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ABSTRACT

The role of banking in the economy of the people own it is important to facilitate
and launch various-economic sectors in Indonesia. Therefore, the existence of the
assets of the Bank in the form of public confidence is crucial in order to improve
the efficiency of the use of the guarded banks. Whereas the implementation of a
Bank is ‘a business entity that carries-out-a wide range of services. Including
lending, giving excellent service, storage of money and certain items. So
encourage each Bank to create new products that are expected to attract the
customer and provide the maximum in order to win the competition. This research
aims to know the terms, roles, implementation services provided Customer Service
against the customer as well as the barriers in the service provided in the Bank
Jatim Sharia Branch Darmo Surabaya. Research obtained from interviews and
data Customer service regarding the formulation of issues related to the title of
"the role and implementation of Customer Service At Bank Jatim Sharia Branches
Darmo Surabaya" to improve the quality of service.

The results of this study indicate that the role and implementation of Customer
Service positive effect on quality of service, as well as have been applied properly
so that clients feel satisfaction. In addition there are also Implications of research
image Bank Jatim Sharia Branch Surabaya Darmo are getting better and will be
a healthy bank.

Keywords : Role Customer Service, Implementation Customer Service, Bank
Jatim Syariah
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ABSTRAK

Peranan perbankan dalam perekonomian rakyat sendiri itu sangatlah penting
untuk memudahkan dan melancarkan berbagai sektor ekonomi di Indonesia. Oleh
karena itu, keberadaan asset Bank dalam bentuk kepercayaan masyarakat sangat
penting dijaga guna ~meningkatkan efisiensi penggunaan- Bank. Sedangkan
Pelaksanaan Bank merupakan suatu badan usaha yang melaksanakan berbagai
macam jasa. Diantaranya memberi pinjaman, memberi pelayanan prima,
penyimpanan uang dan barang tertentu.Sehingga mendorong masing-masing Bank
untuk menciptakan produk-produk baru yang diharapkan dapat menarik nasabah
dan memberikan pelayanan yang maksimal agar dapat memenangkan persaingan.
Penelitian ini bertujuan untuk mengetahui persyaratan, peranan, pelaksanaan
pelayanan yang diberikan Customer Service terhadap nasabah serta hambatan
dalam pelayanan yang diberikan di Bank Jatim Syariah Cabang Darmo Surabaya.
Penelitian didapatkan dari wawancara dan data Customer Service mengenai dari
rumusan masalah yang berkaitan dengan judul "Peranan dan Pelaksanaan
Customer Service Pada Bank Jatim Syariah Cabang darmo Surabaya" untuk
meningkatkan kualitas pelayanan. Hasil penelitian ini menunjukkan bahwa
Peranan dan Pelaksanaan Customer Service berpengaruh positif terhadap kualitas
layanan, serta telah di terapkan dengan baik sehingga nasabah merasakan
kepuasan tersendiri. Selain itu terdapat pula Implikasi penelitian yaitu image Bank
Jatim Syariah Cabang Darmo Surabaya yang semakin baik dan akan menjadi bank
yang sehat.

Katakunci : Peranan Customer-Service, Pelaksanaan Customer Service, Bank
Jatim Syariah
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