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ABSTRAK 
 

Penelitian ini berfokus untuk merancangan sistem Audit dan Surveillance yang 

terintegrasi, yang bisa menangani Survey Kepuasan Pelanggan, mempersiapkan 

Surveillance Audit ISO 9001:2015, dan mempersiapkan Surveillance dari 

Direktorat Jenderal Ketenagalistrikan di PT Inspeksi Instalasilistrik Indonesia 

(Triepel i). Tujuan penelitian ini adalah untuk mempelajari sistem manajemen di 

Triepel i, untuk mengetahui proses pelaksanaan Surveillance Audit ISO 9001:2015 

di Triepel i, untuk mengetahui proses pelaksanaan Surveillance dari Direktorat 

Jenderal Ketenagalistrikan di Triepel i, dan merancang suatu sistem yang 

terintegrasi untuk Survey Kepuasan Pelanggan di Triepel i. Penelitian ini 

menggunakan Metode Kualitatif. Pengumpulan data dilakukan berdasarkan 

pengamatan langsung, wawancara terhadap pihak yang terlibat, dan data-data yang 

didapatkan dari perusahaan untuk mengidentifikasi hal-hal apa saja yang 

dibutuhkan untuk mempersiapkan Surveillance Audit ISO 9001:2015 dan 

Surveillance dari Direktorat Jenderal Ketenagalistrikan. Dalam penilaian 

Surveillance Audit ISO 9001:2015, terdapat persyaratan bahwa Triepel i 

diwajibkan untuk melakukan Survey Kepuasan Pelanggan dan Audit Internal, dan 

dalam kriteria penilaian Surveillance oleh Direktorat Jenderal Ketenagalistrikan, 

Triepel i diwajibkan untuk melaporkan hasil Surveillance Audit ISO 9001:2015 dan 

Survey Kepuasan Pelanggan. Sebaiknya Triepel i melakukan Survey Kepuasan 

Pelanggan dan melakukan monitoring secara berkala untuk melakukan evaluasi 

terhadap Mutu Pelayanan Perusahaan dan untuk melakukan evaluasi apakah Triepel 

i sudah memenuhi persyaratan Sistem Manajemen ISO 9001:2015 dan persyaratan 

dari Direktorat Jenderal Ketenagalistrikan atau belum, serta untuk mempersiapkan 

persyaratan dokumen dan data-data yang diperlukan untuk menghadapi Audit dan 

Surveillance agar apabila ada Audit dan Surveillance dari Pihak Eksternal Triepel i 

sudah siap kapanpun. 

 

Kata Kunci: Survey Kepuasan Pelanggan, Audit, Surveillance 
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ABSTRACT 
 

This research focuses on designing an integrated Audit and Surveillance system, 

which can handle Customer Satisfaction Surveys, prepare ISO 9001:2015 

Surveillance Audits, and prepare Surveillance from the Directorate General of 

Electricity at PT Inspeksi Installlistrik Indonesia (Triepel i). The purpose of this 

research is to study the management system in Triepel i, to find out the process of 

implementing the ISO 9001:2015 Surveillance Audit in Triepel i, to know the 

process of implementing Surveillance from the Directorate General of Electricity 

in Triepel i, and to design an integrated system for Customer Satisfaction Surveys 

in Triepel i. Triple i. This study uses a qualitative method. Data collection is carried 

out based on direct observations, interviews with parties involved, and data 

obtained from companies to identify what things are needed to prepare the ISO 

9001:2015 Surveillance Audit and Surveillance from the Directorate General of 

Electricity. In the ISO 9001:2015 Surveillance Audit assessment, there is a 

requirement that Triepel i is required to conduct a Customer Satisfaction Survey 

and Internal Audit, and in the Surveillance assessment criteria by the Directorate 

General of Electricity, Triepel i is required to report the results of the ISO 

9001:2015 Surveillance Audit and Customer Satisfaction Survey. It is 

recommended that Triepel i conduct a Customer Satisfaction Survey and carry out 

periodic monitoring to evaluate the Company's Service Quality and to evaluate 

whether Triepel i has met the requirements of the ISO 9001:2015 Management 

System and the requirements of the Directorate General of Electricity or not, as 

well as to prepare document requirements and the data needed to deal with Audit 

and Surveillance so that if there is an Audit and Surveillance from an External 

Party, Triepel i is ready at any time. 

 

Keywords: Customer Survey, Audit, Surveillance 

 



Universitas Bakrie 
 

viii 
 

DAFTAR ISI 

 

HALAMAN PERNYATAAN ORISINALITAS ................................................. i 

HALAMAN PENGESAHAN ............................................................................... ii 

KATA PENGANTAR .......................................................................................... iii 

HALAMAN PERSETUJUAN PUBLIKASI ...................................................... v 

ABSTRAK ............................................................................................................ vi 

ABSTRACT .......................................................................................................... vii 

DAFTAR ISI ....................................................................................................... viii 

DAFTAR GAMBAR ............................................................................................ xi 

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

DAFTAR LAMPIRAN ...................................................................................... xiii 

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

1.1 Latar Belakang Masalah ........................................................................... 1 

1.2 Rumusan Masalah .................................................................................... 2 

1.3 Tujuan Penelitian ...................................................................................... 2 

1.4 Batasan Penelitian .................................................................................... 3 

1.5 Manfaat Penelitian .................................................................................... 3 

1.6 Sistematika Penulisan ............................................................................... 4 

BAB II TINJAUAN PUSTAKA ........................................................................... 6 

2.1 Konsep Sistem .......................................................................................... 6 

2.1.1 Pengertian Sistem .............................................................................. 6 

2.1.2 Pengertian Subsistem ........................................................................ 6 

2.1.3 Pengertian Suprasistem ..................................................................... 6 

2.1.4 Perancangan Sistem Industri ............................................................. 7 

2.1.5 Pendekatan Pengembangan Sistem ................................................. 12 

2.2 Kepuasan Pelanggan ............................................................................... 13 

2.2.1 Definisi Kepuasan Pelanggan ......................................................... 13 

2.2.2 Dimensi Kepuasan Pelanggan ......................................................... 14 

2.2.3 Faktor-Faktor Kepuasan Pelanggan ................................................ 14 

2.2.4 Metode Pengukuran Kepuasan Pelanggan ...................................... 15 



Universitas Bakrie 
 

ix 
 

2.2.5 Pengaruh Mutu Pelayanan Terhadap Kepuasan Pelanggan ............ 16 

2.3 Mutu Pelayanan ...................................................................................... 17 

2.3.1 Definisi Mutu .................................................................................. 17 

2.3.2 Definisi Pelayanan .......................................................................... 17 

2.3.3 Definisi Mutu Pelayanan ................................................................. 17 

2.3.4 Dimensi Mutu ................................................................................. 18 

2.4 Populasi dan Sampel .............................................................................. 19 

2.4.1 Teknik Sampling ............................................................................. 20 

2.4.2 Metode Survey ................................................................................. 21 

2.4.3 Metode Service Quality (Servqual) ................................................. 21 

2.4.4 Analisis Model Konseptual Servqual .............................................. 21 

2.3.5 Tahapan Survey Kepuasan Pelanggan .................................................. 22 

2.5 Sistem Manajemen Mutu ........................................................................ 23 

2.5.1 ISO 9001:2015 ................................................................................ 24 

2.5.2 PDCA .............................................................................................. 25 

2.5.3 Audit ................................................................................................ 26 

2.6 Surveillance Direktorat Jenderal Ketenagalistrikan ............................... 31 

2.6.1 Pengertian Pengawasan ................................................................... 31 

2.6.2 Dasar Hukum Pelaksanaan Surveillance ......................................... 34 

2.6.3 Proses Pelaksanaan.......................................................................... 34 

BAB III METODE PENELITIAN .................................................................... 37 

3.1 Obyek Penelitian .................................................................................... 37 

3.2 Metode Penelitian ................................................................................... 37 

3.3 Diagram Alir Penelitian .......................................................................... 37 

3.4 Uraian Diagram Alir ............................................................................... 38 

BAB IV PEMBAHASAN .................................................................................... 40 

4.1 Deskripsi Objek Penelitian ..................................................................... 40 

4.1.1 Gambaran Umum Perusahaan ......................................................... 40 

4.1.2 Tujuan Perusahaan .......................................................................... 41 

4.1.3 Lingkup Kegiatan Perusahaan......................................................... 42 

4.1.4 Moto, Visi, dan Misi Perusahaan .................................................... 42 

4.1.5 Prinsip untuk Memperoleh Sertifikat Akreditasi ............................ 44 



Universitas Bakrie 
 

x 
 

4.1.6 Sistem Manajemen Triepel i ........................................................... 45 

4.1.7 Struktur Organisasi Perusahaan ...................................................... 46 

4.2 Gambaran Proses Penerbitan Sertifikat Laik Operasi ............................ 53 

4.2.1 Peta Proses Penerbitan Sertifikat Laik Operasi (SLO) ................... 53 

4.3 Analisis Survey Kepuasan Pelanggan, Surveillance Audit ISO 

9001:2015, dan Surveillance oleh Direktorat Jenderal Ketenagalistrikan ........ 59 

4.3.1 Tujuan Kegiatan .............................................................................. 59 

4.3.2 Matriks Survey Kepuasan Pelanggan, Surveillance oleh Direktorat 

Jenderal Ketenagalistrikan, dan Surveillance Audit ISO 9001:2015 ............ 60 

4.3.3 Rancangan Kegiatan........................................................................ 70 

4.4 Usulan Kegiatan ..................................................................................... 71 

4.5 Detail Kegiatan ....................................................................................... 72 

4.5.1 Survey Kepuasan Pelanggan ........................................................... 73 

4.5.2 Kegiatan Monitoring ....................................................................... 78 

4.6 User Acceptance Test ........................................................................... 101 

BAB V SIMPULAN DAN SARAN .................................................................. 102 

5.1 Simpulan ............................................................................................... 102 

5.2 Saran ..................................................................................................... 103 

DAFTAR PUSTAKA ........................................................................................ 104 

LAMPIRAN ....................................................................................................... 109 

 

 

  



Universitas Bakrie 
 

xi 
 

DAFTAR GAMBAR 

 

Gambar 2.1 Need and Requirements Analysis ...................................................... 7 

Gambar 2.2 Product Concept Phase ..................................................................... 9 

Gambar 2.3 Black Box System Model .................................................................... 9 

Gambar 2.4 Solution Concept Phase ................................................................... 11 

Gambar 2.5 Embodiment Design Phase .............................................................. 12 

Gambar 2.6 Model Service Quality ..................................................................... 22 

Gambar 2.7 Siklus PDCA Sistem Manajemen Mutu ISO 9001:2015 ................. 26 

Gambar 2.8 Proses Pelaksanaan Audit Internal................................................... 29 

 

Gambar 3.1 Diagram Alir Penelitian ................................................................... 38 

 

Gambar 4.1 Sertifikat Akreditasi Lembaga Inspeksi Teknik Tegangan Rendah 40 

Gambar 4.2 Sertifikat ISO 9001:2015 PT Inspeksi Instalasilistrik Indonesia 

(Triepel i) .............................................................................................................. 41 

Gambar 4.3 Maklumat Pelayanan ....................................................................... 44 

Gambar 4.4 Struktur Organisasi di Kantor Pusat ................................................ 46 

Gambar 4.5 Struktur Organisasi Kantor Wilayah ............................................... 49 

Gambar 4.6 Struktur Organisasi Kantor Area ..................................................... 51 

Gambar 4.7 Proses Penerbitan Sertifikat Laik Operasi (SLO) ............................ 54 

Gambar 4.8 Formulir Pendaftaran SLO Online di Website PT Inspeksi 

Instalasilistrik Indonesia (Triepel i) ...................................................................... 55 

Gambar 4.9 Formulir Pendaftaran SLO Online di Website Direktorat Jenderal 

Ketenagalistrikan................................................................................................... 56 

Gambar 4.10 Sertifikat Laik Operasi (SLO) ....................................................... 59 

Gambar 4.11 Keterkaitan Survey Kepuasan Pelanggan, Surveillance Audit ISO 

9001:2015, Surveillance oleh Direktorat Jenderal Ketenagalistrikan ................... 71 

Gambar 4.12 Siklus Kegiatan Survey Kepuasan Pelanggan, Surveillance Audit 

ISO 9001:2015 dan Surveillance oleh Direktorat Jenderal Ketenagalistrikan...... 72 

 

 



Universitas Bakrie 
 

xii 
 

DAFTAR TABEL 
 

Tabel 4.1 Matriks Survey Kepuasan Pelanggan, Surveillance Audit ISO 

9001:2015, dan Surveillance oleh Direktorat Jenderal Ketenagalistrikan ............ 61 

Tabel 4.2 Flow Survey Kepuasan Pelanggan pada Layanan Pendaftaran ............ 74 

Tabel 4.3 Flow Survey Kepuasan Pelanggan pada Layanan Penyerahan SLO .... 75 

Tabel 4.4 Flow Pengolahan Hasil Survey Kepuasan Pelanggan .......................... 76 

Tabel 4.5 Tabel Perhitungan Servqual ................................................................. 77 

Tabel 4.6  Flow Kegiatan Monitoring .................................................................. 79 

Tabel 4.7 Flow Kegiatan Pemeriksaan pada Sistem Informasi Triepel i ............. 81 

Tabel 4.8 Flow Kegiatan Surveillance Internal .................................................... 85 

Tabel 4.9 Flow Kegiatan Audit Internal ............................................................... 89 

Tabel 4.10 Flow Kegiatan Surveillance oleh Direktorat Jenderal 

Ketenagalistrikan................................................................................................... 97 

  



Universitas Bakrie 
 

xiii 
 

DAFTAR LAMPIRAN 

 

Lampiran 1 Kriteria Penilaian Lembaga Sertifikasi .......................................... 109 

Lampiran 2 Penilaian Kinerja hasil Surveillance dari Direktorat Jenderal 

Ketenagalistrikan................................................................................................. 112 

Lampiran 3 Lembar Penilaian Kinerja Lembaga Sertifikasi Ketenagalistrikan 113 

Lampiran 4 Sanksi Administratif ...................................................................... 116 

Lampiran 5 Struktur Klausal ISO 9001:2015.................................................... 117 

Lampiran 6  Form Jadwal Pelaksanaan Audit Internal ..................................... 119 

Lampiran 7 Form Check-list Audit ................................................................... 120 

Lampiran 8 Form Daftar Pertanyaan Audit Internal ......................................... 121 

Lampiran 9 Form Hasil Pelaksanaan Audit Internal ......................................... 122 

Lampiran 10 Form Audit Mutu Internal............................................................ 123 

Lampiran 11 Form Registrasi Audit Internal .................................................... 124 

Lampiran 12 Form Hasil Pelaksanaan Audit Internal ....................................... 125 

Lampiran 13 Form Rangkuman Pelaksanaan Audit Internal ............................ 126 

Lampiran 14 Form Laporan Hasil Temuan Audit Internal ............................... 127 

Lampiran 15 Form Laporan Hasil Temuan dan Rekomendasi Audit Internal .. 129 

Lampiran 16 Undangan Sosialisasi Kegiatan Audit.......................................... 130 

Lampiran 17 Form Surat Peringatan untuk Melakukan Perbaikam Hasil Temuan 

Audit Internal ...................................................................................................... 131 

Lampiran 18 Form Permintaan Tindakan Koreksi ............................................ 132 

Lampiran 19 Form Tindakan Koreksi ............................................................... 133 

Lampiran 20 Form Laporan Tindak Lanjut Hasil Temuan Audit Internal........ 134 

Lampiran 21 Contoh Struktur Organisasi Kantor Wilayah ............................... 137 

Lampiran 22 Contoh Struktur Organisasi Kantor Area .................................... 138 

Lampiran 23 Kapasitas Daya yang Bisa Dipilih oleh Pemilik Instalasi ........... 139 

Lampiran 24 Form Kuisioner Survey Kepuasan Pelanggan ketika Pelanggan 

Selesai Mengajukan Permohonan SLO ............................................................... 140 

Lampiran 25 Form Kuisioner Survey Kepuasan Pelanggan ketika Pelanggan 

Sudah Menerima SLO ......................................................................................... 142 

Lampiran 26 Persyaratan Informasi Terdokumentasi ....................................... 144 



Universitas Bakrie 
 

xiv 
 

Lampiran 27 Form Monitoring ......................................................................... 145 

Lampiran 28 Laporan Hasil Pemeriksaan dan Pengujian ................................. 147 

Lampiran 29 Form Laporan Hasil Validasi SLO .............................................. 150 

Lampiran 30 Formulir Rencana Kegiatan Audit ............................................... 151 

Lampiran 31 Laporan Ketidaksesuaian ............................................................. 152 

Lampiran 32 Ringkasan Hasil Kegiatan Audit ................................................. 153 

Lampiran 33 Status Tindak Lanjut .................................................................... 155 

Lampiran 34 Dokumentasi User Acceptance Test di PT Inspeksi Instalasilistrik 

Indonesia ............................................................................................................. 157 

Lampiran 35 Daftar Hadir User Acceptance Test di PT Inspeksi Instalasilistrik 

Indonesia ............................................................................................................. 158 

 

file:///C:/Users/Mutyara%20Deviyana/Desktop/1172003028_Mutyara%20Deviyana.docx%23_Toc80953946

