

Willingness to help users
Giving users individual attention
Employees deal with users caring fashion
Employees who are consistently courteous
Employees have knowledge answer question
Employees understand needs of users
Readines to respond to users’ question
Employees who instill conﬁdence in users
Dependability handling service problems

Library as Place
1.
2.
3.
4.
5.

A have for quite and solitude
A meditative place
A contemplative environment
Space that facilitates quite study
A place for reﬂection and creativity

Personal Control
1.
2.
3.
4.

Website enabling me locate info on my own
Elec resources accessible home or ofﬁce
Access tools allow me ﬁnd on my own
Modern equipment me easily access info I
need
5. Info easily accessible for independent use
6. Convenient access to library collection
Information Access
1.
2.
3.
4.
5.

Comprehensive print collection
Complete runs of journal titles
Interdisciplinary library needs addressed
Timely document delivery/interlbrary loan
Convenient business hours

Satisfaction
1.
2.
3.
4.

Satisfaction with service affect
Satisfaction with place of library
Satisfaction with personal of library
Satisfaction with information access

Validity and Reliability
The validity of a measuring instrument
is whether validity of necessary to know the
extent to which a measuring instrument used in
research can measure what researchers actually
want or can be used to test measuring instruments
to study the results of the instrument can provide
objective (Cooper and Schindler, 2001).
Table 1
Validity Outcome
Variable
Service
affect

Library as
place

Indicator
1.2
1.3
1.4
1.5
1.6
1.7
1.8
1.9

Component
1

2.1
2.2
2.3
2.4
2.5

Personal
control

3.1
3.2
3.3
3.4

Information
access

4.1
4.2
4.3
4.4

Satisfaction

5.1
5.2
5.3
5.4
5.5

2

3

4

5

0,813
0,550
0,744
0,814
0,797
0,795
0,740
0,763

summarize multivariate or reduce or variable be
necessary data for analysis. Relating to solving
problems factor analysis of the relationships
between a relationship between that and the
indicators signal into a dimension which gives
the relationship. In question adopted as modiﬁed
by previous studies and analysis conducted by
the factor conﬁrmatory.
Reliability test measuring instruments to
test the accuracy of consistency among the items
with a statement in an instrument . Measurement
procedures relating to the accuracy of reliability
and consistency. A measuring instrument that is
considered it ‘s reliable if the gauge indicating that
consistent results from time to time. Researchers
tested research instruments with a sample of some
30 respondents. The coefﬁcient of reliability
alpha cronbach shown by the coefﬁcients alpha is
higher 0.6. The higher the value of the coefﬁcients
cronbach alpha means getting high reliability a
measuring instrument used.
Tabel 2
Reliability Outcome

0,606
0,887
0,883
0,853
0,863

Variable
Service affect
Library as place
Personal control
Information access
Satisfaction

0,769
0,647
0,899
0,831
0,877
0,841
0,866
0,621
0,865
0,890
0,871
0,864
0,789

Source: Primary data (2016)

Construct validity test is done by the
validity conﬁrmatory factor analysis. The
analysis method is the one of the main purpose to

Cronbach
Alpha

Result

0,890
0,878
0,796
0,821
0,909

Reliable
Reliable
Reliable
Reliable
Reliable
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Table 3 shows the signicance of library
as place, personal control, information access to
users’ satisfaction on services provided by the
UAD Library. The results suggested that 0,532
of users’ satisfaction affected by independent
variable, and 0,468 affected by others factors.
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Table 3
Hyphotesis Result
Variable

Signiﬁcance

Hyphotesis

Service affect
Library as place
Personal control
Information access

0,592
0,010
0,000
0,026

Not supported
Supported
Supported
Supported

Studies on users’ perceptions of service
quality level have focused primarily on ﬁnding
ways to meet or exceed users’ expectations. The
concept of measuring the gap score between users’
perceptions of delivered services and minimum
service level which they think is adequate and
the ideal level of desired service has proven to
be very useful for evaluating levels of library
service quality. This study applied a customized
survey instrument which was developed based
on the LibQUAL Model, composed of 30 items
for measuring the level of four service quality
dimensions and user satisfaction of services
provided.
From the survey results, it can be
concluded that the area of strength for UAD
libraries was the staff by which the respondents
felt that the staff showed not courteous behaviour,
not individual attention and not conﬁdence in
delivering services. The results also recommended
that the library collection was the area of greatest
concern; they expected amore extensive provision
of digital resource collections, a more userfriendly E-resource Portal and more organized
record collections.
The information gathered from this
study,which focuses on examining the quality
of library services and its users’ satisfactionmay
provide valuable input for the management of the
university to improve the level of service quality
and the overall satisfaction of the students.
Additionally, the results from this study will
serve as a guideline for other academic libraries
to improve their services and as a reference for
further research in related ﬁelds. Parasuraman et
134

al. (1994) claimed that accurate measure of service
quality is deemed critical and measuring only
customers’ perceptions alone is not enough as this
does not provide maximum diagnostic value and
might provide misleading conclusions. Hence a
more detailed and comprehensive assessment of
service quality such as the examination of zone
of tolerance remains to be performed in other
studies.

6800$5<
Global competition among academic
institutions has compelled university libraries
to transform their conventional services and
traditional roles to a more sophisticated, all-round
service provider that can deliver their best services
to their users. University libraries must cater
the expansion of information sources, the high
demand of users and information application as
well as high student enrolments and competition
among service sectors.
The ability of an academic library to fulﬁll
its user expectationswill yield user satisfaction
for its services. Primarily, research on assessing
users’ perception on the level of service quality
focuses on ﬁnding ways tomeet or exceed
users’ expectations. This study nevertheless
aimed to measure students’ perception and their
satisfaction level of services provided by the
UAD library and customized a new measuring
tool on service quality and perspectives of
library users based on the LibQUAL Model. A
customized survey instrument was developed
based on the model, consisting of 30 items
measuring the level of four service dimensions
and user satisfaction with an additional ﬁve items
examining user satisfaction on general services.
The Cronbach’s alpha range is from 0.796 to
0.909, which was adequately greater than the
recommended value of 0.7, thus exhibiting good
internal reliability of the constructs. The result of
the study reported positive values for both gap

analyses in all service quality dimensions. Based
on 97 respondent feedbacks, results showed that
the perceived service quality level exceeded
users’ acceptable level on minimum service
and desired service. Speciﬁcally, the users are
satisﬁed with the services provided. Results from
this study serveas a guide for effective decision
making by the library in its administration and
resource allocation to ensure accomplishment of
the library’s vision and mission.
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koeﬁsien variable pertumbuhan penjualan
sebesar -0,00007. Hal ini bermakna bahwa
setiap kenaikan 1% pertumbuhan perusahaan
akan menurunkan kinerja perusahaan sebesar
0,007%. Jadi untuk hipotesis 1 dalam
penelitian ini terdukung, siginiﬁkan pada
level 15%.
2) Pertumbuhan penjualan berpengaruh positif
terhadap kebijakan penggunaan utang
perusahaan
Langkah yang kedua ini sekaligus menguji
hipotesis 2 penelitian ini serta menjawab
rumusan masalah apakah perusahaan yang
memiliki pertumbuhan penjualan tinggi
akan cenderung menggunakan utang
dalam kebijakan pendanaannya. Tabel VIII
menampilkan hasil pengujian statistiknya.
Tabel 2
Pertumbuhan Penjualan dan Kebijakan
Penggunaan Hutang Perusahaan
Debt to Equity Ratio (DER)
Pertumbuhan 0,037**
Penjualan
(1,63)
**signiﬁkan pada level 10%

Berdasarkan Tabel 2, perusahaan dengan
tingkat pertumbuhan yang tinggi akan
cenderung
meningkatkan
penggunaan
utang dalam keputusan pembiayaannya.
Berdasarkan hasil uji statistik, 1% peningkatan
penjualan akan direspon dengan peningkatan
3,7% penggunaan utang. Hasil pengujian ini
signiﬁkan pada level 10% dan mendukung
hipotesis yang kedua.
3) Pengaruh penggunaan utang terhadap kinerja
perusahaan
Langkah berikut adalah langkah ketiga dari
prosedur yang dikemukakan oleh Baron, dan
Kenny (1986). Pengujian ini akan melihat
efek dari penggunaan utang terhadap kinerja
perusahaan. Tabel IX menampilkan hasil
pengujian statistiknya.

Tabel 3
Pengaruh Penggunaan Hutang Terhadap
Kinerja Perusahaan
Kinerja Perusahaan
Debt to Equity
0,0009*
Ratio (DER)
(1,53)
*signiﬁkan pada level 15%

Berdasarkan Tabel 3, penggunaan utang
sebagai model kebijakan pembiayaan
berpengaruh positif terhadap kinerja
perusahaan. Atau dengan kata lain, 1%
kenaikan utang yang digunakan akan
meningkatkan kinerja perusahaan sebesar
0,09%. Hal ini tidak seperti yang diduga
dalam penelitian ini. Dalam penelitian
ini diduga bahwa kebijakan penggunaan
utang berpengaruh negatif terhadap kinerja
perusahaan. Karena penggunaan utang
dipandang sebagai sebuah risiko yang dapat
menurunkan kinerja perusahaan. Maka dari
itu, hipotesis 3 yang menyatakan bahwa
manajer berperilaku reaktif dalam kebijakan
pendanaan tidak didukung dalam penelitian
ini.
4) Pengujian pengaruh kebijakan utang, dan
pertumbuhan penjualan terhadap kinerja
perusahaan.
Langkah keempat ini adalah langkah terakhir
dari prosedur Baron, dan Kenny (1986) untuk
mengetahui efek mediasi dari kebijakan
penggunaan utang. Dikatakan memediasi
ketika nilai koeﬁsien variabel independen pada
pengujian poin (a) menjadi tidak signiﬁkan
ketika variabel mediasi (DER) dimasukkan
dalam model. Pengujian ini sebenarnya akan
digunakan sebagai penguji perilaku reaktif
manajer dalam pengambilan keputusan
kebijakan keuangan, dengan dugaan awal
pertumbuhan penjualan berpengaruh negatif
terhadap kinerja, kemudian pertumbuhan
penjualan berpengaruh positif terhadap
kebijakan penggunaan utang dan kebijakan
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penggunaan utang berpengaruh negatif
terhadap kinerja. Dikatakan reaktif adalah
ketika peningkatan penggunaan utang
diambil oleh manajer ketika perusahaan
sedang mengalami pertumbuhan penjualan
yang kemudian dampaknya terjadi penurunan
kinerja perusahaan. Akan tetapi, pengujian
langkah ketiga justru menyatakan sebaliknya
bahwa peningkatan penggunaan utang
berpengaruh positif terhadap kinerja.
Tabel 4
Pengaruh Kebijakan Hutang, dan
Pertumbuhan Penjualan Terhadap Kinerja
Perusahaan
Kinerja Perusahaan (DV)
Pertumbuhan
Penjualan (IV)

Debt to Equity Ratio
(MV)

-0,00008**
(1,65)
0,0002**
(-1,70)

**signiﬁkan pada level 10%

Berdasarkan Tabel 4, yang digunakan
sebagai pengujian variabel mediasi tidak
didukung. Dikatakan memediasi adalah ketika
variabel mediasi (MV) dimasukkan dalam model
maka variabel independen (IV) menjadi tidak
signiﬁkan. Dari hasil pengujian bahkan nilai
koeﬁsien IV tidak melemah tapi justru menjadi
semakin kuat. Hal ini berimplikasi bahwa
kebijakan utang tidak memediasi hubungan
atara pertumbuhan penjualan dengan kinerja
perusahaan.

.(6,038/$1'$16$5$1
Berdasarkan hasil penelitian ini,
perusahaan yang berada pada fase pertumbuhan
akan cenderung memiliki kinerja yang buruk
dimasa yang akan datang. Hal ini dibuktikan
dengan hasil uji statistik yang menyatakan bahwa
pertumbuhan penjualan berpengaruh negatif
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terhadap kinerja perusahaan. Hasil penelitian ini
setidaknya mengamini beberapa fenomena dalam
dunia bisnis, bahwa beberapa perusahaan justru
bangkrut ketika berada pada masa pertumbuhan.
Hal ini mengingatkan kembali apa yang pernah
Jim Collins katakana bahwa “good is the enemy
of great”, atau dengan kata lain bahwa kondisi
yang dianggap bagus merupakan musuh utama
dari kejayaan. Penelitian ini sebenarnya ingin
mengurai fenomena tersebut dengan mengambil
entry point penggunaan utang yang digunakan
oleh perusahaan. Penggunaan utang dipandang
sebagai sebuah kebijakan yang berisiko yang
diambil secara reaktif oleh manajer sehingga
berdampak buruk pada kinerja perusahaan. Akan
tetapi hal itu tidak terbukti dalam penelitian ini.
Yang terjadi justru sebaliknya bahwa kebijakan
utang justru berdampak bagus bagi perusahaan, ini
ditunjukkan dengan pengujian statistik pengaruh
antara kebijakan penggunaan utang dengan
kinerja perusahaan. Kebijakan penggunaan utang
ketika perusahaan sedang tumbuh merupakan
keputusan rasional seorang manajer yang mesti
diambil, mengacu pada hasil penelitian ini. Jadi
paradox tentang perusahaan yang sedang tumbuh
dan memburuk dalam kinerja pada masa yang
akan datang dalam penelitian ini belum teruraikan
secara jelas. Akan tetapi yang pasti bahwa
perusahaan yang sedang tumbuh rawan terjebak
pada kebangkrutan terbukti dalam penelitian ini.
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