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LAMPIRAN 1 Kuesioner 

Kuesioner  

Yth. Bapak / Ibu, 
 
Perkenalkan, saya Akhmad Saekhu Badge #102746, bekerja di bagian IT Telnet 
Service Area & Transmisión 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/Ibu sekalian, saya ucapkan terima kasih. 
 
 
 
Petunjuk Pengisian : 

 
Pada bagian ini, Bapak/Ibu 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 
Saya adalah： 

Layanan Ideal 
Harapan Saya 

Adalah： 

Persepsi Saya 
Terhadap Kinerja 
Layanan adalah： 

 Rendah           Tinggi Rendah         Tinggi Rendah        Tinggi 

Ketika Hal itu datang ... 1  2  3  4  5  6  7 1  2  3  4  5  6  7  1  2  3  4  5  6  7 
1. Menerima layanan yang 

diminta dalam rentang 
waktu yang wajar  

1  2  3  4  5  6  7 1  2  3  4  5  6  7  1  2  3  4  5  6  7 

2. Menerima layanan yang 
diminta dengan benar 
sejak awalnya 

1  2  3  4  5  6  7 1  2  3  4  5  6  7  1  2  3  4  5  6  7 

3. IT Personnel 
menunjukan keikhlasan 
dalam menyelesaikan 
masalah anda  

1  2  3  4  5  6  7 1  2  3  4  5  6  7  1  2  3  4  5  6  7 

4. Personil IT  menjaga 
janji mereka 

1  2  3  4  5  6  7 1  2  3  4  5  6  7  1  2  3  4  5  6  7 

5. Diinformasikan dengan 
tepat bila permintaan 
dapat diselesaikan 

1  2  3  4  5  6  7 1  2  3  4  5  6  7  1  2  3  4  5  6  7 

6. Dinformasikan secara 
berkala mengenai status 
permintaan anda 

1  2  3  4  5  6  7 1  2  3  4  5  6  7  1  2  3  4  5  6  7 

7. Menerima layanan 
dengan cepat tanpa 
penundaan 

1  2  3  4  5  6  7 1  2  3  4  5  6  7  1  2  3  4  5  6  7 

8. Personil IT memiliki 
keinginan untuk 
membantu anda 

1  2  3  4  5  6  7 1  2  3  4  5  6  7  1  2  3  4  5  6  7 

9. Personil IT layak di 
percaya 

1  2  3  4  5  6  7 1  2  3  4  5  6  7  1  2  3  4  5  6  7 

10. nan Kesopan Santu
Personil IT 

1  2  3  4  5  6  7 1  2  3  4  5  6  7  1  2  3  4  5  6  7 

11. Tingkat keahlian dar
personil IT 

i 1  2  3  4  5  6  7 1  2  3  4  5  6  7  1  2  3  4  5  6  7 

12. Ketersediaan layanan 
pada saat jam 
operasional 

1  2  3  4  5  6  7 1  2  3  4  5  6  7  1  2  3  4  5  6  7 

13. Ketersedian layanan 
sesudah jam operasioan 
(18:00–06:00) 

1  2  3  4  5  6  7 1  2  3  4  5  6  7  1  2  3  4  5  6  7 
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14. Menerima perhatian 
secara individual orang-
ke-orang dari personil 
IT 

1  2  3  4  5  6  7 1  2  3  4  5  6  7  1  2  3  4  5  6  7 

15. Personil IT memberi 
kesan mendalam dari 
dalam hati anda 

1  2  3  4  5  6  7 1  2  3  4  5  6  7  1  2  3  4  5  6  7 

16. Personil IT memahami 
permintaan anda secara 
spesifik 

1  2  3  4  5  6  7 1  2  3  4  5  6  7  1  2  3  4  5  6  7 
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LAMPIRAN 2 Model Kuesioner Adaptasi SERVQUAL  
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LAMPIRAN 3 Model Kuesioner Asli SERVQUAL 
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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  

1. PASIR RIDGE - GN.PANCUR 
2. PASIR RIDGE - SAPI TERMINAL 
3. YAKIN  - PENAJAM 
4. SERANG  - FPU 
5. TANJUNG SANTAN - TIARA/ MELAHIN 
6. SERANG – ATTAKA 
7. ATTAKA – FPU 
8. ATTAKA – STA 
9. YAKIN - LAWE LAWE 
10. RIG COMM CERVICE (Can be 

anywhere at South or North area) 
 

• Meet committed SLA 

2 Service Availability 99.90% 
 
  

• Meet committed SLA 
• Service availability is reported 

monthly within the 1st working 
week 

3 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 

4 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 

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

• Meet committed SLA 

6 Maintenance 
1.1. JASNIKOM shall conduct preventive 

maintenance (PM) every six months 
or as directed by Chevron 

• 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 • Attend BP appraisal in 2009 
• Attend CHESM appraisal in 2009 
• Conduct HSE meeting at least 

once a month 
 

 
Reviewed & Agreed by both parties 
Balikpapan, March 2009 
 
 
PT. Jasnikom Gemanusa Chevron Indonesia CHEVRON 
 
 
 

 
 
 

Branch manager TL IT 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) 

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. 

• Meet committed SLA 

3 Assign one technician at Santan Terminal 
twenty-four (24) hours a day and seven (7) days 
a week to handle day-to-day request, operation, 
maintenance, problem solving, repair, etc. 

• Meet committed SLA 

4 Submit monthly performance report.  The report 
must include but not limited to 
• Number of radios being used by 

CHEVRON. 
• Number of repeaters being used by 

CHEVRON. 
• List of CHEVRON’s users (ID and its talk-

groups) that currently using Southern and 
Northern single site system and wide area 
system. 

• Average call’s queue/waiting access time 

• Meet committed SLA 

5 Do quarterly visit for preventive maintenance 
for Base Station and Mobile radios at all 

• Conduct once PM for 
all repeaters and at 
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CHEVRON’s operation area and perform the 
following activities, 
• Preventive maintenance 
• Solving pending hardware/software 

problems 
• Documentation update 
• Writing recommendations for improving the 

overall system and future expansion. 

least once visit to 
each locations 

6 Corrective Maintenance 
1.4. Provide 7 (seven) days a week and 24 

hours a day on call technical support 
1.5. 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). 

1.6. 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 

1.7. In case of HT problem, CONTRACTOR 
must replace the broken unit with new 
HT within three (3) days. 

 

• Meet committed SLA 

7 Service Availability 99.8% • Meet committed SLA 
• Service availability 

report is reported 
monthly in the 1st 
working day 

8 HES • Attend BP appraisal 
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(including CHESM 
appraisal) in April 
2009 

• Man Hours and miles 
driven reports are 
submitted on the 1st 
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   : 2009 
Business Partner : FIRETECH PERKASA 
Contract No./Title : TS/001187-05/INSYS 
 
Service Operation Goal 
No Committed Service Goal 2009 
1 Service Covers CCTV System For 

Pasir ridge Complex 
• Meet committed SLA 

2 Service Availability 98% • Meet committed SLA 
• Service availability report is 

reported monthly in the 10th  
working day 

4 Problem solving 
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. 
 

• Meet committed SLA 

5 Realibity : Maximum 30 failure rate or 
total of 30 of down time incidents 
within 1 month service 

•  Meet committed SLA 

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

• Meet committed SLA 

7 Corrective Maintenance 
1.9. FIRETECH shall provide 7 

(seven) days a week and 24 
hours a day on call technical 
support 

1.10. Contractor must providec1st 

• Meet committed SLA 
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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 2nd 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 
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LAMPIRAN 7 Form Penilaian CHESM 
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