
vi 

TABLE OF CONTENTS 

LEMBAR PENGESAHAN ...................................................................................  i 

LEMBAR PERNYATAAN BEBAS PLAGIASI .................................................. ii 

ABSTRAK ............................................................................................................. iv 

TABLE OF CONTENTS ........................................................................................ vi 

LIST OF TABLES .............................................................................................. viii 

LIST OF FIGURES .............................................................................................. ix 

CHAPTER I ........................................................................................................... 1 

INTRODUCTION ................................................................................................. 1 

1.1 Background ............................................................................................. 1 

1.2 Research Questions ................................................................................ 7 

1.3 Research Purposes .................................................................................. 8 

1.4 Research Contributions ......................................................................... 8 

CHAPTER II ......................................................................................................... 9 

LITERATURE REVIEW ..................................................................................... 9 

2.1 Innovation ............................................................................................... 9 

2.1.1 Defining Innovation ............................................................................. 9 

2.1.2 Characteristics of Innovation ............................................................ 11 

2.1.3 Types of Innovation............................................................................ 13 

2.2 Service Innovation ................................................................................ 14 

2.2.1 Defining Service Innovation .............................................................. 14 

2.3 Public Service Innovation .................................................................... 15 

2.3.1 Definition of Public Service Innovation ........................................... 15 

2.3.2 Public Service Innovation Indicators ............................................... 16 

2.4 Customer Satisfaction .......................................................................... 18 

2.4.1 Defining Customer Satisfaction ........................................................ 18 

2.4.2 Customer Satisfaction Indicators ..................................................... 19 

2.5 Conceptual Framework ....................................................................... 20 

CHAPTER III...................................................................................................... 21 

RESEARCH METHOD ..................................................................................... 21 

Service Innovation and Public Service Satisfaction in Yogyakarta City Library
RAIHAN RASYIDI, Ambar Widaningrum, Dr., MA.
Universitas Gadjah Mada, 2019 | Diunduh dari http://etd.repository.ugm.ac.id/



vii 

3.1 Research Design .................................................................................... 21 

3.2 Subject and Object of the Research .................................................... 21 

3.3 Population and Sample ........................................................................ 21 

3.4 Data Collection Method ....................................................................... 22 

3.5 Research Variable Dimensions ............................................................ 23 

3.6 Data Analysis Method .......................................................................... 24 

3.6.1 Validity Test ................................................................................... 24 

3.6.2 Reliability Test ............................................................................... 25 

3.6.3 Descriptive Statistic ....................................................................... 25 

CHAPTER IV ...................................................................................................... 26 

RESULT AND DISCUSSION ............................................................................ 26 

4.1 Overview of Yogyakarta City Library ............................................... 26 

4.1.1 Vision and Mission ............................................................................. 27 

4.1.2 Tasks and Functions .......................................................................... 27 

4.1.3 Library Service Innovation ............................................................... 28 

4.2 Descriptive Analysis of Respondents .................................................. 34 

4.2.1 Characteristics of Respondents .................................................... 34 

4.2.2 Descriptive Analysis of Respondents Answers ........................... 37 

4.3 Validity and Reliability Test ................................................................ 44 

4.4 Findings and Discussion ....................................................................... 46 

CHAPTER V ....................................................................................................... 51 

CONCLUSION AND SUGGESTIONS ............................................................ 51 

5.1 Conclusion ............................................................................................. 51 

5.2 Suggestion .............................................................................................. 52 

BIBLIOGRAPHY ................................................................................................. 53 

APPENDIX ........................................................................................................... 55 

Service Innovation and Public Service Satisfaction in Yogyakarta City Library
RAIHAN RASYIDI, Ambar Widaningrum, Dr., MA.
Universitas Gadjah Mada, 2019 | Diunduh dari http://etd.repository.ugm.ac.id/



 
 

viii 
 

 

LIST OF TABLES 

 
 

Table              Page 

Table 2.1. Definitions of Innovation ….………………………………........... 9 

Table 4.1 Performance Quality …………………………………….…….... 37 

Table 4.2 Use of Technology …………………………………...….……… 38 

Table 4.3 Interaction with Customers …………………..……….………… 39 

Table 4.4 New Service Development ……………….……………………... 40 

Table 4.5  Conformity of Expectations ……………...….………………...... 41 

Table 4.6 Interest in Reuse ………………………………………………… 42 

Table 4.7 Willingness to Recommend ……………...……………………... 44 

Table 4.8 Validity Test Result ………………………………………...…... 46 

Table 4.9 Reliability Test Result ………………………….……………….. 47 

Table 4.10 List of Innovation ……………………………………….………. 48 

Table 4.11 Respondent Answers ……………………………………………. 49 

Table 4.12 Numbers of Visitors …………………………………………….. 51 

 

Service Innovation and Public Service Satisfaction in Yogyakarta City Library
RAIHAN RASYIDI, Ambar Widaningrum, Dr., MA.
Universitas Gadjah Mada, 2019 | Diunduh dari http://etd.repository.ugm.ac.id/



 
 

ix 
 

LIST OF FIGURES 

 

Figure              Page 

Figure 2.1 Conceptual Framework ..………………………………………... 19 

Figure 4.1   Respondents Based on Genders …...……………………………. 34 

Figure 4.2 Respondents Based on Age ……..………………………………. 35 

Figure 4.3 Respondents Based on Jobs …………………………………….. 35 

Figure 4.4 Respondents Based on Latest Education …………....………….. 36 

 

 

 
…

Service Innovation and Public Service Satisfaction in Yogyakarta City Library
RAIHAN RASYIDI, Ambar Widaningrum, Dr., MA.
Universitas Gadjah Mada, 2019 | Diunduh dari http://etd.repository.ugm.ac.id/




