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ABSTRAK

Penelitian ini menganalisis penerapan sistem dan prosedur layanan nasabah
melalui Digital Customer Service (DigiCS) di PT Bank Negara Indonesia (Persero)
Tbk serta proses identifikasi kebutuhan nasabah sesuai SKKNI unit K.64BPR00.003.1.
Metode penelitian menggunakan deskriptif kualitatif melalui observasi dan wawancara
di BNI Kantor Kas UMM periode September-Desember 2024. Hasil menunjukkan
sistem DigiCS efektif meningkatkan efisiensi operasional untuk layanan administratif
standar, namun efektivitas. masih dipengaruhi literasi digital nasabah. Layanan
konsultatif dan penanganan masalah kompleks tetap memerlukan petugas customer
service. Diperlukan peningkatan literasi digital dan pengembangan fitur bantuan yang
lebih intuitif.

Kata Kunci: Sistem dan Prosedur, Digital Customer Service, Identifikasi Kebutuhan
Nasabah
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ABSTRACT

This study analyzes the implementation of customer service systems and
procedures through Digital Customer Service (DigiCS) at PT Bank Negara Indonesia
(Persero) Tbk and the process of identifying customer needs according to SKKNI unit
K.64BPR00.003.1. The research  method uses qualitative descriptive through
observation and interviews at BNI UMM Cash Office during September-December
2024. Results show that the DigiCS system effectively improves operational efficiency
for standard administrative services, but effectiveness is still influenced by customer
digital literacy. Consultative services and complex problem handling still require
customer service staff. Enhancement of digital literacy and development of more
intuitive assistance features are needed.

Keywords: Systems and Procedures, Digital Customer Service, Customer Needs
Identification
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