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ABSTRAK 
 

Dewasa ini masih banyak dijumpai kelemahan dalam pengelolaan gedung  

khususnya Apartemen sehingga belum dapat memenuhi kualitas yang diharapkan oleh 

penghuni.Hal ini ditandai masih adanya berbagai keluhan penghuni apartemen yang disampaikan 

melalui berbagai media massa sehingga menimbulkan citra yang kurang baik terhadap kinerja 

pengelola.Dengan meningkatnya pertumbuhan Apartemen ,Apartemen Green Lake View ingin 

memahami kepuasan Penghuni dalam memberikan fasilitas yang baik dan memberikan kepuasan 

kepada Penghuni. 

Kepuasan konsumen menurut Kuswadi adalah perbedaan antara harapan pelanggan dan 

persepsi pelanggan terhadap apa yang diberikan perusahaan kepada mereka. Jika harapan 

pelanggan terhadap apa yang akan diberikan perusahaan rendah dan ternyata persepsinya 

terhadap apa yang telah diberikan perusahaan kepada mereka tinggi, pelanggan akan merasa 

mendapatkan kepuasan.  
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ABSTRACT 
 

Nowadays there are still many weaknesses in building management 

especially apartments, so they have not been able to meet the quality expected by residents. This 

is indicated by the fact that there are still various complaints from apartment residents conveyed 

through various mass media, giving rise to an unfavorable image of the management's 

performance. With the increasing growth of apartments, Green Lake View Apartments wants to 

understand resident satisfaction. in providing good facilities and providing satisfaction to 

residents. 

According to Kuswadi, consumer satisfaction is the difference between customer expectations 

and customer perceptions of what the company gives them. If customers' expectations of what 

the company will provide are low and their perception of what the company has provided them is 

high, the customer will feel satisfied. 

 

 

 

 

 

 

 

 

 

 

lib.mercubuana.ac.id



ix 

 

DAFTAR ISI 
 

HALAMAN JUDUL ...................................................................................................................... i 

HALAMAN PERNYATAAN ...................................................................................................... ii 

HALAMAN PENGESAHAN ...................................................................................................... iii 

KATA PENGANTAR .................................................................................................................. iv 

ABSTRAK ................................................................................................................................... vii 

ABSTRACT ................................................................................................................................ viii 

DAFTAR ISI................................................................................................................................. ix 

DAFTAR TABEL ....................................................................................................................... xii 

DAFTAR GAMBAR .................................................................................................................. xiii 

BAB I .............................................................................................................................................. 1 

PENDAHULUAN ......................................................................................................................... 1 

1.1 Latar Belakang Penelitian ..................................................................................................... 1 

1.2 Perumusan Masalah............................................................................................................... 6 

1.3 Tujuan Penelitian................................................................................................................... 6 

1.4. Manfaat Penelitian............................................................................................................ 6 

1.4.1. Manfaat Akademis .................................................................................................... 6 

1.4.2. Manfaat Praktis ......................................................................................................... 6 

BAB II ............................................................................................................................................ 7 

TINJAUAN PUSTAKA ................................................................................................................ 7 

2.1 Komunikasi ........................................................................................................................... 7 

2.2 Public Relations..................................................................................................................... 9 

2.2.1 Fungsi Public Relations .......................................................................................... 11 

2.3 Customer Relations ............................................................................................................. 13 

2.4 Customer Service ................................................................................................................ 14 

2.4.1 Fungsi dan Tugas Customer Service ............................................................................ 15 

2.5   Kepuasan Konsumen ......................................................................................................... 17 

2.5.1 Standar Kepuasan.................................................................................................... 19 

2.6. Fasilitas........................................................................................................................... 20

lib.mercubuana.ac.id



x 

 

2.7. Pelayanan ........................................................................................................................... 21 

BAB III ......................................................................................................................................... 22 

METODOLOGI PENELITIAN ................................................................................................ 22 

3.1. Tipe Penelitian................................................................................................................ 22 

3.2. Metode Penelitian ........................................................................................................... 22 

3.3. Populasi dan Sampel ...................................................................................................... 24 

3.3.1. Populasi ................................................................................................................... 24 

3.3.2. Sampel..................................................................................................................... 24 

3.3.3. Teknik Penarikan Sampel ....................................................................................... 26 

3.4. Definisi Konsep dan Operasionalisasi Konsep .............................................................. 27 

3.4.1. Definisi Konsep ...................................................................................................... 27 

3.4.2. Operasionalisasi Konsep ......................................................................................... 28 

3.5. Teknik Pengumpulan Data ............................................................................................. 29 

3.5.1. Data Primer ............................................................................................................. 29 

3.5.2. Data Sekunder ......................................................................................................... 29 

3.6 Teknik Analisa Data ....................................................................................................... 30 

BAB IV ......................................................................................................................................... 32 

HASIL PENELITIAN DAN PEMBAHASAN ......................................................................... 32 

4.1. Gambaran Umum Obyek Penelitian .............................................................................. 32 

4.1.1. Sejarah Perusahaan ...................................................................................................... 32 

4.1.2. Visi dan Misi ............................................................................................................... 33 

4.1.3. Struktur Organisasi ...................................................................................................... 34 

4.2 Hasil Penelitian ................................................................................................................... 35 

4.2.1. Identitas Responden ..................................................................................................... 35 

4.2.2. Analisis Deskripsi Variable  Kepuasan Penghuni ....................................................... 38 

4.3. Pembahasan .................................................................................................................... 47 

BAB V .......................................................................................................................................... 50 

SIMPULAN DAN SARAN ......................................................................................................... 50 

5.1. Simpulan......................................................................................................................... 50 

5.2. Saran ............................................................................................................................... 51

lib.mercubuana.ac.id



xi 

 

5.2.1. Saran Akademis ........................................................................................................... 51 

5.2.2. Saran Praktis ................................................................................................................ 52 

DAFTAR PUSTAKA .................................................................................................................. 53 

 

lib.mercubuana.ac.id



xii 

 

DAFTAR TABEL 
 

Tabel 3. 1 Operasionalisasi Konsep .............................................................................................. 28 

Tabel 4. 1 Distribusi Responden Berdasarkan Jenis Kelamin ...................................................... 35 

Tabel 4. 2 Distribusi Responden Berdasarkan Usia ...................................................................... 36 

Tabel 4. 3 Distribusi Responden Berdasarkan Tingkat Pendidikan ............................................. 37 

Tabel 4. 4 Keramah Tamahan Pengelola dalam Melayani Penghuni ........................................... 38 

Tabel 4. 5 Kecepatan Pelayanan ................................................................................................... 39 

Tabel 4. 6 Kesigapan Penanganan Keluhan Penghuni.................................................................. 40 

Tabel 4. 7 Penjelasan Pengelola Mengenai Prosedur Dan Tata Tertib ......................................... 41 

Tabel 4. 8 Kecanggihan Teknologi Pelayanan ............................................................................. 42 

Tabel 4. 9 Tersedianya Tempat Parkir .......................................................................................... 43 

Tabel 4. 10 Fasilitas Apartemen ................................................................................................... 44 

Tabel 4. 11 Keamanan Apartemen ................................................................................................ 45 

Tabel 4. 12 Penampilan dan Kenyamanan Ruangan  Pengelola ................................................... 46 

Tabel 4. 13 Kebersihan Apartemen .............................................................................................. 47 

 

 

lib.mercubuana.ac.id



xiii 

 

DAFTAR GAMBAR 
 

Gambar 4. 1 Struktur Organisasi .................................................................................................. 34 

 

 

 

lib.mercubuana.ac.id




