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ABSTRAK 

 

Laporan Tugas Akhir berdasarkan masalah yang sering dihadapi oleh 

customer service seperti hambatan pada saat melakukan pelayanan 

terhadap nasabah pada PT.Bank Rakyat Indonesia Kantor Cabang Tanjung 

Perak, syarat-syarat untuk menjadi petugas customer service, prosedur 

pembukaan dan penutupan rekening tabungan,giro dan deposito serta 

peranan customer service. Tujuan penelitian ini untuk memberikan 

informasi mengenai peranan customer service dalam meningkatkan mutu 

pelayanan terhadap nasabah. Data yang diperoleh dan disajikan secara 

deskritif kualitatif serta metode pengumpulan data yang digunakan 

meliputi metode observasi,wawancara,studi pustaka dan dokumentasi. 

Berdasarkan data penelitian yang telah diteliti dan sistematis serta 

berdasarkan informasi sebagaimana adanya hasil penelitian mengenai 

peranan customer service dalam meningktakan mutu pelayanan terhadap 

nasabah maka menunjukan bahwa customer service telah memberikan 

pelayanan terbaik (service excellent) salah satunya seperti memilih solusi 

yang tepat dalam menyelesaikan hambatan yang terjadi pada saat 

memberikan pelayanan terhadap nasabah sesuai dengan ketentuan yang 

berlaku pada bank tersebut. Kesimpulan yang diambil pada PT. Bank 

Rakyat Indonesia Kantor Cabang Tanjung Perak-Surabaya adalah selalu 

mengoptimalkan kinerja customer service dalam hal meningkatkan mutu 

pelayanan  dengan mengetahui peranan customer service seperti syarat-

syarat menjadi petugas customer service, prosedur pembukaan dan 

penutupan rekening tabungan,giro dan deposito serta hambatan yang dan 

solusi yang akan dihadapi oleh petugas customer service pada saat 

melakukan pelayanan terhadap nasabah, semuanya akan dibahas pada 

laporan tugas akhir ini. 

Kata kunci : Customer service, mutu pelayanan. 
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ABSTRACT 

The Final Project Report is based on problems that are often faced by customer 

service such as obstacles when serving customers at PT. Bank Rakyat Indonesia 

Tanjung Perak Branch Office, requirements to become a customer service officer, 

procedures for opening and closing savings accounts, current accounts and 

deposits as well as the role of customer service. The purpose of this study is to 

provide information about the role of customer service in improving the quality of 

service to customers. Data obtained and presented descriptively qualitatively as 

well as data collection methods used include methods of observation, interviews, 

literature studies and documentation. Based on research data that has been 

researched and systematic and based on information as there are results of 

research on the role of customer service in improving service quality to 

customers, it shows that customer service has provided the best service (service 

excellent), one of them is choosing the right solution in solving the obstacles when 

providing services to customers in accordance with the provisions that apply to 

the bank. Conclusions taken at PT. Bank Rakyat Indonesia Tanjung Perak-

Surabaya Branch Office is always optimizing customer service performance in 

terms of improving service quality by knowing the role of customer service such 

as the requirements of being a customer service officer, procedures for opening 

and closing savings accounts, current accounts and deposits and the obstacles 

and solutions that will be faced by customer service officers when performing 

services to customers, all of which will be discussed in this final report.  

Keywords: Customer service, service quality. 
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