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ABSTRAK 

Penelitian berjudul Analisis Kualitas Layanan Frontliner Guna Meningkatkan 
Kepuasan Nasabah Bank Muamalat KC Surabaya Darmo bertujuan untuk 
mengetahui dan mengevaluasi pelayanan yang diberikan oleh frontliner di Bank 
Muamalat KC Surabaya Darmo. Penelitian ini juga menganalisis bagaimana 
kualitas layanan yang mengacu pada enam dimensi CARTER (Compliance, 
Assurance, Reliability, Tangibles, Empathy, dan Responsiveness) berkontribusi 
dalam meningkatkan kepuasan nasabah, sehingga dapat memberikan gambaran 
menyeluruh mengenai peran frontliner dalam memenuhi harapan pelanggan. 

Penelitian ini menggunakan metode kualitatif deskriptif. Data diperoleh melalui 
wawancara mendalam dengan nasabah dan pegawai Bank Muamalat KC Surabaya 
Darmo, observasi langsung terhadap aktivitas pelayanan, dan dokumentasi. 
Analisis data dilakukan menggunakan teknik dengan melalui reduksi data, 
penyajian Data, dan penarikan kesimpulan. 

Hasil penelitian menunjukkan bahwa secara umum, frontliner Bank Muamalat KC 
Surabaya Darmo telah memenuhi standar pelayanan yang baik sesuai dengan 
prinsip syariah. Namun, terdapat beberapa aspek yang perlu ditingkatkan, seperti 
kecepatan dalam merespons keluhan nasabah. Dimensi Empathy dan 
Responsiveness mendapatkan skor kepuasan tertinggi, sementara kecepatan 
layanan masih memerlukan perhatian lebih lanjut dan efektivitas administrasi yang 
masih bergantung pada sistem berbasis kertas. 

Saran dari penelitian ini agar Bank Muamalat untuk memperkuat program pelatihan 
frontliner pada pengelolaan keluhan nasabah secara berkala guna meningkatkan 
keterampilan komunikasi. Selain itu, penerapan teknologi yang lebih terintegrasi 
dalam pelayanan, seperti sistem antrean digital, serta implementasi teknologi 
administrasi paperless untuk memberikan pengalaman layanan yang lebih efisien 
dan ramah lingkungan. 

Kata Kunci: Kualitas Layanan, Frontliner, Kepuasan Nasabah, Perbankan 
Syariah. 
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ABSTRACT 

The research entitled Analysis of Frontliner Service Quality to Increase Customer 
Satisfaction at Bank Muamalat KC Surabaya Darmo aims to determine and 
evaluate the services provided by frontliners at Bank Muamalat KC Surabaya 
Darmo. This research also analyzes how service quality referring to the six 
dimensions of CARTER (Compliance, Assurance, Reliability, Tangibles, Empathy, 
and Responsiveness) contributes to increasing customer satisfaction, so as to 
provide a comprehensive picture of the role of frontliners in meeting customer 
expectations. 

This research uses a qualitative method with a descriptive approach. Data was 
obtained through in-depth interviews with customers and employees of Bank 
Muamalat KC Surabaya Darmo, direct observation of service activities, and 
documentation. Data analysis was carried out using techniques through data 
reduction, data presentation, and drawing conclusions. 

The research results show that in general, Bank Muamalat KC Surabaya Darmo 
frontliners have met good service standards in accordance with sharia principles. 
However, there are several aspects that need to be improved, such as the speed in 
responding to customer complaints. The Empathy and Responsiveness dimensions 
received the highest satisfaction scores, while Fast service still requires further 
attention and administrative effectiveness still relies on a paper-based system. 

The suggestion from this research is for Bank Muamalat to strengthen its frontliner 
training program in managing customer complaints on a regular basis in order to 
improve communication skills. Apart from that, the implementation of more 
integrated technology in services, such as digital queuing systems, as well as the 
implementation of paperless administration technology to provide a more efficient 
and environmentally friendly service experience. 

Keywords: Service Quality, Frontliner, Customer Satisfaction, Sharia Banking. 
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