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Abstract : Facing the complexity of the banking industry, especially in the 
era of globalization and digitalization, Bank Tabungan Negara (BTN) needs 
to anticipate the changes that occur. This study uses several methods in data 
collection, in this study are interviews, observations and documentation, but 
emphasizes more on the interview method to dig up information and obtain 
good and complete information. The qualitative data processing and 
analysis stage is carried out based on interview data, observations and 
documentation. Data analysis at this stage consists of data reduction and 
presentation followed by drawing conclusions. Service management based 
on SOP (Standard Operating Procedure) at BTN KCP Condong Catur bank, 
with a service management system in accordance with standard operating 
procedures and management functions has been realized and is running well. 
The service procedure at BTN KCP Condong Catur Bank has been carried 
out well, one example of the service procedure process is by controlling the 
services at BTN KCP Condong Catur by holding annual controls from BTN 
KCP Condong Catur. 

 
Keywords : Service management, SOP, Service Procedures. 

 
INTRODUCTION 

Financial institutions such as banking are institutions that contribute to facilitating the 

development of a nation According to Banking Law No. 10 of 1998, banks are business 

entities that collect funds from the public in the form of deposits and distribute them back to 

the community in the form of credit or other forms in order to improve the standard of living 

of many people (Aravik, H., & Hamzani, 2021). The banking world has succeeded in 

changing the perspective of people who originally only kept their money at home to people 

who owned personal bank accounts. The development of banking in Indonesia faces fierce 

competition in terms of both products and services, so that people are one step ahead of just 

being savers and investors. Increasingly fierce competition and the number of competitors 

require banks to offer a variety of products in order to compete with other banks in providing 

quality services to their customers (Wahyudi et al., 2022).  
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Facing the complexity of the banking industry, especially in the era of globalization 

and digitalization, the State Savings Bank (BTN) needs to anticipate the changes that occur. 

Technology development, human resource skill improvement, and product innovation are 

some of the aspects that need to be considered to ensure quality service. As part of efforts to 

achieve customer satisfaction, the management of Bank Tabungan Negara (BTN) can design 

an integrated strategy, including improving service quality, increasing the value received by 

customers, and strengthening the company's image. These efforts can involve employee 

training, the implementation of advanced technology, and effective marketing strategies 

(Irawan et al., 2024). 

One of the best ways to compete in the world is to produce the highest quality goods 

and services. The highest quality is achieved through continuous improvement efforts related 

to several elements of the organization: people, processes, and the environment. Improving 

management systems in integrated quality management is now referred to as business 

excellence or best practice. These two terms are an extension of corporate governance and 

strengthen the company's position in the business world. To achieve the above ideals, all 

banks must have written standards/guidelines designed to encourage and move the group to 

achieve organizational goals. Bank BTN KCP is no exception. Standard Operating Procedures 

(SOPs) are steps or stages that must be carried out and passed to complete a certain work 

process. On the other hand, there is an administrative process in customer service that every 

bank has. 

 

RESEARCH METHODS 

The type of research used in this study is using qualitative methods. The selection of 

subjects in qualitative research does not depend on quantity but rather on the quality of the 

person to be researched, commonly referred to as an informant. The number of people who 

will be used to become informants in the research depends on the scope of the research 

problems that will be carried out by the informants in this study are people who are seen as 

able to provide adequate information about customer service management at Bank BTN KCP 

Condong Catur.  

The informants in question are: 1) Head Office: Nur Arif. Head office is an entity 

above a company that has full duties in managing all business activities. Head Office's job is 

the center of control and strategic decision making in providing services to customers. 2) 

Supervisor : Yulianti. A supervisor is someone who is responsible for supervising and 
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coordinating the tasks carried out by employees or their work team. This supervisor directly 

supervises teller service and customer service. This instrument is in the form of interview 

guidelines and observation checklists. The research tools include the researcher himself, voice 

recording tools using mobile phones, mobile phone cameras to get documentation, stationery 

tools to record interview points and other data collection tools.  

This study uses several methods in data collection, in this study are interviews, 

observations and documentation, but more emphasis is placed on interview methods to dig up 

information and get good and complete information. The qualitative data processing and 

analysis stage is carried out based on interview, observation and documentation data. Data 

analysis at this stage consists of data reduction and presentation followed by drawing 

conclusions. Qualitative data analysis is a technique that is carried out by organizing data, 

sorting data, synchronizing data, finding what is considered important and what is learned, 

and making decisions so that it can be told to others. (J.Moleong, 2014). 

 

HASIL DAN PEMBAHASAN 

SOP-Based Customer Service Management (Standard Operating Procedure) at Bank 

BTN KCP Condong Catur. The service management of Bank BTN KCP Condong Catur must 

be in accordance with the SOP (Standard Operating Procedure) of Bank BTN KCP Condong 

Catur. Bank BTN KCP Condong Catur has standard guidelines for branch office employees in 

carrying out their duties to customers so that with good service will create a business and can 

provide good service for existing businesses because the business owns the service. One of 

the service standards at Bank BTN is the customer service time standard. This is in 

accordance with the results of the interview as follows : "Yes. In customer service, account 

opening is carried out within 30 minutes, for other services such as replacing 

lost/damaged/swallowed ATM cards, blocking cards, blocking savings, customer complaints, 

information about these savings does not have a standard time but must still be effective. For 

teller service, there is a standard time of 2 minutes for cash deposits, cash withdrawals. For 

remittance transactions, there is no standard, but it must still be effective". (Results of 

Interview with Head Office of Bank BTN KCP Condong Catur). 

In addition to service time standards, there are several Bank BTN programs related to 

banking services provided to customers in accordance with the bank's rules and policies. This 

result was conveyed by the Supervisor of Bank BTN. "There is a Spekta point program. 

Spekta Point is a program to increase the loyalty of Bank BTN customers in the form of 
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Points. Customers get Spekta Points based on the average balance of savings and/or 

transactions determined by Bank BTN. If the points have been collected, they can be 

exchanged for merchant vouchers that have been listed on the BTN mobile application on the 

spekta points menu. The latest program is to open an e-deposit account through mobile 

banking, customers will get up to 60,000 spec points". (Results of Interview with Bank BTN 

KCP Supervisor Condong Catur). 

However, in providing services to customers there are obstacles and obstacles. The 

internal obstacles faced by Customer Service are system problems that take time to resolve. 

This is supported by the following interview results : "The internal obstacles faced by Bank 

BTN Customer Service KCP Condong Catur when overcoming customer complaints come 

from the existing system in the bank, so that not all problems experienced by customers can 

be solved right away, but there are problems whose resolution period is up to 20 working days 

but can be faster than that time because it is related to the existing system in the banking and 

Bank BTN head office, such as problems withdrawing money through ATM machines, 

withdrawals failed but the balance decreased, delays in transactions through BTN mobile 

banking which caused the balance to decrease but the transaction was not successful" 

(Interview Results with the Head Office).  

The solution to the existing system problems at Bank BTN KCP Condong Catur has 

been solved to overcome them. This was conveyed by the Supervisor of the BTN KCP 

Condong Catur as follows : "Trying to develop good services on mobile banking applications, 

so that customers can transact at home without having to go to the bank, for things such as 

payments, purchases, account openings and others" (Results of Interview with Bank BTN 

Supervisor KCP Condong Catur). The settlement effort is also supported by the Head Office's 

statement, namely efforts to develop mobile banking so that customers do not have to come 

directly to the bank because the system at the Bank also sometimes has system problems. "In 

an effort to provide ease of transactions for its customers, PT. Bank Tabungan Negara 

(Persero) Tbk. KCP Condongcatur by innovating to improve services and services to its 

customers by providing several features that can make it easier for customers to make 

transactions using the BTN mobile banking application without having to come to the bank 

directly" (Interview Results with the Head Office of Bank BTN KCP Condong Catur). 

At Bank BTN KCP Condong Catur, SOP-based service management (Standard 

Operating Procedures) with a service management system that is in accordance with standard 

operational procedures and management functions has been implemented and running well. 
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The management and employees of BTN KCP Condong Catur always strive to provide ease 

of transactions for their customers, besides that if there are obstacles, BTN KCP Condong 

Catur provides the best solution.  

Service Procedures at Bank BTN KCP Condong Catur. An organization without good 

service procedures is an impossible thing to achieve the desired goals effectively and 

efficiently. Service procedures are broadly defined as the process of planning, organizing, 

implementing and evaluating something that is planned so that the desired goals are achieved 

effectively and efficiently. So from every company, one of which is Bank BTN KCP 

Condong Catur always does work in accordance with service procedures and evaluates and 

monitors the performance of Bank BTN KCP Condong Catur employees. This is supported by 

the results of the interview as follows: "Effective work evaluation contains positive input and 

points that need to be improved by employees. Therefore, meetings are an important thing for 

Bank BTN and need to be carried out regularly to evaluate employee performance. Meetings 

at Bank BTN are held every Monday and are attended by all BTN employees and units 

through the Zoom application." (Results of Interview with Head Office Bank BTN KCP 

Condong Catur). "Routine evaluations are always carried out every Monday and morning 

briefings are carried out for reports and evaluations as well as work plans in the next week, 

attended by all employees of each BTN unit in all main branch offices and sub-branch offices 

including bank BTN KCP Condong Catur". (Results of Interview with Bank BTN KCP 

Supervisor Condong Catur). 

All company operational activities in each field require a system or standard to find 

out whether the products produced by a company are in accordance with existing standards or 

not and to see the performance of employees in the company. Bank BTN KCP Condong Catur 

has made efforts to empower employees by increasing employee involvement in decision-

making and improving employee performance. Supported by the results of the interview as 

follows : "BTN employee development efforts are carried out by procuring training and 

development. Training and development activities provide benefits to employees and the 

company, in the form of expertise and skills that will subsequently become valuable assets for 

the company. Through employee training, the ability of employees will increase". (Results of 

Interview with Bank BTN KCP Supervisor Condong Catur). 

Bank BTN has several employee empowerment efforts that aim to increase employee 

involvement in decision-making. Some examples of these efforts are: 1) Anti-Corruption 

Training: This activity aims to increase the awareness and ability of employees to prevent and 
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overcome corruption in the organization. 2) Customer Complaint Service: Bank BTN has a 

customer complaint service that allows customers to submit suggestions, criticisms, and 

complaints related to Bank BTN's products/services. This service aims to increase customer 

satisfaction and improve service quality. 3) Improving the Quality of Life: Bank BTN has a 

program that aims to increase productivity, compliance, and corporate governance to be more 

transparent and efficient. This program includes the development of digital applications and 

inclusive banking services. 

The implementation of effective and efficient service procedures requires the 

implementation of the four main functions of procedures and management, namely planning, 

organizing, mobilizing, and supervising, in an integrated and integrated manner in the 

management of human resource management activities. Therefore, if the process is not good, 

then the overall service process will not be smooth and the process of achieving the goals will 

be disrupted and will experience failure in achieving these goals.  

SOP-Based Customer Service Management (Standard Operating Procedures) at Bank 

BTN KCP Condong Catur. The Bank's service mechanism in terms of service rules already 

has SOPs set by the center, so it is also national. SOPs are very important for employees to 

provide the best service, maximum in accordance with the standards that have been set. So 

that it can satisfy customers. SOPs include systems, rules, decisions, procedures and 

procedures for services and complaints to facilitate service implementation standards and are 

useful in the provision of banking products and/or services. Without a clear procedure, it is 

very likely that the services provided will be far from public expectations. In such a situation, 

there will be a high expectation gap. (Mahmudi, 2012). 

SOP-based service management (Standard Operating Procedures) at bank BTN KCP 

Condong Catur, with a service management system that is in accordance with standard 

operational procedures and management functions has been realized and running well. 

Supported by the explanation of research conducted by Cristine (2021) which explains that 

the implementation of good, effective and efficient management requires the implementation 

of the four main functions of management, namely planning, organizing, mobilizing, and 

supervising, in an integrated and integrated manner in the management of human resource 

management activities. Therefore, if the process is not good, then the overall management 

process will not be smooth and the process of achieving the goals will be disrupted and will 

experience failure in achieving these goals. 
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Standard Operating Procedures (SOPs) are instructions or guidelines in carrying out 

duties and obligations in a work environment. With SOPs, all company activities can be well 

organized and can be managed according to the company's needs. SOPs can be interpreted as 

documents that describe operational activities that are carried out daily and follow these 

activities in order to be fair, accurate and consistent in order to produce results according to 

the standards that have been set previously (Tathagati, 2014). The existence of SOPs will help 

companies to achieve their goals. To achieve the company's goals, the company provides a 

draft in the form of an SOP that will be a guideline for employees in carrying out their duties 

and to minimize errors when performing the duties of each employee (Gabriele, 2018). 

Service Procedures at Bank BTN KCP Condong Catur. BTN KCP Condong Catur 

always monitors twice a year to see how the management of existing services is going. Each 

monitoring is evaluated, the evaluation is carried out from a physical and non-physical 

perspective. Not only BTN KCP Condong Catur, other banks are also competing with each 

other to provide services that satisfy their customers. This monitoring is carried out so that 

BTN KCP Condong Catur is used to serving customers well and improving service quality. 

This is important because there are many situations that can cause service problems, including 

if the staff is not friendly during service, then the room will not be clean because the service 

does not meet customer expectations. This service management is a very important process 

because it allows avoiding service issues in customer support.  

An example of the service procedure process is the management of services at BTN 

KCP Condong Catur by conducting annual inspections by BTN KCP Condong Catur. Learn 

more about BTN KCP Condong Catur services. BTN KCP Condong Catur will continue to 

strive to further improve services. Quality service procedures are a form of service promise 

that is reflected in the company's commitment to producing quality products needed by the 

community. BTN KCP Condong Catur argues that the relationship between the company and 

its customers is built on promise and trust. When these promises and trusts are fulfilled 

properly, consumer trust in the company increases. Therefore, to ensure excellent service, 

BTN KCP Condong Catur requires employees who are dedicated to customer service 

(Nasution, 2020). 

 

CONCLUSION 

Bank BTN KCP Condong Catur has implemented services in accordance with the 

service management system and operational standards, procedures and management functions 
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have been realized and running well. This is realized to provide excellent service to Bank 

BTN KCP Condong Catur customers. The service procedure at Bank BTN KCP Condong 

Catur has been carried out well, one example of the service procedure process is by 

controlling the services at BTN KCP Condong Catur by holding control every year from BTN 

KCP Condong Catur. To find out more about the services available at BTN KCP Condong 

Catur. So that in the future the service can be improved again.  
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