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ABSTRACT 

 The task of a customer service person is to serve customers and fulfill 

customer desires according to the customer's requests. As the front guard, 

customer service is obliged to provide maximum service to customers. Service at 

a bank is not only about serving in terms of offering bank products and services, 

but also serving customer complaints based on the bank products and services 

they receive. The discomfort felt by customers causes customers to submit their 

complaints. This is the task of customer service in serving and resolving customer 

complaints. 

 The method used in this research is descriptive qualitative. Data collection 

techniques use observation and interviews. The informants in the interviews came 

from office employees at the research location. The data analysis technique uses 

narrative analysis based on interview results. 

 The results of this research indicate that the procedures for handling 

customer complaints at the Bank Rakyat Indonesia Soekarno Hatta unit, Malang, 

a customer service person must have perfect public speaking skills and have the 

ability to resolve problems quickly and accurately in providing solutions to 

customers who are submitting their complaints. 
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ABSTRAK 

 Tugas seorang customer service person adalah melayani pelanggan 

dan memenuhi keinginan pelanggan sesuai dengan permintaan pelanggan. 

Sebagai garda terdepan, customer service wajib memberikan pelayanan 

maksimal kepada pelanggan. Pelayanan pada suatu bank tidak hanya sekedar 

melayani dalam hal penawaran produk dan jasa bank saja, namun juga melayani 

pengaduan nasabah berdasarkan produk dan jasa bank yang diterimanya. 

Ketidaknyamanan yang dirasakan pelanggan menyebabkan pelanggan 

menyampaikan keluhannya. Inilah tugas customer service dalam melayani dan 

menyelesaikan keluhan pelanggan. 

 Metode yang digunakan dalam penelitian ini adalah deskriptif 

kualitatif. Teknik pengumpulan data menggunakan observasi dan wawancara. 

Informan dalam wawancara berasal dari pegawai kantor di lokasi penelitian. 

Teknik analisis data menggunakan analisis naratif berdasarkan hasil 

wawancara. 
 Hasil penelitian ini menunjukkan bahwa tata cara penanganan pengaduan 

nasabah di Bank Rakyat Indonesia unit soekarno Hatta Malang, seorang 

customer service harus mempunyai kemampuan public speaking yang 

sempurna dan mempunyai kemampuan menyelesaikan permasalahan dengan 

cepat dan tepat dalam memberikan solusi kepada nasabah yang sedang 

menyampaikan keluhan mereka. 
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