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ABSTRAK

Responsivitas Perusahaan Umum Daerah (Perumda) Air Minum Tirta
Lestari Dalam Penyelenggaraan Pelayanan Publik Di Kabupaten Tuban

Viona Eka Rahmawati', Agus Widiyarta’

'Program Studi Ilmu Administrasi Publik, UPN “Veteran” Jawa Timur
2Program Studi Ilmu Administrasi Publik, UPN “Veteran” Jawa Timur

Salah satu lembaga yang berwenang menyelenggarakan pelayanan publik dan
memberikan pelayanan dalam hal penyediaan air bersih adalah Perusahaan Daerah
Air Minum vyang berbentuk Perusahaan Umum Daerah. Sebagai wujud
pemenuhan hak atas air bersih dan sehat sebagai hak asasi manusia, Perusahaan
Daerah Air Minum bertugas memfasilitasi dan memberikan pelayanan air bersih
kepada masyarakat. Penelitian ini bertujuan untuk mendeskripsikan daya tanggap
pelayanan publik pada Perusahaan Daerah Air Minum Tirta Lestari Kabupaten
Tuban. Jenis penelitian yang digunakan adalah deskriptif kualitatif. Teknik
pengumpulan data melalui observasi, wawancara, dan dokumentasi. Teknik
analisis data meliputi pengumpulan data, reduksi data, penyajian data, dan
penarikan kesimpulan atau verifikasi. Teori yang digunakan adalah teori
Responsiveness dari Zeithaml dalam Hardiansyah (2018) yang terdiri dari
kemampuan dalam merespon setiap pelanggan, kecepatan pelayanan, ketepatan
pelayanan, ketepatan petugas, ketepatan waktu pelayanan, dan petugas dalam
menanggapi keluhan pelanggan. Hasil penelitian menunjukkan bahwa pelayanan
yang diberikan pada Perusahaan Daerah Air Minum Tirta Lestari Kabupaten
Tuban sudah menunjukkan pelayanan yang responsive dan pelanggan telah
menerima pelayanan sesuai indikator responsiveness. Namun masih terdapat
kendala dalam proses pemberian layanan.

Kata Kunci: Responsivitas, Pelayanan Publik, Kualitas Pelayanan Publik,
Perusahaan Umum Daerah Air Minum.
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ABSTRACT

Responsiveness of the Regional Public Drinking Water Companies Tirta Lestari
in Providing Public Services in Tuban Regency

Viona Eka Rahmawati?, Agus Widiyarta®

'Department of Public Administration, Pembangunan Nasional University “Veteran”
East Java

2Department of Public Administration, Pembangunan Nasional University “‘Veteran”
East Java

One of the institutions that has the authority to carry out public services and
provide services in terms of providing clean water is the Regional Public
Drinking Water Companies in the form of Regional Public Companies. As a form
of fulfilling the right to clean and healthy water as a human right, Regional
Public Drinking Water Companies are responsible for facilitating and providing
clean water services for the community. This research aims to describe the
responsiveness of public services at the Regional Public Drinking Water
Companies Tirta Lestari, Tuban Regency. The type of research used is descriptive
qualitative. Data collection techniques through observation, interviews, and
documentation. Data analysis techniques include data collection, data reduction,
data presentation, and drawing conclusions or verification. The theory used is the
Responsiveness theory from Zeithaml in Hardiansyah (2018) which consists of the
ability to respond to each customer, speed of service, accuracy of service,
accuracy of officers, timeliness of service, and officers responding to customer
complaints. The research results show that the services provided at the Tirta
Lestari Regional Drinking Water Company, Tuban Regency have shown
responsive service and customers have received service according to
responsiveness indicators. However, there are still obstacles in the service
delivery process.

Keywords: Responsiveness, Public Services, Quality Public Services, Regional
Public Drinking Water Companies
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