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ABSTRAK 

Kualitas layanan sangat menentukan kepuasan dari pengunjung perpustakaan 

yang menggunakan layanan sirkulasi drive thru. Oleh karena itu, sangat penting 

bagi perpustakaan Jawa Timur agar dapat mencapai service excellence agar dapat 

memenuhi harapan dari pengunjungnya. Adapun dimensi kualitas layanan 

sirkulasi drive thru pada peneitian ini yaitu dimensi kualitas layanan secara 

maunal adalah reliability, responsivennes, assurance, empathy, tangibels dan 

dimensi kualitas layanan secara elektronik adalah efficiency, fulfillment, system 

availability, privacy. Metode penelitian yang digunakan dalam penelitian ini 

adalah kuantitatif dengan pendekatan deskriptif. Untuk teknik pengambilan 

sampel pada penelitian ini yaitu menggunakan teknik availability sampling 

(convenience sampling) dan didapatkan jumlah sampel sebanyak 100 sampel. 

Data yang telah dikumpulkan melalui kuesioner dan didapatkan hasilnya yaitu 

Reliability mendapatkan nilai rata-rata sebesar 3,83 termasuk dalam kategori baik. 

Dimensi Responsiveness mendapatkan nilai rata-rata sebesar 3,69 termasuk dalam 

kategori baik. Dimensi Assurance mendapatkan nilai rata-rata sebesar 3,73 

termasuk dalam kategori baik. Dimensi Empathy mendapatkan nilai rata-rata 

sebesar 3,63 termasuk dalam kategori baik. Dimensi Tangibels 3,83 termasuk 

dalam kategori baik. Dimensi Efficiency mendapatkan nilai rata-rata sebesar 3,66 

termasuk dalam kategori baik. Dimensi Fulfillment mendapatkan nilai rata-rata 

sebesar 3,56 termasuk dalam kategori baik. Dimensi System Availability 

mendapatkan nilai rata-rata sebesar mendapatkan nilai rata-rata sebesar 3,51 

termasuk dalam kategori baik. Dimensi Privacy mendapatkan nilai rata-rata 

sebesar 3,68 termasuk dalam kategori baik. 

Kata kunci : Kualitas Layanan , Drive Thru, Perpustakaan   
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ABSTRACT 

Service quality will determine the satisfaction of library visitors who use drive 

thru circulation services . Therefore, it is very important for East Java libraries to 

achieve service excellencein order to meet the expectations of its visitors. The 

dimensions of the quality of the drive thru circulation service in this study are the 

dimensions of service quality manually, namely reliability, responsiveness, 

assurance, empathy, tangibles and the dimensions of service quality electronically 

are efficiency, fulfillment, system availability, privacy. The research method used 

in this research is quantitative with a descriptive approach. For the sampling 

technique in this study using availability sampling (convenience sampling) 

technique and obtained a total sample of 100 samples. Data that has been 

collected through questionnaires and the results obtained are Reliability getting an 

average value of 3.83 is included in the good category. The Responsiveness 

dimension got an average value of 3.69 which was included in the good category. 

Dimension Assurance get an average value of 3.73 included in the good category. 

The Empathy dimension gets an average value of 3.63 which is included in the 

good category. Tangibels dimensions of 3.83 are included in the good category. 

The Efficiency dimension gets an average value of 3.66 which is included in the 

good category. The Fulfillment dimension got an average value of 3.56 which was 

included in the good category. The System Availability dimension gets an average 

value of 3.51 which is included in the good category. The Privacy dimension got 

an average score of 3.68 which was included in the good category. 

Keywords: Service Quality, Drive Thru, Library   
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