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ABSTRAK 

PT ABC (PGN) Area Surabaya merupakan perusahaan yang menyediakan 

layanan pemasangan jaringan gas rumah tangga yang dalam pelaksanaannya masih 

ditemukan berbagai pemborosan (waste), seperti penginputan data berulang, 

perpindahan dokumen secara manual antar divisi, serta lamanya waktu tunggu pada 

proses survei dan pemasangan yang menyebabkan lead time pelayanan menjadi 

panjang dan menurunkan efisiensi proses. Penelitian ini bertujuan untuk 

mengidentifikasi dan menganalisis pemborosan yang terjadi pada proses pelayanan 

pemasangan jaringan gas rumah tangga serta memberikan usulan perbaikan 

menggunakan metode Lean Service dan 5 Whys. Metode yang digunakan meliputi 

Value Stream Mapping (VSM), Value Stream Analysis Tools (VALSAT), Process 

Activity Mapping (PAM), Process Cycle Efficiency (PCE), serta Root Cause 

Analysis (RCA) dengan pendekatan fishbone diagram dan 5 Whys. Hasil penelitian 

menunjukkan bahwa pemborosan dominan yang terjadi adalah waiting, 

overprocessing, dan transportation. Usulan perbaikan berupa digitalisasi dan 

integrasi data pelanggan, penyederhanaan alur administrasi, serta peningkatan 

koordinasi antar divisi mampu menurunkan lead time dari 24.342 menit menjadi 

16.677 menit, mengurangi aktivitas non value added (NVA) dari 13.480 menit 

menjadi 6.070 menit, serta meningkatkan nilai Process Cycle Efficiency (PCE) dari 

19,72% menjadi 28,78%. Hasil tersebut menunjukkan bahwa usulan perbaikan 

yang diberikan mampu meningkatkan efisiensi proses pelayanan pemasangan 

jaringan gas rumah tangga di PT ABC Area Surabaya. 

 

 

Kata Kunci : Lean Service, Waste, Value Stream Mapping, 5 Whys 
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ABSTRACT 

PT ABC (PGN) Area Surabaya is a company that provides household gas 

network installation services. In its implementation, various forms of waste are still 

encountered, including repetitive data entry, manual document transfers between 

departments, and long waiting times during survey and installation processes, 

which result in extended service lead times and reduced process efficiency. This 

study aims to identify and analyze waste occurring in the household gas network 

installation service process and to propose improvement recommendations using 

the Lean Service and 5 Whys methods. The methods employed in this research 

include Value Stream Mapping (VSM), Value Stream Analysis Tools (VALSAT), 

Process Activity Mapping (PAM), Process Cycle Efficiency (PCE), and Root Cause 

Analysis (RCA) using fishbone diagrams and the 5 Whys approach. The results 

indicate that the dominant wastes are waiting, overprocessing, and transportation. 

The proposed improvements, including customer data digitalization and 

integration, simplification of administrative procedures, and enhanced 

interdepartmental coordination, succeeded in reducing lead time from 24,342 

minutes to 16,677 minutes, decreasing non-value-added (NVA) activities from 

13,480 minutes to 6,070 minutes, and increasing Process Cycle Efficiency (PCE) 

from 19.72% to 28.78%. These findings demonstrate that the proposed 

improvements can enhance the efficiency of household gas network installation 

services at PT ABC Area Surabaya. 
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