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ABSTRACT

This study strives to investigate whether the business performance of PT Pertamina (Persero) Integrated
Terminal Teluk Kabung can be improved through an effective service operation strategy and service delivery strategy.
This study uses primary and secondary data information. The data analysis pulled in this study is descriptive and causal
and was obtained through the census method of 104 respondents who are the owners of 136 gas stations spread across
West Sumatra. The causality data was then processed using PLS-SEM software. The study results show that some gas
station operators in the area complained about PT Pertamina's services to consumers, which were considered slow
and inflexible. Internal processes and customer perspectives that prioritize responsiveness capabilities to market needs
will potentially improve business performance sustainably.

Keywords: Strategic Management, Service Operation Strategy, Service Delivery Strategy, Business Performance,
PLS-SEM.

ABSTRAK

Penelitian ini bertujuan untuk meneliti apakah kinerja bisnis di PT Pertamina (Persero) Integrated Terminal
Teluk Kabung dapat ditingkatkan melalui strategi operasi jasa dan strategi penyampaian jasa yang efektif. Penelitian
ini menggunakan informasi data primer dan sekunder. Analisis data yang digali dalam penelitian ini bersifat deskriptif
dan kausal, dan diperoleh melalui metode sensus terhadap 104 pengusaha yang merupakan pemilik 136 SPBU yang
tersebar di wilayah Sumatera Barat. Data kausalitas kemudian diolah dengan menggunakan software PLS-SEM. Hasil
studi menunjukkan sebagian pengusaha SPBU di wilayah tersebut mengeluhkan pelayanan PT Pertamina kepada
konsumen yang dinilai lamban dan kurang fleksibel. Perspektif Proses internal dan perspektif pelanggan yang
mengedepankan kemampuan daya tanggap dapat merespon kebutuhan pasar dan berpotensi meningkatkan kinerja
bisnis secara berkelanjutan. Perspektif proses internal dan perspektif pelanggan yang mengutamakan kemampuan
responsif terhadap kebutuhan pasar berpotensi dapat meningkatkan kinerja bisnis secara berkelanjutan.

Kata Kunci: Manajemen Strategi, Strategi Operasi Jasa, Strategi Penyampaian Jasa, Kinerja Bisnis, PLS-SEM.
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PENDAHULUAN

PT. Pertamina (Persero) - Teluk Kabung Integrated Terminal is one of the operational units
of the BBM Terminal from the 104 operational units of the BBM Terminal which is currently
operating to support operations in the downstream sector of PT. Pertamina (Persero). The
company is on of strategic business unit (SBU) Marketing Operation Region | (MOR-I) Sumbagut
which is geographically located in Teluk Kabung Village, Padang City, West Sumatra, Indonesia.
This unit has been operating since 1994 with its main activities, namely supply, storage and
distribution of fuel oil (BBM) products to communities and consumers in West Sumatra. Based
on the company's Key Performance Indicators (KPI) established by Pertamina for all BBM
terminal management every year, the Teluk Kabung Integrated Terminal includes the location of
the BBM Terminal with the highest KPI assessment burden, namely: 18 (eighteen) assessment
parameters from a total of 4 (four) perspectives financial, customer focus, internal process and
learning & growth.

PT. Pertamina (Persero) Integrated Terminal Teluk Kabung holds a monopoly position
since there are no retail business competitors other than Pertamina gas stations in the area of
operation in West Sumatra. The complexity of the operational risk from a geographical point of
view is considered to be high where there are frequent incidents of fuel tanker truck accidents,
cases of fuel misappropriation and complaints from gas station consumers and stakeholders
regarding fuel services from Pertamina in West Sumatra. This leads to envisage that there are
problems that need to be resolved by the company.

The product distribution of the company has been growing well, however there has been
complaints from the customer. An online preliminary survey of customers was conducted to 99
gas station owners to assess Pertamina’s service excellece principles of service delivery factors:
accuracy in quantity, quality, time, service and security/safety. The results is presented in Table
1 below.

Table 1. Customers survey

Survei Satisfy Dissatisfy
Quantity Accuracy 50,50% 49,50%
Quality Precision 86,90% 13,10%
Timeliness 51,10% 48,90%
Sercive Precision 49,50% 50,50%
Security/Safety Accuracy 50,50% 49,50%

Source: Customer survey data processed

Table 1 above indicates that 50,50 percent respondents do not satisfy with service accuracy,
49,5 percent respondents do not satisfy with the quality accuracy, 49,5 percent do not satisfy with
sacurity/safety accuracy, 48,9 percent do not satisfy with the timeliness, and 13,1 percent do not
satisfy with quality accuracy. Among 5 standards, only quality accuracy reached more than 75
percent of targetted performance. The Key Performance Indicators (KPI) of the company targetted
the Customer Satisfaction Index (CSI) for Integrated Terminal managers in 2020 to be 4,19 on a
Likert scale (from a weighted Likert scale of 1 to 5) or around 83,80 percent. The survey yet found
that service accuracy reached 49,5 percent of the target achievement of 83,8 percent.

A preliminary survey was also conducted on employees of PT Pertamina (Persero)
Integrated Terminal Teluk Kabung to ascertain whether there were any problems related to
Business Performance. Stratification is conducted by brainstorming on either internal and external
problems that often occur on a daily basis or problems that are received through incident reports
or customer complaints media. There were 10 employees who have direct responsibility for
operational activities in the field were interviewed in this process of brainstorming. The results
showed that there were 37 reports and complaints both internally (38,00 percent) and externally
(62,00 percent), where most of the complaint was of customer dissatisfaction. It was consisted of:
17 complaints from gas stations (46,00 percent), 12 reports from Pertamina employees (32,00
percent) and 8 reports from tanker truck fleet managers (22,00 percent). Overall, the highest
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problems based on reports/complaints are service problems 22 (59,50 percent) and security/safety
6 (16,20 percent) or if combined it will be 75,70 percent or equivalent to 80,00 percent.

Based on the preliminary survey of gas station owners and employees of PT Pertamina
(Persero) Integrated Terminal Teluk Kabung above, it was indicated that there are problems
related to business performance where several aspects are in fact below respondents’ expectations.
This is deplored, since the company holds monopoly position in the West Sumatra region. In the
absence of a corrective action, the phenomenon of poor business performance of the company
may have a negative impact on the company's performance in the future when competitors have
entered the market in the West Sumatra region. While the problem of customer dissatisfaction
emerged, the analysis unit itself is required to be ready to face changes in the business
environment where business competition will be open. It might be suspected that the problem of
poor business performance of PT Pertamina (Persero) Integrated Terminal Teluk Kabung is
caused by the formulation and perhaps the implementation of the service operation strategy and
the service delivery strategy has not been effective so far. The background of phenomenon be the
reason of why this study aims to analyze the influence of service operation strategy and service
delivery strategy in improving the management performance of PT Pertamina (Persero) Integrated
Terminal Teluk Kabung.

Literature Review and Hypotheses Development
The Relationship between Service Operation Strategy and Service Delivery Strategy

Operations strategy is an overall pattern of decision making to form long-term capabilities
of any types of operation and their contribution to overall strategy through the reconciliation of
market requirements with operations resources (James, 2011). Service Operation Strategy is
developed to improve a service delivery system in meeting customer expectations (Arias-Aranda,
2002). The Service Operations Strategy consists of three basic operating strategies which are the
focus of the service industry, including: process, service, customer orientation. Arias-Aranda
(2003) also identified nine structural and infrastructure decisions that lead to a defined service
operation strategy, namely: type of operation layout, push/pull oriented service delivery process,
level of process standardization, number of different services offered, the use of information
technology (cost reduction vs service improvement), the front and back office activity
relationships, human resource specialization, customer participation rates, and new service design
and development

Service Operations Strategy is influenced by structural and infrastructure decisions (Akafia
etal., 2017). It must be started from defining competitive criteria that will influence the choice of
structure and infrastructure, as well as the organization's own competitive ability (Tomazzewski
et al., 2016). Meanwhile, Ponsignon et al., (2011) stated that the Service Operation Strategy
requires alignment between the design and service delivery system with the concept of service,
representation and user participation. This will have implications for the definition of competitive
criteria, because they are the basis of the overall strategy.

There are four dimensions of service operations strategy summarized from Arias-Aranda
(2003) and James (2011): process, service, customer orientation, and operating resources. The
determination of the four dimensions is formulated concering the interests of the unit of analysis.
An appropriate process can contribute to the formulation of an appropriate competitive strategy
supported by three indicators: operating layout, push/pull orientation, and the level of process
standardization. Providing excellent service to each business partner (gas station) is also one of
the dimensions in designing the Service Operation Strategy to support the appropriate process. It
can be implemented by prioritizing several indicators such as: the number of different services
offered, the use of information technology, as well as back & front office relationships. Excellent
service aspects can be done well if customer orientation is one of the considerations in formulating
Service Operations Strategy. Customer orientation can be measured through indicators of the
level of customer participation, as well as being measured by how many new service
developments have been successfully launched. Appropriate processes, excellent service, and
customer orientation in developing Service Operations Strategy will be more optimal if supported
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by adequate operating resources, either tangible or intangible resources. Hence, the satisfaction
level of gas stations in the business coverage area of PT. Pertamina (Persero) - Teluk Kabung
Integrated Terminal is an important priority and a major consideration in formulating the right
Service Operation Strategy.

Service delivery refers to the actual delivery of services to customers (Lovelock & Wright,
2002). The service delivery strategy thus represents the various approaches taken by companies
in order to deliver or respond to problems in service delivery (Daddie & Akani, 2020). Service
delivery strategy refers to the organization's openness to new ideas and the tendency to adapt
through the process of adopting the latest technology, resources, skills and administrative systems
which have an impact on increasing the level of service delivery (Chen, Tsou & Huang, 2009).
Chen, Tsou and Huang (2009) who use the aspects of timeliness and responsiveness as dimensions
in determining the service delivery strategy variables. Timeliness can be achieved through process
efficiency, saving time and reducing customer stress through online services (Didia & Anyaogu,
2019). Meanwhile, responsiveness can be demonstrated by responding to customer needs quickly,
flexibly, effectively and pleasantly.

In other service industries such as information technology (IT), Wiguno, (2011) argued that
strategy that must be implmeneted by internal IT service providers is to focus on dissatisfaction
to improve service quality to an adequate level of service. Service providers also need to provide
consistent performance to support reliability. Ramdhani et al., (2017) stated the challenges that
are often found when delivering services, i.e.: Building Relationships with Customers, Challenges
in Managing Brands, Building Corporate Brands, Customer Relationship Management, Creating
Customer Retention Programs, Training, Porter Generic Strategies

Lopes et al., (2016) conducted research related to strategies in delivering public services
and found that public service delivery strategies are prepared through policies that provide overall
direction, priorities and guidelines for the delivery of public services and by the formulation of
programs that operationalize overall policies and strategies. Lopes et al., (2016) divide it into 8
dimensions, including: Policy, strategy and planning; Infrastructure development; Resource
mobilization and utilization; Leadership and accountability; Law, security and Property; Policy
context; Overcoming key challenges; and Promotion of public services. The delivery of public
services has a number of components that need consideration, including: speed, engagement,
responsiveness, value, integration, choice, and experience. Increasingly, important performance
indicators for the public sector are considered as being higher consumer expectations, efficiency,
and effectiveness of public service delivery (Price Waterhouse Coopers Public Sector Research
Center, 2007). Using data from private automotive firms' supply chains, Akafia et al., (2017)
analyze the effect of service operations strategy. This study demonstrates the necessity of
implementing a new service strategy in order to enhance supply chain performance at the Toyota
Ghana Company Limited (TGCL), the study's subject. The business unit's service delivery
strategy has been enhanced by TGCL's service operation strategy. This study serves as the
foundation for establishing the hypothesis one of this research.

H1: service operation strategy has a strong relationship with service delivery strategy

The Relationship between Service Operation Strategy and Business Performance

According to Wheelen et al., (2018), performance refers to the outcomes of all completed
tasks. Performance refers to the accomplishment of established strategic goals that each
organizational leader is expected to attain (Pearce & Robinson, 2018). Lizan Poltak (2018) argues
that organizational performance express how effective an organization to satisfy the stakeholders.
Business performance can be seen through three dimensions, including: organizational capability
in leading the market, organizational capability in acquiring sales levels, and organizational
capability in earning profits (Wheelen et al., 2018). In addition, the success of a business can be
monitored based on their marketing and financial performance (Hubbard & Beamish, 2011).
Marketing performance can be seen through several indicators such as sales growth, market
growth, and market share.
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The Balanced Scorecard (BSC) concept or model is one of the most impressive
performance measuring techniques currently discovered by Kaplan and Norton (1992). BSC
accommodates both financial and non-financial aspects in measuring organizational performance.
The BSC provides four performance measurement perspectives: financial, customer, internal
business processes, and learning and growth. Arias-Aranda (2002) proves that the Service
Operations Strategy has a significant direct and positive effect on financial performance. These
results show not only a strong relationship between Service Operations Strategy and financial
performance, but also the magnitude of the impact of each operating strategy dimension on each
non-financial performance dimension. Hence, the second hypothesis of this research was:

H2: service operation strategy has a positive and significant effect on business performance.

The Relationship between Service Delivery Strategy and Business Performance

Daddie and Akani (2020) conducted a research entitled Service “Delivery Strategies and
Customers Loyalty to Online Retailers in Rivers State”. The study concluded that service
delivery strategies such as timeliness and responsiveness predict customer loyalty as measured
by repeat purchases and word of mouth promotion. Organizational performance considered by
the research is related to non-financial performance which can be categorized from a customer
perspective such as customer loyalty, repeat purchases, and word of mouth promotions.
According to the findings of this study, there is a strong relationship between service delivery
strategies and the performance of non-financial organizations. Ramdhani, Mnyamana, and
Karodia (2017) present similar research findings, revealing that there is a very strong direct
proportional relationship between service delivery and customer satisfaction. It is reasonable to
believe that the service delivery strategy has a significant impact on the performance of non-
financial organizations.

H3: Service delivery strategy has a positive and significant impact on business performance.

The hypothetical framework of this study is depicted in Figure 1 below.

Service Operation

Strategy (X1)
H>
H, Business Performance
(Y)
A\ 4
Service Delivery Strategy
(X2) Hs

Figure 1. Research hypothesis framework

RESEARCH METHODS

The purpose of this research is to investigate the relationship between service operations
strategy, service delivery strategy, and business performance. The unit of analysis of the research
is PT. Pertamina (Persero) - Integrated Terminal Teluk Kabung. Meanwhile, the observation unit
(respondents) came from outside sources, specifically 104 entrepreneurs who own and operate
136 gas stations in West Sumatra. The officials of 104 gas station business owners in West
Sumatra who held positions such as commissioner, director, deputy director, GM, manager, and
other appointed officials served as the unit of observation in this study.
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The hypothesis was tested using variant-based Structural Equation Modelling (SEM),
specifically Partial Least Square (PLS), which measures the relationship between variables using
a second order approach. To supplement the quantitative analysis of the hypothesis, qualitative
analysis was also performed. This study employs two exogenous variables denoted by the letter
X: Service Operation Strategy (X1) and Service Delivery Strategy (X2) (X2). Business
performance is the endogenous variable (Y). The operationalization of the research variables is
presented in Appendix 1. The first step is to assess the validity and reliability of the questionnaire
instrument used.

The Validity and Reliability Tests

One of the methods required for testing is the validity test, the purpose of which is to
ensure the instrument's reliability when used to measure the concept represented (Sekaran &
Bougie, 2016). The Pearson product moment formula (Kaplan & Norton, 2005) is used in the
validty test to generate correlation coefficients using SPSS or Microsoft Excel software. The
following are the results of the validity tests that have been carried out for each research variable,
with an r-critical of 0.3. Table 1,2 and 3 present the validity of the questionnaire questions for
each variable: service operation strategy, service delivery strategy, and business performance.

Table 1. Correlation Coefficient (r) of service operation strategy variable

Items Symbol r

The level of accuracy of PT. Pertamina (Persero) - Integrated Terminal Teluk

Kabung in determining it’s business OPERATION LAYOUT to serve the market X1.1.1 0,785
in the West Sumatra region

The level of accuracy of PT. Pertamina (Persero) - Teluk Kabung Integrated

Terminal in establishing STANDARDIZATION OF its business processes to serve  X1.1.2 0,807
the market in the West Sumatra region

The level of accuracy of PT. Pertamina (Persero) - Integrated Terminal Teluk
Kabung in choosing ways to maintain customer loyalty by providing DIFFERENT X1.2.1 0,813
SERVICES

The level of accuracy of PT. Pertamina (Persero) - Integrated Terminal Teluk
Kabung in optimizing the USE OF INFORMATION TECHNOLOGY through the X1.2.2 0,774
implementation of ERP (SAP) for ease of service operation

The level of accuracy of PT. Pertamina (Persero) - Integrated Terminal Teluk

Kabung in maintaining the solididty of BACK AND FRONT OFFICE X1.2.3 0,817
RELATIONSHIP to improve service quality

The level of accuracy of PT. Pertamina (Persero) - Integrated Terminal Teluk

Kabung in utilizing the LEVEL OF CUSTOMER PARTICIPATION to obtain X1.3.1 0,819
suggestions for improvement in improving service quality

The level of accuracy of PT. Pertamina (Persero) - Integrated Terminal Teluk

Kabung in maintaining customer loyalty by actively developing DEVELOPMENT  X1.3.2 0,878
NEW SERVICE

The level of accuracy of PT. Pertamina (Persero) - Integrated Terminal Teluk

Kabung in optimizing TANGIBLE RESOURCES to improve service operation X1.4.1 0,865
capabilities

The level of accuracy of PT. Pertamina (Persero) - Integrated Terminal Teluk

Kabung in optimizing INTANGIBLE RESOURCES to improve service operation X1.4.2 0,831
capabilities

Note: all items use r-critical value = 0,3

Table 2. Correlation Coefficient (r) of service delivery strategy variable

Item Symbol r

The level of accuracy of PT. Pertamina (Persero) - Teluk Kabung Integrated Terminal
in eliminating the bureaucracy to increase EFFICIENCY in delivering its services X2.1.1 0,742

The level of accuracy of PT. Pertamina (Persero) - Integrated Terminal Teluk
Kabung in providing an online order mechanism to SAVE CUSTOMER TIME X2.1.2 0,807
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Item

Symbol

The level of accuracy of PT. Pertamina (Persero) - Integrated Terminal Teluk Kabung

in simplifying supply chain lines to REDUCE CUSTOMER STRESS X2.1.3 0,852
The level of accuracy of PT. Pertamina (Persero) - Teluk Kabung Integrated Terminal

in operating 24-hour customer service to provide FAST RESPONSE to consumers X221 0,895
The accuracy of PT. Pertamina (Persero) - Integrated Terminal Teluk Kabung in

operating several 24-hour consumer services alternatives to provide FLEXIBLE X2.2.2 0,862
RESPONSE to consumers.

The level of accuracy of PT. Pertamina (Persero) - Integrated Terminal Teluk

Kabung in providing skilled customer service staffs to provide EFFECTIVE X2.2.3 0,857
RESPONSE to customer

The level of accuracy of PT. Pertamina (Persero) - Integrated Terminal Teluk X224 0.910
Kabung in providing customer service staffs to provide FAVOURABLE '
RESPONSE to customers

The level of accuracy of PT. Pertamina (Persero) - Integrated Terminal Teluk

Kabung in controlling the achievement of important targets to maintain X2.3.1 0,882
CONSISTENT PERFORMANCE

The level of accuracy of PT. Pertamina (Persero) - Teluk Kabung Integrated

Terminal in selecting a continuous improvement management system to ensure X2.3.2 0,885
ADEQUATE SERVICE

The level of accuracy of PT. Pertamina (Persero) - Integrated Terminal Teluk

Kabung in providing consumers’ voice media in order to facilitate customer-need X2.3.3 0,875
oriented service (CUSTOM SERVICE)
Note: all items use r-critical value = 0,3
Table 3. Correlation Coefficient (r) of business performance variable

Item Symbol r

The level of competence of PT. Pertamina (Persero) - Integrated Terminal Teluk Y11 0.830
Kabung in maintaining its business GROWTH ' '
The level of competence of PT. Pertamina (Persero) - Integrated Terminal Teluk Y12 0918
Kabung in achieving the expected RATE OF RETURN ' '
The level of competence of PT. Pertamina (Persero) - Integrated Terminal Teluk

Kabung in maintaining MARKET SHARE in the West Sumatra region from the Y2.1 0,794
threat of competitors

The level of competence of PT. Pertamina (Persero) - Integrated Terminal Teluk Y22 0906
Kabung in conducting CUSTOMER RETENTION in the West Sumatra region ' '
The level of competence of PT. Pertamina (Persero) - Integrated Terminal Teluk

Kabung in conducting CONSUMER ACQUISITION (the ability to get new Y2.3 0,849
consumers) in the West Sumatra region

The level of competence of PT. Pertamina (Persero) - Integrated Terminal Teluk Y24 0857
Kabung in improving CONSUMER SATISFACTION in the West Sumatra region ‘ '
The level of competence of PT. Pertamina (Persero) - Integrated Terminal Teluk Y31 0931
Kabung in optimizing the OPERATION PROCESS ' '
The level of competence of PT. Pertamina (Persero) - Integrated Terminal Teluk Y3.2 0.925
Kabung in optimizing the AFTER SALE SERVICE PROCESS ' '
The level of competence of PT. Pertamina (Persero) - Integrated Terminal Teluk va.1 0897
Kabung in optimizing WORKER CAPABILITY ' '
The level of competence of PT. Pertamina (Persero) - Integrated Terminal Teluk v4.2 0882

Kabung to promote MOTIVATION, STRENGTH AND HARMONY

Note: all items use r-critical value = 0,3

The reliability test determines the level of reliability of the questions in the questionnaire
instrument, using the coefficient of Cronbach's Alpha coefficient. If Cronbach's Alpha is 0,7 or
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higher, the research instrument’s questions are reliable (Wells & Wollack, 2003; 2012). Table 3
shows the reliability test results for the three variables in this study.

Table 3. The reliability coefficient measurement results (o)
Variables o

Critical Values Descriptions

Service Operations Strategy (X1) 0,938 0,7 Reliable
Service Delivery Strategy (X2) 0,959 0,7 Reliable
Business Performance () 0,966 0,7 Reliable

RESULTS AND DISCUSSIONS

As many as 104 respondents (observation units) were involved in this study, representing
104 gas station owners as the unit of analysis who controlled a total of 136 gas stations spread
across West Sumatra. The positions held by the chosen respondents range from Commissioner,
Director, Deputy Director, GM, Manager, to officials appointed to represent gas station owners.
Then, each respondent's educational background varies, ranging from high school graduates or
equivalent, diplomas, bachelors’, to master's degrees. Furthermore, the factors of work length and
gender were included in the data collection of respondents in this study.
The complete profile of the observation unit in this study is as shown in Figure 2.

Position Tenure
‘ iai B m1 -5 Tahun
= Commisioner
Director 6-10 Tahun
58 26 = General Manager 11-20 Tahun

Manager 32 Diatas 20 Tahun

\ 28

Educations

Gender
= SMA atau Sederajat

D1/D2/D3
= Laki-Laki

4 StiD4 Perempuan

S2iProfesi

uS3

Figure 2. Research observation unit profile
Source: Data processed

Figure 2 shows that the majority of respondents (58 people) are managers, followed by 26
participants at the director's level, 17 commissioners, and the remaining three are general
managers. The respondents are representatives of every gas station entrepreneur in West Sumatra
who have sufficient experience in managing gas stations and are deemed to have the necessary
capacity to respond to the questionnaire's various questions. The majority of respondents have
11-20 years of work experience, and as many as 90 out of a total of 104 respondents are male.

The description of service operation strategy, service delivery strategy, and business
performance of PT. Pertamina (Persero) - Integrated Terminal Teluk Kabung

The service operation strategy in this study has four (4) dimensions: process, service,
customer orientation, and operating resources. Table 4 summarizes the description of the four
dimensions of service operations strategy on the subject of research.
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Table 4. Descriptive analysis of service operation strategy variables

Alternative Answers Average
Dimension 5 4 3 2 1
(Symbol) ltem  (VeryPrecise) (Appropriate) (Pretty Precise) (Not exactly) (Very Incorrect)
f (%) f ) f ) f (%) f (%)
Processs X111 40 3846 37 3558 25 2404 2 192 0 0,00 411
(X1.1) X112 36 3462 35 3365 31 2981 2 192 0 0,00 4,01
X121 23 2212 47 4519 26 2500 6 577 2 1,92 3,80
Service X122 39 3750 40 3846 18 1731 7 6,73 0 0,00 4,07
(X1.2) X123 30 288 42 4038 27 259 5 481 O 0,00 393
Customer X131 37 3558 32 30,77 32 3077 3 28 0 0,00 3,99
Orientation X132 38 3654 36 3462 27 259% 3 288 0 0,00 4,05
(X1.3)
Resource X141 31 2981 40 3846 30 2885 3 288 0 0,00 3,95
Operation X142 23 2212 41 3942 35 3365 5 481 O 0,00 3,79
(X1.4)
Average 3,97

The following variable is the service delivery strategy, which has three (3) dimensions:
timeliness, responsiveness, and a focus on dissatisfaction. Table 5 provides a description of the
dimensions mentioned above, as well as the indicators that comprise them.

Table 5. Descriptive analysis of service delivery strategy variables

Alternative Answer Average
Dimension Item 5 4 3 2 1
(Symbol) f %) f @ f ®%) f %) f (%)
L X211 31 2981 40 3846 29 2788 4 38 0 000 39%
T'(r;‘(ez"_g‘)*ss X212 42 4038 40 3846 20 1923 2 192 0 000 4,17
X213 34 3269 38 3654 26 2500 6 577 0 000 396
X221 40 3846 31 2981 26 2500 7 673 0 000 4,00
Responsiveness X222 39 3750 32 3077 25 2404 8 769 0 000 398
(X2.2) X223 36 3462 35 3365 26 2500 7 673 0 000 39
X224 41 3942 29 2788 31 2981 3 28 0 000 404
Focus On X232 32 3077 42 4038 27 2596 3 28 0 000 399
Dissatisfaction
(X2.3) X233 34 3269 36 3462 29 278 5 481 0 000 39
Average 4,00

The four (4) dimensions that comprise the business performance variable are as follows:
financial perspective, customer perspective, internal process perspective, and learning and growth

perspective.

Table 6. Descriptive analysis of business performance variables

Alternative Answer Average
Dimension 5 4 3 2 1
(Simbol)
ltem
foo® f @ f %W f %) f (%)
Stakeholder Perspective Y11 28 2692 45 4327 28 2692 2 192 1 09 3,93
(Y1) YL2 31 2081 40 3846 27 2596 5 48 1 09 391
_ Y21 43 4135 34 3269 25 2404 2 192 0 000 4,13
CUStomer(SYF;F)”SpeC“Ve Y22 38 3654 38 3654 26 2500 2 192 0 000 408
Y23 27 259 44 4231 29 2788 4 38 0 000 390
Y24 35 3365 34 3269 29 2788 6 577 0 000 394
Internal Process Y31 34 3269 37 3558 29 2788 4 38 0 000 397
Perspective
Y32 32 3077 42 4038 29 2788 1 09 0 000 401

(¥Y3)
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Leaming&(_;"OWth Y4.1 29 2788 40 3846 32 3077 3 288 0 000 391
Perspective

(Yd) Y4.2 33 31,73 38 3654 31 2981 2 192 0 000 3,98
Average 3,98

SEM Hypothesis Testing
Measurement Model (Outer Model)

The outer model explains how the relationship between service operation strategy
variables, service delivery strategies, and PT. Pertamina (Persero) - Teluk Kabung Integrated
Terminal with each dimension and its constituent indicators is specified. The analytical model
will be displayed in several test parameters measured by the outer model, including Convergent
Validity, Average Variance Extracted (AVE), Composite Reliability, and Cronbach's Alpha.
Figure 3 depicts the model used in this study.

m\ -

Yi.1

Service
Operation
Strategy

Business
Performance

Service
Delivery
Strategy

Figure 3. Model description of service operation strategy, service delivery strategy, and business
performance of PT. Pertamina (Persero) — Integrated Terminal Teluk Kabung

Convergent Validity

The covergen validity value was determined by conducting a study on each loading factor
obtained through model testing using a reflective relationship approach. Its primary goal is to
determine the nature of the relationship between each indicator and the latent variables it
measures. The minimum requirement for the factor loading value that is declared adequate is 0,50
or in the range of 0,50 — 0,60, and it will be stronger if it reaches a minimum of 0,7. (Hair et al.,
2013).
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Figure 4 shows the relationship between service operations strategy variables and
their dimensions and all items that produce factor loading.
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Figure 5. Service delivery strategy variables with dimensions and indicators

Figure 5 shows the relationship between service delivery strategy variables and their
dimensions and all items that produce factor loading.
. The Dimensions and Indicators of Business Performance

The following variable is business performance, which describes the extent to

which PT. Pertamina (Persero) - Teluk Kabung Integrated Terminal achieves each of its
business targets, which include financial, customer, internal process, and learning and
growth perspectives. Figure 4.34 depicts the relationship between the business performance
variables of PT. Pertamina (Persero) - Teluk Kabung Integrated Terminal with their
dimensions using a balanced scorecard approach and all items that are part of the four
balanced scorecard perspectives that are in accordance with organizational needs and
produce factor loading.
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Figure 6. Business performance variables with their dimensions and indicators
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Average Variance Extracted (AVE)

The next step of the outer model is to measure discriminant validity using Average
Variance Extracted (AVE). According to Hair et al., (2013), the value of Average Variance
Extracted (AVE) of a variable must be at least 0,5.
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0.945 0.953 0.917 0.927
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Y2.1
Y3'1 0-850
0.950 va 0.908

Business 0.833 \

Performanc

Figure 7. Measurement of Average Variance Extracted (AVE) for all variables

Composite Reliability

Hair et al., (2017) stated that the Composite Reliability measurement was used to test
internal consistency if the value was greater than or equal to 0,6. The composite reliability value
indicates the consistency value of each indicator used to measure the construct. The higher the
value, the more consistent the indicator in describing the variable/dimension it measures. Table 7
shows the Composite Reliability (c) measurement results.

Table 7. Composite Reliability (pc)

Variabel/Dimensi Simbol pc
Service Operation Strategy X1 0,956
e Process X1.1 0,955
e Service X1.2 0,894
e Customer Orientation X1.3 0,951
e Operation Resources X1.4 0,930
Service Delivery Strategy X2 0,968
e Timeliness X2.1 0,932
e Responsiveness X2.2 0,954
e Focus on Dissatisfaction X2.3 0,951
Business Performance Y 0,970
e Financial Perspective Y1 0,919
e Customer Perspective Y2 0,960
¢ Internal Process Perspective Y3 0,950
e Learning and Growth Perspective Y4 0,948

Description: All variables and dimensions use critical values >0,6 and all are reliable.
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Cronbach's Alpha (a)

Hair et al., (2017) stated that the Cronbach's Alpha measurement was carried out to test
internal consistency provided that the value was at least or equal to 0,6. The consistency value of
each indicator used to measure the construct can be seen from the high or low value of Cronbach's
Alpha. The higher the value, the more consistent the indicator describes the variable/dimension it
measures.

Table 8. Cronbach’s Alpha (@)

Variable/Dimension Symbol A
Service Operation Strategy X1 0,947
Process X1.1 0,907
Service X1.2 0,821
Customer Orientation X1.3 0,896
Operation Resources X14 0,850
Service Delivery Strategy X2 0,964
Punctuality X2.1 0,891
Responsiveness X2.2 0,935
Focus On Dissatisfaction X2.3 0,922
Business Performance Y 0,965
Financial Perspective Y1l 0,824
Customer Perspective Y2 0,944
Internal Process Perspective Y3 0,895
Learning and Growth Perspective Y4 0,890

Description: All variables and dimensions use critical values >0.6 and all are reliable

The Structural Model (Inner Model) of the Relationship between Service Operation
Strategy and Service Delivery Strategy

A structural model analysis was then performed to determine the relationship between the
two independent variables in this study, that is: service operation strategy and service delivery
strategy. In this research model, the relationship between service operations strategy and service
delivery strategy is strong, as indicated by the value of latent variable correlations, which reaches
0,878. This connection makes a lot of economic sense. The role of these two variables together
in improving the business performance of PT. Pertamina (Persero) — Teluk Kabung Integrated
Terminal is also very crucial. The two variables bridge the organization's business processes,
starting from the upstream process to the downstream process. The service operation strategy
accommodates processes from upstream to midstream, while the service delivery strategy
accommodates processes from mid to downstream. The service operation strategy is identical to
a process dominated by internal activities, while the service delivery strategy is more identical to
a process dominated by both internal and external activities.

These two variables are essential for enhancing PT. Pertamina (Persero) - Teluk Kabung
Integrated Terminal's business performance. The business process of the organization begins with
the management of Pertamina’s finished products (BBM), which must then be channeled to the
final consumer via the intermediary of gas station entrepreneurs. This necessitates PT. Pertamina
(Persero) - Integrated Terminal Teluk Kabung's ability to control the operational aspects of its
services and products. The demand for customer satisfaction, which in this study is also an
indicator of one of the dimensions of the service delivery strategy variable, is one of the findings
and expectations highlighted in the descriptive analysis.

To deliver services effectively, service operations must be strengthened, one of which is
Pertamina’s ability to provide various services and use information technology as needed. This is
also consistent with the findings of Ramdhani et al., (2017), who discovered a strong direct
proportional relationship between service delivery and customer satisfaction. Furthermore, the
strength of the relationship between service operation and service delivery strategies will
eventually attract more Pertamina business partners to collaborate or form strategic partnerships,
particularly in the distribution and sale of fuel. When the collaboration of interested parties has
truly provided benefits and value to each stakeholder, customer or partner loyalty will eventually
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be built. One of the expectations of business partners is the existence of various service needs or
the assumption of a unique or unique service.

This is also consistent with the findings of Akafia et al., (2017), who investigated the
impact of service operations strategy on supply chain performance in automotive companies. The
study determined the impact of Toyota Ghana Company Limited's new service strategy on supply
chain performance (TGCL). This study was carried out to assess the impact of Toyota Ghana
Company Limited's (TGCL) new service strategy on supply chain performance, which provides
access to clients outside of the company's four coverage areas. The study's findings show that
TGCL encourages businesses to implement new service strategies as part of the innovation
process.

The Structural Model (Inner Model) of the Proposition of Service Operation Strategy
Affects Business Performance

A structural model mechanism (inner model) is required to obtain the parameters needed
to assess the extent to which the service operation strategy can improve the business performance
of PT. Pertamina (Persero) - Integrated Terminal Teluk Kabung, including: coefficient of
determination (R2), predictive relevance (Q2), and Goodness of Fit (GoF). According to the
coefficient of determination test (R2), the ability of the service operation strategy variable to bring
up the existence of business performance variables is quite strong, with a determination
coefficient value of 0,739 or 73,90 percent, while variables not examined raise the remaining
26,10 percent. The value of predictive relevance (Q2) is measured to see how far the diversity of
data in this study can examine the phenomenon of the problem. The results of the model analysis
can explain 73,90 percent of the diversity of the data used to investigate the phenomena in the
research model. The Goodness of Fit (GoF) index is used to predict the overall model by analyzing
the results of the measurement and structural models. The GoF value is 0,837, which is considered
high. The observations yielded the expected GoF score, which was assigned to the appropriate
category.

The Structural Strategy Model (Inner Model) of the Proposision of Service Delivery Can
Improve Business Performance

A structural model mechanism (inner model) is required to obtain the parameters needed
to assess the extent to which the service delivery strategy can improve the business performance
of PT. Pertamina (Persero) - Integrated Terminal Teluk Kabung, including: coefficient of
determination (R2), predictive relevance (Q2), and Goodness of Fit (GoF). The ability of the
service delivery strategy variable to generate the existence of the business performance variable
is quite strong, with a coefficient of determination of 0,763 or 76,30 percent, while variables that
are not examined raise the remaining 23,70 percent. The results of the model analysis can explain
76,30 percent of the diversity of the data used to investigate the phenomena in the research model.
Based on the calculation results, it is possible to conclude that the model belongs to the high
category. The observations show that the GoF value is in line with expectations, indicating that
the model is in the appropriate category.

Hypothesis Test
H1: service operation strategy has a strong relationship with service delivery strategy.

The analysis results show that the latent variable correlation of the relationship between the
service operation strategy variable and the service delivery strategy variable is 0,878, indicating
that the two variables in this study are strongly correlated. The strong relationship between service
operation strategy and service delivery strategy as determined by causality analysis using latent
variable correlations is very reasonable. The two variables connect the organization's business
processes from upstream to downstream. The service operation strategy accommodates processes
from upstream to midstream, whereas the service delivery strategy accommodates processes from
midstream to downstream. The service delivery strategy is more similar to a process dominated
by both internal and external activities than the service operation strategy. This is also consistent
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with Akafia et al., (2017)'s research, which discovered that service operations strategies motivate
service delivery strategies.

H2: Service operation strategy has a positive and significant effect on business performance

The population correlation coefficient (R2) of 0,739 is not equal to zero. As a result, the
second hypothesis, that service operation strategy has a positive and significant effect on business
performance, is supported. Partially, the service operation strategy has a relatively strong
determinant impact on the business performance of PT. Pertamina (Persero) - Integrated Terminal
Teluk Kabung. This is consistent with Arias-Aranda (2002) research, which emphasizes service
operation strategy, flexibility, and company performance. The research provides contributions or
findings that demonstrate that the Service Operations Strategy has a significant direct and positive
effect on financial and non-financial performance.

H3: Service delivery strategy has a positive and significant impact on business performance

The population correlation coefficient (R2) of 0,763 is not equal to zero. As a result, it is
possible to conclude that the service delivery strategy has a positive and significant impact on
business performance. The service delivery strategy is critical for improving the business
performance of PT. Pertamina (Persero) - Teluk Kabung Integrated Terminal. The organization's
business process begins with the management of Pertamina’s finished products (BBM), which
must then be distributed to final consumers via the intermediary of gas station entrepreneurs,
which leads PT. Pertamina (Persero) - Integrated Terminal Teluk Kabung to be able to control the
service operational and services delivery aspects. The demand for customer satisfaction, which in
this study is also an indicator of the service delivery strategy variable, is one of the findings and
expectations highlighted in the descriptive analysis.

Several important findings emerged from the results of the service operation strategy
variable investigation, including: PT. Pertamina (Persero) - Teluk Kabung Integrated Terminal is
still regarded as inadequate in regards to achieving business performance, particularly in terms of
customer satisfaction. The majority of gas station owners in West Sumatra believe that if PT.
Pertamina (Persero) - Integrated Terminal Teluk Kabung focuses on the customer, the company's
performance will improve. The second finding is in the area of responsiveness, where the majority
of gas station owners believe PT. Pertamina (Persero) - Integrated Teluk Kabung still does not
have adequate response time when consumers require it. This could indicate that the organization
is satisfied with its current progress and is not prepared to adapt if the environment changes
abruptly. To be able to deliver services effectively, certain competencies must be strengthened,
one of which is Pertamina's ability to provide various (typical) services and use information
technology as needed. This is also consistent with the findings of Ramdhani et al., (2017), who
discovered a strong direct proportional relationship between service delivery and customer
satisfaction. Meanwhile, service operations are critical to service delivery.

The service delivery strategy will eventually entice more Pertamina business partners to
collaborate or form strategic alliances, particularly in the distribution and sale of fuel. When the
collaboration of interested parties has truly provided benefits and value to each stakeholder,
customer or partner loyalty will eventually be built. When business partners perceive the benefits
and value, it has the potential to increase the loyalty of partners who are shown repeat purchases
or word-of-mouth promotions. This is also consistent with the findings of Daddie and Akani's
(2020) study of online retail in Rivers State, which provided insight into the relationship between
service delivery strategies and customer satisfaction. This study's major finding are repeat
purchases and word-of-mouth promotions, which provide understanding into how organizations
can develop appropriate service delivery strategies to improve business performance. As a result
of mutually beneficial cooperation, success in improving business performance will eventually
attract this business and foster customer loyalty.
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CONCLUSIONS

PT Pertamina (Persero) - Integrated Teluk Kabung has a good overall performance.
However, some gas station owners believe that PT Pertamina (Persero) - Integrated Terminal
Teluk Kabung's ability to provide flexible, quick, and effective responses to its partners is still
limited. Some gas station owners also felt that the management of PT Pertamina (Persero) -
Integrated Teluk Kabung was slow to respond to complaints from their partners.

The strength of the relationship between service operations strategy and service delivery
strategy at PT Pertamina (Persero) - Teluk Kabung Integrated Terminal has attracted business
partners (gas station entrepreneurs). The strong relationship between these two aspects also
connects internal and external interests. The relationship between the two aspects represents the
continuity of the process from upstream to downstream, which can provide good value to the
organization, business partners, and end consumers. Furthermore, the service operation and
service delivery strategies have been partially proven to improve the company's business
performance.

This research can be expanded by taking a different or broader unit of analysis and
observation (respondents) into account, both within Pertamina's business environment and in
other similar business environments or relevant to the service sector. Further research can be
directed toward studies with different perspectives, such as strategic supply chain management,
digital procurement, strategic procurement maturity, lean procurement, strategic supplier
relationship management, and so on.
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Appendix 1.

Tabel of Variables Operationalizations

VARIABLES DIMENSIONS

INDICATORS

QUESTIONS

ITEMS

Process
Orientation
(X1.1)

Strategi Operasi
Jasa (X1)

Service
Orientation
(X1.2)

Customer
Orientation
(X1.3)

Operations
Resources
(X1.4)

Operations Layout

Process
Standarditations

Different Servicess

Penggunaan
Teknologi
Informasi

Back And Front
Office
Relationship

Customer
Participation Rate

New Service
Development

Tangible

The level of accuracy of PT. Pertamina
(Persero) - Integrated Terminal Teluk
Kabung in determining it’s business
OPERATION LAYOUT to serve the
market in the West Sumatra region.

The level of accuracy of PT. Pertamina
(Persero) - Teluk Kabung Integrated
Terminal in establishing
STANDARDIZATION of its business
processes to serve the market in the
West Sumatra region.

The level of accuracy of PT. Pertamina
(Persero) - Integrated Terminal Teluk
Kabung in choosing ways to maintain
customer loyalty by providing
DIFFERENT SERVICES.

The level of accuracy of PT. Pertamina
(Persero) - Integrated Terminal Teluk
Kabung in optimizing the USE OF
INFORMATION TECHNOLOGY
through the implementation of ERP
(SAP) for ease of service operation.

The level of accuracy of PT. Pertamina
(Persero) - Integrated Terminal Teluk
Kabung in maintaining the solididty of
BACK AND FRONT OFFICE
RELATIONSHIP to improve service
quality.

The level of accuracy of PT. Pertamina
(Persero) - Integrated Terminal Teluk
Kabung in utilizing the LEVEL OF
CUSTOMER PARTICIPATION to
obtain suggestions for improvement in
improving service quality.

The level of accuracy of PT. Pertamina
(Persero) - Integrated Terminal Teluk
Kabung in maintaining customer
loyalty by actively developing
DEVELOPMENT NEW SERVICE.

The level of accuracy of PT. Pertamina
(Persero) - Integrated Terminal Teluk
Kabung in optimizing TANGIBLE
RESOURCES to improve service
operation capabilities.

X1.1.1

X1.1.2

X1.2.1

X1.2.2

X1.2.3

X1.3.1

X1.3.2

X141
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VARIABLES DIMENSIONS INDICATORS

QUESTIONS

ITEMS

Intangible

The level of accuracy of PT. Pertamina
(Persero) - Integrated Terminal Teluk
Kabung in optimizing INTANGIBLE
RESOURCES to improve service
operation capabilities.

X1.4.2

Note: All items are ordinal scale

VARIABLES DIMENSIONS INDICATORS

QUESTIONS

ITEMS

Service Delivery ~ Timeliness
Strategy (X2.1)
(X2)

Efficiency

Save Customer
Time

Reduce Customer

Stress

Response
(X2.2)

Fast Response

Flexible
Response

Effective
Response

Favourable
Response

Consistent
Performance

Focus on the
Dissatisfaction
(X2.3)

The level of accuracy of PT. Pertamina
(Persero) - Teluk Kabung Integrated
Terminal in eliminating the bureaucracy
to increase EFFICIENCY in delivering
its services.

The level of accuracy of PT. Pertamina
(Persero) - Integrated Terminal Teluk
Kabung in providing an online order
mechanism to SAVE CUSTOMER
TIME.

The level of accuracy of PT. Pertamina
(Persero) - Integrated Terminal Teluk
Kabung in simplifying supply chain
lines to REDUCE CUSTOMER
STRESS.

The level of accuracy of PT. Pertamina
(Persero) - Teluk Kabung Integrated
Terminal in operating 24-hour customer
service to provide FAST RESPONSE to
consumers.

The accuracy of PT. Pertamina
(Persero) - Integrated Terminal Teluk
Kabung in operating several 24-hour
consumer services alternatives to
provide FLEXIBLE RESPONSE to
consumers.

The level of accuracy of PT. Pertamina
(Persero) - Integrated Terminal Teluk
Kabung in providing skilled customer
service staffs to provide EFFECTIVE
RESPONSE to customer.

The level of accuracy of PT. Pertamina
(Persero) - Integrated Terminal Teluk
Kabung in providing customer service
staffs to provide FAVOURABLE
RESPONSE to customers.

The level of accuracy of PT. Pertamina
(Persero) - Integrated Terminal Teluk
Kabung in controlling the achievement
of important targets to maintain
CONSISTENT PERFORMANCE.

X2.1.1

X2.1.2

X2.1.3

X221

X2.2.2

X2.2.3

X2.2.4

X2.3.1

415

Jurnal Manajemen
dan Organisasi
(IMO),

Vol. 13 No. 4,
Desember 2022,
397-417



Jurnal Manajemen
dan Organisasi
(IMO),

Vol. 13 No. 4,
Desember 2022,
397-417

VARIABLES DIMENSIONS [INDICATORS

QUESTIONS

ITEMS

Adequate Service The level of accuracy of PT. Pertamina

Custom Service

(Persero) - Teluk Kabung Integrated
Terminal in selecting a continuous
improvement management system to
ensure ADEQUATE SERVICE.

The level of accuracy of PT. Pertamina
(Persero) - Integrated Terminal Teluk
Kabung in providing consumers’ voice
media in order to facilitate customer-
need oriented service (CUSTOM
SERVICE).

X2.3.2

X2.3.3

Note: All items are ordinal scale

VARIABLES DIMENSIONS [INDICATORS

QUESTIONS

ITEMS

Business Financial Growth
Performance Performance

(Y) (Y1)

Rate of Return

Customer Market Share
Perspectives

(Y2)

Customer
Retention

Consumers
Acquisition

Customer
Satiffactions

Internal Business
Process
Perspectives
(Y3)

Operation
Process

The level of competence of PT.
Pertamina (Persero) - Integrated
Terminal Teluk Kabung in maintaining
its business GROWTH.

The level of competence of PT.
Pertamina (Persero) - Integrated
Terminal Teluk Kabung in achieving
the expected RATE OF RETURN.

The level of competence of PT.
Pertamina (Persero) - Integrated
Terminal Teluk Kabung in maintaining
MARKET SHARE in the West
Sumatra region from the threat of
competitors.

The level of competence of PT.
Pertamina (Persero) - Integrated
Terminal Teluk Kabung in conducting
CUSTOMER RETENTION in the
West Sumatra region.

The level of competence of PT.
Pertamina (Persero) - Integrated
Terminal Teluk Kabung in conducting
CONSUMER ACQUISITION (the
ability to get new consumers) in the
West Sumatra region.

The level of competence of PT.
Pertamina (Persero) - Integrated
Terminal Teluk Kabung in improving
CONSUMER SATISFACTION in the
West Sumatra region.

The level of competence of PT.
Pertamina (Persero) - Integrated
Terminal Teluk Kabung in optimizing
the OPERATION PROCESS.

Y11

Y12

Y21

Y22

Y 23

Y24

Y31
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VARIABLES DIMENSIONS INDICATORS QUESTIONS ITEMS
After Sale The level of competence of PT. Y 3.2
Service Process Pertamina (Persero) - Integrated
Terminal Teluk Kabung in optimizing
the AFTER SALE SERVICE
PROCESS.
Learning and Worker The level of competence of PT. Y 4.1
Growth Capability Pertamina (Persero) - Integrated
Perspectives Terminal Teluk Kabung in optimizing
(Y4) WORKER CAPABILITY.
Motivation, The level of competence of PT. Y 4.2
Strength And  Pertamina  (Persero) - Integrated
Harmony Terminal Teluk Kabung to promote

MOTIVATION, STRENGTH AND
HARMONY.
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