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Methods - A descriptive survey was conducted at the library of the Universitas
Islam Negeri Sumatera Utara (UINSU), Medan, Indonesia, where active
members of the library total 49,892. Using proportional random sampling, 100
completed surveys were obtained from a total population of 49,892.

Results — This study shows that the quality of information control in the library
of UINSU Medan does not meet minimum user expectations. Nevertheless, ease
of navigation of information was perceived as acceptable. The study also
reveals that the library has promoted information services through exhibition
activities, user education activities, and social media.

Conclusion — The findings suggest the need for libraries to improve the quality
of information services, including content of information, access protocols,
search time, ease of navigation, interface, and access from outside the campus.
Further, libraries need to conduct continuous service quality evaluation on a
regular basis (using tools such as LibQual) to understand the needs of users in
terms of information control better. The results from the present study provide
strong evidence to support a recommendation that, in general, universities
should provide required resources and funding for libraries to improve
information services to ensure that the libraries meet quality standards.
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Abstract

Objective — This study aims to measure library users’ perceptions of the quality of information
control using LibQual, a survey instrument that measures library users” minimum perceived and
desired levels of service quality across three dimensions: Effect of Service, Library as Place, and
Information Control. Numerous studies using LibQual have emphasized the service aspect, while
quality of information control has received less attention. Previous studies have reported low
quality of information control in academic libraries.

Methods — A descriptive survey was conducted at the library of the Universitas Islam Negeri
Sumatera Utara (UINSU), Medan, Indonesia, where active members of the library total 49,892.
Using proportional random sampling, 100 completed surveys were obtained from a total
population of 49,892.

Results — This study shows that the quality of information control in the library of UINSU Medan
does not meet minimum user expectations. Nevertheless, ease of navigation of information was
perceived as acceptable. The study also reveals that the library has promoted information
services through exhibition activities, user education activities, and social media.

Conclusion - The findings suggest the need for libraries to improve the quality of information
services, including content of information, access protocols, search time, ease of navigation,
interface, and access from outside the campus. Further, libraries need to conduct continuous
service quality evaluation on a regular basis (using tools such as LibQual) to understand the
needs of users in terms of information control better. The results from the present study provide
strong evidence to support a recommendation that, in general, universities should provide
required resources and funding for libraries to improve information services to ensure that the
libraries meet quality standards.

Introduction

This research was conducted at the State Islamic University of Sumatera Utara Medan (later called
UINSU), Indonesia. The university has a total of 49,892 students consisting of undergraduate and
graduate levels spreading to several faculties such as Islamic Education, Social Sciences, Communication
and Islamic Preaching, Islamic Jurisprudence and Law, Islamic Economics and Business, Science and
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Technology, Public Health, and Islamic Thoughts. Student enrolment in the university automatically
enables them to become members of the library. However, all enrolled students do not, in fact, become
users of the library. From our preliminary observation, we learned that students” attendance at the library
is very low. Student attendance statistics drawn from the library system show that the average student
physically visits the library once per year. Meanwhile, the average number of daily access to the library is
about 250 students. This number is not comparable with the current number of library members.

In terms of its collection, the library has 114,345 volumes of books and subscribes to electronic journal
databases. Nevertheless, the use of these databases is still limited. Despite students’ lack of knowledge in
using them, we observed that librarians do not provide consistent instruction or tutoring on the use of
digital library services. Training on the use of the databases for the users was only conducted when the
library first subscribed to those databases. Therefore, it is not uncommon to encounter students who
cannot open OPAC or access the journal databases. There are no library guide or protocols provided for
users to access electronic resources. Students are left confused not knowing how to operate the computer
to access the journal databases. Meanwhile, access to electronic resources is only made possible by
visiting the library and is impossible from outside the campus.

This study presents a rigorous method of analyzing students” perceptions of information access provided
by the UINSU library. With this work, we intend to assess the perception of students regarding
information service quality provided by the UINSU library. The study is based on the assumption that
the alignment of students’ perceptions, may, in our views, enhance the quality of information services.

This study aims to measure the quality of academic library service based on the Information Control
dimension from the perspectives of the users' perceptions. The hypothesis is that there is a difference
between the users’ perceptions and minimum expectations, as well as between the users’ ideal
expectations and perceptions of the information control dimension.

Literature Review

The quality of higher education’s library services in the digital era is dependent on the librarian (Nur &
Seran, 2019). Today’s young internet users form the majority of future library users, thus libraries are
expected to become agents of information dissemination and exchange, and to provide users assistance
with accessing, converting, analyzing, and evaluating information effectively and efficiently. Gardner
and Eng (2005) claim that quality of service is dependent on whether the library can serve as a source of
information for the younger generation.

Patil and Sawant (2017) hold that library services are said to be of quality only in cases where user
expectations are satisfied. Khadka and Maharjan (2017) define customer satisfaction as an overall
evaluation based on total service, over time. However, Huang et al. (2017) emphasize that the user
focuses more on the concrete knowledge desired from the library, while librarians are more focused on
how users learn to discover things with a variety of resources and technical assistance, and whether they
become independent in fulfilling their information retrieval abilities.

Plum (1994) has long understood the need for academic libraries to integrate technological advances into
direct social relations with visitors. Library services demand responsiveness and speedy information
delivery balanced with self-reliance i.e., enabling user independence in exploring and utilizing library
information resources. LibQual is able to measure the quality of library services because self-reliance and
responsiveness are part of the indicators in the LibQual dimension (Association of Research Libraries,
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n.d.). This instrument, however, has received criticism (Edgar, 2006; McCaffrey, 2019; Roszkowski et al.,
2005) despite its wide usage as a measure of library user satisfaction and improving library service
quality. McCaffrey (2019), for instance, argues that LibQual only measures one-sided concepts in the field
of library operations. The instrument also emphasizes gradual user success and the importance of
independence, but does not explicitly conceptualize the user's experience in library quality services or
immediate need for information, education, persuasion, or professional assistance.

Service quality measurements aim to distinguish between the actions and the service of a library. Thus,
the measurement of service quality is often in a user-based survey form. Conversely, outcome
measurements help to plan and assess programs from a user perspective and are more specifically
oriented towards certain programs. Often this is performed by interviewing users shortly after
participating in a library program to ascertain whether the program objectives are being achieved, and
the results can be very helpful for outreach programs. The outcome-based LibQual evaluates the
professionalism of librarians (McCaffrey, 2019). Thus, LibQual also serves as a tool for confirming service
excellence, thereby measuring service quality.

Some studies discovered low information control dimension in gap analysis and ease of access indicators
(Islamy et al., 2016; Kayongo & Jones, 2008). Thus, there is a need to improve services related to easy
access, especially in terms of the suitability of the information searching system in the library.

Information control is a dimension used for measuring service quality from a content

perspective, for measuring access to information resources, and for measuring the scope of content
offered by libraries, as well as convenience, navigation ease, timeliness, equipment availability, and user
independence in resource use (Thompson et al., 2009). This includes the collection strength and
availability, information coverage, speed and convenience in accessing information from within or
outside the library, and the speed with which users are able to access information. The availability of
equipment and independence are also part of this dimension. Furthermore, computer equipment
availability, search access, and Wi-Fi hotspot facilities are important factors in encouraging the academic
community to be independent in utilizing library services.

Access to Information Resources

The various forms and information content provided are part of the ease of access to information in
libraries, while the use of electronic and online media such as VLE (Virtual Learning Environment), social
media, and websites is part of measuring library information content and services, determining user
perceptions and expectations (Atkinson, 2016).

Currently, there is no definition simple enough to explain the accessibility of information (Foley &
Helfert, 2010), however, some experts define accessibility as “easy access to a large number of
information resources within the system” or “data acquisition or achievement in information searching”
(Blixrud, 2002, p. 158; Nwachukwu et al., 2014, p.1). A study by Mudarri and Abdo Al-Rabeei (2015)
shows numerous models developed in measuring online access to information. These include the Access
Control Matrix (Lampson, 1974), Mandatory Access Control (MAC) (Nunes Leal Franqueira, 2006),
Discretionary Access Control (DAC) (Verification and test Methods for Access Control Policies / Models,
2017), Bell-LaPadula (Bell & LaPadula, 1973), Role-Based Access Control (Ferraiolo & Kuhn, 1992), Clark
and Wilson models (Ge et al., 2004). Therefore, institutions or organizations, particularly libraries, must
consider security when granting access to online information resources and must establish information
access security policies, i.e., rules and guidelines governing the protection and distribution of information

91



Evidence Based Library and Information Practice 2022, 17.2

resources, as well as descriptions of the resources protected and how the resources are protected from
misuse and unauthorized use.

Furthermore, convenience in searching for information is an important factor in attracting and creating a
relationship between customers and the services rendered by a company or organization. This
relationship determines the achievement of the organization's competitive goals (Salehi et al., 2012).
Convenience refers to the ability to use technology independently, and ease in searching for information,
especially on websites. Library users as consumers have to have preferences and controls (Nykiel, 2001).
The convenience aspect of information control also means allowing users to bring food and drink into the
library (Gardner & Eng, 2005).

Another important aspect in information searching, both in local databases and web-based systems, is the
ease of navigation. The navigation system includes the menu, sitemap, navigation trail, and page view
(interface). A good system eases the difficulties faced by users, preventing them from getting lost while
searching for information and increasing the effectiveness of information searching (Zheng, 2015). Thus,
the information presented through the web or library portal must consider the users’ ease of access, as an
unattractive interface or complicated menu is tedious and causes users to get lost while searching. The
web navigation design also contributes directly to the general user experience in browsing websites and
related applications, and there are numerous possible web portal navigation systems and designs, each
with corresponding advantages and disadvantages. Libraries must therefore develop web navigation
systems based on user behavior in searching for information, not based on content, because the web
navigation system helps to increase the number of visits in accordance with user behavior. This also
provides convenience for users searching for the information resources presented (Ferguson et al., 2015).
Consequently, librarians ought to involve users by conducting a need analysis using observation and
survey techniques before designing the website, such as the one conducted by the California State
University (Ochoa, 2020).

Speed (timeliness) in information searching is the time required to access available information,
measured by comparing the expected time with the actual time expended before information is made
available or presented for use (Loshin, 2009). This time is important, especially in the use of a database
system, because timeliness in searching contributes significantly to service quality from the user's
perspective, and not only applies to manual information searching, but to digital, electronic or
automation-based information services (Foley & Helfert, 2010; Li et al., 2021). Therefore, measuring the
library service quality in the dimension of information control, must also consider the accessibility of the
information provided by the library. The speed of access to information during searching is crucial,
depending on the environment or circumstances in the organization in which the database is being used.
This aspect is even more crucial in cases where the system is unable to present the information in a timely
manner (Omeluzor, 2020), for instance in traffic control, industrial automation, court systems, and
programmed stock trading. In database systems, the timeliness aspect is often sacrificed to increase
security in information searching. However, research (Ahmed & Vrbsky, 2002) proves that the two
aspects are able to run simultaneously without anything being sacrificed. This means that increasing the
timeliness of information access while maintaining the security system is possible.

The rapid development of mobile technology has dramatically changed information searching. This is
due, in part, to the portability of smartphones enabling ease of information access, irrespective of time
and place (Ferguson et al., 2015). A new habit of “accessing information through fingertips” has
developed in the community (Zhang & Liao, 2015, p. 62). These changes in lifestyle have implications for
libraries. Information service providers must now package and provide easily accessible information
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services, as well as simple and uncomplicated navigation, thus allowing users to search for information
independently, without the help of librarians (self-reliance). This independence in accessing information
is an indicator of the user’s control over the unfettered access to information. To maintain independence
in seeking information that meets their needs, users need to have the skills to search and use information
(Stanziano, 2016).

Self-reliance and self-determination in the search and use of information are crucial, particularly for
people from disadvantaged developing countries, including Nigeria, Sri Lanka, Uganda, and Tanzania.
Tanzania has developed the principles of Education for Self-Reliance (ESR) and adopted them as the
nation’s educational philosophy (Sanga, 2016). In ESR, educated people must be self-reliant, responsible,
and democratic. This also applies to independent learning, relying on one's own ability while searching
for information and knowledge.

According to Tuckett and Stoffle (2016), self-reliant library users are able to conceptualize the type of
information and scope needed, solve the problems at hand, define the required steps to find this
information, determine the appropriate reference sources to meet information needs, ensure the reference
source is available, as well as to determine the quality and reliability of the information obtained through
library searches.

Aims

This study aimed to investigate the service quality of the library of UINSU Medan, in terms of
information control. Chen (2015) shows that students perceive the quality of information provided by
librarians to be so low that they prefer using Google to a library web portal, while Ihejirika et.al. (2021)
reveal that users visit the library website so infrequently that the library needs to adopt social media to
promote the websites. Therefore, the objectives of this study were to:

1. Evaluate the difference between users’ perceptions and minimum expectations of the information
quality services of UINSU library
2. Evaluate the difference between users' perceptions and ideal expectations of the information
quality services of UINSU library
Methods
Research Approach
This study was carried out in the library of UINSU using a quantitative descriptive method, where the

independent variable of information control was measured to recognize service quality. The service
quality in this information control dimension was measured using the LibQual instrument.

Population
The population of this study was currently active registered members of the library, with a total number

of 49,892 members distributed across various faculties in UINSU (Table 1, Appendix B). Subsequently,
100 completed surveys were obtained from a total population of 49,892.

93



Evidence Based Library and Information Practice 2022, 17.2

Research Instrument Development

Based on the LibQual framework in the dimension of information control, the researcher developed a
structured questionnaire (Appendix A). The indicators of information control in this study refer to
LibQual covering: a) scope of content, including the collection availability and scope offered; b)
convenience, including comfort and absence of obstacles in accessing information; c) ease of navigation or
ease of access to information resources; d) timeliness, the access time required to find relevant and
accurate information; e) equipment or modern devices; f) self-reliance, ensuring the users' independence
in using access facilities and various information search instructions in the library. Meanwhile, a semantic
differential scale of nine levels was used for grading, with nine being the highest and one being the
lowest. Table 3 (Appendix B) shows the indicators distributed into a series of instrument items.

Distribution and Data Collection

The distribution and collection of the questionnaire was conducted using two techniques: visiting
classrooms to get representatives from each faculty according to the number of samples from the
proportionate random sampling technique (Table 2) and also by visiting the library during its access
hours when questionnaires were distributed to undergraduate and graduate students who were using the
library. Since the UINSU has two different locations, the researcher visited each library at a different time.
The participants were recruited through approaching library visitors and asking whether they had time
to answer the questionnaire voluntarily, with no incentives or inducements.

Results

Hypothesis testing was conducted using SPSS software version 25, to determine the mean difference
between perceptions, minimum expectations, and ideal expectations, in terms of the dimension of
information control within LibQual. Subsequently, the parametric statistical technique paired t-test was
used, because the hypothesis testing was performed on two variables (expectations and perceptions) on
the same sample continuum. The results of the hypothesis test on information control are shown in Table
4 (Appendix B).

Based on the results of hypothesis testing, the mean of Information Control Perception was 5.43 and the
mean of Minimum Expectation of Information Control was 5.85. The results of the paired t-test showed a
significant difference of 0.003 between the Information Control Perception and the Minimum Expectation
of Information Control. Furthermore, the means of Information Control Perception and Desired
Information Control were discovered to be 5.43 and 7.91, respectively, while the paired t-test showed a
significant result of 0.000. Based on the basic provisions of the paired t-test, the perception of Information
Control was concluded to be different from the Desired Information Control.

A subsequent gap analysis was carried out between the perceptions, minimum expectations, and desired
information control of the users. This analysis included the adequacy gap between the users’ perceptions
and minimum expectations, as well as the superiority gap between the users’ perceptions and ideal
expectations.

Differences in Users’ Perceptions and Minimum Expectations

The adequacy gap analysis value was reviewed to determine the adequacy quality of the library service
in the dimension of information control. Meanwhile, the adequacy gap analysis obtained a significant
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difference of -0.42, between the average perception (5.43) and minimum expectations (5.85) of users in the
dimension of information control (Table 5, Appendix B). Thus, the performance of the information
quality and access in the UINSU library has not exceeded the users' minimum expectations. The negative
adequacy gap score for the information quality dimension shows that performance has not satisfied
users, and indicates the areas for improvement regarding information service quality.

The UINSU library service quality based on the six indicators of the information control dimension is
presented in Table 6 (Appendix B). According to Table 6, only the ease of navigation has a perceived
value of 6.00, above the users' minimum expectations (5.94). However, this is below the ideal expectation
of 8.01. Therefore, of the six information control dimensions, only the perception of ease of navigation
indicator is included in the tolerance zone. Thus, the adequacy gap analysis on the ease of navigation
indicator obtained a positive score of 0.06. This shows that the service quality of UINSU library regarding
easy access to information resources is considered adequate by users.

Meanwhile, the adequacy gap analysis on the other information control indicators all showed negative
results. The adequacy gap scores on the scope of content indicator, convenience, timeliness, equipment,
and self-reliance were -0.43, -0.77, -0.36, -0.73, and -0.26, respectively. These negative results indicate that
the quality of library services regarding the collection availability, convenience in accessing the
information, time to find information, modern equipment, and independence of the users, are currently
considered inadequate.

Table 7 (Appendix B) shows one item with a perception in the tolerance zone and seven items below the
tolerance zone. This produces seven items with negative adequacy gap values and one item with a
positive adequacy gap score, namely ease of navigation. Per Table 7, the information quality and access in
the UINSU library is considered adequate by users, but only in terms of the library's ability to facilitate
information and to ensure users are able to access things independently.

In terms of the adequacy gap, there are seven question items from the information control dimension
with negative results: one item in the area of convenience, one item in the area of timeliness, three items
in the area of scope of content, one item in the area of modern equipment, and one item in the area of self-
reliance. Based on the superiority gap of the 7 question items, the most negative score was obtained by
the convenience item (-0.77), followed closely by the equipment category (0.73). This finding suggests that
the seven negative question items are areas where the UINSU library services are not acceptable to users
and require improvement.

Differences in Users’ Perceptions and Ideal Expectations

The results of the service superiority gap analysis were reviewed to determine the difference in the mean
value of users' perceptions and ideal expectations, in order to calculate the ideal service quality gap of the
UINSU library. The service gap score measurement is presented in Table 8 (Appendix B). The score of the
gap analysis on the information control dimension was discovered to be -2.48. This score was obtained
from the difference in the mean values of perceptual information control (5.43) and the ideal information
control (7.91). The negative results of the service gap analysis on the information control dimension show
that the performance of information quality and access in UINSU library is currently unable to exceed the
users' ideal expectations. This value does not automatically make service quality in this dimension
acceptable, because the perceived value of the information control dimension is outside the tolerance
zone, between the minimum (5.85) and ideal (7.91) expectations. Table 9 shows only one of six existing
indicators in the dimension of information control, the ease of navigation indicator has a perceived value
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above the users' minimum expectations (6.00). This score is between the minimum (5.94) and the ideal
expectation (8.01). Thus, of all the information control dimensions, only the perception in the ease of
navigation indicator is within the tolerance zone. According to the gap analysis, the ease of navigation
indicator obtained a negative value of -2.01, indicating that users’ ideal expectations have not been
fulfilled. However, this value is acceptable, because the perceived value is in the tolerance zone.

The service quality gap analysis on the scope of content, convenience, timeliness, equipment, and self-
reliance indicators also produced negative values. The most negative superiority value (-2.74) was
obtained for the convenience indicator, followed by the equipment (-2.66), scope of content (-2.54), self-
reliance (-2.48), and timeliness (-2.37) indicators. These negative values show that users' ideal
expectations of the five indicators have not been fulfilled and are below the tolerance zone. This also
shows the room for improvement in service quality. The quality of service at UINSU library regarding
eight items of the dimension of information control is presented in Table 10 (Appendix B). The negative
results of the gap analysis on all of the information control dimension items generally indicate that the
service quality of the UINSU library, on the aspects of information quality and access to information,
does not currently meet the ideal expectations of users. However, the ease of navigation item is
acceptable, despite the negative superiority value. This is because the four items are in the tolerance zone
(the perception is above the minimum expectation).

The negative score indicating the ease of independent access to information in the UINSU library is
currently below users' ideal expectations. Meanwhile, the results of the gap analysis of the other items
produced negative scores outside of the tolerance zone. These seven areas of library service therefore
require improvement and are not acceptable according to UINSU users. This statement was obtained
based on the perceived value of the seven items, and shows the results below the ideal expectations of the
users. The convenience aspect was found to obtain the lowest superiority gap score, indicating that users
have high expectations for the quality of access to electronic resources, and expect easy access from
homes or offices.

Discussion

The quality of library services is assessable from the dimension of information control. According to
users, there are at least five aspects that need improvement including convenience, equipment, the scope
of content, timeliness, and self-reliance. These aspects show the major problems faced by the UINSU
library service. Meanwhile, less severe problems include the library’s ability to provide remotely
accessible electronic information and provision of equipment that support independent searches in the
library to access printed and electronic information sources. Users perceive that the library provides good
speed of access time, enabling them to find relevant and accurate information through the library website
(https://library.uinsu.ac.id/).

The ease of navigation indicator was concluded to be the only acceptable poor service performance in the
information control dimension. This is related to the ease of independent information access in the
UINSU library.

Meanwhile, the most unacceptable indicator was convenience, meaning users expect high-quality access
to library electronic resources, irrespective of location. The fact that students prefer using Google Search
Engine to library databases when seeking information indicates that the library does not provide enough
convenient access to the information needed by the users. For this case, Badke (2014) suggests three ways
of designing a library portal to be convenient for the users; first, simplify the tools without abandoning
the features that make it better than Google and second, help users find convenience in the proprietary
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academic search tools by teaching the structure of databases. Since convenience can be regarded as
multiple dimensions of the time cost, energy cost, and psychological cost, simplifying the search tool will
help improve the quality of information. Convenience of information seeking includes ease of use, ease of
access, and immediacy of access to information resources.

In this study, the users were also found to be intolerant of the low performance in other categories.
Subsequently, the service aspects regarding the library website, the scope of printed and electronic
collections in accordance with user needs, as well as the availability of modern information access
equipment, also contribute to the fulfillment of users' expectations in the information control dimension.

The weaknesses of library services in the aspects described above, do not necessarily indicate
unavailability of services; for example, the UINSU library was found to have subscribed to various
electronic journal databases including Emerald Insight, Ebscohost, and Cambridge Core, in addition to
making computers available. Furthermore, the website https://library.uinsu.ac.id/ was made available to

provide access to various information sources. However, the low scores given by users on the aspects
above indicate problems of information quality and access to library services, and the need for increased
promotional activities.

Promotion is an important factor for the use of information sources owned by libraries, as it serves as an
effort to socialize the library's services and numerous information sources, and to educate users (Patil &
Pradhan, 2014). Also, exhibitions have had a significant impact on the use of information sources
(Delawska-Elliott et al., 2015). Library users additionally reported that the promotion of library
information sources through social media including Twitter, Facebook, and Instagram, triggered them to
pay more attention. Several studies have shown that the use of social media networks is effective in
promoting activities or services (Islam & Habiba, 2015; Quadri & Adebayo Idowu, 2016). A study by
Salisbury et al. (2012) shows that students also use social media to follow professors and library services.
The ineffective use of social media as a means of engaging library users was discovered to be due to
inadequate purpose and planning in the social media marketing approach (Ihejirika et al., 2021). In
addition, since September 2018, the UINSU library has made efforts to reach the public, especially the
university’s students, by using the library’s Instagram account. Research shows that the use of social
media for library promotion has proven to be effective to build trust and relationships with library users
(Lund & Wang, 2021). Also, a library festival is held at the end of each year, with various promotional
activities and library value campaigns targeted at users. Furthermore, training activities for journal
databases are conducted, in relation to efforts for promoting electronic information sources. These
databases are introduced to various departments in the UINSU Medan, and some of the activities are
conducted for postgraduate students at both masters and doctoral levels.

The library needs to manage marketing and promotional activities by formally setting a plan at the
beginning of each year and conducting program evaluation at the end (Delawska-Elliott et al., 2015).
Richardson and Kennedy (2014) suggest nine components of a marketing cycle, they are: project
description, current market, SWOT analysis (Strengths, Weaknesses, Opportunities, and Threats), target
market, marketing goals and objectives, marketing strategies, action plan, management, and assessment.
In summary, librarians need to be aware that marketing library information services is an integral part of
librarians” activities (Bedenbaugh, 2016).

97


https://library.uinsu.ac.id/

Evidence Based Library and Information Practice 2022, 17.2

Conclusion

This study suggests that there is a need for the improvement of information service quality. Therefore,
the UINSU library should consider improving convenience, equipment, the scope of content, timeliness,
and self-reliance aspects in information services. Academic libraries serve students at different level of
studies, as well as lecturers, and researchers who might have different information needs. Therefore,
providing information to these user groups also needs to be taken into account. Each user group,
including lecturers, undergraduate, postgraduate, and doctorate students, as well as researchers ought to
be represented in the library’s information provision. However, Kayongo and Jones (2008) showed that
satisfying each user group is a challenge for libraries. Nevertheless, today’s Generation Y requires
libraries to be accessible 24/7, which means that libraries must provide facilities that ensure accessibility
at all times.

Although incorporating social media to promote information access has proven effective (Islam &
Habiba, 2015), it is not sufficient to just teach users information skills. Further, if social media is used to
promote information access, it must be well-organized (lhejirika et al., 2021), planned carefully, and
executed regularly (Patil & Pradhan, 2014). In addition, academic libraries must conduct library
instruction programs on a regular basis as part of their outreach, to provide assistance to those users
needing to improve their skills

Libraries should consider using tools such as LibQual to analyze user information needs and
continuously improve the quality of information control services. Ignoring these aspects of managing and
presenting information will produce lower levels of user satisfaction and increase the gap between
perception and ideal expectations. The library needs to conduct well-planned library promotional
activities to market its digital products (including journal subscriptions) to users, keeping in mind that
social media platforms, such as Facebook, have proven to be effective for promoting library information
content. Libraries can employ mixed methods approaches, formally and informally, to educate users
about information literacy skills so that they can be independent in searching for and using information
to solve problems.

The present study was conducted at an Islamic university in Southeast Asia, but the findings are
consistent with studies from other countries. Thus, the results from the present study provide strong
evidence to suggest that, in general, universities should provide required resources and funding for
libraries to improve information services to ensure that libraries meet quality standards. The present
study also provides insight into how universities, in general, might allocate funds for collection
development and modern equipment, as well as resources for user education. The study contributes to
the extant literature by revisiting the LibQual model (Association of Research Libraries, n.d.)

This study is limited in that this work is preliminary and further research on how to implement
information literacy courses into the curriculum needs to be conducted. In-depth research regarding
strategies for academic libraries to enhance library quality is also required.
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Appendix A
Survey

As a user, you can provide input about your perceptions and expectations on the library
services of State Islamic University of North Sumatra (UINSU) Medan regarding,

1. Attitude and performance of UIN SU librarian

2. Facilities and access to UIN SU library

3. UIN SU library as a place of

Respondent Identity

1. Name A
2. Student ID Number L
3. Gender e
4. Major/Study Program L
5. Level (Bachelor/Magister/Doctor) L

Part I: Activities at the library
In this section, please put a cross (x) on one of the items you choose.
1. During your time as a student, did you visit and take advantage of the library service more than
once?
a. Yes (please go to number 2)
b. No (You do not need to answer the next question. Thank you)
2. How often do you take advantage of library services and facilities?
a. Rarely
b. Once a week
c. Twice a week
d

More than twice a week

Give your reasons for visiting the library.

3. How often do you access library information sources through the web?
e. Rarely
f.  Once a week
g. Twice a week
a. More than twice a week

Give your reasons
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Part II. Perceptions on the Quality of Information Control of UINSU Library Services

Direction:

You are asked to provide a perception regarding the quality of library services, specifically the quality

you know and feel.

There are no wrong answers. Put a checkmark (v') on one of the numbers you choose and give your
reasons. The answer option is determined as follows.

a. Number (1) means low perception.

b. Number (9) means your perception is high.

The higher the score, the higher the grade of the aspect in question.

No. Library Service
As far as I know and feel

1. The library’s electronic resources can be accessed
from my home or office

2. The library website allows me to search for
information independently

3. The library has the printed materials I need for
my work

4. The library has the electronic resources I need

5. The library has modern equipment that helps

access the information I need

6. The library has access tools that are easy to use
and helps find things independently

7. The library makes information easy to be accessed
independently
8. The library has printed and electronic collections

needed for my work

Try not to choose neutral answers.

0 0O

1 2
Strongly
disagree
O O O
1 2 3
Strongly
disagree
O O O
1 2 3
Very Minimal
O O O
1 2 3
Very Minimal

O 0O o
1 2

3
Strongly
disagree
O 0O O
1 2 3
Strongly
disagree
O O O
1 2 3
Strongly
disagree
O 0O O
1 2 3

O
i

(o)}

O

Q1

O

[6)}

O

a1

O

a1

O

€]

0 0O o
3 4 5

[6)}

(o)}

[o)}

[o)}

[e)}

(o)

[o)}

O O O
7 8 9
Strongly Agree

O O O
7 9

8
Strongly Agree
O O O
7 8 9
Very Large
O O O
7 8 9
Strongly Agree

O O O
7 8 9
Strongly Agree

O O O
7 8 9
Strongly Agree

O O O
7 8 9
Strongly Agree

O 0O o
9

7 8
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Appendix B

Table 1
Active User of North Sumatra State Islamic University (UINSU) Medan Library

Faculty/Department Affiliation Active Library Members

Da’wah and Communication 3,692
Islamic Economics and Business 8,458
Social Sciences 2,032
Tarbiyah and Teacher Training 18,532
Public Health 1,469
Science and Technology 3,099
Sharia and Law 5,178
Ushuluddin and Islamic Studies 3,016
Postgraduate 4,416
Total 49,892
Table 2

Sample Based on Proportional Random Sampling Technique

Faculty/Department Sub Sample Sum
Affiliation Population of rounding
results

Da’wah and Communication 3,692 3692 x 100 7
49892

Islamic Economics and 8,458 8458 x 100 17

Business 49892

Social Sciences 2,032 2032 x 100 4
49892

Tarbiyah and Teacher 18,532 18532 x 100 38

Training 49892

Public Health 1,469 1469 x 100 3
49892

Science and Technology 3,099 3099 x 100 6
49892

Sharia and Law 5,178 5178 x 100 10
49892

Ushuluddin and Islamic 3,016 3016 x 100 6

Studies 49892

Postgraduate 4,416 4416 x 100 9
49892

Total 49892 100
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Table 3
Item Distribution
Variable Indicator The number of item (s)
Information Control Scope of content 3
Convenience 1
Ease of navigation 1
Timeliness 1
Modern equipment 1
Self-reliance 1
Table 4
The Result of Hypothesis Testing

Dimension Significance Description
ICP - MEIC 5,43 5,85 -0,42 0,003 Significant
different
ICP - DIC 5,43 7,91 -2,48 0,000 Significant
different
Table 5

Adequacy Gap Score in the Information Control Dimension
Description P ME AG

Information Control (information quality 5,43 5,85 -0,42
and access)

Table 6
Adequacy Gap Score of Minimum Expectation
A
a. Scope of content 5.42 5.85 -0.43
b. Convenience 495 5.72 -0.77
c. Ease of navigation 6.00 5.94 0.06
d. Timeliness 5.49 5.85 -0.36
e. Equipment 5.20 5.93 -0.73
f. Self-reliance 5.53 5.79 -0.26
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Table 7
Adequacy Gap Score per Questions Item
Indicator Question P ME AG
Convenience The electronic resources in 4.95 5.72
UINSU library can be accessed
from my home or office -0.77
Timeliness The website of UINSU library 5.49 5.85
allows me to search for
information independently -0.36
Scope of content  The library has the printed 5.51 5.77
materials I need for my work
-0.26
Scope of content = The library has the electronic 5.38 5.89
resources I need
-0.51
Scope of content = The library has print and/or 5.37 5.90
electronic collections for my
work -0.53
Modern The library has modern 5.20 5.93
equipment equipment facilitating me to
access the information I need -0.73
Self-reliance The library has access tools that ~ 5.53 5.79
are easy to use and allow me to -0.26
find things independently
Ease of The library makes information 6.00 5.94
navigation easy to be accessed
independently 0.06
Table 8
The Superiority Gap Score
Description P DIC SG
Information Control (information quality 5,43 7,91 -2,48

and access)
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Table 9

The Superiority Gap Score of Each Indicator

a. Scope of content 5.42
b. Convenience 4.95
c. Ease of navigation 6.00
d. Timeliness 5.49
e. Modern equipment 5.20
f. Self-reliance 5.53

Table 10

The Superiority Gap Score per Question Item

Convenience

Timeliness

Scope of content

Scope of content

Scope of content

Modern

equipment

Self reliance

Ease of
navigation

The electronic resources in
UINSU library can be accessed
from my home or office

The website of UINSU library
allows me to search for
information independently
The library has the printed
materials I need for my work

The library has the electronic
resources I need

The library has print and/or
electronic collections for my
work

The library has modern
equipment facilitating me to
access the information I need
The library has access tools that
are easy to use and allow me to
find things independently

The library makes information
easy to be accessed
independently
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4.95

5.49

5.51

5.38

5.37

5.20

5.53

6.00

7.96
7.69
8.01
7.86
7.86
8.01

7,69

7.86

7.88

7.92

8.07

7.86

8.01

8.01

-2.54
-2.74
-2.01
-2.37
-2.66
-2.48

-2.74

-2.37

-2.37

-2.54

-2.70

-2.66

-2.48

-2.01
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