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ABSTRAK

Monika Alfania Putri Tefa. NPM : 22190005. Dengan judul : “Kualitas Pelayanan
PT. Perusahaan Listrik Negara (Persero) Rayon Kefamenanu Kabupaten Timor
Tengah Utara”. Dibimbing oleh Dr.AP Aplonia Pala, S.Sos.,.MM dan Tri
Anggraini, S.IP.,M.AP. Masalah yang dihadapi dalam penelitian ini adalah : masih
terdapat beberapa wilayah di kota kefamenanu dan di desa-desa yang belum teraliri
daya listrik dan kurangnya ketanggapan dalam penanganan daya listrik pada
pelanggan. Tujuan dari penelitian ini adalah untuk mendeskripsikan kualitas
pelayanan yang diberikan PT. PLN (Persero) Rayon Kefamenanu Kabupaten Timor
Tengah Utara. Metode penelitian yang digunakan adalah penelitian kualitatif. Hasil
penelitian menunjukan bahwa : Bukti fisik, kualitas pelayanan PT. PLN (Persero)
Rayon Kefamanenu pada dimensi bukti fisik cukup efektif dan dalam pelayanan
sarana serta prasarananya pun memadai. Kehandalan, kualitas pelayanan PT. PLN
(Persero) Rayon Kefamenanu lebih mengutamakan permasalahan pelanggan dan
dapat memberikan solusi yang terbaik untuk mengatasi masalah pelayanan. Daya
tanggap, kualitas pelayanan PT. PLN (Persero) Rayon Kefamenanu dalam dimensi
daya tanggap pegawai selalu memberikan informasi yang jelas dan benar tentang
masalah kelistrikan seperti jadwal pemadaman. Jaminan, kualitas pelayanan PT.
PLN (Persero) Rayon Kefamenanu dalam dimensi jaminan cukup baik. Perlu
adanya peningkatan untuk lebih mengutamakan pelayanan yang lebih serius untuk
pelanggan untuk mendukung kualitas pelayanan. Empati, kualitas pelayanan PT.
PLN (Persero) Rayon Kefamenanu sudah terjalin dan berdampak baik dalam
pelanggan dengan kepedulian terhadap masalah pelanggan di prioritaskan.
Berdasarkan hasil penelitian yang dilakukan oleh peneliti mengenai kualitas
pelayanan PT. PLN (Persero) Rayon Kefamenanu di wilayah Kabupaten Timor
Tengah Utara, belum optimal walaupun sudah banyak wilayah yang dialiri listrik
masih juga terdapat 9 wilayah kelurahan/desa yang belum dialiri listrik.

Kata Kunci : Kualitas, Listrik, Pelayanan.
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ABSTRACT

Monika Alfania Putri Tefa. NPM : 22190005. With the title : “Service Quality PT.
State Electricity Company (Persero) Kefamenanu Rayon, North Central Timor
Regency." Supervised by Dr.AP Aplonia Pala, S.Sos.,MM and Tri Anggraini,
S.IP.,M.AP. The problems faced in this research are: there are still several areas
in the city of Kefamenanu and in villages that do not have electric power and there
is a lack of responsiveness in handling electrical power to customers. The aim of
this research is to describe the quality of service provided by PT. PLN (Persero)
Kefamenanu Rayon, North Central Timor Regency. The research method used is
qualitative research. The research results show that: Physical evidence, service
quality of PT. PLN (Persero) Kefamanenu Rayon in the physical evidence
dimension is quite effective and the facilities and infrastructure services are
adequate. Reliability, quality of service PT. PLN (Persero) Kefamenanu Rayon
prioritizes customer problems and can provide the best solutions to overcome
service problems. Responsiveness, service quality of PT. PLN (Persero)
Kefamenanu Rayon in the dimension of employee responsiveness always provides
clear and correct information about electricity problems such as blackout
schedules. Guarantee, quality of service PT. PLN (Persero) Kefamenanu Rayon in
the guarantee dimension is quite good. There needs to be an increase in prioritizing
more serious service for customers to support service quality. Empathy, quality of
service PT. PLN (Persero) Kefamenanu Rayon has been established and has had a
good impact on customers with concern for customer problems being prioritized.
Based on the results of research conducted by researchers regarding the service
quality of PT. PLN (Persero) Kefamenanu Rayon in the North Central Timor
Regency area, is not yet optimal, even though many areas have been electrified,
there are still 9 sub-district/village areas that have not been electrified and there
are still complaints from the public as customers who are not satisfied with the
installation of related electrical power. with employee performance in efforts to
improve equipment and customer electrical power which takes a relatively long
time.

Keywords : Quality, Electricity, Service.
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