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4,0882 4,0614
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SERVICE QUALITY INDEX 2023

A3. SHOPPING

Others 4,1839 4,2036 4,1987 4,1599 4,1867 4,1996 4,1931
Industry 4,4093 4,3428 4,3436 4,3461 4,3590 4,3702 4,3646

A4. HOME BUILDER

Others 4,0000 4,0000 4,0000 4,0000 4,0000 4,4667 4,2325
Industry 4,0000 4,0000 3,9813 3,9733 3,9884 4,3316 4,1594

A5. FAST FOOD

Others 3,5000 3,5000 3,5000 3,5000 3,5000 4,0000 3,7509
Industry 4,4294 3,9322 3,9350 3,9096 4,0420 4,3672 4,2052

Carre,

CUSTOMER EXPERIENCE EXPERT
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SERVICE QUALITY INDEX 2023

A6. TRAIN TICKET

Others 3,9143 3,7190 3,8524 3,9524 3,8574 4,0048 3,9312
Industry 4,1496 4,2126 4,1299 4,2126 4,1775 4,0315 4,1044

A7. AIRLINE TICKET

Others 4,6131  4,6214  4,4542  4,2238 44745 42321 4,3532
Industry 43665 44783 43820 43168  4,3868  4,1366 4,2616

A8. DELIVERY SERVICE

Others 3,7727 3,9039 4,1774 4,0055 3,9660 3,9527 3,9594
Industry 4,1616 4,1990 4,2510 4,2385 4,2127 3,9796 4,0967

B. ONLINE USAGE EXPE RIEN CE NN AR N
B1. BILL PAYMENT

Others 3,8889 4,0556 3,9583 3,9722 3,9710 4,1111 4,0408
Industry 4,3944 4,4707 4,4198 4,4351 4,4309 4,2112 4,3214
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SERVICE QUALITY INDEX 2023

B2. CAR RENTAL SERVICES

Traveloka 4,2000 4,0000 4,1000 4,0857 4,0926 4,0000 4,0464 DIAMOND
Tiket.com 4,3333 3,6333 3,9333 3,9667 3,9532 3,8667 3,9101
Movic 4,0000 3,7000 3,6333 3,8333 3,7852 4,0333 3,9089
Drive.ID 4,2000 3,4667 3,6000 3,6000 3,7008 3,9667 3,8333
Others 3,5944 4,1944 4,1667 3,8111 3,9534 3,8389 3,8964
Industry 4,1067 3,7800 3,8833 3,8733 3,9041 305553 3,9187

B3. DOCTOR CONSULTATION

alodokter 4,1613 4,0645 4,0806 3,8710 4,0447 4,1935 4,1205 DIAMOND
halodoc 4,1515 3,7879 3,7879 3,8485 3,8906 4,1818 4,0389 DIAMOND
sehatQ 4,1000 3,8000 3,8500 3,8000 3,8855 3,9667 3,9268
Others 3,0000 3,5000 3,5000 3,5000 3,3792 3,5000 3,4407
Industry 4,1146 3,8750 3,8958 3,8333 3,9281 4,1042 4,0178

Ca

CUSTOMER EXPERIENCE EXPERT

ﬁ
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SERVICE QUALITY INDEX 2023

B4. TRANSPORTATION

Others 4,5000 4,0000 4,0000 3,5000 3,9928 4,0000 3,9964
Industry 4,3418 4,0158 3,9668 3,9462 4,0608 4,3449 4,2037

B5. INTERNET SERVICES

Others 3,8571 4,0000 3,7619 3,9643 3,8975 3,7857 3,8418
Industry 3,8795 3,9639 3,8976 3,8554 3,8999 4,4578 4,1781

B6. PAY TV SERVICES

Others 3,6667 3,4615 3,3205 3,3590 3,4469 3,7436 3,5948
Industry 3,9580 4,1189 4,1364 4,1538 4,0953 3,9161 4,0060

C. OFFLINE PURCHASE EXPERIEN CE N R
C1. LIFE AND HEALTH INSURANCE

Others 4,1007 3,7694 3,6908 3,7837 3,8304 4,1007 3,9646
Industry 4,1388 4,1435 4,1627 4,2392 4,1723 4,2297 4,2008

Carre,

CUSTOMER EXPERIENCE EXPERT
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SERVICE QUALITY INDEX 2023

C2. CAR INSURANCE

Others 3,2500 3,7500 4,0000 4,0000 3,7495 4,0000 3,8751
Industry 4,2658 4,3038 4,2911 4,2468 4,2775 4,3038 4,2907

C3. AUTOMOTIVE 4W

Others 4,3750 3,6250 3,6250 3,8750 3,8631 4,3750 4,1120
Industry 4,3454 3,9278 3,9201 3,8711 4,0121 4,3969 4,1992

C4. AUTOMOTIVE 2W
Dealerfonda 44167 41833 41500 40833 4208 41667 41850  DIAMOND

Industry 4,2842 4,0737 4,0526 4,0105 4,1004 4,1474 4,1235

C5. MODERN HOME BUILDER
GKEA . 48000 43000 43000 42667 43154 45333 44216 DIAMOND.

Others 4,0000 5,0000 3,0000 4,0000 3,9936 3,0000 3,5094

Industry 4,1200 4,3371 4,3286 4,1143 4,2308 4,1086 4,1712
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SERVICE QUALITY INDEX 2023

C6. DEPARTMENT STORE

Others 4,0000 3,9375 3,9688 4,0000 3,9752 4,0000 3,9873
Industry 4,0128 4,0000 4,0128 3,9808 4,0015 4,0128 4,0071

C7. MODERN MARKET STORE

Others 4,0934 4,2406 3,9771 4,2010 4,1251 4,0254 4,0760
Industry 4,1423 4,1733 4,1423 4,1312 4,1477 4,2314 4,1890

C8. ELECTRONIC STORE

Others 4,1843 4,2653 4,1898 4,1799 4,2065 4,0631 4,1359
Industry 4,1625 4,2875 4,2813 4,2563 4,2523 4,1625 4,2081

C9. MINI MARKET STORE

Others 4,2166 4,3254 4,4126 4,4341 4,3488 4,1194 4,2331
Industry 4,1855 4,2464 4,2681 4,3362 4,2594 4,2377 4,2485
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SERVICE QUALITY INDEX 2023

C10. CELLULAR TELECOMMUNICATION

3 Store untuk 3 (Three) 4,2258 3,9677 4,1613 4,0323 4,0950 3,8710 3,9855
Industry 4,2238 4,2141 4,2068 4,1557 4,1998 4,2603 4,2294

C11. FAST FOOD RESTAURANT

Others 4,0000 4,1500 4,3000 4,5500 4,2532 4,0500 4,1512
Industry 4,2492 4,2328 4,2852 4,2295 4,2497 4,2754 4,2626
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SERVICE QUALITY INDEX 2023

C12. TRAIN TICKET SERVICE

Others 4,3143 3,8857 3,8857 3,8143 3,9647 4,2429 4,1040
Industry 4,2596 4,1250 4,2644 4,0769 4,1781 4,3173 4,2478

C13. ELECTRONIC HOUSEHOLD

Others 4,0606 3,8896 4,3011 4,3333 4,1467 4,0000 4,0732
Industry 4,3099 4,4138 4,1488 4,3347 4,3031 3,9256 4,1141

C14. AIR CONDITIONING (AC)

Others 4,0000 3,8304 3,9851 4,1181 3,9824 4,2103 4,0965
Industry 3,9735 3,9210 3,9093 4,0000 3,9505 4,2920 4,1215

D. OFFLINE USAGE EXP ERIE N CE NN
D1. PRIORITY BANKING

Industry 4,1859 4,2598 4,2244 4,4634 4,2808 4,4398 4,3604
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SERVICE QUALITY INDEX 2023

D2. REGULAR BANKING

Others 3,9303 3,9279 4,0940 4,0812 4,0096 4,1282 4,0695
Industry 4,3014 4,2977 4,2604 4,3667 4,3055 4,4014 4,3540

D3. SHARIA BANKING

BankSyariah indonesia 42304 41471 41555 42353 41907 41176 41542  DIAMOND
BankCentral Asia Syariah 41515 41818 42251 42879 42131 40606 41370  DIAMOND
BankCIMBSyariah 40444 39708 40619 43000 40949 39667 40309  GOLDEN

Others 4,1111 4,1250 4,1667 4,1667 4,1433 4,0000 4,0718
Industry 4,1458 4,1070 4,1552 4,2644 4,1684 4,0481 4,1083

D4. PLATINUM CREDIT CARD

Others 4,0961 4,2042 4,0775 3,9417 4,0803 3,7000 3,8871
Industry 4,3312 4,3380 4,2962 4,1639 4,2815 4,1261 4,2025

D5. GOLD CREDIT CARD

Others 3,9386 4,0463 3,8935 4,1284 4,0029 3,7045 3,8542
Industry 4,2865 4,3203 4,3101 4,2000 4,2801 4,0333 4,1571
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SERVICE QUALITY INDEX 2023

D6. SILVER CREDIT CARD

Others 3,6850 3,7742 3,7531 3,8417 3,7644 3,6528 3,7074
Industry 4,1906 4,2169 4,1670 4,0922 4,1681 4,0273 4,0962

D7. FINANCING AUTOMOTIVE 4W

Others 4,1250 4,6250 4,2500 4,5000 4,3785 4,7500 4,5693
Industry 4,3210 4,0494 4,0401 4,0556 4,1126 4,1543 4,1340

D8. FINANCING AUTOMOTIVE 2W

Others 2,6667 3,4667 2,9667 2,3333 2,8730 3,2000 3,0318
Industry 4,2308 4,0577 4,1410 4,1603 4,1452 4,1859 4,1650

D9. TOLL ROAD

Others 3,8333 4,0000 4,1667 3,6667 3,9241 4,0000 3,9617
Industry 3,9617 4,1196 4,0813 4,0957 4,0658 3,9713 4,0190
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SERVICE QUALITY INDEX 2023

D10. PUBLIC FUEL FILLING STATION

Others 4,0000 3,0000 4,0000 4,0000 3,7265 4,0000 3,8635
Industry 4,1549 4,0606 4,0707 4,0471 4,0781 4,1178 4,0980

D11. CAR RENTAL

Indorent 3,8438 4,0938 4,0000 3,9375 3,9742 3,6563 3,8152
Industry 4,0984 4,1503 4,1606 4,1399 4,1391 4,0829 4,1110

D12. MOBILE AND SMARTPHONE AFTERSALES SERVICE

Others 5,0000 3,6667 3,6667 4,3333 4,1479 3,6667 3,9073
Industry 4,1471 4,1471 4,1887 4,1618 4,1615 4,1029 4,1322

D13. LAPTOP AFTERSALES SERVICE

Others 3,7667 3,4622 3,4256 3,6822 3,5788 3,6667 3,6227
Industry 3,8527 3,8746 3,9013 3,9969 3,9056 3,9185 3,9120
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SERVICE QUALITY INDEX 2023

D14. PRINTER AFTERSALES SERVICE

Industry 4,2435 4,2756 4,2661 4,2480 4,2585 3,9922 4,1259

D15. GENERAL HOSPITAL

Others 3,8750 3,7500 3,3750 3,7500 3,6816 3,9750 3,8281
Industry 4,0323 3,5197 3,5860 3,5986 3,6778 4,0538 3,8656

D16. CLINICAL LABORATORY

Others 3,8133 3,7688 3,6821 3,7300 3,7475 4,0800 3,9167
Industry 3,8893 3,8677 3,8264 3,9270 3,8767 4,4672 4,1773

D17. BEAUTY CLINIC

Others 4,0000 4,0000 3,9667 4,4000 4,0889 4,0000 4,0449
Industry 4,2464 4,3507 4,3175 4,3460 4,3165 4,2322 4,2748
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SERVICE QUALITY INDEX 2023

D18. HOME APPLIANCE AFTERSALES SERVICE

Others 3,9000 4,0333 3,5938 3,8667 3,8479 4,0000 3,9231
Industry 4,0986 4,2435 4,1370 4,1594 4,1608 4,2899 4,2246

D19. INTERNET SERVICE PROVIDER (ISP)

Others 3,2667 3,6667 3,9500 4,2000 3,7818 3,5333 3,6608
Industry 3,9944 3,9274 3,9777 3,9441 3,9603 4,0894 4,0231

Carre,

CUSTOMER EXPERIENCE EXPERT
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SERVICE QUALITY INDEX 2023

D20. DOMESTIC AIRLINE

Others 39737 3,6491 4,1272 3,9386 3,9219 4,2193 4,0676
Industry 4,0777 4,1351 4,1622 4,1014 4,1197 4,1081 4,1140

D21. DOMESTIC AIRPORT

Others 3,7588 3,7412 3,6908 4,1184 3,8277 3,1842 3,5121
Industry 4,1553 4,1667 4,1518 4,1781 4,1630 4,1370 4,1503
D22. TAXI

Others 3,7667 3,8333 3,7500 3,8667 3,8045 3,8333 3,8186
Industry 4,0670 4,0804 4,0938 4,0893 4,0828 4,1384 4,1101
D23. PAY TV

Others 3,5000 4,1667 4,2083 3,7500 3,9238 3,8333 3,8792
Industry 4,1574 4,2870 4,1343 4,0833 4,1673 4,0370 4,1031

Carre,

CUSTOMER EXPERIENCE EXPERT
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D24. PARKING SERVICE

Others 3,9103 3,8333 3,7813 3,8333 3,8384 3,9487 3,8937
Industry 3,9040 4,2147 4,1497 4,1921 4,1177 3,9096 4,0134

D25. AFTER SALES SERVICE FOR ELECTRONIC HOUSEHOLD

Others 4,0000 3,7857 3,9688 3,7500 3,8713 4,0000 3,9357
Industry 4,0115 3,8725 3,8979 3,9060 3,9193 4,2752 4,0975

D26. AFTER SALES SERVICE FOR AIR CONDITIONING (AC)

Others 5,0000 3,6250 3,8750 3,5000 3,9699 3,7500 3,8598
Industry 4,0102 4,1107 4,0949 4,0273 4,0622 3,9543 4,0082

D27. DELIVERY SERVICES

Others 3,8473 3,9604 4,1854 4,0135 4,0028 3,9527 3,9778
Industry 4,2012 4,2386 4,2751 4,2529 4,2422 3,9844 4,1139
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