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Abstract 
OPAC is a computer-based information retrieval system used by users to browse the collection 
of a library or other unit of information. At Riau Islamic University, OPAC has been 
implementing OPAC since 2010 to make it easier for library visitors to get information about 
the reading materials sought in the Library quickly and easily. During its implementation, 
obstacles were found, namely frequent disturbances, lack of computer facilities in the library, 
inconsistency of existing data, and no complaint services. This study aims to determine the 
factors of user satisfaction with OPAC at Riau Islamic University based on the E-Servqual 
variables, namely the Efficiency, Reliability, Fulfillment, Privacy, Responsiveness, 
Compensation, and Contact variables. The results of the study seen from the T-statistics value 
showed that 3 hypotheses were accepted and 4 hypotheses were rejected, which showed that 
there were several shortcomings of the application of OPAC at Riau Islamic University, namely 
in Efficiency, Responsiveness Compensation and variable Contact. 

 
Keywords—E-Servqual, Satisfaction, SPSS, OPAC 

 
 

1. INTRODUCTION 
 

OPAC is a computer-based information retrieval system used by users to browse the 
collection of a library or other unit of information. At Riau Islamic University, OPAC has been 
implementing OPAC since 2010 to make it easier for library visitors to get information about 
the reading materials sought in the Library quickly and easily [1]. 

Based on the results of observations and interviews conducted with 1 OPAC admin, 5 
students of Riau Islamic University, 3 lecturers of Riau Islamic University and 2 general as 
users of OPAC, found obstacles and problems contained in OPAC which are described in table 
1.1 as follows: 

 
Table 1. Problems at OPAC Riau Islamic University 

No Dimension Problems 

1 Efficiency There are frequent glitches in OPAC so that the search process that 
is carried out becomes long to access. 

 
 

2 

 
 

Reliability 

a. OPAC often experiences problems / errors in the system so that 
often library services become disrupted for visitors who want to 
find reading materials 

b. Lack of computer facilities in the library to access OPAC so as to 
make visitors queue when using OPAC 

 
3 

 
Fulfillment 

a. There are often inconsistencies in the data of the reading material 
that visitors are looking for, where when visitors search the 
bookshelves indicated by OPAC, visitors do not find the reading 
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  material sought 

b. Info on reading materials that are not up to date, at which time the 
reading material you want to find has been borrowed by others 
but the OPAC explains that the reading material in question is 
still available 

 
4 

 
Responsiviness 

OPAC displays search results that do not match what visitors want 
to search for, making it difficult for visitors to find reading material 
they want to read 

5 Compensation The Library does not respond to users if  the information of reading 
materials needed by users cannot be found in OPAC 

 

From the above problems, the OPAC service at Riau Islamic University is not optimal. 
OPAC Universitas Islam Riau needs to evaluate user satisfaction with the system. In this case, it 
is necessary to conduct an analysis to measure the quality of OPAC services at Riau Islamic 
University towards user satisfaction by comparing perceptions (reality) with expectations based 
on 7 dimensions, namely the dimensions of efficiency, reliability, fulfillment (accuracy of 
promises), privacy (privacy), responsiveness (responsiveness), compensation (compensation), 
and contact [2]. 

In a study conducted by Novi Hermaini entitled Analysis of Online Public Access 
Catalog (OPAC) Service Quality on Student Satisfaction Using the E-Servqual Method with the 
location of a case study at Riau University, the researcher analyzed the level of student 
satisfaction with the quality of OPAC services at Riau University and found that several 
shortcomings were obtained, namely the library staff who did not help users if the information 
was Needed not found, the location information of reading materials does not match those on 
the shelves, the availability status is inaccurate, and there are still frequent errors / problems [3]. 
The researcher explained the recommendation, namely the improvement of OPAC services by 
maximizing all unsatisfactory services, especially services that are prioritized to be improved by 
the Riau University Library in the implementation of OPAC services. The researcher conveyed 
suggestions in his research that for further research, it can take the research population not only 
limited to Riau University students, but also lecturers and the general public. For this reason, 
this research will develop previous research in which respondents are not limited to students, 
but lecturers and the general public will be part of becoming respondents and develop question 
points on each dimension of e-servqual to get optimal results. 

Some of the previous studies that became a reference for researchers as a reference to 
analyze the level of satisfaction of system users were research conducted by Elma Nabila, Dr. 
Maya Ariyanti, S.E., M.M., Drs. Sumrahadi, M.M (2018) with the title "Online Service Quality 
Analysis (E-Servqual) Using the Importance Performance Analysis Method in Bhinneka.com" 
with the conclusion that the Customer Satisfaction Index of the quality of service felt by 
consumers is still unsatisfactory [4]. Research conducted by Gita Dwi Saraswati and Fenni 
Agustina (2021) with the title "Analysis of Indodax Application Service Quality using the E- 
Servqual Method and Importance Performance Analysis (IPA)" with the conclusion that the 
responsiveness sub-variable has a negative gap or it can be said that the performance of the 
responsiveness sub-variable has not been able to meet the expected quality [5]. Research 
conducted by Diah Pranitasari and Ahmad Nurafif Sidqi (2021) with the title "Shopee 
Electronic Customer Satisfaction Analysis Using the E-Service Quality and Cartesius Method" 
with the conclusion that Shopee's customer satisfaction level with the quality of electronic 
services based on the E-Service Quality method is 99.0% and there are still 1% of service 
quality that has not met customer expectations [6]. 
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E-servqual in the form of a level that assesses that a website can be used effectively and 
efficiently in facilitating users or consumers in carrying out work or activities electronically. E- 
servqual is a method that has seven dimensions, namely: Efficiency, Fulfillment, Reliability, 
Privacy, Responsiveness, Compensation, and Contact [7]. 

 
 

2. RESEARCH METHODS 
 

The framework for the Student Satisfaction Analysis research on OPAC with the E- 
Servqual method can be seen in the picture below: 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Figure 1. Research Framework 
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2 

 

Based on the research framework that has been described, the discussion of each stage 
can be described as follows: 
a. Literature Study 

Literature research is used to solve problems in conducting research, literature studies are 
related to understanding references to the situation to be studied, literature studies are carried 
out by studying and analyzing theories and information that are the basis for research 
through journals, books, articles, previous research to determine research topics, identify 
problems, determine research instruments, and the data collection process [8]. 

b. Problem Identification 
In this study, problem identification was carried out in the research that will be very helpful 
in solving the problem under study, in problem formulation there are detailed problem 
boundaries so that the discussion of the problem becomes structured. The formulation of the 
problem in this study is "Does the quality of OPAC services at Riau Islamic University in 
terms of efficiency, fulfillment, reability, privacy, responsiveness, compensation, and contact 
affect user satisfaction?". 

c. Determining Data Collection Methods and Instruments 
In this study, the questionnaire was used as a data collection method, the type of data 
collection instrument used was a likert scale. 

d. Determining Population and Sample 
The entirety of an object to be studied is known as a population. In the research conducted, it 
has a population, namely students at the Riau Islamic University. As for the results of 
observations and interviews, data from the Riau Islamic University of Riau was obtained, 
totaling 20,716 students. The sample is considered to be a representative of the population 
whose results represent the overall observed symptoms. In determining the number of 
samples, in this study using the Slovin technique with an error level of 10% can be seen in 
Equation 1 below: 

N=  N 
1+Ne 

N= 
20716 

1+20716(10% ) 

N= 
20716 

1+20716(0,01) 

N= 
20716 

208,16 

(1) 

(2) 

(3) 

(4) 

N= 99,519 (5) 
So based on the calculation of the slovin formula the sample obtained was 99.502. The 
number of samples taken in this study was rounded up to 100 respondents. The sampling 
method used is the Probability Sampling technique, which is a sampling technique that 
provides equal opportunities for each element or member of the population to be selected as 
a member of the sample, with the type of technique being Simple Random Sampling to 
determine the sample of respondents in this study. 

e. Data Collection Methods 
1) Observation 

At this stage, directly observing the object under study, namely the Online Public Access 
Catalogue (OPAC) at Riau Islamic University, can be seen in Appendix C, so that it can 
be directly found and used as report material. 

2) Interviews 
Interviews were conducted with respondents who used OPAC Universitas Islam Riau. 
The interviews were conducted in person and indirectly. For direct interviews conducted 
at Riau Islamic University by presenting several questions related to research, for 
interviews indirectly conducted through a question form for the resource person to fill in 

2 
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the answers to each question themselves. The researcher conducted an interview with 
Teguh Handoyo, S.IP as the OPAC admin located at the Riau Islamic University Library. 
In addition to admins, researchers also conducted interviews with 8 students of Riau 
Islamic University. 

3) Questionnaire 
Questionnaire is a data collection technique carried out by giving several questions to 
respondents who use OPAC UIR. 

f. Data Processing 
The data that has been obtained is then processed, as for data processing using IBM SPSS 
version 22 tools. There are several stages of testing, namely Validity Test, Reliability Test, 
Classical Assumption Test, Multiple Linear Analysis Test, T Test, F Test, and Determinant 
Coefficient Test. 

g. Analysis of Results and Discussion 
At this stage, it is carried out after the data processing process is complete, then the next step 
is to analyze or test the hypothesis that has been made using the E-Servqual method. As for 
the research framework of the e-servqual model used in this study, it can be seen in Figure 2. 

 
 

Figure 2. Research Hypothesis 
 

2.2    Electronic Service Quality (E-Servqual) Method 
E-servqual in the form of a level that assesses that a website can be used effectively and 

efficiently in facilitating users or consumers in carrying out activities or services electronically, 
starting from the search and process of the service or thing sought is received [9]. E-servqual is 
a method that has seven dimensions, namely: Efficiency, is an ease and speed in accessing or 
using sites [10]. Fulfillment, is something related to a promise of information in the availability 
of goods that are desired to be achieved. Reliability, is a dimension that has a precise and 
accurate technical function in a site. Privacy, is something related to the preservation or 
protection of user information. Responsiveness, which is a dimension used to see how the 
services provided are in the form of quick responses to users such as handling when problems 
occur and returning goods or products through the site easily. Compensation, is a dimension to 
assess the extent to which the site provides compensation to users in the event of problems in 
terms of service. Contact, a dimension related to the availability of assistance from the site in 
the form of customer service to be contacted by telephone or online representative. 
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3. RESULTS AND DISCUSSION 
 

The following are the steps of data analysis in the study using SPSS tools, in the analysis 
of this research data through several tests including the Research Instrument Test consisting of 
Validity Test and Reliability Test, Classical Assumption Test consisting of Normality Test, 
Multicolonierity Test, and Heterodoxity Test, Multiple Linear Regression Analysis, T Test, F 
Test, and Determinant Coefficient Test. 

 
3.1 Research Instrument Test 

 
3.1.1 Validity Test 

From the results of tests that have been carried out with respondents of 100 students, then 
(n)=100, r-table of 0.374 and significance level of 0.050, while the validity test criteria are 
comparing the correlation values of two or more variables with the correlation values in the r- 
table distribution. If the correlation value obtained is greater than the correlation value in the r 
distribution table then the instrument is declared valid. Conversely, if the correlation value is 
less than the correlation value in the r distribution table then the instrument is declared invalid. 
As for the results of the validity test in this study, it is presented in Table 2. 

 
Table 2. Validity Test Results 

Items r-count r-table Information 
EF1 0,677 0,374 Meet Validity 
EF2 0,765 0,374 Meet Validity 
EF3 0,544 0,374 Meet Validity 
EF4 0,733 0,374 Meet Validity 
RL1 0,865 0,374 Meet Validity 
RL2 0,549 0,374 Meet Validity 
SLR 0,678 0,374 Meet Validity 
RL4 0,782 0,374 Meet Validity 
SLT 0,844 0,374 Meet Validity 
FF1 0,546 0,374 Meet Validity 
FF2 0,581 0,374 Meet Validity 
FF3 0,764 0,374 Meet Validity 
PV1 0,884 0,374 Meet Validity 
PV2 0,773 0,374 Meet Validity 
SPP 0,654 0,374 Meet Validity 
SPS 0,644 0,374 Meet Validity 
SPR 0,711 0,374 Meet Validity 
CP1 0,456 0,374 Meet Validity 
BPS 0,874 0,374 Meet Validity 
BPR 0,745 0,374 Meet Validity 
CT1 0,559 0,374 Meet Validity 
BTS 0,574 0,374 Meet Validity 
US1 0,665 0,374 Meet Validity 
US2 0,745 0,374 Meet Validity 
PSV 0,467 0,374 Meet Validity 
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3.1.2. Reliability Test 
The results of reliability testing in this study can be seen in Table 3. 

 
Table 3. Reliability Test 

Items Cronbach Alpha Critical 
Value Information 

EF1 0,766 0,500 Meeting Reliability 
EF2 0,897 0,500 Meeting Reliability 
EF3 0,544 0,500 Meeting Reliability 
EF4 0,733 0,500 Meeting Reliability 
RL1 0,865 0,500 Meeting Reliability 
RL2 0,549 0,500 Meeting Reliability 
SLR 0,678 0,500 Meeting Reliability 
RL4 0,782 0,500 Meeting Reliability 
SLT 0,844 0,500 Meeting Reliability 
FF1 0,546 0,500 Meeting Reliability 
FF2 0,581 0,500 Meeting Reliability 
FF3 0,764 0,500 Meeting Reliability 
PV1 0,884 0,500 Meeting Reliability 
PV2 0,773 0,500 Meeting Reliability 
SPP 0,654 0,500 Meeting Reliability 
SPS 0,644 0,500 Meeting Reliability 
SPR 0,711 0,500 Meeting Reliability 
CP1 0,876 0,500 Meeting Reliability 
BPS 0,874 0,500 Meeting Reliability 
BPR 0,745 0,500 Meeting Reliability 
CT1 0,559 0,500 Meeting Reliability 
BTS 0,574 0,500 Meeting Reliability 
US1 0,665 0,500 Meeting Reliability 
US2 0,745 0,500 Meeting Reliability 
PSV 0,986 0,500 Meeting Reliability 

 
Based on the reliability test results in Table 3, displaying Cronbach's Alpha>0.500, it 

says all items of the questionnaire statement are reliable and used as research instruments. 
 

3.2 Test Classical Assumptions 
 

3.2.1. Normality Test 
The results of the normality test in this study can be seen in Table 4. 
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Figure 2. Normality Test 

 
 

From Table 4, the significance value in the Kolmogorov Smirnov Z test was obtained by 
0.118 and Asymp. Sig of 0.200. The results of this value explain that the test results obtained 
are greater than 0.050, it can be said that the data is distributed normally. 

 
3.2.2. Multicolonierity Test 

The results of the normality test in this study can be seen in Table 5. 
 

Table 4. Multicolonierity Test 

Model 

Understand 
Coefficients 

Standardized 
Coefficients 

t Sig. 
Collinearity Statistics 

B 
Std. 
Error 

Beta Tolerance VIF 

1      (Constant) .066 .680  .96 .924   
Efficiency -.113 .055 -.279 -2.062 .051 .357 2.798 
Reliability .111 .044 .263 2.534 .019 .609 1.641 
Fulfillment .330 .061 .732 5.461 .000 .366 2.734 
Privacy .776 .135 .522 5.744 .000 .795 1.257 
Responsiveness .024 .084 .028 .292 .773 .737 1.356 
Compensation -.061 .080 -.135 -.765 .452 .212 4.710 
Contact .078 .075 .118 1.043 .308 .515 1.941 

 
 

Based on the test results in the table above, it is shown that the values of Variance 
Inflation Factor (VIF), variables Efficiency = 2,798, Reliability = 1,641, Fullfilment = 2,734, 
Privacy= 1,257, Responsiveness = 1,356, Compensation = 4,710, and Contact = 1,941. The 
seven variables have a VIF value smaller than 5, so it can be said that between free variables, 
there are no symptoms of multicholinearity. 

 
3.2.3. Heteroskedasticity Test 

The results of the heteroskedasticity test in this study can be seen in Table 6. 
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Table 5. Heteroskedasticity Test 

Model 

Understand 
Coefficients 

Standardized 
Coefficients 

t Sig. 
Collinearity Statistics 

B 
Std. 
Error 

Beta Tolerance VIF 

1      (Constant) .066 .680  .96 .924   
Efficiency -.113 .055 -.279 -2.062 .051 .357 2.798 
Reliability .111 .044 .263 2.534 .019 .609 1.641 
Fulfillment .330 .061 .732 5.461 .000 .366 2.734 
Privacy .776 .135 .522 5.744 .000 .795 1.257 
Responsiveness .024 .084 .028 .292 .773 .737 1.356 
Compensation -.061 .080 -.135 -.765 .452 .212 4.710 
Contact .078 .075 .118 1.043 .308 .515 1.941 

 
Based on the results obtained in Table 6, it can be argued that the probability value 

(Sig.) is greater than 0.050, so the regression model proposed for this study, does not occur 
symptoms of the classical assumption of heteroskedasticity. 

 
3.2.4. Multiple Linear Regression Analysis 

The results of multiple linear regression analysis in this study can be seen in Table 7. 
 

Table 6. Multiple Linear Regression Analysis 

Model 

Understand 
Coefficients 

Standardized 
Coefficients 

t Sig. 
Collinearity Statistics 

B 
Std. 
Error 

Beta Tolerance VIF 

1      (Constant) .066 .680  .96 .924   
Efficiency -.113 .055 -.279 -2.062 .051 .357 2.798 
Reliability .111 .044 .263 2.534 .019 .609 1.641 
Fulfillment .330 .061 .732 5.461 .000 .366 2.734 
Privacy .776 .135 .522 5.744 .000 .795 1.257 
Responsiveness .024 .084 .028 .292 .773 .737 1.356 
Compensation -.061 .080 -.135 -.765 .452 .212 4.710 
Contact .078 .075 .118 1.043 .308 .515 1.941 

 
Based on the results of regression analysis in Table 7, the equation can be found out 

multiple linear regression can be seen in Equations 6 and 7. 
Y = α+ β1X1 + β2X2 + β3X3 + β4X4 + β5X5 + β6X6 + β7X7 + e (6) 
Y = 0,066 + (0,113) + 0,111 + 0,330 + 0,776 + 0,024 + (0,061) + 0,078 + e (7) 

 
3.2.5. T Test 

The results of the T test in this study can be seen in Table 8. 
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Table 7. T-test 

Model 

Understand 
Coefficients 

Standardized 
Coefficients 

t Sig. 
Collinearity Statistics 

B 
Std. 
Error 

Beta Tolerance VIF 

1      (Constant) .066 .680  .96 .924   
Efficiency -.113 .055 -.279 -2.062 .051 .357 2.798 
Reliability .111 .044 .263 2.534 .019 .609 1.641 
Fulfillment .330 .061 .732 5.461 .000 .366 2.734 
Privacy .776 .135 .522 5.744 .000 .795 1.257 
Responsiveness .024 .084 .028 .292 .773 .737 1.356 
Compensation -.061 .080 -.135 -.765 .452 .212 4.710 
Contact .078 .075 .118 1.043 .308 .515 1.941 

 
The rule of thumb on the T test is that the value of T>1,960. Figure 4.12 shows that there 

are 3 accepted hypotheses, namely Hypothesis 2, Hypothesis 3, and Hypothesis 4. There are 
currently 4 hypotheses that are rejected, namely Hypothesis 1, Hypothesis 5, Hypothesis 6, and 
Hypothesis 7. 

 
3.2.6. Test F 

The results of the F test in this study can be seen in Table 9. 
 

Figure 3. Test F 

 
From Figure 4.13, it can be seen that the significance value is 0.000<0.050, so it is 

stated that the variables Efficiency, Reliability, Fulfillment, Privacy, Responsiveness, 
Compensation, and Contact affect User Satisfaction. 

 
3.2.7. Determinant Coefficient Test 

The results of the determinant coefficient test in this study can be seen in Table 10. 
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Table 8. Determinant Coefficient Test 
Model Summaryb 

Model R R Square Adjusted R 
Square 

Std. Error of 
the Estimate 

1 .925a .856 .810 .369 
a. Predictors: (Constant), Contact, Reliability, Privacy, Responsiveness,   

 Fulfillment, Efficiency, Compensation 
b. Dependent Variable: User Satisfaction 

Based on the results of the table above, an Adjusted R Square value of 0.810 (81%) can 
be obtained indicating that the variables Efficiency, Reliability, Fulfillment, Privacy, 
Responsiveness, Compensation, and Contact contribute an influence of 81% to the User 
Satisfaction variable, while the remaining 19% is explained by other variables that have not 
been included in the study. 

 
3.3    Results of Analysis and Discussion 

The results of the analysis in this study can be seen in Table 11. 
 

Table 9. Analysis Results 

No Hypothesis 
Track 

Test Result 
From To 

1 H1 Efficiency User Satisfaction Rejected 
2 H2 Reliability User Satisfaction Accepted 
3 H3 Fulfillment User Satisfaction Accepted 
4 H4 Privacy User Satisfaction Accepted 
5 H5 Responsiveness User Satisfaction Rejected 
6 H6 Compensation User Satisfaction Rejected 
7 H7 Contact User Satisfaction Rejected 

 
 

Evaluation of OPAC user satisfaction at Riau Islamic University using the E-Servqual 
method with hypotheses tested as follows: 
1. H1: Efficiency affects User Satisfaction 

From the test results obtained from the statistical t score for the variable Efficiency to User 
Satisfaction is -2.062. The statistical t value is lower than the table t score at the 95% 
confidence level, which is worth 1,960. From the elaboration indicates that H1 or the first 
hypothesis is rejected. The results of this study are in line with Anwarudin et al. (2022) who 
stated that Efficiency has no effect on User Satisfaction [4]. 

2. H2: Reliability affects User Satisfaction 
From the test results obtained from the statistical t score for the reliability variable against 
User Satisfaction is worth 2,534. The statistical t value is higher than the table t score at the 
95% confidence level, which is worth 1,960. From the elaboration indicates that H2 or the 
second hypothesis is accepted. The results of this study are in line with Liem et al. (2020) 
who state that Reliability affects User Satisfaction [14]. 

3. H3: Fulfillment affects User Satisfaction 
From the test results obtained from the statistical t score for the Fulfillment variable against 
User Satisfaction is worth 5,461. The statistical t value is higher than the table t score at the 
95% confidence level, which is worth 1,960. From the elaboration indicates that H3 or the 
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third hypothesis is accepted. The results of this study are in line with Liem et al. (2020) who 
stated that Fulfillment affects User Satisfaction [6]. 

4. H4: Privacy affects User Satisfaction 
From the test results obtained from the statistical t score for the Privacy variable against User 
Satisfaction is worth 5,744. The statistical t value is higher than the table t score at the 95% 
confidence level, which is worth 1,960. From the elaboration indicates that H4 or the fourth 
hypothesis is accepted. The results of this study are in line with (Kusumawati, Augustinah, 
Alhabsyi, and Suharyono, 2021) which states that Privacy affects User Satisfaction [8]. 

5. H5: Responsiveness affects User Satisfaction 
From the test results obtained from the statistical t score for the variable Responsiveness to 
User Satisfaction is worth 0.292. The statistical t value is lower than the table t score at the 
95% confidence level, which is worth 1,960. From the elaboration indicates that H5 or the 
fifth hypothesis is rejected. The results of this study are in line with Anwarudin et al. (2022) 
who state that Responsiveness does not affect User Satisfaction. 

6. H6: Compensation affects User Satisfaction 
From the test results obtained from the statistical t score for the variable Compensation to 
User Satisfaction is -0.765. The statistical t value is lower than the table t score at the 95% 
confidence level, which is worth 1,960. From the elaboration indicates that H6 or the sixth 
hypothesis is rejected. The results of this study are in line with Rahmawita (2021) which 
states that Compensation has no effect on User Satisfaction [10]. 

7. H7: Contact affects User Satisfaction 
From the test results obtained from the statistical t score for the Contact variable against User 
Satisfaction is worth 1,043. The statistical t value is lower than the table t score at the 95% 
confidence level, which is worth 1,960. From the elaboration indicates that H7 or the seventh 
hypothesis is rejected. The results of this study are in line with Deo, Sanjaya, and Gandajaya 
(2017) which states that Contact has no effect on User Satisfaction [11]. 

 
 

4. CONCLUSION 
 

From the results of the research that has been carried out, it can be concluded that there 
are 3 accepted hypotheses and 4 rejected hypotheses, which shows that there are several 
shortcomings of the application of OPAC at Riau Islamic University, namely in Efficiency 
where the application of OPAC is inefficient in searching for reading materials due to the large 
amount of reading material that is not found, Responsiveness where OPAC often provides 
information that does not match what is sought, on the Compensation variable which indicates 
that the library is not responsive to library visitors, as well as the Contact variable where OPAC 
does not provide complaint services in case of problems or problems. 

 
 

5. SUGGESTION 
 

It is hoped that subsequent researchers will develop the E-Servqual method with a 
combination of several methods related to User Satisfaction Evaluation, and subsequent 
researchers can research OPAC in other locations. 
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