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ABSTRAK 

 

Penelitian ini bertujuan untuk mengetahui bagaimana prosedur penghimpunan data 

dan informasi kinerja customer service pada PT BRI (Persero) Tbk. Kantor Cabang 

Soekarno Hatta dengan bantuan sistem digital. Sistem yang digunakan yaitu BRI 

Sistem Informasi Manajemen (BRISIM), dan BRI NDS (New Delivery System) 

yang berfungsi untuk mencatat waktu pelayanan dan jenis transaksi yang dilakukan. 

Tujuan utamanya adalah untuk menilai efisiensi dan kualitas layanan kepada nasa-

bah yang dikeluarkan melalui hasil laporan kinerja SLA (Service Level Agreement). 

Hasil penelitian menunjukkan bahwa sistem digital sangat membantu dalam 

pemantauan kinerja, namun masih ditemukan kendala, seperti keterlambatan pela-

yanan, kurangnya edukasi digital kepada nasabah, dan beban tambahan dalam 

proses evaluasi roleplay. Oleh karena itu, dibutuhkan strategi perbaikan seperti 

pengaturan jadwal, pelatihan rutin, dan peningkatan pemanfaatan mesin digital 

untuk menjaga standar layanan yang maksimal. 

Kata Kunci: Customer Service, Sistem Digital, Service Level Agreement (SLA), 

                     Kinerja Frontliner, Evaluasi Layanan  
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ABSTRACT 

 

This study aimed to determine the procedures for collecting data and information 

on customer service performance at PT BRI (Persero) Tbk. Soekarno Hatta Branch 

Office using a digital system. The systems used were the BRI Management Infor-

mation System (BRISIM) and BRI NDS (New Delivery System), which functioned 

to record service time and the types of transactions carried out. The main objective 

was to assess the efficiency and quality of service to customers based on the results 

of the SLA (Service Level Agreement) performance report. The results of the study 

indicated that the digital system was very helpful in monitoring performance, but 

several obstacles were still found, such as service delays, lack of digital education 

for customers, and additional burdens in the roleplay evaluation process. Therefore, 

improvement strategies were needed, such as scheduling, regular training, and in-

creasing the use of digital machines to maintain maximum service standards. 

 

Keywords: Customer Service, Digital System, Service Level Agreement (SLA), 

    Frontliner Performance, Service Evaluation 
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