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ABSTRAK

Pelayanan yang disajikan oleh PT. Bank Rakyat Indonesia (Persero) Tbk. Kantor Cabang
Pembantu Sukun bagi para nasabah hingga saat ini telah memberikan pelayanan prima
yang diharapkan dapat memberikan pemahaman tentang produk bank, kepuasan serta
solusi terhadap permasalahan yang dialami nasabah.

Tujuan adanya penelitian ini.adalah untuk lebih memahami tahapan penyelesaian masalah
yang dialami nasabah dan efisiensi kinerja petugas customer service pada Bank BRI Kantor
Cabang Pembantu Sukun. Pendekatan yang diterapkan berupa deskriptif kualitatif melalui
pengumpulan data melalui wawancara.

Berdasarkan hasil penelitian, sistem  pelayanan prima di Bank BRI Kantor Cabang
Pembantu Sukun sudah dilakukan secara terstruktur dan sangat baik dimulai dari
menyambut nasabah, mendengarkan keluhan nasabah, pemahaman keluhan yang
disampaikan, hingga proses penyelesaian permasalahan yang ada.

Kata Kunci : customer service, Pelayanan Prima, kepuasan nasabah
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ABSTRACT

PT. Bank Rakyat Indonesia (Persero) Tbk, specifically the Sukun Sub-Branch Office, has
excelled in providing outstanding customer service. This service aims to enhance customers'
understanding of the bank's products while ensuring their satisfaction and addressing any
issues they may encounter.

The purpose of this research is to gain a deeper insight into the stages of problem resolution
experienced by customers and to evaluate the efficiency of the customer service at the BRI
Bank Sukun Sub-Branch Office. The research employs a descriptive qualitative approach,
utilizing interviews for data collection.

The findings indicate that the excellent service system at the Bank BRI Sukun Sub-Branch
Office is implemented in a well-structured and effective manner. This includes greeting
customers, actively listening to their complaints, understanding their issues, and effectively
resolving the problems presented.

Keywords: customer service, service excellent, customer statisfaction
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