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The study aims to develop a model of service quality measurement by integrating of
LibQUAL™ and Kano's model into QFD in order to contribute a quality plan for service

improvement and increase customer satisfaction.

For service quality measurement, two quality tools, LibQUAL™ and Kano's model can
pe used as critical reference on quality decision to ensure improvement and development. The
study proposes an integration of the two quality tools. The results of the integrated model are
used as the input of the Quality Function Deployment (QFD). It is used to transform service
customer requirement to service process and activity. Service design, service process
planning, and control planning are three phases in QFD. Some service processes are chosen
for implementation. The service processes selected are 1) the process of information
resources storing and amrangement and 2) the process of verification of amrangement for
collected call number on shelves. The results showed that customer satisfaction levels have
increased. There is a 27.74% increase in customer satisfaction in terms of the amount of
information resources on retumed bookshelves and the librarian's ability in storing and
amranging information resources. There is also a 13.37% increase in the correct arrangement
of information resources on the shelves according to the call number by libranans and
satisfaction with user’s ability to search for information resources on the shelves. Moreover, the
percentage of the amount of information resources on retuned booksheives is reduced by

31.56 percent.





