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ABSTRAK

Customer Service memegang peran penting dalam industri perbankan. Tugas
customer service adalah memberikan pelayanan terbaik serta membina hubungan
yang baik dengan nasabah. Pelayanan yang diberikan oleh customer service harus
mencerminkan pendekatan yang seutuhnya dari seorang karyawan bank kepada
nasabah. Hal ini dilakukan customer service dengan bersikap profesional, dengan
demikian dapat memberikan kepuasan nasabah tersebut sehingga nasabah mau
datang kembali untuk melakukan transaksi dengan bank. Tujuan penelitian untuk
mengetahui tugas, tanggung jawab, serta wewenang customer service dan untuk
memberikan informasi mengenai upaya customer service dalam meningkatkan
mutu pelayanan terhadap nasabah di Bank Rakyat Indonesia Kantor Cabang
Surabaya Tanjung Perak . Data diperoleh menggunakan metode wawancara,
observasi, dokumentasi, dan studi_pustaka. Hasil penelitian menunjukan bahwa
customer service telah memberikan pelayanan yang terbaik kepada nasabah salah
satunya seperti memberikan solusi dalam menyelesaikan komplain yang di hadapi
nasabah. Kesimpulan yang diambil pada Bank Rakyat Indonesia Kantor Cabang
Surabaya Tanjung Perak adalah selalu mengoptimalkan kinerja customer service
dalam meningkatkan mutu pelayanan terhadap nasabah.

Kata kunci : Customer service, mutu pelayanan.
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CUSTOMER SERVICE EFFORTS TO IMPROVE SERVICE QUALITY
AT PT. BANK RAKYAT INDONESIA (PERSERO) TBK. TANJUNG

PERAK SURABAYA BRANCH OFFICE

Dinda Maharani Sasgia Putri
STIE PERBANAS SURABAYA
e-mail-: 2016110111 @stidents.perbanas.ac.id

ABSTRACT

Customer Service plays an important role in the banking industry. The task of
customer service is to provide the best service and foster good relationships with
customers. The services provided by customer service must reflect the full
approach of a bank employee to customers. This is done by customer service by
being professional, thus providing customer satisfaction so that customers want to
come back to make transactions with banks. The research objective is to find out
the duties, responsibilities, and authority of customer service and to provide
information about customer service efforts in improving the quality of service to
customers at the Bank Rakyat Indonesia Tanjung Perak Branch Office. Data
obtained using interview, observation, documentation, and literature studies. The
results of the study show that customer service has provided the best service to
customers, one of whichis to provide solutions in resolving complaints faced by
customers. The conclusion taken at Bank Rakyat Indonesia Tanjung Perak
Surabaya Branch Office is to-always optimize customer service performance in
improving the quality of service to customers.

Keywords: Customer service, service quality.
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