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ABSTRACT

Ideally, services in the library can be more attractive, friendly, fast, and accurate. This
means that the orientation of library services must be based on user needs, anticipation of
developments in information technology and friendly service, in other words, placing users as
one of the factors. However, the results of a community satisfaction survey conducted in
February 2023, the Sukabumi Regency library obtained a satisfaction index below 28 or was in
the Unsatisfactory category. This study aims to analyze the effect of service quality and staff
credibility on user satisfaction at the Sukabumi District Public Library.

Descriptive method with quantitative approach and verification method used in this
research. The research population is the average number of users from January to March 2022,
with a total population of 650 users. The research sample of 388 users was selected using
simple random sampling technique. The data obtained from the samples were analyzed using
inferential partial least squares (PLS) analysis using the smartPLS application.

The results of the data analysis show that service quality has a significant and positive
influence on the credibility of officers. In addition, the credibility of officers also has a
significant and positive influence on user satisfaction. Furthermore, service quality also has a
significant and positive influence on user satisfaction through the credibility of officers as
mediators.

These findings indicate that improving and improving the quality of services provided by
librarians can increase the user's perception of the credibility of the officers. In addition, the
high credibility of officers can also increase user satisfaction with the services and facilities
provided by the Sukabumi District Public Library. Therefore, it is suggested that libraries
increase training and skills development for officers in providing the information needed by
users and pay attention to other factors such as the strategic location of the library.

This research contributes to the understanding of the factors that influence user satisfaction
at the Sukabumi District Public Library. The results of this study can be used as a basis for
improving service quality, officer credibility, and user satisfaction in an effort to improve
library services as a whole.
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INTRODUCTION

The influence of reform and the demands of the strategic environment that surrounds
public services is one of the most important issues in the development of public organizations
today. These reforms and demands lead to the performance of public management which is
considered to be still not optimal, even though the need for public management that is
professional, competent and provides the best service, not only because of the encouragement
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of organizational development, but further than that, the need for public management is the
need to succeed in achieving the goals of public organizations more specifically by being
guided by the principles of the best service to the public.

Libraries as public organizations will always receive a sharp spotlight, especially with
regard to public service and satisfaction, because every day the library deals directly with
people from various walks of life. The public's demand for the library as a public service
institution is the best service so that a sense of satisfaction with the service arises. Good public
service is measured by the achievement of satisfaction felt by the public served. Public service
that is able to satisfy the public is of course not an easy job, because many factors influence it.
Satisfying public services of course require strong commitment, great energy, adequate service
competence of the apparatus, adequate supporting materials, simple and non-bureaucratic
procedures, and very large public participation. The implementation of good public services is
not as simple as when formulating it.

However, because it has become a public demand, as the most important party in the
dialectical process of public services towards quality public life, to avoid this dissatisfaction,
various efforts must be made by government officials to provide the best possible service to the
community, along with increasing societal demands.

Service is a major element in achieving a successful library organization because it is this
part that deals directly with users in disseminating information and utilizing the services and
facilities in the library. Many arguments state that library services are the central point of
library activities and are synonymous with services, because there is no library if there are no
service activities.

Library services include all service activities to users related to utilization, use of library
collections in an appropriate and timely manner for the benefit of library users (Lasa, 1994:
122).

Service activities to library users are services provided by a library to disseminate
information and use collections. Library users not only want the services provided by the
library, but also want these services in adequate quantity and quality.

Ideally, services in the library can be more attractive, friendly, fast, and accurate. This
means that the orientation of library services must be based on user needs, anticipation of
developments in information technology and friendly service, in other words, placing users as
one of the factors.

The Archives and Libraries Service considers that library services are the spearhead of the
Office, so service officers are encouraged to improve the quality of service so as to be able to
provide satisfaction to the community. If the user is satisfied, it will correlate with the number
of library visitor numbers increasing.

Especially after the occurrence of complaints from users, who often visit the library, and
get unwanted events in the library. In fact, these complaints were told and uploaded on social
media (Instagram), so that anyone could read them.

METHODS

The research method is a method used by researchers in collecting research data. By using
the research method, it will be known that there is a significant relationship between the
variables studied so as to produce conclusions that will clarify the description of the object
under study. Sugiyono (2021:2) explains that research methods are basically a scientific way to
obtain data with specific purposes and uses.

Efferin, Darmadji, and Tan (2004:7) explain the research method is part of a methodology
that specifically describes how to collect and analyze data. The method used in this study is a
descriptive method with a quantitative approach and a verification method, namely the results
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of the research which are then processed and analyzed to draw conclusions, meaning that the
research carried out is research that emphasizes its analysis on numerical data (numbers), using
research methods This will reveal a significant relationship between the variables studied,
resulting in a conclusion that will clarify the description of the object under study.

Sugiyono (2021:21) states that the descriptive analysis method is statistics used to analyze
data by describing or describing the data that has been collected as it is without intending to
make general conclusions or generalizations.

Nazir (2003: 54) defines the descriptive method, which is a method in examining the status
of human groups, an object, a condition, a thought, or a class of events in the present. Sugiyono
(2021:21) mentions a verification approach basically for testing theories by testing hypotheses.
Verification means testing a theory by testing a hypothesis whether it is accepted or rejected.

From the above understanding it can be concluded that the descriptive method with a
quantitative approach and verification method is a method that aims to describe systematically
and factually about the facts and the relationship between the variables investigated by
collecting data, processing, analyzing and interpreting data in hypothesis testing.

In this study the descriptive method was used to explain the influence of officer credibility
and service quality on user satisfaction. From this information, an analysis can then be made to
become input for the Archives and Libraries Service. While the verification method is used to
answer the hypothesis of whether or not there is an effect of Officer Credibility and Service
Quality on User Satisfaction. And a quantitative approach is used to analyze the magnitude of
the influence of Officer Credibility and Service Quality on User Satisfaction.

RESULTS AND DISCUSSION

Description of Research Subjects

Collecting data in this study using a questionnaire addressed to users. The total number
of well-filled questionnaires was 388 respondents. Description of research subjects can be seen
from gender, age, and last education.

Gender
Respondents in this study amounted to 388 users consisting of men and women. The
identity of respondents based on gender can be seen from the following table:

Profile of Respondents Based on Gender

No Gender Number of Percentage ( % )
respondents
1 Man 137 35,30
2 Woman 251 64,70
Total 388 100

Source: Data processed by researchers, 2023
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PROFILE OF RESPONDENTS BASED ON
GENDER

M Laki-laki ®Perempuan

Source: Data processed by researchers, 2023

it can be seen that the identity of the respondent is determined based on gender. Of the
total respondents, there were 137 men, which accounted for 35.30% of all respondents.
Meanwhile, there were 251 women, which constituted 64.70% of the total respondents. Thus, it
can be seen that the respondents in this study were divided proportionally between men and
women, with the majority of respondents being women.

Description of the Research Object

The description of the object of this study contains the responses of 388 user
respondents to several statements related to service quality variables, user satisfaction with
officer credibility as a mediating variable. Questionnaire questions using a Likert scale. The
following are the results of the questionnaire.

Quality of service

The quality of service to users is very important in maintaining user satisfaction and
increasing the effectiveness of the library. Factors such as the speed and responsiveness of
librarians in responding to user requests or questions, as well as providing the necessary
assistance, are the keys to providing good service. In addition, the attitude of friendliness and
courtesy of librarians is also very necessary. Users should feel warmly received and heard
when asking questions or seeking sources of information. The librarian's technical expertise in
helping users use library facilities also contributes to service quality. In maintaining the quality
of user services, libraries can also involve users in the decision-making process, hold training
or workshops, and provide adequate facilities. By paying attention to all of these factors, the
library can provide satisfying services and contribute to the learning, research, and
entertainment needs of its users. The user responses to the service quality of the Sukabumi
Regency Public Library, namely:

Respondents' responses to service quality

Service quality Average

No. Indicator STS TS N S SS

The services provided by the Sukabumi
District Public Library are in accordance

13 38 | 98 | 146 | 93 3,69
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I am satisfied with the competence of the
Sukabumi District Public Library staff.

37

121

137

86

3,66

Sukabumi District Public Library
officers are ready to respond to my
request as a user.

60

203

115

4,08

Sukabumi District Public Library
officers have a polite attitude in serving
users.

10

37

215

122

4,14

Sukabumi District Public Library
officers have good administrative and
technical service capabilities.

46

197

130

4,12

Sukabumi District Public Library
officers have good ethics in serving
USers.

45

214

117

411

The Sukabumi Regency Public Library
officers really help users.

37

198

141

4,19

| feel that the Sukabumi District Public
Library staff cares about my needs as a
user.

20

62

129

76

101

3,45

The Sukabumi Regency Public Library
applies equal rights and does not
discriminate in providing services.

23

73

105

128

59

3,33

10

The library room at the Sukabumi
District Public Library is always clean
and well maintained.

30

108

70

128

52

3,16

11

The interior design of the library at the
Sukabumi District Public Library is
interesting and invites my interest as a
user.

24

66

76

78

144

3,65

12

The location of the library in the
Sukabumi District Public Library is
strategic and easy to reach.

76

37

86

134

55

3,14

13

Sukabumi District Public Library
officers are always willing to help users.

24

59

57

189

59

3,52

14

Sukabumi District Public Library
officers are responsive in responding to
user complaints.

75

54

68

65

126

3,29

15

The service process at the Sukabumi

District Public Library runs quickly.

29

56

68

123

112

3,60

Average

3,68

(Good)

Source: Data processed by researchers, 2023

shows the results of the responses of 388 user respondents to the variable statement of
service quality. From a total of fifteen statements, the majority of respondents agreed to the
statements that had been submitted. The statement that shows the lowest average value is
statement number 12, namely "The location of the library at the Sukabumi Regency Public
Library is strategic and easy to reach” While the statement that shows the highest average value
Is statement number 7, namely "Sukabumi Regency Public Library Officers in earnest™.

User Satisfaction

User satisfaction is very important in evaluating the quality of services provided by the
library. Users will be satisfied if the library provides good accessibility, both physically and
through online platforms, so that they can easily access library collections and services. In
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addition, the availability of collections that are relevant to the needs of users, whether in the
form of books, journals, articles or other sources of information, also contributes to their
satisfaction. Then, the assistance provided by librarians, both in helping to find sources of
information and providing guidelines for use, greatly influences user satisfaction. Adequate
facilities and technology, such as comfortable reading rooms, fast internet access, and modern
equipment, are also important factors in creating user satisfaction. In addition, the existence of
interesting programs and events that suit the interests and needs of users can also increase their
satisfaction. Therefore, to improve service quality and create a satisfying environment for
users, libraries need to continuously measure the level of satisfaction of users and pay attention
to their needs and expectations. The user responses to user satisfaction at the Sukabumi
Regency Public Library, namely:

Respondents' Responses to User Satisfaction

User Satisfaction Average
No. Indicator STS | TS N S SS
I am satisfied with the availability of a
1 | collection of reading materials at the 30 60 72 | 165 | 61 3,43

Sukabumi District Public Library.

The services provided by the Sukabumi

2 District Public Library are in accordance 23 115 |1 79 | 115 | 56 3,17

with my expectations.

The infrastructure facilities at the

3 | Sukabumi District Public Library are in 22 55 [ 128 | 82 | 101 3,48

accordance with my expectations.

I am interested in making a return visit to

the Sukabumi District Public Library

because the services provided have been

satisfactory.

I am interested in making a return visit to

the Sukabumi Regency Public Library

because | get good benefits after utilizing

a collection of reading materials.

I am interested in making a return visit to

the Sukabumi Regency Public Library

because the infrastructure facilities

provided are adequate.

I will advise friends or relatives to visit

the Sukabumi District Public Library

because the services provided have been

satisfactory.

I would suggest friends or relatives to

8 vi_sit the Sukabumi D_istrict Public 1 14 | a7 | 223 | 103 4,06
Library because the infrastructure

facilities provided are adequate.

I will suggest friends or relatives to visit

9 | the Sukabumi District Public Library 2 13 | 46 | 190 | 137 4,15

because they can get good benefits.

24 45 87 | 175 | 57 3,51

75 117 | 77 66 53 2,76

66 52 [ 124 | 68 78 3,10

1 8 40 | 236 | 103 411

3,53

Average (Good)

Source: Data processed by researchers, 2023

shows the results of the responses of 388 user respondents to the statement of the user
satisfaction variable. From a total of nine statements, the majority of respondents agreed to the
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statements that had been submitted. The statement that shows the lowest average value is the
statement with number 5, namely "I am interested in making a return visit to the Public Library
of Sukabumi Regency because | get good benefits after utilizing a collection of reading
materials." Meanwhile, the statement that shows the average value is the statement with
number 9, namely "I will advise friends or relatives to visit the Sukabumi District Public
Library because they can get good benefits."

Officer Credibility

The credibility of librarians has an important role in building user trust and satisfaction
with the services provided. Librarian trust in librarians depends on several factors, including
the competence of librarians, reliability in providing accurate and up-to-date information, and
integrity in maintaining professional ethics. Librarians who are competent and skilled in
helping users find sources of information, provide appropriate advice, and provide guidance in
using library technology will increase their credibility. In addition, the reliability of officers in
keeping promises, maintaining the confidentiality of users' personal information, and
responding quickly to requests and questions from users will also strengthen their credibility.
The responsiveness and professional appearance of librarians also play a role in building user
trust and satisfaction. By maintaining the quality and credibility of librarians, libraries can
create a trusted environment and provide satisfying services for users. The user responses to
the credibility of the Sukabumi District Public Library officers, namely:

Respondents' responses to the credibility of officers

officer credibility Average
No. Indicator STS | TS N S SS
1 !_lbrarlan_s are able to convey the correct 2 13 | 29 | 157 | 167 422
information.
2 lerarlans are able to provide good 2 8 13 | 167 | 168 427
advice.
3 Librarians have integrity in providing 4 10 | 59 | 195 | 120 4,07
answers.
4 L|brz?1r|an§ are able to build good 4 16 53 | 178 | 137 4,10
relationships.
5 L|brz?1r|an_s are abl_e to provide the 10 a2 | 106 | 139 | 88 3,65
required information.
6 lerarlaps are ab_le to help find 1 16 85 | 158 | 128 4,02
appropriate reading sources.
7 Librarians are able to communicate well. 4 10 51 | 178 | 145 4,16
8 The librarian is able to solve the 5 7 13 | 171 | 162 423
problem.
9 Librarians are attractive. 3 6 34 | 189 | 156 4,26
10 | Librarians have confidence. 4 10 40 | 207 | 127 4,14
11 | Librarians are friendly. 2 10 | 39 | 223 | 114 4,13
12 | Librarians are polite. 3 14 | 55 | 184 | 132 4,10
4,11
Average (Good)

Source: Data processed by researchers, 2023

shows the results of the responses of 388 user respondents to the statement of the
officer's credibility variable. From a total of twelve statements, the majority of respondents
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agreed to the statements that had been submitted. The statement that shows the lowest average
value is statement number 5, namely "Library staff is able to provide the information needed"
While the statement that shows the highest average value is statement number 2, namely
"Library staff is able to provide good advice".

Measurement Model Test Results (Outer Model)

Validity Test

According to Hair et al., (2017) in measuring convergent validity, a suitable assessment
Is an assessment with the AVE (Average Variance Extracted) standard. In addition, the average
value of validity analysis (AVE) in each variable must be higher than 0.5 in order to have a
stable validity value.

Convergent Validity Results (Outer Loadings)

User Employee | Service
Satisfaction | Credibility | quality

KPL1 0.040
KPL10 0.765
KPL11 0.676
KPL12 0.655
KPL13 0.713
KPL14 0.746
KPL15 0.625
KPL2 0.207
KPL3 0.154
KPL4 0.203
KPL5 0.198
KPL6 0.172
KPL7 0.296
KPL8 0.779
KPL9 0.751
KPU1 0.747

KPU2 0.776

KPU3 0.812

KPU4 0.794

KPU5 0.473

KPUB 0.642

KPU7 0.093

KPU8 0.141

KPU9 0.128

KRD1 0.665

KRD10 0.758

KRD11 0.638

KRD12 0.708

KRD2 0.721
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KRD3 0.308
KRD4 0.320
KRD5 0.451
KRD6 0.266
KRD7 0.702
KRD8 0.703
KRD9 0.730

Source: Data processed by researchers, 2023

E-ISSN 22722 - 2985

From the table above, it can be seen that the results of the outer loadings of convergent
validity show a value > 0.5. This means that there are indicators that do not meet the
convergent validity requirements, namely KPL1, KPL2, KPL3, KPL4, KPL5, KPL6, KPL?7,
KPU5, KPU7, KPU8, KPU9, KRD3, KRD4, KRD5 and KRD6 Based on the table containing
the results of the convergent validity test. Cells with black numbers show valid data, while red
ones show invalid data. If there are invalid data results, a re-test is carried out by removing
problematic indicators. This retest was carried out with the aim of knowing whether the
indicator should be deleted or can be maintained. The results of the convergent validity and
reliability tests can be seen as follows:

Final Convergent Validity (Outer Loadings) Results

User Employee | Service
Satisfaction | Credibility | quality

KPL10 0.802
KPL11 0.693
KPL12 0.690
KPL13 0.712
KPL14 0.776
KPL15 0.634
KPL8 0.812
KPL9 0.770
KPU1 0.754

KPU2 0.789

KPU3 0.846

KPU4 0.797

KPU6 0.606

KRD1 0.613

KRD10 0.806

KRD11 0.591

KRD12 0.686

KRD2 0.715

KRD7 0.709

KRD8 0.730

KRD9 0.742

Source: Data processed by researchers, 2023
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Based on the table, after re-testing by removing some invalid indicators, new loading

factors values were obtained. The results of this data show that all the remaining indicators are
valid

Results of Average Variance Extracted

Variabel AVE Critical Value | Information
Service quality 0.545 >0.5 Valid
Officer credibility 0.593 >0.5 Valid
User satisfaction 0.661 >0.5 Valid

Source: Data processed by researchers, 2023

From the table above, it can be seen that the Average Variance Extracted (AVE) results

show a value of > 0.5, which means that the values of all these variables are valid (Hair et al.,
2017).

Reliability Test
a. Cronbach’s Alpha test

Hair et al., (2017) state that the Cronbach's alpha value must be greater than > 0.6.

Cronbach's Alpha Test Results

Critical
Variable Cronbach’s Alpha Value Information
Service quality 0.879 > 0.6 Valid
Officer credibility 0.859 >0.6 Valid
User satisfaction 0.817 > 0.6 Valid

Source: Data processed by researchers, 2023

From table 4.10 it can be seen that all results on the Cronbach's alpha test are declared
valid because they achieve a value greater than > 0.6, which means that the value is reliable. So
that the data is feasible to use for the next stage.

b. Composite Reliability Test

According to Hair et al., (2017) explains that the standard value or minimum value of

the composite reliability test in this study is acceptable and said to be consistently reliable if it
gives a value of 0.6 or greater > 0.7.

Composite Reliability Results

Variable Composite Reliability
Service quality 0.905
Officer credibility 0.885
User satisfaction 0.873

Source: Data processed by researchers, 2023
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From the table above it can be seen that all the results on the composite reliability test
value have achieved greater than 0.7. This means that the value is reliable.

4.3.2 Inner Models
a. Coefficient of Determination (R2)
Hair et al., (2017) explained that through the Partial Least Square (PLS) method, the R?
value is divided into 3 groups, namely:
- R% value of 0.7 = large (strong / substantial)
- R? value of 0.5 = moderate (medium / moderate)
- R?value of 0.25 = small (weak)

R2 Square results

R-square
Officer credibility 0.002
User satisfaction 0.701

Source: Data processed by researchers, 2023

In the table above it is known that the R2 value for the influence of officer credibility is
0.002. This means that the ability of the independent variable, namely the quality of service in
explaining the variable Credibility of officers is 0.2%, which means it has a small effect (weak)
and the remainder, namely 99.8%, is determined by other variables outside those discussed in
this study. While the ability of the officer's credibility variable in explaining the user
satisfaction variable is 70.1%, meaning that it has a small influence (weak) and the remaining
29.9% is determined by other variables outside those discussed in this study.

b. Path Coefficient
Hair et al., (2017) stated that the results of the study would be significant if the
significance level reached 5% or the equivalent of 0.05. As for the results

Figure Path coefficient test results
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Path coefficient test results

User Officer Service
Satisfaction | Credibility | quality

User Satisfaction
Officer Credibility 0.042

Service quality 0.047
Source: Data processed by researchers, 2023

Based on the table above, it explains the path coefficient value of the service quality
variable on officer credibility of 0.047, this shows that the service quality variable has a
positive effect on officer credibility. While the variable officer credibility on user satisfaction is
0.042, this shows that the officer credibility variable has a positive effect on user satisfaction.

Hypothesis Testing

Testing the hypothesis in this study aims to determine whether the hypothesis that has
been made can be accepted or rejected. This test can be seen from the t-statistics and p-values
contained in the path analysis between variables (path analysis) through the bootstrapping
method.

Bootstrapping results

: T Statistics P :
Variable (|O/STDEV]) | Values Information
service quality -> officer credibility 2.885 0.006 Accepted
officer credibility -> user satisfaction 9.689 0.000 | Accepted
Specific Indirect Testing
Variable Relations | Mark p-values Conclusion Mediation Status
0.008 Significant there is mediation
Service quality — (Mediation)
Officer credibility
— User
satisfaction

From the table it can be interpreted the seven hypotheses as follows:
1) The first hypothesis is that there is an influence between the quality of service on the
credibility of officers because the test results have a p-value of 0.006, which means that the
value is below 0.05 so it has a significant result.
2) The second hypothesis is that there is an influence between the credibility of officers on
user satisfaction because the p-value test results are 0.000, which means that the value is
below 0.05 so it has significant results.
3) The third hypothesis is that there is an influence between service quality and user
satisfaction through the credibility of the officers because the test results have a p-value of
0.008, which means that the value is below 0.05 so it has a significant result.
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Service quality has a significant and significant influence on the credibility of officers.

The results of the H1 test which show that the acceptance of service quality has a direct
and significant effect on the credibility of the Sukabumi District Public Library staff indicating
that the quality of service received by library visitors has a significant impact on visitors'
perceptions of the credibility of staff at the library.

In this context, "acceptable quality of service" at the Sukabumi District Public Library
refers to how visitors experience and evaluate the quality of service they receive from
librarians. This includes factors such as service speed and efficiency, courtesy and friendliness
of the staff, clarity of information provided, and the ability of the staff to provide assistance or
answers to visitor questions.

In this context, “credibility of officers™ refers to the level of trust and confidence visitors
have in the knowledge, competence, and integrity of librarians. The higher the quality of
service received by visitors, the higher the credibility of officers who are trusted by visitors in
providing quality services and meeting their needs.

The results of this H1 test indicate that there is a positive relationship between the quality
of service received by visitors and their perception of the credibility of officers at the
Sukabumi District Public Library. In this context, improving and improving the quality of
services provided by librarians can increase visitors' perceptions of the credibility of officers,
which in turn can contribute to visitor satisfaction and loyalty to the library.

Aspects that affect source credibility according to Venus (2018) are 1) Trustworthiness,
related to the assessment given by users to librarians when providing correct information,
librarians are objective when giving suggestions, and have integrity in providing answers to
questions asked. This assessment is given based on the experience felt by users while in the
library. Trustworthiness is an important factor in source credibility. A librarian will lose his
trust when he is deemed to have no personal integrity even though his librarian conveys his
message calmly and masters the material being discussed. 2) Expertise, related to assessment
by users where librarians can provide services such as providing needed information, helping
users find appropriate reading sources, and being able to communicate with users, as well as
with the university that houses them. 3) Attractiveness, divided into physical attractiveness
possessed by a librarian and psychological identification of a librarian, and is explained as
follows a) Physical attractiveness is the appearance of a librarian which will influence how the
user perceives his appearance. Because librarians who have social appeal will get more
attention from users, are more appreciated and accepted by users who come to the library.
Librarians will also get a positive response when interacting with users. b) Psychological
attractiveness, on the aspect of psychological attractiveness related to similarity or
resemblance. This means that librarians and librarians have similarities in language, are not too
far apart in generations so that they can still be invited to talk comfortably, although they must
maintain politeness.

Credibility of officers has a positive and significant influence on user satisfaction.

The results of the H2 test which show that the acceptance of officer credibility has a
direct and significant influence on user satisfaction at the Sukabumi District Public Library
indicates that officer credibility has an important role in creating user satisfaction in the library.
In this context, "acceptance of officer credibility” refers to the user's perception of the
knowledge, competence, and integrity of librarians at the Sukabumi District Public Library.
The higher the credibility of the officers received by users, the greater their trust and
confidence in the officers' ability to provide quality services and meet their needs.

"User satisfaction" refers to the level of user satisfaction and satisfaction with the
services and facilities provided by the Sukabumi District Public Library. Factors such as the
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quality of the collection of books, accessibility of facilities, cleanliness, clarity of information
provided, and interactions with officers can affect the level of user satisfaction.

The results of this H2 test indicate that there is a positive relationship between the
credibility of the officers received by users and user satisfaction at the Sukabumi District
Public Library. This indicates that the higher the credibility of the officers, the higher the level
of user satisfaction. Thus, it is important for libraries to ensure that their officers have adequate
knowledge, competence, and high integrity in providing services to users. These results are in
line with the research of Handayani, et al., (2020) which states that credibility affects user
satisfaction.

Service quality has a significant and positive influence on user satisfaction through the
credibility of officers.

The results of the H3 test which show that the quality of service received has an
influence on user satisfaction through the credibility of the Sukabumi Regency Public Library
officers indicating that the credibility of the officer acts as a mediator between the quality of
service received by users and the level of user satisfaction in the library.

In this context, "acceptable quality of service" refers to how users experience and
evaluate the quality of service they receive from the library. This includes various aspects such
as speed of service, accessibility of book collections, convenience of facilities, clarity of
information, and interaction with officers.

"Officer credibility” refers to the user's perception of the knowledge, competence, and
integrity of librarians at the Sukabumi District Public Library. The higher the credibility of the
officers received by users, the greater their trust and confidence in the officers' ability to
provide quality services.

"User satisfaction™ refers to the level of user satisfaction and satisfaction with the
services and facilities provided by the library. This level of satisfaction can be influenced by
factors such as quality of service, adequate collection of books, convenience of facilities,
clarity of information, and positive interactions with officers.

The results of this H3 test indicate that the credibility of the officer acts as a mediator
between the quality of service received by users and the level of satisfaction of users at the
Public Library of Sukabumi Regency. That is, the quality of service received by users affects
their perception of the credibility of officers, which in turn affects the level of user satisfaction.

CONCLUSIONS

Service quality has a significant and positive influence on the credibility of officers at
the Sukabumi District Public Library. This shows that the quality of service received by
visitors plays an important role in shaping visitors' perceptions of the credibility of officers.

Credibility of officers has a significant and positive influence on user satisfaction at
the Sukabumi District Public Library. The higher the credibility of the officers felt by users, the
higher the level of user satisfaction with the services and facilities provided.

Service quality has a significant and positive influence on user satisfaction through
the credibility of officers. The credibility of the officer acts as a mediator between the
acceptance of service quality by users and the level of user satisfaction. In other words, high
service quality will increase the credibility of officers, which in turn will increase user
satisfaction.
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