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LAMPIRAN 1 Kuesioner
Kuesioner
Yth. Bapak / Ibu,

Perkenalkan, saya Akhmad Saekhu Badge #102746, bekerja di bagian IT Telnet
Service Area & Transmision Operation Kalimantan North Area — Santan Terminal,
saat ini sedang melakukan penelitian dalam rangka menyelesaikan Tesis Pasca
Sarjana saya di Universitas Indonesia, Jurusan Teknik Elektro, bidang
Kekhususan Manajemen Telekomunikasi. Adapun Tesis ini bertema “Pengukuran
Kinerja Operasional IT Outsourcing Dengan Menggunakan Pendekatan
SERQUAL”

Untuk dapat menyelesaikan tesis tersebut saya membutuhkan bantuan Bapak/Ibu
dengan melengkapi quesioner yang saya lampirkan berikut ini.

Atas kerjasama dan bantuan Bapak/lbu sekalian, saya ucapkan terima kasih.

Petunjuk Pengisian :

Pada bagian ini, Bapak/lbu diminta untuk mengisi kolom rating mengenai
harapan anda terhadap kualitas layanan operasional pada IT Telnet Operation.
Silahkan pikirkan tentang tiga level yang berbeda dari harapan sebuah layanan
sebagai berikut:

Tingkat layanan minimum :

Layanan minimum yang harus dilakukan untuk memenuhi kebutuhan pelanggan (user)

Tingkat Layanan yang diharapkan :

Tingkat layanan yang anda harapkan

Untuk setiap pernyataan berikut silahkan di tandai:
1.) Layanan minimum yang harus dilakukan menurut anda, dengan melingkari
satu dari angka 1 sampai dengan 7 dikolom pertama
2.) Tingkat layanan yang anda harapkan, dengan melingkari satu dari angka 1

sampai dengan 7 dikolom kedua
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LAMPIRAN 1 Kuesioner (Lanjutan)

3.) Persepsi anda terhadap layanan operasional IT Telnet, dengan melingkari

satu dari angka 1 sampai dengan 7 dikolom ketiga

Nama

Departemen :

Level Layanan
Minimum Harapan

Layanan Ideal
Harapan Saya

Persepsi Saya
Terhadap Kinerja

Saya adalah : Adalah : Layanan adalah :
Rendah Tinggi | Rendah Tinggi | Rendah Tinggi
Ketika Hal itu datang ... 1234567 1234567 1234567
1. Menerima layananyang i’y 12»3-4 546 7 1234567 (1234567
diminta dalam rentang
waktu yang wajar
2. Menerima layananiyanggl™. 45”3 4%, 6 7 1234567 1234567
diminta dengan benar
sejak awalnya
3. IT Personnel 1234567 1234567 (1234567
menunjukan keikhlasan
dalam menyelesaikan
masalah anda
4. Personil IT menjaga 1234567 1234567 |1234567
janji mereka
5. Diinformasikan dengan )4 5374 567 1234567 |1234567
tepat bila permintaan
dapat diselesaikan
6. Dinformasikansecara |4 5 3 4 5 oW 1234567 |1234567
berkala mengenai status
permintaan anda
7. Menerima layanan 1234567 1234567 |1234567
dengan cepat tanpa
penundaan
8. Personil IT memiliki 1234567 1234567 (1234567
keinginan untuk
membantu anda
35 -RersoniLI T layak di 1234567 2345671234567
-%@W'aanaya”a“ 1234567 1234567 1234567
10. R&k858A'Iaunan 1234567 1234567 |1234567
PReLARiPNE
1. KRB AYARAY i
ﬁgﬁhmopmm 13345867 (1334567 (12345867

(18:00-06:00)
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14. Menerima perhatian
secara individual orang-
ke-orang dari personil
IT

1234567

1234567

1234567

15. Personil IT memberi
kesan mendalam dari
dalam hati anda

1234567

1234567

1234567

16. Personil IT memahami
permintaan anda secara
spesifik

1234567

1234567

1234567
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LAMPIRAN 2 Model Kuesioner Adaptasi SERVQUAL

Al Three-column-jormat SERVOUAL questionnaire format

13 questions Ideal level of Feaszible level of Acteal level of
RETVice sETVioE STV iCE
When it comes What is the level of What iz the maximum What is vour perception
ton .. servios you showld level of service you can of the actial level of
provide to meet user provide given the service you ultimsately
roguinements? limitations of echnolgy, provide?
time and budgei?
Cneestions Laovw High Lo High Lo High

| 23 4 567 1’2 3 4 5 6 7

1 23 4 5 67

A2 Service dimension Factor | “people skills " guestions

3 TSG personnc] showing a sincere interest in solving your problems
(e TSG personnel keeping their appointments

Of T3G personncl’s willingness to help you

o The trustworthiness of TS personnel

Ol The courtesy of TSG poraonmel

11 The level of expertise of TSG personne]

12 The availability of services during business howrs

Q13 The availability of services after business hours ($00-9:00 pm. weekday s
Q14 Feceiving person-to-person individual attention fiom TS0 peraonnel
Q13 T30 personne]l having your best interests at heant

Ol TSG personne] understanding your specific requests

A3 Service dimension Factor 2 “IT service atiribuies” guestions

ol Receiving requested services within a reasonable timeframe

8.1 Receiving requested services right the first time

05 Being informed abowt exactly when fhe reguest can be compleied
8.0 Being informed regularly abouwt the status of your requests

o7 Recciving prompt services without delays
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LAMPIRAN 3 Model Kuesioner Asli SERVQUAL

= SERY LA L Iems
[
=
A
L. They should hawe up-bcedaie eqoipme ni
2 Their phesical facilees should be wisumlly
app=aling
w |3 Their emplopees should be well desed and
- appEar mEal
‘W | 4. The appearanoe of the phsical facilites of these
= firns should be in keeping with the tpe of
] errices provided
5. When these firme ise oo do sormeth a
ceriain time. thew ::EELIdi:l-:-sn. =L
£ When oustmers have problems thewe fims
= shoold te sympat hecic and reassuring
_:E: 7 Thesefimms shoud be cependabile
= |2 They should provide their services ol the cime
& thew promise o oo 5o
2. They should keep their recopd s accurately
1o Thew shooldni be expecied 4o iell cosiomers
- exacily when services will be performe d
g |1l X is pot realistic for cuslomens o ex pect prompl
B ervice Fome mplosess of these firms
E |12 Their employes s dan't abeoys have (o be willing
= o bee i Cosbomers.
Z |13 x is okay if they are too busy o respond o
CLEICIMEr requests prompdly.
ld. Cusiomers should ke able 1o et e mplowes of
these firms
2 |15 Customers should be able m feel safe in their
g rarsactions with thess firms employees
E L& Their emplowess shoold b poliie
L7, Their empleees should pei adequaie suppor
From these firms oo do ibeir jobswell
L2 These rimms shoold be expeced io give ¢ sionmers
indiv idual ame nion
12 Emplomees of tese firms cannot be ex peoed oo
B give CIELMNErS persondlaie nion
= I0 X iz mrealodc 0o expEci emploEsss o ke
E what the needs of their cogomers ae
= | z1L. Risunealistic 1o expect these firms o have their
ciElcmers best inkerests al bean
22 They shodldn't be expecied oo have operating

hoors comreneEnt o all ihear cosgomers
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LAMPIRAN 4 CHEVRON Business Partner Service
Yearly Goal-JASNIKOM

Chevron Indonesia CHEVRON Business Partner Service Yearly Goal

Year

: 2009

Business Partner : PT. Jasnikom Gemanusa
Contract No./Title : BWA Radio Services

Service Operation Goal

No

Committed Service

Goal 2009

1

Service covers

PASIR RIDGE - GN.PANCUR

PASIR RIDGE - SAPI TERMINAL

YAKIN - PENAJAM

SERANG - FPU

TANJUNG SANTAN - TIARA/ MELAHIN

SERANG - ATTAKA

ATTAKA - FPU

ATTAKA — STA

YAKIN - LAWE LAWE

0. RIG COMM CERVICE (Can be
anywhere at South or North area)

Boo~NooOA~ONE

e Meet committed SLA

Service Availability 99.90%

Meet committed SLA

Service availability is reported
monthly within the 1* working
week

Jasnikom shall provide on call basis
Technical Support (at least 1-2 person) at
Balikpapan, who can be contacted 7 x 24
hours.

Meet committed SLA

In case of problem/issue/downgrade
performance related with device
setting/configuration occurred, the Technical
Support shall come to Location as follows:
> Balikpapan location within 3 hours
after receiving call from Chevron
» Offshore / remote locations within 3
hours ready at Balikpapan and to be
coordinated further with Chevron

Meet committed SLA

Provide spare of Motorola BWA Radio
complete with antenna and accessories at
Jasnikom office Balikpapan

e Meet committed SLA

Maintenance
1.1. JASNIKOM shall conduct preventive
maintenance (PM) every six months
or as directed by Chevron

e Meet committed SLA
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1.2. JASNIKOM shall provide 7 (seven)
days a week and 24 hours a day on
call technical support

1.3. In case of Second Level Support
could not solve the problem within 3
hours on both through Telephone
Advising/Support and/or Remote,
Jasnikom shall do the following
actions :

3.1. JASNIKOM qualified engineer
shall come immediately to do
onsite investigation &
troubleshooting.

3.2. If the problem is not critical,
JASNIKOM may solve the
problem within the next
preventive maintenance visit or
as directed by Chevron

7 | HES e Attend BP appraisal in 2009
Attend CHESM appraisal in 2009

e Conduct HSE meeting at least
once a month

Reviewed & Agreed by both parties
Balikpapan, March 2009

PT. Jasnikom Gemanusa Chevron Indonesia CHEVVRON

Branch manager TLIT Telnet SATO Kalimantan
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LAMPIRAN 4 CHEVRON Business Partner
Service Yearly Goal - ALSSA

Chevron Indonesia CHEVRON Business Partner Service Yearly Goal

Year : 2009
Business Partner : ALSSA
Contract No./Title : Trunk Radio Services

Service Operation Goal

No | Committed Service Goal 2009

1 | Provide, keep and maintain at least three (3) | ¢ Meet committed SLA
units of Trunk Handy Talky, one (1) unit of
Base Station and one (1) unit of Mobile Radio at
IT Santan Terminal.

Replace the used spare radios within three (3)
working days

Meet committed SLA

2 | Service delivery for additional HT is not later
than 7 days of calendar after receive written
notice from CHEVRON. All required features
and grouping assignment must be available and
work properly throughout the system.

3 | Assign one technician at Santan Terminal Meet committed SLA
twenty-four (24) hours a day and seven (7) days
a week to handle day-to-day request, operation,

maintenance, problem solving, repair, etc.

4 | Submit monthly performance report. The report Meet committed SLA

must include but not limited to

e Number of radios being used by
CHEVRON.

e Number of repeaters being used by
CHEVRON.

e List of CHEVRON’s users (ID and its talk-
groups) that currently using Southern and
Northern single site system and wide area
system.

e Average call’s queue/waiting access time

5 | Do quarterly visit for preventive maintenance | ¢ Conduct once PM for
for Base Station and Mobile radios at all all repeaters and at
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CHEVRON'’s operation area and perform the
following activities,

e Preventive maintenance

e Solving pending hardware/software
problems

e Documentation update

e Writing recommendations for improving the
overall system and future expansion.

least once visit to
each locations

Corrective Maintenance

1.4.

1.5.

1.6.

1.7.

Provide 7 (seven) days a week and 24

hours a day on call technical support

In case of such problems occurred; and

could not be resolved within 2 hours by

on call technician, the problem shall be
escalated to ALSSA’s second level
support (certified engineer).

In case of Second Level Support could

not solve the problem within 2 hours on

both through Telephone

Advising/Support and/or Remote, the

ALSSA shall do the following actions :

6.1. ALSSA’s certified engineer shall
come immediately to do onsite
investigation & troubleshooting.

6.2. If the problem is not critical,
ALSSA may solve the problem
within the next preventive visit

In case of HT problem, CONTRACTOR

must replace the broken unit with new

HT within three (3) days.

Meet committed SLA

Service Availability 99.8%

Meet committed SLA
Service availability
report is reported
monthly in the 1%
working day

HES

Attend BP appraisal
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(including CHESM
appraisal) in  April
2009

Man Hours and miles
driven reports are
submitted on the 1%
working day in the
next following month

Reviewed & Agreed by both parties
Balikpapan, February 2009

PT ALSSA CORPORINDO

Chevron Indonesia CHEVRON

Muhammad Husein B.
TL IT Telnet SATO Kalimantan
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LAMPIRAN 5 CHEVRON Business Partner Service Yearly Goal —

FIRETECH PERKASA

Chevron Indonesia CHEVRON Business Partner Service Yearly Goal

Year
Business Partner
Contract No./Title

: 2009

Service Operation Goal

: FIRETECH PERKASA
: TS/001187-05/INSYS

No | Committed Service Goal 2009

1 | Service Covers CCTV System For |e Meetcommitted SLA
Pasir ridge Complex

2 | Service Availability 98% e Meet committed SLA

e Service availability report is
reported monthly in the 10"
working day

4 | Problem solving e Meet committed SLA
4.1 : Company contact person will
communicate to contractor contact
person for any issues regarding the
service provide by contractor
4.2 : Contractor personnel appointed to
handle the call must have knowledge on
technical aspect.

5 | Realibity : Maximum 30 failure rate or | ¢ Meet committed SLA
total of 30 of down time incidents
within 1 month service

6 | Minimum 30 minutes continued down | ¢ Meet committed SLA
time will be counted as one downtime
incident as reported and acknowledged
by contractor stand by person.

7 Corrective Maintenance e Meet committed SLA

1.9. FIRETECH shall provide 7
(seven) days a week and 24
hours a day on call technical
support

1.10. Contractor must provideclst
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level technical support must be
ready at anytime within office
hours.

1.11. In case of such problem
occurred and could not to be
resolved by remote trouble
shooting, Contractor 2™ level
technical support should come
to work location to perform on
site trouble shooting.

8 | HES

Attend BP appraisal
(including CHESM appraisal)
in April 2009

Reviewed & Agreed by both parties
Balikpapan, February 2009

PT FIRETECH PERKASA

Chevron Indonesia CHEVRON

Muhammad Husein B.
TL IT Telnet SATO Kalimantan
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LAMPIRAN 6 Form Penilaian Penyedia Jasa Outsourcing

ATTACHMENT OF CONTRACTOR APPRAISAL FORM 5A-5B-5D

Contractor : Eelekomunikasi Indonesia, PT ] Services : |Sewioes Contract of Telephone Billing Systl
Contract No. [CW638038 | Appraisal Period :  |October 2008 - March 2009 |

|A. PERFORMANCE OF WORK OR SERVICES

a. Timeliness

1. Delivery

2. Work Completion

3. Response of Occurred Problem

b. Management & Supervision A
1. Present
2. Supervision Ability
3. Result

c. Craftmanship
1. Required Certificate Ownersh}p
2. Employees ability to carry out hisfher task

1. Security of Company Assets
2. Environment Security

1. Pruwdlng Service As Mentioned In The Conu'act
2. Quality of Service

b. Providing Contractor's } 2
1. Providing Supporting Materials as Mentioned In The Contract

c. Prowding Contractor’s

d. Use of CPI Materials

1. Right Usage
2. Efficient Usage

e. Use of CPl Equipment
1. Maintenance of CPI Facility(ies)
2. Maintenance of CPl Equipment

f. Others

)bl Lol B e

Average : 0
SUB TOTAL : ___ 7938
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C. IBU CHESM Interim and Post-Job Evaluation Form 5C
Remark : See Attachment of Business Partner Appraisal Form - 5C : IBU CHESM

SUB TOTAL : 8920 |
[D. WORK FORCES MATTERS |

a. Payment
1. In Accordance wf Wages Standard (UMR) For Non-Staff
2. On-Time Payment

b. Coordination :
1. Coordination of Contractor with their employee(s)
2. Coordination of Contractor with CPI

¢. Communication

1. Communication between CPI, Contractor, and their eﬁpioyee(s}
2. Peaceful Working Environment

d. Law and Regulation Complianc
1. Jamsostek, ASKES

2. Company Regulation
3. Business Ethic

e. Others

CIESESIENIES

SUB TOTAL : 90.63

Average for A,B,C,D: 84.24

Remarks : - There was a late payment issue for Telkom invoice that impacted on ODS service time delivery
- TELKOM plans fo have a representative in Pasir Ridge to supervise and monitor service quality
- Develop crafimanship for fechnicians especially for standard Telkom installation & housekeeping
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LAMPIRAN 7 Form Penilaian CHESM
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