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ABSTRAK

Afira Ayu Wulandari (2211050014) Analisis Strategi Pustakawan
Layanan Referensi dalam Mengurangi Library Anxiety Mahasiswa di UPT
Perpustakaan UIN Imam Bonjol Padang. Skripsi. Program Studi Ilmu
Perpustakaan dan Informasi Islam Fakultas Adab dan Humaniora
Universitas Islam Negeri Imam Bonjol Padang

Library anxiety merupakan hambatan psikologis dan fungsional yang dapat
menurunkan kemampuan mahasiswa dalam memanfaatkan layanan perpustakaan
secara optimal. Penelitian ini bertujuan menganalisis strategi pustakawan layanan
referensi dalam mengatasi library anxiety mahasiswa, serta mengidentifikasi
kendala dan upaya yang dilakukan dalam implementasinya di UPT Perpustakaan
UIN Imam Bonjol Padang. Penelitian ini menggunakan pendekatan kualitatif
dengan desain studi kasus. Data diperoleh melalui wawancara mendalam,
observasi, dan dokumentasi yang melibatkan sembilan informan kunci, terdiri atas
kepala perpustakaan, satu pustakawan referensi, dan tujuh mahasiswa dari berbagai
fakultas. Selain itu, dilakukan pula observasi komparatif di Perpustakaan
Universitas Padang (UNP) untuk melihat /ibrary anxiety sebagai fenomena budaya
akademik di kalangan mahasiswa. Hasil penelitian menunjukkan bahwa library
anxiety mahasiswa bersifat multidimensional, yang mencakup hambatan interaksi
dengan pustakawan, kecemasan afektif berupa rasa malu dan rendah diri,
ketidaknyamanan terhadap lingkungan perpustakaan, keterbatasan pemahaman
terhadap sistem layanan, serta kendala mekanis dan teknologi. Dalam menanggapi
kondisi tersebut, pustakawan menerapkan strategi layanan berbasis konsep 3A
(attitude, attention, action) melalui sikap interpersonal yang suportif, komunikasi
proaktif, dan pendampingan langsung dalam penelusuran informasi serta konsultasi
akademik. Strategi ini diindikasikan telah berkontribusi dalam mereduksi
kecemasan mahasiswa. Namun demikian, efektivitasnya masih dibatasi oleh
keterbatasan sumber daya pustakawan, penataan ruang layanan, dan fasilitas
teknologi. Sementara itu, temuan observasi komparatif di UNP mengungkapkan
pola serupa dan memperkuat gagasan bahwa library anxiety bukan hanya masalah
individu tetapi telah berkembang menjadi fenomena budaya akademik di kalangan
mahasiswa. Dengan demikian, penguatan kapasitas layanan referensi dan
penyediaan infrastuktur pendukung yang memadai menjadi kebutuhan strategis
untuk meningkatkan kualitas layanan perpustakaan akademik secara lebih luas.

Kata kunci: Library Anxiety, Pustakawan Referensi, Layanan Referensi,
Strategi 3A (Sikap, Perhatian, Tindakan), Perpustakaan Perguruan Tinggi
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ABSTRACT

Afira Ayu Wulandari (2211050014) Analysis of Reference Service
Librarians’ Strategies in Reducing Library Anxiety Among Students at the UPT
Library of UIN Imam Bonjol Padang. Thesis. Department of Islamic Library
and Information Science, Faculty of Adab and Humanities, State Islamic
University (UIN) Imam Bonjol Padang.

Library anxiety constitutes a psychological and functional barrier that may
hinder students from using academic library services effectively. This study
examines the strategies employed by reference librarians to address students’
library anxiety and identifies the challenges and supporting efforts involved in their
implementation at the UPT Library of UIN Imam Bonjol Padang. Employing a
qualitative case study design, data were collected through in-depth interviews,
observation, and documentation involving nine key informants, comprising the
head of the library, one reference librarian, and seven students from different
faculties. In addition, a comparative observation was conducted at the Library of
Universitas Negeri Padang (UNP) to examine library anxiety as an academic
cultural phenomenon among students. The findings reveal that students’ library
anxiety is multidimensional, encompassing interpersonal barriers in
communicating with librarians, affective anxiety manifested in feelings of shame
and low self-confidence, discomfort with the library environment, limited
understanding of service procedures, and mechanical as well as technological
constraints. In response to these issues, the reference librarian adopted a service
strategy grounded in the 3A framework—attitude, attention, and action. This
strategy was enacted through supportive interpersonal conduct, proactive
communication, personalized guidance, direct assistance in information retrieval,
and informal academic consultation. The findings suggest that the 3A-based
strategy helped reduce students’ anxiety and was perceived by informants as a
meaningful form of reference support. However, its effectiveness remains
constrained by limited librarian resources, suboptimal service space, and
inadequate technological infrastructure. Meanwhile, the comparative observation
findings at UNP revealed a similar pattern and reinforced the notion that library
anxiety is not merely an individual problem but has developed into an academic
cultural phenomenon among students. The study highlights the need to strengthen
reference service capacity, enhance user-oriented service environments, and
improve technological support to foster more inclusive and anxiety-sensitive
academic library services on a broader scale.

Keywords: Library Anxiety, Reference Librarian, Reference Services, 3A
(Attitude, Attention, Action), Academic Library
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