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PREFACE 

 
 
Department of Library and Information Science (Departemen Ilmu Perpustakaan 
dan Informasi), Faculty of Humanities, Universitas Indonesia (hereinafter reffered 
to as the DIPI FIB UI) is one of the oldest higher education institution that provides 
Education program in the field of Library, Information, and Archives Science in 
Indonesia, since 1952. Until now, Department of Library and Information Science 
FIB UI has initiated many innovations and novelty studies that are produced by 
Professors and Lecturers of DIPI FIB UI. Each year of its anniversary, as a pioneer 
in the field of Library and Information Science, DIPI FIB UI always introduces and 
brings new ideas in the field. Those new ideas are brought through scientific 
events, such as international conferences and seminars. In prior years, DIPI FIB UI 
held Seminars, Discussion, Colloquium in the fields, such as: RDA, Social Media 
Mining, Library School, Sustainable Development Goals, etc. Library and 
information science is considered interdisciplinary in nature because it closely 
relates to other fields such as computer science, information systems, 
communications, management, documentation, archival science, library science, 
and social science as well. Library and Information science makes information as 
the core of the discussion that could be viewed from many different angles. To 
realize that, this year of 2018, in concordance of the 66th Anniversary of DIPI FIB 
UI, we proudly present The 2nd International Conference on Library, Archives, 
and Information Sciences 2018 (ICOLAIS 2018)). The theme coined in this 
international conference is “The Power of Information in Shaping Society,” that 
will act as a medium to discuss multidisciplinary topics in the field of library and 
information science. Through this theme, it is hoped that we can involve many 
professionals that have indirect roles in the related field of library and information 
science, such as architecture, information systems, computer science, data 
analytics, etc. The ICOLAIS 2018 proceeding provides borad ranges of papers from 
invited speakers and call for paper presenters, related to library and information 
science. It is also hoped that the conference could strengthen the bond and network 
between department and its alumni and related parties. 
 
 
Committee Chair, 
Margareta Aulia Rachman, M. Hum 
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FOREIGN INTERVENTION IN ACADEMIC LIBRARIES  
IN INDONESIA 

 
 

Luki Wijayanti 
Department of Library and Information Science 

Faculty of Humanities, Universitas Indonesia 
luki_w@ui.ac.id 

  
Abstract 

The management of university libraries in Indonesia has been intervened from 
foreign institutions through donation of library materials which seem for the 
benefit of the academic community, but it’s actually for the benefit of the donors. 
Academicians especially young generation are target of donation whether as the 
readers of books donated to the University or as the audience of programs or 
activities funded by donor agencies. By donating library materials or funding some 
programs in the University, the donors get their targeted audience. On the other 
hand, The University Leaders 'exploit' their academic community members to 
obtain MoU documents as one of the requirements of institutional accreditation, 
and as the evidence of internationalization. Based on the aforementioned 
background, it is found how the library becomes an arena for contestation of 
various interests. Using the concepts introduced by Pierre Bourdieu such as arena 
and capitals, and supported by Vincent Mosco’s theory of political economy of 
communication as the tools of analysis, this research reveals how the agents 
involved in the management of some corners use the library as an "arena" to 
achieve their benefits. Using descriptive qualitative research method, and 
observation and interview as data collection, it is found some corners in the Library 
are used as an arena of contestation of agents involved in the library management 
to foster capital. 
 
Keyword: Academic library, Arena, Capital, Contestation, Audience 
Commodification 

 
 
Introduction  

Academic libraries face many challenges. Multiyear reductions in budgets, 
integrating new technologies, maintaining and improving existing library systems, 
implementing new models for service, managing archive and repositories, collecting 
data on users and usage, and carrying assessments of values are among the items 
challenging today’s library manager. (Drake, 2010). 

The quotation above shows the problems faced by academic libraries today. 
It seems that this problem will still be faced in the next few years. The trigger is the 
development of information and communication technology (ICT) that continues 
to grow rapidly which gave birth to a new generation called net generation. Net 
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Generation, is a generation that grows with technology from a young age, is fast 
in understanding technology, uses and receives information quickly, multi-tasking 
capabilities and has an interest in interactive information products (Prensky, 2001: 
2-4). Net Generation has a different character from the previous generation, they 
combine learning activities with social activities. They are able to transform 
learning activities into activities that are fun and informal (Prensky, 2001: 2; 
Oblinger and Oblinger, 2005: 2; Robinson, 2007: 67-68; Kennedy, 2009: 5). The birth 
of net generation which has now in the college and the flood of electronic 
information makes many parties in the library have to make continuous changes, 
otherwise library users will abandon the library. The academic librarian should 
meet the needs of the users, whether information needs or library space, if they 
want to take part in the academic performance.  

 
Library as a Social Space 

The Guidelines for Higher Education Libraries published by the Ministry of 
Education and Culture (2004) defines libraries as a technical unit under the 
auspices of universities, which is in charge of managing collections, providing 
services, managing facilities and infrastructure, cooperating and implementing 
library administration for the benefit of both the university and the academic 
community. Shill and Tonner (2003) stated that along with the transition of 
information media, from printed to digital forms, the needs of library users for 
libraries also changed. Library users not only need information, but also physical 
space in the library. Based on research conducted by PPS (Project for Public 
Service) in 1993 (in Kent & Myrick, 2003: 72) library users see a public library as a 
meeting point. Making the library as a common room certainly does not only occur 
in public libraries, but also in academic libraries. As expressed by Gayton (2008: 
60) that academic libraries are often used as a forum for communicating and 
collaborating for academic communities. 

Kent (2003: 73) explains that there are several requirements that must be 
met by the library to become an ideal social space. These criteria include: (1) access 
and linkage (circumference), (2) comfort, (3) activities and functions, and (4) 
opportunities for social activities. Many university libraries have been converted 
into a community meeting place because it has fulfilled the requirements needed. 
Accessibility is the main criterion for building a library as a meeting point. By 
placing a library in the center of the university landscape, academicians can easily 
access the library. In the library itself, at least there must be spaces with certain 
characteristics, the use of which is formed through the understood tacit behavioral 
agreements between library users (Cunningham & Tabur, 2012). 

Libraries, especially academic libraries, have an image as an intellectual-
rich institution. But as a social space, the library must also have designs and 
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attributes that can attract its users. The impression of haunted and shabby must be 
replaced into a beautiful, comfortable and attractive area. On the other hand, the 
library must also provide chairs and tables for all purposes, to get the impression 
that the library can be used for various activities, such as self-study by using study 
carrel, discussion rooms, watching movies, and even playing games (Prisinta 
Wanastri, 2014 ) Applegate (2009: 341) explains that effective college libraries are 
libraries that can meet all the needs of users for the use of space in the university 
area. Academicians not only need a place to do academic activities, but also need 
a place to do other activities in their spare time. The atmosphere and layout in the 
library can be changed according to the activities. Therefore, the library must at 
least provide space (physical) that can accommodate all the activities of its users, 
and can be reconditioned in a short time by library users. Thus library users can 
always build their ideal space in the library. 

College library users are generally students who have interests in the 
library. Applegate (2009: 342) explains that students are an adult group that 
usually likes to live in groups. In the college library itself, when utilizing the space 
this student is usually enjoy being among their friends. Even if the friends turned 
out to have interests in other areas of the library, these users would try to find 
comfort by building social relationships with other users in the same area. Library 
users build ideal libraries according to their needs, through the interactions they 
build. 

The library in its development has provided space for its users to engage in 
social and communal activities (Gayton, 2008). Social activities here mean that the 
library provides space for users to engage in 'individual' activities, thus requiring 
a serene (physical) space. On the other hand, communal activities mean that the 
library is able to provide area for its users to do activities 'together' such as 
discussions and doing assignments, etc. But apparently, continued Gayton (2008: 
61), social activities do not always in line with communal activities. Conversations 
between users can certainly be a disruption to the users with their personal work. 
Because of the use of dynamic and multifunctional libraries, the public space in the 
library is not only open but at least must be able to consider and allow both 
activities to run without disturbing each other. Complementing Gayton's 
statement, Applegate (2009: 344) found that the division of library area does not 
always have to be divided into two communal or social groups. Basically, in one 
place, the two activities can be done together. With these characteristics, the library 
becomes a public space that is visited by many academic communities and the 
surrounding community so that it becomes the easiest area "sold" as a promotional 
media for interest parties of the library area. 

…, among their other functions, the media serve, and propagandize on behalf of, the 
powerful societal interests that control and finance them. The representatives of these 
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interests have important agendas and principles that they want to advance, and they are 
well positioned to shape and constrain media policy. This is normally not accomplished by 
crude intervention, but by the selection of right-thinking personnel that conform to the 
institution's policy (Herman & Chomsky). 

When this quote was applied to library conditions, Herman and Chomsky 
stated that the library as the media, served and propagated on behalf of those who 
had interests, especially those who financed it. Capital owners who have certain 
ideas and agendas can set library policies to achieve their goals. Therefore, library 
managers are also chosen by people who has the same ideology with donors. For 
example, Corner's managers should attend various trainings door agencies in 
order to internalize and understanding the mission of the donors. 

 
"Foreign Intervention" to the Academic Libraries 

Library collection usually used as attraction for library visitors, especially if 
librarians succeed in providing collections matched with the interest of the visitors. 
Therefore, the first activity that must be carried out by librarian in the academic 
libraries is to develop collections. The collection development activity begins with 
a study of the needs of the academic community, followed by a selection of library 
materials to be held and then procuring the selected materials. Procurement 
activities are library activities that need the most funds because library material 
prices are increasingly high, especially for library materials that must be imported. 
In order to fulfill library material needs for academicians, with limited funds, 
besides purchasing, librarians exchange books or journals published by 
universities with other universities, or seek donations from other institutions 
outside of universities that are willing to donate books, journals and other 
materials needed by the academic community. 

The opportunity to seek funding from outside the college is increasingly 
popular by librarians, especially the librarians of state universities who obtained 
the status of Government Owned Legal Entity (BHMN) in 2001. The Rectors of the 
Universities, with or without involving librarian, try to raise funds from various 
foreign institutions or private companies to develop libraries as the donor 
agencies. These donors offer various collaborations as well to develop libraries, 
one of which is by opening outlets in the library named according to the name or 
country of the donor. Outlets are usually in the form of special spaces commonly 
called Corner. With the existence of various corners in university libraries, various 
institutions, especially foreign institutions, intervened in the management of 
collections and university library services.  

The influence of foreign institutions on the library management in 
Indonesia is not new. The first library recorded in Indonesia was a church library 
in Batavia which was inaugurated on 27 April 1643 together with the appointment 
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of Pastor Ds (Dominus) Abraham Fierenius as his head. After that there was no 
record of the existence of libraries in Indonesia. The library in Indonesia which was 
recorded after that was a library named the Bataviaasch Genootschap van Kunsten 
en Wetenschappen which was founded on April 24, 1778. The library was 
successful in publishing the first book catalog in Indonesia entitled Bibliotecae 
Artiumcientiarumquae Batavia Floret Catalog Systematicus. This library is 
considered to have made important contributions to the development of science, 
especially language, earth science, and anthropology in the Netherlands. 

When the Dutch government launched a forced planting system, research 
centers were needed, which included libraries specialized in agriculture and 
plantations. One of the oldest and still in the operation until now is the agricultural 
libraries called Bibliotheek’s Lands Plantentuin de Buitenzorg which was founded 
in 1842. It was later renamed the Biblioteca Bogoriensis (Saleh, 2010). From the 
results of research conducted at that time, the Dutch East Indies government 
published a magazine on agriculture in Indonesia, which was the first scientific 
magazine in Indonesia.  

Forced cultivation benefited the Dutch East Indies government but made 
people of Indonesia suffered. This led to criticism from the Dutch Parliament 
which demanded that the Dutch East Indies government return the favor of the 
Indonesian people. The Dutch East Indies Government then established a policy 
of reciprocity which was realized in the form of Etisch Politiek (Ethical Politics), 
including by establishing schools for natives called volkschool (public schools). 
The community school is equipped with library facilities whose collection is 
determined by the Dutch East Indies government. The Primary school library 
collection is supplied by the Volkslectuur (later called Balai Pustaka).  

In relation to the college library, the Dutch East Indies government never 
specifically established a university which was facilitated with a library. They 
established a kind of Faculty  such as Technische Hoogeschool which was founded 
in 1918, School totaling the Voor Indische Aarts (STOVIA) in Surabaya, Rechts 
Hogeschool in Batavia (1924) and Geneeskunde Hogeschool in Batavia (1927), 
Faculteit van Landbouw Wetenschapen en Wijsgebeerte in Buitenzorg (Bogor) in 
1941 and finally Faculteit van Letterkunde in Batavia (1941). All these faculties 
have libraries whose collections specifically support the field of learning. When 
Universiteit Indonesia was established by the Indonesian government in 1950, all 
of these high schools became faculties, and naturally faculty libraries became part 
of the Universiteit Indonesia. The libraries have become pioneers of academic 
library in Indonesia. 

The policy of developing collections of school libraries and university 
established by the Dutch East Indies government was strongly influenced by the 
Dutch East Indies government. Public school library collections are only obtained 
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from the Dutch East Indies government and from the Volkslectuur (Balai Pustaka), 
while the collection of academic libraries is books published by the Netherlands. 
This proves that the Dutch East Indies government tried to instill its ideology 
through reading material in the education library. 

The Dutch East Indies Government realizes that libraries are an important 
arena to influence people's thinking, especially school children. Periodically, 
public school library collections are examined by special officers to count the 
number of existing books and their titles. The same thing happened to the 
academic library which was managed by special officers who only allowed Dutch 
publications put on library shelves, but all changed when Japan began to dominate 
Indonesia in 1942. 

During the Japanese occupation there were no librarianship activities. At 
the beginning, Japan banned the circulation of books in Dutch, English and other 
European languages. This proves that in the Dutch colonial period the library with 
its collection was considered capable of influencing children by instilling the ideals 
they wanted, whereas in the Japanese colonial period, Japan tried to abolish the 
ideas instilled by the Dutch East Indies government by closing libraries and 
banning circulation of language books Netherlands. The event of determining the 
collection for a library and the destruction of the library and its contents is an 
example of how the library became the arena of contestation between the 
mainstream and the others, between the ruling class and the controlled class. 

After Indonesian independence, it does not mean that library collections in 
Indonesia are also free from foreign influences. The development of library 
collections in Indonesia experienced interventions from foreign institutions since 
the early 1970s when various foreign institutions representing their countries 
contributed books to major tertiary education libraries such as the University of 
Indonesia (FSUI) Literature Faculty which received donations of books from 
Arabic, Dutch, Germany, England, France, Spain, Korea and Japan. Usually donors 
want donation books to be placed on separate shelves from other collections in the 
library to show "exclusivity", in addition to controlling their utilization. Library 
managers feel fortunate with the donation of books from donors because at that 
time the funds for purchasing library books were very limited, or even the library 
did not have the funds to buy new books. 

The enthusiasm for seeking donations from abroad occurred because the 
size of the library's success was the large number of books and journals in the 
library, so that university leaders or heads of college libraries at that time were 
competing to find book donations to fill library shelves. This situation is used by 
donors by competing in donating books, both new books and used books to 
university libraries. 
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In 1985 there was a paradigm shift in foreign intervention in libraries in 
Indonesia. Donors not only provide book donations, but also provide scholarships 
for managers. The British Government through The British Council Jakarta 
provided scholarships to most of the teaching staff of the UI Library and major 
university librarians in Indonesia such as the University of Indonesia (UI), 
Bandung Institute of Technology (ITB), Gadjah Mada University (UGM), Ten 
Institute of Technology November Surabaya (ITS), Airlangga University (UNAIR), 
Open University (UT) and University of North Sumatra (USU). Several years later 
the Asian Development Bank (ADB) gave scholarships to college librarians such 
as Surakarta State University (UNS), Universitas Brawijaya (UB), IKIP Yogya and 
IKIP Jakarta to study in Australian Universities. 

In 1988, the World Bank with its 17th WB Project, which was given through 
the Directorate of Higher Education at the Ministry of Education and Culture, also 
gave scholarships to library managers of major state universities throughout 
Indonesia by holding S1 (second degree) education in the field of library science at 
the Faculty of Letter UI for 60 (sixty) library managers who already have held 
bachelor degree in non-library science, and opened a D2 program at Airlangga 
University and Bogor Agricultural Institute, which succeeded to produce more 
than 60 (sixty) Diploma Graduates. 

In 1987 a Ministerial Decree was issued regarding the establishment of 
higher education institutions which required each university to have a central 
library called the Library Technical Implementation Unit (UPT). With the issuance 
of these rules, universities build library buildings that must be able to 
accommodate 10% of their students. Unfortunately, the construction of the library 
building was not accompanied by the allocation of funds to procure the collection. 
As a result, many shelves in the library are empty due to lack of collections. 

With the Discipline Service Center (DSC), the World Bank also contributes 
books and journals to 11 (eleven) major university libraries in Indonesia. In the 
program, universities are given of books and journals in accordance with study 
programs that are considered to be leading in the higher education, with the 
requirement that higher education recipients of books and magazines are willing 
to serve other universities that need information for the fields they are responsible 
for. 

Universities that received books and journals donations are:  
1. Universitas Indonesia received books and journals on the subjects of Law, 

Humanities, Computer Science and Library Sciences  
2. Gadjah Mada University received books and journals for the field of Social 

Sciences and Mathematics and Natural Sciences  
3. Airlangga University received books and journals on health and medical 

sciences  
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4. Bandung Institute of Technology received books and journals for 
engineering. 

Most of the library collections held through the 17th World Bank Project are 
books and journals published by the United States. 

The scholarship program for librarians and lecturers majoring in library 
science as well as library book donations by various foreign institutions in 
Indonesia shows that the library has become an arena of contestation of 
international and foreign institutions to influence academicians in the universities 
via libraries collection. 

When the World Bank-17 Project was completed, the library had to develop 
its collection with the budget of the respective parent institutions. Due to the 
limited budget for procurement of library materials, the head of the library was 
trying to develop its collection by purchase as well as seeking donations from 
various institutions both in Indonesia and abroad. This opportunity was exploited 
by several international agencies and foreign governments through a collaborative 
program by opening outlets that were termed corners named after the donor 
agency. The collaboration referred to here is that universities provide a special 
room to store collections and facilities provided by donor agencies and recruited 
special staff to manage the corner, while donors provide collections and resource 
persons for various seminars that must be held by universities that receive 
donations. 

The corners in various libraries include Word Bank Corner, Asian 
Development Bank Corner, International Monetary Fund Corner, APEC Corner, 
and World Health Organization Corner. Corner-corner, which is managed by 
special staff, which contains collections and special facilities that occupy the space 
with the distinctive interior of the donor institution, representing representatives 
of institutions or donor countries in the college library. 
 
Conclusion 

Corners is a library in a college library that is managed by special staff who 
are directly responsible to rectors of the university. Corner manager is obliged to 
provide services and run activities programs, such as seminars, lectures and 
discussions. The donors realize that the library is the most open public space in the 
university environment, which is a place for a gathering of all components of 
universities, such as students, lecturers and university staff. 

The donor agencies used libraries as media, which is a place that provides 
access to very broad social experiences. Libraries are the easiest space to 'sell' to 
the donors. The social space in the university called the library has areas that are 
controlled by several foreign countries that "donate" a sum of money and facilities 
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which seems for the benefit of the students and lecturers. In this case the 
academicians are used as audience, and the library as a media. 

Statement that the library is an arena for free expression and a place that is 
free to find information is denied. The spaces and facilities provided by the library 
must be open to all parties without distinguishing beliefs of the users. In this sense, 
the library must be arranged for the public interest, in this case the interests of the 
academic community in order to obtain the information they need. When some 
donor agencies get the opportunity to open outlets in the library, then other 
agencies should also get the same opportunity. But the fact is that only certain 
countries have the opportunity to have outlets in the library. 

Corner's activities, which were built at the college library, revealed ethical 
violations committed by the chancellors who aggressively 'sold' the library area 
under the excuse of the interests of the academicians in his university. The 
dominance of higher education leaders towards libraries marginalizes the head of 
library as library guards who carries librarian codes of ethics. Here the library is 
drawn to mutually beneficial relationships with donors through economic needs. 
The sponsors need a channel to convey their ideology through collections and 
activities in the library while the higher education leaders need additional funds 
for university operations. Furthermore, Memorandum of Understanding is 
evidence of international cooperation that will raise its image.  
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Abstract 

Indonesian movies can be used to see discourse of libraries in Indonesia. This 
research had examined four Indonesian movies depicting libraries. Those library 
scenes in the movies were used as the units of analysis in this research. The analysis 
process also takes into account the story, plot, and character in the entire movies 
to analyze the discourses that influence the movie production. The method used 
in this research is the Multimodal Critical Discourse Analysis. The results showed 
that the Indonesian movies produces library discourse as a marginal space in the 
overall context of the film's narrative. The library is not depicted ideally or in 
accordance with the development of the digital age. Lack of visitors and dusty 
collections show that libraries are viewed as unimportant places in society or have 
long been abandoned. The exclusion of visitors from representations has 
marginalized the library as a place that does not interest the public and is not part 
of the community's social life activities. 
 
Keywords: libraries in movies, marginal space, Multimodal Critical Discourse Analysis 
 
Introduction 

In the Act of the Republic of Indonesia Number 43 Year 2007 concerning 
the Library stated in Article 1 that the library is a "institutions that manage the 
collection of written papers, printed works, and/or professional records using 
standard to meet the needs of education, research, conservation, information, and 
recreation of the users." From the definition in the Act, it appears how the 
government put the library as an institution that has a very important role, 
especially in the field of education. Libraries are considered as an institution that 
manage their collections professionally with a standard system to meet the needs 
of its user, while in the dictionary the definition of libraries is simpler and does not 
require "professional institutions" or "standard systems". 

What about in the community? Is the image of library in line with the 
positive image built by the government through the Act and the National Standard 

                                                      
 

 Some parts of this paper are sourced from the author's dissertation research.  



 

 
 

15 The Power of Information in Shaping Society 

Library as the dominant discourse, which stated that the library is a vehicle 
organized based on the principle of lifelong learning and serves to improve the 
intellectual capacity and empowering the nation? Or even the vice versa? Or there 
are various other images that arise from different discourse? 

Some of example cases that occur indicate a negative image of the library, 
for example in the case of teachers who are "problematic" and then punished by 
assigned to the library. This is not just happening in the community. The state 
apparatus as part of the government also shows an ambivalent attitude towards 
the library. Instead of supporting the dissemination and implementation of the 
Library Law, it shows a lack of understanding of the law. Some cases indicate that 
in society as well as government institutions there is still a presumption about the 
library as a place of exile, place of punishment, or place that is not important so it 
does not need to be managed professionally and do not need to be led by someone 
who is competent. Anyone, even "troubled" officials are allowed and worthy to 
lead a library. In fact, the Law on the Library clearly states that in order to work 
professionally in libraries as librarians, one must possess competencies gained 
through education and/or training in librarianship. 

Movie can be used to view library developed in the community. Movie is 
one of the media that can represent something. The use of library setting in a movie 
has been known since the 1920s. Based on research conducted by Walker (1993) on 
Hollywood movies, it is known that The Blot which was released in 1921 shows the 
librarian profession. Hollywood movies show libraries as part of an important and 
highly reliable social system. From movies that contain library scenes, it is also 
illustrated how the literacy culture has developed well in the countries. 
Nevertheless, the library representation in these movies is not a flawless or 
probable problem that can be studied further. For example, in some Hollywood 
movies production still encountered negative image problems such as librarian 
stereotypes. Moviemakers are influenced by the discourse about libraries that have 
been produced before. Therefore, in addition to produce new discourses, movies 
with the library scenes can reproduce and legitimize the existing discourse about 
libraries. 

What about Indonesian movies? Some of the movies that have been 
produced and released in Indonesia provides an image of the library. The library 
scenes in Indonesian movies can be an image of the library in Indonesia. Therefore, 
the movies become one of the important texts to see the discourse about the library 
that developed in Indonesian society. Unlike Hollywood movies, only a few 
Indonesian movies that use libraries as background scenes. Based on preliminary 
observations on Indonesian movies released between the 1970s and 2013, it is 
known that there are at least 32 movie titles from various genres that contain 
library scenes. The appearance of the library setting in these movies was only in a 
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few scenes (three on average) with a short duration (about 3 minutes on average). 
Libraries and librarians have never been appointed as the main theme of the movie 
or become part of the movie title.1 

The third millennium era that began in 2000 is characterized by technology 
and digital culture that is growing very rapidly and bringing influence to all areas 
of life. Advances in computer technology and telecommunications, particularly 
with the Internet, have also brought about a very strong change in the field of 
libraries and information. There is a fundamental change in the world of 
information, namely changes in the way we access information and changes in the 
library. As more information is made digitally it becomes easier for us to obtain 
the desired information. 

User activities in the library also changes. If in the previous era users came 
to the library to search and borrow books, now in the third millennium era library 
visitors come to use internet facilities, a comfortable study room, or discussions. 
The library room that once filled with bookshelves, now more dominated with the 
learning spaces which are arranged more comfortable for users equipped with 
computer facilities, internet and Wi-Fi. The commencement of this all-digital third 
millennium era marks a milestone for the transformation of libraries. The library 
world faces a great challenge to be able to have a positive image as a necessary 
institution and play a role in the social life of society. 

Discourses on libraries developed in Indonesian society can be seen 
through movies produced and circulated in Indonesia. Through the library scenes 
can be seen discourse about the library produced by the movies. Indonesian 
movies that contained the library scenes became an interesting object to be studied 
and associated with the development of the library world. This study intends to 
examine the discourse about libraries in Indonesian movies. Departing from the 
problem, the research question formulation is “How is the discourse about library as 
a marginal space produced in Indonesian movies?”  

 
Theoretical Basis 

For the purpose of discussing libraries as a space, a conceptual basis for 
space is required. Henri Lefebvre is one of the most widely referred French 
philosophers when discussing space issues. One important contribution from 
Lefebvre (1991) is his work entitled "The Production of Space" which questioned 
the role of space, the role of spatialization in human life and how the struggle for 
the discourse that took place in it. According to him, social relations create space 
and social space is a social product. 

                                                      
 
1 Observations on Sinematek Indonesia's collection. Sinematek Indonesia is a film archive managed by the Usmar Ismail 
Foundation located in Jakarta and holds around 2,700 movies (mostly Indonesian movies). 
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In order to comprehend space comprehensively, Lefebvre (1991: 38-39) 
describes the concept of space understanding called the "Conceptual Triad", a 
representation of a production relationship that implicates in a social practice. This 
Triad concept consists of Spatial Practice, Representational Space and Space 
Representation.  

Every space in human civilization is the result of human production in 
which there is this trichotomic structure, including the library. When a person 
performs activities in the library, it can be said that he was interpreting a space. In 
this case, libraries have become physical places framed by inter-spatial relations 
that distinguish the space it occupies in a given context. The library becomes 
different from his home, although it may be that the person is doing the same 
activity, such as reading a book. 

There is another discourse beyond spatial practice on the physical level 
that is the range of discourse needed to produce or construct space. Lefebvre (1991: 
39) explains that the space conceptualized as discourse is the space itself. 
Structurally, space is conceptualized into an abstraction and science and constantly 
discourse which ultimately renders space down into representation. Space 
discourses and concepts are practiced verbally through language representation 
and sign systems. This is what Lefebvre calls Representations of Space. 

The term "library", for example, is the production of intellectual practice 
through a verbal and articulated sign system in the space of science. Terminology 
"library" comes as a term that represents "the place for the maintenance and use of 
book collections, etc.". This spatiality is then perceived by scientists as Perceived 
Space and verbally disputed in academic discussions without physically 
presenting the library space in question. The academic discussion resulted in a new 
space (Conceived Space), a scientific discourse about the library space being 
discussed. From there the concept of the library space is present and 
institutionalized as a discourse. 

Lefebvre (1991: 397) suggests creating alternate spaces over the dominant 
space superseded by rulers. These alternative spaces are called Differential Spaces 
that give the right to difference. According to Lefebvre, dominant spatialization 
always produces Contradictory Space. In this space every difference is 
homogenized into the same spaces. In the context of the library space, for example, 
every place that is a building or library space appears in the same trait, as it is 
produced by the same paradigm, interrupted by the same abstraction, consuming 
the same cultural representation through the same products. 

Space problems can also be observed based on the concept initiated by 
Foucault (1984), “Of Other Spaces.” Interestingly, in his essay Foucault refers to 
the library as one example in the description of the principle of heterotopia. 
Foucault questioned the spaces that existed but never existed, or "other space." 
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Foucault refers to it as "site." The "site" Foucault uses refers to "other spaces." These 
other spaces constitute the space that exists because of their reflective relation to 
the space outside itself. The utopian site is a site with no real place or geographic 
location, but it has direct (and sometimes even opposite) relationships with other 
spaces that actually exist in society. The utopian site always presents itself in an 
"enhanced" form. It represents (can also be said to reflect) the exact same reality 
but the opposite. 

Heterotopia is the locus or location of utopia. Heterotopia is a concept that 
refers to situations and places where utopias simultaneously manifest themselves 
in various forms of representation, contestation and twisted. Heterotopia is out of 
every place so it seems to be unreal, whereas its existence in everyday reality can 
be easily demonstrated. 

 
Research Methodology  

The object of this research is the Indonesian movies which provide 
description about the library. There are 4 (four) movies that become the objects of 
the study, namely: Ada Apa dengan Cinta?, 2002 (teen drama, school library); Bangku 
Kosong, 2006 (horror, school library); Kala, 2007 (noir/mystery, public library); 
Pupus, 2011 (teenage drama, college library). 

In the movie Ada Apa dengan Cinta?, the library scenes appeared 2 times 
with a total duration of 3 minutes 21 seconds. This teen drama movie was directed 
by Rudy Soedjarwo with the main actor played by Nicholas Saputra (as Rangga) 
and actress Dian Sastrowardoyo (as Cinta). The box office movie that became the 
pioneer of the revival of the 1990s Indonesian movies also led Dian Sastrowardoyo, 
Rudy Soedjarwo, and Anto Hoed and Melly Goeslaw to win an award at the 2004 
Indonesian Film Festival as the best female actress, best directing and the best 
music. Bangku Kosong is a horror genre movie directed by Helfi Kardit. The library 
scene only appears in one time with a duration of 2 minutes 5 seconds. The 
character are played by Adhitya Putri, Cathy Sharon, Bella Esperance Lie. The 
movie is reportedly made based on a true story at a school in Tasikmalaya, West 
Java in the 1970s. The noir/mystery genre movie which also features library scenes 
is Kala. The movie directed by Joko Anwar is the first Indonesian movie with a noir 
style and is said by critics as a high leap in Indonesian cinema history. Kala won an 
award at the Indonesian Film Festival in the same year for the Best 
Cinematography category. Public library scenes appear in 6 times with a total 
duration of 5 minutes 23 seconds. The actor is played by Fachri Albar (as Janus, a 
journalist), Ario Bayu (as Eros) and August Melasz (as Hendro) who both play the 
character of police who investigate the case which is a mystery. Pupus is a romantic 
drama genre movie directed by Rizal Mantovani. College library scenes  appear in 
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3 times with a total duration of 6 minutes 18 seconds. The characters are played by 
Donita (as Cindy) and Marcel Chandrawinata (as Panji). 

The analytical unit in this study is the parts of the movie to be studied, 
including scenes featuring the library setting and conversations about the library. 
The analysis process also takes into account the entire movie, such as story, plot, 
characterization to know the context and position of the library displayed. The 
method for analyzing data sources is Critical Discourse Analysis (CDA). 
According to van Leeuwen (2008), discourse can be realized not only linguistically, 
but also by other semiotic means. Although language plays a central role in 
legitimacy, forms of legitimacy can be expressed visually, even musically. 
Therefore, relying on one particular mode to examine discourse, especially in 
visual communication, is now considered insufficient. 

Language, images, and various other modes of communication combine 
to form meaning. This concept is known as multimodal analysis. Multimodal CDA 
views that communication mode is a social construction that forms and is shaped 
by society. Multimodal CDA will reveal the hidden ideology and interests of 
power in the representation or mode of communication (Machin, 2012). Besides 
examining the various modes or multimodality, the composition elements of the 
studied scenes will also be of concern. The composition includes value 
information, salience, and framing.  

 
Analysis: Library as Marginal Space 

Library representations in Indonesian movies have not shown that there 
are spaces suitable for the needs of visitors in this third millennium era. The library 
is more depicted as a narrow space, filled with ancient furniture with printed 
books collection, some of which appear dusty, lack of visitors, and tend to be 
creepy. Various indicators appear in movies in various ways. 

The emergence of library representation as mentioned above shows that 
the library is seen as a marginal space. The word "marginal" in the Merriam-
Webster dictionary is defined as something that is “not of central  important”, 
“limited in extent, significance, or stature”, something that is “close to the lower 
limit of qualification, acceptability, or function”. The concept of marginalization 
includes social, cultural, economic and political dimensions. Social 
marginalization associated with social exclusion issues includes internal 
disorganization and external isolation (not integrated with society) (Perlman, 
2005). 
 The marginalized libraries in the context of the movies studied include 3 
(three) aspects. First, the library as a part of the marginalized and is not considered 
important in film narrative elements. Second, libraries are physically represented 
as marginal spaces with its indicators such as ancient-looking spaces, seemingly 
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narrow, dusty and messy collections, quiet, even creepy. Third, the library is a 
place inhabited by marginalized people. 

Libraries and librarians have never been raised to be the movie main 
theme or to be a part of the movie title. The library background has not been an 
important part of the film's narrative context. Appears in only a few scenes with a 
short duration. More libraries appear as a background of less important scenes, 
and it may even be replaced with a background of another place without affecting 
the whole story. The least appearance of the scene, the short duration, and the 
function of the place that represents the library show that the moviemaker places 
the library as a marginal space in the overall context of the film's narrative. Text 
producers simply display the library as one of the identification symbols to enrich 
the diversity of the place setting. 
 The library in Indonesian movies is physically described as an ancient 
space, not modern one and technologically left behind. The library is not depicted 
ideally or in accordance with the development of the digital age. Lack of visitors 
and dusty collections show that libraries are viewed as unimportant places in 
society or have long been abandoned. The location of the library as a place of 
emergence of ghosts became a reinforcement of discourse about the library as one 
of the creepy places. 

The school library scenes in Bangku Kosong begins by showing Dinda (main 
character) sitting down reading a book. Behind her appeared a row of library racks 
filled with books with a less neat arrangement, some of which were tilted to the 
right and some appeared to be tilted to the left. The atmosphere looks very quiet 
and dark. There does not appear any other user or student who is in a library other 
than Dinda. Moviemakers intentionally eliminate elements that should exist. Other 
visitors and librarians have been excluded, removed from the visual elements that 
should be present, placed as absent figures. This strategies are done in order to 
fulfill the impression of a quiet space to stabilize the appearance of ghosts. In this 
movie, visitors and librarians who should be in the library have been deliberately 
excluded. This discourse strategy has made the library as a marginal space and 
reinforces the understanding that the library is a very quiet place, dark and 
haunted. 

In the movie Kala, the library displayed only few visitors. No visible library 
users other than the main characters in the movie. Moviemakers deliberately 
perform exclusion of actors in the library scenes. In fact, the library that became 
the background of the scene is a public library which in reality is a lifelong learning 
tool for the wider community. Exclusion is an important aspect of critical discourse 
analysis. Exclusion is a strategy of removing a person in representation, from 
where they live and work or where they should be (van Leeuwen, 2008: 142). 
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Exclusion of social actors in representation certainly has meaning and purpose that 
can change or legitimize audience understanding. 

This discourse strategy can lead the understanding of audience that the 
library is a quiet space and is not interested for visitors. The exclusion of visitors 
from representations has marginalized the library as a place that does not interest 
the public and is not part of the community's social life activities, whereas public 
libraries are government-funded and provide services to all levels of society 
(Mortimer 2007: 177).  

Library institutions that are dynamic and evolve over time are not 
reflected in the film. In Pupus, a college library scenes appears three times. As the 
story progressed over four years, the library background displayed did not change 
at all. The layout of furniture, decoration on the circulation desk, librarian on duty, 
even the uniforms worn by librarian are displayed exactly the same. Alcock (2006) 
mentions that marginalization is a phenomenon of imbalance in obtaining 
opportunities in economic, social and educational aspects by a group of people. 
The static library representation in Pupus is a form of marginalization of the library. 
The library is displayed as a space untouched or not prioritized in development. 

Ada Apa Dengan Cinta? described the school library at one high school in 
Jakarta. Library  scenes begin by highlighting large library shelves that are filled 
with books with camera-initiated (with the image-maker initiating the change). 
This shows clearly that moviemakers choose the old-fashioned book shelves to 
determining library space identification. The use of camera-initiated techniques 
shows that film producers more overtly positions themselves as spectators 
(representing the views of the audience) on what is represented on the screen 
(Kress, 2006: 262). Thus, it can be said that the views of the Indonesian people 
towards the library are identical to the book collection and old-fashioned shelves. 

Dusty books also show that libraries are no longer used. The collection is 
not touched, read, and borrowed. Dusty books also imply that library collections 
are not well maintained. There are no cleaning staff who regularly clean the library 
and its collection. In the library management concept, the term library preservation 
and conservation is known. One of the things that must be considered in the 
preservation of library materials is about cleanliness. Maintaining the cleanliness 
and neatness of the library is a must. Preventive action is needed so that the 
condition of the library and all its facilities are maintained in good condition. This 
preventive action aims to prevent library material from being damaged. Dust, 
mold and insects are some of the destructive factors of library materials that are 
paper-based. Therefore, cleaning up dust and other destructive factors is done 
regularly in the library (Harvey, 2014). 

When analyzed further with the macro context of libraries in Indonesia, 
the production of library discourse as a marginal space can be caused by lack of 
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attention to library institutions, especially in terms of budget. The National Library 
Standards (2011) describes that all schools and universities in Indonesia, both 
public and private, are required to allocate at least 5% of their budget for the 
library. This 5% figure cannot be fulfilled. The lack of budget allocated to the 
library cannot be separated from the strong discourse that existed about the library 
as a cost center, not as a profit center in the institution. 

Various studies and reports indicate that the budget allocated for 
education is still lacking, including for the library management. The Indonesia 
Governance Index (IGI), which conducted research for one year (June 2012-June 
2013) in 33 provinces in Indonesia, said that the provincial government's 
commitment to allocating regional budgets for the public service sector was still 
low, including the education sector. The realization of the regional expenditure 
budget for the education sector is still far below 20 percent, according to the 
mandate of the Constitution. The highest allocation is only in the range of 13-14% 
of the total regional expenditure budget (APBD). With the small budget, it is not 
surprising that the implementation and improvement of the quality of education 
in Indonesia is still low.2 

Marginal space can also be interpreted as a space inhabited by people 
considered minority (Awan, 2003). The library as a marginal space can also be 
viewed from the context of its inhabitants. Actors displayed as library dwellers 
also show marginal images. People who are marginalized, isolated in social life or 
in bad situations and conditions. The movies illustrates the point. The main 
character in the movies is a protagonist, but the appearance of the character in the 
library scenes shows the side of the character that can be called a marginal. The 
representation of marginal people in this context is not about the economic aspect, 
but rather the social life. As Perlman (2005) points out, social marginalization is 
related to social exclusion issues including internal disorganization and external 
isolation (not integrated with society). 

Michel Foucault has an idea that states space for "other" with the term 
"heterotopia", which means space of difference or space for “others”. Foucault 
describes heterotopia as a space that is present in all cultures, which is occupied 
by individuals who are in crisis or people who are considered to have deviant 
behavior from community norms. In contrast to what Foucault mentions that 
libraries are one example of heterotopia in which time never ceases to accumulate, 
the representation of libraries in the movies studied more shows the principle of 
"deviant heterotopia". Rangga (AADC?), Panji (Pupus), Eros (Kala) are characters 

                                                      
 
2 Source: https://nasional.kompas.com/read/2013/08/28/2001594/IGI.Anggaran.Pelayanan. Publik.di.Indonesia.Rendah. 
(diakses 26 Mei 2018). 
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considered to be "deviant" because they prefer libraries rather than playing and 
hanging out with their peers. 
 
Conclusion 

Dynamic and growing library institutions have not been reflected in the 
Indonesian movies. The meaning of the library as a "collection" or space for printed 
books storage is still dominant in the movies studied. Libraries are more often 
described as ancient spaces, not modern one and technologically left behind. The 
library is a setting where scenes of ghosts or supernatural beings appear. It 
becomes a reinforcement of discourse about the library as one of the creepy places. 
The moviemaker places the library as a marginal space in the overall context of the 
film's narrative. The library scenes in Indonesian movies shows that the library is 
seen as a marginal space, an unimportant place in society. 

The perspective of the library as a non-profit or cost center, which has 
implications for the lack of budget and lack of promotion, caused the discourse of 
libraries as produced in Indonesian movies. The idea that libraries are non-
commercial institutions that only absorb and spend the budget and will not 
produce a profit (profit center) shows that the term "profit" in the perspective of 
Indonesian society is financial. Library as one of the institutions that produce real 
knowledge provides many advantages for the community in other forms, beyond 
financial. The library plays a role in learning, preservation, social stability and is 
open to the wider community as part of the development of democracy. Thus, the 
benefits provided by the library are not in the form of funds derived from the 
service commodities, but the output of knowledge production. However, with the 
view that has not moved from the problem of financial benefit, the library, as an 
institution that does not produce "profit" in the form of financial benefit, will 
always be marginalized. 

The discourse about libraries in Indonesian popular culture is certainly 
interesting to be studied further. If this study is limited to the Indonesian movies, 
it would be more complete if similar studies were conducted on different material 
objects in various other popular media forms, such as popular literature in novel 
or even comic form. Quite a lot of library background found in the narrative of 
popular Indonesian literature.  
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Abstract 
National Library of Indonesia as a reference library has a children collection 
services. Facing child's readers is different than when facing adult’s readers. There 
is a unique problem when facing children collection service, one of which is not 
only those problem occurred concerning the child but also the parent as their 
companion, sometimes raise new problem. The purpose of this study is to 
determine the role of children's collection service librarian and to reveal the 
problem faced by librarians of children's collection services in the National Library 
of Indonesia. The research used qualitative method with case study approach. 
Data collection was conducted by observation and interview. The result of this 
study showed the role of librarians in the children collection services in the 
National Library of Indonesia is as follows 1). Parents. Librarians must carry out 
their duties wholeheartedly and lovingly without discriminating each child. 2) 
Tour guide. Librarians provide library guidance by giving explanations to 
children and parents about library regulations, book collections, facilities and 
various programs available. 3) Teacher. Librarians can explain every information 
contained in the available book collection. 4) Storyteller. Collection of children's 
stories available in the children's collection service room can be used as story 
material for librarians to share with children, 5) Salespeople. Librarians act as 
parties who offer various information contained in various collections of books in 
the library they manage, 6) Consultants/Psychologists. The children collection 
service librarian understands every development of child visitors who visit the 
library and educates parents/caregivers who are less aware of their children when 
visiting the library, in exploring children's reading interests. 7) Facilitator. 
Librarians provide both facilities and programs/activities that support the 
realization of the purpose and function of the library. 
 
Keywords: Role of Librarian, Child Services, National Library 
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Introduction 

Law Librarians as a profession have a strategic role that has enormous 
influence. As an individual, librarians must also be able to explore their potential 
optimally. This self-development can be done well if the librarian is able to 
communicate effectively. Librarians can express themselves through their various 
roles because librarians are direct actors of service activities, so the quality of 
librarians will affect the quality of library services. 

Being a professional librarian must always hone self-competence and skill. 
Librarians are now not just acting as guards and serving book lending, but there 
are many roles that should be attached to a librarian, especially in children's 
collection services. Children's services librarian should be to maximize each of 
these roles. Children should be encouraged to use the library from an early age, 
because this will allow them to become permanent users of the library later on. 
Librarians must be able to provide the best service to anyone who comes to visit. 
Giving a good impression to each librarian for library services makes them feel 
comfortable and happy to be in the library, and it is expected that both children 
and companion visitors will return to the library to get the information needed, so 
that indirectly, librarians provide an important role in increase children's reading 
interest. 

The library as a medium that helps people to carry out lifelong learning is 
an important part of the formation of the nation's character. As a media from 
various sources of information, libraries must be able to provide services in 
meeting information needs for visitors from all different backgrounds who have 
different information interests and needs. Especially with the development of 
information technology, the higher the need for information acquisition that is felt 
by the community, including the children. 

The need for information for children is currently not inferior to the 
information needs of students or researchers, children must be given stimulation 
as early as possible so that their reading interest will be higher, especially with the 
challenges of information technology faced today. The development of 
information technology is a tremendous challenge with the presence of various 
kinds of gadgets that are an integral part of every community activity, including 
children. Today children are provided with easy access to information only with 
smartphones and the internet, even though children should be introduced to the 
library as an exciting place to meet their information needs. 

In order for the children's needs for this information to be fulfilled, the 
library as a vehicle for education and recreation becomes a very important 
medium. The availability of various types and titles of children's book collections 
is expected to be able to meet children's information needs and answer their 
curiosity. The National Library of Indonesia which in September 2017 has officially 
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opened its service building on Jalan Merdeka Selatan has facilities, one of which is 
the Children's Collection Service located on the 7th floor. In this Children's 
Collection Service room, child visitors are spoiled with a variety of fun facilities, 
including collections children's books with various titles, rooms designed 
specifically for children with colorful walls, pillars that are painted with various 
Indonesian folklore, various educational games, various forms of sofas and 
comfortable seating, floors covered with carpet, television and available special 
stage provided for storry telling activities and various other activities are also 
equipped with lactation rooms. The room is designed to be very comfortable. It is 
expected to give a sense of 'staying at home' for a long time in the library while 
reading the collection of books that have been provided. 

The implementation of this children's collection service is of course not 
separated from the role of the librarian who also contributed in providing services 
to the visitors. In accordance with the main task of the library that is to provide 
quality services that can meet the expectations and needs of users. Service activities 
are the spearhead of library activities because these activities are directly related 
to users, so the role of service librarians needs attention, especially in dealing with 
child users who need extra attention. 

In supporting this research, there is a study entitled "Child Librarian Services 
to Children in the Bung Hatta Proclamator Library in Growing Children's Reading 
Interest" by M. Khaironi Elfisan and Yunaldi (2012) which shows that child services 
provided to the Bung Hatta Public Library only limited to circulation services, 
research has not seen the role of the librarian's own service to children in fostering 
children's reading interest, only to what types of services should be available in 
the library. While in other studies, Wahyu Supriyanto (2012) in his research 
entitled "The Role of Librarians in Supporting International Standard Higher Education 
Development", various roles of librarians should be attached to higher education 
librarians that include roles as Educators, Managers, Administrators and 
Supervisors. In looking at various problems in child services, in a study entitled 
"Child Services in the Malang Public Library and Regional Archives", Fredericha 
Alexandra Ema (2013) revealed that there were four problems encountered in the 
field from the results of her observations, namely, First, the existence of library 
materials those that are damaged like streaks on the pages of the book, pages of 
books that are torn, and dirty library materials are stained with food. Second, there 
are users who have difficulties in tracing the information they need. Third, there 
are visitors from outside the city / municipality of Malang who object to the 
registration conditions that must provide a security deposit. Fourth, there are child 
service users who are disrupted due to noise from other users. This noise is usually 
due to users who run, shout, or cry in child services. This problem occurs because 
considering the child service users who come are children with the age range 3-12 
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years. This research will try to look at the problems in children's collection services 
at the National Library of Indonesia and will identify the various roles of librarians 
in solving these problems. 
 
Literature Review 
Librarian  

According to Law No. 43 of 2007 concerning Libraries, librarians are 
someone who has the competence gained through education and / or training in 
librarianship and has the duties and responsibilities to carry out library 
management and services while according to Sulistyo Basuki (1991: 159) librarians 
are professionals who in their daily lives -Day deals with the world of books. 
 
Children’s Librarian  

Based on the Children's Libraries Services Guidelines issued by IFLA, child 
services require child librarians who have the following skills: 1) enthusiasm, 2) 
strong communication, interpersonal, 3) team working and problem-solving skills, 
4) the ability to network and co-operate, 5) the ability to initiate, be flexible and be 
open to change, 6) the ability to analyse user needs, plan, manage and evaluate 
services and, programs, 7) an eagerness to learn new skills and develop 
professionally. Children’s librarians also need a knowledge and understanding of: 
1) child psychology and development 2) the theories of reading development and 
the promotion, 3) artistic and cultural opportunities, 4) literature for children in 
books and related media. 

While the Association for Library Service to Children (ALSC), which is a 
division of the American Library Association in charge of child services, publishes 
Competencies for Librarian Serving Children in Public Libraries which contain 
specific competency standards for child librarians, including 1) Commitment to 
Client Group. Recognizing, understanding, respecting various backgrounds of 
visitors, both age, socio-economic, culture, language, gender, profession, ability 
and other diversity. Understanding the development of literacy, the brain of the 
baby's age to adolescence and its implications for library services. 2) Reference and 
User Services. Provide references and knowledge about available information 
services. Identify children's digital media needs, create and maintain libraries 
physically and digitally, and support children in utilizing the use of various 
cultural materials and services through bibliography, booktalks, displays, 
electronic documents, social media, and other tools, 3) Programming Skills. 
Identify ideas and skills from a variety of community backgrounds to bring 
together programs and services aimed at children, parents, caregivers, educators, 
and other professionals in the community who work with children, 4) Knowledge, 
Curation, and Management of Materials. Accommodate and serve the needs of 



 

 
 

29 The Power of Information in Shaping Society 

children, parents, caregivers of digital and printed reference sources and other 
relevant policies and standards for the community. As well as maintains 
collections, understands and applies criteria for evaluating the content, artistic 
merit, and cultural authenticity of children’s materials in all genres and formats, 5) 
Outreach and Advocacy. Ensures that all children have full access to library 
materials, resources, and services. To communicate effectively with a variety of 
institutions, partners and other organizations in order to serve, overcoming 
barriers, promotion of the use of the library to achieve a common goal, 6) 
Administrative and Management Skills. Doing the library planning process starts 
from setting short and long term goals, objectives, strategic plans, and priorities 
and identifying resources, thinking critically, doing problem solving, decision 
making, and evaluation, 7) Professionalism and Professional Development. 
Develop an understanding of various fields and improve abilities and skills by 
attending education and training and participating in professional organizations 
both locally, nationally and internationally. 

 
Child Services  

This type of service is generally available in public libraries, but the 
National Library of Indonesia as a reference library also has this type of service. 
According to Anwar (in Yusuf, 2003: 175) reveals the main purpose of children's 
services, namely: 1) Providing a collection of various forms of library materials, as 
well as presenting children's attention and easy to use. 2) Providing guidance to 
children in choosing books and other library materials that are appropriate to their 
age. 3) Fostering, developing, and maintaining the pleasure of reading (as a hobby) 
and educating children to learn independently. 4) Using resources in the library to 
support lifelong learning. 5) Helping children to develop their skills and increase 
their social knowledge. 6) Functioning as a social activity in the community to 
improve children's welfare. 

While the purpose of child services according to IFLA is 1) To facilitate the 
right of every child to obtain information, functional, visual, digital and media 
literacy, cultural development, reader development, lifelong learning, creative 
programs in leisure time 2) To provide children with open access to all resources 
and media, 3) To provide various activities for children, parents and caregivers, 4) 
To facilitate families’ entry into the community, 5) To empower children and to 
advocate for their freedom and safety, 6) To encourage children to become 
confident and competent people, 7) To strive for a peaceful world. 

The material in a library that provides child services according to IFLA must 
include a variety of developmentally appropriate materials in all formats, 
including printed materials (books, periodicals, comics, brochures), media (CDs, 
DVDs, cassettes), toys, learning games, computers, software and connectivity. 
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Child Service Users  

According to Law No. 43 of 2007 concerning Libraries, called Librarians are 
library users, namely individuals, groups of people, communities, or institutions 
that utilize library service facilities. While child users themselves according to Joan 
M. Reitz (2004) stated that "Library services intended for children up to the age of 12-13, 
...". Which can be interpreted that child services are library services aimed at 
children up to children aged 12-13 years. 

While the target audience for child services based on the Children's 
Libraries Services Guidelines issued by IFLA both individually or in groups, 
incude: babies and toddlers, pre-school children, school children up to 13 years, 
special needs groups, parents and other family members, caregivers, other adults 
working with children, books and media. 
 
Research Method 

This study aims to determine the role of librarian child collection services 
to child readers and to uncover the problems faced by librarians of children's 
collection services at the National Library of Indonesia. The research method uses 
qualitative research with case study methods. Qualitative research according to 
Cresswell (2016: 4) is a method for exploring and understanding the meaning of a 
number of individuals or groups of people - considered to come from social or 
humanitarian problems. Meanwhile, according to Sugiyono (2017: 8) qualitative 
research methods are often called naturalistic research because the research is 
carried out under natural conditions (natural setting). Furthermore, because the 
purpose of the study is to determine the role of librarian in child collection services 
to child readers and to uncover the problems faced, the method used is case 
studies. Case study according to Mudjia Rahardjo (2017) is a series of scientific 
activities carried out intensively, in detail and in depth about a program, event, 
and activity, both at the individual level, a group of people, institutions, or 
organizations to obtain in-depth knowledge of the event. Usually, the chosen 
event, hereinafter referred to as the case, is the actual (real-life events), which is in 
progress, not something that has passed. 

Data collection techniques carried out in this study were by observing, 
interviewing and studying literature. The research location is located in the 7th 
floor of the Children's Collection Service Room National Library Building on Jalan 
Merdeka Selatan no. 11. The informants in this study were three librarians who 
worked in children's collection services. 
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Result and Discussion 
Child Collection Services at the National Library of Indonesia Building 

located on Jalan Merdeka Selatan is now never empty of visitors, since it was 
inaugurated last September 2017, at least nearly 200 visitors per day, both children 
and parents as companions come to visit. This does not include if there are visits 
from Preschool, Kindergarten or elementary schools. Especially the service time 
since February 2018 has experienced additional service times, where services on 
Sundays have been opened. This of course has an impact on the increase in the 
number of visitors who want to use their time off to visit the library. Including 
users in children's collection services, where many parents take advantage of their 
time off by accompanying their children to introduce them closer to the library. 

The services in children's collections provided at the National Library are 
quite diverse, in addition to providing comfortable service room facilities with a 
variety of educational games, the children's collection service also provides 2,500 
titles with a collection of approximately 7,700 copies that can be read on the spot, 
in addition according to librarian this children's collection service “Mrs. R” in 
addition to information retrieval services, is also available story telling programs, 
magic shows and child users guidance, but these three programs have not been 
routinely conducted because they will only be conducted when there are visits 
from schools, but usually visits occur twice a week. In addition, there are outdoor 
play area facilities that are currently under construction. 

From the results of observations and interviews, there are some problems 
that arise in this children's collection service, Librarian “Mrs. R” said that many 
collections are damaged, companions or parents have left their children in the 
children's collection service room, children who are not concerned about book, not 
yet maximizing facilities such as television, while other librarian namely “Ms. I” 
said that the problems encountered in the collection service of children are, many 
of children running, noisy, making other visitors uncomfortable, visitors who 
brought food into the collection room and littered, along with that, other librarian, 
“Mr. A” also revealed many collections that were damaged because visitors, 
especially children, kept books that were read on the floor, parents who were using 
their gadgets rather than watching or accompany their children to read or discuss. 
From the observations the author also confirmed the above problems that occur in 
children's collection services where, 1) The children who come to visit are often 
accompanied by adults, even though there are parents/caregivers who accompany 
their children to tell stories and read books together, but many of them are 
companions more fun using the gadget than by accompanying their children to 
read, many children are left running around, taking collections and then not 
putting them in place so that many books stumble and step on resulting in books 
becoming damaged, 2) Parents who consider child collection services as a place 
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child care (daycare), so that when they have the need to find information in other 
service rooms, they allow their children to be in a collection service for children 
without parental supervision. 3) In a children's collection service room, such as 
other collection service rooms there is a prohibition to bring food and drinks into 
the service room, there are already information signs that prohibit this, but there 
are still many users who are found carrying their food and drink into the room, 
even there found plastic food waste or drink bottles scattered on the floor. In 
addition to the three points above the problems that come from visitors, the author 
also saw that there are other important problems, namely, 4) Librarians 
occasionally greet visitors and help give information if there are visitors who ask, 
but beyond those school visits, librarians more sitting behind a desk rather than 
come to the visitors of children's 'just' say hello to them, little interaction with 
visitors, especially children, even if leaving the table is to see the condition of the 
service room whether there is a book, toys or garbage scattered. 

Seeing the above problems, of course the role of librarian in the children’s 
collection service in dealing with their parents/caregivers and child users requires 
more effort especially when the age of the children who come to visit is still very 
young, need assistance with more attention when facing the behavior of children 
who not fully aware of the library. 

Based on Law No. 43 of 2007 concerning Libraries, the task and 
responsibility of librarians is to carry out activities of "library management and 
service", of course this has an impact on broad meaning, not only stops at the 
collection lending service to visitors, but librarians have a strategic role in 
provision of book collections owned by the librarians. In relation to child collection 
services, librarians have a diverse role in solving problems faced in service 
activities as previously revealed. In addition to acting as an educator, manager, 
administrator and supervisior as mentioned in previous studies conducted by 
Wahyu Supriyanto, then adopting the role of archivist as mentioned by Kathleen 
Marquis (2007) in her article Not Dragon at the Gate but Research Partner The Reference 
Archivist as Mediator stated that there are many roles that an archivist can do, 
including the role of tour guide, teacher, consultant/psychologist, salesperson and 
facilitator/mediator, so that a child collection service librarian can also use this role 
in solving problems faced. 

 
1. Parents 

Although child visitors are often accompanied by parents, caregivers or 
teachers during their visits to the library, often these assistants hand over their 
children's activities in the library to librarians in child services. In the face of this 
user, librarians often have to act like their parents by serving all their needs in the 
library. Librarians must carry out their duties wholeheartedly and lovingly to face 
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every user without discriminating. With this attitude, it is expected that the 
children's users will feel close and always miss the times with the librarians when 
they are in the library. 

 
2. Tour guide 

Child service librarians can use the role of tour guides who provide 
explanations to children and parents/caregivers about book collections, facilities 
and various programs available. In this case the user guidance activities can be 
synergized in the role of this tour guide. Librarians explain the rules contained in 
children's collection services, what can and cannot be done, for example, not 
allowed to bring food and drinks, remove footwear before entering the room, 
maintain the integrity of the collection of books and game facilities that are part of 
child collection service room facilities. Librarians can also provide an explanation 
of the correct way to retrieve the desired book collection or information 
appropriately and easily. All that needs to be done is to utilize the television 
facilities in this children's collection service room, before the children explore 
books and the various games available, it is better for children to be given 
educational shows about libraries and can enlighten them on how to use and 
maintain book collections with the best. With this role, it is expected that the 
children and the assistants will participate and feel that they have shared facilities 
provided by looking after them together. 

 
3. Teacher 

In carrying out its role as a teacher, librarians are expected to explain every 
information contained in the available book collections. This can provide more 
value for the librarian's professionalism. Librarians must minimize the public's 
perception that many think that the librarian profession is 'just' as a book keeper 
in charge of loan services to it’s users, but more than that, librarians must have 
more competence that can provide information about the information from the 
books they manage. Adopting reference services intended for students and 
researchers, librarians in child collection services can also be teachers who teach 
children who will face school exams. Armed with a variety of reference collections 
such as encyclopedias, dictionaries and so on, librarians can help children who are 
also students to learn. In accordance with the competencies issued by ALSC, child 
service librarians must be able to provide collection references that can help 
children and parents/caregivers match their interests and talents. 

 
4. Consultant / Psychologist 

This role is related to how a child collection service librarian understands 
every development of child users who visit the library, facing child users unlike 



 

 
 

34 International Conference of Library, Archives, and Information Sciences (ICOLAIS) 2018
 

when facing adult users, because child service librarians will find unique things 
from the childish attitudes of these users, so they need attention extra to deal with 
each child. In addition to facing parents/caregivers who are less aware of their 
children when they visit the library, parents/caregivers are more engrossed with 
gadgets and let children explore the facilities in the library on their own without 
their supervision and ultimately require librarians to be able to provide education 
to parents/caregivers on how to assist children in exploring their children's 
reading interests. 

 
5. Salesperson (Salesmen) 

Librarians as library managers must be able to provide excellent service to 
all users and prospective users. The positive image generated from the excellent 
service will give a sense of satisfaction with the service provided. Librarians in 
their role as salesperson (salesmen) act as parties who offer a variety of information 
contained in various book collections contained in libraries that are managed by 
users. With this role as a salesperson, it is hoped that users will have knowledge 
about what collections they have in the library. So it makes it easier for users to 
choose information that suits their needs. Librarians can also do promotions about 
programs and activities that are owned by the library, so users have complete 
information about each activity carried out by the library. With this role, it is 
expected that there will be an increase in the use of libraries both in terms of 
collections and programs/activities carried out. 

 
6. Facilitator/Mediator 

The role of librarians as facilitators/mediators in this case provides facilities 
both facilities and programs/activities that support the realization of the goals and 
functions of the library and can solve problems that occur as previously revealed, 
including 1) providing a special and closed room for visitors who want to read 
without feeling disturbed by the presence of other children who run around and 
play in the reading arena, 2) provide outdoor playgrounds, so that children who 
want to play do not interfere with other visitors who want to read in the children's 
reading room, 3) hold storry telling activities as a medium for delivering 
information in books that are easily accepted by children and other creative 
programs that can sharpen children's skills, 4) provide lactation rooms for 
breastfeeding mothers who bring babies, so that mothers feel comfortable in 
breastfeeding activities while being a companion for other children in visiting the 
library. 

 
7. Storyteller 
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With the special stage available as an activity support facility, librarians can 
use children's collection services to be able to play the role of storytellers. With so 
many collections of children's stories available in the children's collection service 
room, it can be a story for librarians to be able to provide stories for children to 
minimize the children running around. In addition, souvenirs can also be given to 
children who can answer questions from the stories presented by librarians to 
attract children to listen. According to Mohammad Fauzil Adhim (2015: 95) 
reading stories (story telling) that are done with sincerity is very useful to increase 
the feeling of 'positive' children. This 'positive' feeling will encourage children to 
master the book more quickly so that their interest in books as the main reading 
tool grows dynamically. 
 
Conclusion 

Based on the results of a research on the role of children's collection service 
librarian in the National Library of Indonesia, it has not maximized every role that 
should be attached to them. The problems that arise in the service process in the 
children's collection room will be reduced slightly at least if the librarians play 
strategic roles. Facilities contained in the children's collection service room must 
also be utilized optimally, toys, television, including outdoor areas that are 
currently still under construction. These facilities can be a support in solving 
problems that occur with the role of librarians who are also involved in it. 

In addition, librarians must also be able to create innovative programs that 
can help both child users and parents / facilitators in developing aspects of reading 
interest and developing their knowledge and information. With the involvement 
of librarians in fostering these users, it is expected to minimize any problems that 
arise in the service process. 
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Abstract 
This study aims to find out how the implementation of Knowledge Management 
in the bounded magazine service group at the National Library of Indonesia. It is 
hoped that this research can also make a benchmark for the implementation of 
Knowledge Management in other rare services in the National Library of 
Indonesia. The method used uses a qualitative approach to the case study 
methodology. The result is that there is already a KM process in the Terbilid 
Magazine Collection Service Group. Although not yet well documented globally, 
it has helped the KM process in the group. One suggestion is that all organizational 
structures from the smallest units to the largest units truly synergize, in the sense 
of supporting each other for the progress of the National Library. 
 
Keywords: Knowledge Management, Perpustakaan Nasional RI, Materjil 
Collection  
 
 
Introduction 

Every organization that wants to develop must apply knowledge 
management principle. Nowadays is the information era which, according to Alfin 
Toffler (as quoted in Ronin, 2013), a prominent factor in this era is mind or 
knowledge. Therefore, large assets that must be captured, processed, and 
preserved and developed within the organization, are nothing but the thoughts or 
knowledge of members of the organization. Library is an organization that has 
members, namely librarians. Where the mind or knowledge of each librarian must 
be captured, processed, managed and preserved for the development of the library 
itself.  

Advances in technology and science very rapidly. Each organization 
innovates to be able to be at the forefront of its field. A library must be at the 
forefront of information management. It certainly involves the technology owned 
by the library and extensive knowledge of each librarian. Knowledge management 
(KM) is applied in a library so that the library can improve its quality as the most 
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complete, trusted and best information provider of service quality based on the 
technology and knowledge of its librarians.  

Based on the definition issued by the Conference of Director of National 
Libraries (CDNL) in Bangkok in 1999 (as quoted in Sulistyo Basuki, 2008), the 
definition of a national library is as follows: 

“Sebuah institusi, terutama didanai (langsung atau atau tidak langsung) 
oleh negara, yang bertanggung jawab atas pengumpulan secara komprehensif, 
pencatatan bibliografis, pelestarian dan menyediakan warisan dokumenter 
(terutama materi yang diterbitkan dalam semua jenis) yang berasal atau berkaitan 
dengan negara tersebut; dan dapat juga bertanggung jawab atas pelaksaaan lebih 
lanjut fungsi perpustakaan di negara tersebut secara efisien dan efektif melalui 
tugas seperti manajemen koleksi yang maknawi secara nasional, penyediaan 
infrastruktur, koordinasi aktivitas perpustakaan dan sistem informasi di negara 
bersangkutan, hubungan internasional, dan melaksanakan kepemimpinan. 
Biasanya tanggung jawab ini secara formal diakui lazimnya berdasarkan 
perundang–undangan. Untuk keperluan definisi ini maka sebuah negara 
didefinisikan sebagai negara independen berdaulat.” 
According to Law No. 43 of 2007 concerning Library, a national library is a 

non-departmental government agency (LPND) that carries out governmental tasks 
in the field of libraries that function as assistant library, reference library, deposit 
library, research library, preservation library, and library networking centers, and 
it domiciled in the capital country. Regarding its function as a deposit library, the 
National Library has collected various printed and recorded works both printed 
and digital. In terms of the history of the National Library contained in “Sejarah 
Perpustakaan Nasional RI : Sebuah Kajian” (2008), the establishment of the National 
Library has been since the establishment of the Bataviasch Genootschap during the 
Vereenigde Oost-Indische Compagnie (VOC) in 1778. From that year until now, it can 
be said that the collection period National Library collection is very long. 
However, from 1778 to 1962, the Bataviasch Genootschap van Kunsten en 
Wetenschapen collection became the largest collection owned by the National 
Library. The collection is the most complete collection of Indonesia before 1942 
(Sulistio Basuki, 2008).  

The National Library made the collections a rare collection consisting of 
magazines, newspapers, books and maps. Each type of collection is the 
background to the establishment of separate service groups such as rare book 
service group, rare newspaper service group, and rare magazine service group. 
But in its development, those services experienced a name change in accordance 
with the development of the library itself. Collections that are owned especially in 
these services are so valuable for the National Library that they become valuable 
assets of knowledge at the National Library. This will develop if it has been linked 
to knowledge management applied at the National Library.  
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With such a broad background and the range of valuable knowledge 
possessed by the National Library, the authors will make the bound magazine 
collection service into writing material in this study. The problem formulation that 
becomes the problem is as follows: "How is the implementation of knowledge 
management in the bound magazine service group in the National Library of 
Indonesia" 

The purpose of this study is to find out how the implementation of knowledge 
management in the bound magazine service group in the National Library of 
Indonesia. It is hoped that this study can also be used as a benchmark for the 
implementation of knowledge management in other rare services in the National 
Library of Indonesia. 
 
Definition of Knowledge Management 
When observed from the words that build the phrase knowledge management, the 
word elements contained therein are knowledge and management. According to 
Nonaka (1994) and Hubber (1991) (in Agrifoglio, Rocco, 2015), knowledge is:  

“Knowledge is conceived as the specific and justified belief of an individual, 
which is able to increase his/her capacity to take effective action. In this context, 
taking action depends on several factors, such as physical skills and competencies 
(e.g., when playing football or doing handicraft), cognitive/intellectual activity 
(e.g., problem solving), or both (e.g., in surgery, which requires both manual skills 
and cognitive knowledge of human anatomy and medicine).” 
In some literature, knowledge can also be interpreted as core competencies 

(Hamel and Prahalad 1990), abilities (Stewart, 1997), values and norms (Leonard-
Barton, 1992) and information (Wijnhoven 2003). Those definitions are listed in 
Agrifoglio (2015) 

In another perspective, Agrifoglio (2015) takes the opinion of Tuomi (1999) 
which explains that knowledge is a form of inverse hierarchy from data to 
knowledge. Knowledge exists because of the formulated information and 
information is formed / derived from measured data. In another book, The 
International Atomic Energy Agency or IAEA (2011), knowledge can also be as an 
individual experience obtained from time to time (V. Allee, 1997). Or in knowledge 
organizations, it can mean something that organization know or get as best 
practices for the best solutions (G. Szulanski, 1996).  

From some of the definitions above, it can be concluded that the elements 
that form knowledge include: data, information, abilities, expertise, beliefs, norms 
and values. All these elements exist in human beings as a precursor to the 
formation of knowledge. In the IAEA (2011), there are 3 types of knowledge that 
are:  

“Pengetahuan eksplisit, pengetahuan implisit dan pengetahuan tacit. Yang 
dimaksud dengan pengetahuan eksplisit adalah pengetahuan yang sudah/telah 
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terkodifikasi dan dituangkan dalam bentuk dokumen, gambar, perhitungan, desain, 
database, prosedur dan manual. Berbeda sedikit dengan eksplisit, pengetahuan 
implisit sulit untuk diungkapkan, namun masih mungkin untuk direkam. Jadi 
sangat memungkinkan pengetahuan implisit diubah menjadi eksplisit melalui 
proses konversi pengetahuan yang umumnya disebut “kodifikasi” dan 
“transformasi.” Jenis pengetahuan ketiga, adalah pengetahuan tacit, adalah yang 
paling sulit untuk diingat dan diartikulasikan, dan kemudian dapat ditransfer. 
Pengetahuan Tacit tidak dapat sepenuhnya dijelaskan, karena sepenuhnya tercakup 
dalam diri individu, berakar pada praktik dan pengalaman, diekspresikan melalui 
eksekusi yang terampil, dan ditransmisikan melalui magang dan pelatihan dengan 
cara menonton dan melakukan/praktek. Pengetahuan tacit dapat diamati; Namun, 
diragukan bahwa semua pengetahuan ini dapat diubah menjadi pengetahuan 
eksplisit. Dengan demikian, pepatah tersebut berkembang, "Kami tahu lebih banyak 
dari yang kami sadari." Pengetahuan Tacit mencakup ketrampilan, pengalaman, 
wawasan, intuisi dan penilaian. Ini adalah 'pengetahuan' yang terakumulasi 
dalam pikiran individu.” 
This knowledge is the asset or resource to be captured, managed and 

utilized for the sake of organizational development. For this reason, management 
knowledge is needed to manage it properly and correctly. Management is: (1) 
effective use of resources to achieve goals; (2) the leader responsible for the 
running of the company and organization (KBBI online, accessed December 20, 
2017). When viewed from the definition above, then knowledge management 
(KM) can be defined as follows: an action to utilize resources in the form of 
knowledge effectively to achieve goals. If this happens in the organization, then 
the knowledge management is intended to achieve the goals / objectives of the 
organization. 

According to M. Alavi and D.E. Leidner in IAEA (2011), knowledge 
management is: 

“…the process to acquire, organize, and communicate knowledge of employees so 
others may be more effective in their work.” 
While the IAEA (2011) defines KM as :  
“an integrated, systematic approach to identifying, acquiring, transforming, 
developing, disseminating, using, and preserving knowledge, relevant to achieving 
specified objectives.” 
In Dalkir (2011), the definition of KM is viewed in terms of the technological 

process perspective.  
“Knowledge management is the concept under which information is turned 

into actionable knowledge and made available effortlessly in a usable form to the 
people who can apply it. (Patel and Harty, 1998)” 
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“A knowledge management system is a virtual repository for relevant information 
that is critical to tasks performed daily by organizational knowledge workers. (What 
is KM? http://www.knowledgeshop.com)” 
The creation and subsequent management of an environment that encourages 
knowledge to be created, shared, learnt [ sic ], enhanced, organized and utilized for 
the benefi t of the organization and its customers. ( Abell and Oxbrow 2001 ) 
It can be concluded that KM is a systematic and integrated approach process 

in identifying, acquiring, changing, developing, disseminating, using, and 
preserving relevant knowledge to achieve the goals determined by the certain 
organization. Or it can also communicate knowledge with other employees so that 
others may be more effective in doing their work. However, the creation of a 
supportive work culture and top management environment is also very necessary 
so that the KM process can run well and smoothly. 
 
Concept of Knowledge Management 

In IAEA (2011:4), there are 3 basic components in KM which are individual, 
processes, and tools. As for the explanation: 

1. KM focuses on people and organizational culture to stimulate and 
maintain the sharing and use of knowledge. In processes or methods, it 
focuses to find, to create, to capture and to share knowledge. In the 
technology, it focuses to store and to make knowledge accessible and 
enable people to work together without being together; 

2. KM focuses to find, to create, to capture and to share knowledge. 
Establishing an operational process is very important to operate and 
maintain nuclear facilities safely. Nuclear facilities must rely on strict 
adherence to procedural requirements to ensure safe operation and 
process integrity. Although there is a companion procedure where the 
process can be changed, it is very important in the nuclear industry that 
any changes to the procedures and processes specified are strictly 
controlled. KM must be integrated into strategic planning, analysis and 
decision making, implementation of plans, and evaluation of results. 

3. KM focuses on the technology to store and to make knowledge 
accessible and enable people to work together without being together. 
Thus, technology is an important enabler for the success of KM. 

Ruggles and Holtshouse (1999) (in Dalkir, 2011) identify key attributes of 
KM that are: 

 Creating new knowledge 
 Accessing valuable knowledge from outside 
 Using accessible knowledge in decision-making 
 Imparting knowledge in processes, products and / or services 
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 Representing knowledge in documents, databases, and software 
 Facilitating knowledge growth through culture and incentives 
 Transferring existing knowledge to other parts of the organization 
 Measuring the value of knowledge assets and / or the impact of knowledge 

management 
 
Some of the reccuring key management attributes, among others: 

 Tacit knowledge (Polanyi, 1966) is a knowledge that often lies only in 
individuals where knowledge is difficult to articulate such as expertise, 
knowledge, tricks of trade, and so on. 

 There is an idea of added value (what is it from KM). 
 The idea of applying or using knowledge that is captured, codified, and 

disseminated (the impact of KM). 
 
Knowledge Management in the field of Library and Information Science 

In library science, it has long been known the term Information 
Management (IM) and some experts argue that the principles in KM are already in 
IM first. Like Blair (2002) in Dalkir (2011) which states that:  

the primary differences between traditional information management practiced by 
LIS professional and knowledge management consist of collaborative learning, the 
transformation of tacit knowledge into explicit forms, and the documentation of best 
practices (and presumably their counterpart, lessons learned). 
Henczel (2004) in Dalkir (2011) emphasizes that libraries and information 

centers will continue to access and the role of intermediaries which not only 
includes information but also knowledge management. All libraries and 
information centers must have 3 core activities that have always been carried out, 
namely collecting, processing and serving information. Those are part of the 
activities in KM. 
 
Methodology 
 This paper uses a qualitative approach with case study method. Case study 
was carried out in the bound magazine service group at the National Library of 
Indonesia. Data collection was obtained from observation and documentation 
studies. Meanwhile, data analysis is done by describing the data that has been 
collected.  
Result and Discussion 
General Description of Bound Magazine Service Group at The National Library 
of Indonesia 

In the National Library's collection development policy (2012), the National 
Library as a non-departmental government agency that is directly responsible to 
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the President regarding the implementation of its duties as a assistant library, 
reference library, deposit library, research library, preservation library, and library 
networking centers, and it domiciled in the capital country. This is found in Law 
No. 43 of 207 concerning the Library, Article 1 paragraph (5). As a reference library 
and research library, the National Library of Indonesia has the responsibility to 
ensure the availability of complete collections according to the needs of users. As 
a deposit library, the National Library of Indonesia must keep all printed works 
and recorded works published in Indonesia as a collection of Indonesiana. While 
as the center of the library network, the National Library of Indonesia must 
provide a means of communication and facilitate the availability of sources of 
information for network members.  

Judging from the history of the establishment of the National Library, the 
National Library collection has a high historical value, especially the collection of 
rare manuscripts and collections. These collections were once a collection of 
heritage from the Museum Library. The collection consists of ancient manuscripts, 
rare books, ancient maps, UN publications, rare newspapers, and rare magazines. 
Rare book periods, rare newspapers and magazines are part of the historical period 
of some new era, especially the period of colonialism and the period of national 
movement, up to the post-independence era (Anes, 2014). 

This type of collection is served separately with treatment and storage that 
is different from other collections. There are four service groups that serve this 
collection and one of them is bound magazine collection service group. This group 
is a group that serves rare collections in the form of serial and / or magazine 
publications, journals or publications from the colonial era. There are several 
publications stored / collected and no longer published. But there are also many 
publications that are still published today. This group collects publications 
published to date for the past 5 years. In 2013, the latest data shows the number of 
rare magazine collections reached 6,285 titles (Anes, 2014). 

The bound magazine group is one of the services of 23 services spread across 
library and information service centers. It is a working group under the general 
collection service sector and chaired by Mrs. Dra. Ratu Atibah, M.Sc. The tasks of 
this group are: 

1. Processing data and creating user statistics reports on the bound magazine 
service. 

2. Identifying library materials to be converted and the repair process. 
3. Determining the evaluation result and weeding of converted library 

materials. 
4. Processing and analyzing data in surveying user interests in the form of 

reports. 
5. Performing retrieval of library materials. 
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6. Doing user guidance service for referral sources. 
7. Compiling statistical data of bound magazine users, number of collection 

uses, photocopy service, and referral service. 
 
Implementation of Knowledge Management in the Bound Magazine Service 
Group at The National Library 

In its application, KM can be included in various fields of science, including 
the field of library and information science. But the development of the KM 
concept is based on the policies in each organization. At the National Library of 
Indonesia, especially in the bound magazine service group, there have been those 
who have implemented KM in every activity. As already explained above, the 
purpose of KM is so that existing knowledge can develop the organization or 
encourage the vision and mission of the organization to be achieved. For higher 
achievement, KM is applied so that the organization can compete and become the 
leader in its field. Of course, this can be achieved by managing all the good 
knowledge assets of individuals in the form of tacit and explicit knowledge and 
from the knowledge of existing organizations that have been successfully 
compiled and processed. 

The National Library has a vision: "The realization of smart Indonesia 
through fond of reading by empowering the library" while its missions are: 

1. Creating a complete and up-to-date national collection. 
2. Developing a diversification of library services based on information 

and communication technology (ICT). 
3. Developing a library that reaches the wider community. 
4. Realizing a competent and professional library staff. 
5. Promoting a socialization / promotion / correctional activity to love 

reading. 
6. Developing a modern national library infrastructure. 

The vision and missions must be supported by all levels of the organizational 
structure including the smallest units such as working groups and one of the 
working groups is bound magazine collection service group. There are several 
routine tasks from this group that can later be used as a source of new knowledge 
for KM activities and can be used by the National Library in order to realize its 
vision and mission, including:  

1. Make data and create statistics reports on the bound magazine services. === 
This data will be used as a reference in sorting out which collections are often 
used and which are rarely used. This is useful as a study of the importance 
of past information and what new knowledge has been produced. 

2. Collecting data on identification of library materials to be converted and the 
repair process. === This data can be used to refer to the collections that have 
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been converted to users where the fragile collections cannot be used anymore 
and librarians know there are alternatives in digital form. 

3. Making evaluation and weeding of converted library material. == This 
evaluation is in the form of a report containing the value of quality in the 
process and the results of conversion in the context of usage. Do many users 
are satisfied or not with the quality of media transfer. Also, the state of the 
collection after switching is made. 

4. Perform retrieval of library materials. === This is related to non-in-depth 
search. A librarian must be able to provide other knowledge information if 
there are other collections related to the information needed. 

5. Doing user guidance service of referral sources. === This is related to an in-
depth search where this is the core activity of the service in which there is an 
element of information flow. In the KM process, SECI model can be used to 
describe this flow. 

6. Compiling statistical data of bound magazine users, number of collection 
uses, photocopy service, and referral service. === Reader statistics are used 
to calculate how many average visitors visit every day, how many visitors 
take advantage of the collection, how many collections come out and are 
photocopied, and what collections are usually used and photocopied. 
Referral service data is used for which collection sources are most often used 
and can see which trends are developing in current historical research 
science  

 
1. Reality of Knowledge Management Implementation in the Bound 

Magazine Service Group At The National Library 
KM implementation that occurs in this group begins when librarians are 

tasked with helping users in searching the information they need. In searching 
information, librarians use their knowledge about collections in the library both 
tacit and explicit. Users who need information also have little knowledge about 
how to find subjects that they want to get. However, users have such high 
expectations that the information can be found. From the search process for 
information needs, sometimes an innovation and creativity from both parties can 
be created that can be used as new knowledge. Therefore, this is where the role of 
knowledge management is needed so that new knowledge can be captured, 
documented, processed and spread to be used again later. 

The process flow is as follows:  
1. When a user come and look for an article about "the history of agricultural 

migration" especially "Javanese people who migrate outside the region" and 
that happened in 1930. So the easiest thing to do is to look for it in an online 
catalog (Online Public Acsess Catalague or OPAC). But the information in 
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the existing online catalog is not detailed until the article title. The 
information is only up to the magazine title. 

2. Librarians act as informants who are ready to help with the knowledge they 
have. Every librarian already has previous experience in searching 
information with the same subject, each librarian already has an articles 
database of a subject from a magazine that is their duty to be indexed, and 
each librarian is well aware of how to search information on a subject by 
using various search tools. Then the information search process can begin 
with the following steps:  
a. The librarian in charge can open a librarian database on the subject 

(where each librarian in the service group has responsibility for a subject 
in the magazine to be indexed) in order to obtain more complete 
information about which magazine will be taken to obtain such 
information.  

b. Librarians use the Raymond Kennedy catalog, Bibliography of 
Indonesian People and Cultures. Vol. 4. London: Yale University, 1945. 
Librarians begin to search by region, namely Java. From there, an article 
can be found about the migration of Javanese in BCI, volume 2, p. 183-
192 year 1939 issue, namely: Maassen, C.C.J. Javanese Agricultural 
Migration to the Outer Provinces. BCI, II, 183-192. 1939. p. 35.  

c. After finding the data, librarians with the help of other search tools 
found that the BCI is Bulletin of the Colonial Institute, Amsterdam. 

d.  Then, the librarian searched the OPAC and found that the BCI had 
dialed number A: - 863 and there were several volumes there. Then we 
refer to the year. 

e. From the flow, both librarians and users get new knowledge in the form 
of: 

1. Librarians get information about "migration of Javanese people, 
especially in agriculture" in 1930 listed in the rare magazine of 
"Bulletin of the Colonial Institute, Amsterdam" with a dialed number 
A: - 863 and it can become a tacit knowledge again to be used if there 
is another user asks for the same thing. This is advantageous if the 
librarian directly documents the "new knowledge" into a concise 
database especially if the user wants to help explain the contents of 
the article that speaks Dutch into Indonesian.  
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2. The user gets information about the collection call number at any 
time if they want to refer back to the subject. Or the user can see other 
articles in it that relate to the information needed to be recorded if at 
any time it is needed again. 

3. In the future, there is time efficiency for searching about the subject 
in the bounded magazine service group and of course, a new 
knowledge is formed. If this new knowledge is well documented and 
processed, such as creating a database for collecting "new 
knowledge", then the process of finding / retrieving information will 
be easier. And in the future it can be used by librarians and users in 
information retrieval. 

4. Every librarian who wants and is willing to document the KM 
process should get rewards like points for the promotion of their 
career. 

Based on the description above, the knowledge management that can be 
applied in this study is the Inukshuk KM Model because the system created by this 
model can facilitate the capture, storage, search, transfer and reuse of knowledge. 
With this model, we can find the involvement of the role of technology, leadership 
policy, cultural elements such as face-to-face communication with politeness, and 
information search process. Like the above process, it illustrates how tacit and 
explicit science can be used as new knowledge through knowledge management 
system and it can become a knowledge sharing if applied in a organization or the 
bound magazine service group.  

Knowledge sharing must also be created by a leader where leaders must be 
able to build human behavior or culture based on the learning organization 
culture. In this case, the bound magazine collection service group is an 
organization where librarians in it must be human learners so that their knowledge 
can grow and develop. This requires leaders who have a concern for knowledge 
and abilities above average. If in our daily life we have begun to share our 
knowledge with the people around us and it is documented on an ongoing basis, 
it will lead to a culture of knowledge sharing and will become its own routine in 
the organization to improve creation and innovation as competitiveness of the 
services of bound magazine collections with other services. 
 Here is a picture of the model: 
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When combined in the KM process in the bound magazine group service, the 
model will be adapted as below: 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



 

 
 

49 The Power of Information in Shaping Society 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

MEASUREMENT 
 How  often  is  needed  information  such  as:  "the  history  of 

agricultural migration" especially "Javanese out of the region" and 
that  happened  in  1930  is  found  in  a  database  based  on  KM 
processes? 

 The  level  of  user  satisfaction  on  information  acquisition  (other 
information found as new knowledge about the subject; supporting 
information  to  find  more  relevant  information;  the  right 
information  according  to  what  is  needed;  information  that  is 
irrelevant but attracts its own interest to be studied further. The last 
stage:  Relevant  information  is  not  found.  How  appropriate  / 
relevant is the existing data or information that is available to users?  

Tacit Knowledge 
 Having  experience  with  the  same  subject  through 

circulation services by way of face to face with users.  

 Having  the ability  to search searching  tools  in  the  library 
related to the collection and understand all collections. 

Explicit Knowledge 
This information is contained in a magazine article that 

can be found in databases:  
• in the article subject index 
• in printed catalog 
• in the online catalog: OPAC.PNRI.GO.ID 
• on related websites 

Socialization 
 Listening  to  the  information  known  to  users 

about an information 

 Asking other  librarians about  the  information 
needed with communication 

Ekternalization 
Starting the process of finding information through 
searching tools. Then, the article was obtained in the 
Bulletin of the Colonial Institute. Issue: Amsterdam, 
with the title: Javanese Agricultural Migration to the 
Outer Provinces.  

 

Internalization 
 New knowledge  is obtained that magazine of 

A:‐863  contains  information  about  the 
migration  of  Indonesians  in  the  1930s  that 
occurred in the Dutch East Indies. This can be 
tacit knowledge for both librarians and users.  

 Summarising  the  "new  knowledge"  into  the 
database so that later can be reused.  

Combination 
Based on the information obtained from tacit and 
explicit where librarians use other searching tools 
such as OPAC to get a collection code number that 
contains articles that contain information needed. 
The code is A: - 863 II; 1939, NO. 2 

 

Leadership 
There is a policy from the leader to manage all information searching processes. The creation of new knowledge and knowledge 
sharing goes well with the stability of the system and the firmness of the leadership in implementing knowledge sharing 
management rules. There is also a guarantee that the rewards provided and information shared are guaranteed to be of quality 
and safety, for example: the information is not duplicated and others.. 

 

Technology 
 Provision  of  a  stable  information  system, 

such  as  the  internet  and  online  catalogs 
along with hardware and software. 

 Development  of  a  good  knowledge 
management  system  portal  model  and 
accommodating  all  processes of  knowledge 
management systems in the bound magazine 
service group. 

 

Culture 
 A  culture  of  knowledge  sharing  for  more 

creativity and innovation must be created. 

  There must  be  a  reward  from each  item of 
information  provided  by  the  librarian  in  the 
form  of  points  as  a  determination  of 
employee performance improvement 

 A portal  for knowledge management system 
must  be  created which  is  expected  to make 
the knowledge sharing process run smoothly
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Description of The Diagram 
Measurement 

1. How often is needed information such as: "the history of agricultural 
migration" especially "Javanese out of the region" and that happened in 1930 
is found in a database based on KM processes? 

2. The level of user satisfaction on information acquisition (other information 
found as new knowledge about the subject; supporting information to find 
more relevant information; the right information according to what is 
needed; information that is irrelevant but attracts its own interest to be 
studied further. The last stage: Relevant information is not found. How 
appropriate / relevant is the existing data or information that is available to 
users?  

3. How often do librarians access this database to retrieve information for 
users or for other purposes? 

 
Tacit Knowledge  

1. Having experience with the same subject through circulation services by 
way of face to face with users.  

2. Having the ability to search searching tools in the library related to the 
collection and understand all collections 

 
Explicit Knowledge 

This information is contained in a magazine article that can be found in 
databases:  
• in the article subject index 
• in printed catalog 
• in the online catalog: OPAC.PNRI.GO.ID 
• on related websites 
 
Socialization = Tacit Knowledge – Tacit Knowledge 

1. Listening to the information known to users about an information 
2. Asking other librarians about the information needed with communication 

 
Externalization = Tacit Knowledge – Explicit Knowledge 

Starting the process of finding information through searching tools. Then, 
the article was obtained in the Bulletin of the Colonial Institute. Issue: Amsterdam, 
with the title: Javanese Agricultural Migration to the Outer Provinces.  
 
Combination = Explicit Knowledge – Explicit Knowledge 

Based on the information obtained from tacit and explicit where librarians 
use other searching tools such as OPAC to get a collection code number that 
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contains articles that contain information needed. The code is A: - 863 II; 1939, NO. 
2 
 
Internalization = Explicit Knowledge – Tacit Knowledge 

1. New knowledge is obtained that magazine of A:-863 contains information 
about the migration of Indonesians in the 1930s that occurred in the Dutch 
East Indies. This can be tacit knowledge for both librarians and users.  

2. Summarising the "new knowledge" into the database so that later can be 
reused.  

Leadership 
There is a policy from the leader to manage all information searching 

processes. The creation of new knowledge and knowledge sharing goes well with 
the stability of the system and the firmness of the leadership in implementing 
knowledge sharing management rules. There is also a guarantee that the rewards 
provided and information shared are guaranteed to be of quality and safety, for 
example: the information is not duplicated and others 
 
Technology 

1. Provision of a stable information system, such as the internet and online 
catalogs along with hardware and software. 

2. Development of a good knowledge management system portal model and 
accommodating all processes of knowledge management systems in the 
bound magazine service group. 

 
Culture 

1. A culture of knowledge sharing for more creativity and innovation must be 
created. 

2. There must be a reward from each item of information provided by the 
librarian in the form of points as a determination of employee performance 
improvement 

3. A portal for knowledge management system must be created which is 
expected to make the knowledge sharing process run smoothly 

 
Expectation of Knowledge Management Implementation in the Bound 
Magazine Service Group at The National Library 

Ideally, the expectation of KM implementation in the bound magazine 
collection service group can all run well and also get support from various parties, 
especially policy holders. Large organizations must have a "large" device in their 
role to oversee all activities in order to achieve their vision and missions. 
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Conclusion 
There has been a process of KM in the bound magazine collection service 

group. Although not yet well documented globally, it has helped the KM process 
in the group. At least, it has helped the National Library in terms of achieving its 
vision and missions.  
 
Suggestion 

Suggestions that must be raised are:  
1. All organizational structures from the smallest units to the largest units 

truly synergize and must support each other for the progress of the 
National Library. 

2. Thinking about how the knowledge of the results of the KM process 
contained in the smallest units can be used as a database of knowledge 
for assets for the National Library 

3. The National Library should provide technology that can adopt the 
needs of unifying these knowledge assets. 

4. Creating an environment that supports KM process activities, starting 
from knowledge creation, knowledge management - by providing the 
technology, and sharing knowledge between employees, between units, 
between fields, between centers, between deputies and even between 
superiors and subordinates informally. 

5. There is a reward for librarians or employees who have ideas or 
breakthroughs in their expertise whose benefits can make the 
performance process increase or can solve a problem in the work 
environment. Or it could also be a reward for librarians or employees 
who excel in their fields. 

Policymakers can be responsive to the findings, whether it is a solution or a 
problem when there is a KM process. Especially if the knowledge in KM is proven 
to be good for the National Library.   
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Abstract 
Using health information systems are rapidly growing as hospitals transition from 
conventional practices to the electronic documentation. Health information 
systems are cutting-edge products designed to improve the delivery of effective 
healthcare. While the adoption of electronic medical record (EMR) systems 
promises significance benefits, including better care, improve quality of 
documentation and record keeping, however unintended consequences from the 
implementation of these systems have emerged. Poor EMR system design and too 
complex can cause EMR-related errors that jeopardize the privacy, confidentiality 
and security of the information in the EMR, leading to major backlog in 
incorporating older paper medical records via electronic mode, impose expensive 
cost and lack of IT skills among the end users. These unintended risks also may 
increase hoax and mishandling and lead to serious legal implications. The purpose 
of this paper is to review the potential risks or/issues in implementing electronic 
medical records in hospitals. This literature review examines the impact of risks of 
the use of EMR systems on the quality of care and proposed solutions to address 
EMR-related errors. This analysis of the literature on EMR risks is intended to 
serve as catalyst for further research on these potential risks, their impact on safety 
and quality of patient care and strategies for decreasing them. 
 
Keywords: electronic medical record, healthcare, risk  
 
 
Introduction 

Information New technology discovery in Information Technology (IT) has 
brought significant positives impact to daily human task. This impact implies to 
education, business, healthcare, manufacturing and retail industry and others too. 
The government had invested for IT projects since realizing IT is efficient and 
effective tool for managing healthcare system. Moreover, in the Eleven Malaysia 
Plan (11MP), the government declared to improve hospital services, facilities and 
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infrastructures such as medical equipment and strengthen the integration of 
Information and Communication Technology (ICT) systems. This can help to 
improve the quality of health services to the community and establish our future 
healthcare in line with practice of Western country. Hence, Ministry of Health has 
started introduced Hospital Information System (HIS) in public hospital. Hospital 
Information System (HIS) is a comprehensive, integrated information system 
designed to manage the administrative, financial and clinical aspects of a hospital 
(Aniza et.al, 2010). In history, Selayang Hospital is the first hospital in Malaysia 
that implemented Total Hospital Information System (THIS) in 1999 (Hadis and 
Hashim, 2004). The Ministry is changing the healthcare system in stages for 
transition from paper to digital record keeping in the future. The Electronic 
Medical Record System (EMR) is the core system to THIS (Husaini, 2000).  
  In these millennial years, informatics and communication technology had 
developed rapidly. Internet usage had gained its popularity to ease access to social 
media coverage. In health perspectives, Internet access is widely used in most 
health facilities. The utilization of informatics and communication technology in 
the healthcare sector aims to make universal health coverage achievable. World 
Health Organization (WHO) promotes the enabling of environment for the use of 
informatics and communication technology in the effort to strengthen the 
surveillance and health information system to all populations including those 
patients who are located at remote areas or underserved community (eHealth, 
2015). 
  The EMR environment is complex and sophisticated environment where its 
foundation is the clinical data repository (CDR) that process database of patient 
clinical information for practitioners (Garrets and Davis, 2006). The EMR 
applications can be used in  clinical documentation and computerized provider 
order entry (CPOE) for physician and pharmacy management (Garrets and Davis, 
2006). It helps in improving patient safety and reduce medical errors. This EMR is 
one of component to build EHR and a success her depends  on the EMR.  
Most Malaysian government hospitals do not realized that they are at risk to 
litigation and loss of their electronic medical records. One of the most crucial 
problems facing organizations is that electronic systems are build not for records 
keeping.  (Bearman, 1993). The systems do not capture the contextual and 
structural information, which is essential to ensure effective identification, 
organization and control, retrieval and maintenance of electronic records. In 
addition, t electronic storage media deterioration and technology obsolescence, its 
accessibility and long-term access as well as the preservation of electronic records 
are at stake. 
  With the implementation of the Multimedia Super Corridor (MSC) Project 
under its flagship application, loads of vital information will be churned out 
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electronically.  The information has to be managed in an efficient and consistent 
manner to ensure their integrity and accessibility over time. However, regrettably 
records management is not a common practice in Malaysian organizations. The 
study conducted by the National Archives of Malaysia (2003) revealed that 
government agencies do not have a formal policy on electronic records 
management program neither do they have any assigned responsibility of 
managing those records. The general acceptance of life cycle conceptual 
framework popularized by the Malaysian Archives is more of file management 
rather than an integrated approach to records management. Malaysian 
Government Hospitals must understand the risks posed by overlooking the 
importance and role of medical records in the electronic age. Without adequate 
legal and regulatory infrastructure to ensure the reliability and authenticity of that 
documentary evidence in the hospitals’ decisions and actions, tremendous impact 
of risk will be resulted in relation to hospitals administrative, legal and fiscal 
obligations. Thus, it will indirectly disclosing the hospitals credibility and 
accountability. 
 
Electronic Medical Records 
  There are many definitions of EMR given by the researchers based on their 
studies.  As stated by Fisher (1999), the word of EMR is evolving, begin with 
computer stored medical records followed by computerized patient record (CPR), 
computerized medical record (CMR), computer-based patient record system 
(CBPR), electronic health record (EHR) and automated medical record (AMR). 
EMR also can be defined as a computerized medical record that can be accessed 
with concerned of patient privacy, confidential and security from multiple 
integrated system at any point of care within the healthcare organization (Wagner, 
2004).  

Electronic medical records are versions of paper charts belonging to 
patients, which are in digital forms. An electronic medical record contains medical 
notes on patient’s medical history, diagnosis and treatment plans by the doctors. 
On the other hand, electronic health records are sets of health information  of an 
individual, which focuses on the total health of the patient. It goes beyond the 
standard clinical data collection and includes a broader view of patient’s care 
(Garett & Seidman, 2011). 
  The EMR is a legal record activities of patient during their encounter at the 
CDO  and is owned by the CDO (Garrets and Davis, 2006). Healthcare practitioner 
used the EMR to document, monitor and manage patient mainly on diagnosis and 
 treatment within the CDO only (Garrets and Davis,2006) and it does not 
follow with patient when he goes to other healthcare organization.  
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The Importance Of EMR Implementation in Malaysia 
 The use of electronic medical records has been applied to various 
developing countries nowadays and Malaysia has taken the opportunity as well 
as not to be left behind. At the present, there are a few hospitals in Malaysia who 
are using this said advanced technology.  
  From healthcare professional perspectives, which involved the doctors, 
nurses, and pharmacist as well, the electronic medical records in Malaysia may be 
beneficial in terms of serving the patients and giving the best quality of care. As 
healthcare professional can view the complete medical history of the patient’s, it 
may help to reduce the time of waiting for the patient’s chart to be physically 
present, hence, reducing the waiting time of or patient and delivery of optimized 
consultation, diagnosis and treatment achieved. Electronic medical records are 
readily available to use 24 hours daily (Alamo, et.al,2009). Health professionals 
may be able to increase productivity and manage patient better.  

It may reduce medications errors as prescriptions for treatment is recorded 
and may alert healthcare professional when matters arise such as overdose 
treatment, contraindicated medications, duplication of prescriptions encountered 
(Agrawal, 2013). The information in the electronic medical records can be accessed 
by healthcare professional outside the hospital such as health clinic centers for 
consultation or review of investigation when there are cases referred for the 
diagnosis and treatment of a patient. Another advantage for implementing 
electronic medical records is the benefit for space saving in an environment of 
digital records. With more admissions to the hospitals and increased birth rate 
yearly, the incidents will increase the numbers of attendances to health facilities, 
hence, but by going paperless not only it will create space, but it will reduce the 
chances of paper medical records to go missing or misplace and physically 
destroyed in unforeseen circumstances such as in a fire or flood incidents (Khamis 
et.al, 2013). Operational and labour cost for maintenance of record room and paper 
medical records will also be reduced significantly and this, in turn, will be 
economical and cost saving for administrative. ( Al-Nassar et.al, 2011). 
 The ability to transfer data from one department to another may facilitate 
workflow and better quality of care as well with better integrations among 
healthcare professionals and improved information sharing (Manca, 2015). 
Communications between health professionals can e enhanced through coordinate 
workflows. Apart from healthcare professionals from various departments, it may 
be able to provide input through information sharing, administratively, 
streamlining patient’s health bills process can be done, electronically, which is 
quicker and advanced.  
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Benefits of EMR 
  Ministry of Health have allocated a yearly budget to build on EMR as we 
are approaching the digital era. Although there is critic regarding high cost on 
building this, the good outcome to the patient, health care provider and 
government itself made this project continuous.  
  EMR can improve quality of documentation by typing the information into 
the database. Doctor’s handwriting is sometimes difficult to read and this make 
caused misunderstanding of the instructions. The information are clearer and 
better to  understand, it can also educe mistakes as it was nicely typed (Noraziani 
et.al,2013).  

The EMR also improve record keeping and reduces possibility of lost 
records where the database allows saving data in the server (Noraziani et.al, 2013). 
This will reduce misplaced of the documents due to human error and it support 
paperless environment. This data storage is safe from natural disaster and can save 
space tin keepingthe physical file.  
  EMR can linked the physician to the protocols, care plans, pharmaceutical 
information and database of healthcare knowledge, which help in clinical decision-
making. (Noraziani et.al, 2013). This can help in reducing medical error. Hence, it 
can reduced prescription error by electronic prescription. The decision support 
tool in EMR  are able to check for drug interactions, dosage and allergies (Al-
Nassar et al, 2009). Few specialists might see patient with multiple medical 
problems. The usage of EMR allows the specialist to work in a team to be aware of 
their action and understand the approaches taken to the patient. (Noraziani et.al, 
2013).  

The EMR also improves the services provided to the patient. It can reduce 
waiting time, smooth workflow and it can increase the productivity of the 
organization (Noraziani et.al, 2013). The information needed by the physician such 
as previous medical history, medication list and latest laboratory results at current 
visit is readily retrievable and the system make sure the physician update the 
patient information and check the screening and monitoring test are completed on 
schedule (Andrews, 2003). This will save the consultation time of the physician, 
patient and supporting staff. Any investigation and prescription of medication can 
be conducted online.  
  The health administrator  can benefits from this, where they can easy create 
reports, organize clinical information and record filing, managing claim and 
ordering process going smoothly, reduce time for billing processes and 
importantly can serve a good customer service (Haslina and Sharifah, 2005). EMR 
can provide long term planning of healthcare and health resource allocation in the 
future. In a better way, quality of health services can be improved and reduce 
complaint from community.  
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  Besides that, EMR can enhanced the communication between patient 
provider (Al-Nassar et.al, 2009). Communication barrier usually arises between 
interdepartmental in treating patient with multiple medical problems. EMR can 
help to removed this barrier by allowing multiple accesses to document at one time 
and integrate the communication from different department in treating the patient 
(Noraziani et.al, 2013). It allows the physician to see the whole picture of patient 
and make proper planning of treatment that can be schedule for the patient. Tele-
consultation from specialist in other place also are able through EMR where the 
data are available online and the specialist can provide advice on diagnosis and 
treatment of patient. This  is possible in cases where the hospital does  not have the 
specialty in that case and need to  refer. Through these, the receiving specialist will 
be clear with description of patient and imaging film can be share, the decision to 
send the patient to tertiary center will be determine by the specialist.  
 
Potential Risks in EMR Implementation 

The rapid informatics and communication technology development had 
affected the lives of many in Malaysia especially those who are located in the center 
of the city or towns. This includes the health sector aspect that many facets depend 
on this technology. As Malaysia is a developing country, Malaysia keeps going 
forward to endeavor the latest and newest innovation in ensuring that the country 
and her people will be one of the leading countries with advanced, innovational 
and creative citizens in this modern world. With the support of the Malaysian 
Government, the private hospitals are recommended to adopt the electronic 
medical record system and  all public hospitals will be fully implemented in near 
future. 

However, in implementing this technology through electronic medical 
records in health facilities, it should not be denied that there are risks and issues to 
overcome the problems. As mentioned by Brooke and Grotz (2010), the 
implementation of electronic medical records is not an easy delegation as it 
involves a system, which is complex.  

The first potential risk is the introduction of electronic medical records will 
caused a major backlog in incorporating older paper medical records via electronic 
mode. Copying information from the paper-based medical record into the system 
will take longer time and which would be costly on the service. Some paper 
medical records may include relevant documents that may or may not be possible 
for scanning into an electronic medical record. At the same, it will also not be 
practical to discard every document including those that are old or damage as it is 
considered to be legal. On the other hand, if one were to recreate an existing patient 
with the paper-based medical record, it will lead to the duplication of entry. 
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 Secondly, the implementation of electronic medical reports by all odds will 
impose a substantial amount of cost (Fatt QK, & Md Zain AZ,2016). The 
maintenance of electronic medical records will also be costly. In the case of 
malfunction hardware, it need to be replaced. Apart from that, on a regular basis, 
software systems need to be updated (Menachemi & Collum, 2011). When there is 
a system broke down, all electronic medical record must be reverted back to paper-
based medical record to ensure a smooth process for data collection and storage is 
achievable.  
  Expensive cost is the most common risk and issue in implementing the EMR 
system. The EMR system are expensive because of the setup costs, additional 
hardware costs, and maintenance costs (Hillestad,2005). This is important for back 
up of the database and security and confidentiality of the data when the software 
are facing problem. The training costs also lead to the increasing cost in 
implementing EMR. The hospital will have to send the staff  for training and 
paying the trainers to teach the users in the hospital(Al-Nassarl et al, 2011). The 
physician had to spend extra time to learn using and adapt to the system (Nurul 
and Nor Hazana,2011). time are wasted as they need more time to see the patients.  
  In addition, power failure or instability of Internet network establishment 
is bound to happen. There could be  possibility that some ongoing entries erased 
or unable to retrieve back in during which power failure took place. This may 
cause a major hindrance to the work process and cause health professional and 
staffs to revert back manually using paper record until the system is able to 
function back as usual. Any information pertaining to patient’s laboratory results, 
procedures and medication dosages may not be able to refer back within that 
period.  
  Thirdly, training are important to health professional,and  health 
administrators . Furthermore, refresher courses are necessary to keep up with 
updated electronic medical record systems End users training are beneficial to 
strengthen the knowledge among end users. However, on-job training may 
disrupt the workflow of health workers. More time are taken up, from hours to 
days, resulting in loss of productivity for a temporary time among the health 
professional and staffs, which would eventually lead to the loss of revenue due to 
the implementation (Menachemi & Collum, 2011). While there may be some health 
professionals and staffs who may not be keen to learn about IT, thereare some who 
become too dependent to rely on the technology solely (Nurul Izzaty & Nor 
Hazana, 2011). In both situations, health care professionals and staffs may be 
showing poor work performance and demotivated.  
  Another major risk of the implementation of electronic medical record is 
that the safety of the information exchanged. As pointed out by Ganesh & Al-
Mujaini (2009), one of the barriers to adopting the electronic medical system is the 
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issue of security and confidentiality of the data. Due to the open network among 
healthcare professionals, privacy and confidentiality may be breach easily as the 
information about a patient’s medical health can be accessed anytime. The 
unauthorized person will easily face legal issues concerning to patient’s privacy 
right, if the information is mishandled or manipulated. 
  The issues on privacy, confidentiality and security of the data usually are 
hot issues when implementing the EMR. The healthcare provider needs to protect 
patient information at the same time they implementing the EMR. Confidentiality 
of the data is worrisome since there is open access of network that can expose the 
data from multiple points. Security are also the barrier in implementing EMR 
system (Boonstra and Broekhuis, 2010). to protect the security of the data, a good 
security plan are essential.  Restricted health care personnel who are dealing with 
treatment of patient are authorized to access the patient’s data include modifying 
and verifying the data (Noraziani et.al, 2013). One should trust the staff that handle 
the data information and it need to comply with the health policy. This issue 
should be handled and document entry properly by the user to prevent legal suit 
in future. Back up for the data is essential in case of server or software broke down. 
In addition, the use of electronic medical record raises concerned on the feasibility 
of rural health centers population in the impediment issues regarding logistic and 
availability of a stable wireless connection in the rural area (Jawhari et. al, 2016). 
Hence, it is one of the risks to have an integrated electronic system leading to the 
problems of health professionals working in a silo.  

Ethical issues heightened in implementing the electronic system. Security 
breached and healthcare professional and staffs’ integrity tested (Ozair et.al, 2015).  
The using of electronic system as medium of communication will be seen as 
inadequate especially in doctor-patient relationship may not be enhanced and 
harmony. Fewer interactions seen between the two parties and inter-departments 
may also display less fundamental communication that could also be harmful to 
treat patients without having a proper interaction.  
 Another potential risk is regarding technology. There are two categories: 
Technical and non-technical issue. In non-technical issue, lack of computer, 
hardware is some of the common issue their facing (Boonstra and Broekhuis,2010). 
Distribution of the computer in the ward should be equal for the physician and 
nurses to do the data entry. Technical issues on interoperability occur when data 
exchange between the providers who use different health IT systems (Noraziani 
et.al,2013). within one system, the data are not combined. As an example, if the 
physician wants to order for blood investigation, the users have to log in another 
different software from the patient clinical data entry. This two-different software 
are not integrated. Problems related to the software provided from different 
vendors remained unsolved since every vendor has its own expertise (Noraziani 
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et.al,2013). This variety of software system makes variation to the documentation 
system and lead to unstandardized form of document (Noraziani et.al,2013). 
Ministry should design a system that is efficient in its functions,easy ugraded 
without extra cost, training local IT personnel and build up in house 
systems(Noraziani et.al,2013 for whole Malaysia in applying the EMR at the 
hospital, a user friendly with practical and standardized system should be 
addressed. This system should be able to update later in the future when new 
technology applied. A customize templates in EMR system on certain specialty can 
be request with the vendor to meet the need of their usage. In term of software or 
server problem, technical support should standby and visit to the ground when he 
are needed. Ministries need to invest in information security management and 
provide a separated line for Hospital Information System(HIS).  
 Furthermore, the end user itself, the physician also considered as an issue 
and risk in implementing EMR system. The physicians need more time to learn 
and understand the system and their target to see more patient every day. Lacks 
of skilled in IT among the users contribute to this issue (Boonstra and 
Broekhuis,2010). User with IT background usually did not have problem in using 
EMR if compare to user with no IT background. In a study done by the researchers, 
they found the older physicians have less computer literacy are less interested to 
use the EMR system compare to the young physician (Meinert & Peterson, 2009). 
In view of EMR system related to computer utilization, there is need to send a team 
from Ministry for expertise training and they will come back to do in-house 
training at hospital.  
 
Conclusion 

Concisely, electronic medical records significantly bring advantages and 
affect positively towards the Malaysian healthcare settings. The adoption of this 
electronic system will not only be beneficial for the healthcare professional, staffs 
and providers but for the patients who may be at ease during the process of 
receiving treatment and consultation. The government should implement the 
electronic medical record widely and bridge the gap between healthcare providers, 
and professionals in optimizing the best care for the patient. However, one should 
be reminded that in endeavoring into this huge investment step, it may be difficult 
at the initial part of the implementation for patients and also healthcare 
professional and staffs.  

The allocation must be planned properly especially for this particular 
budget, include higher cost for the maintenance of the system and the future 
updates of the system. Information technology (IT) application in healthcare 
industry has improved the healthcare quality and service. This allows the adoption 
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of EMR system in Malaysia hospital by stages for efficient data management and 
optimizes the healthcare service.  

Despite the benefit from implementation of EMR system in hospital, the 
risks and issues within the implementation also need to be strengthened. To have 
a successful EMR, good support system, adequate training, a user-friendly system, 
cooperation and communication with provider and MOH staffs should be 
emphasized. It is hope that all public hospital in Malaysia able to implement EMR 
system and in future time, EMR will be able to adopt for convenience to staff and 
patient.  
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Abstract 
The existence of a library, in this case National Library of Indonesia, depends on 
the information service provided. Reference service as a form of information 
service in the library is very important to note, especially for the purpose of 
creating satisfaction in the community. The purpose of this paper is to identify and 
understand the principles of reference services in the National Library of Indonesia 
by referring to the RUSA reference interview guidelines. This study focuses on the 
attitudes and actions of reference librarians in serving the needs of users. In this 
study it was found that the behavior of librarians is basically in accordance with 
the principles of Reference Interview which includes approachability, interest, 
searching, and follow-up. The cultural aspect is an inherent part of reference 
service activities at the National Library of Indonesia. The consequences of the 
reference interview principles that are conditioned in reference services not only 
reach the domain of librarian competence, but also in the realm of policies and 
regulations that can be formulated as a framework for implementing reference 
services. 
 
Keywords: reference service, reference guideline, national library of Indonesia, 
reference librarian. 
 

Introduction 
Sustainable Information services have long been an important part of a 

library. The existence of information services is a representation of the purpose of 
the library itself. The main purpose of the library is to offer a variety of services to 
users to meet their specific information needs (Khobarage and Lihitkar, 2015). On 
the other hand, resources or library collections are basically used for user needs. 
Accordingly, information services also have a role in connecting users with library 
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collections. In this case it has become a consensus that library and information 
services are the key to providing unimpeded access to important resources for 
economic and cultural progress (IFLA, 2003). 

One of the services in the library related to user needs is reference services. 
Reference services have been an important part of libraries (Deng and Zhang, 
2014). Every user who comes to the library does not always know what they are 
looking for. Even though they already have the keyword needs they are looking 
for, the amount of information that is numerous and complex also sometimes 
makes the user confused. With the increasing complexity and quantity of 
information available in libraries, users need more help in identifying, retrieving, 
and evaluating specific information that suits their needs. In other words, they 
need assistance services (Bopp and Smith, 2011). In such circumstances, the role of 
reference services is needed. Providing assistance or attention to the user in doing 
this specific search is called a reference service (Chandwani, 2012). 

In reference services, a reference librarian is fully responsible for the 
reference services provided. Role of librarian in reference service determine 
whether the reference service is good or not. The important thing is how librarians 
carry out their duties and responsibilities in accordance with the rules in reference 
services both in direct service (face-to-face) and remotely. One aspect that becomes 
the main focal point in reference services is reference communication or here 
referred to as the Reference Interview. Reference Interview is an art or about 
listening and communicating skills (Bopp and Smith, 2011). Acceptance, 
understanding, communication, and collaboration are identified as important for 
successful reference interviews (David Maxfield, 1954). 

National Library of The Republic of Indonesia, besides having a function as 
a deposit, also has open service functions including reference services. As a 
representation of libraries in Indonesia, National Library of Republic of Indonesia 
is important to pay attention to aspects of its reference services. Based on the user 
satisfaction survey of the National Library Republic of Indonesia in 2017, it was 
noted that information desk services were one part of the services at the national 
library that received attention. From this there needs to be a deeper exploration of 
the attitudes and behavior of reference librarians in serving user needs. 

 
Literature Review 

Reference Librarian 
The reference services achievement cannot be separated from the role of a 

reference librarian. Reference librarians are at the forefront in meeting user 
reference needs. Increasing the quantity and complexity of information available, 
users need more help in identifying, retrieving, and evaluating specific 
information that suits their needs. This is done by the reference librarian. Reference 
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librarians cannot be separated from the context of their habits (librarians) to assist 
users in reference collection services. This is also the reason why the term librarian 
reference, because the librarians who helped readers be tended to use the books 
that were located in the reference collection, they became known as reference 
librarians (Bopp and Smith, 2011). 

The reference librarian is the person who has the most contact with users in 
helping to meet user needs. The reference librarian is a librarian who has a lot to 
do with users to help the user find the desired information. Reference and User 
Services Librarians: librarians who assist, advise, and instruct users in accessing 
all forms of recorded knowledge. The assistance, advice, and instruction include 
both direct and indirect service to patrons (RUSA, 2017). The definition of the 
reference librarian relates to the competence possessed by a reference librarian. 
Competence relates to aspects of good behavior that librarians must display 
consistently and effectively. A behavioral base is necessary because effective 
assessment of competencies depends on observed behavior (RUSA, 2017). 

The function of the reference librarian refers to what questions users often 
ask in the public library. The following are four functions of the reference librarian 
(Green, 1876 in Bopp & Smith, 2011):  

a. Teach people how to use the library and its resources;  
b. Answer readers' questions;  
c. Aid reader in the selection of good books; and  
d. Promote the library within the community.  

Along with the development of information technology in libraries, 
reference librarians today besides with books are also often involved with 
information technology in answering user needs. Technology has changed the way 
libraries perform their roles and how users use libraries (Bopp and Smith, 2011). 
Thus the function of the reference librarian is also related to the role of information 
technology. 

 
Reference Interview 
Communication and listening skills are important aspects that must be 

owned by a reference librarian. The reference librarian has the responsibility to 
take the user to satisfaction with the reference services provided in the library. One 
of the factors that can affect user satisfaction with reference services is how the 
performance provided by the main actor in the reference service, namely the 
reference librarian, to the user. In this context, the Reference Interview becomes an 
important aspect for librarians to study as an effort to meet these expectations. 

Reference interviews relate to the concept of libraries that are also not 
separated from the aspects of art. Art here is associated with forms of creativity 
that are in the library in terms of reference services. Reference services are colored 
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with creative and interesting things that are derived from the performance of 
reference librarians. The Reference Interview provides instructions to librarians' 
references on how to build good performance through communication skills. It is 
about the skills of listening and communicating (Bopp and Smith, 2011). 

Reference Interview refers to a guideline that provides instructions to 
librarians reference on how to communicate with users in an effort to meet their 
information needs. The reference interview is a set of questioning skills that 
enables the library to work with the user to figure out what the query really is. A 
good interview is a conversation between the librarian and user that identifies and 
clarifies what the user is looking for (Bopp and Smith, 2011). In certain cases, users 
sometimes do not have specific goals related to what information they want to 
search. Here the reference librarian plays a role in helping the user determine the 
parameters of information needs. By using good communication skills, librarians 
can assist users in determining information needs. 

The Reference and User Services Association (RUSA) formulates a 
Reference Interview guideline, the Guidelines for Behavioral Performance of 
Reference and Information Service Providers. This guide explains and outlines 
linear elements of best practice in reference interviews. This guide is a reference 
reference librarian in providing services to users. The reference interview 
principles as contained in this standard include approachability, interest, listening 
/ inquiring, searching and follow-up. 

Study of reference services based on the RUSA review's guidelines was 
carried out by Wyoma, Jane, & Karen (2009) entitled “The chat reference interview: 
seeking evidence based on RUSA's guidelines: A case study at Texas A&M 
University Libraries”. This study compares the RUSA's Guideline reference 
interview guidelines with the actual reference provider behavior that had been 
formed in the remote reference transaction. The analysis shows that the librarian's 
compliance with the RUSA that is recommended in the reference interview 
behavior, especially in listening / questioning and searching is still lacking. 

Keyes, K., & Dworak, E. (2017), in “Staffing Chat Reference with 
Undergraduate Student Assistants at an Academic Library: A Standards-Based 
Assessment”, examines the use of undergraduate library assistants specifically to 
staff chat reference services at an academic library. Their analysis of 451 chat 
reference transcripts determined that undergraduate students can indeed provide 
satisfactory chat reference services, comparable in quality and content to that of 
paraprofessional staff and professional librarians. The data suggests that having 
well-trained undergraduate students staff chat reference is a viable, and even 
desirable, option for academic libraries. 

Another study entitled “Student-Staffed Virtual Reference Services: How to 
Meet the Training Challenge” by Kathryn & Amy (2018) describes training 
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programs and assessments for student employees at academic consortium chat 
reference services in Ontario, Canada. Evaluation results show that students are 
less formal in communication style, do not show consistency in the overall 
interview, and do not contain elements of best-practice Reference and User 
Services Association (RUSA). With the communication training program, in-depth 
reference interview techniques, and consistent follow-up and assessment, students 
are able to compile chat and can meet the quality standards of good reference 
services.  

Referring to the literature, the study of reference services is a very important 
aspect to continue to do as the public library has orientation to user satisfaction. In 
this study, researchers try to understand the behavior of librarians in the context 
of reference services based on the RUSA's Guideline. In an effort to gain 
uniqueness from the previous one, this research is directed at the implication 
aspects of the RUSA's guidline values embedded in the reference service. 
 
Methodology 

The study was conducted using a qualitative approach by collecting data 
through observation, interviews and documentation. Through observation, 
researcher observes every event the reference transaction by the user and librarian 
as outlined in the note field. In the interview, the selection of informants in this 
study using the purposive sampling method, with the criteria of their librarians 
who are experienced in the field of reference services and can be used as references 
in aspects of reference services. Researcher uses the name of Mr. Janaka and Mrs. 
Srikandi as a pseudonym. In data analysis, researcher refers to the principles in the 
RUSA's guidelines for behavioral performance that identify five basic components 
of reference interaction: a) Approachability; b) Interest; c) Listening / inquiring; d) 
Searching; e) Follow-up. 

 
Result and Discussion 

The first thing the reference librarian must consider in interacting with users 
is how to create a good impression at the beginning when dealing with users. “The 
first impression determines everything” can be the right keyword as a principle in 
this reference service. The librarian's first appearance when dealing with users will 
always be embedded in the user's memory and it can affect the user's response to 
the librarian. How the librarian first appears to users will affect their attitude 
toward the library and may shape the phrases of their questions (Bopp and Smith, 
2011). This first impression will also affect the user in determining the next action 
and decision, whether the user will continue to utilize the reference service or not. 

a) Approachability 
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Approachability represents how the librarian builds when he first 
encounters a user. First impressions are said to be lasting ones (Bopp & Smith, 
2011). The attitude that is emphasized to build a positive first impression on the 
user is sensitivity in looking the condition of users who need information. In the 
interview, librarians respond to this by connecting to their experience in dealing 
with users who come first in the reference service that looks like confusion. Mr. 
Janaka said that: 

“Users who are confused in the reference room can be likened to someone 
who has just entered a store. When the user looks confused, we come to him and ask 
about his needs. ‘Is there anything I can help Sir?’, ‘What do you need?’”, (Mr. 
Janaka, interviewed on April 12, 2018). 
According to Mr. Janaka, he sometimes looked someone that confused in 

reference service room. The action taken by the librarian as a response to this was 
to come to him, or in other terms called the ball picking system. In its approach to 
the user, librarians attempt to prioritize users by asking what they are looking for 
and also offer assistance for it, even though sometimes they get different responses 
from users. Mr. Janaka say that confused users can be identified through the 
behavior patterns shown. They are like people who are entering a shop to choose 
various items to buy. Seeing this then the librarian tries to approach the user and 
asks ‘what are you looking for?’. What the reference librarian does is showing 
closeness and sensitivity to users. Librarians try to prioritize the needs when 
librarians also have other activities. An approachable librarian is a librarian who 
is ready to approach the user. Librarians are aware of the need to stop all other 
activities when users approach and focus on user needs (Bopp & Smith, 2011). The 
element of librarian competence seen from the approachability perspective is 
sensitivity and awareness. Librarian sensitivity and awareness are inherent in the 
aspect of approachability. 

b) Interest 
Successful reference services tend to satisfy users. User satisfaction is 

formed when librarians give full attention to users who are in need of information. 
Librarians are required to demonstrate an attitude of commitment to provide 
satisfying services. In achieving this goal in the face-to-face process, the librarian 
must place his / her position face to face with the user when speaking and listening 
to the user. In addition, librarians must also focus attention on the user. 

This attitude is reflected by the reference service librarian in the activity of 
answering user needs. Users who queue to ask questions are a challenge for 
librarians. A professional must be able to set a strategy to respond to users who 
are in line. Even though the librarian is serving a user who has a turn, he must 
keep his attention to other users who are waiting in line, both by verbal and non-
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verbal communication. In this aspect of interest, the reference service librarian 
describes experience in serving users: 

“In a reference service queue, I usually greet users who are in the second, 
third, and so on so they don't get bored waiting in line. When the time needed to 
serve the first user is still long, I also inform the second user ‘Please wait, Sir’ ..”, 
(Mr. Janaka, interviewed on April 12, 2018). 
Mr. Janaka explained that when he served information to users who were 

getting their turn to be served, he still noticed other users waiting in line. While 
waiting for the process of information retrieval results on a computer that takes a 
long time, librarians try to explore the needs of the next user. It is seen that 
librarians try to show their concern for users by striving to keep responding to 
other users. Attitude or interest of librarians basically does not only affect the 
image of the librarian itself, but also the library institution where he works. When 
we care about our patrons, they care about the library. And when patrons care 
about the library, the library will have a solid future (Tyckoson, 2017). Thus the 
efforts of the librarian indirectly are also part of the form of responsibility towards 
the agency in this case the national library. 

Interest is also related to appearance, how librarians look attractive to users. 
The appearance element here includes clothing worn by librarians. In terms of 
dress, the reference librarian looks pretty neat and attractive in accordance with 
the ethics and rules that are in the office. In this case, researcher also tried to 
explore the views and experiences of librarians related to clothing. Mr. Janaka and 
Mrs. Srikandi said: 

“I personally prefer the color of clothing. Clothes that are attractive, neat, 
clean, and not complicated attributes proved to be favored by the user. Users do not 
hesitate to ask questions and interact with librarians..”, (Mr. Janaka, interviewed 
on April 12, 2018).  

“The library is certainly a beautiful librarian. Basically we (librarians) have 
been given dress code from the office. We also use batik dress code…”, (Mrs. 
Srikandi, interviewed on April 12, 2018).  
Librarians explained that the form of color and clothing attributes became 

an important element in instilling an attitude of interest. The color of clothing 
becomes one of the factors that determine the attitude or response of the user to 
the librarian. Reference service librarians do not need to wear clothes that contain 
position attributes or rank that can cause distance to the user. Clothes that are 
suitable for librarians, reference services such as neat, formal, user-friendly 
uniforms, are their own needs that need to be held. 

Two elements related to this dress are preferences and policies. In reference 
services that in fact intersect with users, the expected clothes are attractive, friendly 
and not too formal clothes where too formal clothes allow users to feel reluctant to 
interact with librarians. However clothing is one of the factors that influence a 
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person's cognitive area as this is evidenced in a study entitled ‘Enclothed Cognition’ 
which also concludes that clothing affects people's attention (Adam & Galinsky, 
2012) 

From the aspect of body language, librarians look able to condition body 
movements accordingly when dealing with users. Based on the researchers' 
experience in the observation series of reference services provided by librarians as 
informants, librarians seemed able to position themselves to keep their faces 
exposed to users even though they had a busy day at their desk. 

 
c) Listening / Inquiring 

One of important elements that inseparable in the reference service is the 
interaction activity between the reference librarian and the user. Interaction is 
identified as a liaison that brings together what is needed by the user and what the 
librarian to do. For librarians, positive interaction is an aspect that must be 
presented in the reference service. To realize this, librarians are required to have 
speaking and listening skills. Strong listening and questioning skills are necessary 
for a positive interaction (Maness & Chaudhuri, 2009). 

The results of the observation data indicate that reference librarians tend to 
show friendly attitudes and are open minded to users who come to the reference 
service room. The librarian places himself in the best position (standing) when the 
user first comes to the reference table. In an effort to explore the needs of users, 
reference librarians give users the widest opportunity to share their needs. In this 
situation the librarian does not cut the conversation before the user completes the 
question.  

In the context of question, librarians give a strategy to solve the challenges 
of ambiguity in user questions. The following is an interview with librarians: 

“I always start with open questions ‘what information do you need?’. For 
example, the user answers geography. Then, I ask ‘which one do you want to know 
about this?’”, (Mr. Janaka, interviewed on April 12, 2018).  

“My experience is about serving school children. students sometimes don't 
know what information is right for them. For example, they want to ask about school 
assignments with the theme of Indonesian regional culture…”, ( Mrs. Srikandi, 
interviewed on April 12, 2018). 
Mr. Janaka explained that in exploring the user's needs he always started 

with open questions. For example, in the field of accounting, he asked which 
accounting information needs. Meanwhile, Mrs. Srikandi usually faces school 
children. They sometimes don't know what they are looking for. Mrs. Srikandi tries 
to ask what aspects of regionalism do you want to know. They want to know about 
dance, ceremony or food maybe. 
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The efforts of librarians in the form of these questions are basically part of 
the questioning interrogation strategy. These interrogation questions attempt to: 
1) encourage users to express their needs by using their own words; 2) encourage 
the availability of information that helps librarians to obtain effective and accurate 
search results; and 3) ensuring or verifying that librarians and users truly 
understand various information needs (Bopp & Smith, 2011). 

d) Searching 
Information searching is an important part of the reference service in the 

library. Regardless of aspects of information tracking, reference services may 
become paralyzed because user needs cannot be met. Information tracking 
determines the success of reference services, especially this can shape the user's 
perception of the reference service provided. Therefore, reference librarians are 
required to have skills in information retrieval. Just like asking, information 
retrieval is a shared process between users and users, where librarians involve 
users in the search process. Reference librarians at the National Library of 
Indonesia view information retrieval involving aspects of user guidance. 

Mrs. Srikandi explained that in information retrieval there are aspects of 
user guidance. In information retrieval, he invites users to see how to find 
information through means of information retrieval. Ibu Srikandi tries to guide the 
user in the process of finding information. In the reference service room, there are 
several search tools such as OPAC, printed catalogs, indexes, encyclopedias, 
computers, and so on. The same as experience was conveyed by Mr. Janaka: 

“For me, the table is actually not suitable because of its distance. Laptops 
are an easy tool for reference services because they can be moved and more flexible. 
While searching for information, I also showed the user how to search for this 
information. I involve the user in searching..” (Mr. Janaka, interviewed on April 
12, 2018). 
He said that laptops are a suitable tool for tracking information because they 

can be placed and carried everywhere. When searching for information, users are 
given instructions on how to find answers to information needed. Mr. Janaka also 
shared knowledge about information sources such as e-resources and iPusnas 
(library digital application of National Library of Indonesia) which are national 
library information assets. In doing research, he gives keywords that can be chosen 
by the user to find answers to the information needed. 

Involving user in the searching is an important thing that librarians also need 
to do in order to find search results that are relevant to user needs. This 
involvement is not only related to the process of helping librarians in information 
retrieval, where users provide clues or keywords to librarians when searching for 
sources, but also related to the efforts of librarians in conducting library education. 
In certain situations, users sometimes expect transparency in the search process, 
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so that users can also see and understand what librarians do (Bopp and Smith, 
2011). In searching, the chance of not finding information or documents needed by 
the user is possible, because of the limited source of information in the library. This 
is a challenge for reference librarians in answering user needs. There needs to be 
another effort by the reference librarian in answering the challenge. The following 
is an experience that has been done by librarians: 

 “Ever referred directly to another service division or left the telephone 
number later contacted again. Actually the National Library has also developed a 
system for reference. It is integrated with membership with an online catalog ...”, 
(Mr. Janaka, interviewed on April 12, 2018).  

“Yes, for example, information content cannot be obtained. Often we refer 
to other divisions or other librarians. Librarians must help and inform each other..”, 
(Mrs. Srikandi, interviewed on April 12, 2018) 
In answering user needs, when there is a lack of information sources in the 

library, Mr. Janaka and Mrs. Srikandi tries to find information from other 
information sources. Mr. Janaka and Mrs. Srikandi usually contact other colleagues 
to ask for information that the user needs. They try to contact the user again if they 
have found the information they are looking for. There are aspects of cultural value 
in this search. As Indonesian people, mutual cooperation has become an identity 
that is embedded in every individual. The instincts of mutual cooperation between 
Indonesian people are basically very high. So even though there were no orders or 
rules, they did not hesitate to help each other in accordance with the cultural 
principles that had been embedded in him. 

Librarians try to answer these challenges by conducting referral activities to 
other sources, between librarians, between fields or even referring to other 
institutions. This should be a basic principle that must be understood by the 
reference librarian as a link between user needs and available information. A 
library has a limited reference source to answer the needs of users. The reference 
librarian must apply any approach to finding information needed by the user. 
Even though the reference librarian must take a long time to do so. An effort to 
refer to other sources is one of the right ways that a reference librarian can do in 
answering these challenges. 

e) Follow up 
An important aspect of ending the interview is to see feedback or feedback. 

From the librarian's side of feedback, it can be an answer to ensure that the answers 
given satisfy the user. Permanent attention to users before the reference service 
transaction is finished becomes part of this follow-up. In observing the author as a 
reference service user, librarians continue to maintain interaction with researchers 
after completing the reference transaction. In this context, librarians are not quick 
to make decisions to end the reference service with the user. Librarians try to 
ensure that the question is answered and there is nothing more needed. 
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In addition, follow-up or feedback from the user's side at the end of the 
interview or reference service is also important to consider as an effort to see how 
the reference interview is conducted by the reference librarian, whether it provides 
user satisfaction or not. User feedback is considered a more reliable factor in 
measuring the usefulness and effectiveness of each library (Rehman & Mahmood, 
2011).  

Librarians explained that each user has a different response when librarians 
provide answers to information. The majority of users give positive feedback. A 
sign of positive feedback can be seen through users responses to information 
seeking efforts by librarians. They give a gratitude to librarians. The other side of 
this aspect of feedback, we can also explore the cultural values of Indonesian 
people who have long been attached. Indonesian people continue to maintain 
humanitarian values by reflecting on a habit of mutual respect for the efforts of 
someone to provide assistance.  

Other feedback is indicated by the user's attitude towards the results of the 
information obtained from the reference service transaction. Based on librarian 
experience, users also often ask for help from librarians again to find out more 
information. This is a pattern of user satisfaction for librarian reference services. 
Such verbal and non-verbal signs lead to the form of user satisfaction on what the 
librarian has done to him. The visible satisfaction factor is derived from the attitude 
of librarians who can maintain interaction with users. This is basically a factor of 
success in building positive feedback. Successful follow-up, the librarian should 
take care not to end the reference interview prematurely (RUSA, 2017). 
 
Conclusion  

The Reference Interview Principles have basically been conditioned in the 
habits of reference librarians at the National Library of Indonesia in providing 
reference services to users. The principles that are conditioned in the habits of 
librarians in serving users include: 1) approachability, reflected in the responses 
and responses of librarians to users who are confused; 2) interest, librarians try to 
prioritize the interests of users and look attractive; 3) requiring, librarians attempt 
to identify users' needs more deeply through specific questions; 4) searching, in 
this case the librarian knows him by the term library education by providing 
learning about information tracking; 5) follow-up, in the form of verification of 
user responses to search results. Librarians attempt to accommodate advanced 
searches. 

Visible competence refers to observed behavior. The cultural aspect is an 
inherent part of reference service activities at the National Library of Indonesia. 
Even though they did not fully use the RUSA's Guideline Reference Interview 
document as a reference, they actually have carried out the principles and actions 
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as stated in the Guidelines. The pattern of action of reference librarians in the 
library shows cultural values embedded in their habits in serving users, such as 
the value of mutual cooperation, caring, tolerance, appreciation and so on. This 
has become the power of reference librarians to display the positive aspects of 
reference services. 

The consequences of the reference interview principles that are conditioned 
in reference services not only touch the domain of librarian competence, but also 
in the realm of policies and regulations. For example, the user's preference for 
librarian clothing ultimately indirectly encourages a dress code policy specifically 
for librarians or officers in the field of reference services. Next also the procurement 
of facilities for reference services and the reference service evaluation program 
policy. Therefore, in each policy formulation the main agency is related to 
reference services, the standard reference interview is very important to be 
involved in it as a basis for consideration in order to achieve effective and relevant 
policy objectives. 
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Abstract 

Today our traditional song has begun to be forgotten, so that we as a civilized 
society have obligation to preserve it. This paper aims to explain how traditions, 
art and culture are preserved through theinterpretation o the Gundul Pacul song. 
Gundul pacul is a traditional song that is often sung by children in Central Java. 
The interpretation carried out by Emha Ainun Nadjib, a cultural observer in 
Indonesia. This research uses qualitative approach and the result is presented 
descriptively. Data conducted through literature review and obtained from library 
and internet searches. The result shows that the: (1) the transfer knowledge 
occurred in the interpretation of Gundul Pacul song are externalization and 
internalization; and (3) the preservation of knowledge occurred is selection, 
storage, actualization, where cultural knowledge is selected, published on internet 
and understood by the readers.  The study is limited to syair interpretation of 
Gundul Pacul song. This paper will be helpful for the current generation to know 
about the culture and tradition, such way can also preserve the culture and 
tradition for the next generation. In the end, the essence of the culture embedded 
in the Gundul Pacul song can be widely recognized by others.  
 
Keywords: Traditional song, Culture preservation, Knowledge transfer, Emha 
Ainun Nadjib 
 
 
Introduction 
 Indonesia has many inheritances from our ancestors that contain local 
wisdom and noble values. These values can be in the form as an expressions, 
customs, poetry, songs and etc. One of our heritage is a Gundul Pacul song. The 
song is a legacy of the treasures of Javanese culture. The song has been around 
since 15th century which was popularized by Sunan Kali Jaga who spread the 
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teachings of Islam in Java Island (Saputra, 2016, p143). The lyrics of the song is very 
simple, the song tell about a kid who bring a basket and put it in his head but he 
shake his head, so the basket rolled over and spill the content. But, when 
reinterpreted by Emha Ainun Nadjib, who would have thought in a simple-
looking lyrics it is contained deep meaning about leadership.  

Emha Ainun Nadjib (Emha) is is an intellectual and a cultural observer was 
born in Jombang, 27th May, 1953. He wrote many poems, essays, books, film 
scenarios and with his music group Kyai Kanjeng he had made several music 
albums. His daily activities went directly to the community, carried out multi-
activities that summarized and integrated the dynamics of art, religion, education, 
politics, economic synergy to foster the potential of the people. As a cultural 
observer, Emha has capability to review and capture the meaning of the song. Once 
he said the song is relevant and very appropriate to be used as an effort to improve 
the condition of the nation and state today, where most of our leaders and 
representatives of the people neglect their own culture which is rich in noble 
values. 

Today our traditional song has begun to be forgotten, so that the millennial 
generation today tend to place themselves to absorb and seek new symbols from 
contemporary modern culture. Globalization of the economy and culture that is 
surroundig our society is indeed impossible to be prevented. Thus the modern 
culture, will be more  appreciaed than  our indigenous knowledge. Our nation is 
experiencing a symptom of cultural amnesia. Cultural amnesia is the symptoms of 
local culture are being forgotten by the new generation because of the influence of 
consumerism and hedonism that emerge along with the flow of globalization that 
carries new symbols so the old symbol will be forgotten (Hoed, 2006,p. 61).  

Therefore, in order to gain interest of today’s generation, we need to re 
interpreting our traditional songs so that suitable to the current situation. Beside 
that, this interpretations produce a new knowledge and the current generation can 
take the wisdom from it. We hypothesized that the interpretation could preserve 
this song and prevent it from being forgotten by our society. Cultural preservation 
can be done by various ways, one of them by interpreted it with certain meanings 
to be accordance with current situation. 

The following is several previous studies similar to this study, first is a 
scientific paper in the form of a journal article written by Samidi Khalim (2011) 
with the title is Javanese Islamic Ethics in the Gundul Pacul song, this study aims to 
uncover this universal Javanese moral message conveyed by Javanese who have 
subtlety with sarcasm while playing around. Then the second is also a scientific 
paper in the form of a journal article was carried out by M. Indra Saputra  (2016) 
with the title is   Ideal Leader in the Perspective of Gundul Pacul Poetry, in this study 
the author aimed to explore the meaning of Gundul Pacul related to the ideal leader 
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of Muslims, the Prophet Muhammad. The difference with this paper with the two 
studies above is the focus of the discussion that lies about the preservation of the 
cultural knowledge of Gundul Pacul song who interpreted by Emha Ainun Nadjib. 

The interpretation Emha made about is a way to preserving our indigenous 
knowledge and to protect the current generation from cultural amnesia.. It is also 
an effort to teach the current generation about our own culture so that  they will 
become more proud and inspired by it.  
 
Literature Review 

The following are theories applied in this paper. 
 
Gundul Pacul Song 

From the previous study, Gundul Pacul is a song that contains elements of 
game or entertainment. Even though it is a entertaint song, this song has a 
commendable ethical values, life attitude, behavior or human character. A song is 
not only limited to songs that only have commercial value, but rather reflect the 
character or character of certain communities, including Javanese (Khalim, 2011, 
p. 131). This previous study focus on the ethical values that contained from this 
song. The expression in the folk song "Gundul Pacul" contains moral values that 
underlie humble and polite relationships, so that it can be accepted by all parties. 

This song has a philosophy that leads to the characteristic of ideal leader 
can be found in the other previous study. Talking about the issue of ideal leaders 
is closely related to the leadership figure of the Prophet Muhammad. He is a 
religious leader and also the leader of the State. Rasulullah SAW is a model for 
everyone, including leaders because in him there is only virtue and goodness 
(Saputra, 2016, p. 142). 

From the two paragraphs above, it can be concluded that the Gundul Pacul 
song talks about the values of ethics and leadership. These point of view is support 
this study, because the interpretation of the song performed by Emha Ainun 
Nadjib in addition to discussing the value of ethics and leadership, but also relates 
it to the current socio-political conditions of society. And the difference between 
this research and previous research is how this interpretation can contribute to the 
preservation of our traditional songs. 
 
Indigenous Knowledge 

Indigenous knowledge (IK) refers to the unique, traditional, local 
knowledge existing within and developed around the specific conditions of 
women and men indigenous to a particular geographic area. The development of 
IK systems, covering all aspects of life, including management of the natural 
environment, has been a matter of survival to the peoples who generated these 
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systems. Such knowledge systems are cumulative, representing generations of 
experiences, careful observations, and trial and-error experiments (Grenier, 1998). 

The concept of local wisdom or traditional wisdom or a local knowledge 
system (indigenous knowledge system) is a typical knowledge that belongs to a 
particular society or culture that has evolved long ago as a result of the process of 
reciprocal relations between the community and its environment (Mumfangati: 
2004). 

IK is stored in peoples’ memories and activities and is expressed in stories, 
songs, folklore, proverbs, dances, myths, cultural values, beliefs, rituals, 
community laws, local language and taxonomy, agricultural practices, equipment, 
materials, plant species, and animal breeds. IK is shared and communicated orally, 
by specific example, and through culture (Grenier, 1998). 

From some of these definitions, as a traditional song, Gundul Pacul  is one 
of the  Indigenous Knowledge because it is possessed by a particular regional 
community and traditions that are hereditary. From previous research this song 
has known that was made in the 15th century by Sunan Kalijaga and it is still 
popular today because it is always sung by children, especially in the regions of 
Central Java and East Java (Saputra,2016). 
 
Tacit Knowledge Transfer 

Tacit knowledge transfer is the process of tacit knowledge transfer where 
the sender of knowledge and the receiver must have the same conceptual 
understanding of the knowledge to be transferred in order to be able to identify 
the knowledge, realize the importance and have the desire to receive it (Desouza, 
2011). There are four main components in the transfer of knowledge, namely the 
source, the recipient of knowledge, the channel, and the message to be conveyed. 
The source and the recipient are connected through a channel that allows the 
knowledge to be transferred. The channel is not always a physical medium, but 
can be a virtual space, shared mindset, or environment that allows for the 
knowledge to be transferred (Desouza, 2011). There are some personal channels 
like meetings, mentoring session, and informal get-together that is able to allow 
for great tacit knowledge sharing between people. 

The main purpose of transferring tacit knowledge is that tacit knowledge 
by the sender can be well constructed by the recipient. In order to that tacit 
knowledge could be understood by others, it needs transformation to form new 
knowledge in individuals. Based on Nonaka's SECI model, there are 4 types of 
knowledge transformation to create a new knowledge, namely socialization, 
externalization, internalization, and combination (Desouza, 2011). Socialization is 
where tacit knowledge is converted into new tacit knowledge. This occurs mainly 
in social setting where experience is shared with individuals, and through these 
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experiences new tacit knowledge is created. Externalization is where tacit 
knowledge is codified into an explicit knowledge form in order for it to be shared 
with others. Internalization occurs when an explicit knowledge transfer leads to the 
development of new tacit knowledge. Combination is where two objects of explicit 
knowledge are merged to create a new piece of knowledge. 
 

 
Figure 1:  Nonaka’s SECI Model 

(Source: Desouza, 2011) 
 
Knowledge Presevation 

Knowledge Preservation is widely recognized as the process of selection, 
storage and actualization of organizational knowledge (Agrifoglio, 2015). In the 
addition, Romhardt (1997) also states that to develop new knowledge one must 
master the three stages of knowledge management process, namely selection, 
storage, and actualization. These phases are known by the three main stages of 
knowledge preservation that form the basis for further research. Selection is 
related to the identification of knowledge that may be useful in the future and 
should therefore be protected by transferring valuable knowledge, so that it can be 
reused in the future. The second stage of knowledge preservation is storage. This 
stage allows the individual to store the core of knowledge in the appropriate form. 
After selecting the knowledge that is worth protecting, then do the effective 
storage. The last stage of preservation of knowledge preservation is the 
actualization of previously stored organizational knowledge. Preservation of 
knowledge is a continuous and systematic process. Therefore, when conducting 
knowledge preservation, the actualization phase of knowledge should be more 
concerned and should be able to trust the quality of data and access to information. 
 
Research Methods 

This research was done using qualitative approach. the qualitative research 
used in this study aims to identify and see how knowledge of Gundul pacul song 
is transfered through SECI model and how its preserved. 
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Data Collection Technique 

There are four types of data collection techniques in qualitative research, 
namely observations, interviews, documents, and audio-visual materials 
(Creswell, 2009). The research used literature study document (secondary data) 
and observation (primary data). The secondary data obtained through reference 
materials such as books, documentation, news article and other documentation 
from internet searches. All of the information obtained from secondary data will 
connect and support research.  Meanwhile the observation is non participant 
observation in which researchers simply observes without participating any 
activities undertaken by the group whom act as research object, researcher 
presence is existent or non existent (Kriyantono, 2006). Information in this study is 
selected by purposive, that determining the information with criteria by 
researcher. In this paper, researchers refer to articles and audiovisual content that 
discuss Gundul pacul songs that available on the internet, especially on the official 
website of Emha Ainun Nadjib’s  www.caknun.com.   
 
Data Analysis 

Data analysis in this study follow the steps developed by Creswell (2009), 
namely prepare data, read through data, coding, generate a description of setting 
or people and categories or themes, advance how description and themes will be 
represented, and interpretation. 
 
Results and Discussion 
Introduction to the Gundul Pacul songs 

This song lyric is already familiar to the ears of Javanese people, especially 
those who live in the area of Central Java, Yogyakarta Special Region and in East 
Java. Because this song is often sung by small children while playing, besides this 
song is used as a mockery for those whose heads are bald or bald. generally, the 
community only understands that this song tells of a child carrying a basket or a 
rice basket with a slash or not careful, because his carelessness makes a basket 
placed on his head spill over the streets. The following is the complete verse 
Gundul Pacul and its translation. 
 

Gundhul gundhul pacul cul gembèlengan 
Nyunggi nyunggi wakul kul gembèlengan 
Wakul ngglimpang segané dadi sak latar 
Wakul ngglimpang segané dadi sak latar 
Meaning: 
Gundul pacul whose head is shaking 
Bringing baskets (above the head) while his head is still shaking  
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Basket rolled, the rice spilled and then spread in a yard 
Basket rolled, the rice spilled and then spread in a yard 

 
According to Emha Ainun Nadjib, Gundul Pacul describes the 

characterization of certain children, youth, or humans - through the perspective 
and taste of Javanese culture. Gundul pacul is a kid who is very naughty, wicked, 
deliquent, pert, difficult to manage, applies arbitrarily. Always playing and 
shouting everywhere he is, grabbing lustfully  anyone's food on the table that 
doesn’t belong to him,  and taking a bath in the river until his skin is scaly, chasing 
broken kites while rubbing snot. 

Gundul is bald. Pacul is a hoe. There is no literary link between baldness and 
a hoe in a bald Javanese idiom. It's just a pleasant sound. "Gundul Pacul 
gembelengan” ....". Naughty but pretentious. Do not want to learn but feel smart. 
His behavior was arbitrary but pretentious. It has nothing but shrill, pretentious, 
arrogant. Not being able to be a government but having no shame. Unable to do 
anything, even composing a sentence smoothly, but his face is upright and even 
feels proud. 

"Nyunggi nyunggi wakul kul gembelengan ...". Nyunggi is carrying something 
with its weight above the head. Wakul is a kind of a basket where the rice put in 
it. Wakul is place of the rice. Rice is a mandate of people's welfare, a very expensive 
trust to create a just and prosperous society. Bakul is the authority, legality and 
legitimacy of government, which is related and offered by the people at a very high 
cost: money, mass divisions, lives lost, prolonged ignorance and unseriously of 
long-winded state and nation. 

Wakul is a basket where rice put in is not carried by hand, or let alone put 
in a backpack. The meaning is the mandate is so high and sacred so it is placed on 
the head. It was carried above of the dignity. Positioned at a higher level than self-
interest, class and anything else in the life of the nation and state. So put the  wakul  
higher than the head itself is a symbol that its very honorable and precious.  
Nyunggi wakul is the noblest job. But, when he does the job, he still acts gembelengan. 
Gembelengan means not serious. Fake acting both outside and inside himself. 
Fooling around. Stupid, foolish, like to do prank, yesterday, today and tomorrow. 
Politics played with. The sacredness of the word "rakyat" is manipulated. Our 
moral and conscience are underestimated. we don't care about religion. we 
deceives our God. 

“Wakul ngglimpang, segane dadi sak latar….”.The mandate of the people's 
welfare fell from our heads, was spilled on the ground, the rice spilled and 
scattered on the courtyard of this beautiful country. Rice should be grown, rice is 
distributed in justice. But this spilled and scattered. 
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Analysis of Emha Ainun Nadjib's Interpretation 
In several of his lecture forums, Emha Ainun Nadjib often said that in every 

children's song actually is an advice. One of them is this "gundul pacul" song. Ulama 
and Wali who spread Islam on Java in the past taught it orally to children. Because 
every song that has been recorded in the children's memory. And because children 
will continue to sing the song while playing together. They will always remember 
the song even when they are old. And the song will be passed on to their 
descendants later. So the song will be everlasting and the advice contained in the 
song would not lost. In other words, according to Emha Ainun Nadjib if you want 
to give advice that can last forever then the advice you want to convey must be 
"entrusted" through the children's songs. 
Emha interpreted that "gundul pacul" is a leader who is still childish, has an 
arrogant nature and feels great and considers others trivial, and he often acts 
gembelengan. Gembelengan is an act symbolized by the head like a big head, 
stubborn, and a stone head. Some of these expressions are a reflection of someone's 
arrogant and arrogant attitude. And his interpretation is relevant to the events 
experienced by the Indonesian people today.  

Wakul, according to Emha Ainun Nadjib it is not just a basket of rice, but it 
is a symbol of the authority or legitimacy of the government that the leader held 
to distribute prosperity for the people, therefore the basket had to “disunggi", 
placed on the head, not carried by hand. For Javanese people, the head is a symbol 
of human dignity, something that is placed on the head is something that is highly 
respected above itself. That's why the “wakul”, the legitimation of authority is 
placed on the head. So when he "nyunggi" power, he should exercise his power 
more prudent, always working hard so that justice and prosperity of the people is 
achieved. People's interests are more than his own interests. 

Wakul ngglimpang (the basket rolled over) symbolizes the mandate of the 
people falling, due to the gembelengan when carrying out the wakul. Segane dadi sak 
latar (the rice is scattered on the yard) symbolizes failure in carrying out the 
mandate. the rice that is going to be distributed to the people becomes messy and 
useless, the rice cannot be eaten anymore, it does not benefit for the people 
anymore. Finally the leader has lost the trust of the people. 

In its implementation, the leader is not the person who is served but who is 
serving from the people for the people. If the leader considers that he must served, 
it  will lead to arrogance which results in instabilitythe of the government he leads. 
If this continues, the fall and failure of the government that he leads will lead 
to.True leaders love & being loved by the people, and he will carry out their main 
goal of trying to achieve justice and prosperity for their people. 

From the interpretation, it can be described that when a leader is not serious 
in carrying out his mandate and applies recklessly when carrying a big 
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responsibility, what will happen is can be predicted. His power will fall and all the 
wealth contained in it that should be distributed for the welfare of the people will 
spill scattered and cannot be used anymore. 

The meaning of the song lyrics is become a new knowledge that very 
appropriate to be used as an effort to introspect. Self-awareness makes a person 
able to look back at himself to look back at mistakes, the shortcomings that exist in 
him to develop themselves in order to be more advanced. Self-introspection is 
closely related to one's personal maturity, and always careful in doing all his 
actions. This self-awareness needs to be done by leaders and representatives of our 
people who are expected to care and really fight for justice and welfare for the 
people. 

According to Javanese philosophy, when becoming a leader, the Javanese 
have several slogans and a view of life that must always be implemented so that 
their leadership can run well because it is accompanied by wise and wise attitudes. 
These attitudes and views, among others, are that a leader must get hamangku, 
hamengku, hamengkoni. Hamangku is defined as attitudes and views that must be 
brave to be responsible for their obligations, Hamengku is defined as the attitude 
and view that must be courageous (claiming to be an obligation and hamengkoni in 
the sense of always being brave to protect in all situations. So, a leader in Javanese 
society must always dare to be responsible, recognizing the people as part of his 
life and at all times must always protect in all conditions and situations. 
The most popular phrase from Ki Hajar Dewantara  one of national education 
figure is ing arsa sung tuladha, ing madya developing intention, tut wuri handayani. This 
expression also comes from the Javanese language and contains very good values 
for the role model of a leader. If someone really wants to be called a leader, he must 
always be ahead to provide good examples in the form of attitudes, words, and 
actions that are always consistent. When a leader is in the midst of his people, he 
must develop intentions (give encouragement) so that the people are not easily 
discouraged when facing all kinds of temptations. When he is behind he must 
always be tut wuri handayani (willing to push) so that the people always advance 
(Wahjono,2016). 
 
Knowledge Transfer of Gundul pacul song 

There are four main components in the transfer of knowledge, namely the 
source, the recipient of knowledge, the channel, and the message to be conveyed 
(Desouza, 2011). In the transfer of knowledge the meaning of Gundul Pacul song, 
EmhaAinun Nadjib is the source, the interpretation of cultural element in the 
message to be transferred by using internet, while the audience and  the reader is 
the receiver. The audience is receiving the message when Emha give this lecture in 
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his forum. Meanwhile the reader is receving the message when they read article 
about it.  

Along analyzing data, researcher analyzed transfer knowledge process 
embedded in this interpretation. Analyzing is based on theory of transfer 
knowledge (Desouza, 2011), that stated there are 4 type of transfer knowledge, 
namely sosialization, externalization, internalization, and combination. But, in the 
fact reseacher founded that just only two type transfer knowledge occured in this 
interpretation, those are externalization and intrnalization. Externalization occurs 
where the concept of Gundul Pacul song embedded in Emha Ainun Nadjib mind 
, that is implicit knowledge, is poured into explicit knowledge in when he speak it 
in front of audience and when he published his interpretation in the internet. 
Internalization occurs when the cultural concept that has been embedded in the 
gundul pacul song, is understood by the people so that the essence of the culture 
can be well sent, and then become a new tacit knowledge for them. 
Culture Preservation of Gundul pacul song 

Several stages of the knowledge management process that must be met for 
preservation of knowledge, namely selection, storage, and actualization 
(Romhardt, 1997). These stages are also reflected in the preservation of culture in 
the new interpretation of Gundul Pacul song. First, the selection. Where the 
selection of knowledge is to be contained in the Gundul Pacul song for the purpose 
of preservation of knowledge. In this phase, Emha Ainun Nadjib chooses to 
interprete this traditional song because the actual meaning of the song is relevant 
for the situation nowadays. The selection of the category is based on the main 
purpose of the initiator who wants to introduce the philosophy of one of the 
indigenous knowledge to this generation, so the generation would appreciate of 
their own culture. In addition to the wider community, this interpretation of the 
song aims to enhance their pride and love for their culture and potential. 

Second, storage. Occurs when the idea of information / knowledge that has 
been constructed is written in an article and recorded in audio visual form then 
published in the internet, which can then be downloaded by public, so they can 
understood it as new knowledge. At this stage the knowledge constructed by the 
initiator has been preserved by publishing it in Emha Ainun Nadjib official 
website. Third, the actualization. Occurs when the new meaning of this song, has 
been conveyed and becomes a new public knowledge. Where the cultural-related 
understanding of the initiators has been conveyed by publishing to the internet. So 
the public can access it easily. 
 
Conclusion 

From the discussion above, it can be concluded that the Gundul pacul song  
is one of the traditional song that contains noble values and deeply meanings when 
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the song is reinterpreted, where the new meanings that Emha Ainun Nadjib wants 
to convey that every leader who carries out the mandate of a people's welfare, 
should be very careful in carrying out his leadership so that the mandate can truly 
be distributed to the people. and do not act recklessly, because by acting recklessly, 
the basket will spill and its contents will no longer be useful for the welfare of the 
people.  

The knowledge preservation that occurs in the Gundul Pacul song. Includes 
selection, storage, and actualization. Selection, occurs when the initiator chooses 
and determines the cultural content to be delivered on this traditional song. 
Storage, occurs when the the interpretation has been uploaded and published on 
internet. Actualization, occurs when the concept of culture in the new 
interpretatioan is successfully conveyed and becomes a new knowledge for culture 
sustainability purpose. So, through this interpretation, public can recognize the 
various cultures and potential of Indonesian heritage. 

Preserve traditional songs by interpreting it, not many people have done it. 
This is something new in Indonesia. Beside this song, Emha Ainun Nadjib has 
done another interpretations of the traditional songs and the uniqueness is that 
Emha Ainun Nadjib can relate the song to the current socio-political conditions. 
This makes the songs that might have been forgotten, will be remembered again. 
Thus the interpretation of this traditional song can at least prevent the current 
generation of cultural amnesia. 
 
Recommendations 
 For development in future, researcher would give several 
recommendations:  (1) Several times ago the song "Rasa Sayange" was used by the 
Malaysian Tourism department to promote tourism Malaysia, the Minister of 
Tourism of Malaysia, stated that the Indonesian people could not prove that the 
song "Rasa Sayange" was an Indonesian folk song. Even though the evidence was 
finally found, this made the government have to immediately list Indonesian 
cultural wealth and patented it so that other countries would not claim it. (2) 
WeThe government should give the appreciation to the people who care and 
actively preserve regional songs. That way hopefully will inspire a lot of songs. (3) 
More research on our traditional songs. It is expected that the research will present 
scientifically and real data that can be a strategy in preserving regional songs. 
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Abstract 
The development of information and communication technology nowadays makes 
the activities can be done only through a 'handheld'. 'Handheld' is defined that 
with a smartphone, peoples can control their activities. In the field of information 
services in the library, currently developing the platform into a 'handheld'. They 
can easily search, borrow, and even get a clear notice of the location of library 
materials they need. One of the library services that feel the benefits of handhelds 
is a reference services. The purpose of this research is to analyze the virtual 
reference services in college libraries, case study Bina Nusantara Library. Based on 
previous research and theories in the secondary literature explaining good virtual 
reference services, the research question is "How to Analyze Virtual Reference 
Service at Bina Nusantara College Library". Handheld computing on virtual 
reference services provide solutions to the constraints and problems in 
development of digital library and development of virtual reference services in 
Indonesia, so the librarian in this digital era can be maximally provided to the user 
through a 'handheld' 
 
Keywords: handheld computing, virtual reference services, digital library  
 
 
Introduction 

Library as a place that becomes a reference in meeting the information needs 
of users who are credible, accurate and accountable for the truth. It made the 
general public to be dependent on the library in meeting its information needs. Just 
as sciences is heavily dependent on library collections and services where it is a 
college library for the development of new knowledge they have (Hayward, 2006). 
The development of information and communication technology nowadays makes 
the activities can be done only through a 'handheld. As stated by Boop and Smith 
(2011),  
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“Immersive virtual environments and handheld devices are likely to be the 
technologies of greatest impact in the coming years”.  
They mentioned that handheld devices will have a huge impact in the 

coming years. 'Handheld' is defined as that with a smartphone, peoples can control 
their activities. We can find in the field of economics, nowadays peoples do not 
have to bother queuing at the teller to do banking activities, or even shopping 
activities can be done only in the hand. In the field of communication, meeting 
activities; discussion, and teaching can also be done virtually only in a 'handheld'. 
Likewise, in the field of information services in the library, library information 
services are now developing their platform into a 'handheld'. Users in the digital 
era do not need to bother physically coming to the library building to find, and get 
the information they need. They can easily search, borrow, and even get a clear 
notification of the location of books / library materials they need can be obtained. 
One library service that feels the benefits of handhelds is a reference services. 
Referring to the American Library Association's Convention and Reference Service 
Association's decision on the definition and scope of reference service work, 
Prasetyawan (2012) states that reference services are information consulting 
activities of librarian staff recommending, interpreting, evaluating, and using 
information resources to help users meet their information needs. The scope of the 
scope of reference service work is reference transactions and other activities that 
involve the creation and processing of information resources which include the 
development and maintenance of reference collections, information retrieval 
systems, databases, 'page' websites, search engines, etc. in order to be utilized 
independently by users to find their information needs. 

For virtual reference services, handhelds offer new ways for users to find 
and select the information needed. Mobile applications (internet 2.0) that provide 
interactivity are an important part of the librarian toolkit for reference services. 
Handhelds are the interface in virtual reference services, and become information 
gateways. Definition of Virtual Reference Services according to the American 
Library Association's (ALA) 2004 MARS The Ad Hoc Committee's Digital 
Reference Guidelines have three components: 

1. "Virtual reference is reference service initiated electronically, often in real-time, 
where patrons employ computers or other internet technology to communicate with 
reference staff, without being physically present. Communication channels used 
frequently in virtual reference include chat, video conferencing, voice over IP, co-
browsing, e-mail, and instant messaging. 

2. While online sources are often utilized in provision of virtual reference, use of 
electronic sources in seeking answers is not of itself virtual reference. 
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3. Virtual reference queries are sometimes followed-up with telephone, fax, in-person 
and regular mail interactions, even though these modes of communication are not 
considered virtual."3 
In college libraries, the presence of virtual reference services is very useful, 

because academic activities is very busy with high intence mobilities. They often 
do not have free time to be physically present to the library building. In Indonesia, 
especially in college libraries, there are still very few libraries that provide virtual 
reference services. From several universities in Indonesia, the author chooses the 
Bina Nusantara Library because the author sees the Bina Nusantara Library's 
Virtual Reference Service platform to be good enough when viewed from 
secondary literature discussing Virtual Reference Services. But this assumption 
needs to be proven through an analysis. 

The purpose of writing this article is to analyze virtual reference services in 
college libraries, case studies of the Bina Nusantara Library. Based on previous 
research and theories in the secondary literature which explain the good virtual 
reference services, the research question is "How to Analyze Virtual Reference 
Services at the Bina Nusantara College Library?" 

From the results of this study, writers hope it have academic and practical 
benefits. Academically, this aims to contribute to the development of virtual 
reference services for other universities' libraries in Indonesia. While practical 
benefits, namely providing solutions to constraints and problems in the 
development and development of virtual reference services in Indonesia, so that 
librarian activities in this digital era can be maximally given to users through a 
'handheld. 

 
Literature Review 

Rapid technology development makes its important role as a channel in 
information search. The tremendous growth of information and the development 
of technology without realizing the emergence of pros and cons, because the 
presence of technology makes everything easier and more practical, which also 
appears in the provision of library services that penetrate into cyberspace or the 
internet. With the internet, even users can access information from a 'handheld' 
names their smartphone. Reference services can also be presented through broader 
communication media, more than face to face. Communication media is a 
technology that is given to users, adding interactive assistance for electronic 
information services for users and providing communication media that allows 

                                                      
 

3 MARS Digital Reference Guidelines Ad Hoc Committee (2004). "Guidelines for Implementing 
and Maintaining Virtual Reference Services". Reference and User Services Quarterly. 44 (1): 9–14. 
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users to send requests. This is done in order to reach users who may not be able to 
come directly to the library because of spaces and time. 
 
Reference Services 

The definition of referral services that is often used as a reference is the 
definition of the Reference and User Association (RUSA), part of the ALA 
(America Library Association) which states that: 

“Reference transactions are information consultations in which library staff 
recommend, interpret, evaluate, and/or use information resources to help others to 
meet particular information needs. Reference work includes reference transactions 
and other activities that involve the creation, management, and assessment of 
information or research resources, tools, and services”. 
That means the reference services such as information consulting conducted 

by library users with librarians by suggesting, interpreting, evaluating and helping 
users, using information resources to fulfill users, using information sources to 
meet their information needs. Reference services include making, arranging, 
evaluating information sources or research sources, facilities and services. 

The purpose of reference services is to help users meet the information 
needs they need. The assistance provided by the reference librarian can be in the 
form of library materials in the form of books, articles, scientific journals or 
information tracking assistance if the library material sought is not obtained in the 
library. Activities carried out in the reference service include finding and finding 
information needed and using information resources in the library. Librarian in 
reference service section has specific tasks and functions. The different functions 
of the reference service librarian are mentioned by Samuel Green, namely: 

1. Teach people how to use the library and its resources. Although some scholars may 
have known their way around catalogs, indexes, and the stacks, most of the newly 
literate members of society were unfamiliar with what libraries contained and how 
to find what they wanted. The first function of the librarian providing personal 
assistance to readers was to teach them how to find things in the library.  

2. Answer readers’ questions. Green’s paper provides myriad examples of the types of 
questions asked by users of the public library, ranging from simple factual queries 
to in-depth research projects. The librarian was expected to be able to answer—or 
more accurately, to provide sources that would answer—all of these types of 
questions. As Green states so succinctly, “persons who use a popular library for 
purposes of investigation generally need a great deal of assistance.”  

3. Aid the reader in the selection of good books. People wanted to read but did not 
know what was worth reading. One of the major roles of the librarian was to serve 
as a readers’ advisor, recommending material that fit each reader’s interests and 
ability.  
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4. Promote the library within the community. Underlying all of Green’s examples is 
the concept that by being personally available to members of the community, the 
librarian would generate support from the community, which of course would lead 
to more use of the library and greater financial support. Green closes his paper by 
stating, “The more freely a librarian mingles with readers, and the greater the 
amount of assistance he renders them, the more intense does the conviction of 
citizens, also, become, that the library is a useful institution, and the more willing 
do they grow to grant money in larger and larger sums to be used in buying books 
and employing additional assistants.”  
From their functions, it can be seen that the reference service librarian is 

different from other library service officers. 
The author sees from previous studies from a thesis written by Library 

Science Study Program students, Irnadia Permatari Febrina (2012) entitled 
"Evaluation of Instant Mesaging Referral Services: Case Studies in the Library of 
PDII-LIPI" he mentioned that referral services experienced major changes during 
the first half twentieth century. Initially librarians answered questions and helped 
library librarians from the information desk then added telephone reference 
services followed by receiving questions via mail for users who could not go 
directly to the library.  

 
Virtual Reference Services 

With a major change from the paradigm of reference services through 
conventional services (face to face, letter, telephone, facsimile) into virtual 
reference services (chat, instant messanging, social media: youtube, facebook, 
Instagram, twitter, computer applications), users are made easier in get the 
information needed. 

These changes are the impact of technological developments that not only 
affect the form and library of information sources in the library, but also the forms 
of referral services provided by the library. Some libraries and sources move to the 
virtual world and as a result, users can access resources from outside the library 
building. In an effort to reach users who access the library from their 'grasp', many 
libraries provide virtual referral services so users can ask reference questions to 
the library whenever and wherever. 

RUSA Guidelines for implementing and maintaining virtual reference 
services (2010) define the term: 

“Virtual reference is reference service initiated electronically, often in real-time, 
where patrons employ computers or other internet technology to communicate with 
reference staff, without being physically present. Communication channels used frequently 
in virtual reference include chat, video conferencing, Voice-over IP, co-browsing, e-mail, 
and instant messaging”. 
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From this definition it is stated that virtual references are reference services 
that are carried out electronically, often in real-time (direct), so users can use their 
computers or other internet technology to communicate with reference librarians, 
without being physically present to the library building. The technology used in 
virtual references uses internet 2.0 that uses social media such as Facebook, 
YouTube, Instagram, Twitter, including chat, video conferencing, webcams, e-
mail, and short messages. 

According to Ronan in his Chat Reference: a Guide to Live Virtual Reference 
Services (2003), the concepts of good virtual referral services are as follows: 

1. Staffing 
It is an important part of setting up an effective chat reference service (p.46). In any 
service staff should be knowledgeable, have a keyboarding skills, able to respond to 
all inquiries, beginning and closing greeting rituals. Library must have staff 
members who are computer savvy, who can think critically, know their reference 
sources and not afraid to experiment and try to something new (p. 80), besides 
computer skills, staf must also learn how to apply traditional reference skills in the 
online environment (p.96). 

2. Transcripts and statistics 
Access to statistics and transcipts of session with users is important to providing a 
good services for the next and to assist in evaluation of the quality of the reference 
service. Transcripts are also useful tools to analyze the types of questions that users 
are asking and to identify needs for staff training (p.73). 

3. Services hours 
The services would be available twenty-four hours a day, seven days a week (p.80). 

4. Promoting 
Publiciting and promoting real-time reference is important to the success of service 
(p.63). Promoting is the key to making a virtual reference service successful (p.196). 
The way to publicite real-time reference service is open house at the library, library 
tour, workshop or public events (p.169) 

5. Patron feedback 
 
Collaborative and Collaborative Reference Services 

As librarians struggle to embrace new technologies and services, they rarely 
receive a corresponding  increase  in  budget  and  human  resources. Therefore, 
librarians must utilize technology in providing new services. Human resource 
limitations are not only felt by small libraries, even large libraries are difficult to 
provide 24/7 services. To work around this, librarians expand networks / 
collaborations. They share reference resources using virtual reference service 
software. 

Bopp and Smith (2011) mention cooperative ideas and reference service 
collaboration starting at the end of '90, when the Library of Congres (LOC), the 



 

 
 

97 The Power of Information in Shaping Society 

goal is to build systems (including software) in answering virtual questions from 
users in one library network. Then the service developed and expanded and has 
become part of the Online Computer Library Center (OCLC) service. The service 
name is QuestionPoint. QuestiontPoint is a customized consortium where 
participating libraries take turns providing virtual references to all members. With 
a cooperative and collaborative system allows the library to extend its service 
hours. 
 
College Library 

Based on Law No. 43 of 2007 24 Article 24 concerning College Library, states 
the criteria are: 

(1) Every university organizes libraries that meet national library standards 
by taking into account National Education Standards. 
(2) The library as referred to in paragraph (1) has collections, both the 
number of titles and the number of copies, which are sufficient to support 
the implementation of education, research and community service. 
(3) College libraries develop information and communication technology 
based library services. 
(4) Every university allocates funds for the development of libraries in 
accordance with the laws and regulations to meet national education 
standards and national library standards. 
The presence of virtual reference services at college libraries is very useful, 

because the busy academic community is very high. Library users at the College 
Library often do not have the time to be physically present to the library building. 
In Indonesia, especially in college libraries, there are still very few libraries that 
provide virtual reference services. Based on these problems, the authors are 
interested in analyzing "How Virtual Reference Services in Universities" by taking 
case studies at the Bina Nusantara College Library. 

 
Research Methodology 

This research purpose is to find out how virtual reference services at the 
Bina Nusantara College Library. This study uses qualitative methods with a case 
study approach. Denzin and Lincoln (2009) explain that qualitative research is 
research that includes interpretive and naturalistic approaches to the subject of 
study and is useful to describe the daily meaning or problematic life of a person. 
Creswell said that the qualitative approach has at least four methods: ethnography, 
grounded theory, kasud studies and phenomenology. Case studies are studies 
about specific events, environments, and situations that make it possible to 
uncover or understand something. Case studies tend to produce conclusions from 
a specificity that can or cannot be applied to more general situations. Case studies 
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can be carried out on phenomena that occur in individuals, groups and situations 
to material objects. Case studies produce research that is specific, cannot be 
generalized (Sulistyo-Basuki, 2006: 113). Yin (2015) revealed that case studies are 
more suitable strategies if the research aims to explain how and why questions and 
the focus of his research lies on contemporary (present) phenomena in real life. 

The data in this study are based on document and observation studies (Yin, 
2015). Observations were made through a platform owned by the Bina Nusantara 
College Library in providing virtual reference services. The document study is 
from the literature that discusses the Virtual Reference Service from the start of the 
tools, mechanisms and benefits. The author then observes and analyzes virtual 
reference services at the Bina Nusantara College Library so that it can be a valuable 
actualization of the development of digital libraries, especially reference services. 
 
Analysis 
Bina Nusantara Library Virtual Reference Service 

Virtual Reference Service Platforms  
Technological developments not only affect the form and use of information 

sources in libraries, but also the forms of reference services provided by libraries. 
Because with the existence of information technology, it is expected to provide 
facilities for the users. Therefore, the library is influenced by the development of 
information technology in carrying out its activities. 

The author sees the Binus Library as having a web that provides 
information on what activities can be enjoyed by using only handheld computing. 
Figure 1 shows the display of the Binus Library web page. 

 
Figure 1. Home of Binus Library Web 
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On web home, there is text “LET US HELP YOU!!! ASK QUESTION NOW. 

FAST, RELIABLE, PROFESSIONAL LIBRARIAN. READY TO ASSIST YOU”, it 
shows that the Binus Library is ready to serve users anytime and anywhere, and 
through any platform. The author sees the Binus Library as providing several 
platforms as a means of library to ask. This platform also functions as a means of 
Binus Library's virtual reference service through handheld computing users. The 
following is the platform provided by the Binus Library: 

 
 

(1) Website address at http://library.binus.ac.id.  
On the web display, it can be seen that there is an online catalog, services 

provided by the Library, facilities, besides that users can do a virtual tour of the 
website. This is very interesting considering the location of the remote Binus 
University campus. 

(2) Binus Mobile Web Library dan Knowledge Center at  
http://m.library.binus.ac.id/ 

 
Figure 2. Guides to use Binus mobile web library 

 
The text “Your Phone, Your Library” it is very clear that only with handheld 
computing users can do some activities in the library such as: searching for 
collections through OPAC Online, viewing reviews from several 
collections, ordering books if the book is still in a loan queue, seeing and 
using electronic collections, viewing personal data. By entering an account 
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and password the user can enjoy the Binus Library Service with just a 
finger. 

(3) Facebook (Binus University Library) 
Through the Facebook feature the user can search through the online 
OPAC provided also on the Facebook feature, besides the library the 
Virtual Reference Service section updates information about the Binus 
Library and its services through this feature. Through this feature, users 
can ask about collections and services, both through the comments and 
messenger columns. Users can view photos of activities, and actively send 
photos related to the Library and Library at Binus University. 

(4) Instagram (@binuslibrary) 
The Virtual Reference Service Library really does not want to be left 
behind with the up-to-date application's, as evidenced by entering 
Instagram features into its service. The age of the Binus Library library is 
that students in terms of age are adult adolescents who never miss an 
update. Instagram is a feature used to provide up-to-date information with 
photos and images as a means of communication. 

(5) Twitter (@binuslibrary) 
Librarian at the Virtual Reference Service section updates information 
about the Binus Library and its services through this feature. Through this 
feature, users can ask about collections and services, through the 
comments column.  

(6) Line messenger (@binuslibrary) 
Through this feature users can ask about collections and services, 
librarians in the reference service section can answer quickly via Line 
messenger platforms. 

(7) WhatsApp (+62878 0976 0004) 
Through this feature users can ask about collections and services, 
librarians in the reference service section can answer quickly via 
messenger platforms like this. 

(8) Blackberry Messenger (D1D3CCE8) 
Through this feature users can ask about collections and services, 
librarians in the reference service section can answer quickly via 
messenger platforms like this. 

 
By providing virtual reference services through eight platforms, Binus 

Library provides convenience to its users, considering that the majority of its 
visitors are lecturers, and students who have limited time to attend physically to 
the library building. The platform provided by the Virtual Binus Reference Service 
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through 6 applications that can be downloaded on both Android and IOS OS 
makes it easy for users to choose.  
 
Users of Virtual Reference Services Binus Library 

The user called BINUSIAN, meaning that the user is limited to the academic 
community of Binus University to make loans, and search collections. However, to 
enjoy the facilities of Virtual Reference Services through various platforms, of 
course, users will serve the public. 
 
Collaborative and Collaborative Reference Services 

Binus has several campus locations that are far apart, namely Syahdan 
Campus, Anggrek Campus, Kijang Campus, The Joseph Wibowo Center for 
Advanced Learning (Binus Business School, Binus International, Executive 
Development Program), Alam Sutera Campus, Bekasi Campus. This certainly 
makes it difficult for users to find collections and obtain information, but with an 
collaborative and collaborative system internally among all campuses. Through 
handheld computing, users can find out exactly where the collection is sought, 
even if the collection in the form of electronic collections of users can easily use it. 

 
Figure 3. The Binus Web Library Shows Collaborative And Collaboration 

 
Collaborative and collaboration are not only carried out by the Binus 

Library Virtual Reference Service internally, but also with external parties, 
including: the National Library of Indonesia, the University of Indonesia Library, 
etc. On the web in the "useful links" menu the Binus Library provides links that 
can help users get accurate information quickly, which means that the Binus 
Library web can be a browser, this is more precise than searching through 
browsers in general.  
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Figure 4. Collaborative And Collaboration With External Parties 

 
Figure 5. Useful Links On Virtual Reference Web Services In The Binus Library 
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Conclusion 
Virtual reference services are one of the important tools for a library to serve 

users. Whether just placing a catalog on the internet through a web library or to a 
real time question and answer service to librarians all must be done with full 
commitment, because by using virtual facilities in the form of internet and network 
means the library has persuaded users to switch from conventional models 
(physically present) to digital / virtual models. Visitors will certainly choose the 
source in a way that they think is more comfortable. Therefore, as an information 
organization, libraries must quickly adopt the internet not only as a source of 
information, but as a means to expand services in this case a virtual reference 
service. 

By analyzing virtual reference services at the Nusantara University Library 
through the web and comparing them with documentation studies from various 
literatures, the authors see that the virtual reference service has met high quality, 
meaning that it is enough to surf the web or even just through "fingers" through 
handheld computing then the user get information and services accurately, 
quickly and accurately 

Binus virtual reference services should make real time chat services so that 
questions and answers can be done 24/7 through the official website of the Binus 
Library. Even though librarians cannot standby 24/7, automatically the system can 
answer in the form of greetings and assistance options, so that when the librarian 
is in charge, questions can be answered immediately. From the 24/7 question and 
answer service, the Binus Library can statistics on what types of questions most 
users ask, then create Frequently Question and Answer (FAQ) to quickly 
thumbnail for users. In addition, the addition of the number of human resources 
in the real time chat section is very necessary to avoid the status of offline virtual 
reference services so as to provide good services that impact on improving the 
image of the Binus Library. Internal training needs to be done so that there is good 
knowledge management related to the products and services owned by the Binus 
Library, so that it can provide accurate answers to users. 

This analysis is only a simple analysis, the authors hope that further 
research will be carried out so that the results can be better. 
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Abstract 

The reference service is a service that is provided by the library as their way to get 
closer to their users. Internet presence and technological advances and 
communication media are not obstacles for the libraries and librarians because 
they help librarians get closer to users. One form of using information 
communication technology for reference services is the presence of virtual 
reference services. In this article, the author conducts research on two types of 
virtual services in private university library located in South Jakarta. The two of 
virtual reference services studied are services ask librarians (tanya petugas) and 
services contact us (hubungi kami). Data is taken for 3 years, from 2015-2017. The 
author analyzes the content by calculating the total reference questions submitted 
digitally, the total digitally answered reference questions, the average time needed 
to answer questions, and the types of questions that are often asked. Based on the 
data obtained, interview with the reference librarian and content analysis 
conducted, the private university library located in South Jakarta still needs to 
improve their librarian communication, improve the appearance of available 
virtual reference services and require improved coordination between the 
reference section officers so that the reference service provided is effective. 
 
Keywords: virtual reference services, academic library, ask librarian, contact us, 
content analysis 
 
 
Introduction 

Collection Reference services are services that is provided by the library as 
their way to get closer to their users. The service provides assistance to users in 
order to get the information as what they need. Internet presence and technological 
advances and communication media are not obstacles for libraries and librarians 
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because they help librarians get closer to users. One form of using information 
communication technology for reference services is the presence of virtual 
reference services. Virtual reference services can be present at various libraries, one 
of them at academic library. The presence of virtual reference services at academic 
libraries began in the early 2000s (Devine, Paladino & Davis, 2011; Koshik & 
Okazawa, 2012; Schiller, 2016). Based on the research of Chow and Croxton (2014) 
regarding the evaluation of the use of virtual reference services in the academic 
section.  They evaluated five virtual reference services (instant messenger chat, 
email, telephone, text messaging and Skype video conference) at two different 
universities. Their research want to see user satisfaction from five forms of virtual 
reference services and found that an effective and efficient virtual reference service 
for user is instant messenger chat. For the people who are involved in education 
environment, especially in the university, instant messaging services are the most 
desirable services because of the speed of transactions, perceived convenience and 
conduct minimum effort compared to face-to-face service, get satisfying results. 
Virtual reference services are popular because many universities are filled with 
millennials who are familiar with the internet, technology and social media (Paw 
research center, 2014; Schiller, 2016). In this research, Schiller tried to analyze 
online chat usage activities in daily activities at academic library and the research 
was supported by the Paw Research center (2014) which stated that virtual are 
popular in academic library because the university is filled with millennials who 
are familiar with internet, technology and social media. In a study conducted by 
Khan, Malik, and Idrees (2017) in Pakistani academic libraries, virtual reference 
services were divided into two. First is indirect service that is via e-mail and 
website, where the user does not immediately get answers to the questions asked. 
There is a long lag between questions and answers. The second form of service is 
direct service through instant messaging and face-to-face video services. Users will 
receive answers directly from the questions that they ask. This division occurs 
because their research is about virtual reference services through web search 
engines. They highlight the impact and usefulness problems of virtual reference 
services by librarians in Pakistan, how they use virtual reference services in these 
two forms. 

Research on virtual reference services is already quite a lot, but the time that 
needed to see the activities carried out on it for an average of 1 year or less and 
usually, they saw the reasons of users, such as seeing user satisfaction with virtual 
reference services. Through this research, the author would like to see and analyze 
the activity for a longer period of 3 years (2015-2017) and want to see the activities 
that occur in digital reference services from librarian point of view. So, the author 
analyzes the use of virtual reference services via e-mail and instant chat services; 
both of these features are easily found by users because they are on the home page 
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of the library website. The study was conducted at one of the leading private 
universities located in South Jakarta. That private university have three library 
because they have three building and they serves 8 bachelor programs, 8 graduate 
programs and 2 doctoral programs. 

The author conducts content analysis on both virtual reference services in 
private university library located in South Jakarta. In this study, the purpose is to 
evaluate the virtual reference service by analyzing the contents and conversations 
made from two virtual reference services; ask librarian (tanya petugas) and contact 
us (hubungi kami). The aim is to help the reference librarian and or the head of 
library to improve the quality of virtual reference services by made new policy and 
making appropriate service designs for their users. Another aim is to inform the 
librarian, especially reference librarian, that the conversation data which is 
included in the virtual reference service that they have provided can be used to 
evaluate their services even though the evaluation did not involve users. It because 
this study analyzes every incoming conversation, both to email services and 
instant chat messenger services and to see from the librarian's point of view why 
this can happen and what they can do to improve it. 

 
Literature Review 

According RUSA in Rubin (2016, p.216), virtual reference services are 
electronically initiated reference services where users use computers or other 
technologies to communicate with public service staff without being physically 
present. Communication channels that are often used include chat, video 
conferencing, e-mail and instant messaging. This was also expressed by McClure 
(2002), transactions in virtual reference services or digital reference services are 
communications carried out between users and staff conducted electronically or 
digitally. Questions are received digitally as well as answers, sent digitally. The 
virtual reference service is divided in two according to Bopp (2011) which is 
asynchronous and synchronous. Asynchronous service is an email service that 
offers many benefits including software costs can be ignored and the media is 
familiar to all internet users. While synchronous services (real time) are services 
that offer solutions directly. The conversations used in this service are more 
relaxed but faster in answering questions. 

According to the research from Connoway and Radford (2011) which are 
they examine the information seeking behavior and needs, behavior and 
impressions of virtual reference services. This research was conducted on 
millennial generations and baby boomers in forty four colleges and universities. 
The result is virtual reference services should be placed on the library website's 
initial page to be easily found by users and as a means of promoting services to 
users.  To evaluate the reference services that are carried out virtually can be done 
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by analyzing the content and conversations that occur between librarians and 
users. Research like this has been done before, as was done by Qomariyah and 
Kusuma (2016) but they only analyzed the contents of e-mail virtual reference 
services within 3 months. They analyze the questions from library’s email and 
analyze user background and cultural values that contained in every email 
transaction. Based on the research, they got results that the types of questions that 
entered the email consisted of specific research, online access resources, operation 
of online resources, policies and procedures for services and library holding. The 
culture that is seen is formal conversation. Other research on virtual reference 
services is carried out by Armann-Keown, Cooke, and Matheson (2015) about 
virtual reference services, but they are more eager to find out what users want by 
digging deeper into the transcripts on virtual reference services. They also 
analyzed each question that entered via email, from January to April 2012. They 
analyzed the type of questions and they used NVivo to do the analysis. Then there 
is Schiller (2016) who conducts investigation, understanding and interpretation of 
virtual reference services using Cultural-History Activity Theory (CHAT). Using 
CHAT, he examines user interaction, seen from conversation transcripts from 
May-December 2015. He analyzed how people and organizations learn, adapt and 
change using CHAT, seen from daily activities through online chat. 
 
Research Methodology  

In this study, the authors conducted a web study by analyze the content of 
online conversations that were carried out through the  virtual reference services; 
ask librarians (tanya petugas) and contact us (hubungi kami) that found on a private 
university library located in South Jakarta’s website. The authors used data that 
only came from digital transactions of the two features. The data taken from the 
conversation of the two virtual reference services from 2015 – 2017. This study uses 
a qualitative approach with descriptive method and content analysis. Qualitative 
research is also called an artistic method because the research process is more 
artistic (less patterned) and research data is more favorable to the interpretation of 
data found in the field (Sugiyono, 2016). Content analysis is a procedure designed 
to objectively analyze words, phrases, concepts, themes, characters, sentences and 
paragraphs contained in the conversation. (Busha & Harter, 1980). Content 
analysis is done by calculating the number of digitally received messages, the 
number of digitally answered messages, the length of time to answer a message 
and how long it takes for the librarian to answer the questions, the types of 
questions often asked by users. Data collection was conducted through interviews 
and study of electronic documents taken from two types of virtual reference 
services, namely ask librarian (tanya petugas) and contact us (hubungi kami). The 
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guidelines used to measure the percentage of messages that are answered and not 
are from McClure, Lankes, Gross, and Choltco-Devlin (2002). 
 
Analysis 

The Library from one of private university that located in South Jakarta has 
a number of reference services that are done in a virtual way, but what is often 
used is the service Ask librarian (tanya petugas) and contact us (hubungi kami). Both 
virtual reference services are on the front page of that library’s website and have 
existed since the library website was formed. 

Contact us (hubungi kami)  
This feature can easily see by users. This service is in the form of e-mail and 

consists of several e-mail addresses, according to the number of libraries which are 
available at that private university, one of which is an e-mail to the central library 
whose data is used by authors. To use this feature, users do not need to login, so 
this feature can be used indefinitely from the active university community. 

Ask librarians (tanya petugas)  
This feature is clearly visible on the library website so that users can easily 

find it. To use this feature, you must login using the username and password, so 
that only active university community who can use it. The form is instant 
messaging services that be known whether there are library’s staff who are online 
or not. If no one officer is online, the users can still write the message. 

The data obtained will be divided into several sections based on guidelines 
evaluation according to McClure et al (2002). The reason for using this guide is 
because the guide can be used to evaluate virtual reference services both from 
services, human resources, and the technology used because there is also a way to 
measure them all. In this study, the author focuses on the virtual reference services 
that provided by a private university library located in South Jakarta in their 
library website; contact us (hubungi kami) and ask librarians (tanya petugas).  

The authors take the data starting from 2015-2017, then sort out the 
questions that come in. Only digital transactions taken which are the questions that 
are digitally submitted and answered digitally as well. In addition, only questions 
related to references will be calculated because in both of these features, there are 
also things that are not related to reference service activities such as e-mail 
regarding administration, advertising, and message of trial during information 
literacy training. 

Based on the available guidelines and data, the authors take the calculation 
of the total reference questions submitted digitally, the total digitally answered 
reference questions, the average time needed to answer the question, and the type 
of frequently asked questions. 

Total question and answer references submitted digitally 
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The total reference questions received digitally are the total questions 
received electronically (via e-mail, web form, video interaction, chat, and through 
software). The purpose of calculating incoming digital questions is to see the 
volume of services provided. (McClure, 2009, p. 9). Whereas the answer to a 
digitally accepted reference is the answer given by the reference librarian in 
response to the question that comes in. The answer is replied digitally as well either 
via email or chat. By looking at the answers given by the reference librarian, it can 
be used to analyze several factors such as the technology used, the service process 
provided, including the efforts made to answer these digital questions. (McClure, 
2002).  

Contact us (Hubungi Kami) 

 
 
Based on interviews conducted by the author with the reference librarians, 

there are the reasons behind the low answers given in 2017. Before 2015, the 
reference service include virtual reference services in private university library 
located in South Jakarta is currently held by single reference librarians, Putri (name 
disguised). In 2015 -2017, Putri went to continue her study and Erina (name 
disguised) replaced her duty. In 2017, Erina transferred to circulation desk and the 
duty was delegation to Budi (name disguised). That decision was made by head of 
library without delegation letter. There were miscommunication between them 
and it harms the users. The reason behind the difference between the number of 
questions entered and the answer given is because the questions which submitted 
via the library e-mail will be directly connected to library e-mail and Erina’s 
personal e-mail. So, Erina can reply the questions submitted through her personal 
email. The answers made through the reference librarian's personal email cannot 
be seen in the library e-mail so that they are not counted and considered as 
unanswered questions. Sometimes, there are questions that she cannot answer, 
will be given to those who understand more, so there is a possibility that the person 
will also answer questions without sending back to the library email. Such a thing 
is not counted by the author. (figure 1) 
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Contact us is a virtual reference service that does not require login to enter, 
so the majority of service users are non-civilians at that private university. In 2015, 
from total 42 questions entered, only 9 questions were raised by active university 
community from that private university. Then, in 2016, from total of 58 questions 
entered, 19 questions from active university community from that private 
university, and in 2017, out of a total of 30 questions entered, 9 questions were 
asked from active university community from that private university. This shows 
a comparison of 1: 4, from 4 questions those who enter the virtual reference service 
contact us, there is one question from active university community from that 
private university. Contact us is quite popular among active university community 
from that private university especially from the lecturers.  

Total questions and service answers from Contact us (Hubungi kami) for 3 
years 
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Based on the data, there are similarities, users decrease or even the absence 

of users from June to August. The decline from that months was due to a fairly 
long semester holiday. Another equation is the number of questions that are not 
answered by the reference librarian. There are two reasons given by the reference 
librarian, first, the question being answered by the personal reference librarian 
email or from other staff, who better understands the question. Another reason is 
that in 2017, there was a transfer of duties between Erina and Budi and the 
occurrence of miscommunication between them because there was no letter or 
agreement to transfer assignments between them. 

Ask librarians (tanya petugas)  

 
 
 
Based on the data above, 2016 was the highest number of users using Ask 

librarians services. This service can be accessed only by active community from 
that private university and the communication is chat directly with the staff. Users 
can detect whether there are staffs who are online or not. Even though no one of 
staff is online, users can still ask questions. 

If elaborated, in 2015, users were dominated by students of 2015 (15 
persons) and students of 2013 (6 persons), the rest were students of 2014 (5 
persons), students of 2011 (3 persons), students of 2010 (3 persons), students of 
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2012 (2 persons), students of 2008 (1 person), lecturer (1 person). In 2016, 
dominated by students of 2014 (13 persons), then students of 2015 (12 persons), 
students of 2013 and students of 2016 (10 persons), students of 2012 (9 persons), 
students of 2011 (3 persons), students of 2010 (1 person), and lecturers (4 persons). 
Then, in 2017, students of 2015 class still dominated (13 persons), then students of 
2016 (7 persons), students of 2014 (5 persons), the lecturers (4 persons), students of 
2013 and students of 2010 (2 persons), and students of 2008 and students of 2017 (1 
person). 

Based on data description, it can be seen that students of 2015 often use 
services Ask librarians (tanya petugas) as a media to asking any question to 
librarian. It indicate that students of 2015 including active students which were 
had enough attention during the user education class and they still remember the 
explanation of virtual reference services. In the other hand, they are the person 
who are familiar enough with technology. However, their junior, students of 2016 
and 2017, are still lacking in utilizing the service of Ask librarians. Lack of 
utilization of virtual reference services can be due to lack of promotion during user 
education given at the beginning of their study.  

The low use of virtual reference Ask librarian from the students of 2017 
because of the user education program which are commonly applied for new 
students at that private university are not done because there was a system change 
and the schedule was not in accordance with the schedule for new students. The 
user education program which is done through tutors in the class were removed 
and replaced by video tutorials that can be downloaded through the library 
website and provided by the help desk in the library to help users, especially for 
new students. However, apparently the provision of video and help desk is not 
enough to help users, especially new students to understand the use of virtual 
reference services in a library of private university in South Jakarta.  

Based on interviews of Erina dan Putri, they were said that there are some 
‘bug’ on this service because online status on the system will disappear 
immediately when they do other tasks. They can only open one feature to always 
look online, but when they do other tasks, the online status will disappear. This is 
enough to disturb their daily activities as a reference librarian because it makes 
them feel guilty. Still open that feature (Ask librarians) but they cannot do other 
work or close it and the status will always be seen as offline. 

Another thing is the appearance of a warning message on the system when 
they are answering user questions. This is enough to disturb the speed of 
answering questions from users because they must always close that message. In 
addition, writing answers that are elongated, makes librarians uncomfortable 
when answering questions that require quite a lot of answers. 
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Based on the data chat from the virtual reference service for 3 years, 2015-

2017, it can be explained that the small number of users who asked questions in 
2015 compared to 2016 was due to 2015 data that could be taken by the author only 
until June 2015. Data chat from January 2015 to May 2015, the authors could no 
longer access it. Then, the few users who ask questions in 2017, when compared to 
2016 can be because in 2017 there is no user education program that is usually 
given to new students. The number of questions that were not answered by the 
officers in 2017 can also be caused by the change of reference officers and the 
occurrence of miscommunication between them due to the absence of handover of 
the tasks carried out in writing. 

Average time needed to answer questions  
The average time needed to answer the question is a way of calculating the 

amount of time needed by the reference librarian to digitally answer questions 
posed digitally as well (via e-mail and chat). The purpose of calculating the time 
needed by the reference librarian is to see the timeliness of the reference librarian 
in answering questions. This can be made to support the creation of old standards 
answering user questions. (McClure, 2002, p. 21). The way to calculate it is to 
calculate the median of the time needed to answer each question. How long time 
takes to provide an answer to a digital reference question is a crucial factor when 
assessing the quality of any reference service. This measure can be used to 
determine if answers are being provided in a timely manner and can also be used 
to set policy for expected turnaround time for the service based on the resources 
available. The author calculates by date (day, month, and year) because notes that 
are usually made by reference librarians, only display the month and year.  

Contact us services (hubungi kami) 
In this service, the average time needed to answer questions in 2015 is 2 

days, in 2016 takes 2 days and 2017 requires 11 days to answer questions from 
users. Time that needed until 2 days, meaning that the reference librarian answer 
the user's question on the next day. In 2017, the time span for answering took a 
long time because this year there was a shift of officers holding reference services. 
Transition of officers without written agreement or official handover of 
assignments causes miscommunication between officers so that virtual reference 
services become ineffective. 

Ask librarians services (tanya petugas) 
In this service, the average time needed to answer user questions in 2015 is 

2 days, in 2016 it takes 3 days and in 2017 requires a longer time of 6 days. Ask 
librarian service is actually an instant messaging service that actually requires 
direct answers. However, the reality is that to answer user questions, the librarian 
takes more than 1 day or even a week. The reason is, among others, the time 
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submitted by the user exceeds out of working hours so, and the reference librarian 
answered the question on the next day. Another factor is that the system is not 
friendly to answering questions for library staff. Officers are required to always 
open the member answering questions so they can be seen online. In addition, in 
2017, there was a transfer of officers who handled reference services and there was 
miscommunication between them which caused the disruption of virtual reference 
services including virtual reference services. 

From both of their virtual reference services, it appears that reference virtual 
services in the library have not been effective in their use. It can be seen from the 
length of time needed, which is more than 1 day. Whereas according to Bopp (2011) 
and research from Chow and Croxton (2014) which states that virtual reference 
services are effective and efficient services, especially in terms of time because it 
does not take long for users to get answers to the questions they ask. 

Frequently asked questions 
The types of questions that are often asked refer to the categorization given 

to each reference question that is proposed, there are: bibliography reference 
question, instructional question, literature search question, others question, 
outside of reference questions, suggestions, ready references, research application 
search queries, and technical questions. (McClure, 2002, 24). 

The definitions of the types of questions:  
Bibliographic reference questions are questions related to aspects of 

authorship or publication of a work, including verification of quotations of the 
author's name, information about the work in the series, edition information or 
copyright information, and others. 

Instructional questions are questions where users ask for help in using 
electronic resources that may be available to them and which can provide answers 
to other reference questions. Examples are requests for information about how to 
compile a search statement in a periodic online database, how to search for an 
online catalog (OPAC), how to request books and other materials from a catalog, 
how to limit searches by domain in a specific search engine, and how to use 
Boolean Logic. 

Literature search is a request for all literature published on a particular topic 
or by the author given. Others are types of questions that are not included in the 
available category or if users submit questions in more than one category. 
Questions beyond reference questions are questions that cannot be answered 
digitally or questions outside of reference services (outside reference question).  

Reader advisor questions are requests for information about the material 
the user wants to read. Questions such as requests for similar books by plots, other 
books written by an author, other books in series, availability of works in certain 
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formats (for example, large types, books on CDs or ribbons), and information 
about the background of certain books. 

Ready reference questions are questions that usually have a single and 
limited answer. The answers in general can be found in general reference works 
such as almanacs, encyclopedias, directories, dictionaries, atlases, thesauri, and 
fact books. 

Research questions are questions where users ask for various information 
about a particular topic. Research questions may have many components to 
answer (i.e., articles from journals, books, quotes, essays, statistics, raw data) and 
the answers may consist of responses sent in various formats (sending full text 
articles or quotes, encouraging websites, documents or spreadsheets, image files, 
video clips, etc.). 

Technical questions are reference questions where users ask for help in 
using the technology needed to access digital reference services or other aspects 
such as accessing library websites or an organization. An example is how to 
download Adobe Acrobat Reader? How do I open an attachment?  

By knowing the types of questions that enter the virtual reference services 
that they provide, this can help in determining the development of a library's 
collection, such as what types of collections need to be added, selection of 
collection formats. It can also be made mapping of which faculties and which 
generation of students most often ask or agencies from outside the university most 
often use the virtual reference service. It can see to what extent information about 
this virtual reference service is spread. Through this type of question, analysis can 
also be carried out on user needs. 

Contac us services (hubungi kami)  

 
 
Based on the data above, the types of questions that are most frequently 

asked for Contact us services (hubungi kami) are about literature search, others, 
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a login when you want to ask a question so that this service is more often used by 
non-active community in that private university. However, it is possible that the 
active community of that private university located in South Jakarta will use this 
service. Based on the user, because there are more outside the active community 
of that private university, the literature question is the most frequently asked 
question. This can be seen from the high types of questions in the last 3 years. 
Literature questions that are often asked are requests to submit articles from 
journals, chapters from books or e-books, even theses or theses. As for other types 
of questions, consisting of questions raised by lecturers from this private university 
regarding the work in question, questions from this private university students 
regarding the terms of apprenticeship, questions from non-active community 
about how to become employees at this private university, and requests for 
delivery of gift books. Technical questions that are often asked on this service are 
about downloading articles or registering to become a member of the library, while 
the questions that are outside the reference question are requests for this private 
university to reset the password for the library account because of forgetting and 
questions about fines if the book is lost or late. The directory questions that were 
asked were few and this was a question about the contact number of one of the 
instructors at this private university. 

The high number of questions from outside the active community regarding 
literature search shows that collections from these private universities are 
complete and this is recognized by a wide audience, as seen from the many 
requests for references coming from collections available in the library, both 
printed and online collections. In addition, many of them also asked for the results 
of the writings of the private university lecturers. This means that many of 
scientific work from this active community private universities are needed by non-
active community users. This can also indicate that this virtual reference service is 
in demand by users. 

Ask librarians services (tanya petugas)  
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In ask librarians services (tanya petugas), the types of questions that always 
asked is ask librarians services than contact us services. It because of the form of 
chatting so that users feel more free to express their wishes. The most frequently 
asked questions are other questions, namely complaints about forgetting the 
library account password, questions about library fines and questions about 
collections that have not been returned that are sent automatically by the system. 
Other types of questions that are often asked are instructional questions, namely 
questions about how to use online databases subscribed by the library, and 
questions about how to use plagiarism detectors. While for technical questions are 
questions about how to download articles on the library website. The literature 
question submitted on this service is even less than the contact us services. A 
different question is the reader's advisory. This question is only seen in ask 
librarian services. This question is about the application for the procurement of 
reading materials to support teaching and learning activities, submitted by 
students and lecturers. 

Based on the results obtained, it appears that active communities of these 
private universities use more virtual reference services to ask practical and 
technical matters. Means, they already understand how to find collections, how to 
download electronic collections that are available, but they are weak in 
remembering their own passwords and usernames and they also still do not or do 
not understand how to use an online database subscribed by the library. This 
means that in the education of users, librarians can put more emphasis on several 
aspects, namely login, online database usage, and fine and lending and lending 
regulations. In addition to the education of users, librarians can make pamphlets 
or posters attached to places that users often pass so they can read the general 
regulations that apply in the library. In addition, librarians from that private 
library can increase the use of social media in promoting these regulations. 
 
Conclusion  

Based on the exposure of the data for 3 years, from 2015 to 2017 regarding 
virtual reference services in the library at private university located South Jakarta, 
a conclusion was drawn that virtual reference services in the library at private 
university located South Jakarta need to be improved especially in the librarian's 
communication or internal communication because there are still quite a number 
of unanswered questions, both in the contact us services (email) and ask librarians 
services (chat). The abandonment of these two virtual reference services is due to 
problems in internal communication in the library and this affects the services they 
provide. Then, the appearance of ask librarians should be repaired so that pop-ups 
do not appear frequently and can be used in conjunction with other features. It can 
also be a warning, using either light or sound if there is an incoming question from 
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the user so they can get an answer immediately because this service is included in 
the instant messaging service. It means that virtual reference services are built not 
only friendly to users but also friendly to librarians who use. This affects their 
performance. Other, It is necessary to improve coordination between librarians or 
library staff especially about transfer the task or job delegation.  

Based on the results obtained, further research can be carried out on the 
effectiveness of virtual reference services in terms of librarians who do this coupled 
with various variables around it such as supporting regulations.  
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Abstract 
This research discusses children’s collection selection at South Jakarta Library and 
Archive Office (KPAK-JS), Indonesia. Book selection is often only done to spend 
the budget. In this case the librarian does not play an important role and even the 
advice of librarians is often ignored by those responsible for library finance. 
Therefore, a book selection policy is needed. UNESCO Public Library Manifesto 
stated that one of public library missions is to create and enhance children’s 
reading habit since early age. Therefore, children’s service at public library is 
established in order to increase children’s reading avidity. This research is a 
qualitative research using case study. This research aims to identify children’s 
collection selection in order to fulfil library users’ needs and explain supporting 
and inhibiting factors faced by KPAK-JS. Data is collected through interviews, 
observation and document study. Research informants consist of 6 (six) people 
selected using purposive sampling with the criteria: involve in children’s collection 
selection. Novelty of this research is that it identifies children’s collection selection 
in an urban public library. Results of this research show that there is not yet serious 
attention to children’s collection selection acitivity at KPAK-JS. For children’s 
collection selection, KPAK-JS only relies on Budget Implementation Document 
which only bears book price and book publication time. KPAK-JS does not have 
detail written policy on children’s collection selection criteria for every year. This 
causes the difference in limitation on children’s collection acquisition that affects 
the quality of children’s collection. 
 
Keywords: children’s collection selection; children’s collection; acquisition; 
selection criteria; public library 
 
 
Introduction 



 

 
 

123 The Power of Information in Shaping Society 

The Children’s collection selection is an important step in providing 
children’s collection for library. Library as one of informal education media plays 
an important role and greatly contributes to children’s education, in which 
children’s collection is one of tools to develop children’s characters. In a book titled 
“Investing in Children” (1995:2), children’s collection such as books are the most 
important element in children’s development to increase the ability to read, speak, 
write and for literacy. In addition to making children fond of reading, books can 
also make them explore their feelings as well as learn about diversity. Library 
should be able to provide quality children’s collection. 
 There are several steps in providing children’s collection. The most 
important step in providing quality children’s collection is selection. Library 
material selection step is performed to reach the success of collection development 
activity. According to Sudibyo (1998) book selection is an activity of book selection 
which is estimated useful and appropriate for a library. Selection process has to be 
performed carefully in accordance with library users’ needs and the existing 
collection selection policy. Selection team is also required in the implementation of 
collection selection activity. 
 South Jakarta Library and Archive Office (KPAK-JS) located on Gandaria 
Tengah Street, South Jakarta is one of public libraries providing children’s service 
on the ground floor. This children’s service is intended for early-age children up 
to 12 (twelve) years old or the level of elementary school student/the like. Either 
fiction or non-fiction collection is available at children’s sevice. Total member of 
KPAK-JS is dominated by children. This can be seen from recapitulation of library 
material circulation in 2017 which compiled/summarized adult visitors as many 
as 11.893 people or 45% and children 14.237 or 55% of total visitors. The reason for 
numerous children visitor is due to KPAK-JS’s location which is surrounded by 
elementary schools, Kramat Pela and State Elementary School Kramat Pela 11 State 
Elementary School. The numerous children visitor is an opportunity for KPAK-JS 
to provide children’s collection as needed. However, during observation, the 
existing children’s collection is not adequate and less crowded. Therefore, has 
KPAK-JS performed children’s collection selection in accordance with library 
users’ information needs? Therefore, the purpose of this research is to identify 
children’s collection selection in order to fulfil library users’ needs and explain 
supporting and inhibiting factors faced by South Jakarta Library and Archive 
Office. 
 Similar research has been conducted by Nuria Prasanti (2012) titled 
“Children’s Collection Development at Bogor Regency Public Library”. This 
research discusses collection development activity performed by Bogor Regency 
Public Library, starting from selection, acquisition, cataloging, maintenance and 
weeding at children’s service in order to fulfil library users’ needs. Another 
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research was conducted by Marcus Isebe (2015) titled “Effective Selection and 
Organization of Information Resources in School Library”. This research discusses 
effective selection activity in school library. It also focuses on several selection 
criteria and tools as well as the expected quality from a selection team and 
recommendations on advanced ways in achieving effective selection. What differs 
this from the previous researches is researcher focuses on selection activity 
performed on collection in children’s service. Children’s collection selection 
requires special attention in order to provide collection suitable for children’s 
development and age which are the target of children’ service in a library.  
 
Research Method 

This research is using qualitative approach with case study method. This 
research uses case study because researcher attempts to identify deeply about 
children’s collection selection performed by KPAK-JS in fulfiling library users’ 
needs as well as the inhibiting and suppporting factors in collection selection. 
Research informant selection uses purposive sampling, namely the way to 
determine informant deliberately based on particular criteria or consideration. The 
criteria are 1) involve in children’s collection selection activity at South Jakarta 
Library and Archive Office; 2) has role in determining budget for children’s 
collection; 3) involve in selection team. From the criteria of research informants, 
there are six informants and two extra informants. In this research, informants’ 
names are disguised suiting their wish, they are as the following: 

 
Table 1.1 Informant Data 

No Name Position Working 
Duration 

Job Description 

1 Dini Functional Librarian  8 years - performing book 
acquistion  
- performing book selection 
- performing book 
cataloging 

2 Nur Functional Librarian  8 years  - performing book 
acquistion  
- performing book selection 
- performing book 
cataloging 

3 Sony Head of Archives 
Section  

1 year - performing archival 
guidance and arrangement 
- performing archive media 
transformation 
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4 Suri Head of Library 
Section 

16 years  - performing book 
cataloging 
- performing book selection 
- attending meeting as a 
representative of library 
subdivision 

5 Yusuf Head of 
Administration 
Subdivision  

1 year - planning budget 
- managing administrative 
issues 
- coordinating the 
preparation of 
activity/financial report  

6 Rumi Non-functional 
librarian 

22 years  - tending circulation service 
- children’s service officer 

7 Haniyah  SD Kramat Pela 11 
student 

3rd-grade 
student 

Library user 

8 Ira SD Kramat Pela 
student 

4th-grade 
sudent 

Library user 

 
Data collection technique used in this research includes observation, 

interviews and document analysis. Observation is a direct research on the spot to 
observe individuals’ behaviour and activities at the research location (Cresswell, 
2010: 267). The reason for observation in this research is to enable researcher to 
view directly activities at children’s service, observe collection selection process, 
selection criteria, selection team and selection policy used by KPAK-JS. Interview 
conducted in this research is a semi-structured interview. This interview can be 
included in the category of in-depth interview but informants have more freedom 
in expressing their opinion. The purpose of this interview is to obtain information 
on children’s service, in the form of visit data and activities available at children’s 
service, selection process, selection criteria, selection team and selection policy 
applied by KPAK-JS as well as inhibiting and supporting factors experienced by 
children’s colleection selection staff in performing the task. Document analysis is 
conducted by searching for written document which can be used as theoretical 
basis for research. The purpose of document search is to strengthen research data 
analysis. The literatures required in this research are documents related to 
children’s collection selection in library. The data obtained is then coded and 
analysed to be concluded. 
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Analysis and Discussion 
South Jakarta Library and Archive Office 
 South Jakarta Library and Archive Office (KPAK-JS) was located at Jl. 
Gandaria Tengah V No.3, RT.2/RW.1, Kramat Pela, Kebayoran Baru, Kota Jakarta 
Selatan, Daerah Khusus Ibukota Jakarta 12130, Indonesia. KPAK-JS was built in 
1986 and inaugurated on 20 January 1987. Since 1987 to 1988, South Jakarta Public 
Library was under the administration of Biro Bina Mental DKI Jakarta and its 
vision and mission were not entirely focused on library, but adjusted to Biro Bina 
Mental DKI Jakarta. South Jakarta Public Library was then tansferred to Dinas 
Pendidikan in accordance with Regional Regulation No.5 of the year 1989. 
 Based on DKI Jakarta Regional Regulation No.8 of the year 1993 on 
Organization Formation and Working Conduct of DKI Jakarta Public Library 
Office, all public libraries in DKI Jakarta were within one organization, namely 
DKI Jakarta Public Library (Perpumda). In 2008, DKI Jakarta Public Library was 
united with Regional Archive office, thus changed into Jakarta Regional Library 
and Archive Board. Meanwhile, on the city level, it was called South Jakarta 
Library and Archive Office (KPAK-JS). 
 Collection in KPAK-JS consisted of printed collection having been collected, 
cataloged, retrieved and utilized by all KPAK-JS users. KPAK-JS collection could 
be used for public users from all circles of society having been registered as 
members. This resulted in KPAK-JS had various collection, from children to adult 
in varied subjects. Collection owned by KPAK-JS up to the end of 2017 was 74.040 
titles or 132.623 copies. 
 KPAK-JS children’s collection was quite complete and varied. Children’s 
collection available consisted of story books, school exercises books, coloring 
books, interactive books, three-dimensional books, toys and dolls used by 
librarians for story-telling. However, children’s service only focused on providing 
printed collection and was not equipped with other collecetions such as audio 
books, CD/DVD, cassette and other formats. Whereas, it is mentioned in “IFLA 
Guidelines for Children’s Libraries Services” that today’s children needs are also 
in line with technology development, thus children’s library collection should 
include various subjects suitable for their development in all formats, not only 
printed material (books, magazines, comics, bochures), but also media (CD, DVD, 
cassette), toys, educative games, computer, software and connectivity. It happens 
because not all library collections are available to library users. In “Fundamental 
of Children’s Service” (2005), it is explained that one of children’s collection types 
is parents’ collection. During observation, researcher found that parents’ collection 
was also stored on one of children’s collection shelves but the number was small 
and they were untidy. 
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 At KPAK-JS, the total number of children’s collection and general collection 
were not separated, but from observation it is seen that KPAK-JS children’s 
collection had eight shelves of children’s collection and two shelves of braille 
collection. All borrowings of adult’s and children’s collection were also combined 
and processed in the same circulation service on the first floor. This resulted in the 
exact number of children’s collection and percentage of children’s collection being 
borrowed of total borrowing was unknown. This would certainly cause difficulties 
during acquisition process. 
 The target of KPAK-JS users were children of 0-12 years old. This is seen 
from service target at KPAK-JS. Children’s service at KPAK-JS had user target 
starting from 0 up to 12 years old children or the level of elementary school 
children. The following is informant interview: 

Nur : “Just as any other, for kids, 0-12 years old, elementary school, as for junior 
high school kids, it is on the second floor, general collection. So, we provide books 
which suit elementary school kids’ needs, here in children’s service”. 
Dini : “Target of children’s collection, of course, children with age ranging from 0-
12 years old or below five years old up to elementary school age”. 

 
 Library users target with age range of 0-12 years old or the level of 
elementary school age was also supported with KPAK-JS location which was 
surrounded by two elementary schools, Kramat Pela and State Elementary School 
Kramat Pela 11 State Elementary School. This is in line with Reitz’s statement 
(2004), children’s collection is literary works created specially for children which 
is specially written and illustrated for children of 12-13 years old. 
 KPAK-JS’s budget sourced from regional government which would usually 
be planned from the previous year. KPAK-JS sometimes also obtained donation in 
the form of collection either from sponsors or grants. The following is budget 
planning as stated by one of informants: 

Yusuf : “So, for 2019 budget, we already collected data from now on, and it will be 
processed through MUSRENBANG (Musyawarah Rencana Pembangunan), 
which starts from households deliberations and then to neighbourhood deliberations 
to urban communities, sub-district, regency level, usually there will be suggestions 
from society about their needs”. 

 In budget planning, a development planning deliberations was held from 
the level of households up to regency level as well as suggestions from society 
which would be the complement data in budget planning to increase service 
quality in fulfiling surrounding society needs. This activity was conducted based 
on public library role. According to Sulistyo-Basuki (1991), public library should 
provide fast, precise, cheap information source for society in accordance with 
topics useful for them and hot topics in society. Therefore, in budget planning, 
KPAK-JS requested suggestions from society about topics needed, demanded and 
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hot topic so as to fulfil information needs of all circles of society. After the budget 
has been arranged in detail, it would be proposed and ratified by Domestic Affairs 
Ministry, then it would be sent to Regional Working Unit (SKPD). Result of the 
ratification was set forth in the form of Budget Implementation Document (DPA) 
containing detail budget having been planned in advance by each library. 
 DPA detailed total budget for collection, equipment budget, etc related to 
library operational activity as well as detail of book price which was used as 
criteria in book selection. DPA should be followed and implemented in the year 
concerned, considering DPA was the result of planning performed by KPAK-JS. 
Therefore, the planning result should be accountable for maximum 
implementation of activities. 
 In DPA, budget for children’s collection and general collection were not 
separated but combined into one and there was no official distribution. Budget 
used by KPAK-KS was adjusted to today’s library users’ needs. It is expressed by 
Nur who considered that she has never been directed about distribution between 
children and general budget. Nur bought the book according to library users’ 
needs at the time and if asked how many rupiahs, she did not know for sure the 
budget spent for children’s collection. She only chose book based on needs and 
later it would be adjusted to the budget. KPAK-JS does not have strategic planning 
in procuring reading material. Miller (2018) said that strategic plan can be 
operationalized to daily work is critical for keeping the plan alive (and not 
gathering dust on the shelf). But more work is needed to help guide staff to think 
“big picture” throughout the process.  
 
Children’s Collection Selection 
 Children’s collection selection is an important matter in library material 
acquisition. This should be performed by profesional considering library users of 
this library material are children in a critical age that is very easy in absorbing 
information. South Jakarta Library and Archive Office also selected children’s 
collection, considering acquisition in 2017 was focused on children’s collection as 
requested by South Jakarta RPTRA (Children Friendly Integrated Public Space) in 
cooperation with KPAK-JS. 
a. Children’s Information Needs 

Analysis of library users’ needs is a process using one or more techniques 
to collect and analyze data on library users of a library or potential library users. 
Result of the collected data is then interpreted and will influence collection 
management (Gregory, 2011). South Jakarta Library and Archive Office (KPAK-JS) 
also analyzed its library users first before performing collection selection in order 
to present information in accordance with its library users’ needs. KPAK-JS also 
performed selection based on request from library users and by blank form 
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distributed to public but it has not been done for a long time. The following is 
statement from an informant: 

Sony : “Usually, there are two steps before acquisition. First, we distribute form, so 
we provide forms at circulation service, secondly, the selection is in line with the 
officer’s choice, well sometimes we listen to their needs. 

 
 According to one of librarians, KPAK-JS did not conduct written study 
about children’s information needs. This happened because in DPA (Budget 
Implementation Document) it was stated that the budget is not only intended to 
fulfil KPAK-JS needs but also to suppport RPTRA (Children Friendly Integrated 
Public Space), mobile library, district library and village library. Whereas 
according to Khan dan Bhatti (2016), collected data on library users is an important 
souce to formulate regulation and make selection decision as well as evaluate a 
service or program. 
 Librarian role also helps in selection process. This is because librarian and 
library users directly interact in daily activities, thus many suggestions and 
requests heard by librarian are useful for the next acquisition. The following is 
interview with informant: 

Suri : “As for kids, we are used to see the books often read by children and safe for 
them are books about religion, books with pictures, well anything the like. So far, 
kids do not understand much. At least if we ask them what they like, they like those 
with pictures. As for 3rd, 4th, 5th grade students, they usually ask for KKPK (Kecil-
Kecil Punya Karya) books.” 

 
According to Suri, KPAK-JS collection selection was also performed by 

viewing books read by children the most. Sometimes, librarian also asked for 
suggestions from children about the books they like most, such as books with 
many pictures. As for elementary school children, they mostly asked for KKPK 
(Kecil-Kecil Punya Karya) books. If seen further, the book which children liked, 
KKPK (Kecil-Kecil Punya Karya), was a book whose authorship aspect is children 
of their age (7-12 years old). It is in line with general criteria of children’s collection 
selection which explains that one of aspects in collection selection is authorship 
aspect (Gregory, 2011). 
b. Collection Selection Policy 
 In performing selection activity, South Jakarta Library and Archive Office  
(KPAK-JS) used circular (SE) from Dinas Perpustakaan dan Kearsipan as selection 
policy. During selection activity, SE was made the reference, as stated by the 
following informant: 

Nur : “As for last year, there was SE from dinas, and for this year, not yet. So, 
circular from dinas stating book acquisition or book selection it has to refer to, each 
year is limited from 2014 to 2017. So, there is a time basis, discount issue...” 
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SE contained criteria of book which should be bought such as by year 

limitation (2014-2017) and discount issue. Discount issue meant was about the 
ability of publisher in giving discount, in which all concerned publishers would be 
summoned to dinas and signed a statement letter, thus there would not be 
disparity in discount from one area to other areas for transparency in selection 
process. SE at KPAK-JS has just been existed in 2017, thus librarian could not make 
sure if there would be the same regulation for next year. From the statement above, 
it is certain that in this library there was no permanent collection policy. SE was 
considered to restrict selection activity because of the regulation about duration of 
book acquisition. 

Sony : “……acquisition is performed every year, for purchase we directly went to 
sole distributor. The distributor should bring letter stating that he is appointed 
directly by the publisher. Usually, publisher is on its own, as for marketing it has 
agents, that’s where the publisher determined which agent distribute the books.” 

 
According to Sony, acquisition was usually performed every year and was 

executed in accordance with what has been written in DPA. If there was SE 
distributed by dinas in the year concerned, KPAK-JS was obliged to obey the rule 
written in SE. Book purchase should be through the distributor that has been 
directly appointed by publisher having been signed the statement of the ability to 
give discount. 
c. Selection Criteria 
 During collection selection implementation, KPAK-JS had collection criteria 
in order to provide quality collection for its users. The criteria was written in 
circular by considering time aspect, namely 2014 to 2017 and also discount issue 
which should be given by publishers, at least 20%. In addition, collection selection 
criteria was also based on DPA (Budget Implementation Document). The DPA 
contained maximum book price for each class. 

Sony : “Obviously, it’s the standard, selection team knows what books suitable for 
children’s needs, they knew it.” 

 
In addition to criteria written in circular, there was also unwritten criteria 

by selection team experienced in selecting children’s collection. Experienced 
librarian in children’s collection selection had particular instinct to choose 
children’s collection appropriate for children's age and needs. According to 
Sulistyo-Basuki (2001), experienced librarian usually has sharp instinct in selecting 
the books they are going to buy although this cannot be explained with logical 
expression. 

Selection is also performed based on quality aspect, namely collection 
which is chosen is based on best-seller list (Gregory, 2011). Form and presentation 
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format aspect meant that the book uses good illustration, price aspect complies 
with DPA, as well as time aspect which should be in line with what has been 
written in circular, and content aspect was the book has been adjusted to age group 
and community’s and users’ needs. Unfortunately, those aspects were not poured 
in the form of a complete written policy and only remained as knowledge within 
each selection team. Whereas, Robert D. Stueart and Barbara B as cited in Johnson 
(2009) identified four good policy characteristics, namely 1) consistent; 2) flexible 
and can change as needed; 3) policy tends to be more like guidelines instead of 
regulation in terms of application; 4) written. It certainly influenced quality of 
collection which has been selected because each selection team member had 
different understanding. 

 
d. Selection Process 
 Selection is a process of adding library materials into collection which has 
been adjusted to policy, criteria and  library users’ needs. In the process of 
collection selection, selection team would use selection tool to ease book selection. 
KPAK-JS also used publisher catalogue or brochure as selection tool. According to 
Johnson (2009), publisher catalogue is used as tool in relevance identification. This 
publisher catalogue was used in finding collection which suited the KPAK-JS 
library users’ needs. Book selection from publisher catalogue or brochure were also 
based on evaluation and assessment performed in selection team. According to 
Johnson (2009) evaluation and assessment help selector in determining book 
selection. Evaluation views collection quality with its own way before meeting 
library users’ needs. In practice, evaluation and assessment happen at the same 
time. Collection librarian will not evaluate library material if the collection is not 
suitable for library users they serve. The same goes with what KPAK-JS selection 
team performed. When selecting books, KPAK-JS selection team selected them 
based on library users’ needs from the result of library users analysis and criteria 
in circular and DPA. In addition, seleection team also used internet to access each 
publisher’s website to see the books which people are interested in to be 
considered for selection. The following is interview with informant: 

Nur : “From publisher catalogue and then our database. So, when we select from 
the publisher catalogue we also cross-check our collection database to see whether 
or not the book has been bought.” 

 
 When selection team has already made book choice list, it would then be 
cross-checked with collection database to avoid double book purchase. Selection 
team performed book selection based on circular, in terms of time and price 
aspects. Selection team also looked at the books based on content and quality 
aspects although those aspect were not written in detail. After making book list, 
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selection team would contact publisher to see the availability. Selection process 
still continued when the books arrived. When the books arrived and the payment 
was made, selection team would check the number and title of books based on the 
list. The next step was the book would be selected based on content during 
cataloging process, whether the content was in accordance with the needs and the 
content provided did not deviate. Selection process would also be repeated before 
the books were sent to South Jakarta RPTRA (Children Friendly Integrated Public 
Space) which requested for new collection. 

Suri : “Certainly, we want to provide books that are safe for children, because there 
was a case in RPTRA that a book similar to Japanese comic was found there and we 
were reprimanded for it, when we checked, it turned out that it was not our selection 
result but donation from society. From then on, we performed a stricter selection 
process so that it wouldn’t happen again and we can really provide book that are 
safe for children. Since then, the books we got as donation should be selected again, 
we looked through all the books whether or not they are appropriate for children.” 

 
 Repetition of this selection process was performed because there was an 
incident when children’s book with unappropriate content was available in 
RPTRA, namely a Japanese comic book containing pornography. After 
investigation, it turned out that the comic was a donation from society. This 
happened because KPAK-JS only performed physical evaluation on donated 
books. According to Johnson (2009), there are several criteria which should be 
considered when evaluating, such as subject or content, language, price, 
thoroughness, geography, ease of use, uniqueness, update frequency, cost and so 
on. Not only should KPAK-JS evaluate physically but also the content of donated 
books. Since the incident, KPAK-JS evaluated collection selection result as well as 
donation from outside more strictly, especially in terms of content in order to 
provide quality books for children and books suitable for children’s needs. 
e. Selection Team 
 Children’s collection selection should be performed by librarian who 
understands children’s needs. KPAK-JS also had special team formed for collection 
selection, namely selection team. 

Suri : “Of course, we have selection team, usually the head of the section and I along 
with the librarians.” 
Yusuf : “There is selection team, consisting of bu sari, pak supri, bu norma, bu dian 
in 2016.” 

 
 According to Gregory (2011), selection team consists of three to five people 
chosen thoroughly. KPAK-JS had selection team consisting three people who were 
related officer and other people from divisions related to acquisition. KPAK-JS 
selection team was formed based on decree (SK) and assignment letter (ST) 
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concerning Selection Team. The documents was issued by Kepala Suku Dinas 
Perpustakaan dan Kearsipan Kota Administrasi Jakarta Selatan. This selection 
team was specially formed for collection selection from publisher catalogue in 
order to obtain collection suitable for library users’ needs, especially children. 
 
Supporting and Inhibiting Factors 

There are several supporting and inhibiting factors in the implementation 
of collection selection at KPAK-JS both internally and externally, such factors are: 

a. Supporting Factors 
Supporting factors are considered to be those which accelerate this selection 

activity, such as: 
1. Availability and readiness of publishers to cooperate in acquisition. 

Publisher was considered by selection team members as one of supporting 
factors in KPAK-JS collection selection activity. The cooperative publisher 
was perceived to ease collection selection activity. 

Suri : “As for supporting, alhamdulillah, many publishers since the 
beginning of this year have sent catalogues,if book catalogues are available, 
we will finish selecting earlier.” 

According to Suri, one of factors helping in collection selection activity was 
publisher that has sent publisher catalogue since the beginning of the year, 
thus it helped quicken collection selection process. This statement is also 
supported by Sony who said that the readiness of publisher in sending 
catalogue becomes major supporting factor in selection. 

2. Availability of facilities and infrastructures at KPAK-JS. Fast internet 
connection was one of facilities provided by KPAK-JS considered as 
supporting factor in selection activity. Collection selection activity can be 
assisted by searching book via internet and viewing popular books which 
can be included in selection.  

Sony : “Well, when we select books sometimes we need technology, such as 
internet. it make us easier to see whether or not we have the book in our 
selection, if we found good books and available via internet, we can take 
them.” 

 
With the help of internet, selection team members could see the books in 
which people were interested. Sometimes selection team members also 
accessed publisher’s website to see best-seller books. This facility was 
perceived very helpful for selection team members in performing their task. 

3. Ease of exchanging data and information among librarians. Information 
exchange among librarians was also considered as one of supporting factors 
in performing selection. 
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Nur : “Supporting factor? Maybe we support each other,among friends, so 
we are the same in each region, so we ask them what book and publisher they 
have, and we exchange.”  

Nur considered that collection selection could be performed by exchanging 
information on book and publisher from one librarian to another and also 
about collection acquisition. This was perceived helpful to add information 
on book which has not been procured by KPAK-JS. 

b. Inhibiting Factors 
In the implementation of an activity not everything goes smoothly. 

Inhibiting factors are always found in several activity processes, such as in 
collection selection activity performed by KPAK-JS. Not only supporting factors, 
inhibiting factors expressed by informants are also varied. Such factors are: 

1. Price limitation in Budget Implementation Document (DPA) which 
complicated selection team in performing the task, as expressed by Suri and 
Nur. 

Suri : “Of course, the obstacle we face is we have to work extra hard because 
we have to adjust book price and our budget.” 
Nur : “….have to think about the price. It’s the most crucial.” 

All informants above stated that price limitation was the most difficult 
obstacle in collection selection. In selection process, the price of books 
bought had to match with the price written in Budget Implementation 
Document (DPA). Maximum price for each class has been determined, thus 
it was perceived as pressure for selection team, in which they had to fulfil 
library users’ needs optimally with quality books and price which matched 
with details listed in Budget Implementation Document (DPA). 

2. Lack of coordination between selection team and no clear job description 
among team selection members, as stated by Nur and Dini. 

Nur : “The obstacle is last year I did it all by myself because Dian was on 
maternity leave, so I was alone, although there were three members of 
selection team, Mrs. Sari, Mr. Saptadi and I. The fact is I was the only one 
who worked. 

 
Dini :  “HR limitation, team members are only 4 people.” 

According to statements above, lack of coordination between selection team 
members was a factor which stalled KPAK-JS collection selection activity. 
According to Gregory (2011), selection team should collect and combine the 
thoughts from every team member well. This was not applied by KPAK-JS 
collection selection team, in which there was one informant who thought 
that she performed collection selection all by herself. Clear job description 
was very much required to ease selection process. 
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3. Short acquisition period was also an obstacle delaying KPAK-JS collection 
selection process. 
Nur : “The second is when we were asked to perform selection as fast as possible. 
The boss at the time asked us to do it quickly, so less than 1 month it should be 
finished, but it involved tens even hundreds of thousands of titles with a great 
number of titles to be fulfilled.” 

 
Dini : “Selection time was quite short (1 month).” 

 
Such a short time, one month, was considered an obstacle to collection 
selection because collection number to be fulfilled in accordance with 
collection needs was accompanied by lack of team and budget limitation. In 
addition, book criteria was also perceived as inhibiting factor in book 
selection activity performed by KPAK-JS because the criteria was books 
published between 2015-2017 for children’s collection and selection team 
considers it very difficult to find such books with titles having been 
determined.  

 
Conclusion 
 Based on the results of this research, it can be concluded that children’s 
collection selection has not been given special attention by KPAK-JS. It is seen from 
no written policy stating in detail about criteria limitation of children’s collection 
which can be bought. Selection activity is only considered a routine in making use 
of budget. It is seen in the implementation of children’s collection selection activity, 
KPAK-JS only performed book collection selection, whereas non-book collection, 
such as toys, music recordings, video recordings are not selected. In the 
implementation, this activity is performed in accordance with Budget 
Implementation Document (DPA) containing book price limitation for each class 
which should be procured and also number of copy which should be fulfilled. In 
addition, there is also circular (SE) from Dinas Perpustakaan dan Arsip considered 
as collection selection policy. This circular is perceived as barrier in implementing 
selection. KPAK-JS does not have written policy on selection regulating selection 
criteria in detail, such as based on objectives, quality, content, form and format of 
presentation, physical book, authorship, existence of collection in library, 
language, price and time aspects. Criteria applied during selection process is only 
based on knowledge of each selection team member, thus it influences selection 
results quality. 
 In the implementation of collection selection, KPAK-JS formed selection 
team consisting of three people based on decree (SK) and assignment letter (ST) 
issued by head of Suku Dinas Perpustakaan. In performing selection process, 
selection team used publisher catalogue to identify collection with library users’ 



 

 
 

136 International Conference of Library, Archives, and Information Sciences (ICOLAIS) 2018
 

needs. The book selection is based on needs evaluation and assessment as well as 
library users’ requests. The next is, making decision to purchase by considering 
book use at the present time and in the future, thus resulted in list of book to be 
bought. The last step is order, librarian would contact publisher to obtain 
information of stock availability and continued to payment process. After the 
books arrived, selection team would check book condition physically, such as the 
match between number of books and title of books. As for the content, the checking 
would be performed during book cataloging. 
 
Recommendations 
 The following is several recommendations from researcher. These are based 
on observation and interview during research at South Jakarta Library and 
Archive Office (KPAK-JS). 

1. Selection team should propose children’s collection budget separated from 
general collection in order to provide quality children’s collection in 
accordance with library users target. 

2. Selection team should arrange special selection policy and not work only 
based on circular from dinas. Children’s collection criteria can also be 
described in more detail according to children’s age as children’s service 
target, thus collection selection activity will be more directed, clear and is of 
quality. 

3. Selection team should pay special attention to non-book collection such as 
toys, video recordings, music recordings or audiobooks to be procured and 
selected as a routine. 
It is necessary to have a clear job distribution to selection team members 

thus they understand their obligation and can cooperate better. 
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Abstract 

Libraries are beginning to developing virtual reference services. Academic 
libraries have not entirely provided virtual reference services due to the 
complexity of system. This study aims to identify the use of email and WhatsApp 
Messenger in virtual reference service at an academic library in Bekasi. This 
research uses qualitative approach with content analysis method. Content analysis 
methods were conducted on twelve reference question content received through 
email of this academic library in May 2016-May 2018 and some content of 
WhatsApp Messenger received by librarian. The results show that service policy 
and procedure questions and access to digital electronic sources are categories or 
types of reference questions that are often asked via email, while questions about 
service procedures and requirements for book donations as judicial requirements 
are frequently asked questions through the WhatsApp Messenger application to 
librarian. Competence of librarians to electronic sources and well-known of library 
policies procedures are major challenge for librarians in providing virtual 
reference services. 

 
Keywords: virtual reference service, email transactions, chat reference, academic 
library 
 
 
Introduction 

The Reference services are the main activities in the library in presenting 
collections and sources of information to users. The American Library Association 
(ALA) defines references as library services that directly relate to readers in 
providing information and use of library resources for study and research 
purposes. Some points that are owned by reference services are personal services 
directly to users, providing information to users both scientific and general 
information, librarians helping users in using resources in the library and access 
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virtually. Through virtual reference services, it allows users to find information 
precisely and quickly. 

Traditionally, reference services are carried out by librarians by providing 
a help desk that is ready to assist users in providing information and utilizing 
library resources. However, the development of information technology currently 
allows librarians to provide virtual reference services (without going face to face). 
Virtual reference services make it easy to interact with librarians online using the 
internet network. According to Janes (2003), virtual references are the use of 
technology and digital resources to provide direct and professional assistance to 
people who seek information, wherever and whenever they need it.  

The provision of virtual reference services especially through web pages is 
not always applied by academic libraries. The reference service system must be 
integrated with the website and allow for a two-way connection between users and 
librarians. That complexity of the system can actually hinder the implementation 
of the virtual reference itself. A study conducted by Pumerantz and Luo in 2016 
(Xiangming Mu, 2011) concluded that perceived comfort (speed, efficiency, and 
immediacy with the answers received, as well as the potential for remote access) 
are the main motivations of users using virtual reference services. Around 87.53% 
of visitors are very likely to recommend chat services. Therefore, the reference 
service needed is more practical, accommodating user convenience and quick 
response. According to Zanin-Yost (2004), there are two types of digital or virtual 
reference services that are commonly used by libraries, namely e-mail and the chat 
reference. One of the chat references is WhatsApp Messenger, a free instant 
messenger application that allows users to send text messages and multimedia 
files.  

An academic library in Bekasi, in addition to providing face-to-face service 
with visitors, also provides e-mail facilities and utilizes WhatsApp Messenger 
media that can be used by users who want to ask librarians. The use of technology 
provides opportunities for librarians to help provide information and reference 
services to users. This study aims to identify the use of email and WhatsApp 
Messenger in virtual reference services in that library. The research questions in 
this study are (1) what kind of reference questions are often asked by library users 
through email and WhatsApp Messenger, and (2) how challenges faced by 
librarians in providing virtual reference services via email and WhatsApp 
Messenger. 
 
Literatur Review 

According to Bopp and Smith (2011), the concept of library services that 
provide information assistance to users is presented by Samuel Swett Green at the 
first conference of the American Library Association in Philadelphia. His paper 
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entitled "Personal Intercourse and Relationship between Librarians and Readers in 
Popular Libraries" describes the concept of librarians who interact with and help 
readers. At that time, he had not used the term "reference service" because the term 
had not developed at that time. Green mentions three basic functions of reference 
services, namely information, guidance, and instruction. The paper was published 
with a shorter title in the first volume of the Library Journal and is universally 
recognized as the first professional discussion of what we call now reference 
services. 

The Reference and User Services Association (RUSA) in Boopp and Smith 
(2011) explains that information services in libraries take various forms including 
direct personal assistance, directories, signs, information exchange taken from 
reference sources, reader guidance services, information dissemination to 
anticipate the needs or interests of users, and access electronic / digital information 
for users. Thus, reference services center on librarian assistance to personal users 
by answering scientific questions and general questions as well as providing 
guidance or instruction to library information sources to users. The main points to 
remember are reference services provided to fulfill the main mission of the library 
in helping users get the information they need (Cassell and Hiremath, 2006). 

Three general types of information services provided by reference librarians 
include the following: 
1 Ready Reference Questions or questions that can be answered quickly because 

the information source or reference source needed is available and can be 
accessed quickly (such as encyclopedias, dictionaries, almanacs, and smart 
books). 

2 Research questions or questions that are more complex and need time to 
answer. The information sought usually requires a variety of sources and 
perspectives before the user can finally draw conclusions or get the answers 
needed 

3 Bibliographic verification is a service provided when a user has obtained or has 
the information needed but he needs verification of the source of the 
information. Usually verifying the sources found on the web page is more 
difficult because information about the existing quotes is not necessarily 
available on the site. 

Technological and information developments have provided major changes 
in reference services. Libraries must be prepared to learn new technologies and 
adapt to user needs (Cassell and Hiremath, 2006). The library must also develop a 
new model of reference to meet the needs of different users. The current 
technology allows users to ask librarians without having to come to the library 
through virtual reference services. 
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Electronic network is used as platform to connect virtual reference and 
libraries (Lankes, 2002). While it may be easier to just say "over the Internet," but 
there are various electronic networks, from local area networks that connect 
workstations and printers, to large area networks that connect organizations 
around the world. Improved technology and information have led to the 
development of various types of digital or virtual references in the last two decades 
(Ghasri, 2009). All media have advantages and disadvantages. Users can get 
reference assistance quickly and remotely. They can use reference services 
whenever they want. Instead, the library can use this service to attract new users. 
The minimum virtual service can be done by an e-mail despite other types of 
virtual reference can be used such as web forms, chat references, contact center 
websites, VOIP and video conferencing (video conference) (Rosch (2003) in Ghasri 
(2009). While empirical studies conducted by Janes (2002) , Coffman (2003), and 
Stacy-Bates (2003) found that almost every academic library provides virtual 
reference services via electronic mail (e-mail). 

The internet network shortens the "distance" between users and librarians. 
The demands of library users also increase especially in providing information 
services quickly and accurately. Therefore, reference services that allow users to 
"chat" directly with librarians are also an alternative type of reference that is often 
chosen. 

Meanwhile, according to Zanin-Yost (2004), libraries use two types of 
digital reference services, namely e-mail and chat. Email references include email 
and web-based forms. Email services provide indirect services; that is, the user 
sends a message and receives an answer later. When using the organization's email 
or work unit, librarians take turns assigning answers. In general, emails are 
checked once or twice a day, and sometimes are not immediately responded to. 
Some communication efforts are needed between the librarian and the user to 
ensure that the information provided answers the user's questions. Meanwhile, 
Chat reference which is often referred to as real-time reference, is a "two-way 
conversation in real time, very similar to talking to a reference librarian directly. 
Chat users can receive direct feedback, so they can use written language in the 
same way that is used in person-to-person conversations” (Zanin-Yost, 2004). 

One of the popular chat media used today is WhatsApp Messenger 
(hereinafter referred to as WhatsApp), a collaboration and communication tool for 
smartphones. WhatsApp is the most common and easy-to-use communication 
application because it integrates with a cellphone that can be taken anytime and 
anywhere, and can directly "chat" or communicate by simply storing whatsapp 
numbers from the cellphone owner. The WhatsApp application was first 
introduced in 2009 and almost replaces the position of short messages (short 
message services), as well as being the preferred application that brings together 
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friends and family members geographically geographically in a virtual 
environment (Fouad, 2017). 

Various previous studies related to virtual reference services have been 
carried out. Among them were research conducted by Astutik Nur Qomariah and 
Rusdiyah Ciptaning Dwi Kusuma, entitled Analysis of Email Transactions in 
Virtual Reference Services. They analyzed the contents of the e-mail received by 
the librarian of UK Petra Surabaya Library on the e-mail virtual reference service 
provided, namely ref-desk@petra.ac.id. The results showed that the types of 
questions are raised in the virtual reference service (e-mail) in Surabaya UK Petra 
Library included: specific searches, online resource access, online resource 
operations, service policies and procedures, and library ownership with a 
background student users (UK Petra and Non UK Petra), lecturers, and librarians. 
Then, the writing style of the user language in the interaction of virtual reference 
services (e-mail) tends to be formal, namely there is an opening greeting word, a 
message to be delivered, and a closing greeting, both by students (UK Petra and 
Non UK Petra), lecturers, or librarians . While the cultural values revealed that 
underlie the background of users in virtual reference services (e-mail) are the 
values of obedience, courtesy values, and the value of politeness of users. 

Previous research was also conducted by Edwin-Qobose and Boiposo-
Mologanyi (2015) who evaluated virtual reference services at the University of 
Botswana Library by analyzing Question Points in the form of Ask a Librarian. In 
the study, they conducted a survey of students and librarians to get a perception 
about Question Point, understanding, use and implementation of Question Point 
in meeting information needs. The results of the study indicate that the use of 
Question Point by students is still low, probably due to a lack of awareness due to 
inadequate training regarding the benefits of Question Point. However, apart from 
all that, students in the study indicated that Question was a useful tool for 
communicating with librarians even though there was generally a low level of 
satisfaction. This in turn can be linked to the training and expertise of librarians. 
So, it may be necessary to have a dedicated team of reference librarians who can 
master and work specifically with Question Point. From these studies, it can be 
concluded that virtual reference services will require librarians to increase their 
expertise and dedication in conducting prime reference services to users. 
 
Research Methodology 

This study uses a qualitative approach. Qualitative research is used to 
describe and analyze phenomena, events, social activities, attitudes, perceptions 
individually or in groups. According to Mulyana and Solatun (2013), simply 
qualitative research is research that is interpretive (uses interpretation) and 
involves many methods in analyzing the research problem. Qualitative research 
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seeks to understand, analyze, and interpret things that are in the natural 
environment of a phenomenon. 

The research method used in this study is content analysis. This method is 
used to obtain more comprehensive data and understanding. Content analysis in 
this study is used to encode or categorize the contents of email and help to provide 
understanding and interpretation of the content in it. Data collection methods were 
carried out by interview and analyzing electronic documents in the form of e-mail 
and WhatsApp content. The email data used came from an email transaction of an 
academic library located in the Bekasi area. The researcher only took an email 
containing the content of the reference question sent by the user to the email 
address within the period from May 2016 to May 2018. 

The researchers used purposive sampling to identify experts from different 
virtual reference experience. Three academic librarians were eligible as informants 
with criteria of serving in the library services section and / or having more 
interaction with users in the 2016-May 2018 period. The interviews were 
conducted to obtain reference question data submitted by users through 
WhatsApp Messenger application and get librarian experience and understanding 
in responding to user questions through the WhatsApp Messenger. The author has 
difficulty analyzing WhatsApp content because the user submits a reference 
question to the WhatsApp number from the librarian's personal cellphone, which 
means the data, is spread to three librarians as the informants of this research and 
because some of the old chat data has been deleted by the librarian concerned. 
Therefore, the data for analyzing WhatsApp content used in this study is based on 
the results of interviews with librarian informants and some chat content with 
users who can broadly represent reference questions asked by users. 
 
Result and Discussion 

Based on observations and interviews, students and lecturers at an 
academic library located in Bekasi use email and WhatsApp to get information 
from librarians. The author conducted an analysis related to the use of email and 
WhatsApp in the virtual reference service in the library. 

The Researcher use content analyzes on e-mail transactions from an 
academic library in Bekasi. The researcher took an email containing reference 
questions from May 2016-May 2018. The content of questions was then codified 
and categorized by analyzing the linkages between reference questions. The 
resulting categorization is the background of the sender of the reference question 
to the email, the type of question that is often asked, and the transcript of the email 
content. 

Researchers also do grouping and coding as a process of data analysis. Open 
coding is done by detailing the results of interviews with academic librarians, 
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followed by the initial interpretation. From the results of the interview, it is known 
that librarians often receive reference questions sent by users to WhatsApp 
Messenger numbers. The initial analysis data is then collected together by making 
links between categories of categories into Axial Coding. Analysis of the category 
linkage produces content that is often asked via WhatsApp Messenger. 
Furthermore, selected coding is done by systematically linking to other categories.  
 
Analyze of Email Transactions in Virtual Reference Services 

E-mail is an electronic mail that is commonly used in long distance 
communication via the internet network. The library provides one email as the 
official library email. The email is used both for electronic correspondence 
(administration), exchanging data and information between work units and 
between agencies. In addition, the e-mail is also used to receive questions, 
criticisms and suggestions from users.  

Based on email transaction of an academic library at Bekasi during the time 
span between May 2016 and May 2018, there are 12 (twelve) e-mails containing 
reference questions or questions related to information needed by users. Of the 
twelve e-mails, six e-mails came from students and internal lecturers, while six 
others came from outside the campus, with the following details: 

 
Table of Data Background Sender Email Reference Questions 

May 2016-May 2018 
No Latar Belakang Pengirim 

Email Pertanyaan Referensi 
Jumlah Persentase 

1. Students 5 41,7% 

2. Lecturer 1 8,3 % 
3. Students from outside 

campus 
3 25% 

4. User from outside campus 1 8,3% 
5. Not known 2 16,7% 
 Total 12 100% 

 
Based on the table data above, it is known that email reference questions are 

mostly sent by students. This e-mail address is installed on the library's website, 
thus opening up opportunities for outside students and the general public to ask 
via e-mail. The table also shows that there is still little use of e-mail because within 
2 years there were only 12 e-mails related to reference questions and only six e-
mails submitted by the academic community. 

Each sender of the email asks a different question. These questions can be 
grouped and analyzed into certain categories. According to McClure (2002) in his 
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book entitled "Statistics, Measures, and Quality Standards for Assessing Digital 
Reference Library Services: Guidelines and Procedures" states that the types of 
reference questions can be categorized into the following categorization references: 
bibliography, instructional, information retrieval, reader guidance (reader's 
advisory), ready reference, subject or research requests, and technical (Qomariah 
and Kusuma, 2015). 

 
Based on content analysis data from library email transcripts, the twelve 

reference questions are grouped or categorized as follows: 
 

No. Category of 
Questions Type 

Description Number 
of 

Questions 

Percentage 

1 Information 
Searching / 
Collection 
Availability 

Questions about the 
source of information 
or the availability of 
certain collections in 
the library. 

1 8,3% 

2 Service Policies 
and Procedures 

Questions about 
regulations, policies 
and service 
procedures set by the 
library, such as 
opening hours, 
regulation of book 
borrowing, etc. 

6 50% 

3. Access to 
Electronic / 
Digital Sources 

Questions about how 
to get access to the 
repository and ebook, 
as well as requesting 
an account username 
and password. 

4 33,4% 

4. General Common questions 
are out of the three 
categories above 
before, such as 
reporting finding a 
library card. 

1 8,3% 

 Total Questions  12  
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Types of reference questions sent to library e-mails in the period of May 
2016 to May 2018, as many as 6 questions (50%) are questions related to library 
service policies and procedures. Three questions from the six questions were sent 
by students from outside who asked about the procedure of visiting the library 
and whether students from outside were allowed to borrow a collection of books 
in the library, as follows: 

P1: "Good afternoon, Mr. / Mrs. admin. Introduce my name Nadira from Al Azhar 
University Indonesia. I want to ask beforehand, is the book entitled 'Indonesian 
Criminal Law Renewal' by Mohammad Taufik Makarao available in the Library? 
Because according to the information I saw on www.onesearch.id, the book was 
there. And are foreign students allowed to borrow books from the library? I really 
need this book. Please inform me, so and thank you. " 
P2: "Good afternoon, mum, I am from Darma Persada University and I want to 
visit the library, what are the requirements? 
P3: "Greetings, good night. I am a student of UPI Bandung History Education. 
Sorry, before I want to ask, are students from outside allowed borrowing books? 
Thank you" 

 
Based on the description of the email transcript, it is known that there are 

users who come from outside campus who have traced a book title and connected 
it to the catalog. From this it can be seen that there is good interest from outside 
the library to visit or borrow a collection of books at the Library. Email transcripts 
also indicate that email senders first give opening greetings and introduce 
themselves (their backgrounds) before asking reference questions. 

Meanwhile, questions about logins and accounts to access digital library 
information sources were sent more by students, namely three people out of a total 
of four questions. There was one request for help to find a particular collection sent 
by the user who mentioned himself as a book writer from Sidoarjo. 
 
Using WhatsApp Messenger in Virtual Reference Services 

Based on the results of interviews, it is found that librarian informant often 
received questions about library procedures from users via WhatsApp Messenger. 
In addition to email, WhatsApp Messenger is a tool that may be preferred by users 
to send questions when they are in directly need of information. Through 
WhatsApp Messenger, users can ask directly to users like having a two-way 
conversation (chat) so users expect to get a quick and precise response directly 
from the librarian. 

The researcher get an overview of how the interaction between librarians 
and users in WhatsApp media through interviewing of three academic librarians 
on service section. This interaction tends to occur because the users have known 
the librarian by face-to-face meeting so that they get the librarian's WhatsApp 
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phone number directly, or because they get a librarian's reference number from 
their friends. 

One of the frequently asked reference questions is regarding the availability 
of book collections. Although the library has provided an online catalog (OPAC), 
but often the user asks for the availability of a book title in the library. In addition, 
sometimes they submit requests for assistance in tracking book collections through 
OPAC. Some users have basically tried to do their own search but want to ensure 
the availability of the books they are looking for, as well as the following 
conversations made by students to librarians. 

"Assalammu'alaikum Miss, ask for a checking the Psychology of Children with 
Special Needs mbak, the cover is dark blue, the size is rather small ... if there is one 
I want to go there, ask for help ya, I have tried searching on the website but it hasn't 
worked. Wait for the info Miss, thanks. 
If it only has a short time, users need certainty of the availability of a book 

title before deciding to come to the Library. For this reason, reference librarians or 
services must have the skills to browse catalogs and electronic sources. 

In addition to assistance in tracing book collections in libraries, visitors also 
ask about library service policies and procedures. They ask for library opening 
hours at certain times such as a quiet week or semester holidays, Sundays, or close 
to year-end holidays or holidays. Because of the obligation for prospective 
graduates before judicium to request a book loan free statement and submit book 
donations to the Library, many visitors ask about the requirements of the book and 
the list of titles to be donated to the Library. Requirements regarding the policy of 
free loan certificates and previous book donations have been informed by the 
Library to each study program or faculty and included in the Academic 
Guidelines. However, many users need detailed and technical information related 
to the titles of books that they are allowed to submit to the Library. 
  
Challenges of Virtual Reference Services 

Email and WhatsApp services make it easy for users to communicate and 
ask reference questions to librarians. However, this presents a challenge for 
librarians. Email and WhatsApp are indeed used as a means of communication 
and exchange of information / knowledge but can also be interpreted more than 
that as an important part of services in the library. 

Given that the types of reference questions that are often asked about 
service policies and procedures, tracking information / availability of collections, 
and access to electronic / digital sources, service / reference librarians are required 
to have the skills and competencies in answering and providing appropriate 
information to users. Librarians must master and understand the policies applied 
by the library and deliver them in a correct and polite manner to the visitors. 
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Librarians are also required to have skills in using electronic resources in libraries 
such as online catalogs, repositories, electronic journals, and are able to evaluate 
and provide recommendations regarding other sources of information. 

Interactions in e-mail services tend to be one-way where the user sends 
questions via e-mail but after getting an answer, the sender does not always 
respond back. In addition, because this is not a specific email for reference services, 
often the reference questions from the email are not answered or answered after a 
long time. This happened because the reference question email was covered by 
another email that had just entered, and there was no staff appointed to manage 
and answer reference questions via email. The challenge in virtual reference 
services via e-mail is that librarians cannot directly know whether the user has 
understood the answer given because after the e-mail is answered, the user does 
not always respond again. 

The challenge experienced by Librarians in implementing virtual reference 
services through the WhasApp application is that there is no time limit in serving 
these virtual users. Because it could provide a 24-hour / 7 week online chat feature, 
allowing users to contact librarians privately even outside working hours. So, it 
takes time commitment from library staff to be willing to respond. On the one hand 
it helps users who need quick information and need immediate answers, but on 
the other the questions or chat carried out by users outside working hours 
especially at night disturb the librarian's comfort. However, if possible to be 
answered immediately, the librarian will immediately respond to the user, but if 
he needs more time and is not urgent, the librarian will respond the next day. 

In addition, the challenge faced by librarians is that answers through chat 
can lead to different perceptions between librarians and readers so that the 
message they want to convey is not fully understood by the user and vice versa. 
This happens because written language tends to cause various interpretations. The 
action taken by the Librarian when facing this matter is to ask the user whether 
they already understand the answers given, if not the librarian will ask the visitors 
to come directly to the Library and meet directly with the librarian. Librarians 
must be good at using language that is easier to use and understood by users. To 
clarify the answers to questions about search instructions through electronic 
sources or online catalogs, librarians also immediately search and send screenshots 
of how to search or send the results of their videos. 
 
Conclusion 

Previous surveys conducted by Xiangmi Mu and friends in 2011 regarding 
virtual reference services in academic libraries emphasized how virtual reference 
services were presented to the academic library website. Features that helpful were 
an easy chat interface, librarian etiquette and friendliness, and response time. 
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Meanwhile, the results of this study provide added value regarding the use of 
WhatsApp Messenger as a virtual reference service tool in academic libraries.  

Virtual references using WhatsApp Messenger have the potential to be 
effective in communicating library service policies and procedures to users. 
Between e-mail and WhatsApp, users, especially from the internal campus, using 
WhatsApp Messenger more frequently to ask or ask for help from librarians. If you 
have a librarian's WhatsApp cellphone number, the user can immediately ask one 
of the librarians who they think is able to provide a quick and precise answer; 
instead they have to wait a longer time to receive an answer from the email. This 
is in accordance with what Ronan (2003) said that email reference services do not 
meet the needs of many users who ask for immediate assistance in solving 
connection problems or interpreting database results when online. 

Questions regarding service policies and procedures and access to digital 
electronic sources are categories or types of reference questions that are often asked 
via email, while questions about availability of collections, procedures and service 
policies as well as requirements for book donations as prerequisites for judicial 
review are the types of reference questions asked via the WhatsApp Messenger 
application to Librarians in the library. 

The challenge in providing virtual reference services in this library is the 
librarian's competence related to electronic resource tracking skills, mastery of 
service policies and procedures; librarian skills use language and sentences that 
are easily understood by users; and also time commitment from the library staff to 
give fast responses.  
 
Recommendations 

Online survey was done by Mohd Shoaib Ansari and Aditya Tripathi (2017), 
indicated that respondents showed a positive attitude toward getting services over 
WhatsApp. Most of the respondents believe that use of WhatsApp can improve 
alert services (CAS, virtual reference, notifications) and libraries can utilize their 
potential for providing better user services. This research, which analyzes the 
content of e-mail content and examines the categories of frequently asked 
questions through chat services, can help in evaluations to improve virtual 
reference services. Therefore, the library also needs to manage reference services 
in the form of standard procedures to run properly. Some things that can be done 
include making specific email and WhatsApp numbers specifically for reference 
services, assigning appropriate and skilled librarians to manage virtual reference 
services, creating standard sentence formats and compiling standard operating 
procedures in answering virtual reference questions. 
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Abstract 

YouTube is one of the most widely used social networking platforms in Indonesia. 
Even so, studies on the use of YouTube by Indonesian libraries are still very 
limited. In this present research, we aim to explore the content within National 
Library of Indonesia’s YouTube channel. 116 videos were examined and further 
analyzed with content analysis method. Thus, categories were created to classify 
the video content according to several aspects. The findings show that the “Library 
News & Events” category has the highest number of videos (67%), followed by 
“Historical Information” category (25%), “Library Facilities” (3%), “Greetings & 
Testimonies” category (3%), and “Tutorials” category (2%). The findings also 
indicate that National Library of Indonesia uses YouTube to fulfill promotion, 
education, and preservation objectives. National Library of Indonesia can consider 
other benefits of Youtube utilization, such as for library instruction and training. 
Furthermore, National Library of Indonesia needs to perform YouTube 
optimization to increase its user engagement. This research is expected to be 
valuable for libraries and librarians in using video sharing-based website more 
effectively. 

 
Keywords: YouTube, Content analysis, Social Networking, Social media, National 
Library of Indonesia 
 
 
Introduction 

In order to remain relevant in the midst of the rapid development of 
information and communication technology, a library must adapt. IFLA Global 
Vision states that there are ten main issues faced by libraries. These issues are: 
dedication to providing equal and free access to information and knowledge; 
commitment to core roles in supporting literacy, learning, and reading in the 
digital era; expansion of libraries reach to the community; utilization of digital 
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innovation; strong advocates for libraries at national and regional leader level; 
awareness that funding is libraries’ biggest challenge; working collaboratively and 
developing strong partnership; desires to be less bureaucratic and resistant to 
change; proud to be guardians of the memory of the world; and attracting young 
professionals deeply commited and eager to lead  (IFLA, 2018). One of the 
communication and information technology tools used by a library in answering 
these issues is social networking tools. There are a number of recent studies 
conducted by libraries related to the use of these tools (Infante-Fernández, & Faba-
Pérez, 2017; Joo, Choi, & Baek, 2018; Howard, Huber, Carter, & Moore, 2018; Datig, 
2018; Choi & Joo, 2018). 

One of the popular social networking tools in the world is YouTube. Since it 
was created in 2005, YouTube has become one of the most preferred user generated 
content based websites. YouTube allows users to view, upload, rate, share, 
comment and subscribe to online videos. As stated in the Global Digital Report 
2018, YouTube is ranked as the third most accessed website after Google and 
Facebook according to SimilarWeb. Meanwhile, according to Alexa, YouTube 
ranked second after Google (We Are Social and Hootsuite, 2018a). In Indonesia, 
YouTube is also popular. It can be proved by a survey conducted by 
GlobalWebIndex about social media used in Indonesia. Based on the survey, 
Youtube ranked first (43%) and followed by Facebook (41%), WhatsApp (40%), 
and Instagram (38%) (We Are Social and Hootsuite, 2018b) 

With a massive use of this visual-based social networking tools, it becomes 
clear that a library can utilize the tools for enhancing its roles in society. Webb 
(2007: 354) explained that YouTube is not only a way of reaching large numbers of 
users with less effort, but also as "a social software application that could be radically 
changed how we look at library instruction and training.” Although there is a lot of 
potential for implementing Youtube in libraries environment, YouTube is still not 
a favorite choice of libraries to reach its users. According to several previous 
studies, Facebook and Twitter are the most widely used social media by libraries 
(Chu and Du, 2012; Taylor & Francis, 2014; Harrison, Burress, Velasquez, 
Schreiner, 2017, Choi & Joo, 2018). In Indonesia, studies on the use of YouTube by 
libraries are still very limited.  

One of the libraries in Indonesia that actively uses YouTube is National 
Library of Indonesia. According to Library Act No. 43/2007, National Library of 
Indonesia is a non-ministry government institution that carries out governmental 
tasks in the field of library which function as guiding library, reference library, 
deposit library, preservation library, and libraries network center, and domiciled 
in the capital of the country. Based on the background, this research aims to 
explore the content within National Library of Indonesia’s YouTube channel 
through content analysis. 
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Literature Review 
YouTube 

YouTube was created in February 2005 by three former Paypal employees: 
Chad Hurley, Steve Chen, and Jawed Karim. One year later, YouTube was 
acquired by Google for $1.65 billion in October 2006. YouTube is considered a 
powerful platform for managing information and making it accessible and 
universally useful (Jarboe, 2011: 10). According to Aslam (2018), YouTube has 1.57 
billion monthly active users and more than 30 million daily active users (as of 
January 24, 2018). In addition, YouTube has services in 88 countries in 76 
languages. More than half of YouTube views come from mobile devices (Youtube, 
n.d.) 

Currently, YouTube has 15 different genres-like categories. These categories 
are: Autos & Vehicles, Comedy, Education, Entertainment, Film & Animation, 
Gaming, How To & Style, Music, News & Politics, Nonprofits & Activism, People 
& Blogs, Pets & Animals, Science & Technology, Sports, and Travel & Events. Bärtl 
(2018: 22-23) estimated that by 2016 almost 75% of the channels fall into the People 
& Blogs category. Meanwhile, the News & Politics category is the most uploaded 
content category (45%), followed by Entertainment (12%), and People & Blogs 
(9%). In contrast, the most viewed videos came from the Entertainment category 
(24%), followed by Music (17%) and Gaming (13%), but this distribution has 
changed over time (Bärtl, 2018: 24).  

 
The Use of YouTube as a Social Networking Tool in Library 

Mishra (2008) argued that social networking tools can help librarians share 
information with users and students in a digital library environment. In general, 
he divided social networking tools into 3 types based on activities that are often 
carried out using these tools, such as information communication, information 
distribution, and information organization. YouTube can be classified into social 
networking tools used for information distribution where tutorials and other 
library videos can be effectively promoted. 

The potential use of video for library needs has been acknowledged since the 
1970s, both through collaboration with local cable television networks (Mizrachi 
and Bedoya, 2007: 250) and using standalone computer or monitors (Hickok, 2002: 
100). A white paper by Taylor & Francis (2014: 12) reported an accelerating uptake 
of visual channels such as YouTube, Pinterest, Flickr, and Instagram by libraries 
and librarians. This is because images are easier and faster to be digested 
cognitively and emotionally. 

YouTube can be used for learning and research purposes. A number of recent 
studies suggested that library guidance and literacy programs are able to be run 
by integrating video and the internet (Rush and Stott, 2014; Ingalls, 2015; Malone, 
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2015; Camacho, 2018). Ithaka's S + R 2012 US Faculty Survey (Housewright, 
Schonfeld, and Wulfson; 2013) stated that video, film, and non-textual resources 
are as important as textual resources such as encyclopedias in terms of research 
conducted by teaching staff in universities. Dougan (2016: 508) concluded that 
YouTube and similar websites can be used as a complement to the music collection 
in the library and provide benefits for students, faculty members, and librarians. 
For this reason, librarians can offer workshops or guidance to faculty members and 
students so they can search, choose, and utilize the right, useful and significant 
content available on YouTube. In addition, librarians can also guide them to use 
YouTube ethically, for example, how to post or create links and make appropriate 
metadata when uploading content. Lee et al. (2017: 622) indicated that YouTube 
has potential to be self-directed learning environment. 

Furthermore, libraries can utilize YouTube and similar video streaming 
services to promote its services and resources (Meyers Martin, 2012: 589). Choi and 
Joo (2018: 1) assessed the current state of social media uses and the results showed 
that public libraries thought social media was an important tool for their library 
marketing and planned to increase its use. Al-Daihani and AlAwadhi (2015: 1008) 
found that academic libraries are concerned with their marketing services by using 
Twitter. Taylor & Francis (2014: 9) revealed that social media is generally used by 
libraries for marketing purposes. It was demonstrated by three main objectives 
that emerged in the survey. These objectives are: (a) promotion of activities or 
events, (2) promotion of resources/library collections, and (3) promotion of library 
services. Meanwhile, teaching and learning capacity gets lower priority than 
marketing goals and user engagement. 

Although the use of social networking tools by libraries and librarians has 
been reviewed by many literature, only few that discussed the classification of 
social networking tools in library environment. For example, Al-Daihani and 
AlAwadhi (2015: 1006-1007) divided the college library Twitter content into seven 
categories: News and announcements, Library services, Library collections, 
Content Type, Technology, Suggestions/Satisfaction, and Interaction. Harrison, 
Burress, Velasquez, Schreiner (2017: 253) mentioned ten categories of content on 
social media college libraries, such as Archives, Collections, Events, Exhibits, 
Facilities, Library Community, Sentiments, Services, Site Management, and 
University Community. Colburn and Haines (2012: 9) classified YouTube content 
into 7 categories, such as General Promotion/Appreciation, Orientation/Tour, 
Patron-Generated, Promotion of Service/Collection, Event Documentation, News, 
and Instruction/Tutorial. Such classification will help libraries and librarian to 
understand how social networking tools should effectively used, thus can improve 
library and information services (Al-Daihani and AlAwadhi, 2015: 1005). 
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National Library 
Brindley (2002) offered a new scheme for national libraries in the 21st century 

as an effort to reposition and reaffirm their important role for digital age. Some of 
these roles are efforts to preserve the cultural and intellectual heritage, with an 
emphasis on national cultural identity and support for research, knowledge 
economy, lifelong education and learning, community development, citizens, and 
leadership for the library system. 

In line with this, Stephens (2016: 6) put forward several current trends within 
the national libraries sector, which are: responding to technological developments; 
increasingly exploiting social media, play significant leadership roles in 
supporting other libraries and also in supporting other institutions; placing greater 
focus on exhibitions, events and cultural activities on general users and education 
activities for young generation. Stephens (2016: 1) also stated that "... there is no 
standard or prescriptive definitions for the concepts of 'national libraries': national 
libraries exist, cultural history and economic development of the country they serve."  

As mentioned in the Library Act No. 43/2007, as a non-ministry government 
institution that deals with governmental tasks in the field of library, National 
Library of Indonesia has responsibilities in (a) developing national collections that 
facilitate the realization of lifelong learning communities; (b) developing national 
collections to preserve the results of the nation's culture; (c) conducting library 
promotion and love-reading movement in order to realize lifelong learning 
communities; and (d) identifying and seeking the return of ancient manuscripts 
that located overseas. The Library Act also stated the tasks of National Library of 
Indonesia which are: (a) establishing national policies, general policies, and 
technical library management policies; (b) carrying out guidance, development, 
evaluation, and coordination of library management; (c) fostering cooperation in 
managing various types of libraries; and (d) developing national library standards. 
 
Methodology 

This research uses content analysis method to examine videos on the 
National Library of Indonesia’s YouTube channel. As of August 2018, data 
population of this study is 561 videos. Whilst, the research samples were 166 
videos. The videos uploaded from September 2017 to August 2018. 

The following are the steps taken in data collection and analysis in this 
research. First, collecting and observing carefully every video content uploaded on 
the National Library of Indonesia’s YouTube channel from September 2017 to 
August 2018. Second, creating categories based on observations. Third, grouping 
data into categories and calculating them using frequency table based on each 
observed aspects and categories. From the frequency table calculation results, the 
data is presented and conclusions are made in terms of upload frequency, tag and 
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description availability, video information type, video communication type, and 
number of responses. 

Result and Discussion 
The National Library of Indonesia’s YouTube channel 

The National Library of Indonesia’s YouTube Channel is managed by the Sub 
Division of Automation, Division of Library and Automation Cooperation, Center 
for Library and Information Services. Since its first video was uploaded on April 
26, 2009, National Library of Indonesia’s YouTube channel has uploaded 561 
videos. As of August 2018, the channel gained more than 1,500,000 views and 3,700 
subscribers. YouTube is the first social networking tool used by National Library 
of Indonesia. 
 
Results 

From 1 September 2017 to 31 August 2018, the total videos uploaded on the 
National Library's YouTube channel were 166 videos, with 119,857 total views, 940 
likes, 60 dislike, and 102 comments. The frequency comparison of the number of 
videos uploaded each month can be seen in Figure 1 below. 

 

 
 

Figure 1. Frequency of Video Uploads 
 
From Figure 1, it can be seen that the highest number of videos uploaded is 

45 videos (27%) in November 2017, followed by 32 videos (19%) in October 2018, 
and 18 videos (11%) in September 2018. Meanwhile, the fewest videos uploaded is 
1 video (1%) in June 2018. The average number of videos uploaded per month is 
14 videos. Thus, there are five months where the National Library of Indonesia's 
YouTube channel uploads videos above the average number that are September 
2017, October 2017, November 2017, February 2018, and May 2018. In contrast to 
the other seven months, the uploaded videos are under the average number. 
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Based on 15 different genre-like categories created by YouTube, it is found 
that the videos are classified into seven categories. These categories are: Education, 
Entertainment, Howto & Style, Music, News & Politics, People & Blogs, and Travel 
& Events. 

 

 
 

Figure 2. Total of Content Based on YouTube Content Category 
 
From Figure 2, it can be seen that the most uploaded content comes from the 

Music category with 49 videos (30%), followed by Education with 42 videos (25%), 
and People and Blogs with 33 videos (20%). However, these categories did not 
reflect the actual number because there are inconsistencies in assigning the videos 
into appropriate categories. For example, some story telling videos are classified 
into Music category and tutorial videos are classified into Entertainment category. 

Based on the information type, the videos can be classified into five categories 
that appear at the time of observation. These categories are: “Library News & 
Events”, “Historical Information”, “Library Facilities”, “Greetings & Testimonies”, 
and “Tutorials”. The definitions of each category are as follows: 

a) Library News & Events: Videos related to activities held by the library, 
including talk shows, seminars, workshops, discussions, book reviews, 
awards, competitions, and other activities. 

b) Historical Information: Videos related to historical figures, places, events, and 
heritage buildings. 

c) Library Facilities: Videos related to library facilities, such as buildings, study 
rooms, telelifts, computer catalogs, and so on. 

d) Greetings & Testimonies: Videos related to speeches from officials, celebrities, 
and other figures related to the library and librarianship.  

e) Tutorials: Learning videos that contain steps in doing something. 
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Aspect Category 
Tot
al 

Like Dislike Comment Views 
Tot
al 

Mea
n 

Tot
al 

Mea
n 

Tot
al 

Mea
n 

Total Mean 

Video 
Informati

on 

Library 
News & 
Events 

111 833 7.5 57 0.5 84 0.8 
112,0

67 
1,009

.6 

Historica
l 

Informati
on 

42 70 1.7 1 0 12 0.3 5,959 141.9 

Library 
Facilities 

5 9 1.8 0 0 1 0.2 880 176 

Greetings 
& 

Testimon
ies 

5 23 4.6 2 0.4 5 1 856 171.2 

Tutorials 3 5 1.7 0 0 0 0 95 31.7 

  166 940 5.7 60 0.4 102 0.6 
119,8

57 
722 

 
Table 1. Video Information Type 

 
Table 1 shows that the “Library News and Events” category is the most 

uploaded category with 111 videos (67%). The “Historical Information” category 
ranks second with 42 videos (25%). The fewest video categories uploaded are 
“Tutorials” with 3 videos ( 2%). 

In addition being the most uploaded category, “Library News & Events” also 
get the highest number of likes and views. Videos in this category get an average 
of 8 likes and 1,010 views per video. The most popular video of this category 
featured the first winner of the 2017 national level storytelling contest which was 
uploaded on November 26, 2017. The video has been viewed more than 29,000 
times with 202 likes, 11 dislike, and 17 comments. Furthermore, Table 1 shows that 
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overall videos uploaded have an average of 6 likes, 1 comment, and 722 views per 
video. 
 
 
 
 
 

Aspect 
Catego

ry 
Tot
al 

Like Dislike Comment Views 
Tot
al 

Mea
n 

Tot
al 

Mea
n 

Tot
al 

Mea
n 

Total 
Mea

n 

Video 
Communica

tion 

Live 
Streami

ng 
28 125 4.5 1 0 7 0.3 3,483 

124.
4 

Pre-
encoded 
(stored) 

138 815 5.9 59 0.4 95 0.7 
116,3

74 
843.

3 

  166 940 5.7 60 0.4 102 0.6 
119,8

57 
722 

 
Table 2. Video Communication Type 

 
Based on the video communication type, there are two categories which are 

live streaming and pre-encoded. Live streaming video is a video that is captured 
and encoded for real-time communication, while pre-encoded video is a video that 
is recorded and saved for later viewing (Apostolopulous, Tan, and Wee, 2002: 3). 
It appears that National Library of Indonesia has utilized the live streaming feature 
via its YouTube channel. This feature is used 28 times (17%) throughout September 
2017 to August 2018. Live streaming videos get an average of 5 likes and 124 views 
per video. Whilst, the pre-encoded videos get an average of 6 likes and views 843 
times per video. 

For attracting more views, YouTube users can add description and use tags 
that match the uploaded video (Jarboe, 2011: 250). However, there are many videos 
were found on the National Library of Indonesia's YouTube channel that did not 
use descriptions and tags. Comparison of the number of videos that include 
descriptions and tags can be seen in Table 3 and 4. 
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Aspect 
Categor

y 
Tot
al 

Like Dislike Comment Views 
Tot
al 

Mea
n 

Tot
al 

Mea
n 

Tot
al 

Mea
n 

Total 
Mea

n 

Video 
Descripti

on 
Availabil

ity 

With 
Descripti
on 

82 713 8.7 43 0.5 65 0.8 
94,59

9 
1,153

.6 

Without 
Decsripti
on 

84 227 2.7 17 0.2 37 0.4 
25,25

8 
300.7 

  166 940 5.7 60 0.4 102 0.6 
119,8

57 
722 

 
Table 3. Video Description Availability 

 
Based on Table 3, there are 82 videos (49%) with description and 84 videos 

(51%) without description. Videos with descriptions get more average values for 
likes and views than videos without description. On average, videos with 
description get 9 likes and 1,154 views per video. Whilst, videos without 
descriptions get 3 likes and 301 views per video. 
 
 

Aspect 
Categor

ty 
Tot
al 

Like Dislike 
Comment

s 
Views 

Tot
al 

Mea
n 

Tot
al 

Mea
n 

Tot
al 

Mea
n 

Total 
Mea

n 
Video 
Tag 

Availabil
ity 

With 
Tag 

10 30 3 0 0 0 0 1,550 155 

Without 
Tag 

156 910 5.8 60 0.4 102 0.7 
118,3

07 
758.

4 

  166 940 5.7 60 0.4 102 0.6 
119,8

57 
722 

 
Table 4. Video Tag Availability (1) 

 
Table 4 shows that there are 156 videos (94%) without tags. These videos also 

received a bigger average score with 6 likes and 758 views per video. Whilst, the 
videos with tags get an average of 3 likes and 155 views per video. Nevertheless, 
videos with 6 and 8 tags tend to get above average value of likes and views if we 
compare the number of tags used (See Table 5). However, this finding needs to be 
reinforced by a larger scale of research to get more accurate results. 
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Aspect 
Catego

ry 
Tot
al 

Like Dislike Comment Views 
Tot
al 

Mea
n 

Tot
al 

Mea
n 

Tot
al 

Mea
n 

Tot
al 

Mea
n 

Video 
Tag 

Availabili
ty 

2 Tags 2 2 1 0 0 0 0 141 70.5 

3 Tags 4 9 2.3 0 0 0 0 253 
63.2

5 
4 Tags 2 5 2.5 0 0 0 0 132 66 
6 Tags 1 8 8 0 0 0 0 171 171 
8 Tags 1 6 6 0 0 0 0 853 853 

  10 30 3 0 0 0 0 
1,55

0 
155 

 
Table 5. Video Tag Availability (2) 

Discussion 
The Need of YouTube Optimization 
National Library of Indonesia is one of the national libraries that actively use 

YouTube. It can be seen from 166 videos uploaded during September 2017 to 
August 2018. This number represents 30% of the total videos uploads since 2009. 
It showed that National Library of Indonesia has been in line with the latest trends 
within the national libraries sector as stated by Stephens (2016: 6-7), that the 
national libraries are responding to the development of digital technology and 
increasingly exploiting social media. 

Those videos have received 940 likes, 60 dislikes, 102 comments, and viewed 
119,857 times (as of August 31, 2018). When viewed from the average score, each 
video that is uploaded from September 2017 to August 2018 gets 5 likes, 1 
comment, and viewed 722 times. 

These user responses can still be improved because National Library of 
Indonesia has not fully conducted YouTube optimization. Jarboe (2011: 241) 
defines YouTube optimization as  “the use of various techniques to improve a video's 
ranking in YouTube search and YouTube related videos in the hope of attracting more 
views." Zhou et al. (2016: 6048) indicated that search and video recommendation 
are two most important view sources that persistenly drive views to a video in the 
long run. 

One simple and easy ways to make videos more discoverable by YouTube 
search engine is to use titles, tags, and optimization descriptions (Jarboe, 2011: 250). 
The results of this research showed that 116 videos (94%) did not include tags and 
only few video that use a description (49%). The length of the listed description 
varies. The shortest description is one word. YouTube allows descriptions written 
in 5,000 characters or about 833 words. The more words included in the 
description, the greater the chance that the video will be found by searchers 
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(Jarboe, 2011: 251). This research suggested that videos with descriptions tend to 
get more likes, comments, and views. 

Based on the uploads frequency from September 2017 to November 2018, the 
number of uploaded videos has increased and reached its peak in November 2018 
with 45 videos. In the following months, the number of uploaded videos never 
reached more than 16 videos or fewer than the videos uploaded in September 2017. 
In June 2018, National Library of Indonesia only uploaded one video. It shows that 
National Library of Indonesia does not have a regular schedule to upload its 
content. Spencer (2018) stated that “content is king, but consistency is the queen.” It 
means that consistency is equally important to increase long-term relationships 
with viewers. This can be done by producing quality content and publishing it on 
regular schedules. 

This relationship with viewers can also be enhanced by YouTube capacity of 
live streaming. In his recent study, Martini (2018) argued that “the massive 
production, circulation and consumption on online video redefines the relationship 
connecting watching users, filming-users and events.” Moreover, he outlines that 
YouTube live streaming allows all users to live a real-time experience and creates 
intimate bond between the users and events. This study shows that National 
Library of Indonesia has utilized YouTube live streaming feature for its events. It 
is recommended that the feature should used frequently and promoted through a 
variety of relevant locations. 

 
The National Library of Indonesia’s Objectives of Using YouTube 
Regarding the content information type, the “Library News & Events” 

category has the highest number of videos (67%), followed by “Historical 
Information” category (25%), “Library Facilities” category (3%), “Greetings & 
Testimonies” category (3%), and “Tutorials” category (2%). It shows that National 
Library of Indonesia's main goal in utilizing YouTube is as a promotional tool. This 
finding is in line with one of the results from Taylor & Francis (2014: 9) which 
stated that social media is generally used by the library to fulfill marketing 
objectives. Similarly, Choi and Joo (2018: 1) revealed that public libraries thought 
social media as an important tool for their library marketing. Library promotion is 
one of the responsibilities of the National Library of Indonesia as stated in the 2015-
2019 National Library of Indonesia’s strategic plan. 

However, some videos in the “Library News & Events” category, such as 
discussion and seminar videos, can also be perceived as education tool. YouTube 
allows the content of the program to be uploaded in its entirety so that viewers can 
follow the whole program as if they were attending the event, especially through 
the live streaming feature. 
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Likewise, “Historical Information” category can also be perceived as 
education and preservation tool. These videos are uploaded as part of the 
Indonesiana collections which were displayed online through the Indonesia 
Heritage web portal. This result is in line with Cho (2013), who demonstrated how 
YouTube fits for building library media collections in open-access platform. 
Besides having the potential to be used as teaching and learning resources, the 
videos are also the result of National Library of Indonesia's efforts to preserve 
cultural heritage and national identity. 

Tutorial videos are the least uploaded video type. It is unfortunate because 
there are many previous studies have shown that video and internet can be used 
in providing library guidance and information literacy (Webb, 2007; Rush and 
Stott, 2014; Ingalls, 2015; Malone, 2015; Camacho, 2018). In this case, National 
Library of Indonesia can optimize the use of video for library instruction purpose. 
For example, by uploading guidance videos for researchers about how to search 
and find quality information in the library. 

 
Conclusion 

YouTube is one of the most widely used social networking platforms in 
Indonesia. Even so, studies on the use of YouTube by Indonesian libraries are still 
very limited. National Library of Indonesia is one of libraries in Indonesia that 
actively uses YouTube. The results of this research indicate that most of the video 
content on the YouTube channel is uploaded to fulfill promotion, education, and 
preservation objectives. National Library of Indonesia can consider other benefits 
of Youtube utilization, such as for library instruction and training. This research 
suggests the following practical implications for National Library of Indonesia to 
increase its user engagement by using appropriate tags and descriptions; assigning 
the video properly into YouTube genre-like categories; posting the videos on 
regular basis; using live streaming feature more frequently; and linking the videos 
in relevant locations. Therefore, it is important for National Library of Indonesia 
to develop strategic planning and assesment in using social networking tools. 

This research is expected to be valuable for libraries and librarians in using 
video sharing-based website more effectively. Although this research has 
provided insight regarding the use of YouTube in library setting, further research 
with a more varied analysis unit and various types of library is expected to deepen 
our understanding of this phenomenon.  
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