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ABSTRAK 

 

Dessy Annisya Fitri, NIM 1808109061: Peran Pengelola Perpustakaan dalam 

Membangun Kualitas Pelayanan pada Masa Pandemi Covid-19 di 

Perpustakaan Madrasah Aliyah Negeri 1 Kota Cirebon. 

Penelitian ini dilatarbelakangi oleh permasalahan bahwa kegiatan pelayanan 

pengguna perpustakaan pada masa pandemi Covid-19 belum maksimal, 

ditemukan beberapa permasalahan pada sistem pelayanan yaitu kurangnya koleksi 

bahan pustaka yang up to date, serta sistem pelayanan yang dilakukan masih 

manual mulai dari pengisian daftar pengunjung, pendaftaran anggota 

perpustakaan, peminjaman buku, pengembalian buku, dan rekapitulasi masih 

ditulis tangan. Berdasarkan latar belakang masalah penelitian ini maka tujuan 

penelitian ini adalah untuk mengetahui peran pengelola perpustakaan dalam 

membangun kualitas pelayanan di Perpustakaan Madrasah Aliyah Negeri (MAN) 

1 Kota Cirebon, mengetahui persepsi pengguna perpustakaan terhadap pelayanan 

pengelola perpustakaan pada masa pandemi Covid-19 di perpustakaan MAN 1 

Kota Cirebon, dan mengetahui hasil yang diperoleh dalam pelayanan 

perpustakaan MAN 1 Kota Cirebon pada masa pandemi Covid-19. Metode 

penelitian yang digunakan adalah metode penelitian deskriptif pendekatan 

kualitatif. Pengumpulan data menggunakan teknik observasi, wawancara, 

dokumentasi, serta penggalian data melalui angket. Dari hasil penelitian yang 

sudah diperoleh dan dilaksanakan di perpustakaan MAN 1 Kota Cirebon peran 

pengelola perpustakaan tidak melaksanakan program layanan pengguna 

perpustakaan selama pandemi Covid-19 dan pengelola perpustakaan tidak 

menerapkan perpustakaan digital selama pandemi Covid-19. Selanjutnya persepsi 

pengguna atau siswa terhadap pelayanan pengelola perpustakaan pada saat 

pandemi Covid-19 dilihat dari dimensi antara lain: Tangibles (bukti fisik), 

Reliability (kehandalan), Responsiveness (ketanggapan), Assurance (jaminan), 

dan Emphaty (empati) sebagian besar mengatakan puas. Kemudian layanan 

fasilitas perpustakaan seperti komputerisasi kurang dikembangkan sehigga 

pengelolaan perpustakaan masih manual, serta pengadaan koleksi bahan pustaka 

yang up to date masih kurang. Sebagai pengelola perpustakaan perlu 

mempersiapkan berbagai inovasi dalam memberikan pelayanan meskipun di 

tengah pandemi Covid-19, dari ke lima dimensi kualitas pelayanan harus 

dipertahankan dan ditingkatkan agar lebih baik khusunya pada dimensi tangibles 

dan reliability karena layanan fasilitas perlu ditingkatan sesuai perkembangan, 

serta kebutuhan pengguna harus diperhatikan dalam hal pengadaan koleksi bahan 

pustaka yang up to date dapat terpenuhi. 

Kata kunci: Peran Pengelola Perpustakaan, Kualitas Pelayanan, Persepsi 

Pengguna 
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ABSTRACT 

 

Dessy Annisya Fitri, NIM 1808109061: The Role of Library Managers in 

Building Service Quality During the Covid-19 Pandemic Period at State Islamic 

Senior High Scool 1 Cirebon City Library. 

This research is motivated by the problem that the service activities of library 

users during the Covid-19 pandemic have not been maximized, several problems 

were found in the service system, namely the lack of an up to date collection of 

library materials, and the service system that is carried out is still manual starting 

from filling out the visitor list, member registration. library, borrowing books, 

returning books, and recapitulation are still handwritten. Based on the 

background of this research problem, the purpose of this study is to determine the 

role of library managers in building service quality at State Islamic Senior High 

School 1 Cirebon City, to find out the perception of library users towards library 

management services during the Covid-19 pandemic at State Islamic Senior High 

School 1 Cirebon City, and to find out the results obtained. obtained in the library 

service of State Islamic Senior High School 1 Cirebon City during the Covid-19 

pandemic. The research method used is descriptive research method with a 

qualitative approach. Collecting data using observation techniques, interviews, 

documentation, and extracting data through questionnaires. From the results of 

research that has been obtained and carried out at the State Islamic Senior High 

School 1 Cirebon City, the role of library managers does not carry out library 

user service programs during the Covid-19 pandemic and library managers do 

not implement digital libraries during the Covid-19 pandemic. Furthermore, user 

or student perceptions of library management services during the Covid-19 

pandemic were seen from dimensions including: Tangibles (physical evidence), 

Reliability (reliability), Responsiveness (responsiveness), Assurance (guarantee), 

and Empathy (empathy). satisfied. Then library facilities services such as 

computerization are not developed enough so that library management is still 

manual, and the procurement of up to date collections of library materials is still 

lacking. As a library manager, it is necessary to prepare various innovations in 

providing services, even though in the midst of the Covid-19 pandemic, from the 

five dimensions of service quality must be maintained and improved so that it is 

better, especially in the tangibles and reliability dimensions because facility 

services need to be improved according to developments, and user needs must be 

considered. in terms of procurement of library material collections that are up to 

date can be fulfilled. 

Keywords: Role of Library Manager, Service Quality, User Perception 
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MOTTO 
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