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ABSTRAK 

 

Nama : Ela Rahtri Andari 

Nim : 1564400022 

Fakultas : Adab dan Humaniora 

Prodi/Tahun : Ilmu Perpustakaan/2019 

Judul Skripsi : Kualitas Layanan Cyber Bagi Pemustaka Di Perpustakaan Program 

Pascasarjana Universitas Sriwijaya Palembang 

   xxii + 115 + Lampiran 

 

 

Penelitian ini membahas tentang kualitas layanan cyber bagi pemustaka di Perpustakaan 

Program Pascasarjana Universitas Sriwijaya Palembang. Penelitian ini bertujuan untuk 

mengetahui bagaimana kualitas layanan cyber bagi pemustaka di Perpustakaan Program 

Pascasarjana Universitas Sriwijaya Palembang dan untuk mengetahui indikator kualitas 

layanan apa saja yang perlu diperbaiki. Jenis penelitian yang digunakan adalah 

penelitian kuantitatif dengan pendekatan deskriptif. Populasi dalam penelitian ini yaitu 

seluruh pengunjung perpustakaan selama satu tahun terakhir yaitu dari bulan januari 

2017 smpai bulan desember 2017 dengan jumlah 3.651 orang, sedangkan sampel dalam 

penelitin ini 5% dari jumlah populasi yaitu 360 orang. Untuk mengetahui sampel 

penelitian digunakan tekhnik probability dengan metode accidental sampling. Data 

dikumpulkan dengan menggunakan kuesioner yng dibagikan langsung kepada 

responden. Teknik analisis data yang digunakan yaitu analisis deskriptif, mean dan 

grand mean. Hasil penelitian menunjukkan bahwa distribusi 360 responden  mengenai 

layanan cyber bagi pemustaka di Perpustakaan Program Pascasarjana Universitas 

Sriwijaya diperoleh hasil rata-rata dari setiap sub variabel beberapa indikator yaitu 3,71 

yang artinya kualitas layanan cyber di Perpustakaan Program Pascasarjana Universitas 

Sriwijaya Palembang termasuk dalam kategori baik. Dan indikator kualitas layanan 

yang perlu diperbaiki yaitu indikator Emphaty dengan perolehan nilai rata-rata sebesar 

3,47 dan indikator Responsiveness dengan perolehan nilai rata-rata sebesar 3,50. 

 

Kata Kunci : Kualitas, Layanan Cyber, LibQual+TM 
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ABSTRACT 

 

Name  : Ela Rahtri Andari 

Nim  : 1564400022 

Faculty  : Adab and Humanities 

Study Program/Year : Library Science/2019 

Thesis Title  : Quality of Cyber Services for Library Users in the 

Sriwijaya University Postgraduate Program Library 

         xxii + 115 + Appendix 

 

 

This study discusses about the quality of cyber services for visitors at Sriwijaya 

University Postgraduate Program Library in Palembang. This study aims to find out 

how the quality of cyber services for visitors at Sriwijaya University Postgraduate 

Program Library and to find out what the service quality indicators need to be 

improved. The type of research used is quantitative research with a descriptive 

approach. The population in this study were all library visitors during the past year, 

namely from January 2017 to December 2017 with 3,651 people, while the sample in 

this study was 5% of the population, 360 people. To find out the research sample used 

probability technique with accidental sampling method. The data are collected using a 

questionnaire that was distributed directly to respondents. The data analysis technique 

used was descriptive analysis, mean and grand mean. The results showed that the 

distribution of 360 respondents regarding cyber services for visitors at the Sriwijaya 

University Postgraduate Library obtained the average results of each sub-variable of 

several indicators, it was 3.71, which meant that the quality of cyber services at 

Sriwijaya University Postgraduate Program Library was in good category. The service 

quality indicators that need to be improved are the Emphaty indicator with the 

acquisition of an average value of 3.47 and the Responsiveness indicator with the 

acquisition of an average value of 3.50. 

 

Keywords : Quality, Cyber Services, LibQual+TM 
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