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ABSTRAK 

 

Zenni Eka C., 2025. Analisis Tingkat Kepuasan Pengguna Pada Layanan Sirkulasi 

Berdasarkan Indeks Kepuasan Masyarakat (IKM) di Perpustakaan 

Universitas Islam Negeri Sunan Ampel Surabaya. Skripsi Program Studi 

Ilmu Perpustakaan Fakultas Ilmu Sosial dan Ilmu Politik Universitas Wijaya 

Kusuma Surabaya, Pembimbing; (I) Fahriyah, S.Sos., M.A.; (II) Daniel 

Pandapotan, S.Sos., M.IP. 

 

Perpustakaan tidak hanya sebagai tempat menyimpan dan mencari buku. 

Namun, telah berubah menjadi tempat yang dimana untuk mencari dan 

mendapatkan segala informasi. Di dalam perpustakaan, layanan sirkulasi 

menghubungkan antara pustakawan dan pemustaka dalam kegiatan peminjaman, 

pengembalian, perpanjangan, pembayaran denda keterlambatan hingga pembuatan 

kartu anggota dan surat keterangan bebas pinjam. Penelitian ini bertujuan untuk 

mengukur tingkat kepuasan pengguna pada layanan sirkulasi berdasarkan Indeks 

Kepuasan Masyarakat (IKM) di Perpustakaan Universitas Islam Negeri Sunan 

Ampel Surabaya. 

Penelitian menggunakan metode kuantitatif deskriptif dengan variabel 

unsur pelayanan sirkulasi, terdiri dari sub variabel sistem layanan sirkulasi, 

pembayaran denda keterlambatan, dan proses pembuatan kartu anggota 

perpustakaan dan surat keterangan bebas pinjam perpustakaan. Populasi penelitian 

mencakup pengguna yang berkunjung di perpustakaan, dan sampel yang valid 

yakni sejumlah 81 responden. Metode sampling yang digunakan yaitu probability 

sampling dengan teknik simple random sampling. Pengumpulan data dilakukan 

secara observasi, kuesioner melalui google form kepada mahasiswa/i. Analisis data 

menggunakan pengukuran Standar IKM dengan bantuan Microsoft Excel untuk 

menghitung presentase, rata-rata, dan konversi Nilai IKM kemudian disajikan 

dalam bentuk tabel serta di analisis. 

Hasil penelitian menunjukkan bahwa kepuasan pengguna terhadap sistem 

layanan sirkulasi dengan nilai IKM 80,75 mutu pelayanan B kategori Baik/Puas. 

Kepuasan pengguna terhadap layanan pembayaran denda keterlambatan dengan 

nilai IKM 79,75 mutu layanan B dengan kategori Baik/Puas. Kepuasan pengguna 

terhadap proses pembuatan kartu anggota perpustakaan dan surat keterangan bebas 

pinjam perpustakaan dengan nilai IKM 80,50 mutu pelayanan B kategori 

Baik/Puas. Secara keseluruhan tingkat kepuasan pengguna terhadap layanan 

sirkulasi di Perpustakaan UIN Sunan Ampel Surabaya menunjukkan Nilai IKM 

80,30 Mutu Layanan B Kategori Baik/Puas.  

 

Kata Kunci : Indeks Kepuasan Masyarakat, Kepuasan Pengguna, Layanan 

Sirkulasi, Perpustakaan Perguruan Tinggi. 
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ABSTRAC 

  

Zenni Eka C., 2025. Analysis of User Satisfaction Levels in Circulation Services 

Based on the Community Satisfaction Index (IKM) at the Sunan Ampel State 

Islamic University Library in Surabaya. Thesis, Library Science Program, 

Faculty of Social and Political Sciences, Wijaya Kusuma University, 

Surabaya. Supervisors: (I) Fahriyah, S.Sos., M.A.; (II) Daniel Pandapotan, 

S.Sos., M.IP. 

 

Libraries are not only places to store and search for books. They have 

evolved into places where people can search for and obtain all kinds of information. 

Within libraries, circulation services connect librarians and library users in 

activities such as borrowing, returning, renewing, paying late fees, and creating 

membership cards and loan clearance letters. This study aims to measure user 

satisfaction with circulation services based on the Community Satisfaction Index 

(CSI) at the University of Islam Negeri Sunan Ampel Surabaya Library. 

The study employs a descriptive quantitative method with variables related 

to circulation service elements, consisting of sub-variables such as the circulation 

service system, late fee payments, and the process of issuing library membership 

cards and library clearance letters. The study population includes library visitors, 

with a valid sample size of 81 respondents. The sampling method used was 

probability sampling with simple random sampling technique. Data collection was 

conducted through observation and a questionnaire via Google Forms distributed 

to students. Data analysis utilized the CSI measurement standard with the 

assistance of Microsoft Excel to calculate percentages, averages, and CSI value 

conversions, which were then presented in tabular form and analyzed. 

The research results indicate that user satisfaction with the circulation 

service system has an IKM value of 80.75, with service quality categorized as 

Good/Satisfactory. User satisfaction with the late fee payment service has an IKM 

value of 79.75, with service quality categorized as Good/Satisfactory. User 

satisfaction with the process of creating library membership cards and library loan 

clearance letters had an IKM value of 80.50, with service quality B categorized as 

Good/Satisfactory. Overall, the level of user satisfaction with circulation services 

at the UIN Sunan Ampel Surabaya Library showed an IKM value of 80.30, with 

service quality B categorized as Good/Satisfactory.  

 

Keywords : Community Satisfaction Index, User Satisfaction, Circulation 

Services, College Libraries. 
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