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SUMMARY

This research is the result of the researcher’s participation in the Independent
Campus Certified Internship and Independent Study program. The Merdeka Internship
Program was followed by researchers for approximately 4 months at PT.Syncore
Indonesia which was then placed at BUMDes Tirta Kencana in Karangrejek Village,
Wonosari District, Gunung Kidul Regency. This research provides an overview of the
role played by PT.Syncore Indonesia in efforts to improve service quality at Tirta
Kencana Village-Owned Enterprise (BUMDes). In the preparation of this research
using the SERVQUAL service quality theory by Zeithaml with indicators of tangibles,
reliability, responsiveness, assurance, and empathy. The approach uses descriptive
qualitative with action research method. The data sources in this study used primary
data sources and secondary data. Based on the results of observations of the
involvement of the role of PT Syncore Indonesia and interviews conducted by
researchers, it can be concluded that the quality of service at BUMDes Tirta Kencana
Is quite good, but there are several things that need to be considered regarding service
optimization. While the inhibiting factors faced by Syncore are related to
communication and teamwork and challenges related to high client expectations and

problem solving.

Keyword: Service Quality, Role of PT.Syncore Indonesia, Tirta Kencana Village-
Owned Enterprise.
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INTISARI

Penelitian ini merupakan hasil keikutsertaan peneliti dalam program Magang
dan Studi Independen Bersertifikat Kampus Merdeka. Program Magang Merdeka yang
diikuti oleh peneliti selama kurang lebih 4 bulan di PT.Syncore Indonesia yang
kemudian dilakukan penempatan pada BUMDes Tirta Kencana di Kalurahan
Karangrejek, Kecamatan Wonosari, Kabupaten Gunung Kidul. Penelitian ini
memberikan gambaran mengenai peran yang dilakukan oleh PT.Syncore Indonesia
dalam upaya peningkatan kualitas pelayanan pada Badan Usaha Milik Desa (BUMDes)
Tirta Kencana. Dalam penyusunan penelitian ini menggunakan teori kualitas pelayanan
SERVQUAL oleh Zeithaml dengan indikator bukti fisik, reliabilitas, daya tanggap,
jaminan, dan empati. Adapun pendekatan menggunakan kualitatif deskriptif dengan
metode action research. Sumber data dalam penelitian ini menggunakan sumber data
primer dan data sekunder. Berdasarkan hasil observasi keterlibatan peran PT.Syncore
Indonesia dan wawancara yang dilakukan oleh peneliti dapat diambil kesimpulan
bahwa kualitas pelayanan di BUMDes Tirta Kencana sudah cukup baik, namun ada
beberapa hal yang perlu diperhatikan terkait pengoptimalan pelayanan. Sedangkan
faktor penghambat yang dihadapi oleh Syncore terkait komunikasi dan kerjasama tim

dan tantangan berkaitan dengan tingginya ekspektasi klien dan pemecahan masalah.

Kata Kunci: Kualitas Pelayanan, Peran PT.Syncore Indonesia, Badan Usaha Milik
Desa Tirta Kencana.
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