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ABSTRACT 

In the business service competition, especially for the banking currently, change 

very quickly. Many banks in the Indonesia currently, make the competition getting 

tighter and racing to get the best ratings in the eyes of the people, especially in 

Surabaya city. Every banks compete to attract customers as much as possible for 

the sustainability of the bank’s own operational. Therefore, required a good 

strategy by each bank to increase customer satisfaction and has a quality that is 

trusted by the people. Other than to the resulting product, service excellent is also 

important for bank to get and maintain customer to still have loyalty. Therefore, 

Customer Service role is very needed to increace a service to customer in those 

bank, because a quality service is a key to success and base for building the 

success of a bank in providing services to the people. The important of Customer 

Service role becomes the reference of bank service to the customer in an effort to 

acquire and retain customers. Implementation of service excellent can have a 

positive impact on the bank itself and also improve the image of the bank in the 

eyes of public. Thus expected to be able to increase customer satisfaction and 

prospective customer as well as grow customer loyal attitude to the bank. The 

better the excellent service is do by Customer Service, then more higher 

satisfaction level that feel by customer. 

 

Keyword : service excellent, customer service, PT. Bank Tabungan Negara 

(Persero) Tbk. Kantor Kas ITS Surabaya 
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RINGKASAN 

Persaingan bisnis jasa, khususnya perbankan saat ini, berubah dengan sangat 

cepat. Banyaknya bank yang ada di Indonesia saat ini, membuat persaingan 

semakin ketat dan berlomba untuk memperoleh peringkat paling baik di mata 

masyarakat, khususnya di kota Surabaya. Setiap bank bersaing menarik nasabah 

sebanyak-banyaknya untuk keberlangsungan operasional bank itu sendiri. Oleh 

sebab itu, diperlukan strategi yang baik oleh masing-masing bank guna 

meningkatkan kepuasan nasabahnya dan memiliki kualitas yang bermutu sehingga 

dipercaya masyarakat. Selain produk yang dihasilkan, pelayanan prima juga 

penting bagi bank untuk mendapatkan dan mempertahankan nasabah agar tetap 

loyal. Dengan demikian, peranan Customer Service sangat dibutuhkan dalam 

meningkatkan pelayanan terhadap nasabah di bank tersebut, karena pelayanan 

yang bermutu merupakan kunci sukses dan dasar untuk membangun keberhasilan 

suatu bank dalam memberikan pelayanan jasa pada masyarakat. Pentingnya 

peranan Customer Service menjadi acuan pelayanan bank kepada nasabah dalam 

usaha mendapatkan dan mempertahankan nasabah. Penerapan pelayanan prima 

yang tepat akan memberikan dampak positif pada bank itu sendiri dan juga 

meningkatkan citra bank tersebut di mata masyarakat. Dengan demikian 

diharapkan akan dapat meningkatkan kepuasan bagi nasabah dan calon nasabah 

serta menumbuhkan sikap loyal nasabah terhadap bank tersebut. Semakin baik 

pelayanan prima yang dilakukan oleh Customer Service, maka semakin tinggi 

tingkat kepuasan yang dirasakan nasabah. 
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