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ABSTRAK

BPR PD. Sarimadu Cab. Pekanbaru telah melakukan berbagai bentuk inovasi system informasi
untuk mewujudkan otomasi perbankan. Hal ini ditandai telah diterapkannya CBS (Core Banking
Sistem) di Bank sejaktahun 2010. Core Banking System adalah aplikasi inti dari sistem Bank
tersebut. CBS memberikan pelayanan seperti proses pembukaan rekening baru, penyetoran dan
pencairan dana serta administrasi. Meskipun telah menggunakan CBS, masih ada masalah dan
keluhan-keluhan dari nasabah. Salah satu permasalahan yang sering timbul dalam layanan system
informasi perbankan adalah kurangnya alat pendukung sistem yang belum optimal seperti tidak
adanya system antrian sehingga terjadinya penumpukan nasabah setelah tiba di lajur layanan pada
suatu waktu tertentu, fitur-fitur sistem yang kurang lengkap. Dan kurangnya CS (Customer
Service). Penelitian ini bertujuan untuk mengetahui tingkat kualitas pelayanan system informasi
terhadap kepuasan nasabah dengan menggunakan metode servqual, dimana variable penelitian
menggunakan lima dimensi yakni tangible, reliability, responsiveness, empathy, dan assurance.
Dan berdasarkan perhitungan TSQ (Total Service Quality) pelayanan secara keseluruhan bernilai
negatif (-0,15) yang artinya harapan nasabah lebih besar dibandingkan dengan pelayanan yang
telah diberikan pihak bank, sedangkan perhitungan CSI (customer satisfaction indeks), nasabah
telah merasa puas terhadap pelayanan yang diberikan pihak Bank dengan nilai 69,3%.

Kata Kunci : Core Banking Sistem, Costumer Statifaction Indeks, Service Quality.
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ABSTRACT

BPR. PD Sarimadu Cab. Pekanbaru has conducted various forms of information systems
innovations to realize the automation of banking. It has marked the implementation of CBS ( Core
Banking System ) at the Bank since 2010. Core Banking System is the core application of the
system of the Bank. CBS to provide services such as new account opening process, deposit and
disbursement of funds as well as the administration.Even with CBS, there are still problems and
complaints from customers. One of the problems that often arise in the banking information system
services is the lack of system support tools are not optimal as the absence of a queuing system so
that the accumulation of customers arriving at the service lane at any given time, the system
features that are less lengkap.dan lack of CS (Customer Service). This study aims to determine the
level of service quality on customer satisfaction information system using the method servqual,
where variable limadimensi research using the tangible, reliability, responsiveness, empathy , and
assurance. And based on the calculation of the TSQ (Total Service Quality) service as a whole is
negative (-0.15), which means greater customer expectations compared to the service provided by
the bank, while the CSI calculation (customer satifaction index), customers have been satisfied
with the services provided the Bank with a value of 69.3 % .

Keywords : Core Banking System, Costumer Statifaction Indeks, Service Quality.
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