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ABSTRAK 

Nama : Ferdinandus Ryan Amanda 

Program Studi : Ilmu Komunikasi 

Judul Skripsi : Komunikasi Antarpribadi Customer Service PT Bank 

Central Asia (BCA) Terhadap Nasabah KCP Kota Wisata 

Pembimbing : Umar Fauzi Bahanan S.Sos., M.Si 

 

 

Penelitian ini membahas pentingnya komunikasi antarpribadi dalam menciptakan 

pelayanan yang memuaskan di sektor perbankan, khususnya pada interaksi antara 

Customer Service dan nasabah di PT Bank Central Asia (BCA) KCP Kota Wisata. 

Latar belakang penelitian ini didasari oleh adanya kendala komunikasi, seperti 

informasi yang kurang jelas atau disampaikan terlalu cepat saat volume nasabah 

tinggi dan nilai BSQ yang rendah, yang berpotensi memengaruhi kepuasan 

nasabah. Penelitian ini bertujuan untuk mengetahui bagaimana penerapan 

komunikasi antarpribadi Customer Service dalam menciptakan pelayanan yang 

memuaskan. Teori yang digunakan adalah teori komunikasi antarpribadi dari 

Joseph A. DeVito yang menekankan lima prinsip komunikasi efektif: keterbukaan, 

empati, sikap positif, dukungan, dan kesetaraan. Penelitian ini menggunakan 

metode kualitatif deskriptif dengan paradigma konstruktivisme. Teknik 

pengumpulan data dilakukan melalui wawancara mendalam, observasi, dan 

dokumentasi. Hasil penelitian menunjukkan bahwa Customer Service BCA KCP 

Kota Wisata telah menerapkan kelima prinsip komunikasi antarpribadi secara 

cukup baik melalui penggunaan pesan verbal yang jelas serta unsur nonverbal 

seperti kontak mata dan keramahan. Namun, masih ditemukan hambatan seperti 

volume nasabah sedang ramai yang memengaruhi kejelasan informasi. 

Kesimpulannya, komunikasi antarpribadi yang efektif berperan penting dalam 

meningkatkan kualitas pelayanan, membangun kepercayaan, dan menciptakan 

interaksi yang humanis bagi nasabah. 

 

Kata Kunci: Komunikasi Antarpribadi, Customer Service, Pelayanan, PT Bank 

Central Asia, Nasabah. 
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ABSTRACT 

Name : Ferdinandus Ryan Amanda 

Study Program : Communication Science 

Skripsi Title : Interpersonal Communication of Customer Service at PT 

Bank Central Asia (BCA) Toward Customers at the Kota 

Wisata Sub-Branch Office 

Supervisor : Umar Fauzi Bahanan S.Sos., M.Si 

 

 

This research discusses the importance of interpersonal communication in creating 

satisfying service in the banking sector, particularly in the interaction between 

Customer Service and customers at PT Bank Central Asia (BCA) KCP Kota Wisata. 

The background of this research is based on the existence of communication 

obstacles, such as information that is unclear or delivered too quickly when the 

number of customers is high, as well as a low BSQ score, which has the potential 

to affect customer satisfaction. This study aims to determine how the 

implementation of interpersonal communication by Customer Service contributes 

to creating satisfying service. The theory used in this research is the interpersonal 

communication theory by Joseph A. DeVito, which emphasizes five principles of 

effective communication: openness, empathy, positiveness, supportiveness, and 

equality. This research uses a descriptive qualitative method with a constructivist 

paradigm. Data collection techniques were carried out through in-depth interviews, 

observation, and documentation. The results of the research show that the Customer 

Service staff at BCA KCP Kota Wisata have implemented the five principles of 

interpersonal communication quite well through the use of clear verbal messages 

as well as nonverbal elements such as eye contact and friendliness. However, there 

are still obstacles, such as high customer volume, which affects the clarity of 

information delivered. In conclusion, effective interpersonal communication plays 

an important role in improving service quality, building trust, and creating more 

humanistic interactions for customers. 

 

 

Keywords: Interpersonal Communication, Customer Service, Service, PT Bank 

Central Asia, Customers. 
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