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ABSTRAK

PT. Bank Mandiri Kantor Cabang Pembantu Kupang Jaya Surabaya telah
menerapkan Service Excellence yang telah distandarisasi oleh kantor pusat.
Pelayanan terbaik yang diberikan petugas Customer Service sangat berpengaruh
pada tingkat kepuasan dan loyalitas nasabah. Tujuan-penelitian pada PT. Bank
Mandiri ‘Kantor Cabang Pembantu Kupang Jaya Surabaya adalah untuk
mengetahui_implementasi Service Excellence yang di laksanakan oleh Customer
Service bank mandiri. Metode penelitian yang digunakan adalah penelitian
kualitatif ~ deskriptif dengan  teknik pengumpulan data yaitu wawancara,
dokumentasi dan  kuesioner. Berdasarkan hasil analisis dan hasil penelitian
menunjukkan bahwa customer service mampu mengimplementasikan standar-
standar Service Excellence yang sudah di tetapkan oleh bank mandiri kedalam
pelayanan yang sudah menjadi tugasnya. Hasil kuesioner menunjukkan bahwa
sebagian besar nasabah bank mandiri puas dengan pelayanan yang diberikan oleh
Customer Service.

Kata Kunci : Implementasi, Service Excellence, Customer Service.
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ABSTRACT

PT. Bank Mandiri Kupang Jaya Surabaya Sub-Branch Office has implemented
Service Excellence that has been standardized by the head office. The best
services provided by Customer Service officers are crucial to the level of
satisfaction and loyalty of donations. The research objective at PT. Bank Mandiri
Kupang Jaya Surabaya Sub-Branch Office is to implement the implementation of
Service Excellence that is implemented by Mandiri Bank Customer Service. The
research method used is descriptive qualitative research with data collection
techniques namely interviews, documentation and questionnaires. Based on the
results of the analysis and the results of the study indicate that customer service is
able to apply the standards. Service excellence that has been implemented by
independent banks in their services. The results of the questionnaire show that
most independent banks are filled with the services provided by Customer
Services.

Keywords: Implementation, Service Excellence, Customer Service.
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