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ABSTRAKSI 

Nama    : Rima Lovita Ardianthony 

Nim    : 14020414060007 

Judul    : Pelayanan Customer Service Operasional di Kantor Pelayanan 

     Perbendaharaan Negara Semarang II 

Program Studi  : DIII Administrasi Perkantoran 

 

Penelitian ini dilakukan di Kantor Pelayanan Perbendaharaan Negara Semarang II. 

Permasalahan yang akan diteliti yaitu bagaimana pelayanan customer service operasional dan 

apa saja hambatan yang dialami saat proses pelayanan di Kantor Pelayanan Perbendaharaan 

Negara Semarang II. 

Dalam penelitian ini penulis meneliti tentang pelayanan customer service operasional di 

Kantor Pelayanan Perbendaharaan Negara Semarang II. Tujuan penelitian ini adalah untuk 

mendeskripsikan tentang pelayanan customer service operasional dan apa saja hambatan yang 

dialami saat proses pelayanan serta solusi/ saran yang dapat diberikan. Penelitian ini 

menggunakan tipe deskriptif dan pendekatan kualitatif dengan menggunakan sumber 

informasi dari para pegawai serta satuan kerja pengguna layanan di Kantor Pelayanan 

Perbendaharaan Negara Semarang II. 

Pelayanan Customer Service Operasional di Kantor Pelayanan Perbendaharaan Negara 

Semarang II berpedohman pada Keputusan Menteri Pendayagunaan Aparatur Negara 

(MENPAN) tentang Hakikat pelayanan publik Nomor 63 Tahun 2004, Peraturan Menteri 

Keuangan Nomor 169/PMK.01/2012 dan KP.13.001/PB/2015. Penulis dalam melakukan 

penelitian menggunakan 5 dimensi pelayanan dan ini juga dijadikan sebagai acuan oleh 

Customer Service Operasional di Kantor Pelayanan Perbendaharaan Negara Semarang II 

dalam memberikan pelayanan kepada satuan kerja sebagai pengguna layanan. 

Kata Kunci : Pelayanan 

             Disetujui Oleh, 

 

                 Dra. Dyah Hariani, MM 

              NIP. 19580127.198503.2.002 
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ABSTRAKSI 

Nama    : Rima Lovita Ardianthony 

Nim    : 14020414060007 

Judul    : Service Service Of Customer Service Operational In The Office 

     Of The State Treasury Service Semarang II 

Program Studi  : DIII Administrasi Perkantoran 

 

This research was conducted at the state treasury service office in Semarang II.  Problems 

that will be studied is how the service customer service operational and what are the obstacles 

experienced during the service process in the office of the state treasury service semarang II. 

In this study the authors examine the service of customer service operational in the office of 

the state treasury service semarang II. The purpose of this study is to describe about the 

service customer service operational and what are the obstacles encountered. When the 

service process and solutions/ suggestions that can be given. This research uses descriptive 

and qualitative approach with using information resources from employees and work units of 

service users in Semarang II.  

Service service of customer service operational in the office of the state treasury service 

semarang II based on the decision of the minister of state empowerment (MENPAM) on the 

nature of publik service number 63 0f 2004, the regulation of finance minister number 

169/PMK.01/2012 and KP.13.001/PB/2015. The author in conducting research using 5 

dimentions of service and this is also used as a reference by customer service operational in 

the office of the state treasury service semarang II in providing service to the work unit as a 

service user. 

Keywords : Service 
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                  Dra. Dyah Hariani, MM 

              NIP. 19580127.198503.2.002 
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