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ABSTRAK 

KUALITAS PELAYANAN DALAM MENANGANI KELUHAN 

PELANGGAN DI PERUSAHAAN DAERAH AIR MINUM (PDAM) 

DELTA TIRTA KABUPATEN SIDOARJO 

Dwi Retno Oktaviani 

21041010198 

Penelitian ini bertujuan untuk menganalisis kualitas pelayanan dalam menangani 

keluhan pelanggan di PDAM Delta Tirta Kabupaten Sidoarjo. Latar belakang 

penelitian ini didasari oleh masih adanya keluhan masyarakat terkait air keruh, debit 

air kecil, tagihan yang melonjak, serta lambatnya respon terhadap pengaduan 

pelanggan. Kondisi tersebut menunjukkan bahwa kualitas pelayanan PDAM Delta 

Tirta belum sepenuhnya memenuhi harapan masyarakat. Penelitian ini 

menggunakan pendekatan kualitatif deskriptif dengan teknik pengumpulan data 

melalui observasi, wawancara, dan dokumentasi. Analisis data dilakukan dengan 

metode kualitatif pendekatan deskriptif yang meliputi pengumpulan data, 

kondensasi data, penyajian data, serta penarikan kesimpulan. Hasil penelitian 

menunjukkan bahwa kualitas pelayanan PDAM Delta Tirta Sidoarjo dalam 

menangani keluhan pelanggan dinilai baik namun belum optimal. Berdasarkan lima 

dimensi Servqual menurut Zeithaml, aspek tangible dan empathy sudah terlaksana 

dengan baik melalui fasilitas yang memadai dan sikap petugas yang ramah. Aspek 

reliability dan assurance berjalan cukup baik, meskipun masih perlu peningkatan 

dalam ketepatan waktu penyelesaian keluhan. Sementara itu, aspek responsiveness 

masih menjadi tantangan utama karena keterbatasan sumber daya manusia dalam 

menanggapi keluhan pelanggan secara cepat dan konsisten. Secara keseluruhan, 

PDAM Delta Tirta perlu memperkuat sistem pengaduan berbasis digital, menambah 

personel pelayanan, dan meningkatkan kecepatan tanggapan agar kualitas 

pelayanan publik semakin optimal dan kepuasan pelanggan meningkat. 

Kata Kunci: Kualitas Pelayanan, Keluhan Pelanggan, PDAM Delta Tirta, Pelayanan 

Publik, Servqual. 



 

ABSTRACT 

SERVICE QUALITY IN HANDLING CUSTOMER COMPLAINTS AT THE 

REGIONAL WATER COMPANY (PDAM) DELTA TIRTA 

SIDOARJO REGENCY 

Dwi Retno Oktaviani 

21041010198 

This study aims to analyze the quality of service in handling customer complaints 

at PDAM Delta Tirta, Sidoarjo Regency. The background of this research is based 

on the persistence of public complaints related to cloudy water, low water pressure, 

rising billing charges, and slow responses to customer reports. These conditions 

indicate that the service quality of PDAM Delta Tirta has not yet fully met public 

expectations. The study uses a descriptive qualitative approach with data collection 

techniques including observation, interviews, and documentation. Data analysis 

was conducted using a descriptive qualitative method, consisting of data collection, 

data condensation, data presentation, and conclusion drawing. The results show 

that the service quality of PDAM Delta Tirta Sidoarjo in handling customer 

complaints is considered good but not yet optimal. Based on the five Servqual 

dimensions by Zeithaml, the tangible and empathy aspects have been implemented 

well through adequate facilities and friendly staff attitudes. The reliability and 

assurance aspects are fairly well executed, although improvements are still needed 

in the timeliness of complaint resolution. Meanwhile, responsiveness remains the 

main challenge due to limited human resources in responding to customer 

complaints quickly and consistently. Overall, PDAM Delta Tirta needs to 

strengthen its digital-based complaint system, increase service personnel, and 

improve response speed in order to optimize public service quality and enhance 

customer satisfaction. 

Keywords: Service Quality, Customer Complaints, PDAM Delta Tirta, Public 

Service, Servqual. 
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