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ABSTRAK 

Laporan akhir ini berjudul “Pelayanan Prima Customer Service Melalui 

Pembayaran Digital QRIS PT Matra Digital Group Palembang”. Penelitian ini 

bertujuan untuk mengetahui bagaimana pelayanan prima yang diberikan customer 

service untuk membangun kepuasan customer serta untuk mengetahui tingkat 

kepuasan customer dalam penggunaan QRIS di PT Matra Digital Group 

Palembang. Sumber data pada penelitian ini berupa data primer yaitu observasi dan 

hasil wawancara bersama Ibu Fitria Mayang selaku customer service, Bapak Deni 

Setiawan selaku HRD dan Bapak Riski Saputra Selaku CEO dari PT Matra Digital 

Group Palembang. Serta data sekunder berupa dokumentasi dan literatur 

kepustakaan. Teknik analisis data yang digunakan dalam penulisan laporan akhir 

ini adalah teknik deskriptif kualitatif. Berdasarkan kegiatan penelitian dan analisis 

data yang telah dilakukan penulis didapatkan hasil bahwa PT Matra Digital Group 

Palembang sudah menerapkan prosedur pelayanan yang baik untuk pembayaran 

tunai dan  QRIS. Pelayanan prima tersebut tercermin dalam aktivitas rutin yang 

dilakukan seluruh karywan terkhusus customer service  PT Matra Digital Group 

Palembang berupa penampilan (appearance), sikap (attitude), kemampuan 

(ability), perhatian (attention), tindakan (action), dan tanggungjawab 

(accountability). Serta tingkat kepuasan customer untuk pelayanan tunai dan QRIS 

sudah puas dan meningkat sampai dengan sekarang. 

 

Kata Kunci: Pelayanan Prima, Customer Service, Pembayaran Digital, QRIS 
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ABSTRACT 

 

This final report is entitled "Primary Customer Service Through PT Matra Digital 

Group Palembang's QRIS Digital Payments". This study aims to find out how 

excellent service is provided by customer service to build customer satisfaction and 

to determine the level of customer satisfaction in using QRIS at PT Matra Digital 

Group Palembang. The data sources in this study are primary data, namely 

observations and interview results with Mrs. Fitria Mayang as customer service, 

Mr. Deni Setiawan as HRD and Mr. Riski Saputra as CEO of PT Matra Digital 

Group Palembang. As well as secondary data in the form of documentation and 

literature. The data analysis technique used in writing this final report is a 

qualitative descriptive technique. Based on research activities and data analysis 

that has been carried out by the author, it is found that PT Matra Digital Group 

Palembang has implemented good service procedures for cash payments and QRIS. 

This excellent service is reflected in the routine activities carried out by all 

employees, especially PT Matra Digital Group Palembang customer service in the 

form of appearance, attitude, ability, attention, action, and accountability.  As well 

as the level of customer satisfaction for cash and QRIS services has been satisfied 

and compared until now. 

 

Keywords: Excellent Service, Customer Service, Digital Payments, QRIS 
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