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ABSTRAK

Junanda Satria Chanagara. NIM 40011321655021. Analisis Penanganan
Pengaduan Pengguna (User) Tenaga Kerja Outsourcing PT. Pelindo Daya
Sejahtera Regional Jateng. Tugas Akhir. Program Studi D-IV (Sarjana
Terapan) Manajemen dan Administrasi Logistik, Sekolah Vokasi, Universitas
Diponegoro. 2023. Permasalahan dari penelitian ini yakni bagaimana proses
penanganan pengaduan pengguna (user) tenaga kerja outsourcing PT. Pelindo Daya
Sejahtera Regional Jateng saat ini dan faktor penghambat maupun pendukung dari
proses penanganan pengaduan pengguna (user) tenaga kerja outsourcing PT.
Pelindo Daya Sejahtera Regional Jateng. Penelitian ini bertujuan untuk mengetahui
bagaimana proses penanganan pengaduan / komplain pengguna jasa atau pelanggan
dan faktor yang menghambat maupun faktor yang mendukung dalam penanganan
pengaduan sesuai dengan standar operasional prosedur yang ada didalam
perusahaan. Penelitian ini menggunakan metode kualitatif dengan menggunakan
teknik pengumpulan data wawancara mendalam, observasi dan dokumentasi. Yang
dilakukan di PT. Pelindo Daya Sejahtera Regional Jateng Jl. Coaster No. 10 A Kota
Semarang. Hasil dari penelitian di PT. Pelindo Daya Sejahtera Regional Jateng
yakni berupa rancangan standar operasional prosedur penanganan pengaduan
pengguna jasa mulai dari proses penyampaian pengaduan hingga tahapan
penyelesaian pengaduan pengguna (User) tenaga kerja outsourcing. Serta dapat
meminimalisir faktor yang menghambat juga memaksimalkan faktor pendukung

dalam penanganan pengaduan.

Kata kunci: Pelanggan, Penanganan Pengaduan, Tenaga Kerja Outsourcing



ABSTRACT

Junanda Satria Chanagara. NIM 40011321655021. Analysis of Handling of
User Complaints (User) Outsourcing Workforce PT. Pelindo Daya Sejahtera
Regional Jateng. Undergraduate Thesis. Study program D-1V Management
and Administration Logistic, Vocational School, Diponegoro University. 2023.
The problem of this research is how the process of handling user complaints (user)
labor outsourcing PT. Pelindo Daya Sejahtera Regional Central Java at this time
and the inhibiting and supporting factors in the process of handling user complaints
(user) labor outsourcing PT. Pelindo Daya Prosperity Central Java Regional. This
study aims to find out how the process of handling complaints / complaints from
service users or customers and the inhibiting and supporting factors in handling
complaints in accordance with the standard operating procedures that exist within
the company. This study uses qualitative methods using data collection techniques
in-depth interviews, observation and documentation. What was done at PT. Pelindo
Daya Sejahtera Regional Central Java JI. Coasters No. 10 A City of Semarang. The
results of research at PT. Pelindo Daya Sejahtera Regional Central Java, namely in
the form of a draft standard operating procedure for handling complaints from
service users starting from the process of submitting complaints to the stages of
resolving user complaints (User) labor outsourcing. As well as being able to
minimize the inhibiting factors as well as maximizing the supporting factors in

handling complaints.

Keywords: Customers, Complaint Handling, Outsourced Workforce
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