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MOTTO PERSEMBAHAN 

MOTTO 

“Man Jadda Wajada” 

Siapa yang bersungguh-sungguh, ia pasti akan berhasil 

 

“Don’t worry about failures, worry about the chances you miss when 

you don’t even try” 

“Allah akan meninggikan orang-orang yang beriman di antaramu dan orang-orang 

yang diberi ilmu pengetahuan beberapa derajat” (Q.s. al-Mujadalah : 11) 
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ABSTRACT 

Surya Sembada Surabaya Goverment-Owned Water Company (PDAM) is 

Regional Goverment-Owned Institution (BUMD) which provide clean water to 

communities.A Ministry can not run well in the absence of customer service and 

service standard that has been established. Customer service implementing 

service based on operational standards that have been set. The purpose of the 

research is to find out the standard implementation and operational effectiveness 

in customer service. Research methods method using observations with 

observations directly custemer services activities service on PDAM and compare 

with the standards set by the company, in addition to the method documentation 

i.e. data collection with regard to the service of customer service. The results of 

this research is the implementation of the services carried out by our customer 

service PDAM were in accordance with the standards set by the company. 

 

Keywords : Audit, Operational Standards, Service 
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