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ABSTRAK

KHOLISHOH. NIM: 1708203079. “IMPLEMENTASI STANDAR
PELAYANAN FRONTLINER DI ERA COVID-19 (Studi kasus: PT. Bank
Muamalat Indonesia Tbk. Kantor Cabang Cirebon )”, Skripsi 2023.

Covid-19 memberikan dampak yang tidak terduga pada manusia dan
berbagai sektor, salah satunya adalah sektor perekonomian khususnya bidang
perbankan. Hal ini dikarenakan ditengah penyebaran virus covid-19, bank tetap
dituntut untuk perlu berinovasi agar tetap memberikan pelayanan yang terbaik
bagi para nasabah. Ditengah kondisi pandemi, tentunya standar operasional
yang ditetapkan oleh perusahaan banyak mengalami perubahan menyesuaikan
dengan kondisi lingkungan, misalnya penerapan standar kinerja yang memenuhi
protokol kesehatan. Frontliner merupakan salah satu bagian yang mengalami
perubahan selama masa pandemi covid-19 karena yang berhubungan langsung
dengan nasababh.

Pada penelitian ini bertujuan untuk menjawab dari rumusan masalah:
mengetahui bagaimana implementasi standar pelayanan frontliner saat covid-19,
serta untuk mengetahui kendala dan solusi. Penelitian ini merupakan penelitian
kualitatif dengan menggunakan pendekatan deskriptif. Pengambilan data
dilakukan dengan wawancara, observasi, dan dokumentasi. Peneliti juga
mewawancarai bagian customer service, teller, dan security, sedangkan metode
analisis data penelitian ini menggunakan teori Miles dan Huberman yang
diantaranya: reduksi data, penyajian data, dan menarik kesimpulan.

Adapun hasil dari penelitian ini menunjukan bahwa implementasi standar
pelayanan frontliner di era covid-19 pada Bank Muamalat Kantor Cabang
Cirebon menunjukan bahwa tetap sama dengan standar pelayanan yang sudah
ada, hanya perlu menerapkan protokol kesehatan dengan menggunakan sarung
tangan, masker medis, pembatasan jam kerja dan sudah bekerja secara
profesional serta memberikan pelayanan secara maksimal kepada nasabah
selama pandemi covid-19 dimana hal tersebut sesuai dengan protokol kesehatan
yang telah ditetapkan oleh pemerintah agar terputusnya rantai penyebaran covid-
19.

Kata Kunci: standar pelayanan, frontliner, covid-19



ABSTRACT

KHOLISHOH. NIM: 1708203079. “IMPLEMENTATION OF
FRONTLINER SERVICE STANDARDS IN THE COVID-19 ERA (Case
study: PT. Bank Muamalat Indonesia Tbk. Cirebon Branch Office)”, Thesis
2023.

Covid-19 has an unexpected impact on humans and also various sectors,
one of which is the economic sector, especially the banking sector. This is because
in the midst of the spread of the covid-19 virus, banks are still required to
innovate in order to continue to provide the best service for customers. In the
midst of a pandemic, of course, the operational standards set by companies have
undergone many changes to adapt to environmental conditions, for example the
application of performance standards that comply with health protocols. The
frontliner is one of the parts that underwent changes during the covid-19
pandemic because it deals directly with customers.

This study aims to answer from the formulation of the problem: to find out
how to implement frontliner service standards during covid-19, as well as to find
out obstacles and solutions. This research is a qualitative research using a
descriptive approach. Data collection was carried out by interviews, observation,
and documentation. Researchers also interviewed the customer service, teller, and
security departments, while the method of data analysis in this study used Miles
and Huberman's theory, which included: data reduction, data presentation, and
drawing conclusions.

The results of this study indicate that the implementation of frontliner
service standards in the covid-19 era at Bank Muamalat Cirebon Branch Office
shows that it remains the same as the existing service standards, it's just
necessary to apply health protocols by using gloves, medical masks, limiting
hours work and have worked professionally and provided maximum service to
customers during the covid-19 pandemic where this was in accordance with the
health protocol set by the government to break the chain of distribution of covid-
19.

Keyword: service standard, frontliner, covid-19
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