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ABSTRACT

The objectives of this study were (1) to study the satisfaction of Insurance
Customers on the services provided by Social Security Office Area 6 (2) to compare the
satisfaction of the Insurance Customers on the services provided by Social Security Office
Area 6, categorized by personal factors (3) to recommend the improvement of the services
provided by Social Security Office Area 6.

This research was a survey research. 414 samples who were random
systematically were representatives of the recipients of services provided by the Social
Security Office Area 6. Questionnaire used as instrument was divided into three parts with
0.9667 Croncach’s Alpha Coefficient reliability test. Statistical tools employed were
percentage, mean, standard deviation and variation analysis. Data was analyzed by computer
program.

The research found that (1) the satisfaction of service recipients on the service of
Social Security Office Area 6 was at high level, when considered each aspect, the satisfaction
was high on service process, service personnel and facilities aspects (2) as for the hypothesis
test, it was found that marital status and level of information perception on Social Security
Office Area 6 were related to the satisfaction on the service of Social Security office Area 6

with statistical level of significant (P<0.5).
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