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ABSTRAK

Pertumbuhan pesat Jakarta sebagai pusat ekonomi dan pemerintahan
mendorong peningkatan kebutuhan akan SPBU. SPBU kini tidak hanya berfungsi
sebagai penyedia bahan bakar, tetapi juga dituntut memberikan pelayanan yang
efisien dan berkesan. Dalam persaingan industri bahan bakar yang ketat, kualitas
layanan terutama interaksi antara frontliner dan pelanggan menjadi faktor kunci
dalam membentuk persepsi merek, kepuasan, dan loyalitas konsumen. SPBU Shell
Suprapto-2 menjadi salah satu contoh menarik karena memiliki rating pelayanan
lebih rendah dibandingkan cabang lainnya, sehingga menimbulkan pertanyaan
mengenai kompetensi komunikasi frontliner dalam memberikan pelayanan.

Penelitian ini dilakukan karena adanya perbedaan kualitas pelayanan di
SPBU Shell Suprapto-2 dibandingkan cabang lain. Fokus penelitian adalah
menganalisis kompetensi komunikasi frontliner dalam memberikan pelayanan
kepada pelanggan. Konsep yang digunakan mengacu pada lima dimensi
kompetensi komunikasi menurut Spitzberg & Cupach, yaitu motivasi, pengetahuan,
keterampilan, kecocokan, dan efektivitas, serta aspek komunikasi verbal, non-
verbal, empati, kejelasan, dan adaptasi.

Penelitian ini menggunakan pendekatan kualitatif dengan metode deskriptif
kualitatif. Data dikumpulkan melalui wawancara, observasi, dan dokumentasi.
Teknik analisis data dilakukan dengan pengumpulan

data, reduksi data, penyajian data, dan penarikan kesimpulan, dengan
keabsahan data diperiksa melalui triangulasi.

Hasil penelitian menunjukkan bahwa frontliner SPBU Shell Suprapto-2
memiliki kemampuan komunikasi verbal dan non-verbal yang berperan penting
dalam membangun kepuasan pelanggan, namun masih terdapat hambatan seperti
kurangnya kejelasan informasi dan keterbatasan adaptasi terhadap karakter
pelanggan yang beragam. Meskipun demikian, sikap ramah, empatik, dan perhatian
tetap menjadi faktor pendukung utama dalam menciptakan pengalaman pelayanan
yang positif.

Kata Kunci: Kompetensi komunikasi, Frontliner, Pelayanan Prima, SPBU Shell.
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ABSTRACT

The rapid growth of Jakarta as an economic and governmental center has
driven increasing demand for gas stations (SPBU). Today, SPBU are not only fuel
providers but are also expected to deliver efficient and memorable service. In the
highly competitive fuel industry, service quality particularly the interaction
between frontliners and customers becomes a key factor in shaping brand
perception, customer satisfaction, and loyalty. SPBU Shell Suprapto-2 serves as an
interesting case, as it has lower service ratings compared to other branches, raising
questions about the communication competence of its frontliners in delivering
service.

This study was conducted due to differences in service quality at SPBU Shell
Suprapto-2 compared to other branches. The research focuses on analyzing the
communication competence of frontliners in providing customer service. The
concept applied refers to the five dimensions of communication competence
proposed by Spitzberg & Cupach, namely motivation, knowledge, skills,
appropriateness, and effectiveness, along with aspects of verbal communication,
non-verbal communication, empathy, clarity, and adaptability.

The study employs a qualitative approach with descriptive qualitative
methods. Data were collected through interviews, observations, and
documentation. Data analysis techniques included data collection, reduction,
presentation, and conclusion drawing, with data validity examined through
triangulation.

The findings reveal that frontliners at SPBU Shell Suprapto-2 possess
verbal and non-verbal communication skills that play an important role in building
customer satisfaction. However, challenges remain, such as lack of clarity in
information delivery and limited adaptability to diverse customer characteristics.
Nevertheless, friendliness, empathy, and attentiveness continue to serve as key
supporting factors in creating positive service experiences.

Keywords: Communication competence, Frontliner, Service Excellence, SPBU
Shell.
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