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ABSTRAK 

 

Customer Service memegang peranan penting dalam industri 

perbankan. Tugas utama Customer Service memberikan pelayanan terbaik dan 

membina hubungan yang baik kepada nasabah. Customer Service dalam melayani 

harus menerapkan pelayanan prima yakni sikap atau cara melayani nasabah secara 

memuaskan. Dalam Perannya Customer Service dalam melayani pelanggan harus 

memiliki kemampuan melayani pelanggan secara tepat dan cepat. Customer 

Service dituntut harus memiliki kemampuan dalam berkomunikasi, sopan santun, 

ramah dan bertanggung jawab penuh terhadap nasabah. PT. Bank Rakyat 

Indonesia Cabang Waru Sidoarjo merupakan bank milik pemerintah. Bank Rakyat 

Indonesia merupakan usaha dibidang jasa dan produk. Penulisan ini ini bertujuan 

untuk mengetahui kualitas pelayanan Customer Service Bank Rakyat Indonesia 

Cabang Waru Sidoarjo kepada nasabah. Metode penelitian ini menggunakan 

metode penelitian kuantitatif dengan menggunakan kuesioner yang disebarkan ke 

100 responden nasabah Bank Rakyat Indonesia Cabang Waru Sidoarjo. Dari hasil 

pengamatan dapat disimpulkan bahwa Customer Service Bank Rakyat Indonesia 

Cabang Waru Sidoarjo telah menerapkan Standart Opertional Prosedur atau SOP. 
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ABSTRAC 

 

Customer Service plays an important role in the banking industry. Customer 

Service's main tasks provide the best service and build good relationships to 

customers. Customer Service in serving must apply excellent service that is 

attitude or how to serve customer satisfactorily. In the role of Customer Service in 

serving the customer must have the ability to serve customers accurately and 

quickly. Customer Service is required to have the ability to communicate, be 

polite, friendly and responsible to the customer. PT. Bank Rakyat Indonesia 

Branch Waru Sidoarjo is a government-owned bank. Bank Rakyat Indonesia is a 

business in the field of services and products. This writing aims to determine the 

quality of customer service Bank Rakyat Indonesia Branch Waru Sidoarjo to 

customers. This research method using quantitative research methods by using 

questionnaires distributed to 100 respondents of customers Bank Rakyat 

Indonesia Branch Waru Sidoarjo. From the results of the observation can be 

concluded that Customer Service Bank Rakyat Indonesia Branch Waru Sidoarjo 

has implemented Standard Opertional Procedure or SOP. 
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