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ABSTRAK

STRATEGI KOMUNIKASI INTERPERSONAL FRONTLINER BANK
CENTRAL ASIA DALAM MENINGKATKAN NILAI BRANCH SERVICE
QUALITY (BSQ)

(Studi Kasus Pada Kantor Cabang Pembantu (KCP) Majalaya)

Oleh:
! Angely Nadhifa Alganie, > Nazmi Abdurrahman, S.Sos
angelynadhifaa@gmail.com

Penelitian ini bertujuan untuk mengetahui strategi komunikasi interpersonal
frontliner yang terdiri atas Customer service officer (CSO), Teller, Security, dan
Cleaning Service dalam meningkatkan nilai Branch service quality (BSQ) di BCA
KCP Majalaya. Fokus penelitian ini meliputi sikap positif, dukungan, kesetaraan,
keterbukaan, dan empati yang diterapkan oleh frontliner dalam memberikan
pelayanan kepada nasabah, dilatarbelakangi oleh pentingnya kualitas komunikasi
interpersonal dalam mendukung pelayanan prima dan pencapaian standar Branch
service quality (BSQ) pada industri perbankan. Penelitian ini menggunakan metode
penelitian kualitatif dengan pendekatan studi kasus. Teknik pengumpulan data
dilakukan melalui wawancara mendalam, observasi, dan dokumentasi. Informan
dalam penelitian ini terdiri atas Kepala Kantor Cabang Pembantu (KKCP), Kepala
Bagian (Kabag), PIC Branch service quality (BSQ), Customer service officer
(CSO), dan Security BCA KCP Majalaya. Hasil penelitian menunjukkan bahwa
strategi komunikasi interpersonal fromtliner dalam meningkatkan nilai Branch
service quality (BSQ) dilakukan melalui penerapan lima dimensi komunikasi
interpersonal menurut Joseph A. Devito, yaitu sikap positif, dukungan, kesetaraan,
keterbukaan, dan empati. Kelima dimensi tersebut terbukti membentuk komunikasi
interpersonal yang efektif sehingga mampu meningkatkan kualitas pelayanan dan
mendukung pencapaian nilai Branch service quality (BSQ) di BCA KCP Majalaya.

Kata Kunci: Komunikasi Interpersonal, Frontliner, Branch service quality (BSQ),

Pelayanan Perbankan, BCA KCP Majalaya


mailto:angelynadhifaa@gmail.com

ABSTRACT

INTERPERSONAL COMMUNICATION STRATEGY OF FRONTLINERS AT
BANK CENTRAL ASIA IN INCREASING SCORES BRANCH SERVICE
QUALITY (BSQ)

(A Case Study at Majalaya Sub-Branch Office)
By:

! Angely Nadhifa Alganie, > Nazmi Abdurrahman, S.Sos
angelynadhifaa@gmail.com

This study aims to determine the interpersonal communication strategies of
frontliners consisting of Customer service officers (CSO), Tellers, Security Officers,
and Cleaning Service personnel in improving the Branch service quality (BSQ)
score at BCA KCP Majalaya. The research focuses on positiveness, supportiveness,
equality, openness, and empathy applied by frontliners in providing services to
customers. This study is motivated by the importance of interpersonal
communication quality in supporting excellent service and achieving Branch
service quality (BSQ) standards in the banking industry. This research employed a
qualitative method with a case study approach. Data were collected through in-
depth interviews, observation, and documentation. The informants consisted of the
Sub-Branch Office Head, Department Head, BSQ Officer, Customer service officer,
and Security Officer at BCA KCP Majalaya. Data analysis was conducted through
data reduction, data presentation, and conclusion drawing. The results show that
the interpersonal communication strategy of frontliners in improving Branch
service quality (BSQ) is implemented through the five dimensions of interpersonal
communication proposed by Joseph A. Devito, namely positiveness, supportiveness,
equality, openness, and empathy. These five dimensions collectively form effective
interpersonal communication that contributes to service quality improvement and
supports the achievement of Branch service quality (BSQ) standards at BCA KCP
Majalaya.

Keywords: Interpersonal Communication, Frontliner, Branch service quality
(BSQ), Banking Services, BCA KCP Majalaya.
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