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ABSTRAK
KUALITAS PELAYANAN FRONTLINER PT. BANK RAKYAT INDONESIA
(PERSERO) TBK. SURAKARTA KANTOR CABANG SUDIRMAN
ZANA ZEIN HARDIMANTO
F3517056

Penelitian ini bertujuan untuk mengetahui kualitas pelayanan frontliner
PT Bank Rakyat Indonesia (Persero) Tbk. Surakarta Kantor Cabang Sudirman
yang diterima dan diharapkan nasabah. Objek penelitiannya adalah kualitas
pelayanan frontliner terhadap nasabah di PT Bank Rakyat Indonesia (Persero)
Tbk. Surakarta Kantor Cabang Sudirman, sedangkan subjek penelitiannya adalah
nasabah frontliner. Metode pengambilan sampel menggunakan Purposive
Sampling dengan cara kuisioner melalui google form yang menghasilkan variabel
keluhan dan harapan nasabah.

Hasil analisis data kuisioner menunjukkan bahwa mayoritas dimensi
kualitas pelayanan (fangibles, reliability, responsiveness, assurance dan empathy)
frontliner yang diterima nasabah sangat baik dan memuaskan. Namun, ada
beberapa indikator yang dinilai kurang baik dan kurang optimal, antara lain:
(1)Customer Service dan Teller kurang memberikan edukasi penggunaan
e-channel dan e-banking kepada nasabah. (2)Terdapat antrian panjang pada
pelayanan frontliner.

Adapun harapan nasabah, meliputi: (1)Pada dimensi keandalan
(reliability) perlu ditingkatkan kecepatan dan kesigapan frontliner dalam
memberikan pelayanan dan pentingnya edukasi penggunaan e-channel dan
e-banking. (2)Pada dimensi daya tanggap (responsiveness) nasabah
mengharapkan segera diperbaikinya antrian di pelayanan frontliner yang banyak
dan panjang. (3)Pada dimensi empati (empathy) perlu ditingkatkan dalam hal
pemanduan pengisian formulir kepada nasabah sesuai kebutuhannya.

Berdasarkan pembahasan dan simpulan dapat dikemukakan saran bagi
perusahaan, antara lain: (1)Memberikan pengarahan, sosialisasi dan pelatihan
kepada frontliner tentang materi kualitas pelayanan perbankan yang baik dan
benar; (2)Frontliner memperagakan materi yang diberikan secara bergantian pada
saat Morning Briefing. (3)Supervisor Layanan Operasional mengecek secara rutin
kegiatan pelayanan yang dilakukan frontliner apakah sudah sesuai dengan
Standart Operating Procedure (SOP) dan harapan nasabah atau belum.

Kata Kunci: Kualitas pelayanan, Frontline



ABSTRACT
FRONTLINER QUALITY SERVICE PT. BANK RAKYAT INDONESIA
(PERSERO) TBK. SURAKARTA SUDIRMAN BRANCH OFFICE
ZANA ZEIN HARDIMANTO
F3517056

This study attempts to know the frontliner quality services at PT. Bank Rakyat
Indonesia (Persero) Tbk. Surakarta Sudirman Branch Offices that has been
received and is expected by the customer. The object of his research is the
frontliner services quality to customers at PT Bank Rakyat Indonesia (Persero)
Tbk. Surakarta Sudirman Branch Office, while the research subjects are
frontliner customers. The sampling method wused Purposive Sampling by
questionnaire through the Google form which produces variable complaints and
customer expectations.

The results of the questionnaire data analysis showed that the majority of
service quality dimensions (tangibles, reliability, responsiveness, assurance and
empathy) received by frontliners were very good and satisfying. However, there
are a number of indicators considered to be inadequate and less than optimal,
including: (1) Customer Service and Teller do not provide education e-channel
and e-banking to customers. (2) There is a long queue at frontliner services.

The expectations of customers, include: (1) On the dimensions of reliability
(reliability) need to be improved speed and alertness of frontliners in providing
services and the importance of education on the use of e-channel and e-banking.
(2) In the dimension of responsiveness, the customer expects a long queue to be
repaired at the long and long frontliner service. (3) The empathy dimension
(empathy) needs to be improved in terms of guiding the filling out of forms to
customers according to their needs.

Based on the discussion and conclusions, suggestions can be made for the
company, among others: (1) Providing direction, socialization and training to
frontliners on the material quality of good and correct banking services; (2)
Frontliner demonstrates the material given in turn at the Morning Briefing. (3)
Operational Service Supervisors regularly check the service activities performed
by the front liner whether they are in accordance with the Standard Operating
Procedure (SOP) and customer expectations or not.

Keywords: Quality Services, Frontliner
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