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ABSTRAK 

 

Penelitian dilakukan untuk melihat Tingkat Kualitas pelayanan dan Kepuasan 

Pelanggan Pada Kantor PT PLN (Persero) Unit Layanan Pelanggan Kenten.  

Penulisan Laporan Akhir ini bertujuan untuk mengetahui bagaimana kualitas 

pelayanan yang diberikan Kantor PT PLN (Persero) ULP Kenten, dimana kualitas 

pelayanannya diukur berdasarkan dimensi kualitas pelayanan yaitu Bukti Fisik, 

Keandalan, Daya Tanggap, Jaminan Empati dan dimensi kualitas pelayanan mana 

yang lebih dominan.  Penelitian ini menggunakan data primer dan data sekunder.   

Populasi dari penelitian ini adalah pelanggan PT PLN (Persero) ULP Kenten.  
Teknik pengambilan sampel dilakukan secara random sampling.  Penelitian ini 

menggunakan Analisa kualitatif dan kuantitatif untuk mengetahui jawaban 

kuesioner dari responden.  Berdasarkan dari hasil penelitian ini menunjukkan 

bahwa 5 dimensi berhubungan signifikan adapun dimensi yang terlihat paling 

dominan yaitu Dimensi Daya Tanggap dapat disimpulkan bahwa kualitas pelayanan 

PT PLN (Persero) ULP Kenten tergolong baik dilihat dari hasil pengukuran 5 

dimensi dari dimensi kualitas pelayanan PT PLN (Persero) ULP Kenten, diketahui 

dimensi Bukti Fisik mendapatan skor indeks sebesar 85% artinya Sangat Tinggi, 

dimensi Keandalan sebesar 87,04% artinya Sangat Tinggi, dimensi Daya Tanggap 

sebesar 87,52% artinya Sangat Tinggi, dimensi Jaminan Sebesar 86,95% artinya 

Sangat Tinggi, dimensi Empati sebesar 86,93% artinya Sangat Tinggi.  Saran untuk 
PT PLN (Persero) ULP Kenten yaitu sebaiknya lebih memperhatikan kualitas 

pelayanan yang diberikan khususnya pada dimensi Bukti Fisik yang mendapat skor 

indeks paling rendah meliputi ruang tunggu. 

 

Kata kunci:  Kualitas Pelayanan, Kepuasan Pelanggan, Dimensi Kualitas 

Pelayanan, Skor Indeks, ULP Kenten 
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ABSTRACT 

 

This research was conducted to see the level of service quality and customer 

satisfaction at the Office of PT PLN (Persero) Kenten Customer Service Unit. 

Writing this Final Report aims to find out how the quality of service provided by 

the Office of PT PLN (Persero) ULP Kenten, where the quality of service is 

measured based on the dimensions of service quality, namely Physical Evidence, 

Reliability, Responsiveness, Empathy Assurance and which dimension of service 

quality is more dominant. This study uses primary data and secondary data. The 

population of this study are customers of PT PLN (Persero) ULP Kenten. The 
sampling technique was carried out by random sampling. This study uses 

qualitative and quantitative analysis to find out the answers to the questionnaire 

from the respondents. Based on the results of this study, it shows that the 5 

dimensions are significantly related to the dimension that looks the most dominant, 

namely the Responsiveness Dimension, it can be concluded that the service quality 

of PT PLN (Persero) ULP Kenten is classified as good, seen from the results of the 

5-dimensional measurement of the service quality dimensions of PT PLN (Persero). 

ULP Kenten, it is known that the Physical Evidence dimension gets an index score 

of 85% meaning Very High, the Reliability dimension of 87.04% means Very High, 

the Responsiveness dimension of 87.52% means Very High, the Guarantee 

dimension of 86.95% means Very High, the Empathy dimension of 86.93% means 
Very High. Suggestions for PT PLN (Persero) ULP Kenten are that it should pay 

more attention to the quality of services provided, especially in the Physical 

Evidence dimension which gets the lowest index score including the waiting room. 

 

Keywords: Service Quality, Customer Satisfaction, Service Quality Dimensions, 

Index Score, ULP Kenten  
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