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ABSTRAK 

 

 

      PT POS Indonesia atau lebih dikenal dengan Kantor Pos adalah salah satu 

Badan Usaha yang bergerak di bidang jasa khususnya pengiriman surat menyurat. 

PT. POS Indonesia merupakan salah satu usaha jasa yang juga merasakan  ketatnya 

persaingan. Persaingan yang semakin ketat tersebut dapat dilihat dengan semakin 

banyaknya expedisi yang bermunculan dan perusahaan jasa pengiriman barang  

swasta  multinasional,  antara  lain  adalah DHL,  Fed-ex (Federal Express), TNT, 

JNE, J&T. PT. Pos Indonesia meraih Top Brand Award Jasa Kurir 2022 pada 

peringkat 3. Pelayanan yang ditawarkan pesaiang pun beragam, dengan demikian 

akan menjadi ciri dan keunggulan tersendiri bagi setiap expedisi. Hal tersebut 

menuntut pihak pemilik atau pengelola expedisi untuk menciptakan strategi agar 

mampu bersaing dan lebih unggul dibanding para kompetitornya. Penelitian ini 

menggunakan perhitungan penerapan metode IGA (Improvement Gap Analysis) 

dan metode CSI (Customer Satisfaction Index) sehingga akan diketahui tingkat 

kepuasan konsumen terhadap kualitas pelayanan jasa Kantor Pos tersebut. 

Berdasarkan pada hasil penelitian yang telah dilakukan pada Kantor Pos Processing 

Center Gresik, maka didapatkan nilai tingkat kepuasan pelanggan terhadap 

pelayanan Kantor Pos Processing Center Gresik adalah 78,10 % yang artinya 

pelanggan merasa “puas” atas kinerja pelayanan dari Kantor Pos. Untuk 

peningkatan kualitas layanan Kantor Pos yang lebih optimal, pihak kantor pos harus 

segera memperbaiki atribut-atribut antara lain : kecepatan dan ketepatan karyawan 

pada saat proses administrasi, kemampuan pihak kantor pos dalam menanggapi 

keluhan kritik atau saran dari konsumen, karyawan terampil dalam menangani 

pelanggan dan jaminan kepercayaan terhadap pelayanan. 

 

 

 

Kata Kunci : IGA (Improvement Gap Analysis), CSI (Customer Satisfaction 

Index) 
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ABSTRAK 

 

 

      PT POS Indonesia or better known as the Post Office is one of the business 

entities engaged in services, especially correspondence. PT. POS Indonesia is one 

of the service businesses that is also experiencing intense competition. This 

increasingly fierce competition can be seen with the increasing number of emerging 

expeditions and multinational private freight forwarding companies, including 

DHL, Fed-ex (Federal Express), TNT, JNE, J&T. PT. Pos Indonesia won the 2022 

Courier Service Top Brand Award at rank 3. The services offered by competitors 

are also diverse, thus it will be a distinct feature and advantage for each expedition. 

This requires the owner or manager of the expedition to create a strategy to be able 

to compete and be superior to its competitors. This study uses the calculation of the 

application of the IGA (Improvement Gap Analysis) method and the CSI (Customer 

Satisfaction Index) method so that the level of consumer satisfaction with the service 

quality of the Post Office will be known. Based on the results of research that has 

been carried out at the Gresik Processing Center Post Office, the value of the level 

of customer satisfaction with the Gresik Processing Center Post Office service is 

78.10%, which means that customers feel "satisfied" with the service performance 

of the Post Office. To improve the quality of post office services more optimally, the 

post office must immediately improve the attributes, including: speed and accuracy 

of employees during the administrative process, the ability of the post office to 

respond to complaints, criticism or suggestions from consumers, skilled employees 

in handling customers and guarantee of trust in service. 

 

 

 

Keywords : IGA (Improvement Gap Analysis), CSI (Customer Satisfaction 

Index)

 

  


