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ABSTRAK

Penelitin ini bertujuan untuk menganalisis Efektivitas Pelayann
Funding Officer Terhadap Kepuasan dan Loyalitas Nasabah pada BPRS
Ihsanul Amal Gombong, Latarbelakang penelitian ini berdasarkan pada
kondisi dimana sebuah pelayanan funding officer menjadi hal yang penting,
karena posisi funding officer sebagai garda terdepan selaku orang yang
interaksi langsung dengan nasabah sehingga efektivitas pelyanan seorang
funding officer harus benar benar diperhatikan.

Metode penelitian yang digunakan adalah kualitatif deskriptif
dengan studi kasus di BPRS Ihsanul Amal Gombong. Pendekatan ini dipilih
karena mampu memberikan pemahaman mendalam mengenai fenomena
yang kompleks yakni implementasi pelayanan funding officer yang efektif
kepada nasabah. Data diperoleh dari wawancara mendalam kepada funding
officer dan nasabah aktif BPRS lhsanul Amal Gombong. Selaian itu penulis
juga menggunakan studi dokumen dan observasi lapangan. Hasil penelitin
menunjukan bahwa pelayanan yang dilakukan oleh funding officer BPRS
Ihsanul Amal Gombong berjalan dengan efktif dan berdampak pada
kepuasan dan loyalitas nasabah. Hal ini di buktikan dengan terpenuhinya
indikator efektivitas yakni pencapaian tujuan, integrasi dan adaptasi.
Berdasarkan tercapainya tiga indikator tersebut berdampak pada nasabah
yang merasa puas dengan pelayanan dan memilih untuk loyal dengan
konsisten melakukan transaksi dan ikut merekomendasikan kepada orang di
sekitar nasabah

Kata Kunci: Efektivitas, Funding Officer, Kepusan, Loyalitas
Nasabah

Xiii



ABSTRACT

This study aims to analyze the effectiveness of funding officer
services on customer satisfaction and loyalty at BPRS Ihsanul Amal
Gombong. The background of this research is based on the situation where
funding officer services are crucial, because funding officers are the
frontline personnel who interact directly with customers, so the
effectiveness of a funding officer's service must be given serious attention.

The research method used was a qualitative descriptive approach
with a case study at BPRS Ihsanul Amal Gombong. This approach was
chosen because it can provide a deep understanding of the complex
phenomenon of implementing effective funding officer services for
customers. Data were obtained from in-depth interviews with funding
officers and active customers of BPRS Ihsanul Amal Gombong. The author
also used document studies and field observations. The results of the study
indicate that the services provided by BPRS Ihsanul Amal Gombong's
funding officers are effective and have an impact on customer satisfaction
and loyalty. This is evidenced by the fulfillment of effectiveness indicators,
namely goal achievement, integration, and adaptation. Achieving these
three indicators results in customers being satisfied with the service and
choosing to remain loyal by consistently making transactions and
recommending the company to those around them.

Keywords: Effectiveness, Funding Officer, Satisfaction, Customer
Loyalty
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