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ABSTRACT

The purpose of this final report is to determine the role of service quality on
customer satisfaction level in the installation of prepaid electricity on PT PLN
(Persero) WS2JB branch Sukarami Palembang. It would like to know about the
role of service quality on the level of customer satisfaction to customer using
prepaid electricity. The data were obtained from the questionnaire given to the
customer and processed by percentage and analyzed qualitatively. There are five
dimensions of service quality of tangibles, reability, responsiveness, assurance,
and empathy. The variable interpretation of tangible gets score 80,61%, reability
gets score 83,03%, responsiveness gets score 82,63%, assurance gets score
85,05% and empathy gets score 84,44%. While the dominant variables that give
customer satisfaction is the variable interpretation of Assurance get score 85,05%,
while variables that get lowest in variable interpretation Tangibles gained score
interpretation of 80,61%. It’s found that the customer satisfaction is influenced by
five dimensions of service quality, and the dominant variables is Assurance
gained score 85,05%.

Keywords: Service quality, Customer satisfaction



DAFTAR 1Sl

HALAMAN JUDUL ..ot [
HALAMAN PENGESAHAN ...ttt I
SURAT PERNYATAAN .ottt ii
LEMBAR PENGESAHAN ..ot iv
MOTTO DAN PESEMBAHAN ....ooooiiieeeseeese e %
KATA PENGANTAR .ottt Vi
UCAPAN DAN TERIMA KASIH ..o viii
ABSTRACT .ottt sttt st b et ne st nes X
AN e I = S SRS Xi
DAFTAR GAMBAR ...ttt Xiv
DAFTAR TABEL ..ottt XV
BAB | PENDAHULUAN
1.1, Latar BAlakang ....ccccccceveereeieceeseeie s 1
1.2, Rumusan Masalan..........ccocoiiiiiiiiiineeeeeee e 5
1.3. Ruang Lingkup Pembahasan ..........ccccccovoeiiiniinenninnrceieene 5
1.4. Tujuan dan Manfaat Penelitian
1.4.1. Tujuan Penelitian........ccccevveiereeneeie e 6
1.4.2. Manfaat Penelitian..........cccooeveeieniininnece e, 6
1.5. Metodologi Penelitian
1.5.1.Ruang Lingkup Peneliti..........cccccvvvereeiesieseece e 7
1.5.2.Jenis dan SUMDer Data.........coceverenerenireeese e 7
1.5.3.Populasi, Sampel dan Teknik Sampling..........cccocevennne 7
1.5.4.Metode Pengumpulan Data ..........ccoveeveeneenenienneeniennns 9
155 . ANaliSISDa@.....coiiiiirieeiieesieee e 10
BAB Il TINJAUAN PUSTAKA
2.1 Pengertian PEmasaran ..........ccoceveereneneesie e 13
2.2 Pengertian Kualitas Layanan ..........cccceeeverenennenceeneene s 14
2.3 Kepuasan Pelanggan ... veneenennie e 16



BAB Il KEADAAN UMUM PERUSAHAAN
3.1 Sgarah Perusahaan

3.1.1 Sejarah PT PLN (Persero) ....ccccoceeevereeierereeenenennes 21
3.1.2 Sejarah PT PLN (Persero) WS2JB ..........ocveveeeneenne, 22
3.2 Susunan Organisasi Perusahnaan .........ccccecceveeeverieneesennns 23
3.3 Tujuan PT PLN (PerserO) ....cccveceeeerierieseesieee e seeeee e 30
3.4 Visi, Misi, Motto dan Arti Lambang PT PLN (Persero)
K B IV T RSSO 30
342 MiSi ittt s 31
3.4.3 MOtto PT PLN (Persero) ....cccoovverererereeesenieeneneenes 31
3.4.4 Arti Lambang Perusahaan
3.4.4.1 KOmpoSiS LOQO ...covveviiieeiieiesieeieee e 31
3.4.4.2 Bentuk LOQO.......coceereriineeienee e 32
3.4.4.3 Element-Element Dasar Lambang ............... 32
3.5 Falsafah Perusahaan .........ccccooeviienini s 34
3.6 Nilai-nilai Perusahaan ...........ccccocvievineieniinieienene e 34
3.7 StUKLUr OrganiSaSal ........cevveereereesueeriesensieeseeseesseeseesseesseenes 35

BAB IV HASIL DAN PEMBAHASAN
4.1 Dimens Karakteristik Kualitas Pelayanan Y ang Paling
Dominan Y ang Diberikan Oleh PT PLN (Persero) WS2JB
Rayon Sukarami Saat Proses Pemasangan Listrik

4.2 Tingkat Kepuasan Pelanggan Terhadap Kualitas Pelayanan
PT PLN (Persero) WS2JB Rayon Sukarami Dalam Proses

Pemasangan Listri Prabayar ..........cccccooveveviieneeieceese e 49

BABV KESIMPULAN DAN SARAN

Xi



DAFTAR PUSTAKA

DAFTAR LAMPIRAN

Xii



DAFTAR GAMBAR

Gambar 3.1 LOJO PLN .......ooiieiecee ettt nne s 31
Gambar 3.2 Bidang Dasar LOgo PLIN ........ccccooevieiieieceeseee e 32
Gambar 3.3 Petir LOgO PLN .....cccooiiiiiiseeie e 33
Gambar 3.4 Gelombang LOgo PLN ..o 33
Gambar 3.5 Struktur Organisasi PT PLN (Persero) WS2JB ..........cccceeuee.. 36

Xiii



Tabel 1.1
Tabel 1.2
Tabel 4.1
Tabel 4.2
Tabel 4.3
Tabel 4.4
Tabel 4.5
Tabel 4.6
Tabel 4.7
Tabel 4.8

DAFTAR TABEL

Contoh Tabel SkalaLiKert .......ccoceveiivinireneeeeeese e 11
Dasar Interprestasi Skor Item dalam Variabel Pendlitian .......... 12
Hasil Kuesioner Variabel Bukti FISIK .......ccccoooiviiiiiiiiieieee 38
Hasil Kuesioner Variabel Kehandalan ..o 39
Hasil Kuesioner Variabel Daya Tanggap ......ccccoeeeveeeierseesiennens 42
Hasil Kuesioner Variabel Jaminan ........c.ccoceeeeeieneneneneneniens 44
Hasil Kuesioner Variabel Empati ........ccoceveniinienenieneeneee 46
Hasil Kuesioner Variabel Kepuasan Pelanggan ..........ccccceveneee 49
Nilal Tingkat Kepuasan Pelanggan .........cccoceeevveeveeceseesennens 51
Dasar Interprestasi Skor Item dalam Variabel Pendlitian .......... 51

Xiv



