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Abstract

This research is a field research with a qualitative descriptive approach, the subjects in this study are librarians and users in the
NU University of South Kalimantan. And the object in this study is the librarian's strategy in improving services at UNU South
Kalimantan. Problem formulation in this study The problem formulation used is what strategies are used by librarians at the NU
University of South Kalimantan in improving the quality of library services. And the obstacles faced in implementing the strategy.
Data were collected through in-depth interviews, observation, and documentation. The results of the study indicate that several
strategies implemented at the Nahdatul Ulama University of South Kalimantan are Digitalization of Library Services, Improving
Librarian Competence, Utilization of Information Technology and Library Automation Systems, Measuring Service Quality with
the SERVQUAL Model, Information Literacy Program, Improving User-Based Services, Collaboration with Faculties and
Development of Special Services, Cooperation with other libraries. The obstacles in implementing the strategy are that the
awareness of users is still lacking, so they do not return library materials on time, Borrowers do not help maintain the collection,
so most of the book covers are damaged. The computer sometimes has errors so it cannot be processed, network disruptions,
sometimes stable sometimes low, plus when the rainy season arrives, the rainfall level is high, network disruptions occur more
often, not to mention power outages which result in total blackouts.
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1. Introduction

A library is an institution or place where the public can en-
gage in various knowledge-enriching activities, such as bor-
rowing books, reading, or searching for various types of infor-
mation they wish to know.

Many methods have been implemented to improve library
services, including the provision of suggestion and complaint
boxes. However, there are still many shortcomings in service

delivery. Common issues encountered by visitors include un-
friendly staff, incomplete information such as limited book ti-
tles and quantities, and books placed on the wrong shelves—
for example, a book that should be on shelf A is found on an-
other. These problems lead to user dissatisfaction with the ser-
vice [10].

Reflecting on this, it is assumed that a library will function
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well if strategies are implemented that can attract users to visit
the library. Fundamentally, user interest in visiting can be
stimulated and awakened when there is a sense of attraction.
This attraction may refer to the library’s physical environment,
atmosphere, collection, services, and other elements.

When users feel attracted and their needs are met, this sense
of attraction will turn into satisfaction and enjoyment. As a
result, they are more likely to return to the library.

Therefore, strategy plays a vital role in libraries whether in
improving facilities and infrastructure, enhancing service
quality, or increasing user visitation and engagement. [6]. Da-
lam In this case, the researcher focuses on the strategies em-
ployed by librarians to improve services at the Nahdlatul
Ulama (NU) University Library in South Kalimantan.

Library services are the frontline of the institution as a cen-
ter of academic information, especially in supporting educa-
tional, research, and community service activities. This is the
part of the library that first interacts with the public, and li-
brary services will only be truly beneficial if the information
provided aligns with the needs of the users. [4]. This is also
closely related to the performance of librarians, which plays a
key role in shaping the library’s image whether positive or
negative. The overall performance of the library depends on
the proactive attitude of librarians in demonstrating their ca-
pabilities and contributions to the parent institution. [1].

2. Research Methodology

This research is a field study using a descriptive qualitative
method [14]. The data collection techniques used in this study
include interviews, observations, and documentation. The
data required are related to the strategies employed by librari-
ans to improve services at Nahdlatul Ulama University of
South Kalimantan. The subjects of the study are students of
Nahdlatul Ulama University of South Kalimantan.

The research questions formulated are: What strategies are
used by librarians at NU University of South Kalimantan to
improve the quality of library services? And what obstacles
are encountered in implementing these strategies?

Research Methodology

This study employs a field research design using a descrip-
tive qualitative approach [14]. The qualitative method was
chosen to obtain an in-depth understanding of the strategies
implemented by librarians to improve library services at
Nahdlatul Ulama University of South Kalimantan. A distinc-
tive characteristic of this research is that the researcher acts as
the key instrument, since the researcher determines what is to
be studied and establishes the boundaries of the research. [14].

The data collection techniques used in this study include in-
terviews, observations, and documentation. Interviews were
conducted to obtain detailed information regarding the strate-
gies implemented as well as the obstacles encountered by li-
brarians. Observations were carried out to examine the actual
conditions and service practices in the library. Documentation
was used to support the research findings through institutional

archives and related documents.

The subjects of this study were students of Nahdlatul Ulama
University of South Kalimantan as the primary users of library
services.

The research questions formulated in this study are:

1) What strategies are used by librarians at Nahdlatul
Ulama University of South Kalimantan to improve the
quality of library services?

2) What obstacles are encountered in implementing these
strategies?

3. Previous Research

1) The first study, titled "Service Quality Analysis Using
the SERVQUAL Method: A Case Study at Unesa Li-
brary" by Gloriano in 2022, obtained average customer
satisfaction results by applying the SERVQUAL model
to the attributes or indicators within its five dimensions.
Consequently, the management of the State University
of Surabaya Library can use this as a basis for evaluating
their performance and considering suggestions for im-
provement and evaluation of service quality attributes
within each SERVQUAL dimension Tangible, Respon-
siveness, Assurance, Empathy, and Reliability in order
to enhance user satisfaction [3].

2) The second study, titled "Library Head’s Strategy in Im-
proving Service Quality Through the Development of a
Digital Library Information System" by Moh. Harun Al
Rosid and Riza Alvina in 2022, presented findings high-
lighting that service quality is the form of service deliv-
ered to users in accordance with established service
standards that serve as guidelines. The better the quality
of service provided by the library or librarians, the more
users will be attracted to visit the library [1]. The service
quality at A-Syafa’ah Library includes four key aspects:
1. Facilities, 2. Collections, 3. Librarians, 4. Users.

3) The third study, titled "Librarian Management at the Li-
brary and Archives Office of Central Aceh Regency" by
Bensu Elianita, Niswanto, and Sakdiah Ibrahim (2018),
presented findings that led the authors to conclude sev-
eral key aspects of librarian management at the institu-
tion. These include: A system for planning and acquiring
collections, A classification and cataloging system fol-
lowing the Dewey Decimal Classification (DDC) guide-
lines, A service system that applies an open-access ap-
proach, and Supervision and evaluation of library pro-
grams based on predetermined indicators agreed upon in
advance [2].

4. Research Benefits

1) Improved Service Quality: This study will help the li-
brary identify the most effective librarian management
strategies to enhance service quality. This, in turn, will
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increase the satisfaction of library users, including stu-
dents, lecturers, and staff at NU University of South Ka-
limantan.

2) Managerial Guidance: The findings of this research can
serve as a guide for library managers in designing poli-
cies and strategic steps to improve services, such as li-
brarian training, technology implementation, or en-
hancement of the library collection.

3) Competency Development: This study can provide in-
sights for librarians on how to manage and develop their
skills to serve users more effectively.

4) Increased Motivation and Productivity: By understand-
ing the challenges and opportunities in their work, librar-
ians may be more motivated to innovate and improve
service quality.

5) Enhanced Satisfaction and Accessibility: With improved
library services, users will have faster, easier, and more
relevant access to the information resources they need.

5. Results and Discussion

This is a more detailed explanation of the importance of li-
braries and the critical need to improve service quality: A li-
brary strategy is a formulation of the main lines of decisions
and actions determined by decision-makers to be implemented
in order to achieve predetermined objectives [6]. Another per-
spective defines strategy as a planning process for developing
methods to compete in the market. It includes the tactics used
to carry out planned activities and objectives, while also con-
sidering the need for the organization to adapt to competitive
conditions. [7]. Strategies to increase student visits have also
been widely applied in Indonesian libraries [6].

The service improvement strategies employed by the li-
brary at NU University of South Kalimantan reflect the grow-
ing attention given to academic library services, especially in
efforts to support academic and research needs.

The library at NU University of South Kalimantan func-
tions as an information hub for students, lecturers, and re-
searchers. Therefore, service enhancement strategies must be
adopted in a dynamic manner, aligned with current develop-
ments and technological progress.

The following are several approaches related to service im-
provement strategies commonly used in academic libraries, as
implemented at NU University of South Kalimantan.

1) Digitalization of Library Services

Libraries generally provide two types of services: technical
services and reader services. [8]. Salah satu strategi utama
yang banyak diterapkan di perpustakaan modern, termasuk
perpustakaan perguruan tinggi, adalah digitalisasi layanan.
One of the main strategies widely adopted in modern libraries,
including university libraries, is the digitalization of services.
This process involves converting physical collections into dig-
ital formats, implementing e-libraries, and providing access to
electronic journals, e-books, and academic databases.
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According to Tella and Mutula (2008), digitalizing the li-
brary allows for faster and more flexible access for users. Stu-
dents and lecturers at NU University of South Kalimantan can
access information resources anytime and from anywhere,
without being limited by the library's operating hours. Digital-
ization also reduces the physical load on book collections and
library space, while simplifying the search process through
digital catalogs [12]. In addition, the library at NU University
is fully equipped with Wi-Fi, freely accessible to all users, in-
cluding both lecturers and students.

2) Improving Librarian Competence

Literature indicates that the development of librarian com-
petencies is a key factor in enhancing the quality of library
services. Librarians who possess skills in management, infor-
mation literacy, and information technology can provide better
and more efficient services to users. In Indonesia, the mini-
mum requirement for librarians is to have at least an associate
degree (DII) in the field of library science, documentation, and
information. [5]. A librarian must develop their professional-
ism, which can be achieved by participating in seminars,
workshops, and training programs. [9, 13].

As part of its human resource development strategy, the li-
brary at NU University of South Kalimantan adopts this ap-
proach by conducting regular training sessions for librarians.
These training programs may include digital information man-
agement skills, the use of library software, and technology-
based customer service. Cooper (2009) states that skilled li-
brarians are more responsive to user needs and are better able
to adapt to the rapid changes occurring in the academic world.
[9] At NU University, librarians can also attend seminars
online, such as the one recently held on May 24, 2025, with
the theme "The Role of Librarians in Optimizing Collection
Development," which was conducted live via Zoom and
YouTube.
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Figure 1. Online National Seminar on “The Role of Librarians in
Optimizing Collection Development” held on May 24, 2025 via
Zoom and YouTube.

3) Utilization of Information Technology and Library Au-
tomation Systems
Modern libraries rely heavily on information technology
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and automation systems to enhance service efficiency. The
implementation of an Integrated Library System (ILS) enables
more effective library management, covering cataloging,
lending, and returning of books. This system also supports
self-service, allowing users to borrow and return books inde-
pendently.

The Online Public Access Catalog (OPAC) further facili-
tates users in searching for books or other resources online.
The use of this technology not only speeds up service delivery
but also reduces human error in collection management and
library transactions. According to Ghosh (2010), library auto-
mation systems can improve accuracy, operational efficiency,
and user satisfaction.

4) Measuring Service Quality Using the SERVQUAL

Model

The SERVQUAL model, developed by Parasuraman,
Zeithaml, and Berry (1988), is a widely used approach for
evaluating library service quality. This model assesses service
quality based on five key dimensions:

a) Tangibles (physical facilities and equipment),

b) Reliability (the ability to deliver promised services ac-

curately),

¢) Responsiveness (willingness to help and provide

prompt service),

d) Assurance (knowledge and courtesy of staff, and their

ability to inspire trust), and

e) Empathy (caring and personalized attention to users).

At NU University of South Kalimantan, the SERVQUAL
model is applied to help the library understand user expecta-
tions, assess satisfaction levels, and develop strategies to
bridge the gap between expectations and actual services pro-
vided. This measurement plays an important role in ongoing
improvements, enabling the library to offer services that are
more aligned with the academic needs of students and faculty.

5) Information Literacy Program

Another key strategy applied by the library at NU Univer-
sity of South Kalimantan is the implementation of an infor-
mation literacy program. This initiative is designed to enhance
the ability of students and lecturers to locate, evaluate, and use
information effectively and ethically. In an era where digital
information is abundant and often unfiltered, equipping users
with the skills to critically assess the validity, reliability, and
relevance of information is essential to prevent misinfor-
mation and disinformation.

The program is not only aimed at supporting academic
achievement but also at fostering independent learning and
critical thinking. It is integrated into academic support ser-
vices and tailored to meet the varying levels of information
needs among users from first-year students to postgraduate re-
searchers.

At NU University of South Kalimantan, the library actively
conducts this program through multiple formats. These in-
clude in-person workshops, online learning modules, training
sessions embedded into course curricula, as well as one-on-
one consultations. Topics covered may range from how to use
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academic databases, citation tools, and plagiarism detection
software, to advanced research strategies and academic writ-
ing techniques.

Librarians act not just as resource managers but as educa-
tors and partners in learning. They guide users in identifying
credible sources, structuring research strategies, and under-
standing the ethical use of information. By equipping users
with strong information literacy competencies, the library em-
powers the academic community to be more self-sufficient,
research-oriented, and globally competitive.

6) User-Based Service Improvement

Modern libraries are increasingly focused on user-centered
service approaches, where strategies are tailored to meet the
specific needs and preferences of users. Conducting regular
user satisfaction surveys is one of the key methods used to
gather feedback and implement improvements based on the
results.

According to Rowley (2005), user-oriented libraries can
foster more positive interactions between librarians and users,
ultimately creating a better experience for both students and
lecturers. At NU University of South Kalimantan, user sur-
veys are actively utilized as a foundation for shaping library
policies and strategic service improvements. Similar findings
were also reported in studies on increasing visiting interest
through strategic service improvements [7].

To strengthen this approach, the NU University Library has
developed and distributed structured questionnaires targeting
both students and faculty. These surveys cover various service
aspects such as staff responsiveness, availability of resources,
digital access, and the comfort of the reading environment.
The collected data is carefully analyzed and presented in reg-
ular evaluation meetings to inform decision-making.

By consistently involving users in the assessment process,
the library not only enhances transparency and accountability
but also ensures that its development is aligned with the evolv-
ing academic needs of the university community.

7) Collaboration with Faculties and Development of

Specialized Services

Strategi Another important service improvement strategy is
establishing strong collaboration between the library and aca-
demic faculties. This partnership allows the library to offer
specialized services tailored to the specific academic needs of
each faculty. For example, the library can provide curated col-
lections of literature relevant to a particular discipline or offer
academic reference services for postgraduate students and re-
searchers.

In addition, the library can support faculties by offering re-
search guidance sessions, citation management assistance, and
publication support services, which are particularly valuable
for faculty members and students conducting research projects.
These services not only enhance academic productivity but
also strengthen the library's role as a research partner within
the university ecosystem.

By aligning its services closely with faculty needs, the NU
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University of South Kalimantan Library ensures that its re-
sources and expertise are directly contributing to academic ex-
cellence and the development of high-quality scholarly output.

8) Collaboration with Other Libraries

Libraries can more effectively improve both the quality of
their services and the number of user visits by establishing
partnerships with other, more advanced libraries.

By collaborating with well established institutions, libraries
gain access to shared resources, best practices, and innovative
service models. These partnerships can include interlibrary
loan services, joint training programs for librarians,
knowledge exchange sessions, and access to broader collec-
tions and databases. At NU University of South Kalimantan,
forming strategic collaborations with leading libraries enables
the library to learn, grow, and innovate ultimately delivering
better and more diverse services to its users. [15].

1. CHALLENGES IN IMPLEMENTING THE STRATE-

GIES

The challenges faced by librarians in delivering services at
the NU University Library in South Kalimantan, based on ob-
servation and reporting, are as follows:

1) Low User Awareness: Many users lack awareness of
their responsibilities, often resulting in late returns of
borrowed books.

2) Poor Care of Library Materials: Borrowers tend not to
maintain the library’s collection properly, leading to
damaged book covers and worn-out materials.

3) Technical Issues with Computers: Library computers
occasionally experience system errors, making it im-
possible to process transactions smoothly. [11] Similar
technical and circulation problems were also identified
in other regional library service studies [11].

4) Network Disruptions: The internet connection is some-
times stable and sometimes weak, which causes delays
in book borrowing and return services.

To minimize the number of borrowers who fail to return
books on time, it is essential to regularly socialize library rules
and policies. This can be reinforced through the display of
banners or brochures outlining the regulations in visible areas
throughout the library. Implementing fines for late returns is
also an important measure. However, the most crucial factor
is building user awareness. Users must understand that the li-
brary is not a private facility, but a shared resource that bene-
fits the entire academic community.

To address the issue of borrowers who fail to care for library
materials leading to damaged book covers librarians should
provide users with an understanding of the value and im-
portance of books, and encourage them to treat library materi-
als with respect. Raising awareness about the need to preserve
the integrity of library resources and enforcing penalties for
those who damage them are both necessary steps. In addition,
for technical issues such as malfunctioning computers, library
staff should regularly monitor and maintain the equipment to
ensure service continuity and minimize disruptions.
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6. Conclusion

This research has demonstrated that the library at Nahdatul
Ulama University of South Kalimantan has implemented a se-
ries of well-planned strategies aimed at improving the quality
and relevance of its services to meet the evolving needs of its
academic community. These strategies include the Digitaliza-
tion of Library Services, which has enabled greater flexibility and
remote access; the Improvement of Librarian Competence, ensur-
ing that staff are equipped with the latest knowledge and skills; the
Utilization of Information Technology and Library Automation
Systems for streamlined operations; and the application of the
SERVQUAL Model to measure and respond to user expectations.

Additionally, the library has actively promoted Information
Literacy Programs to support students and lecturers in their
academic endeavors, adopted a User-Centered Service Ap-
proach to enhance engagement and satisfaction, fostered Col-
laboration with Faculties to tailor services to academic disci-
plines, and established Partnerships with Other Libraries to
expand resource availability and exchange expertise.

While these efforts have led to notable improvements, the
implementation process has not been without challenges. A
primary concern is the lack of user awareness regarding re-
sponsibilities, which often results in overdue book returns and
poor care for library materials evidenced by damaged book
covers. Technical difficulties, such as intermittent computer
errors, further disrupt daily operations. Unstable internet con-
nectivity, which varies in reliability especially during the
rainy season adds to the difficulty of providing consistent dig-
ital services. Moreover, frequent power outages in certain pe-
riods can completely halt library functions, affecting both on-
site users and those accessing services remotely.

Despite these limitations, the library remains committed to
continuous improvement. Strategic responses, such as en-
hanced user education, infrastructure upgrades, and more ro-
bust internal policies, are key steps being taken to address
these issues. The findings from this study reinforce the im-
portance of aligning library development with institutional
goals, technological trends, and user expectations. It is hoped
that these insights will serve as a reference and inspiration for
similar institutions seeking to elevate the role of academic li-
braries in higher education.
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