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Abstract

As one of the state-owned companies and the largest player in the fuel industry in Indonesia,
it will certainly be Pertamina's main goal to be able to maintain this position. In 2021,
Pertamina managed to generate revenue of USD 57B, with a net profit of USD 2B. This
research aims to find areas of Pertamina's service quality that can still be improved. Based on
the research that has been carried out, several service quality areas have been found that
Pertamina still needs to improve. If you look at the gap in Gap 5 Analysis, the areas that need
to be improved are Q4 "Speed of serving staff"; Q10 “Outlet cleanliness”; Q3 "The friendliness
of the serving staff"; Q1 “Number of charging stations”; Q2 “Number of serving staff”.
However, if we look at the IPA matrix, staff speed (Q4), outlet cleanliness (Q10), staff
friendliness (Q3), and minimarket availability (Q6) are service quality areas that they need to
focus on because these areas have a high level of importance, but Pertamina's performance is
still low.
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INTRODUCTION

As one of the state-owned companies and the largest player in the fuel industry in
Indonesia, it will certainly be Pertamina's main goal to be able to maintain this position. In
2021, Pertamina managed to generate revenue of USD 57B, with a net profit of USD 2B. This
research aims to find areas of Pertamina's service quality that can still be improved. Because
according to Sachdev and Verma (2004) the service quality standards expected by customers
are becoming increasingly higher, while most service sectors are not yet able to provide these
high standards to their customers. Even though Pertamina is in the top position now, it does
not mean that they do not face difficult competition in Indonesia. Based on 2007 research by
Surjandari and Darmawan, they found that gas station customers in Indonesia who had never
tasted fuel products at non-Pertamina gas stations, felt that the service quality offered by
Pertamina was satisfactory, while gas station customers in Indonesia who had never tasted
fuel products fueled at non-Pertamina gas stations, felt that the service quality offered by
Pertamina was less than satisfactory. In other words, they feel that the service quality at non-
Pertamina gas stations is more satisfying than Pertamina. This means that in terms of service
quality Pertamina is still inferior to their competitors. And if many customers start trying to
fill up at non-Pertamina gas stations, there is a big possibility that they will not fill up at
Pertamina gas stations again because the service quality they feel at those gas stations is much
better than Pertamina's. Therefore, if Pertamina is not careful, they could lose competitiveness
to their competitors in Indonesia. This research was carried out with the aim of finding areas
of Pertamina's service quality that were still lacking. It is hoped that with this research,
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Pertamina can better understand the desires and service quality standards expected by their
customers.

METHOD

This research uses a quantitative approach and uses Gap 5 analysis and Importance
Performance Analysis as measuring tools, with a population: all people who have used
Pertamina gas station services. Sampling was carried out by distributing questionnaires using
Google Forms. In the questionnaire distributed, the first respondents were asked to give their
assessment of 10 indicators of service quality at a gas station according to their level of
importance on a Likert scale of 1-5. Then proceed with giving a score to Pertamina's
performance in the 10 service quality factors which are also measured using a 1-5 Likert scale.

RESULT AND DISCUSSION

It can be seen that there are 10 points in the matrix above which represent the ten service
quality indicators or areas used in this research. The placement of each point in the matrix is
based on the average value obtained by each indicator according to customer assessment.
Each indicator is in one of the IPA quadrants which is divided into: top left quadrant where
the indicators contained in this quadrant have high importance, but Pertamina does not yet
have high performance; upper right quadrant where the indicators contained in this quadrant
have high importance, and Pertamina already has high performance; bottom left quadrant
where the indicators contained in this quadrant have low importance, and Pertamina also has
low performance; and the bottom right quadrant where the indicators contained in this
quadrant have low importance, but Pertamina actually has high performance.

CONCLUSION

Based on the research that has been carried out, several service quality areas have been
found that Pertamina still needs to improve. If you look at the gap in Gap 5 Analysis, the areas
that need to be improved are Q4 "Speed of serving staff"; Q10 “Outlet cleanliness”; Q3 "The
friendliness of the serving staff"; Q1 “Number of charging stations”; Q2 “Number of serving
staff”. However, if we look at the IPA matrix, staff speed (Q4), outlet cleanliness (Q10), staff
friendliness (Q3), and minimarket availability (Q6) are service quality areas that they need to
focus on because these areas have a high level of importance, but Pertamina's performance is
still low.
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