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ABSTRAK 

EVALUASI PENERAPAN PELAYANAN PRIMA CUSTOMER SERVICE 

DI PT. BANK TABUNGAN NEGARA KANTOR CABANG SOLO 

MUHAMMAD WIDYAN PRATAMA 

F3212051 

Tujuan dari penelitian ini adalah untuk mengetahui bagaimana penilaian 
nasabah terhadap penerapan pelayanan prima bagian customer service di Bank 
Tabungan Negara (BTN) kantor cabang Solo. Pelayanan prima bagian customer 
service di BTN mengacu pada budaya kerja yang digunakan di BTN dikenal 
dengan POLA PRIMA. Elemen pelayanan prima bagian customer service tersebut 
terdiri dari : (Ramah, sopan dan bersahabat) dan (Peduli, Proaaktiv dan cepat 
tanggap).  

Penelitian ini menggunakan metode survey. Populasi dari penelitian ini 
adalah nasabah BTN kantor cabang Solo. Teknik pengambilan sampel dalam 
penelitian ini adalah menggunakan convenience sampling. Jumlah sampel yang 
diambil ada 100 responden. Teknik analisis menggunakan analisis deskriptif, 
Sumber data yang digunakan adalah sumber data primer.  

Berdasarkan hasil penelitian dari penyebaran kuesioner kepada responden 
dengan menggunakan tiga variabel Sikap dalam diri customer service, tindakan 
atraktif customer service dan kepuasan, memperoleh hasil bahwa kenyamanan, 
tanggung jawab, profesionalitas dan penumbuhan kepercayaan terhadap nasabah 
yang dilakukan customer service BTN kantor cabang Solo sudah memenuhi 
harapan. Jadi nasabah BTN kantor cabang Solo merasa puas dengan pelayanan 
prima yang diterapkan pegawai customer service. 

Saran yang diberikan kepada pegawai customer service BTN kantor 
cabang Solo adalah selalu berevaluasi setiap hari dengan atasan, agar segala 
masalah mengenai pelayanan yang dikeluhkan nasabah dapat diperbaiki 
dikemudian hari, serta atasan hendaknya menegur jika ada pegawai customer 
service yang lengah dalam kinerja dan tidak sesuai standarisasi pelayanan prima. 
Di meja customer service sebaiknya diberikan kotak saran, agar nasabah yang 
tidak bisa memberikan saran dan kritik secara langsung juga bisa diterima BTN 
kantor cabang Solo. 

Kata kunci : Pelayanan prima, Pola prima, Customer Service, kepuasan 
nasabah.  
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ABSTRACT 

EVALUATION APPLYING OF PRIMA SERVICE of CUSTOMER 

SERVICE IN PT. BTN OF SOLO 

MUHAMMAD WIDYAN PRATAMA 
F3212051 

 
 The Intention of this research is to know how assessment of client to. 

applying of prima service part of service customer in BTN branch office of Solo. 
Prima Service part of service customer in BTN refer to the work culture in BTN 
that is used in BTN recognized  with PRIMA PATTERN. Prima Service Element  
in part of the customer service is  consist of : ( Friendliness, brotherly and polite) 
and ( Care, Proaaktiv and quickly listen carefully) 

 This research uses the method of survey. The population of this research is 
the  clients of BTN Branch office of Solo. The technique of taking sampel in this 
research is using  convenience sampling . The amount of taken sample  are 100 
responders. The analysis technique uses descriptive analysis, The source of data 
that is used is the source of primary data  

 Based on the research result of spreading the questioners to responders by 
using three variable of customer service attitude, Atractif action of customer service  
and satisfaction, obtaining result  that convinience, responsibility, professionality 
and  trust plant  to the clients that is done by customer service of BTN branch 
office of Solo  has fulfilled the expectation.So the clients of BTN  branch office of 
Solo feel satisfied with prima service which is applied by officer of customer 
service. 

 The suggestion given to the officers of  customer service of BTN branch 
office of Solo is always evaluate itself every day with it’s superior, so that all 
problems  related to service that is complained  by  clients can  be improved later  
and the  superior should be warned  if there are  careless customer service officers 
in performance and is inappropriate with  prima service standard. On the desk of 
customer service, it will be better if it is given suggestion box, So that the client 
which cannot give criticism and suggestion directly can be accepted also by  BTN 
branch office of Solo. 

 
 Keyword : Prima Service, Prima Pattern, Customer Service, client satisfaction. 
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MOTTO 

 Dan katakanlah : “Yang benar telah datang dan yang bathil telah sirna”. 
Sesungguhnya yang bathil itu pasti akan sirna 

(Q.S Al - Isro’ 81) 
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