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TELLER SERVICE SATISFACTION LEVEL ANALYSIS AT BNI UNDAAN SURABAYA BRANCH
Ahmad Al Mabmud 1, Elok Damayanti 2 alimahrmud86 380 gmail com

etk damayanti@narotamaacid Faculty of Economy and Business, Management Study
Program Marotarmia University Surabaya, Indonesia ABSTRACT This study ajims to find
out the analysis of the level of satisfaction of teller services at BNI Undanan Surabaya
Branch by wsing the research dimension consisting of tangible (physical evidence),
refiability (reliability), responsiveness (lesponsiveness), assurance (guarantee] and
empathy (empathy)

This research is a research that uses the approach qualitative, the technigue used in this
research is the method of questionnaires and data collection fechnigues through google
farm. Then using the gap analysis method and managed to find the gap scare is - 048
with an average score af <0096, The research winects used were customers at BNI
Undaan Surabaya Branch which amounted 1o 50 people

Thie results showed from 50 respandents known anabysis of the quality of teller services
o customers at BN| Undaan Surabaya Branch with a Very Dissatisfied attitude of 0%,
Dissatisfied 0%, Dissatisfied 0%, Satisfied 9.6% and Very Satistied 50.4%. Based on the
I*tﬁ.ﬂi-h research can be interpreted the quality of service provided by the teller 2t
BMI Undaan Surabaya Branch is Very Satisfed,

Keywords Service Quality, Customer Satisfaction, Gap Analysis 1, INTRODUCTION i this
increatingly advanced and sophisticated age. competition in the husiness world is
undenlable, Similarly, In the world of banking is getting tighter every day In the field
bugingss and tervices.
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