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INTISARI

Penelitian ini bertujuan untuk menganalisis kualitas pelayanan publik pada
Perusahaan Daerah Air Minum (PDAM) Tirta Sembada Kabupaten Sleman dengan
mengacu pada 5 dimensi kualitas pelayanan public menurut Zeithaml (1990).
Metode penelitian yang digunakan dalam penelitian ini adalah deskriptif kualitatif
dengan tujuan untuk menggambarkan dan mendeskripiskan peristiwa yang ada di
lapangan dan menyajikan data secara sistematis, faktual, dan akurat mengenai fakta
yang terjadi di lapangan. Teknik pengumpulan data dilakukan melalui observasi,
wawancara, dan dokumentasi. Adapun informan penelitian dalam penelitian ini
adalah 1 orang Kepala Seksi Pelayanan, 1 orang Staf Pelayanan, dan 3 orang
Pelanggan dari PDAM Tirta Sembada Kabupaten Sleman. Analisis data
menggunakan reduksi data, penyajian data, dan penarikan kesimpulan serta teknik
keabsahan data menggunakan triangulasi sumber, teknik, dan waktu. Hasil
penelitian diketahui bahwa PDAM Tirta Sembada Kabupaten Sleman dalam
Dimensi Bukti Fisik (Tangible), diwujudkan melalui penampilan petugas,
memaksimalkan penggunaan teknologi dalam proses pelayanan, menerapkan
budaya disiplin petugas, serta senantiasa meningkatkan akses pelanggan. Dimensi
Kehandalan (Reliability), diwujudkan melalui standar pelayanan yang jelas serta
peningkatan  kemampuan petugas. Dalam Dimensi Daya Tanggap
(Responsiveness), diwujudkan melalui respon cepat petugas, memberikan bantuan
terhadap pelanggan, serta melakukan survei kepuasan pelanggan dan rekap aduan
pelanggan. Dimensi Jaminan (Assurance), diwujudkan melalui jaminan tepat waktu
serta jaminan biaya. Serta Dimensi Empati (Empathy), diwujudkan melalui
kegiatan CSR (Corporate Social Responsibility) dan edukasi terhadap masyarakat,
selain itu petugas selalu mengutamakan sikap sopan santun dan tidak diskriminatif
terhadap pelanggan yang ingin memperoleh layanan di kantor PDAM Tirta
Sembada Kabupaten Sleman.

Kata kunci: Kualitas Pelayanan Publik, Perusahaan Daerah Air Minum Tirta
Sembada Kabupaten Sleman
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ABSTRACT

This study aims to analyze the quality of public services at the Regional Water
Supply Company (PDAM) Tirta Sembada, Sleman Regency by referring to 5
dimensions of public service quality according to Zeithaml (1990). The research
method used in this study is qualitative descriptive with the aim of describing and
describing events in the field and presenting data systematically, factually, and
accurately regarding facts that occur in the field. Data collection techniques are
carried out through observation, interviews, and documentation. The research
informants in this study were 1 Head of Service Section, 1 Service Staff, and 3
Customers from PDAM Tirta Sembada Sleman Regency. Data analysis uses data
reduction, data presentation, and conclusion drawing as well as data validity
techniques using source, technique, and time triangulation. The results of the study
are known that PDAM Tirta Sembada Sleman Regency in the Tangible Dimension,
is realized through the appearance of officers, maximizing the use of technology in
the service process, implementing a culture of officer discipline, and always
Improving customer access. The Reliability dimension is realized through clear
service standards and improving the ability of officers. In the Responsiveness
Dimension, it is realized through the quick response of officers, providing
assistance to customers, as well as conducting customer satisfaction surveys and
recapping customer complaints. Assurance dimension, realized through timely
guarantees and cost guarantees. As well as the Empathy Dimension, manifested
through CSR (Corporate Social Responsibility) activities and education to the
community, besides that officers always prioritize polite and non-discriminatory
attitudes towards customers who want to obtain services at the PDAM Tirta
Sembada Sleman Regency office.

Keywords: Quality of Public Services, Regional Drinking Water Company Tirta
Sembada Sleman Regency
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