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ABSTRAK

FOTINUS WAHYUDI JOSIRIZ, KUALITAS PELAYANAN JASA
KEUANGAN FUND DISTRIBUTION DAN BANK CHANNELING PADA
PT. POS INDONESIA (PERSERO) CABANG UTAMA SURABAYA 60000

Kantor Cabang Utama (KCU) Surabaya 60000 merupakan kantor pos pusat di
Surabaya yang menyediakan jasa layanan pos berupa layanan jasa kurir, logistik dan
jasa keuangan. Saat ini persaingan penyedia jasa layanan pos semakin berkembang.
Penilaian akan kualitas pelayanan dari pengguna jasa pos pada KCU Surabaya 60000
juga menunjukkan bukti bahwa pelayanan yang diberikan belum sepenuhnya membawa
kepuasan bagi setiap pengguna jasa. Guna mempertahankan eksistensi dari KCU
Surabaya yang merupakan bagian dari BUMN, pihak PT. Pos berusaha
mengembangkan semua jenis pelayanannya secara optimal dengan memperhatikan
kualitas pelayanan, salah satunya pada pelayanan jasa keuangan pos yang disediakan
oleh KCU Surabaya 60000 yakni Fund Distribution dan juga Bank Channeling. Tujuan
dari penelitian adalah untuk menganalisa dan mendeskripsikan tentang kualitas
pelayanan jasa keuangan Fund Distribution dan Bank Channeling pada PT. Pos
Indonesia (Persero) cabang utama Surabaya 60000. Jenis penelitian yaitu deskriptif
kualitatif. Teknik pengumpulan data melalui observasi, wawancara, dan dokumentasi.
Teknik analisis data meliputi pengumpulan data, reduksi data, penyajian data dan
penarikan kesimpulan. Teori yang digunakan adalah teori kualitas pelayanan Zeithaml,
Parasuraman dan Berry yang terdiri dari: Berwujud (Tangibel), Kehandalan (Reability),
Ketanggapan (Responsiviness), Jaminan (Assurance), dan Empati (Empathy). Hasil
penelitian menunjukkan bahwa kualitas pelayanan jasa keuangan Fund distribution dan
Bank channeling pada PT. Pos Indonesia Cabang Utama Surabaya 60000 bisa dikatakan
baik atau sudah berkualitas, karena setiap dimensi penilaian telah tercapai dan
memberikan rasa puas kepada setiap pengguna layanan. Namun, terdapat beberapa
catatatan yaitu tentang pegawai yang belum menggunakan tanda pengenal dan juga
sistem antrian pada pelayanan Bank channeling yang tidak secara konsisten digunakan.

Kata Kunci: Pelayanan Publik, Kualitas Pelayanan, Layanan jasa keuangan, Distribusi
dana dan Penyaluran bank.
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ABSTRACT

FOTINUS WAHYUDI JOSIRIZ, QUALITY OF FINANCIAL SERVICES FUND
DISTRIBUTION AND BANK CHANNELING AT
PT. POS INDONESIA (PERSERO) MAIN BRANCH SURABAYA 60000

Main Branch Office (KCU) Surabaya 60000 is a central post office in Surabaya
that provides postal services in the form of courier services, logistics and financial
services. Currently, competition for postal service providers is growing. Assessment of
the quality of service from postal service users at KCU Surabaya 60000 also shows
evidence that the services provided have not fully brought satisfaction to each service
user. In order to maintain the existence of KCU Surabaya which is part of a BUMN, PT
Pos is trying to develop all types of services optimally by paying attention to service
quality, one of which is the postal financial services provided by KCU Surabaya 60000,
namely Fund Distribution and Bank Channeling. The purpose of the study was to
analyze and describe the quality of financial services Fund Distribution and Bank
Channeling at PT Pos Indonesia (Persero) Surabaya 60000 main branch. This type of
research is descriptive qualitative. Data collection techniques through observation,
interviews, and documentation. Data analysis techniques include data collection, data
reduction, data presentation and conclusion drawing. The theory used is the theory of
service quality Zeithaml, Parasuraman and Berry which consists of: Tangible,
Reability, Responsiveness, Assurance, and Empathy. The results showed that the quality
of financial services Fund distribution and Bank channeling at PT Pos Indonesia Main
Branch Surabaya 60000 can be said to be good or already qualified, because each
assessment dimension has been achieved and provides a sense of satisfaction to each
service user. However, there are several notes, namely about employees who have not
used identification and also the queuing system at the Bank channeling service which is
not consistently used.

Key words: Public Services, Service Quality, Financial Services, Fund Distribution
and Bank Channeling.
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