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Abstract: The purpose of this study is (1) to determine and analyze the customer satisfaction 

index against the Level of Service; (2) to know and analyze the Level of Service factors 

considered important by the customer; (3) to identify and analyze the Level of Service gap 

between customer expectations and satisfaction; (4) to know and analyze the Level of Service 

factors that should be improved. The data collection method used a questionnaire with a 

sample of 201 respondents. The analysis method uses Gap Analysis, Customer Satisfaction 

Index (CSI) and Importance Performance Analysis (IPA). Based on the results of CSI 

analysis, a value of 77.73 was obtained, the number was in the range of 60.01 – 80 which 

means satisfactory or good, while based on the results of the Importance Performance 

Analysis (IPA) analysis, 9 indicators were obtained which are still in quadrant one can be 

interpreted that these indicators have low reality and high expectations from Soekarno-Hatta 

International Airport terminal two. 

 

Keyword: Level of Service, Analisis Gap, Customer Satisfaction Index, Importance 

Performance Analysis. 

 

 

INTRODUCTION 

Increasingly advanced technology and information accelerate human lifestyles, making 

life's needs faster and more practical. These needs are not only goods but also services. In the 

business world, sales of products and services are increasing. People are also becoming 

smarter in choosing products and services, including airline services (Simarmata et al., 2016). 

Today, many airline companies compete to meet consumer needs and preferences. In the 

service business, the quality of service provided to customers becomes very important 

because customers are increasingly smart in choosing service providers (Sihombing et al., 

2023). Service provider companies must treat customers as subjects who assess the quality of 

the services they provide, not just as objects of assessment. In this case, efforts to provide 

good and satisfying service to customers must be a top priority for the company. By 

providing a pleasant and positive experience to customers, companies can build a good 

reputation and increase customer trust (Setiawan et al., 2021). 
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We can find out the quality of service by comparing consumer perceptions of the 

service received by customers and the service itself. If the service received does not meet 

expectations, then the quality of the service is considered poor. Non-verbal customer needs 

require deep understanding, functional dialogue with the customer, and understanding of the 

situation (Simarmata et al., 2017). 

Service quality significantly influences consumer expectations because customers 

simultaneously want to meet their needs and find high-quality service. Quality is related to 

timely inventory and other customer requirements. The most important quality parameters for 

the courier industry are delivery timeliness, delivery effectiveness and loss ratio (Ricardianto 

et al., 2021) 

An airport is a means of air transportation that has facilities and equipment to assist 

aircraft in taking off and landing. Airports also provide various services for passengers and 

cargo by complying with applicable regulations. It is hoped that adequate facilities can 

provide satisfaction to passengers and make it easier for them to obtain their needs while in 

the waiting room. This satisfaction is based on experiences and comparisons from previous 

buyers, such as comments from friends, promises, and information from marketers and 

competitors. (Awan, 2022). 

Soekarno-Hatta International Airport is an airport located in Banten province, 

specifically in Tangerang City. This airport is managed by PT Angkasa Pura II as the airport 

service provider. To achieve customer satisfaction, PT Angkasa Pura II must optimize the 

quality of its services. Companies implement Level of Service (LOS) to improve the quality 

of their services and ensure customer satisfaction. Due to the continuous growth of aviation 

and the development of aviation systems, safety management methodologies need to be 

improved and improved (Silalahi, 2015). 

Level of Service (LOS) is a service category in airport services that includes aspects of 

security, smoothness, safety, and comfort in managing airport services for passengers (service 

recipients). LOS is a measure of the supply's ability to meet existing demand and includes an 

assessment of qualitative and quantitative aspects of the level of optimization, effectiveness, 

and passenger comfort in the airport terminal. If the number of services is insufficient, there 

will be quite long queues and this will result in social costs, financial losses, and worker 

unemployment (Harahap et al., 2020). 

The Level of Service (LOS) initiated by the International Air Transport Association 

(IATA) is used to evaluate the performance of facilities at Terminal 3 of Soekarno-Hatta 

Airport. To achieve good and efficient airport services, the terminal must also have good 

quality and performance. The passenger terminal is a very important area at the airport, where 

various passenger activities are carried out from departure to arrival. Therefore, the quality of 

airport services must continue to be improved in order to provide a maximum experience for 

service users (Suryawinata, 2017). 

In a company, especially one that operates in the transportation sector, of course, 

service is one of the things that is very important to maintain the sustainability of the 

company. The company can even maintain the quality of the services provided and measure 

the level of service satisfaction through surveys or applications related to service (Yulihapsari 

et al., 2023). 

Data from the last 5 years Soekaro-Hatta Airport always has an increase in customer 

satisfaction. In 2022 the survey results show that Soekarno-Hatta Airport deserves to be given 

a score of 4.98 out of 5.00 from a passenger perspective. This can also prove that Soekarno-

Hatta Airport has a good image based on last year's survey results. 

The data shows the things that Soekarno-Hatta Airport can excel at in achieving 

customer satisfaction, namely the cleanliness of toilets, flight information screens, comfort of 

waiting rooms, the atmosphere felt at the airport and the cleanliness of the terminal at the 

airport (Subekti, 2019). 
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Based on Radiman, Gunawan & Wahyuni (2018) customer satisfaction is a basic need 

that is described as fun. As stated by Daulay & Rany (2018) satisfaction is a person's feeling 

of happiness or disappointment that arises after comparing impressions with the expected 

results. Consumers who are satisfied with the product they use will make the consumer buy 

or consume the product again. Consumer satisfaction is measured by the comparison between 

the performance provided and consumer expectations. If the performance provided is higher 

than consumer expectations, the consumer will feel satisfied (Edhie Budi Setiawan, 2021). 

So, passengers who use Terminal 3 at Soekarno-Hatta Airport will use it repeatedly if the 

facilities provided reach or exceed their level of satisfaction. With the times, passengers are 

becoming smarter and more critical, which allows them to provide an assessment of company 

performance. They judge based on their personal experience, which includes a number of 

elements such as Level of Service (LOS) to achieve customer satisfaction. This can be an 

important parameter in determining a company's image. 

From the several definitions above, it shows that customer satisfaction is the fulfillment 

of expectations. Customers can be said to be satisfied with the products and services provided 

by Soekarno-Hatta Airport if the customer's expectations regarding the products/services 

provided by the airport meet or even exceed their expectations. In the service industry, 

customer satisfaction is measured by the level of customer satisfaction based on overall 

experience with the company. Service quality is a very important part of a company, which 

can be seen from its vision and mission. With the aim of implementing better service to 

customers, companies can create satisfaction and grow customer loyalty (Susanto & 

Jumawan, 2022). The value of service quality influences the company image that customers 

think of over a long period of time. Apart from that, brand image also plays an important role 

in today's business competition. If customers hear about a company's unfavorable brand 

image, most customers will not buy services or products from that company and vice versa. 

Brand image will result in customer decisions in using services. If customers trust a particular 

brand because its brand image has been formed, then customers will continue to use that 

brand. Brand image concerns the good name of a product or service. If the reputation of the 

product or service has a good name, then there is a greater possibility that customers will 

consume the product or service. Companies that have a good brand image will often be 

sought after by customers, and customers are more likely to consume a service from 

recommendations from friends or social media. The reason customers choose companies that 

have a good brand image is because they feel more comfortable with recommendations from 

people, and a good brand image can come from the quality of a company's service and the 

customer's experience of purchasing or using services (Adhitia Oktoriviano, 2022). 

In connection with the above, it is also closely related to the image of a company, 

where the company's image is built from good performance and achievements in the field. As 

stated by Jasfar and Kristaung (2015:21), to build a positive image, companies must 

strengthen their reputation and increase their competence. Therefore, building and 

maintaining this image is crucial for service organizations if they want to attract and maintain 

the loyalty of their customers (Hoq et al., 2015: 10). Kotler and Keller (2016:4) explain that 

image is the impression felt by an individual of an object, product, or organization as a 

whole, which will then be embedded in consumers' memories. 

The author sees that in an airport service is one of the keys that must always be 

maintained consistently, both from ease of accessing all information, punctuality in the 

departure process to speed in the arrival process of collecting passenger baggage, which is 

something that is highly expected by service users at an airport. air so that the expectations 

and realities of all customers comply with service standards at Airport Soekarno Hatta. 
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METHOD 

Data analysis will be carried out using Gap Analysis, Importance Performance Analysis 

and Customer Satisfaction Index. This method will help reveal the influence between the 

variables studied and test validity in a comprehensive way. After processing the data, the next 

step is to carry out a more in-depth analysis of the results obtained. 
 

RESULTS AND DISCUSSION 

Based on the gap analysis, in general, expectations are higher than the realization felt 

by customers, the highest being the waiting time item for passenger and baggage inspection 

of less than 7 minutes with a gap score of 2.13. This shows that the company has not been 

able to meet customer expectations in terms of Level of Service, especially in terms of 

waiting time for passenger and baggage inspection of less than 7 minutes. And based on the 

results of filling out the questionnaire that had been processed by the researchers, the results 

were obtained from 201 respondents. It was found that there were 9 indicators that were still 

in quadrant one, meaning that these indicators had low reality and high expectations from 

Soekarno-Hatta Airport Terminal 3 Domestic passengers. 

In general, expectations are higher than the realization felt by customers, the highest 

being the item waiting time for passenger and baggage inspection of less than 7 minutes with 

a gap score of 2.13. This shows that the company has not been able to meet customer 

expectations in terms of Level of Service, especially in terms of waiting time for passenger 

and baggage inspection of less than 7 minutes. 

In the item, the number of seats available in the departure waiting room must be 60% of 

the total passengers during busy times with a gap score of 0.36. This shows that although the 

company has not been able to meet customer expectations in terms of Level of Service, the 

number of seats available in the departure waiting room must be 60% of the total passengers 

during busy times, which is almost close to customer expectations. 

In the item, the number of trolleys meets or exceeds the specified standards and is in 

good condition or not damaged with a gap score of 0.25. This shows that although the 

company has not been able to meet customer expectations in terms of comfort, the number of 

trolleys that meet or exceed predetermined standards and are in good or undamaged condition 

is almost close to customer expectations. 

The improvement strategy that must be carried out is to carry out process analysis and 

mapping, use of advanced technology such as biometric scanners, risk pre-inspection 

systems, increase the capacity of inspection facilities, efficient scheduling, employee training, 

efficient queue management, partnerships with airlines, implementation of pre-inspection 

systems online, as well as ongoing monitoring and evaluation. In addition, increased 

operational efficiency, use of advanced technology for scanning and identification, improved 

queuing processes, and employee training to increase productivity. For added value, what 

must be done is to expand internet coverage and increase charging areas at airports. 

 

CONCLUSION 

Based on the gap analysis, it was found that in general the expectations were higher 

than the realization felt by customers, the highest being the waiting time item for passenger 

and baggage inspection of less than 7 minutes with a gap score of 2.13. This shows that the 

company has not been able to meet customer expectations in terms of Level of Service, 

especially in terms of waiting time for passenger and baggage inspection of less than 7 

minutes. Based on the results of the Customer Satisfaction Index (CSI) analysis, a CSI of 

77.73 was obtained, this figure is in the score range of 60.01 – 80, which means satisfactory 

or good. Based on the results of the Importance Performance Analysis (IPA) analysis, 9 

indicators were obtained which were still in quadrant one, meaning that these indicators had 
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low reality and high expectations from Soekarno-Hatta airport terminal 3 domestic 

passengers at Soekarno Hatta Airport. 

The improvement strategy that must be carried out is to carry out process analysis and 

mapping, use of advanced technology such as biometric scanners, risk pre-inspection 

systems, increase the capacity of inspection facilities, efficient scheduling, employee training, 

efficient queue management, partnerships with airlines, implementation of online pre-

inspection systems, and ongoing monitoring and evaluation. In addition, increased 

operational efficiency, use of advanced technology for scanning and identification, improved 

queuing processes, and employee training to increase productivity. For added value, what 

must be done is to expand internet coverage and increase charging areas at airports. 
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