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MOTTO
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ABSTRAK

Tujuan dilakukan penelitian ini adalah untuk mendeskripsikan Strategi
Pelayanan Pemasangan Sambungan Baru Pada Perumdam Tirta Kencana
Kota Samarinda serta mendeskripsikan faktor yang mendukung dan
menghambat dalam Strategi Pelayanan Pemasangan Sambungan Baru
Pada Perumdam Tirta Kencana Kota Samarinda. Analisis data dilakukan
dengan analisis lapangan model Miles dan Huberman yang terdiri dari
reduksi data, penyajian data, serta penarikan kesimpulan dan verifikasi.
Hasil penelitian menunjukkan bahwa Strategi Pelayanan Pemasangan
Sambungan Baru Pada Perumdam Tirta Kencana Kota Samarinda
dianggap kurang maksimal. Hal ini dikarenakan dalam menangani
keluhan pelanggan baru, pihak Perumdam Tirta Kencana Kota
Samarinda dianggap lambat dan pelanggan atau pemohon diminta untuk
sabar menunggu. Selain itu, pelanggan pemasangan baru Perumdam
Tirta Kencana Kota Samarinda merasa bahwa adanya call center tidak
berfungsi dengan baik karena tidak ada tanggapan serius dari pihak
Perumdam Tirta Kencana Kota Samarinda, pihak Perumdam Tirta
Kencana Kota Samarinda dianggap kurang respon dan belum
memberikan solusi bagi warga yang ada di daerah yang tidak memiliki
pipa induk PDAM, serta cakupan pelayanan mengalami penurunan dan
masih terdapat penduduk yang tidak terlayani dengan baik pada
pemasangan sambungan baru Perumdam Tirta Kencana Kota Samarinda.
Faktor pendukung dalam Strategi Pelayanan Pemasangan Sambungan
Baru Pada Perumdam Tirta Kencana Kota Samarinda yaitu memiliki
empat area pelayanan serta memberikan garaansi bagi pelanggan. Faktor
penghambat dalam dalam peningkatan kualitas pelayanan pemasangan
sambungan baru pada Perumdam Tirta Kencana Kota Samarinda terdiri
dari: lambat dalam menangani keluhan pemohon pasan sambungan baru,
adanya kenaikan tarif dasar listrik PLN, adanya kenaikan harga bahan
kimia, kondisi topografi perbukitan atau gunung yang berpengaruh pada
pendistribusian air, biaya perawatan alat yang cukup tinggi dikarenakan
peralatan yang sudah tua, tingginya nilai Non Revenue Water (NRW)
atau air tidak berekning, masih besarnya tunggakan pelanggan, jaringan
perpipaan yang telah tua yaitu berusia di atas 25 tahun, masih banyak
daerah yang belum terjangkau jaringan perpipaan, masih kurangnya
booster untuk meningkatkan tekanan ke daerah yang bertekanan rendah,
masih banyak meter air yang berusia tua, sumber daya manusia yang
belum maksimal, instrusi air laut yang terjadi setiap tahun, serta masih
banyak pemakaian air di luar prosedur atau konsumsi ilegal.

Kata kunci : Strategi Pelayanan, Pemasangan Sambungan Air, Pelayanan
Publik
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ABSTRACT

The purpose of this study is to describe the strategic of services for
installing new connections at Perumdam Tirta Kencana, Samarinda City
and describe the factors that support and hinder the improvement of the
quality of services for installing new connections at Perumdam Tirta
Kencana, Samarinda City. Data analysis was carried out with a field
analysis of Miles and Huberman's model consisting of data reduction,
data presentation, as well as drawing conclusions and verification. The
results showed that the strategic of service for installing new connections
at Perumdam Tirta Kencana, Samarinda City, was considered less than
optimal. This is because in handling new customer complaints,
Perumdam Tirta Kencana Samarinda City is considered slow and
customers or applicants are asked to wait patiently. In addition,
customers of the new installation of Perumdam Tirta Kencana,
Samarinda City, felt that the call center was not functioning properly
because there was no serious response from Perumdam Tirta Kencana,
Samarinda City, Perumdam Tirta Kencana Samarinda City was
considered to be lacking in response and had not provided solutions for
residents in areas that did not have PDAM main pipes, and the coverage
of services has decreased and there are still residents who are not well
served in the installation of the new connection of Perumdam Tirta
Kencana, Samarinda City. The supporting factor in the quality of service
for installing new connections at Perumdam Tirta Kencana, Samarinda
City, is to have four service areas and provide maintenance for
customers. The inhibiting factors in improving the quality of services for
installing new connections at Perumdam Tirta Kencana, Samarinda
City, consist of: slow in handling complaints of applicants for new
connection passes, an increase in the basic electricity tariff of PLN, an
increase in chemical prices, topographical conditions of hills or
mountains that affect the distribution of water, high equipment
maintenance costs due to old equipment, the high value of Non Revenue
Water (NRW) or non-clear water, the still large amount of customer
arrears, the old piping network, which is over 25 years old, there are still
many areas that have not been reached by the piping network, there is
still a lack of boosters to increase pressure to low-pressure areas, there
are still many old water meters, human resources that have not been
maximized, seawater intrusion that occurs every year, as well as the still
large use of water outside of illegal procedures or consumption.

Keywords: Strategic of Service, Installation of Water Connections,
Public Service
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