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ABSTRAK

Laporan Magang ini membahas prosedur pelayanan di PT Taspen (Persero) Kantor
Cabang Bekasi, khususnya pada bagian Layanan Informasi. Kegiatan magang
dilaksanakan selama kurang lebih dua bulan terhitung mulai dari bulan Maret hingga
April 2026. Tujuan penulisan laporan ini adalah untuk mendeskripsikan prosedur
pengajuan klaim pensiun pertama, enrollment dan autentikasi pada aplikasi Andal by
Taspen, menganalisis pelaksanaannya menggunakan fungsi manajemen POAC
(Planning, Organizing, Actuating, Controlling), serta menilai kualitas pelayanan
menggunakan pendekatan SERVQUAL yang terdiri dari lima dimensi yaitu Tangibles,
Reliability, Responsiveness, Assurance, dan Empathy. Hasil pengamatan menunjukkan
bahwa prosedur pelayanan secara keseluruhan telah terlaksana sesuai alur yang
ditetapkan. Namun terdapat beberapa kendala yang ditemukan di lapangan, di
antaranya ketidakstabilan sistem digital, kondisi perangkat kerja yang kurang optimal,
serta keterbatasan literasi digital peserta pensiun yang memengaruhi kelancaran
layanan. Dari sisi kualitas pelayanan, dimensi Empathy dan Assurance menjadi
kekuatan utama layanan, sementara dimensi Reliability dan Tangibles masih perlu
mendapat perhatian lebih untuk ditingkatkan.

Kata Kunci: Prosedur Pelayanan, Manajemen POAC, SERVQUAL
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ABSTRAK

This Internship Report discusses the service procedures at PT Taspen (Persero) Bekasi
Branch Office, particularly in the Information Service division. The internship was
conducted for approximately two months from March to April 2026. The purpose of
this report is to describe the procedures for the first pension claim submission process
as well as enrollment and authentication on the Andal by Taspen application, analyze
their implementation using the POAC management function (Planning, Organizing,
Actuating, Controlling), and assess service quality using the SERVQUAL approach
consisting of five dimensions namely Tangibles, Reliability, Responsiveness,
Assurance, and Empathy. The observations indicate that the service procedures have
generally been carried out in accordance with the established flow. However, several
obstacles were found in the field, including digital sistem instability, suboptimal work
equipment conditions, and limited digital literacy among pension participants that
affected service smoothness. In terms of service quality, the Empathy and Assurance
dimensions are the main strengths of the service, while the Reliability and Tangibles
dimensions still require more attention for improvement.

Keywords: Service Procedure, Management POAC, SERVQUAL
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