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ABSTRAK

Penelitian ini bertujuan untuk menganalisis kepuasan pemustaka terhadap
penerapan layanan malam di Perpustakaan Rumah Ilmu Universitas Negeri
Semarang (UNNES) berdasarkan lima dimensi dalam teori Servqual, yaitu tangible
(bukti fisik), reliability (keandalan), responsiveness (daya tanggap), assurance
(jaminan), dan empathy (empati). Layanan malam merupakan inovasi baru yang
diterapkan Perpustakaan Rumah Ilmu UNNES sejak Oktober 2024 sebagai bentuk
respon terhadap kebutuhan mahasiswa akan akses ruang belajar yang lebih fleksibel
di luar jam operasional reguler perpustakaan. Penelitian ini menggunakan
pendekatan kualitatif deskriptif dengan teknik purposive sampling. Data
dikumpulkan melalui wawancara, observasi, dan dokumentasi yang kemudian
dianalisis menggunakan model analisis Miles dan Hubnerman yang meliputi
reduksi data, display data, serta verifikasi dan penarikan kesimpulan. Hasil
penelitian menunjukkan bahwa penerapan layanan malam di Perpustakaan Rumah
[Imu UNNES memberikan kontribusi positif terhadap pemenuhan kebutuhan
pemustaka. Namun demikian, peningkatan kualitas layanan malam perpustakaan
perlu dilakukan secara strategis, khususnya dalam hal perluasan akses layanan,
penambahan jumlah pustakawan, dan penguatan sistem keamanan agar kualitas
layanan malam perpustakaan semakin responsif terhadap kebutuhan pemustaka.
Penelitian ini diharapkan dapat menjadi rujukan dalam pengembangan layanan
perpustakaan yang lebih responsif dan berorientasi pada kebutuhan pemustaka.

Kata Kunci: Kepuasan Pemustaka, Layanan Malam, Perpustakaan, Teori

Servqual, UNNES
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ABSTRACT

This study aims to analyze user satisfaction with the implementation of night
services at the Rumah Ilmu Library of Semarang State University (UNNES) based
on five dimensions in Servqual theory, namely tangible (physical evidence),
reliability, responsiveness, assurance, and empathy. Night service is a new
innovation implemented by the UNNES Science House Library since October 2024
as a response to student needs for more flexible access to study space outside of
regular library operating hours. This research used a descriptive qualitative
approach with purposive sampling technique. Data were collected through
interviews, observations, and documentation which were then analyzed using the
Miles and Hubnerman analysis model which includes data reduction, data display,
and verification and conclusion drawing. The results showed that the
implementation of night services at the UNNES Science House Library made a
positive contribution to the fulfillment of library users' needs. However, improving
the quality of library night services needs to be done strategically, especially in
terms of expanding service access, increasing the number of librarians, and
strengthening the security system so that the quality of library night services is more
responsive to the needs of users. This research is expected to be a reference in
developing library services that are more responsive and oriented to the needs of
users.

Keywords: User Satisfaction, Night Service, Library, Servqual Theory, UNNES
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