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A B S T R A C T   A R T I C L E   I N F O 

This study aims to evaluate the perception of foreign students 
towards the quality of service at Airlangga University Library using 
six dimensions of LibQual+, namely effect of Service, Reliability, 
Ubiquity, Ease of Access, Comprehensive Collections, Self-Reliance, 
and Library as Place. The research method used is descriptive 
quantitative, with a survey of 65 foreign student respondents 
meeting the purposive sampling criteria. The results showed that 
the "Effect of Service” dimension received the highest rating 
(26.2%), followed by the "Library as Place" (12.96%) and "Self-
Reliance" (6.66%). Meanwhile, the "Comprehensive Collections" 
dimension has the lowest value (4.49%), indicating the need to 
improve collections that are more complete and relevant for 
foreign users. This study concludes that although the library has 
provided good service in terms of room comfort and ease of access 
to information, significant efforts are still needed to improve the 
quality of collections to meet the academic needs of foreign 
students. These findings provide important insights for library 
managers to optimize services based on user needs. 
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1. INTRODUCTION 
 

Globalization has triggered significant changes in various aspects of life, including 
education. This change has encouraged many countries to establish bilateral cooperation to 
strengthen relations in the education sector (Suranto, Annur, & Ibrahim, 2023). One form of 
this cooperation is the student exchange program between countries, both at the high school 
and college levels. International students are increasingly choosing universities abroad to 
continue their studies, whether at undergraduate, master's, or PhD levels. According to data 
from the Directorate General of Higher Education (DIKTI), in 2016 there were 6,967 Study 
Permits issued by the Directorate of Higher Education Development (PT). This Study Permit is 
one of the main requirements for foreign students to obtain immigration documents such as 
Student Visas and Limited Stay Permits (ITAS) from the Directorate General of Immigration, 
Ministry of Law and Human Rights.  

Airlangga University (UNAIR) is one of the institutions that actively participates in this 
program. In 2014, there were 122 foreign students actively studying in various faculties at 
UNAIR. A total of 51 students came from Malaysia, 19 from Brunei Darussalam, and one 
student from Germany who participated in the AMERTA Short Course program and other 
programs at UNAIR. Compared to other institutions such as the Sepuluh Nopember Institute 
of Technology (ITS), which only has 48 foreign students, UNAIR is the institution with the 
largest number of foreign students in Surabaya (Webometrics, 2023). This phenomenon 
shows that UNAIR is the main choice for foreign students, especially because of its strong 
academic reputation and adequate supporting facilities.  

One of the important factors that is the main consideration in attracting foreign students 
is the quality of service offered by educational institutions. Service quality can be defined as 
the condition of good or bad value of the services provided (Gómez-Cruz, Harari-Betancourt, 
& Vergara-Mendoza, 2020) . In the context of libraries, service quality is a crucial element 
because the library is one of the main information centers for students. The quality of library 
services not only affects user satisfaction but also contributes to the achievement of the 
overall goals of educational institutions (Barfi et al., 2023;  Khan et al., 2022). 

Airlangga University Library, as an integral part of educational institutions, has a great 
responsibility to provide services that suit the needs of its users, including foreign students. 
However, challenges arise when foreign students have different cultural backgrounds, 
languages, and preferences compared to local students. This makes evaluating the quality of 
library services very important to ensure that the needs of all users, including foreign 
students, can be met (Amirtharaj, Raghavan, & Arulappan, 2023). 

In the literature, there are several models used to evaluate the quality of library services. 
One of the most popular models is LibQUAL+, which includes six dimensions: Effect of Service, 
Reliability, Ubiquity, and Ease of Access, Comprehensive Collections, Self-Reliance, and 
Library as Place (Mamta & Kumar, 2023; Shahzadi & Khalid, 2025; Wang, Yuan, & Shi, 2022). 
This model is designed to measure users' perceptions of library service quality based on their 
expectations and actual experiences (Devi & Bhatt, 2024). There has been a lot of research on 
library service quality, but there are still some gaps that need to be explained. First, most 
previous studies have focused more on local students than international students (Chan et 
al., 2022; Nurlaila, 2016). Second, although some studies use the LibQUAL+ model, the 
analysis of certain dimensions such as Comprehensive Collections is often lacking in depth 
(Mamta & Kumar, 2023; Zulfiqar & Khalid, 2024). Third, research on the quality of library 
services in Indonesia, especially at Airlangga University, is still limited. Therefore, this study 
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aims to fill this gap by focusing on evaluating the quality of library services among foreign 
students at Airlangga University. The novelty of this study lies in the approach used, namely 
by comprehensively analyzing the six dimensions of LibQUAL+ to identify the strengths and 
weaknesses of library services. In addition, this study also provides new insights into how 
libraries can improve their services to be more inclusive and responsive to the needs of 
foreign students. The results of this study are expected to be the basis for strategic decision-
making by library managers in improving the quality of their services. 

Modern libraries are not only places to read physical books but also centers of digital 
information that can be accessed widely (Afiyah & Muthoifin, 2024; Majidah & Rullyana, 
2024). One growing trend is the use of e-books and electronic journals, which are increasingly 
in demand by students, including foreign students (Amirtharaj et al., 2023; Chen et al., 2021). 
E-books offer greater ease of access and mobility compared to traditional printed books. 
However, user preferences for certain types of collections can affect their satisfaction with 
library services. Therefore, libraries need to ensure that the collections provided are relevant 
to the needs of users, including foreign students who may have different preferences 
compared to local students. In addition, the technological aspect is also an important factor 
in improving the quality of library services. Modern libraries must utilize technology to 
provide more efficient and effective services (Kumar, 2022; Nugroho et al., 2025). For 
example, the OPAC (Online Public Access Catalog) system and web-based library applications 
can help users search for information independently. However, the implementation of this 
technology must be supported by adequate training to ensure that users, including foreign 
students, can use it comfortably (Almakky, 2025; Shahzad, Xu, & Baheer, 2024). 

The sustainability of library services is also influenced by its physical environment. The 
Library as Place dimension emphasizes the importance of designing a library space that is 
comfortable, clean, and supports learning activities (Cha & Kim, 2015) . A well-designed library 
space can increase learning motivation and user comfort. However, previous studies have 
shown that this aspect is often overlooked in evaluating the quality of library services (Gathoni 
& Van der Walt, 2019).  

Therefore, this study aims to examine how foreign students perceive the comfort of the 
library space at Airlangga University. Specifically, it seeks to analyze their perceptions of 
service quality based on the six dimensions of the LibQUAL+ framework, identify which 
dimensions are considered most satisfactory and which require improvement, and provide 
practical recommendations to enhance the overall quality of library services in alignment with 
the needs of international users. The findings of this research are expected to offer valuable 
insights for library administrators in formulating strategies to improve service delivery. 
Furthermore, this study may serve as a useful reference for future research focusing on the 
assessment of library service quality for foreign students in the Indonesian higher education 
context. 

 
2. METHODS 

 
This study uses a quantitative descriptive design to analyze foreign students' perceptions 

of service quality at the Airlangga University Library. The descriptive approach was chosen 
because it aims to describe existing phenomena systematically and factually (Mohajan, 2020). 
This study also uses a survey as the main data collection tool to obtain direct information from 
respondents. The population in this study were all foreign students who visited the Airlangga 
University Library. Given the large population, the researcher used a purposive sampling 
technique to determine the sample. The sample was selected based on certain criteria, 
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namely foreign students who had accessed library services at least 3 times during the research 
period. The sample size calculation uses the following formula: 

 

 
 

Figure 1. Sample calculation formula. 
 

With a value of N=190 (population) and d=0.1 (precision level), a sample size of 65 
respondents was obtained. This sample is considered representative enough to represent the 
population. The research instrument used was a Likert-based questionnaire. The 
questionnaire was designed based on six dimensions of LibQUAL+ to measure foreign 
students' perceptions of service quality at Airlangga University Library. The following are the 
details of the research instrument. 

 
Table 1. Details of dimensions and indicators in the research instrument. 

 
Dimension Indicator Answer 

Scale 
Effect of Service Empathy: The ability of staff to understand user needs. SD = 1 

(Strongly 
Disagree) 
to SA = 5 
(Strongly 

Agree) 

 Responsiveness: Speed of staff in responding to user needs. 
 Assurance: Professionalism and confidence displayed by staff. 
Reliability Ability of staff to provide fast, accurate, and satisfactory services. 
Ubiquity and 
Ease Access 

Formats: Ease of accessing information in digital or physical formats. 

 Timely Access to Resources: Availability of resources at any time. 
 Physical Location: Strategic placement of collections for easy access. 
Comprehensive 
Collections 

Completeness and relevance of up-to-date collections. 

Self Reliance Instructions for users to independently access services, such as OPAC 
and book catalogs. 

Library as Place Utilitarian Space: Comfortable spaces for studying, discussions, and 
other activities. 

 Symbol: Image of the library as an educational and informational hub.  
 Refuge: Clean, comfortable, and productive environment.  

 

The validity and reliability of the instrument were tested using statistical tests. The results 
of the validity test showed that all questions had a Pearson correlation coefficient value > 0.3, 
while the results of the reliability test showed a Cronbach's Alpha value > 0.7, which indicated 
that the instrument had a good level of reliability (Gómez-Cruz et al., 2020). 
The research procedure consists of several stages: 

i. Preparation Stage: The researcher conducted initial observations at the Airlangga 
University Library to understand field conditions and determine sample criteria. 

ii. Data Collection Stage: The questionnaire was distributed to 65 respondents who met 
the criteria through two methods. First through Google Forms to facilitate distribution 
to foreign students. Second, direct distribution of questionnaires in the library area. 

iii. Data Processing Stage: The data obtained was processed using statistical software 
such as Microsoft Excel and SPSS for descriptive analysis. 

The data analysis technique used was quantitative descriptive analysis. The collected data 
were analyzed based on the six dimensions of LibQUAL+ with the following steps: 
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i. Calculation of Average Score: Each dimension is calculated based on the average score 
of the respondents' answers. 

ii. Categorization of Answers: Respondents' answers are categorized into three levels 
based on class intervals with high: 3.36–3.86, medium: 2.56–3.36 and low: 1.76–2.56. 

iii. Interpretation of Results: The results of the analysis were compared with the 
respondents' minimum and ideal expectations to determine the level of service 
adaptation and service superiority. 

This technique allows researchers to provide a clear picture of the strengths and 
weaknesses of library services based on the perceptions of foreign students (Wang et al., 
2023). 

 
3. RESULTS AND DISCUSSION 
 
3.1 General Information on Respondents 
 

This part gives a clear overview of the people who took part in the study. The information 
was gathered using a questionnaire that asked about their gender, year of study, country they 
come from, how often they visit the library, and why they visit. Knowing these details helps 
researchers understand the profile of library users and gives researchers a better idea of their 
preferences and how they use the library services. 

The data shows that female international students tend to use library services at Airlangga 
University more often than male students. According to the numbers, about 72.3% (which is 
47 students) are female, while 27.7% (18 students) are male. This pattern matches earlier 
research indicating that female students usually engage more with academic resources 
(Ivanec, 2022). The higher number of female respondents might also mean they rely more on 
the library for their studies and group work. 
 

Table 2. Gender distribution. 
 

Gender Frequency (F) Percentage (%) 

Male 18 27.7% 
Female 47 72.3% 
Total 65 100% 

 
Most students participating in the survey were in their second semester, making up about 

54%, with those in the sixth semester accounting for around 43%. This kind of pattern 
suggests that international students tend to use the library more during essential times in 
their studies, especially when they're working on the basics or preparing for their thesis. This 
matches what Bakermans & Plotke (2018) found, showing that students in the middle and 
later semesters often depend on the library for research and project work. 
 

Table 3. Semester distribution. 
 

Semester Frequency (F) Percentage (%) 

2 35 53.8% 
6 28 43.1% 
Total 65 100% 
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Students from all over the world participate, showing how diverse Airlangga University's 
student community is. The country with the most students was Brunei Darussalam (26.2%), 
followed by Malaysia, Tanzania, the Philippines, Sudan, Madagascar, Japan, Cambodia, 
Thailand, Germany, France, Hungary, China, and the Netherlands. This variety really 
emphasizes how important it is to design library services that cater to an international crowd. 
As Bodaghi, Cheong, & Zainab (2016) point out, libraries that serve people from many 
different backgrounds need to focus on being comprehensive and culturally aware to keep 
users happy and comfortable. 

 
Table 4. Country of origin. 

 
Country Frequency (F) Percentage (%) 

Brunei Darussalam 17 26.2% 
Malaysia 7 10.8% 
Tanzania 7 10.8% 
Philippines 7 10.8% 
Sudan 6 9.2% 
Madagascar 4 6.2% 
Japan 3 4.6% 
Cambodia 3 4.6% 
Thailand 3 4.6% 
Germany 3 4.6% 
France 2 3.1% 
Hungary 1 1.5% 
China 1 1.5% 
Netherlands 1 1.5% 
Total 65 100% 

 

The frequency of library visits varied significantly among respondents. The majority visited 
the library 2-3 times (47.7%), while only 13.8% visited 3-4 times. Notably, no respondents 
reported visiting the library more than four times. This trend suggests that international 
students prefer accessing digital resources such as e-books and journals rather than physically 
visiting the library (Amirtharaj et al., 2023). Additionally, this preference for digital access 
aligns with the findings of Adetayo (2023), who emphasized the growing reliance on virtual 
libraries in the post-pandemic era. 

 
Table 5. Frequency of visits. 

 
Frequency of Visits Frequency (F) Percentage (%) 

> 4 times 0 0% 
3-4 times 9 13.8% 
2-3 times 31 47.7% 
1-2 times 25 38.5% 
Total 65 100% 

 

The primary purpose of visiting the library was for group discussions (49.2%), followed by 
other activities (46.2%) such as studying or using library facilities. Only 4.6% of respondents 
visited the library to consult with reference officers or complete tasks. This indicates that the 
library serves not only as an academic resource but also as a social and collaborative space. 
According to Zamiri & Esmaeili (2024), modern libraries are increasingly designed to foster 
both individual and group learning environments. 
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Table 6. Purpose of visit. 
 

Purpose Frequency (F) Percentage (%) 

Consult with reference officer 0 0% 
Study or carry out a task 3 4.6% 
Discussion 32 49.2% 
Others 30 46.2% 
Total 65 100% 

 

3.2 Analysis of Service Quality Dimensions 
 

This study looks at what international students think about the quality of services at the 
Airlangga University Library. It uses six key areas from the LibQUAL+ framework: how the 
service makes students feel, reliability, easy access everywhere, the breadth of collections, 
independence in using the library, and the library as a physical space. We gathered data 
through a survey of 65 international students who fit specific criteria. The results show that 
students rated the 'Affect of Service' highest at 26.2%, while the 'Comprehensive Collections' 
scored the lowest at 4.49%. Overall, the average of all six areas was about 8.74%, with a total 
score of roughly 52.4%. This suggests that while the library does a good job in terms of 
friendliness, responsiveness, and confidence, there’s still a lot of room to improve the 
collections to make them more complete and usefull for international students. 

 

 
 

Figure 2. Visual representation of research results in the form of a bar chart. 
 

Figure 2. Visual representation of research results in the form of a bar chart. 
The 'Affect of Service' was clearly the library's strongest point, scoring around 26%. This 

shows that the staff does a great job connecting with users through empathy, quick 
responses, and building confidence. Experts like  Murray, Elms, & Curran (2019) say these 
qualities are really important for keeping users happy and coming back. Still, there’s room to 
grow, especially in training staff in foreign languages so they can better communicate with 
international students.  The 'Comprehensive Collections' area scored the lowest at just 4.49%, 
showing many users aren’t happy. Scholars like Abubakar & Akor (2017) stress that having a 
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wide range of materials is key for meeting different information needs. Users are concerned 
about missing cross-cultural and multilingual resources. Adding books and materials from 
various countries would help make the collection more useful for international students and 
more relevant overall (Merga & Roni, 2025; Wang et al., 2023).  

The 'Library as Place' scored high at 12.96%, which means users like the environment. Seal 
(2015) points out that libraries today should be flexible spaces for studying, teamwork, and 
relaxing. People liked the clean, comfy design and the facilities like toilets and good lighting. 
To make it even better, adding more interactive features and cultural activities might bring in 
more engagement (Scholz & Smith, 2016; Rullyana & Emilzoli, 2024).  

The 'Self-Reliance' score was at 6.66%, showing moderate satisfaction. Users feel okay 
about tools like the online catalog but find technical help unclear, especially for newcomers 
(Morley et al., 2021). Offering easy tutorials or workshops could help users learn to navigate 
resources more confidently (Hess & Hristova, 2016).  The 'Ubiquity and Ease of Access' scored 
6.35%, reflecting mixed feelings. Users like the e-resources but find navigating physical 
collections tricky. Improving search tools and website navigation could make access easier 
(Arndt et al., 2016; Cox et al., 2025).  

The 'Reliability' score was 10.56%, meaning people generally find the services dependable 
and accurate. To boost this, extending hours and ensuring resources are consistently available 
would help even more. Additional Ideas and Tips To really improve overall service quality, 
libraries should approach things holistically, blending physical spaces, digital tools, and 
friendly staff. For example, AI chatbots could offer users help anytime, reducing wait times 
(Ghosh et al., 2024 ; Majidah, Rullyana & Triandari, 2025). Also, working with publishers and 
cultural groups could grow the collection and bring in unique resources for international 
students. 

To improve the quality of library services even more, they should take a well-rounded 
approach that combines physical spaces, digital tools, and helpful staff. For example, adding 
AI-powered chatbots could give users around-the-clock help, making support available 
whenever they need it (Durach & Gutierrez, 2024). Also, teaming up with publishers and 
cultural groups could grow the library’s collection and bring in special resources that really 
help international students (Pedersen & Netter, 2015). Overall, this study shows that mixing 
traditional library services with new technology is key to meeting what users need today. By 
fixing gaps and exploring new tech, libraries can become more welcoming and focused on 
their users. 

 
4. CONCLUSION 
 

This study emphasizes how essential it is for academic libraries to focus on user-centered 
services. For Airlangga University Library, improving the variety of its collections, especially 
by including materials from different countries, could really boost its relevance for 
international students. Plus, keeping the library’s physical space nice and enhancing its digital 
resources will likely make users even happier. These steps align with the library's role as an 
essential support system for academic success and cultural integration among foreign 
students. This research adds to our understanding of service quality in academic libraries, 
especially in diverse settings. Using the LibQUAL+ framework helps show how both tangible 
factors (like collections and spaces) and intangible factors (like empathy and reliability) 
influence user experiences. These insights also contribute to the existing knowledge on library 
service quality by focusing on the specific needs of foreign students, which might be different 
from local users. 
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While this study offers valuable insights, it does have some limitations. First, the sample 
size was relatively small (only 65 respondents), which might affect how broadly we can apply 
these findings. Second, it mainly looked at foreign students at Airlangga University, possibly 
leaving out the views of other user groups. Lastly, the research relied a lot on self-reported 
data, which can sometimes lead to biased responses from users. Future research could 
broaden the scope by including larger and more varied groups, like local students or faculty 
members, to get a fuller picture of library service quality. Also, using mixed methods, like 
interviews or focus groups, could provide deeper insights into user experiences and 
preferences. It would be interesting to explore how new technologies, like artificial 
intelligence and virtual reality, could affect library services and user satisfaction. 
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