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ABSTRAK
ANALISIS PENERAPAN MANAJEMEN KOMPLAIN
PUDAM TIRTA LAWU KARANGANYAR

AULIA NURUL ANISA
F3218014

Penelitian ini dilakukan untuk mengetahui bagaimana penerapan manajemen komplain di
PUDAM Tirta Lawu Karanganyar. Selain itu juga mengetahui hambatan apa yang dialami saat
penanganan komplain pelanggan dan.juga solusiwyang. diberikan oleh PUDAM Tirta Lawu
Karanganyar. Penerapan manajemen komplain harus dilakukan dengan memberikan pelayanan
prima agar semua masalah dapat teratasi dan pelanggan merasa puas. Hal tersebut sangat
mempengaruhi pada citra positif perusahaan dimata para pelanggan.

Metode yang digunakan dalam penelitian ini adalah metode penelitian deskriptif. Teknik
pengumpulan data yang digunakan yaitu studi pustaka, observasilangsung ke PUDAM Tirta Lawu
Karanganyar dan wawancara ke pelanggan yang-pernah mengajukan komplain serta pihak
hubungan langganan.

Berdasarkan hasil penelitian; penerapan manajemen komplain yang dilakukan PUDAM
Tirta Lawu yaitu pelanggan dapat mengajukan-kemplain.melalui media kontak langsung dengan
datang ke kantor dan menemui bagian hubungan langganan. Pelanggan dapat menyampaikan
langsung permasalahan yang terjadi setelah”itu petugas akan menerima pengaduan dan
mengidentifikasi permasalahan pelanggan. Selanjutnya petugas akan melakukan crosscheck data
dan melihat langsung ke lapangan. Selain melalui media kontak langsung, pelanggan juga dapat
menyampaikan komplain melalui media sosial dengan menghubungi nomor whatsapp yang tertera

di website.

Kata kunci : komplain pelanggan, manajemen komplain, penanganan komplain



ABSTRAC
ANALYSIS OF THE APPLICATION OF COMPLAINT MANAGEMENT
PUDAM TIRTA LAWU KARANGANYAR

AULIA NURUL ANISA
F3218014

This research was conducted to find out how the implementation of complaint management
at PUDAM Tirta Lawu Karanganyar. In addition, it also knows what obstacles are experienced
when handling customer complaints and alse«the solutions provided by PUDAM Tirta Lawu
Karanganyar. The application of complaint management must be done by providing excellent
service so that all problems_ can be resolved and customers aresatisfied. This greatly affects the
positive image of the company in the eyes of customers.

The method used in this research s descriptive research method. The data collection
techniques used are literature study, direct observation to PUDAM Tirta Lawu Karanganyar and
interviews with customers who have submitted eomplaints and subscription relations parties.

Based on the results of the study, the application of complaint management carried out by
PUDAM Tirta Lawu is that customers.ean submit complaints through direct contact media by
coming to the office and meeting the subscription relations ‘department. Customers can directly
convey problems that occur after that the-officer will receive complaints and identify customer
problems. Furthermore, the officer will crosscheck the data and look directly into the field. In
addition to direct contact media, customers can also submit complaints through social media by
contacting the whatsapp number listed on the website

Keywords : customer complaints, complaints management, complaints handling
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