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MOTTO

Be patient, everything in life happens according to our time, our clock.

Jay Shetty

Not everything that counts can be counted, and not everything that’s counted
truly counts.

Einstein
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ACTIVITIES OF CUSTOMER SERVICE AS A BENCHMARK FROM
HUMAN RESOURCE’S QUALITY OF PT BANK TABUNGAN
NEGARA (PERSERO) TBK BRANCH OFFICE SURABAYA

ABSTRACT

By:
Haningrum Indira Nastiti
2015110815
2015110815@students.perbanas.ac.id

The success of banking industry unrelease from human resource ’squality
services. Customer service is a benchmark of banking industry. Human resource’s
quality included customer service can be known from duties and responsibilities.

The purpose of this research is to know the activities of customer service
as a benchmark from human resource’s quality at PT Bank Tabungan Negara
(Persero) Tbk branch office Surabaya with literature method, interview and
observation.

The result from this research is measurement standart quality of human
resource, one of the method can do by knowledge and customer service skills
towards duties and responsibilities, obedience/subject to employee ethic code and
joining with human resource quality and development program.

Key Words : customer service, human resource, benchmark.
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