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ABSTRAK 
  

Seorang Customer Service harus tetap mampu memberikan pelayanan 
yang baik sekalipun sedang berada dalam situasi tertekan seperti terjadinya 
penumpukan nasabah. Semenjak program PEMDA DKI yaitu Kartu Jakarta Pintar 
(KJP) ditangani oleh PT. Bank DKI, terjadi peningkatan jumlah nasabah yang 
cukup signifikan. Untuk dapat melayani dan menangani keluhan yang sedang 
dihadapi oleh nasabah KJP dibutuhkan kemampuan berkomunikasi dalam hal ini 
komunikasi interpersonal. Tujuan dari penelitian ini adalah untuk mengetahui 
upaya yang dilakukan Customer Service PT. Bank DKI dalam menangani nasabah 
program KJP dengan pendekatan komunikasi interpersonal. 

Menurut Joseph A. DeVito komunikasi interpersonal dimulai dengan lima 
kualitas umum yang dipertimbangkan yaitu: keterbukaan, empati, sikap 
mendukung, sikap positif, dan kesetaraan. Kelima hal tersebut menjadi landasan 
teori dalam penulisan skripsi ini.  

Tipe penelitian ini yaitu deskriptif kualitatif dengan menggunakan 
paradigma konstruktivis dan menggunakan metode penelitian studi kasus yang 
dilakukan di PT. Bank DKI Cabang Walikota Jakarta Barat sebagai salah satu 
cabang dari 33 total cabang PT. Bank DKI, yang memiliki tingkat jumlah nasabah 
penerima KJP paling tinggi diantara 5 cabang PT. Bank DKI yang berada di 
walikota. 

Hasil penelitian ini menunjukan bahwa Customer Service PT. Bank DKI 
telah menerapkan komunikasi interpersonal dalam menangani nasabah KJP 
dengan lima kualitas umum sesuai dengan teori yang dikemukakan oleh Joseph A. 
DeVito. Hanya saja salah satu poin yaitu sikap positif kurang diterapkan oleh 
Customer Service PT. Bank DKI ketika sedang terjadi penumpukan nasabah 
dalam periode Oktober-Maret 2017 ini sehingga timbul beberapa keluhan nasabah 
KJP mengenai pelayanan yang diberikan Customer Service PT. Bank DKI. 

Saran peneliti yaitu sebaiknya PT. Bank DKI menambah jadwal pelatihan 
untuk karyawan PT. Bank DKI khususnya bagian Customer Service agar dapat 
melayani nasabah Kartu Jakarta Pintar dengan lebih baik lagi dari segi komunikasi 
interpersonal dan pelayanan kepada nasabah KJP agar tidak ada lagi keluhan-
keluhan negatif mengenai pelayanan PT. Bank DKI. 

 
Kata kunci : Penerapan Komunikasi Interpersonal, Customer Service, Nasabah 
Program Kartu Jakarta Pintar 
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ABSTRACT 
 
A Customer Service should be able to give good service despite being in 

distress situations such as the plentiful accumulation of customers. Since the DKI 
Government program, Jakarta Smart Card (KJP) is handled by PT. Bank DKI, 
there are significantly increasing number of customers. To be able to serve and 
handle complaints being faced by KJP customers requires the ability to 
communicate in this case the ability to use interpersonal communication. The 
purpose of this research is to determine the efforts of Customer Service PT. Bank 
DKI with interpersonal communication approach. 

According to Joseph A. DeVito interpersonal communication starts with 
five general qualities that considered, this is: openness, empathy, supportiveness, 
positiveness, and equality. These five things has become the basic theory in 
writing this essay. 

This type of research is descriptive qualitative by using the constructivist 
paradigm and using a case study conducted in PT. Bank DKI mayor office Branch 
of West Jakarta as one of the 33 branches of PT. Bank DKI, which has the highest 
number of customers KJP recipients among the five branches of PT. Bank DKI 
who was in the mayor office. 

These results indicate that the Customer Service of PT. Bank DKI has 
implemented interpersonal communication in dealing with KJP customers with 
five general qualities in accordance with the theory put forward by Joseph A. 
DeVito. Only one of the points that is less implemented by Customer Service PT. 
Bank DKI which is positive attitude while handling the plentiful accumulation of 
customers in the period October to March 2017, so several customer complaints 
regarding the services provided by KJP Customer Service from PT. Bank DKI. 

The researchers suggest that is better for PT. Bank DKI add a schedule of 
training for employees of PT. Bank DKI particularly the Customer Service in 
order to serve customers with the Jakarta Smart Card better in terms of 
interpersonal communication and services to KJP customers so that reduce even 
clear out the negative complaints about the service from PT. Bank DKI. 
 
Keywords: Interpersonal Communication Application, Customer Service, Jakarta 
Smart Card Program Customer’s 
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