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ABSTRACT 

  The purpose of this Final Report is to know how is the procedure 

of complain handling that has been done by PT Pos Indonesia branch 

Palembang and also to know whether the complain handling is classified as 

effective or not.  In order to get those kinds of information the author had been 

conducted some researches trough interviewed the manager of Letter Packet 

Service who handle customer service and also the author deployed some 

questioners to customers who were going to complaint to PT Pos Indonesia 

branch Palembang.  Regarding the complaints that was received by customer 

service were always more than 100 complaints every month so the author 

decided that this research must be conducted in order to know deeper how PT 

Pos Indonesia represented by Customer Service in handling them and also 

about the effectiveness in solving the complaints. Based on the result, the 

author found that the procedure of complaint handling were simple so that the 

problems that came could be solved easly.  Besides, the service that was 

conducted by customer service could be classified as effective based on the 

questionnaires that were give to the customer. 
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