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ABSTRAK

Industri penerbangan merupakan sektor strategis yang menuntut keandalan
layanan pendukung operasional, termasuk layanan pengisian aviation turbine fuel (avtur).
Kualitas layanan pengisian avtur berpengaruh langsung terhadap kelancaran jadwal
penerbangan, keselamatan operasional, serta tingkat kepuasan pelanggan maskapai.
Penelitian ini bertujuan untuk menganalisis kualitas layanan produk avtur terhadap
kepuasan pelanggan di PT Pertamina Patra Niaga Aviation Fuel Terminal (AFT) Pinang
Kampai Dumai dengan menggunakan metode Service quality (SERVQUAL) dan
Importance Performance Analysis (IPA). Penelitian ini menggunakan pendekatan
kuantitatif deskriptif dengan metode survei melalui penyebaran kuesioner kepada 30
responden yang merupakan pelanggan pengguna layanan pengisian avtur. Instrumen
penelitian disusun berdasarkan lima dimensi SERVQUAL, yaitu Tangibles, Reliability,
Responsiveness, Assurance, dan Empathy. Analisis SERVQUAL digunakan untuk
mengukur kesenjangan (gap) antara persepsi dan harapan pelanggan, sedangkan metode
IPA digunakan untuk menentukan atribut layanan yang menjadi prioritas perbaikan
berdasarkan tingkat kepentingan dan kinerja. Hasil penelitian menunjukkan bahwa secara
umum kualitas layanan pengisian avtur berada pada kategori baik, namun masih terdapat
beberapa atribut yang memiliki nilai gap negatif sehingga belum sepenuhnya memenuhi
harapan pelanggan. Berdasarkan analisis IPA, atribut yang berada pada Kuadran I (prioritas
utama) menjadi fokus perbaikan karena memiliki tingkat kepentingan tinggi namun kinerja
relatif lebih rendah. Integrasi metode SERVQUAL dan IPA memberikan gambaran
komprehensif mengenai posisi setiap atribut layanan dan membantu perusahaan dalam
menentukan strategi peningkatan kualitas layanan secara berkelanjutan. Penelitian ini
diharapkan dapat menjadi dasar evaluasi dan rekomendasi perbaikan layanan guna
meningkatkan kepuasan pelanggan serta menjaga kepercayaan maskapai terhadap layanan
pengisian avtur di AFT Pinang Kampai Dumai.

Kata Kunci: Kualitas Layanan, Kepuasan Pelanggan, SERVQUAL, Importance Performance
Analysis (IPA).



ABSTRACT

The aviation industry is a strategic transportation sector that requires reliable supporting
services, including aviation turbine fuel (avtur) refueling services. The quality of avtur refueling
services directly affects flight schedule Reliability, operational safety, and airline customer
satisfaction. This study aims to analyze the service quality of avtur products on customer satisfaction
at PT Pertamina Patra Niaga Aviation Fuel Terminal (AFT) Pinang Kampai Dumai using the
Service quality (SERVQUAL) method and Importance Performance Analysis (IPA). This research
employs a descriptive quantitative approach using a survey method by distributing questionnaires
to 30 respondents who are customers of avtur refueling services. The research instrument was
developed based on the five SERVQUAL dimensions: Tangibles, Reliability, Responsiveness,
Assurance, and Empathy. SERVQUAL analysis was used to measure the gap between customer
perceptions and expectations, while the IPA method was applied to determine service attributes that
require priority improvements based on their level of Importance and Performance. The results
indicate that, in general, the quality of avtur refueling services is categorized as good. However,
several attributes still show negative gap values, indicating that customer expectations have not
been fully met. Based on the IPA analysis, attributes located in Quadrant I (main priority) require
immediate improvement due to their high Importance and relatively lower Performance. The
integration of SERVQUAL and IPA provides a comprehensive overview of each service attribute’s
position and assists management in formulating continuous service quality improvement strategies.
This study is expected to serve as an evaluation basis and provide recommendations to enhance
customer satisfaction and maintain airline trust in avtur refueling services at AFT Pinang Kampai
Dumai.

Keywords: Service quality, Customer Satisfaction, SERVQUAL, Importance Performance Analysis
(IPA).
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