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ABSTRAK

IMPLEMENTASI STANDAR PELAYANAN MASYARAKAT OLEH
PERUSAHAAN UMUM DAERAH AIR MINUM TIRTA KENCANA
KABUPATEN JOMBANG

BIWIN RAHMAWATI
NPM. 21041010296

Sumber daya air bagian dari sumber daya alam yang terbatas, baik dari segi kualitas
maupun kuantitas, dalam memenuhi kebutuhan manusia. Seiring dengan pertumbuhan
populasi, pengurangan lahan pertanian, perluasan pemukiman, serta berkurangnya
daerah resapan air, menyebabkan kualitas lingkungan semakin menurun. Dalam
kondisi tersebut, keberadaan Perusahaan Umum Daerah Air Minum (PERUMDAM)
memiliki peran strategis dalam menjamin distribusi air bersih secara merata,
mengingat urgensinya bagi rumah tangga dan industri. PERUMDAM Kabupaten
Jombang, sebagai salah satu Badan Usaha Milik Daerah (BUMD) di Indonesia,
berupaya menjalankan fungsi tersebut. Namun demikian, pelayanan yang diberikan
masih menghadapi kendala, khususnya bagi masyarakat yang sangat bergantung pada
penyediaan air minum, sehingga pelaksanaannya belum sepenuhnya optimal. Seperti
banyaknya laporan pelanggan yang di terima oleh PERUMDAM Tirta Kencana.
Penelitian ini bertujuan untuk menganalisis implementasi standar pelayanan
masyarakat PERUMDAM Tirta Kencana Kabupaten Jombang. Penelitian
menggunakan pendekatan kualitatif dengan metode deskriptif, serta berlandaskan pada
teori implementasi kebijakan George C. Edward III yang menekankan empat variabel
utama, yakni komunikasi, sumber daya, disposisi, dan struktur birokrasi. Teknik
pengumpulan data dilakukan melalui wawancara, observasi, dan dokumentasi. Hasil
dari penelitian menunjukkan bahwa pelayanan air bersih sudah berjalan cukup sukses,
ditunjukkan dengan tersedianya SOP yang jelas dan sikap pegawai yang responsif.
Namun, masih terdapat kendala pada kejelasan informasi, serta keterbatasan dalam
pemeliharaan jaringan distribusi air. Temuan ini menegaskan perlunya perbaikan pada
aspek komunikasi, serta optimalisasi infrastruktur guna meningkatkan kualitas
pelayanan air bersih bagi masyarakat.

Kata Kunci: Implementasi, Pelayanan Publik, Air Bersih, PERUMDAM
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ABSTRACT

IMPLEMENTATION OF PUBLIC SERVICE STANDARDS BY THE TIRTA
KENCANA REGIONAL PUBLIC WATER COMPANY
OF JOMBANG REGENCY

BIWIN RAHMAWATI
NPM. 21041010296

Water resources are part of natural resources that are limited in terms of both quality
and quantity in meeting human needs. Along with population growth, reduction of
agricultural land, expansion of settlements, and reduction of water catchment areas,
the quality of the environment has declined. In these circumstances, the existence of
the Regional Water Company (PERUMDAM) plays a strategic role in ensuring the
equitable distribution of clean water, given its urgency for households and industry.
PERUMDAM Jombang Regency, as one of the Regional Owned Enterprises (BUMD)
in Indonesia, strives to carry out this function. However, the services provided still
face obstacles, especially for communities that are highly dependent on drinking water
supply, so that their implementation is not yet fully optimal. This is evident in the large
number of customer reports received by PERUMDAM Tirta Kencana. This study aims
to analyze the implementation of clean water services by PERUMDAM Tirta Kencana
in Jombang Regency. The study uses a qualitative approach with a descriptive method,
based on George C. Edward Ill's policy implementation theory, which emphasizes four
main variables, namely communication, resources, disposition, and bureaucratic
structure. Data collection techniques were carried out through interviews,
observations, and documentation. The results of the study show that clean water
services have been quite successful, as evidenced by the availability of clear SOPs and
the responsive attitude of employees. However, there are still obstacles in terms of
clarity of information and limitations in the maintenance of the water distribution
network. These findings emphasize the need for improvements in communication and
optimization of infrastructure to improve the quality of clean water services
for the community.

Keywords: Implementation, Public Services, Clean Water, PERUMDAM
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