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The purpose of this study was to determine the impact of the implementation of
Digital Customer Service on Customer Service Effectiveness at PT. Bank Negara
Indonesia KCP Cikurubuk Tasikmalaya. The research approach used was
guantitative, with descriptive and verification methods. The sampling technique
used was purposive sampling, with a sample size of 84 respondents. Data collection
was conducted through observation, interviews, questionnaires, and literature
review. The analytical tool used was simple linear regression analysis. Based on
the analysis, the implementation of Digital Customer Service and Customer Service
Effectiveness at PT. Bank Negara Indonesia KCP Cikurubuk Tasikmalaya are in
the good category. The regression analysis results showed a positive effect with the
equation Y = 6.509 + 1.368X. The contribution of the implementation of Digital
Customer Service to Customer Service Effectiveness was based on the
determination coefficient test is 92.3%. The results of the hypothesis test showed a
significance value <0.001, thus concluding that there is a positive and significant
influence between Digital Customer Service and Customer Service Effectiveness at
PT. Bank Negara Indonesia KCP Cikurubuk Tasikmalaya.
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Tujuan penelitian ini untuk mengetahui besarnya pengaruh penerapan Digital
Customer Service terhadap Efektivitas Pelayanan Nasabah pada PT. Bank Negara
Indonesia KCP Cikurubuk Tasikmalaya. Pendekatan penelitian yang digunakan
adalah pendekatan kuantitatif dengan metode deskriptif dan verifikatif. Teknik
pengambilan sampel menggunakan purposive sampling dengan jumlah sampel
sebanyak 84 responden. Teknik pengumpulan data dilakukan melalui observasi,
wawancara, kuesioner, dan studi pustaka. Alat analisis yang digunakan adalah
analisis regresi linier sederhana. Berdasarkan hasil analisis, kondisi penerapan
Digital Customer Service dan Efektivitas Pelayanan Nasabah pada PT. Bank
Negara Indonesia KCP Cikurubuk Tasikmalaya berada pada kategori baik. Hasil
analisis regresi menunjukkan adanya pengaruh positif dengan persamaan
Y = 6,509 + 1,368X. Besarnya kontribusi pengaruh penerapan Digital Customer
Service terhadap Efektivitas Pelayanan Nasabah berdasarkan uji koefisien
determinasi sebesar 92,3%. Hasil uji hipotesis menunjukkan nilai signifikansi
<0,001, sehingga dapat disimpulkan bahwa terdapat pengaruh positif dan signifikan
antara Digital Customer Service terhadap Efektivitas Pelayanan Nasabah pada PT.
Bank Negara Indonesia KCP Cikurubuk Tasikmalaya.
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