SYNAPSI: Journal of Information Systems and Informatics Education
Vol. 1, No.1, March 2026, pp. 50 ~ 58
ISSN: 3125-0351, DOI: 10.37251/synapsi.v1il.3208 d 50

The Influence of Student Perceptions on the Quality of Library Services
and Learning Facilities in Increasing User Satisfaction in University

Libraries

Joni Karman!, Utama Khalid Lubis?

"Vocational High School Yudika, South Sumatra, Lubuk Linggau, Indonesia
2Department of Information Systems, Faculty of Computer Science, Bina Darma University, South Sumatra, Palembang,

Indonesia
Article Info ABSTRACT
Article history: Purpose of the study: This study aims to analyze the influence of students’

Received Dec 7, 2025
Revised Jan 10, 2026
Accepted Feb 16, 2026
Online First Mar 19, 2026

Keywords:

Library Service Quality
Learning Facilities
User Satisfaction
University Library
Student Perception

perceptions of library service quality and learning facilities on user satisfaction
in university libraries, particularly at the Central Library of Yogyakarta State
University.

Methodology This study employed a quantitative ex-post facto approach
involving 251 university students as respondents. Data were collected through
Likert-scale questionnaires and analyzed using multiple linear regression with
Statistical Package for Social Science (SPSS) for Windows. Instrument
validity was tested using Pearson Product Moment, while reliability was tested
using Cronbach’s Alpha. Classical assumption tests included normality,
multicollinearity, and heteroscedasticity tests.

Main Findings: The results showed that library service quality and learning
facilities had positive and significant effects on user satisfaction both partially
and simultaneously. Library service quality had the strongest influence on user
satisfaction with a significance value of 0.000, while learning facilities also
significantly influenced satisfaction with a significance value of 0.001. The
coefficient of determination (R?) indicated that both variables contributed 43.2%
to user satisfaction.

Novelty/Originality of this study: The novelty of this study lies in the
integration of library service quality and learning facilities into a single
quantitative model for analyzing user satisfaction in university libraries. This
research highlights the importance of modern learning facilities and digital-
based services in supporting students’ academic experiences and positions
university libraries as collaborative learning and digital literacy centers.
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1. INTRODUCTION

University libraries play a strategic role in supporting the educational process, research, and academic
development of students [1]. Libraries serve not only as central repositories for information resources but also as
learning resources that support the academic needs of the campus community. In today's digital era and the
development of information technology, students demand fast, convenient library services, supported by adequate
learning facilities [2]. The quality of library services is an important indicator in creating user satisfaction in the
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university environment. In addition to administrative and information services, facilities such as reading rooms,
internet access, catalog search computers, and comfortable study spaces also influence student perceptions of the
library [3]. Therefore, student perceptions of library services and facilities are important aspects that university
library managers need to pay attention to.

Frequent problems in university libraries relate to suboptimal service quality and limited learning
facilities. Some students still complain about slow librarian service, limited reading space, and a lack of
technology-based learning support facilities [4]. These conditions can impact student comfort in maximizing
library services. Furthermore, the disproportionate number of facilities for the number of visitors often leads to
queues and overcrowding at certain times [5]. Ineffective collection organization and reference retrieval systems
also hinder the rapid access to academic information. If these conditions persist, student satisfaction as library
users may decline.

Several previous studies have shown that the quality of library services and facilities significantly impacts
user satisfaction [6]. Prior research has focused more on librarian service and the availability of book collections
as key factors in student satisfaction. However, the evolving needs of today's students demand more modern,
digital-based learning facilities [7]. Previous research has also tended to focus on school or public libraries rather
than university libraries. Furthermore, most studies have used only one independent variable without
simultaneously analyzing student perceptions of service quality and learning facilities. Therefore, further research
is needed to provide a more comprehensive picture of the factors influencing user satisfaction in university settings.

The research gap is evident in the limited number of studies that integrate student perceptions of library
service quality with learning facilities in a single quantitative research model. Previous research has predominantly
examined user satisfaction from the administrative service perspective without considering the comfort aspect of
modern learning facilities [8]. However, changes in student learning patterns in the digital era have made learning
facilities a primary requirement for academic activities in libraries. Furthermore, there are few studies examining
how student perceptions as active users influence overall satisfaction levels with university library services [9].
Another gap is the limited number of studies that highlight university libraries as collaborative learning spaces and
centers for student digital literacy. Therefore, this study aims to analyze the influence of students’ perceptions of
library service quality and learning facilities on user satisfaction in university libraries, as well as to provide a
comprehensive understanding of how service quality and learning facilities simultaneously contribute to improving
student satisfaction in the university environment.

This research is important because student satisfaction with library services is one indicator of the quality
of higher education services. Libraries that are able to provide optimal service and comfortable learning facilities
will increase student interest in utilizing academic information resources continuously [10]. A high level of user
satisfaction can also create student loyalty to the use of university library services. Furthermore, the results of this
study can be used as evaluation material for library managers in improving service quality and developing facilities
based on student needs [11]. This research is also relevant to the development of the digital transformation of
libraries, which demands improvements in the quality of information services and the comfort of learning spaces.
Therefore, research on student perceptions of library services and facilities is highly urgent in supporting the
improvement of the quality of higher education.

The novelty of this study lies in the integration of library service quality and learning facilities into the
analysis of user satisfaction in a university environment [12]. This study not only focuses on librarian services but
also highlights the importance of modern learning facilities as a supporting factor for student satisfaction.
Furthermore, this study uses a quantitative approach, examining student perceptions as active users of university
library services. Another novelty is that this study positions the library as a center for academic learning and digital
literacy, supporting students' needs in the information technology era. This study also provides an empirical
overview of the simultaneous relationship between service quality and learning facilities on user satisfaction.
Therefore, the results of this study are expected to provide new contributions to the development of studies on
university library service management.

2. RESEARCH METHOD
2.1. Research Approach and Type

This study uses a quantitative approach with an ex-post facto research type. The quantitative approach is
used because the research data is obtained in the form of numbers which are then analyzed using statistical
techniques. Ex-post facto research was chosen because the variables studied had occurred before the research was
conducted [13]. This research is associative causal which aims to determine the influence of student perceptions
on the quality of library services and learning facilities in increasing user satisfaction. The independent variables
in this study consist of the quality of library services (X1) and library learning facilities (X2), while the dependent
variable is student user satisfaction (Y) [14]. Data analysis in this study uses multiple linear regression to determine
the partial and simultaneous effects between research variables.
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2.2. Research Location, Population, and Sample

The research was conducted at the Central Library of Yogyakarta State University located on the
Karangmalang Campus, Jalan Colombo No. 1, Sleman, Yogyakarta. The selection of the research location was
based on the high intensity of students in utilizing library services as a source of academic information and study
space [15]. The research was conducted in the even semester of the current academic year by adjusting the student
activity schedule at the university library [16]. The population in this study were all students who use the library
services of Yogyakarta State University. The sampling technique used incidental sampling, namely students who
directly use library services during the research period can be used as respondents. The number of samples was
determined using the Slovin formula with a 5% error rate to obtain a representative sample for quantitative
research.

2.3. Data Collection Technique and Research Instrument

Data collection techniques were conducted by distributing questionnaires to students who use library
services. The questionnaires were constructed using a five-level Likert scale, ranging from strongly disagree to
strongly agree [17]. The research instrument consisted of three main variables: library service quality, library
learning facilities, and student user satisfaction. Service quality indicators included staff responsiveness,
information clarity, service accuracy, and librarian friendliness [18]. Learning facility indicators included reading
room comfort, computer availability, internet access, room lighting, and other learning support facilities.
Meanwhile, user satisfaction indicators included satisfaction with services, convenience in using facilities, ease of
obtaining information, and the desire to use library services again.

Table 1. Research Variables and Indicators

Variables Indicators
Library Service Quality (X1) Responsiveness of staff, service friendliness, clarity of information,
and service accuracy.
Library Learning Facilities (X2) Reading room, computers, internet access, lighting, and learning
comfort.
User Satisfaction (Y) Service satisfaction, comfort in using facilities, ease of access to

information, and user loyalty.

2.4. Validity and Reliability Test

Before being used in the research, the instrument was first tested for validity and reliability. The validity
test was conducted using the Pearson Product Moment correlation technique to determine the level of accuracy of
each statement item. The instrument was declared valid if the correlation coefficient value was greater than the r
table value at a significance level of 5% [19]. Next, a reliability test was conducted using the Cronbach's Alpha
formula to determine the level of consistency of the research instrument. The instrument was declared reliable if
its Cronbach's Alpha value was greater than 0.70. Validity and reliability testing were conducted using the
Statistical Package for Social Science (SPSS) application. Thus, the instrument used in this study was deemed
suitable for obtaining accurate and consistent research data.

2.5. Data Analysis Technique

Data analysis was conducted through several stages, namely descriptive analysis and inferential analysis.
Descriptive analysis was used to describe the characteristics of respondents' answers to each research variable.
Before hypothesis testing was conducted, classical assumption tests were first conducted, including normality
tests, linearity tests, multicollinearity tests, and heteroscedasticity tests [20]. Hypothesis testing used a t-test to
determine the partial effect of independent variables on the dependent variable and an F-test to determine the
simultaneous effect of independent variables on the dependent variable. In addition, this study also used a
coefficient of determination (R?) analysis to determine the contribution of service quality and learning facilities to
user satisfaction. The entire data analysis process was carried out using the SPSS for Windows program.

3. RESULTS AND DISCUSSION
3.1. Description of Research Results

This research was conducted at the library of Universitas Negeri Yogyakarta (UNY) involving 251
students as research respondents. The respondents were active students who utilized university library services
during the research process. This study aimed to determine the influence of students’ perceptions of library service
quality and learning facilities on user satisfaction in university libraries [21]. The data were collected through
questionnaires using a Likert scale and analyzed using multiple linear regression analysis. The research variables
consisted of library service quality (X1), library learning facilities (X2), and user satisfaction (Y). The descriptive
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analysis results showed that most students gave positive assessments regarding the quality of services and facilities
provided by the university library.

Table 2. Descriptive Statistics of Research Variables

Variable Category Percentage
Library Service Quality High — Very High 73.70%
Library Learning Facilities High — Very High 50.20%
User Satisfaction High — Very High 54.58%

Based on Table 1, the variable of library service quality was categorized as high to very high with a
percentage of 73.70%. The library learning facilities variable obtained a high to very high category of 50.20%.
Meanwhile, user satisfaction was categorized as high to very high with a percentage of 54.58%. These findings
indicate that students have positive perceptions regarding the quality of library services and learning facilities.
This condition also shows that the university library has been able to fulfill most students’ academic information
and learning needs. Therefore, service quality and learning facilities can be considered important factors in
increasing library user satisfaction in higher education institutions [22]. The findings also reflect the importance
of improving service effectiveness and learning comfort in supporting academic activities in university libraries.

Table 3. Categorization of Research Variables

Variable Category Percentage
Library Service Quality High — Very High 73.70%
Library Learning Facilities High — Very High 50.20%
User Satisfaction High — Very High 54.58%

3.2. Classical Assumption Test

Before conducting hypothesis testing, classical assumption tests were performed, including normality,
multicollinearity, and heteroscedasticity tests [23]. The normality test was conducted using the Kolmogorov-
Smirnov Test to determine whether the research data were normally distributed. The test results showed a
significance value of 0.990, which was greater than 0.05, indicating that the data were normally distributed.
Furthermore, the multicollinearity test was conducted by examining the Variance Inflation Factor (VIF) values.
The results indicated a VIF value of 1.344, which was below the maximum threshold of 10, meaning that there
was no multicollinearity problem in the regression model. In addition, the heteroscedasticity test showed
significance values greater than 0.05, indicating that no heteroscedasticity symptoms were found in the research
model.

Table 4. Results of Classical Assumption Tests

Test Result Conclusion
Normality Test Sig.=0.990  Normally Distributed
Multicollinearity Test VIF =1.344  No Multicollinearity
Heteroscedasticity Test Sig. > 0.05 No Heteroscedasticity

The results of the classical assumption tests indicate that all research data fulfilled the requirements for
multiple linear regression analysis. Therefore, hypothesis testing could be conducted to determine the influence of
library service quality and learning facilities on user satisfaction. The regression model used in this study was
considered appropriate for explaining the relationships among the research variables. In addition, the absence of
assumption violations indicates that the research results have a good level of accuracy and reliability. These
findings also suggest that the data successfully represent the actual conditions experienced by students in utilizing
university library services. Thus, the analysis results can be used to draw valid and reliable research conclusions.

3.3. Hypothesis Testing

Hypothesis testing was conducted using partial tests (t-test) and simultaneous tests (F-test). The partial
test was used to determine the effect of each independent variable on the dependent variable individually.
Meanwhile, the simultaneous test was conducted to determine the combined effect of the independent variables
on user satisfaction [24]. The results revealed that library service quality had a positive and significant effect on
user satisfaction with a significance value of 0.000 < 0.05. Library learning facilities also had a positive and
significant effect on user satisfaction with a significance value of 0.001 < 0.05. Moreover, the simultaneous test
results indicated that both independent variables simultaneously affected user satisfaction significantly.

Table 5. Partial Test Results (t-Test).
Variable t-value  Sig.  Conclusion
Library Learning Facilities 3.448  0.001 Significant
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Library Service Quality 9.724  0.000 Significant

Table 6. Simultaneous Test Results (F-Test)
Variable F-value Sig.  Conclusion
X1 and X2 toward Y 94.299  0.000 Significant

Based on the partial test results, library service quality had a stronger influence on user satisfaction
compared to library learning facilities. This finding can be observed from the higher t-value of library service
quality compared to the learning facilities variable. The results indicate that students place greater emphasis on
responsive librarians, accessibility of information, and convenience of library services. However, learning facilities
still play an important role in supporting students’ satisfaction when using university library services. The findings
suggest that continuous improvements in both service quality and learning facilities are necessary to enhance
library user satisfaction. Therefore, university libraries should continuously develop user-oriented and technology-
based services to support students’ academic needs in the digital era.

3.4. Coefficient of Determination (R?)

The coefficient of determination was used to determine the contribution of the independent variables to
the dependent variable. The analysis results showed that the coefficient of determination (R?) was 0.432 or 43.2%.
This value indicates that library service quality and learning facilities contributed 43.2% to user satisfaction [25].
Meanwhile, the remaining 56.8% was influenced by other variables not examined in this study. These factors may
include digital collection quality, students’ information literacy skills, academic atmosphere, and technological
innovation in library services. Therefore, the findings indicate that library service quality and learning facilities
have a substantial contribution to improving student satisfaction in university libraries.

Table 7. Coefficient of Determination Test
R R Square Adjusted R Square
0.657 0.432 0.427

The findings of this research are consistent with previous studies stating that service quality and library
facilities are major factors influencing user satisfaction in academic libraries. Students tend to feel more satisfied
when they receive responsive services, comfortable learning environments, and easy access to academic
information. In addition, the rapid development of information technology has increased students’ expectations
toward modern and digital-based library services [26]. Therefore, university libraries need to continuously improve
service innovation in order to enhance students’ learning experiences effectively. The results of this study are
expected to become evaluation material for library management in improving academic support services.
Consequently, university libraries can function not only as information centers but also as collaborative learning
spaces that support students’ academic success.

The results of this study indicate that library service quality has a positive and significant effect on user
satisfaction in the university library [27]. Students tend to feel more satisfied when librarians provide responsive,
friendly, and accurate services. The findings also show that easy access to information and clear service procedures
contribute to improving students’ comfort while using library services. In addition, effective communication
between librarians and users creates a positive learning atmosphere within the library environment. Therefore,
improving the quality of library services is essential in increasing students’ satisfaction and encouraging
continuous use of academic library resources.

The study also found that library learning facilities significantly influence user satisfaction. Comfortable
reading rooms, adequate internet access, proper lighting, and the availability of computers support students’
academic activities effectively. Students perceive that modern and supportive learning facilities help them
complete assignments and access information more efficiently. Moreover, comfortable study spaces encourage
students to spend more time in the library for collaborative and independent learning activities. These findings
confirm that learning facilities are an important component in creating positive experiences for university library
users.

The findings of this study are supported by several previous studies that emphasized the importance of
service quality and facilities in increasing library user satisfaction. Previous research generally explained that
librarian responsiveness and the availability of collections positively affect students’ perceptions of library services
[28]. However, some earlier studies mainly focused on administrative services without examining modern learning
facilities comprehensively. In contrast, this research demonstrates that digital-based learning facilities also play an
important role in supporting students’ academic experiences in libraries. Therefore, this study strengthens previous
findings while simultaneously addressing the research gap regarding the integration of service quality and learning
facilities in university libraries.
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The novelty of this study lies in its integrated analysis of library service quality and learning facilities in
influencing user satisfaction simultaneously. Unlike previous studies that mostly focused only on librarian services
or collection availability, this research highlights the importance of modern learning spaces and digital support
facilities [29]. This study also positions the university library as a collaborative learning environment and a center
for digital literacy development [30].

Furthermore, the research specifically examines students’ perceptions as active users of university library
services in the digital era. Consequently, this study contributes a more comprehensive perspective to the
development of university library management research.

The implications of this research indicate that university libraries need to continuously improve both
service quality and learning facilities to maintain user satisfaction. Library management should provide training
programs for librarians to enhance communication skills, responsiveness, and service effectiveness. In addition,
universities should invest in modern learning facilities such as digital catalogs, internet infrastructure, collaborative
study spaces, and comfortable reading areas. The findings also imply that user-oriented library management can
increase students’ motivation to utilize academic information resources more actively. Therefore, improving
library services and facilities can support the quality of higher education and students’ academic success.

Despite providing significant findings, this study still has several limitations. First, the research was
conducted only at one university library, which limits the generalization of the findings to other higher education
institutions. Second, the study focused only on two independent variables, namely service quality and learning
facilities, while other factors influencing user satisfaction were not examined. Third, the data collection relied on
questionnaires, which may contain subjective responses from participants. In addition, this research used a
quantitative approach that could not deeply explore students’ personal experiences in utilizing library services.
Therefore, future studies are recommended to involve broader research locations, additional variables, and mixed-
method approaches to obtain more comprehensive findings regarding university library user satisfaction.

4. CONCLUSION

The qualitative descriptive method used in this study enabled researchers to obtain comprehensive and
in-depth information regarding the promotional communication strategies implemented by the Purworejo Regency
Regional Library through interviews, observations, and documentation. The findings indicate that promotional
activities such as mobile libraries, smart cars, outreach programs, literacy competitions, brochures, and digital
media have contributed positively to increasing public awareness and interest in utilizing library services, although
several obstacles such as limited human resources, budget constraints, and inadequate technological facilities still
affect promotional effectiveness. Compared to previous studies that mainly focused on digital promotional media
and modern library services, this study provides a broader analysis by examining promotional forms,
implementation processes, obstacles, and solutions within the local context of Purworejo Regency. The novelty of
this research lies in its focus on linking promotional communication strategies with the geographical and social
conditions of rural communities, where direct promotional approaches such as mobile libraries remain highly
relevant and effective. The findings also imply that regional libraries need to develop more innovative, adaptive,
and technology-based communication strategies while strengthening collaboration with schools, village
governments, and educational institutions to improve literacy culture in the community. Nevertheless, this study
still has limitations because it was conducted only in one regional library with a limited number of informants and
a relatively short research period, therefore future studies are recommended to involve broader research locations
and apply quantitative or mixed-method approaches to obtain more comprehensive findings.
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