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ABSTRAK

Dalam Laporan Akhir ini peneliti membahas tentang Bagaimana Peranan
Customer Service Dalam Mengatasi Keluhan Nasabah Di PT. Bank Syariah
Indonesia, Tbk Cabang Km 3,5 Palembang. Dengan tujuan penelitian ini untuk
mengetahui peranan customer service dalam mengatasi keluhan nasabah di Bank
Syariah Indonesia cabang Km 3,5 Palembang. Adapun Jenis penelitian ini
menggunakan penelitian deskriptif dengan menggunakan pendekatan kuantitatif.
Metode pengumpulan data yang digunakan adalah kuesioner, wawancara ,
dokumentasi dan studi pustaka. Berdasarkan hasil penelitian yang telah dilakukan
mengenai Peranan Customer Service dalam Mengatasi Keluhan Nasabah di PT
Bank Syariah Indonesia Tbk Cabang Km 3,5 Palembang, dengan jumlah banyak
95 responden, rata-rata nasabah merasa puas dengan pelayanan dan kinerja dari
Peranan Customer Service dalam mengatasi Keluhan Nasabah yang diberikan
Bank Syariah Indonesia tersebut dibuktikan pada skor kuisioner yang telah
disebarkan. Mengenai kinerja Customer Service dalam melayani keluhan nasabah,
berdasarkan hasil yang telah diteliti rata-rata responden menjawab sangat setuju
dengan peranan customer service dalam mengatasi keluhan nasabah yang
dilakukan Bank Syariah Indonesia. Karena Customer Service Bank Syariah
Indonesia sangatlah bertanggung jawab dalam memberikan solusi kepada nasabah
yang memiliki keluhan. Akan tetapi berdasarkan hasil wawancara yang dilakukan
dengan bagian customer service ada beberapa faktor yang menghambat dalam
mengatasi keluhan nasabah di Bank Syariah Indonesia Cabang Km 3,5 salah
satunya adalah pengetahui nasabah yang kurang paham dengan informasi
persyaratan yang telah dijelaskan oleh customer service untuk pengaduan baik
yang dilakukan secara online maupun offline, sehingga memperlambat proses
pengaduan.

Kata Kunci : Customer Service, Keluhan, Nasabah
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ABSTRACT

In this Final Report, the researcher discusses the Role of Customer Service in
Overcoming Customer Complaints at PT. Bank Syariah Indonesia, Tbk Branch
Km 3.5 Palembang. With the aim of this study to determine the role of customer
service in overcoming customer complaints at Bank Syariah Indonesia Km 3.5
Palembang branch. This type of research uses descriptive research using a
quantitative approach. Data collection methods used are questionnaires,
interviews, documentation and literature study. Based on the results of research
that has been conducted regarding the Role of Customer Service in Overcoming
Customer Complaints at PT Bank Syariah Indonesia Tbk Branch Km 3.5
Palembang, with a large number of 95 respondents, the average customer is
satisfied with the service and performance of the Role of Customer Service in
overcoming Complaints The customer given by Bank Syariah Indonesia is proven
by the score of the questionnaire that has been distributed. Regarding the
performance of Customer Service in serving customer complaints, based on the
results that have been examined, the average respondent answered that he
strongly agreed with the role of customer service in dealing with customer
complaints by Bank Syariah Indonesia. Because Bank Syariah Indonesia
Customer Service is very responsible in providing solutions to customers who
have complaints. However, based on the results of interviews conducted with the
customer service department, there are several factors that hinder the handling of
customer complaints at Bank Syariah Indonesia Branch Km 3.5, one of which is
knowing the customer who is not familiar with the information requirements that
have been explained by the customer service for good complaints. conducted both
online and offline, thus slowing down the complaint process.

Keywords: Customer Service, Complaints, Customers
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