
 

 

 

ABSTRACT 

 

 

In the competition era and insurance industry growth after the crisis in the end of 

2008, insurance companies are required to have a strategy to minimize the 

companies’ threat as lapse policies increment and new business decrement. The 

one of strategy that can accommodate this is to improve service quality to the 

customers. By providing the expected service according to the perception of the 

service can improve the customer’s satisfaction and will tend a loyalty to the 

company. Therefore this thesis focuses on the importance and satisfaction 

analysis of the quality performance of insurance services. Through the end-user 

survey of the importance and satisfaction service, studied and analyzed the gaps 

using the Importance of Performance Analysis (IPA). The results showed that the 

gap between importance and performance are in the best quadrant, it means the 

company’s performance just needs to be maintained. While in the question point 

gap review, shows that service performances of the company are not totally equal 

with the service importance, and this fact needs to be reviewed by the company to 

improve the persistency. 
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