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ABSTRAK 
 

Kepuasan pelanggan menjadi sasaran strategis agar perusahaan dapat 

tumbuh dan berkembang serta tetap eksis dalam menghadapi persaingan yang 

sangat ketat. Penelitian ini bertujuan untuk mengetahui kualitas pelayanan terhadap 

kepuasan pelanggan Perumda Air Minum Banyumili Kabupaten Rembang 

(PDAM). Penelitian ini dilakukan pada pelanggan air minum Perumda Air Minum 

Banyumili Kabupaten Rembang. Metode penelitian menggunakan penelitian 

desktiptif kualitatif dengan dokumentasi serta wawancara kepada narasumber. 

Berdasarkan hasil penelitian ini menunjukkan bahwa kualitas pelayanan 

sangat erat dengan kepuasan pelanggan. Hal ini dapat diketahui dari hasil Analisa 

data tersebut diperoleh temuan-temuan sebaga berikut : upaya Perumda Air Minum 

Banyumili Kabupaten Rembang dalam memberikan pelayanan kepada pelanggan 

terlihat dari bukti fisik, kehandalan, respon, jaminan, dan empati.  

Hal ini menunjukkan bahwa dengan penerapan kualitas layanan yang baik 

dapat menghasilkan kepuasan pelanggan. Dengan upaya-upaya tersebut Perumda 

Air Minum Banyumili Kabupaten Rembang berhasil meyakinkan pelanggan 

melalui Survei Kepuasan Pelanggan (SKM) yang dinilai “BAIK” dengan rata-rata 

nilainya adalah 69,79. 

Kata kunci: Kualitas layanan, Kepuasan pelanggan, Perumda Air Minum 

Banyumili Kabupaten Rembang 
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ABSTRACT 

 

Customer satisfaction becomes a strategic target for companies to grow and 

develop so still exist maintain a very tight competition. This study aims to determine 

the quality of service to customer satisfaction Perumda Air Minum Banyumili 

Rembang (PDAM). This research was conducted on the clients of Perumda Water 

Drinking Banyumili Rembang. The research method uses descriptive qualitative 

research with documentation and interviews with informants. 

Based on the results of this study indicate that service quality is very closely 

related to customer satisfaction. This can be seen from the results of the analysis of 

the data obtained the following findings: the efforts of the Banyumili Water 

Company of Rembang Regency in providing services to customers can be seen from 

physical evidence, reliability, response, assurance, and empathy. 

This shows that the implementation of good service quality can result in 

customer satisfaction. With these efforts, Perumda Water Drinking Banyumili, 

Rembang Regency succeeded in convincing customers through the Customer 

Satisfaction Survey (SKM) which was rated "GOOD" with an average value of 

69.79. 

Keywords : Service quality, Customer satisfaction, Perumda Air Minum 

Banyumili Kabupaten Rembang 

  



 

12 
 

DAFTAR ISI 
 

HALAMAN COVER ............................................................................................ i 

HALAMAN JUDUL ........................................................................................... ii 

HALAMAN PERSETUJUAN ............................................................................. 3 

HALAMAN PENGESAHAN .............................................................................. 3 

PERNYATAAN KEASLIAN KARYA SKRIPSI ................................................ v 

HALAMAN MOTTO ......................................................................................... 5i 

HALAMAN PERSEMBAHAN ........................................................................... 7 

KATA PENGANTAR ......................................................................................... 8 

ABSTRAK ........................................................................................................ 11 

DAFTAR ISI ..................................................................................................... 12 

DAFTAR GAMBAR ......................................................................................... 14 

DAFTAR LAMPIRAN ...................................................................................... 15 

BAB 1 PENDAHULUAN ................................................................................... 1 

1.1 Latar Belakang .......................................................................................... 1 

1.2  Perumusan Masalah .................................................................................. 5 

1.3 Tujuan Penelitian ....................................................................................... 5 

 1.4 Manfaat Penelitian ..................................................................................... 5 

BAB II KAJIAN TEORI ...................................... Error! Bookmark not defined. 

2.1 Pengertian Kualitas Layanan....................................................................... 7 

       2.1.1 Dimensi Kualitas Layanan .................................................................... 8 

   2.1.2 Prinsip Kualitas Layanan .................................................................... 10 

2.2  Pengertian Kepuasan Pelanggan  ............................................................ 12 

    2.2.1 Pengukuran Kepuasan Pelanggan ....................................................... 13 

   2.2.2 Dimensi dan Indikator Kepuasan Pelanggan ...................................... 16 

 2.3 Pengertian Prosedur………………………………………………………18 

BAB III METODE PENELITIAN ..................................................................... 20 

3.1 Tipe Penelitian.......................................................................................... 20 

3.2 Jenis dan Sumber Data.............................................................................. 21 

3.3 Metode Pengumpulan Data ....................................................................... 22 

BAB IV HASIL PENELITIAN DAN PEMBAHASAN ..................................... 25 

4.1 Profil Perusahaan PDAM .......................................................................... 25 

    4.1.1 Susunan Organisasi…………………………………………………… 27 



 

13 
 

   4.1.2 Tugas dan Wewenang ......................................................................... 31 

      4.1.3  Pelanggan Perumda Air Minum Banyumili Rembang ......................... 51 

   4.1.4 Perencanaan Untuk Sambung Rumah (SR) Baru ................................. 53 

   4.1.5 Prosedur Pemasangan Pipa Transmisi dan Distribusi........................... 58 

   4.1.6 Kemudahan Pembayaran Dengan Mesin ATM .................................... 63 

    4.1.7 Peningkatan Sarana Air Bersih Melalui Pamsimas .............................. 63 

4.2 Hasil Penelitian…..…………………………………   …………………… 64 

4.2.1 Penerapan Kualitas Layanan Yang Dilakukan Di Perumda Air Minum 

Banyumili Rembang…………………………………………………..64 

4.2.2 Survei Kepuasan Masyarakat………………………………………….73 

BAB V KESIMPULAN DAN SARAN……………………………………….....75 

5.1 Kesimpulan .................................................................................................. 75 

5.2 Saran ............................................................................................................ 76 

DAFTAR PUSTAKA ........................................................................................ 78 

 

 

 

  



 

14 
 

DAFTAR GAMBAR 

 

Gambar 1. Struktur Organisasi…………………………………………………...33 

Gambar 2. Prosedur Survei Untuk Perencanaan Investasi Baru .......................... 58 

Gambar 3. Prosedur Pemasangan Pipa Transmisi dan Distribusi ........................ 62 

 

 

  



 

15 
 

DAFTAR LAMPIRAN 

Lampiran  1. Panduan Wawancara ..................................................................... 80 

Lampiran  2. Catatan Lapangan Hasil Penelitian………………………………...83 

Lampiran  3. Surat Keterangan Bebas Plagiarisme Turnitin…………………….87 

Lampiran  4. Hasil Cetak Similarity……………………………………………..88 

Lampiran  5. Lembar Bimbingan………………………………………………...91 

Lampiran  6. Lembar Berita Acara Revisi……………………………………….92 

 

 


	PENERAPAN KUALITAS LAYANAN DI PERUMDA AIR MINUM BANYUMILI KABUPATEN REMBANG JAWA TENGAH
	HALAMAN PERSETUJUAN
	PERNYATAAN KESIAPAN UJIAN AKHIR
	HALAMAN PERSEMBAHAN
	ABSTRAK
	DAFTAR ISI
	DAFTAR GAMBAR
	DAFTAR LAMPIRAN

