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ABSTRAK

Min Fadlillah. 201710215106. Analisis Kualitas Pelayanan Terhadap tingkat
Kepuasan Pelanggan Divisi Hubungan Langganan Menggunakan Metode
Importance Performance Analysis (Studi Kasus PDAM Tirta Bhagasasi Cabang
Pelayanan Pondok Ungu).

Adanya peningkatan volume jumlah sambungan langganan di PDAM Tirta
Bhagasasi Cabang Pelayanan Pondok Ungu rata-rata hanya 2% pertahun.
Terdapat sekitar 35% dari jumlah total pelanggan melakukan pengaduan di
PDAM Tirta Bhagasasi Cabang Pelayanan Pondok Ungu. Menganalisa sumber
masalah yang menyebabkan terjadinya pelanggan merasa puas atau tidak puas
dengan kualitas pelayanan Divisi Hubungan Langganan PDAM Tirta Bhagasasi
Cabang Pelayanan Pondok Ungu. Memberikan solusi terbaik pada atribut-atribut
tertentu untuk meningkatkan kepuasan pelanggan. Untuk mengetahui adanya
pengaruh parsial maupun simultan antara kualitas pelayanan terhadap kepuasan
pelanggan. Dalam penelitian ini digunakan metode deskriptif, metode
Explanatory Research, dan Importance Performance Analysis. Dari hasil
perhitungan diagram kartesius didapatkan hasil bahwa kualitas pelayanan PDAM
Tirta Bhagasasi Cabang Pelayanan Pondok Ungu belum memenuhi persepsi dan
harapan pelanggan. Hal ini disebabkan oleh sumber masalah yang berdampak
pada terjadinya pelanggan merasa puas atau tidak puas dengan kualitas pelayanan
yang masuk pada kuadran | dan IIl. Berdasarkan hasil penelitian diharapkan
manajemen PDAM Tirta Bhagasasi Cabang Pondok Ungu dapat memperbaiki
atribut-atribut yang masuk kedalam kuadran | sebagai prioritas utama dan kuadran
Il sebagai prioritas rendah untuk dilakukan perbaikan sesuai dengan urutan
prioritasnya.

Kata Kunci : Kualitas Pelayanan, Kepuasan Pelanggan, IPA, Persepsi, Harapan
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ABSTRACT

Min Fadlillah. 201710215106. Analysis of Service Quality on the Level of
Customer Satisfaction Customer Relations Division Using the Importance
Performance Analysis Method (A Case Study at PDAM Tirta Bhagasasi Pondok
Ungu Service Branch).

There is an increase in the volume of the number of customer connections at
PDAM Tirta Bhagasasi Pondok Ungu Service Branch on average only 2% per
year. There are about 35% of the total number of customers who make complaints
at PDAM Tirta Bhagasasi Pondok Ungu Service Branch. Analyze the source of
the problem that causes customers to feel satisfied or dissatisfied with the service
quality of the Subscription Relations Division of PDAM Tirta Bhagasasi Pondok
Ungu Service Branch. Provide the best solution on certain attributes to increase
customer satisfaction. To determine whether there is a partial or simultaneous
effect of service quality on customer satisfaction. This research uses descriptive
method, explanatory research, and importance performance analysis. From the
results of the calculation of the Cartesian diagram, it is known that the service
quality of PDAM Tirta Bhagasasi Pondok Ungu Service Branch has not met
customer perceptions and expectations. This is caused by the source of the
problem that has an impact on the occurrence of customers feeling satisfied or
dissatisfied with the quality of service that is included in quadrants | and III.
Based on the results of the study, it is expected that the management of PDAM
Tirta Bhagasasi Pondok Ungu Branch can improve the attributes that are included
in quadrant | as a top priority and quadrant Ill as a low priority to be repaired
according to the order of priority.

Keywords: Service Quality, Customer Satisfaction, Science, Perception,
Expectations
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