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ABSTRAK 

Siti Zulfha, NPM 19120027. “Implementasi Layanan Aplikasi Info PT Air Minum Intan Banjar 

(Perseroda) Dalam Peningkatan Kepuasan Masyarakat di Kota Banjarbaru.” Bimbingan Ibu Sitna Hajar 

Malawat sebagai Pembimbing Utama dan Bapak Beni Akhmad sebagai Co Pembimbing. 

Tujuan penelitian adalah untuk mengetahui Implementasi Layanan Aplikasi Info PT Air Minum Intan 

Banjar (Perseroda) Dalam Peningkatan Kepuasan Masyarakat di Kota Banjarbaru. Untuk mengetahui faktor 

kendala Implementasi Layanan Aplikasi Info PT Air Minum Intan Banjar (Perseroda) Dalam Peningkatan 

Kepuasan Masyarakat di Kota Banjarbaru.  

Dalam penelitian ini menggunakan metode deskriptif kualitatif, yang dikumpulkan menggunakan teknik 

wawancara dan dokumentasi. Analisis data menggunakan reduksi data, penyajian data, dan penarikan 

kesimpulan. Informan dalam penelitian adalah 2 orang pegawai PT. Air Minum Intan Banjar (Perseroda) 

dan 4 orang masyarakat selaku pelanggan PTAM. 

Berdasarkan hasil penelitian, menunjukkan bahwa Implementasi Layanan Aplikasi Info PT Air Minum 

Intan Banjar (Perseroda) Dalam Peningkatan Kepuasan Masyarakat di Kota Banjarbaru dilihat dari 

indikator Isi Kebijakan pada variabel interest affected, type of benefits, extend of change envision, site of 

decision making, program implementer, sudah terealisasikan. Dan dilihat dari indikator Lingkungan 

Implementasi pada variabel power, interest and strategy of actor involved, institution and regime 

characteristic, sudah terealisasaikan. Namun, pada indikator Isi Kebijakan pada variabel Resources 

Commited (sumberdaya pendukung) dan indikator Lingkungan Implementasi pada variabel Compliance 

and responsiveness (kepatuhan daya tanggap) dirasa masih kurang dalam kepuasan masyarakat. Secara 

simultan pada indikator Isi Kebijakan dan Lingkungan Implementasi dapat berpengaruh dengan signifikan 

terciptanya peningkatan kepuasan masyarakat yang optimal 
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ABSTRACT 

 

Siti Zulfha, NPM 19120027. "Implementation of Information Application Services for PT Air Drinking 

Intan Banjar (Perseroda) in Increasing Community Satisfaction in the City of Banjarbaru." Guidance by 

Mrs. Sitna Hajar Malawat as the Main Advisor and Mr. Beni Akhmad as the Co-Supervisor 

The aim of the research was to find out the Implementation of Information Application Services at PT Air 

Minum Intan Banjar (Perseroda) in Increasing Community Satisfaction in the City of Banjarbaru. To find 

out the constraining factors for the Implementation of PT Air Minum Intan Banjar (Perseroda) Information 

Application Services in Increasing Community Satisfaction in the City of Banjarbaru. 

In this study using a qualitative descriptive method, which was collected using interviews and 

documentation techniques. Data analysis using data reduction, data presentation, and drawing 

conclusions. Informants in the study were 2 employees of PT. Air Minum Intan Banjar (Perseroda) and 4 

community members as PTAM customers. 

Based on the results of the study, it shows that the Implementation of Information Application Services at 

PT Air Minum Intan Banjar (Perseroda) in Increasing Community Satisfaction in the City of Banjarbaru 



is seen from the Policy Content indicators on the variable interest affected, type of benefits, extend of 

change envision, site of decision making, program implementer, has been realized. And seen from the 

indicators of the Implementation Environment on the variables power, interest and strategy of the actors 

involved, institution and regime characteristics, it has been realized. However, the Policy Content indicator 

on the Resources Commited variable (supporting resources) and the Implementation Environment 

indicator on the Compliance and responsiveness variable are still lacking in community satisfaction. 

Simultaneously the indicators of Policy Content and Implementation Environment can have a significant 

effect on creating an optimal increase in community satisfaction. 
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