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ABSTRAK 

 

 

Penelitian ini bertujuan untuk mengetahui Penerapan Standar Pelayanan Cerah, 

kategori Staffing yaitu: Keramahan, Kecepatan, Penampilan Customer 

Service/Information dan Teller, dan Kategori Fisik/Non Staffing yaitu: Banking Hall, 

Toilet, ATM dan Parkir pada kepuasan nasabah PT Bank Sumsel Babel Cabang 

Pembantu Plaju. Populasi dalam penelitian adalah semua nasabah di PT Bank Sumsel 

Babel Cabang Pembantu Plaju dengan sampel sebanyak 99 orang nasabah. 

Pengambilan sampel dlakukan dengan menggunakan teknik accidental sampling. 

Teknik pengumpulan data dilakukan dengan kuesioner. Hasil penelitian menunjukan 

bahwa persentase dari kategori Staffing yaitu: Keramahan 80.3%, Kecepatan 80.0%, 

Penampilan 82.2%, Petugas Satpam 54.1%, Customer Service/Information dan Teller 



 

 x 

80.0% berpengaruh kuat terhadap kepuasan nasabah. Sedangakan persentase Kategori 

Fisik/Non Staffing yaitu: Banking Hall 77.9%, Toilet 77.3%, ATM dan Parkir 77.1% 

berpengaruh kuat terhadap kepuasan nasabah. Penelitian ini dilakukan di Bank 

Sumsel Babel Cabang Pembantu Plaju Palembang, dari hasil penelitian ini Bank 

Sumsel Babel dapat meningkatkan pelayanan Cerah (Cepat dan Ramah) dan dapat 

mengetahui penilaian masyarakat mengenai kualitas pelayanan Cerah (Cepat dan 

Ramah) serta sebagai bahan masukan yang positif mengenai pelayanan apa saja yang 

perlu ditingkatkan dan diperbaiki di Bank Sumsel Babel Cabang Plaju Palembang.  

 

 

Kata Kunci: Layanan Cerah (Cepat dan Ramah), Kepuasan Nasabah  

 

 

 

 

 

 

 

 

 

ABSTRACT 

 

 

This study aims to determine the Implementation of Bright Service Standards, 

Staffing categories, namely: Hospitality, Speed, Customer Service / Information and 

Teller Appearance, and Physical / Non Staffing Categories, namely: Banking Hall, 

Toilet, ATM and Parking on the satisfaction of customers of PT Bank Sumatra Babel 

Branch Plaju Maid. The population in the study were all customers in the Plaju Bank 

Sumatra Babel Branch Babylon with a sample of 99 customers. Sampling is done by 

using accidental sampling technique. Data collection techniques were carried out by 

questionnaire. The results showed that the percentage of the Staffing category were: 

Hospitality 80.3%, Speed 80.0%, Appearance 82.2%, Security Officer 54.1%, 

Customer Service / Information and Teller 80.0% had a strong influence on customer 

satisfaction. While the percentage of Physical / Non Staffing Categories, namely: 

Banking Hall 77.9%, Toilet 77.3%, ATM and Parking 77.1% have a strong influence 

on customer satisfaction. This research was conducted at the South Sumatra Bank 

Babel Plaju Palembang Branch, from the results of this study the South Sumatra Bank 

Babel can improve the Bright (Fast and Friendly) service and can find out community 

assessments about the quality of the Bright (Fast and Friendly) service and as a 

positive input regarding services things that need to be improved and improved in the 

Sumatra Babel Bank Plaju Palembang. 
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