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ABSTRAK

PT Margabumi Matraraya merupakan perusahaan yang bergerak di bidang
pengelolaan dan pengoperasian jalan tol Surabaya-Gresik. Perusahaan ini
bertanggung jawab memastikan operasional jalan tol berjalan lancar sesuai dengan
standar pelayanan yang ditetapkan. Namun, dalam proses pelayanan lalu lintas jalan
tol seperti ambulance, truk derek, patroli, rescue, keamanan dan ketertiban, masih
ditemukan ketidakefisienan seperti waktu tunggu pelanggan yang lama,
miskomunikasi, pengulangan pelaporan, rute yang tidak efisien, kinerja tenaga
kerja yang kurang optimal, dan pelayanan berlebih. Penelitian ini bertujuan untuk
menerapkan konsep lean service guna meningkatkan efisiensi dalam proses
pelayanan jalan tol serta memberikan rekomendasi perbaikan untuk mengurangi
pemborosan. Metode yang digunakan meliputi Value Stream Mapping (VSM),
Value Stream Analysis Tools (VALSAT), dan Root Cause Analysis (RCA). Hasil
analisis menggunakan VSM menunjukkan bahwa lead time pelayanan awal sebesar
265 menit. Setelah implementasi rekomendasi perbaikan, aktivitas non-value added
berhasil dihilangkan sepenuhnya, sehingga /ead time berkurang menjadi 228,2
menit, atau setara dengan pengurangan waktu sebesar 13,89%. Rekomendasi
perbaikan yang diusulkan yaitu pengoptimalan sistem komunikasi, penerapan
teknologi GPS untuk pemantauan lokasi secara real-time, dan peningkatan

pelatihan bagi petugas untuk memaksimalkan potensi sumber daya manusia.

Kata Kunci: Efisien, Jalan Tol, Lean Service, Pelayanan, Value Stream Mapping
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ABSTRACT

PT Margabumi Matraraya is a company engaged in the management and
operation of the Surabaya-Gresik toll road. The company is responsible for
ensuring that toll road operations run smoothly in accordance with established
service standards. However, in the process of toll road traffic services such as
ambulance, tow truck, patrol, rescue, security and order, inefficiencies are still
found such as long customer waiting time, miscommunication, repetition of
reporting, inefficient routes, suboptimal labor performance, and over-service. This
study aims to apply the lean service concept to improve efficiency in the toll road
service process and provide recommendations for improvements to reduce waste.
The methods used include Value Stream Mapping (VSM), Value Stream Analysis
Tools (VALSAT), and Root Cause Analysis (RCA). The results of the analysis using
VSM showed that the initial service lead time was 265 minutes. After the
implementation of improvement recommendations, non-value-added activities were
completely eliminated, so that the lead time was reduced to 228.2 minutes, or
equivalent to a time reduction of 13.89%. The proposed improvement
recommendations are optimizing the communication system, implementing GPS
technology for real-time location monitoring, and increasing training for officers

to maximize the potential of human resources.

Keywords: Efficient, Lean Service, Service, Toll Road, Value Stream Mapping
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