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ABSTRAK

Laporan kerja lapang ini membahas pokok permasalahan mengenai proses
pelayanan di Balai Teknologi Air Minum (BTAM), dengan fokus pada efektivitas,
efisiensi, serta kualitas pelayanan yang diberikan, termasuk hambatan yang muncul
selama pelaksanaannya. Tujuan dari praktik kerja lapangan ini adalah untuk
memahami proses dan kualitas pelayanan di BTAM. Penelitian ini menggunakan
metode wawancara dengan pihak terkait, observasi langsung, studi kepustakaan,
serta partisipasi aktif dalam kegiatan BTAM. Data yang diperoleh dari laporan ini
mencakup hasil survei pelayanan di Balai Teknologi Air Minum (BTAM). Sebagian
besar responden menilai persyaratan teknis dan administrasi sesuai dengan standar
pelayanan. Hasil data menunjukkan bahwa sebagian besar responden menilai
persyaratan teknis dan administrasi sesuai dengan standar, pelayanan dinilai cepat
dan mudah dipahami, meskipun terdapat keluhan mengenai kecepatan pengujian
kualitas air. Mayoritas responden juga menilai tarif yang ditawarkan sesuai dengan
peraturan yang berlaku.

Kata Kunci: Pelayanan, BTAM, Kualitas Pelayanan



ABSTRACT

This fieldwork report discusses the subject matter of the service process at the
Drinking Water Technology Center (BTAM), focusing on the effectiveness,
efficiency, and quality of services provided, including obstacles that arise during its
implementation. The purpose of this fieldwork practice is to understand the process
and quality of services at BTAM. This research uses interviews with relevant parties,
direct observation, literature study, and active participation in BTAM activities. The
data obtained from this report includes the results of a service survey at the
Drinking Water Technology Center (BTAM). Most respondents assessed technical
and administrative requirements in accordance with service standards. The data
results show that most respondents rated the technical and administrative
requirements as in accordance with the standards, the service was considered fast
and easy to understand, although there were complaints regarding the speed of
water quality testing. The majority of respondents also assessed that the tariff
offered was in accordance with applicable regulations.

Keywords: Service, BTAM, Service Quality
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