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Ilis ~lllJy ,um i., to d~tt:mline the role of cu~tomer ":tlue in 
medlatmg the effect of ,>en-Ice qualLty to customer 
sillisfaclion. The!e are three \ ;tnables th;tl \\-ere analyzed. 
Il ~mely ~e[\-icc qualit}, ~mtolller alue and Cll:>LOmer 
satisf[lctlOn The reearch wa cnnducteu llsing descriptive 
anJ ,-elificatife Thi le')eareb i. IIlw-.llgales the milu e-ncc 
amongst omt: \'anable<, u~lI1g regressIOn techuiques. Da ta 
l-efe (;Qlleet d using a qUl: tillllnaire \'ith Lik rt cal~ 

Pro.:e<,sing of lht: Jara i" USing mulupl regre ~ion anal) '>I~. 
\1 hIlc desc Iptlve dara allaly~is "'a<, uSlIlg averag.c lcdUliljue. 

nle re~ulL . ho\1 eJ tbat rcgre ...... inn coefficients ur ~eT\ ice 
ljulllity to ~ati~L~ll.:lIon IS J.eM ~ jlh n p-\ alll 0000 (p OU5). 

Re!:"e~ion coelJicient \1 i1h tl1L ~enlce qUflli~ 1f lltumer 
value i... 0 76~ \\ ilh n p-\ .-Ilue f) .()On Cpo D,O:;) Regre ~IOn 
coetliClcllt for cU!:>lOmcr 'aluc to clIstomer s:lli E1Ctiol1 is 

0.657 \\ith a p-'3Iue 0000 (p ... O.05) On the olher hanJ 
regre'>si I coefficlell t of seT\'IC quahlY and customer value 
to Cll<;tomer 'ati faction simultane,)lI 1~ arc 0(\88 \\ ith p 
\ alue 0.000 for efreCl of eT\ ice quality to cu:>Lomer 
satlsfaction_ ,uld 0 153 ior effect of cllstomer \'alue 0 

sati~t · ' lion wllh r \;due 0.0'7 (p 005). The regre . .,ion 
coefficient::. ~bl \\ that the Ctbtomer \ a1ue In the l nI 'ersity 
Library \Yldvatnmn hac.; no role in medl(lling the eiIed of 
,>cT\'ice qualit:. 10 custom r '>atisfacIlllll . nli.- can be c:.Iu-.ed 
by the ':lI~IOlUer understallds that the library only flO;; n mean~ 

I,r supporting: their learning fl.:ti\·ities su that they un not 
questioning the HIlle (co:-.t) that the) ..,acnij~·ed tn I.'neril. In 
flllS research. thl.' author.;; al.;;o make some recol1l111endatiou~ 

Ke~ '''ord,: Library. S'ell7ce QualifY. Cllsromer mlllc, 
CII~fomer u{i~laCli()11 

T~TRODl'CTIO~ 
Table 1. Show,> the l1lunb l,r ~tllJen l s \'isit~ to I 11l[,I~ during the year 20 II It show _ the uedine lemlency in student \ islt 
to the llbrary of the Flli\ er"ilY \\-iJ\-atlll:t_ lht· dedining sug:gt:~1. a deLrcase In the lluahl~ llf ~en Ices that may be IlUpact on 
~mdcnb sat.Lstaclton tiS cmtolllcr ofllbrary. nle data iuJI ,11 '<' lhat the Jedll1\1lg t end III the umnher or \ i ils to the Itbrory l)j" 

tb (Tnl\er<;it~ \\ 'id:\iIlUlnll uepict" ,\ \eakening of Clhlllmer inlt:rc I in u<;ing lihrary facilitit:s_ anJ al 0 ~hu\l eJ decllumg 
customer sali"Cllclj(l1l on library eT\!C~,> 

Table 1 - Number of IIlslt to the Ubrary 
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Yang :md Peters u. and Su an Evan", i11 Reni (2007 25) 
' ugge-( d lhalthe research which de cnbc the process sand 
mechani 'm of cu!> t mer sa llsfac lion \! !hieh cau be rea li zed 
th rough lIs10mer "altle is necessary. The study of the efleel 
of sen'iee 11ll1hry on ell tomer alue and Cll. tomer 
::.atJsfaction has been tuclied by Selmi (2007) who found lhal 
all dimension of sen'ice qUll lity (assurauce, ta ngible 
r~~ponSl\'enes' reliability amI empatby) have positi\' and 
Ignilicant impact on customer value . Thus. it can be 

concluded tha t the quality of e 'ice will incre-a 'e customer 
val ue \dditinnally lbe study of the effect of service qualit, ' 
n consumer ~ ati faction was also conducted by Reni (2 007) 

amI Zulganef and RaLhiem (20 I 0) 
This sl1Idy examines the relat ion~h ip between ~en'i c e tjualit) . 
Customer ::'ati<.fac tion. and c u~tomer \';li ue of Patient of a 

emarang Hospi tal Tclllgore)o The results 5l ()\\ ed Lha t all 
ullnen. ions of n'ice quality, namel\' rel iabilit),. responsin'. 
empathy. a surance HllU tangible allcet 011 the cuqomer 
satif>faction through customer \'alue. Refernng tll pre\'iou:, 
Tt"search and the phe11l1menOll menlit'ne abll\'e. this sl'udy 
aimed [ analyze the rel atil)n~hip het\n: n the services 
provided by hbrar ian. \'n llle and customer s:ltlsl:'1CliOn. 

LITERATllRE RE'~IE'V, 
TIu~ .,tudy based on ~ome pr \'lOUS studlC<' 015 rcierence. such 
a!> arbarino (lnd Jc hn n (1999) , Rachmat (2003) Sanw,>ir 
(2()05) Deely C~OOh Reni (~O()7) . I'vlanullang (2008). and 
lLllganef and Racbicm (2010) work.. Accoruing to 
P~nasttraman . Zenhnml find Berry til Tjiplpn(.) 20 I I 198' 
lht"re are fi\ e dimension iliat nre used to analv7c the Sef\'lCe 
wludl mel the eu toruer' expectalwll . ie RelIabILity, 
ReSpOSI\elleSS A~surance . Empathy. ~lIld TangIbles 

The Cvn luner" in chot! ing a producl or "en icc does Dll t 

unly depend on the qUAht)' of ~en'iee.., but al<;o depend,> on 
the \ 'aiUe percei\' d by lilt: ClI"lllmer ill nlel thaI. lhe 
company musl add a \ altlt" thaL can make cu~tL)merS gel \\ haL 
the) payor more than tbe: expected {\ that the ('ompany can 
retain their cu)toma (Crc1!llll . :won Broekbui/en and JHger 
2004 Lam. 2(02) in Dedy (2007) 

Accordmg to Kotler and Keller cn09: 14) the ofkTing llf 

Lompnny will be succt" 'ful If it eleli\ 'er \'nlue and 
snti:.i'aclion to Lhe t<lrgd bu') e:r '1 ht' YaJut" \\ ill ulCfeAses tn 

llOt" \\,lth qualtlY and ~en ice ~brketlDg: I' an nLti\'lty to 

identify creote communicate, del iver and tnnnitor customel 
\'alue (Kotler and Kdkr 2009) 111l', udinitlO11 ugge: ' teu lhat 
\ aillt: is an importilnl concept or nlriable 111 the (I'ld of 
\ [arkeling Additionally. sAti"fndJLln relleci a per-on'~ 

Judgment about the perfonlll1l1ct" of the pfllduc t ~ (( r 
tlllteome) III relfllinn tll lht'ir e'\.pt:Ltatlon~. Hthe performance 

ufthe product ill nCl'llrJrulce \\llb their t'xpectnti(ln!>. then the 

CU~lomer I . atlsrlC'U. If tht: product perfnrnl:1Uee e.\c eed~ 

e:xpe;:CtHtto1l5 the cu<;tomer i" happ) H~l\\ewr If the 
pertonmmce of the product b bdl\\ t'xpectalion~ . theu Uk 
customer will be un atisfled 

\\'iu, 'atamn l ni ver it, ' Library a a place 10 help snldenL 
acquire reference books infom1atioll, and Rrtlc1cs in journal 
should be able to provJ(Je ,R ti fa ctory sen'ice to the 

customers. In add ition. the Un i\'er ~ity Lihrary Widyatama 
sh uld be able to Illcrea<;e the \'3lue for Ihe cu~tomcr becn use 
the 'alue is the k y tu marketing success. !l \ ell as 
marketmg: ddinition propo ed by Ko tler and Kcl k r (2011). 
the Cll turner i the ma in subject f r any college library. In 
additIon. value creali n is 31 0 H producer that \\ as crealed 
for customer sa tisfnction 'allle for cllstomers is a benefit 
tlult ~bUllid be pos"e ' ed by library ell tOll1er~ . 

Zulganef and Rachiem 20 I 0) found that CLlst mer "al tle ll:]~ 
a r la ti onhip ~ \' ilh cU, tomer satisfactlCll1, Garbarino and 
Johl1s()o (1 999) revea led lhat the att il11de towards the ::.ervi c 
attributes (arntudes play) have a relation hlP \\'ith 
satL fa llioo \\llile re"earch Zulgnnef (2002) re\'ealeLl [hat 
tbe attitude of ant' of the attribu\\!s of sen ices I.e the 
process. had 110 relation lup with sa ti st:'1ctioll 111e difference 
in re~ttlt. Garbarino anLl Jnhn on (1999) with the 7 ulganef 
l~ 002) pro\'lde an opportunity 10 venfy the rela tion~hip 

b t\1' 'en alt itude toward lhe attributes ot senrice<; \\ ith 
customer satisfaction. Referring to the Garbarino and 
John. on (1999). and lulganef (2002), Bnd Lulgancf and 
Rachiem (2( 10) abo\'e the author devdope [our hypothesis 
of uns study these are : 

IT I Th ere 1) ,/ posifil'e ,;md o;igllijrc<lnf relatio/1sh,p hetweell 

Sell'lCe qllallty "nd CIIS(f)JIIer 5afisfilcllOII , 

H2 : Ther. i , a po~ili1'e and signiTic((1lf relGliol/shlp between 

Clls /omer .~iI'israc/ion and e/ls/omer 1'a/lle. 

H3 : 17lere is (/ POSlfll'l: and \' igl1!fiumf re{m;ollship heIWeen 

l'mfomer ndue l.md cl/.I/omcr sut/<;(acfioll . 

H-l : 	nlBre IS a mcdwfillR ~{reci of CliSTomer mIlle ill 

reforianship berween 5e117ce qllality Wid clIstomer 

satisfuction 

Based on the pre\'ious re<;enrcb abo\'c. tht' re..earch model of 

thi!> . rud~ i. iu lhe: f tlowing IIg:llr~ 1 

Figure] - Re<,eal'ch Paradigm 

Se r"l l ~ (usto me r 

\ . Qualu\' '.~ 

RESEARCH DESIG_ r 

[he 1\ pI.' f this re"earch j:. \eri fication that the l11elhod~ U. eel 
to le~l the t ltll of n. knowledge (Marzuki, 2002: ) \\ hereas 
the melhod used wa, a ~un't'y using a l}uesnnnnaire a~ a Jat:l 
collection tool with the unit of analy.;;i" IS the ,>rudelll as 
library lL~eT~ of\\-1l1yatarua llni l'ersuy Bandung 
The: pnpulation 'f lIm tuuy \\ as all srudcnts of the 
l'ni,'er,ity that regist 'reel ~'Jd\'atama ~em\!ster a' Cl student 
in 201/ _0 I 2 Sampling ll"eJ \Va~ <;tratllJcd rnndlll11 
s31l11)hng which IS a method ror :.ampllUg by fir~t das... ifymg 
the populflliotl inlo sub - lr:H<l ba~ed OD certmn criteria then 
allocate prOIOnioJ1Hleiv to the' numher f srilllpies in ach 
,tra lWl1 . 



le selection of n respondent \\"a~ done through ~ imp le 

random sampling. \~hich i~ the most Juecl wa~ to maxImize 
the dUltlce o f ;.eleC!lllg resplodent fl m rerresentntiw 
sHillpleThe ampling tcchruque that \Va - used in thi~ st1ldy i, 
Yamane fnrllllllH (RakhmaL 200-+ 8~ ) as fo l1o\\y -LImb r of 
students is 4041. 

Ba!:>ed on Yamane formula (Rakhmnt. 2004) the mll1lll1Um 

sllmple of 404 1 porulatl)n IS as f 1I0ws 

40­H 
n = 

4041 ( 0 .1 ) 2 • I 
= 97 . 58,-1 . . . respo nde nts. 

illS fl'lllldeJ to 9C) 

re plJ odenrs 

Because there is it program rudy that not repr senleu due t 

the proportion is 05° 0 I.e . Japanese and multimedia then the 
number of sample i rounded to 99 A..II \'uriables were 
measured using Likert ode sm-:e it I~ useti In measure the 
attlluties, opiniol1<; and perception of a person or a group ot 

social phenomenon (Sugivono. 2008) . 

The anAly i technique L1sed IS the h erarcbicfl l regressIOn 
u llaly ' i~ , \\ hereas the regres ion model med in te ting the 
mediating r01e of cu<;tt1rner \'alue IS as fo llows : 

Z = bo, - b"X t e1 

Y= bo~ + b1,X- e 
Z =bll-b l Y - e.. 
Z o: \ ., - b,~X -'- h!~Y - eJ 

,,"bere : 

Z - Customer SfltIsbCliOD 
X = -er\'Ke Quality 
Y= Customer \ '(1 1L1~ 

Accordlng t HO\\·e11 (200 1)_fI re-latH D.ship mediatIOn 0 curs 

when the relatIOnship between the vanah]e · I inJepenJent) 
and variable D (depenUenl) mcuiall.'J by the \'anable M 
(mt!dlator) . To te I the meJiating function of the \'ariabk N[ 
in the relationship berween rhe va(lablesl and 0 nmables are 
a n(1 1~ led thro ugh rom (~) reg re<"l()l1 model,>. namel\ • 

D = function (1) T sling the relationship between 1 ilnd !vi 
ami 

D = fimcllon cvn Iestillg the rclnllOI1!>JlIp bet vet:!1 N[ and 

D 
D = fuUlrion (I. \1) . Te~ting the relatiml')hlp beli\eenl aIlu 

M \'ic11D 

If D - f (T) or the relatIOnship between 1 and D 19n.iticaJld _ 
1\1 - r (1) r Ihe relfltion hip bel,\een r anJ 11 qgmticanll~ 
and D = f ( ~1) or the relation. hip bc:lw('t'u ;vI and D 
SigJliEcant. and the relalionslllp het\\"(~en I and D 
in"igruficalH in the fUllction D = 1· (L \if) or Ih r )ati'ln~hip I 

and :,.[ WIth 0: then it can be uecided thnt the relatiol1~hip 
b~ t\ 'een ] ami D medi<lted fully by:'!. r.krum hilt: . If the 
relatjuu~h ip between 1 ami D signi flcantly in thl"! [un'tlon D 
= f (L NI) _it \\·as consIdered that the reiatlOl1shlp bet\, een I 
anu D meuJ;HeU partially b~ I 

RESllLT AND DISClTSSION 
Regres Ion model were u_ ed in te~tlJlg Clls t mer ' -aI Lle as 
mcciwung role In the re1ationslllp between ~ ef\ · l ce quality 
ami ~ tl . tomer sati faction through ... stag <; a<; follows : 

Table::! shows the fir t stage of data proces~ing which .,ho\\· 
that quality o f service i ~i gnificantly po itively lm]nCl to 
cllstomer ~atisbttlOn _ in \ hich tile regre , inn coefficient. 
bll is 1.090 find p-\·~ lue i, "O.():' . thereby expressed that 
en;ce qualit) significantly influence customers' 

satisfaction on using ofWidyatama ( 'niversity library. 

Table 2 - Regression CoeffiCient of Service Quality on Customer Satisfaction 

Coefficients ' 

Mode l 

Unstandardized 
Coefficients 

Standardized 
CoeffiCIents 

t Sig.B Std. Error Beta 

I (Constant) 

Serv ice 
Quality 

-. 402 

1.090 

.336 

.088 .784 

·1.195 

12.424 

.235 

000 

a Dependent Var,able : Customer Satisfaction 

lable 3 .,hm\ <, the seconJ 'SI r ge of the data pc ce~sing. it 
.shl1W~ that the SCf\'ICt" qualiry ~igniJlcanlly and pO~lti\'dy 

as .\ >cinted with t:ustomer \ alue where the regre sion 
t:1l ffiClenh b [2 is 0 768 and p-value i... ~·o 0:; anu therefore 

expbmed that the service qnalj~· 'iignificaDtI~· inlluence 
cu~tomer niue in u ing the library of th" l"niversif)' 
\Yidyal<lma. 

Table 3 . Regression coefficient of Service Quality on Customer Value 

Coefficients' 

Model 

Unstandardlzed 
Coefficients 

Standard,zed 
Coefficients 

t 519 _B Std Error Beta 

1 (Constant) 

Service 
Quality 

1.052 

.768 

.375 

.098 ,623 

2.806 

7843 

.006 

000 

a. Dependent Vanable Customer Value 

3. Z = b ) -b]JY --'- e
O J 



4. 

4 




3. 	 Holbrook (1 999) reveal that many values Aare Tj iptono, randy, 201 L Service, QlIalify and . a f/~fation, 

assoc.iated with the positiorlillg, refe rring to the opin ions Yogynkarla , ncb Offset. 
of Holbrook (1999) , it can be concluded thaI customer Zulganef (2 002):T-Iubungan anlara Sikap terbadap Bukti 
value has no role in ill diating the relation hip bet\,veen i ik Proses. dtU1 KarYa\N3ll dengan Kualitas 
service quality to customer 'ati 'f,Ktion because tile Keterhubungan, serla Perannya dalam Menimbulkan fi at 
library does not create any posil joning into cll stomer Ulang Membeli dan loyalitas ," Jllrnal Rise! Ekonomi da n 
(student) minds , in the sense of not having spec ific Ma najemen , September 
characteristi cs (diff! rentiation) that can di_linguish with 
other lihraries , so librarial1' must reate lmiqueness of the 
Widyatama library. for example by challging the layout or 
giye the ea e atmosphere with musIc or ungs. 

*) Thi!; paper is a part of Cucu llodijab Magister thesis 
in Magister Management Programme of " 'idyatama 
University. 
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