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ABSTRAK

Neni Agus Lestari 202212120536, Manajemen Kualitas Pelayanan Perpustakaan
Dalam Meningkatkan Kepuasan Pengunjung Perpustakaan Di SMK Wachid
Hasyim Surabaya.

Perpustakaan sekolah berperan sebagai pusat sumber belajar yang
mendukung proses pembelajaran serta meningkatkan budaya literasi peserta didik.
Kualitas pelayanan perpustakaan menjadi salah satu faktor yang memengaruhi
kepuasan pengunjung, sehingga diperlukan manajemen pelayanan yang efektif dan
berorientasi pada peningkatan mutu.

Penelitian ini bertujuan untuk: 1) menganalisis manajemen kualitas
pelayanan perpustakaan dalam meningkatkan kepuasan pengunjung di
Perpustakaan SMK Wachid Hasyim Surabaya yang meliputi fungsi perencanaan
(planning), pengorganisasian (organizing), pelaksanaan (actuating), dan
pengawasan (controlling), serta kualitas pelayanan berdasarkan dimensi
SERVQUAL,; dan 2) mengidentifikasi faktor pendukung dan faktor penghambat
manajemen kualitas pelayanan perpustakaan dalam meningkatkan kepuasan
pengunjung.

Penelitian ini menggunakan pendekatan kualitatif dengan teknik
pengumpulan data melalui wawancara, observasi, dan dokumentasi. Informan
penelitian terdiri atas Kepala Perpustakaan sebagai informan utama serta guru dan
peserta didik sebagai informan pendukung. Analisis data dilakukan melalui reduksi
data, penyajian data, dan penarikan kesimpulan.

Hasil penelitian menunjukkan bahwa: 1) manajemen kualitas pelayanan
perpustakaan telah diterapkan melalui fungsi perencanaan, pengorganisasian,
pelaksanaan, dan pengawasan secara berkelanjutan. Kualitas pelayanan
berdasarkan dimensi SERVQUAL menunjukkan hasil yang baik, ditandai dengan
fasilitas yang memadai, pelayanan yang andal, responsif, profesional, serta
perhatian terhadap kebutuhan pemustaka sehingga mampu meningkatkan kepuasan
pengunjung. 2) Faktor pendukung meliputi komitmen dan kompetensi pustakawan,
penerapan sistem otomasi Inlislite, dukungan anggaran sekolah, serta lingkungan
perpustakaan yang nyaman. Adapun faktor penghambat meliputi keterbatasan
sumber daya manusia, beban kerja ganda, keterlambatan pencairan anggaran, serta
keterbatasan koleksi dan fasilitas perpustakaan.

Kata Kunci: Manajemen Kualitas Pelayanan Perpustakaan, Kepuasan Pengunjung,
Perpustakaan Sekolah.



ABSTRACT

Neni Agus Lestari 202212120536, Library Service Quality Management in
Improving Visitor Satisfaction at the Library of SMK Wachid Hasyim Surabaya.

The school library plays an important role as a learning resource center
that supports the teaching and learning process while promoting students' literacy
culture. Library service quality is one of the key factors influencing visitor
satisfaction; therefore, effective and quality-oriented service management is
essential.

This study aims to: 1) analyze library service quality management in
improving visitor satisfaction at the Library of SMK Wachid Hasyim Surabaya,
covering the management functions of planning, organizing, actuating, and
controlling, as well as service quality based on the SERVQUAL dimensions; and 2)
identify the supporting and inhibiting factors of library service quality management
in improving visitor satisfaction.

This study employed a qualitative research approach. Data were collected
through interviews, observations, and documentation. The research informants
consisted of the Head Librarian as the primary informant, while teachers and
students served as supporting informants. Data were analyzed through data
reduction, data presentation, and conclusion drawing.

The results of the study indicate that: 1) library service quality management
has been implemented through the management functions of planning, organizing,
actuating, and controlling in a continuous manner. Service quality, as measured by
the SERVQUAL dimensions, was found to be satisfactory, as reflected in adequate
facilities, reliable and responsive services, professional staff, and personalized
attention to users' needs, all of which contributed to improving visitor satisfaction.
2) The supporting factors include the librarian's commitment and competence, the
implementation of the Inlislite library automation system, school budget support,
and a comfortable library environment. Meanwhile, the inhibiting factors include
limited human resources, dual workload, delays in budget disbursement, and
limitations in the library collection and facilities.

Keywords: Library Service Quality Management, Visitor Satisfaction, School
Library.
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