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RAKYAT INDONESIA KANTOR CABANG TANJUNG PERAK
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ABSTRAK

Bank merupakan lembaga keuangan yang bergerak pada bidang pelayanan jasa yang
dituntut untuk memberikan pelayanan yang terbaik (Service excellent). Agar mampu
memenangkan persaingan perbankan yang semakin ketat. Pelayanan prima yang
diberikan kepada nasabah atau calon nasabah akan memberikan dampak kepuasaan.
Pelayanan prima merupakan usaha yang mempertinggi kepuasan nasabah pelanggan.
Teller merupakan salah satu pegawai yang bekerja di front liner banking hall dan
melakukan- transaksi langsung dengan nasabah dalam bentuk penerimaan atau
penarikan secara tunai maupun non tunai. Tujuan penelitian-untuk mengetahui
pelayanan teller untuk kepuasan nasabah pada Bank Rakyat Indonesia Kantor
Cabang Tanjung Perak Surabaya. Jumlah responden dalam penelitian ini-berjumlah
82 responden dari nasabah Bank Rakyat Indonesia Kantor Cabang Tanjung Perak
Surabaya. Peneliti menggunakan metode deskriptif. Hasil penelitian ini menunjukan
bahwa kualitas pelayanan teller memiliki nilai rata-rata 4,57% kategori “Sangat
Baik” Sedangkan kepuasan nasabah menunjukan nilai rata-rata 4,53% kategori
“Sangat Puas” artinya pelayanan teller berpengaruh positif terhadap kepuasan
nasabah. Dengan demikian dapat disimpulkan. bahwa kualitas pelayanan masuk
kategori sangat baik dan kepuasan nasabah masuk pada kategori sangat puas.

Kata kunci : Pelayanan. Teller. Kepuasan nasabah
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TELLER SERVICES FOR CUSTOMER SATISFACTION AT BANK
RAKYAT INDONESIA BRANCH OFFICE TANJUNG PERAK
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ABSTRACT

Banks are financial institutions engaged in the service sector that are required to
provide the best service (Service excellent). In order to win the increasingly fierce
banking competition. Excellent service provided to customers or prospective
customers will have an impact on satisfaction. Excellent service is a business that
increases customer satisfaction. Teller is an employee who works in the frontline of a
banking hall and conducts direct transactions with customers in the form of receipts
or cash or non-cash withdrawals. The research objective was to find out the teller
services for customer satisfaction at Bank Rakyat Indonesia Tanjung Perak Branch
Office Surabaya. The number of respondents in this study amounted to 82
respondents from customers of Bank Rakyat Indonesia Tanjung Perak Branch Office
Surabaya. The researcher used the descriptive method. The results of this study
indicate that the quality of teller services has an average value of 4.57% in the "Very
Good" category. While customer satisfaction shows an average value of 4.53% in the
category "Very Satisfied" means that teller services have a positive effect. on
customer satisfaction. Thus it can be concluded that service quality is in a very good
category and customer satisfaction is in the very satisfied category.

Keywords: Services. teller. Customer satisfaction
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