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ABSTRAK 

 

Perkembangan teknologi informasi telah mendorong perpustakaan perguruan 

tinggi untuk menyediakan layanan berbasis digital, salah satunya melalui Online 

Public Access Catalog (OPAC) yang berfungsi sebagai sarana penelusuran 

koleksi perpustakaan secara elektronik. Keberadaan OPAC diharapkan mampu 

memberikan kemudahan, kecepatan, dan ketepatan dalam proses pencarian 

informasi. Namun, kualitas layanan yang diberikan perlu dievaluasi untuk 

mengetahui sejauh mana layanan tersebut telah memenuhi standar kualitas 

layanan elektronik. Oleh karena itu, penelitian ini bertujuan untuk menganalisis 

kualitas layanan Online Public Access Catalog (OPAC) Perpustakaan Universitas 

Indo Global Mandiri menggunakan metode Electronic Service Quality (E-

Servqual). Penelitian ini menggunakan pendekatan kuantitatif dengan teknik 

pengumpulan data melalui penyebaran kuesioner kepada mahasiswa Universitas 

Indo Global Mandiri sebagai pengguna OPAC. Penentuan jumlah sampel 

dilakukan menggunakan rumus Slovin, sedangkan instrumen penelitian akan diuji 

melalui uji validitas dan uji reliabilitas. Analisis data dilakukan dengan mengukur 

kesenjangan (gap) antara persepsi dan harapan pengguna berdasarkan tujuh 

dimensi E-Servqual, yaitu efficiency, fulfillment, reliability, privacy, 

responsiveness, compensation, dan contact. Penelitian ini diharapkan dapat 

memberikan gambaran mengenai kualitas layanan OPAC Perpustakaan 

Universitas Indo Global Mandiri serta menjadi bahan evaluasi dalam upaya 

peningkatan kualitas layanan berbasis elektronik. 

 

Kata Kunci: Online Public Access Catalog (OPAC), kualitas layanan, Electronic 

Service Quality (E-Servqual), perpustakaan perguruan tinggi. 
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ABSTRACT 

 

The development of information technology has encouraged university libraries 

to provide digital-based services, one of which is the Online Public Access 

Catalog (OPAC), which functions as an electronic tool for searching library 

collections. OPAC is expected to facilitate faster, easier, and more accurate 

access to library information. However, the quality of its electronic services needs 

to be evaluated to determine whether they meet the expected service quality 

standards. Therefore, this study aims to analyze the service quality of the Online 

Public Access Catalog (OPAC) at the Library of Universitas Indo Global Mandiri 

using the Electronic Service Quality (E-Servqual) method. This study employs a 

quantitative approach, with data collected through questionnaires distributed to 

students of Universitas Indo Global Mandiri as OPAC users. The sample size is 

determined using the Slovin formula, while the research instrument will be tested 

through validity and reliability testing. Data analysis is conducted by measuring 

the gap between users' perceptions and expectations based on the seven 

dimensions of E-Servqual, namely efficiency, fulfillment, reliability, privacy, 

responsiveness, compensation, and contact. The results of this study are expected 

to provide an overview of the quality of OPAC services at the Universitas Indo 

Global Mandiri Library and serve as evaluation material for improving the 

quality of electronic library services. 

Keywords:Online Public Access Catalog (OPAC), service quality, Electronic 

Service Quality (E-Servqual), university library. 
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