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ABSTRAK 

   Nama   : Shasha Fadilla 

   NIM   : 0601172037 

   Pembimbing I : Drs. Retno Sayekti, M.LIS 

   Pembimbing II : Neila Susanti, M.Si 

       Judul       : Analisis Kualitas Layanan  

        Perpustakaan Menggunakan  

        Model LibQUAL+𝑻𝑴 Di   

        Perpustakaan STAI UISU   

        Pematang Siantar 

 Penelitian ini membahas tentang analisis kualitas layanan perpustakaan 

menggunakan model LibQUAL+𝑇𝑀 DI Perpustakaan STAI UISU Pematang 

Siantar. Tujuan penelitian ini adalah untuk mengetahui kualitas layanan 

berdasarkan dimensi affect of service, information control, dan library as place di 

Perpustakaan STAI UISU Pematang Siantar.  

 Jenis penelitian yang digunakan dalam penelitian ini adalah deskriptif 

kuantitatif dan pengambilan datanya dilakukan melalui penyebaran angket/ 

kuesioner. Populasi dari penelitian ini adalah pemustaka terdaftar sebagai anggota 

perpustakaan sampai November 2021 berjumlah 712 responden. Dari populasi 

tersebut ditentukan jumlah sampel berdasarkan perhitungan rumus Slovin, 

sehingga diperoleh 88 responden. Pengambilan sampel berdasarkan pemilihan 

secara acak atau random bersrata yang berkriteria mahasiswa aktif STAI UISU 

yang pernah berkunjung ke perpustakaan.  

 Hasil penelitian ini, menyatakan bahwa kualitas layanan perpustakaan 

STAI UISU Pematang Siantar berdasarkan dimensi affect of service, penilaian 

pemustaka cukup puas dengan  adequacy gap (AG) bernilai positif dengan skor 

0,22 artinya penggua cukup puas dan menerima layanan dan superiority gap (SG) 

-1,25 artinya  kualitas dinilai baik namun sepenuhnya belum memenuhi keinginan 

(harapan ideal) pemustaka. Berdasarkan dimensi information control, penilaian 

pemustaka belum puas atas layanan yang diterima dengan adequacy gap (AG) 

bernilai negatif skor nilai -1,39 artinya pemustaka belum puas atas layanan yang 

diterima. Kemudian superiority gap (SG)  skor nilai -3,38 artinya kualitas dinilai 

belum baik dan  berada diluar batas toleransi atau sepenuhnya belum memenuhi 

keinginan pemustaka. Berdasarkan dimensi library as place ditemukan 

kesenjangaan kecukupan atau adequacy gap (AG) skor 0,09 artinya pandangan 

pemustaka yang dirasakan selama ini cukup puas sehingga layanan sudah bisa 

memenuhi harapan minimum  dan superiority gap skor penilaiannya -1,17 artinya 

layanan masih dinilai baik namun sepenuhnya belum memenuhi (harapan ideal). 

 

Kata kunci: Kualitas layanan, Model LibQUAL+𝑇𝑀 dan Pengukuran kepuasan  
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ABSTRACT 

   Name   : Shasha Fadilla 

   ID   : 0601172037 

   Advisor  I  : Drs. Retno Sayekti, M.LIS 

   Advisor  II  : Neila Susanti, M.Si 

   Tittle   : Analisis Kualitas Layanan  

                   PerpustakaanMenggunakan  

           Model LibQUAL+𝑻𝑴 Di   

        Perpustakaan STAI UISU   

        Pematang Siantar 

  

 This study discusses the analysis of library service quality using the 

LibQUAL+^TM model at the STAI UISU Pematang Siantar Library. The purpose 

of this study was to determine the quality of service based on the dimensions of 

affect of service, information control, and library as place at the STAI UISU 

Pematang Siantar Library. 

 The type of research used in this research is descriptive quantitative and 

data collection is done through the distribution of questionnaires/questionnaires. 

The population of this research is users registered as members of the library until 

November 2021 totaling 712 respondents. From the population, the number of 

samples was determined based on the calculation of the Slovin formula, so that 88 

respondents were obtained. Sampling is based on random selection or stratified 

random with criteria for active STAI UISU students who have visited the library. 

 The results of this study, stated that the quality of library services at STAI 

UISU Pematang Siantar based on the dimensions of affect of service, the 

assessment of the users was quite satisfied with the adequacy gap (AG) which was 

positive with a score of 0.22, meaning that the users were quite satisfied and 

received the service and the superiority gap (SG) - 1.25 means that the quality is 

considered good but does not fully meet the wishes (ideal expectations) of users. 

Based on the information control dimension, the assessment of the user is not 

satisfied with the service received with the adequacy gap (AG) with a negative 

score of -1.39, meaning that the user is not satisfied with the service received. 

Then the superiority gap (SG) score of -3.38 means that the quality is considered 

not good and is outside the tolerance limit or has not fully met the wishes of the 

user. Based on the dimensions of the library as place, it was found that the 

adequacy gap (AG) score of 0.09 means that the views of the users who have been 

perceived so far are quite satisfied so that the service can meet the minimum 

expectations and the superiority gap score is -1.17, meaning that the service is 

still considered good or acceptable. at the minimum service but not fully meet the 

wishes (ideal expectations). 

 

Keywords: Service quality, LibQUAL+𝑇𝑀 model and satisfaction measurement 
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