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ABSTRAK 

      JOVANKA THIARA PUTRI P. Pengaruh Pelayanan Pengurusan 

Dokumen Kapal terhadap Tingkat Kepuasan Pelanggan di PT Pertamina 

Port and Logistics Cabang Makassar. Dibimbing oleh Faisal Saransi dan 

Asnur. 

      Pelayanan pengurusan dokumen kapal merupakan faktor penting 

dalam mendukung kelancaran operasional kapal dan memengaruhi 

kepuasan pelanggan. Penelitian ini bertujuan menganalisis kualitas 

pelayanan pengurusan dokumen kapal berdasarkan dimensi SERVQUAL 

serta mengetahui pengaruhnya terhadap kepuasan pelanggan di PT 

Pertamina Port and Logistics Cabang Makassar. 

      Penelitian ini menggunakan metode kuantitatif dengan pendekatan 

asosiatif. Sampel penelitian berjumlah 47 responden dengan teknik 

sampling jenuh. Data dikumpulkan melalui observasi, kuesioner, dan 

dokumentasi, kemudian dianalisis menggunakan uji validitas, reliabilitas, 

statistik deskriptif, regresi linear sederhana, uji t, dan koefisien determinasi. 

      Hasil penelitian menunjukkan bahwa kualitas pelayanan berada pada 

kategori cukup dengan nilai rata-rata 40,79, sedangkan kepuasan 

pelanggan berada pada kategori tinggi dengan nilai rata-rata 8,234. 

Pelayanan pengurusan dokumen kapal berpengaruh positif dan signifikan 

terhadap kepuasan pelanggan dengan nilai signifikansi 0,000 < 0,05 dan 

kontribusi sebesar 27,1%. 

 

Kata kunci: pelayanan dokumen kapal, SERVQUAL, kepuasan pelanggan. 
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ABSTRACT 

 

      JOVANKA THIARA PUTRI P. The Effect of Ship Document Processing 

Services on Customer Satisfaction Level at PT Pertamina Port and Logistics 

Makassar Branch. Supervised by Faisal Saransi and Asnur. 

      Ship document processing services are an important factor in 

supporting smooth ship operations and influencing customer satisfaction. 

This study aims to analyze the quality of ship document processing services 

based on SERVQUAL dimensions and to determine their effect on customer 

satisfaction at PT Pertamina Port and Logistics Makassar Branch. 

      This study used a quantitative method with an associative approach. 

The sample consisted of 47 respondents selected using total sampling 

technique. Data were collected through observation, questionnaires, and 

documentation, then analyzed using validity test, reliability test, descriptive 

statistics, simple linear regression, t-test, and coefficient of determination. 

      The results showed that the quality of service was in the sufficient 

category with an average score of 40.79, while customer satisfaction was in 

the high category with an average score of 8.234. Ship document 

processing services had a positive and significant effect on customer 

satisfaction with a significance value of 0.000 < 0.05 and a contribution of 

27.1%. 

 

Keywords: ship document services, SERVQUAL, customer satisfaction. 
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