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ABSTRAK

Website myUMM Library memudahkan pemustaka untuk mengakses segala
informasi yang dimiliki UPT Perpustakaan UMM di mana pun dan kapan pun
selama 24 jam, sehingga mahasiswa yang sedang kuliah di rumah masih tetap bisa
mendapat layanan perpustakaan secara online melalui myUMM Library. Penelitian
ini bertujuan untuk menganalisis kualitas pelayanan website dengan menggunakan
model Servqual dan importance performance analysis (IPA). Teknik pengambilan
sampel menggunakan purposive sampling dan accindental sampling dengan jumlah
sampel sebanyak 270 responden. Hasil penelitian yang didapatkan berdasarkan
hasil pengolahan data didapatkan bahwa kualitas pelayanan yang diberikan
tergolong kurang baik, hal ini dibuktikan karena masih terdapat kesenjangan (gap)

yang perlu diperbaiki pelayanannya.

Kata Kunci: Importance Performance Analysis (IPA), Kualitas Pelayanan,
Servqual



ABSTRACT

The myUMM Library website makes it easy for library users to access all
information owned by the UMM Library Unit anywhere and anytime for 24 hours,
so that students who are studying at home can still get library services online
through myUMM Library. This study aims to analyze the quality of website services
using the Servqual model and importance performance analysis (IPA). The
sampling technique used purposive sampling and accindental sampling with a total
sample size of 270 respondents. The results of the research obtained based on the
results of data processing show that the quality of service provided is not good, this

is evidenced because there are still gaps (gaps) that need to be improved in service.

Keywords: Importance Performance Analysis (IPA), Service Quality, Servqual
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