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ABSTRAK

Rahmadi Program Studi Magister Manajemen Fakultas Ekonomi 
Universitas Muria Kudus, 2013. Analisis Faktor-faktor Kepuasan Pelanggan 
Perusahaan Daerah Air Minum Tirta Bening Kabupaten Pati. Ketua Pembimbing: 
H. Joko Utomo, Anggota Pembimbing: H. Mochamad Edris.

Penelitian ini mempunyai tujuan menganalisis tingkat kepuasan 
pelanggan terhadappelayanan yang diberikan oleh PDAM Tirta Bening 
Kabupaten Pati, menganalisis sejauhmana hubungan antara faktor-faktor 
yangmempengaruhi kepuasan pelanggan, untuk mengetahui ada atau tidaknya 
pengaruh signifikan secara berganda maupun secara parsial variabel kualitas 
pelayanan(tangible, reliability, responsiveness, assurance, dan 
emphaty)terhadap kepuasan pelangganPDAM Tirta Bening Kabupaten Pati.

Penelitian ini menggunakan data primer melalui pengisian kuesioner, 
dengan responden penelitian pelanggan pada PDAM Tirta Bening Kabupaten
Pati. Pengambilan sampel dilakukan dengan metode pengambilan sampel acak 
sederhana. Pengujian yang dilakukan adalah uji kualitas data, dan uji hipotesis 
dengan metode analisis regresi linear berganda.

Hasil penelitian ini menunjukkan bahwa: 1) Tingkat kepuasan pelanggan 
PDAM Tirta Bening Kabupaten Pati secara keseluruhan memiliki tingkat 
kepuasan pelanggan dengan kategori sangat puas dengan nilai skala peringkat 
96,04 %. 2) Faktor-faktor yang mempengaruhi kepuasan pelanggan PDAM Tirta 
Bening Kabupaten Pati adalah kualitas pelayanan(tangible, reliability, 
responsiveness, assurance, dan empathy) mempunyai hubungan yang saling 
mempengaruhi satu sama lain. 3)Variabel kualitas pelayanan(tangible, reliability, 
responsiveness, assurance, dan empathy) secara berganda dan secara parsial 
memiliki pengaruh yang signifikan terhadap kepuasan pelanggan PDAM Tirta 
Bening Kabupaten Pati.

Kata kunci: kepuasan pelanggan,kualitas pelayanan(berwujud, kehandalan, 
ketanggapan, jaminan, dan empati).
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ABSTRACT

Rahmadi Master of Management Faculty of Economics, University of
Muria Kudus, 2013. Analysis of Customer Satisfaction Factors Regional Water 
Company Tirta Bening Pati. Supervisor Chairman: H. Joko Utomo, Supervisor
Members : H. Mochamad Edris.

This study has the objective to analyze the level of customer satisfaction 
with the services provided by PDAM Tirta Bening Pati, analyzes the extent of the 
relationship between the factors that affect customer satisfaction, to determine 
whether there is any significant effect in partial or multiple quality of service 
(tangible, reliability, responsiveness, assurance, and empathy) to customer 
satisfaction PDAM Tirta BeningPati.

This study uses primary data through questionnaires, with the customer
survey respondents on PDAM Tirta Bening Pati. Sampling was done by simple
random sampling method. Testing is done is test the quality of the data, and
hypothesis testing with multiple line arregression analysis method.

The results of this study indicate that: 1) The level of customer satisfaction 
PDAM Tirta Bening Pati overall levels of customer satisfaction with the category 
of extremely satisfied with the rating scale value of 96.04 %. 2) The factors that 
affect customer satisfaction PDAM Tirta Bening Pati is the quality of service 
(tangible, reliability, responsiveness, assurance, and empathy) have a 
relationship that mutually affect each other. 3) Variable quality of service 
(tangible, reliability, responsiveness, assurance, and empathy) are multiple and 
partially to have a significant impact on customer satisfaction PDAM Tirta Bening 
Pati.

Keywords: customer satisfaction, service quality (tangible, reliability, 
responsiveness, assurance, and empathy).
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