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ANALYSIS OF QUALITY OF POST-PAYED ELECTRICITY AND PRAYER 

ELECTRICAL SERVICE TO CUSTOMER SATISFACTION WITH THE IPA 

METHOD (IMPORTANTCE PERFORMANCE ANALYSIS) 

 

Mukhammad Syaifuddin Anwar 

Yudharta University Pasuruan 

 

ABSTRACT 

 

PT PLN  is a state-owned enterprise (SOE) which takes care of all aspects of 

electricity in Indonesia for 44 years, works to increase the quality of life and 

customer satisfaction oriented. The purpose of this study to determine the level of 

interest and the level of satisfaction on electricity postpaid and prepaid electricity and 

customer satisfaction difference to the quality of service. 

 The method of analysis used is descriptive analysis, Importance Performance 

Analysis, Chi- squared test and Independent sample t-test. The results showed that 

the attributes contained in quadrant A importance of performance matrix needs to be 

improved so that customer satisfaction increases, results of chi-square test known 

correlation sex with customer satisfaction prepaid electricity and test results of T-test 

known prepaid electricity customer satisfaction higher than postpaid electricity 

customer satisfaction. 

 

Keywords Customer satisfaction, Postpaid electricity, Prepaid electricity, Service 

quality. 
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ABSTRAK 

 

PT PLN merupakan badan usaha milik negara (BUMN) yang mengurus semua 

aspek kelistrikan di Indonesia selama 44 tahun, berfungsi meningkatkan kualitas 

kehidupan masyarakat dan berorientasi pada kepuasan pelanggan. Tujuan penelitian 

ini untuk mengetahui tingkat kepentingan dan tingkat kepuasan pada listrik 

pascabayar maupun listrik prabayar, hubungan karakteristik dengan kepuasan 

pelanggan dan perbedaan kepuasaan pelanggan terhadap kualitas pelayanan. 

 Metode analisis yang digunakan adalah analisis deskriptif, Importance 

Performace Analysis (IPA), Chi Square dan Uji T-test. Hasil penelitian menunjukkan 

bahwa atribut-atribut yang terdapat pada kuadran A Importance Performance Matrix 

perlu diperbaiki sehingga kepuasan pelanggan meningkat, hasil uji Chi-Square 

diketahui adanya korelasi jenis kelamin dengan kepuasan pada pelanggan listrik 

prabayar dan hasil uji T-test diketahui kepuasan pelanggan listrik prabayar lebih 

tinggi dibandingkan kepuasan pelanggan listrik pascabayar. 

 

Kata kunci: Kepuasan pelanggan, Kualitas pelayanan, Listrik pascabayar, Listrik 

prabayar.  
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