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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. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



ix 

 

DAFTAR ISI 

Halaman 

HALAMAN JUDUL .......................................................................................................  i 

HALAMAN PENGESAHAN .........................................................................................  ii 

LEMBAR PENGESAHAN ............................................................................................      iii 

SURAT PERNYATAAN ................................................................................................  iv 

HALAMAN MOTTO .....................................................................................................  v 

KATA PENGANTAR .....................................................................................................  vi 

UCAPAN TERIMA KASIH ..........................................................................................  vii 

ABSTRACT .....................................................................................................................  viii 

DAFTAR ISI....................................................................................................................  ix 

DAFTAR TABEL DAN GAMBAR ..............................................................................  xi 

DAFTAR DIAGRAM .....................................................................................................  xii 

DAFTAR LAMPIRAN ...................................................................................................  xiii 

BAB I     PENDAHULUAN ............................................................................................  1 

1.1 Latar Belakang ..........................................................................................  1 

1.2 Rumusan Masalah .....................................................................................  3 

1.3 Ruang Lingkup Pembahasan .....................................................................  4 

1.4 Tujuan dan Manfaat Penelitian .................................................................  4 

1.4.1 Tujuan Penelitian ...........................................................................  4 

1.4.2 Manfaat Penelitian .........................................................................  4 

1.5 Metodologi Penelitian ...............................................................................  5 

1.5.1 Ruang Lingkup Penelitian .............................................................  5 

1.5.2 Jenis dan Sumber Data ..................................................................  5 

1.5.3 Teknik Pengumpulan Data ............................................................  6 

1.5.4 Analisa Data ..................................................................................  7 

1.5.5 Sampel ...........................................................................................  8 

1.5.6 Skala Pengukuran Data..................................................................  9 

 

 

 



x 

 

BAB II    TINJAUAN PUSTAKA .................................................................................  10 

2.1 Pengertian Pelayanan ................................................................................  10 

2.2 Pengertian Keluhan Pelanggan ..................................................................  11 

2.3 Pengertian Pelanggan ................................................................................  15 

2.4 Kepuasan Pelanggan .................................................................................  15 

2.5 Pelayanan Prima ........................................................................................  17 

2.6 Customer Service .......................................................................................  18 

BAB III    KEADAAN UMUM PERUSAHAAN .........................................................  19 

3.1 Sejarah Perusahaan ....................................................................................  19 

3.2 Visi dan Misi Perusahaan ..........................................................................  21 

3.3 Struktur Organisasi PT Pos Indonesia cabang Palembang ........................  21 

3.3.1  Penjabaran Jabatan ..........................................................................  23 

3.4 Kegiatan Perusahaan .................................................................................  25 

3.5 Aktivitas Perusahaan .................................................................................  27 

3.6 Prosedur Penanganan Keluhan Pelanggan ................................................  28 

3.7 Penilaian Keefektifitasan Penanganan Keluhan Pelanggan ......................  32 

 

BAB IV   ANALISIS DATA ...........................................................................................  33 

4.1 Prosedur Penanganan Keluhan Pelanggan yang dijalankan Pada  

PT Pos Indonesia cabang Palembang ........................................................  34 

4.1.1 Alur Penanganan Keluhan Pelanggan 

4.2 Keefektifitasan Penanganan Keluhan Pelanggan yang dijalankan  

PT Pos Indonesia cabang Palembang ........................................................  44 

 

BAB V   KESIMPULAN DAN SARAN ........................................................................  59 

 

5.1  Kesimpulan .........................................................................................  59 

5.2  Saran ...................................................................................................  60 

 

DAFTAR PUSTAKA 

LAMPIRAN 

 

 

 



xi 
 

DAFTAR TABEL DAN GAMBAR 

 

Tabel 1.1 ...........................................................................................................  2 

Tabel 3.1 ...........................................................................................................  31 

Tabel 3.2 ...........................................................................................................  32 

Gambar 4.1 .......................................................................................................  41 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



xii 
 

 

DAFTAR DIAGRAM 

 

Diagram 4.1...................................................................................................  45 

Diagram 4.2...................................................................................................  46 

Diagram 4.3...................................................................................................  47 

Diagram 4.4...................................................................................................  48 

Diagram 4.5...................................................................................................  49 

Diagram 4.6...................................................................................................  50 

Diagram 4.7...................................................................................................  51 

Diagram 4.8...................................................................................................  52 

Diagram 4.9...................................................................................................  53 

Diagram 4.10.................................................................................................  54 

Diagram 4.11.................................................................................................  55 

Diagram 4.12.................................................................................................  56 

Diagram 4.13.................................................................................................  57 

Diagram 4.14.................................................................................................  58 

 

 

 

 

 

 

 

 

 

 



xiii 
 

DAFTAR LAMPIRAN 

 

Lembar Wawancara 

Lembar Kuesioner 

Lembar Kesepakatan Bimbingan 

Lembar Bimbingan 

Lembar Kunjungan Perusahaan 

Surat Izin Pengambilan Data Jurusan 

Surat Izin Pengambilan Data Institusi 

Surat Konfirmasi PT Pos Indonesia Cabang Palembang 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 


