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ABSTRAK 

 

Muhammad Adam Firdaus. 201910245004. Tingkat Kepuasan Pelanggan 

Terhadap Pelayanan Distribusi Air Bersih Perumda Tirta Patriot Wilayah 

Perumahan Villa Indah Permai Kecamatan Bekasi Utara. 

Permasalahan air yang sering dihadapi oleh Perumda Tirta Patriot perlu 

dilakukan kajian terkait kualitas pelayanan yang diberikan oleh perusahaan 

terhadap tingkat kepuasan para pelanggan terhadap distribusi air oleh Perumda 

Tirta Patriot. Upaya ini dilakukan untuk meningkatkan kepuasan dan kepercayaan 

pelanggan terhadap pelayanan distribusi air Perumda Tirta Patriot Kota Bekasi. 

Metode yang digunakan dalam pengukuran tingkat kepuasan pelanggan yakni 

dengan cara membandingkan skor harapan dengan skor persepsi pelanggan 

terhadap kenyataan pelayanan yang diterima dengan variabel yakni Prinsip 4K 

(kualitas, kuantitas, kontinuitas dan keterjangkauan), Pelayanan operasional dan 

Pelayanan pelanggan. Dari hasil analisis tingkat kepuasan pelanggan terhadap 

variabel penelitian menunjukan mayoritas persentase tingkat kepuasan berada pada 

kategori rentang 68% - 83% yang masuk kedalam kategori puas dan 3 indikator 

masuk kategori rentang 83% - 100%. Dengan kepuasan terendah pada indikator 

kontinuitas air saat jam puncak sore hari sebesar 68% masuk ke dalam rentang 

kategori puas dan tertinggi pada indikator rasa saat musim kemarau dengan tingkat 

kepuasan 93% masuk ke dalam rentang kategori sangat puas. 

 

 

 

Kata kunci: Kepuasan pelanggan, distribusi air, penyediaan air minum, Perumda 

Tirta Patriot, prinsip 4K, pelayanan operasional, pelayanan pelanggan. 
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ABSTRACT 

 

Muhammad Adam Firdaus. 201910245004. Customer Satisfaction Level with 

Clean Water Distribution Services of Perumda Tirta Patriot in the Villa Indah 

Permai Residential Area, North Bekasi District. 

The water problems often faced by Perumda Tirta Patriot require a study 

related to the quality of service provided by the company to the level of customer 

satisfaction with water distribution by Perumda Tirta Patriot. This effort is made to 

increase customer satisfaction and trust in the water distribution services of 

Perumda Tirta Patriot Bekasi City. The method used in measuring the level of 

customer satisfaction is by comparing the expectation score with the score of 

customer perceptions of the reality of the services received with variables namely 

the 4K Principle (quality, quantity, continuity and affordability), operational 

services and customer service. From the results of the analysis of the level of 

customer satisfaction with the research variables, it shows that the majority of the 

percentage of satisfaction level is in the category range of 68% - 83% which falls 

into the satisfied category and 3 indicators fall into the range of 83% - 100% which 

is very satisfied. With the lowest satisfaction on the water continuity indicator 

during the afternoon peak hour of 68% into the satisfied category range and the 

highest on the taste indicator during the dry season with a satisfaction level of 93% 

into the very satisfied category range. 
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