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ABSTRACT:This study aims to determine and analyze the effect of Teller Service Quality on Customer 

Satisfaction at the Department of Commercial Administration of Ambon State Polytechnic. This study aims to 

determine how the quality of teller service can affect customer satisfaction, as summarized in the thesis 

research. Data was collected by distributing questionnaires to respondents and then tested and analyzed using 

SPSS software version 21.0. The results of the hypothesis test research show that the service quality variable 

positively and significantly influences customer satisfaction. Physical evidence, reliability, responsiveness, 

assurance, and empathy have a positive and significant effect on the satisfaction of customers. The service 

quality of Bank Tabungan Negara is the most critical variable affecting customer satisfaction. There is a 

substantial relationship between service quality and customer satisfaction, and there is no significant difference 

between the two variables. It is expected that the implementation of this research will enrich knowledge, 

experience, and references for further study. 

KEYWORDS: Service quality, customer satisfaction 
 
Received 08 Oct., 2023; Revised 20 Oct., 2023; Accepted 22 Oct., 2023 © The author(s) 2023. 

Published with open access at www.questjournals.org 

 
I. INTRODUCTION  

Banking is one of the business entities that works in financial services. Banking, or called banks, 

provide financial assistance for all levels of society. In the banking world, service problems are activities offered 

by organizations or individuals to consumers that are intangible and cannot be owned. For this reason, sound 

and quality service is needed to provide excellent service and quality as desired and expected by its customers to 

satisfy them. (Ogastiana, 2020) 

An employee of PT. Bank Tabungan Negara (Persero) Tbk, Ambon Branch, has been working 

according to applicable regulations. In it, teller service is provided; as an officer sitting in the front office row, 

the teller must give the best service to customers and show the service that is genuinely the mainstay of the 

bank. Of course, the best service can improve the image of the Bank. Therefore, the application of producer 

operational standards (SOPs) is needed when carrying out services by a Teller. As a Front Officer that deals 

directly with customers, Teller needs to have producer operational standards, namely, 30 seconds waiting time, 

5 minutes queuing time, standing calling antrin, smiles, greetings, greetings, introducing themselves, offering 

assistance, processing transactions a maximum of 5 minutes, saying thank you and greetings. Moreover, being a 

teller requires having an ethic to satisfy clients. These service ethics include appearance, personality, speed of 

service, and maintaining confidentiality. 

Some researchers combine several variables in their service quality research, such as facility as a 

standalone part. One of the researchers is Ardiyan Fakrun Nissa, who found that the facility variable affected the 

customer satisfaction variable, and the service quality variable affected the customer satisfaction variable. Both 

variables (facility and service quality) affected customer satisfaction. In this research, the researcher focused on 

service quality in terms of facility as a part of physical evidence. 

This research is expected to enrich knowledge, experience, and references for further research on the 

effect of Teller Service Quality on Customer Satisfaction. The researcher is interested in researching Bank 

Tabungan Negara, Ambon, to find out how service quality can affect customer satisfaction, summarized in 

http://www.questjournals.org/
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research entitled "The Effect of Teller Service Quality on Customer Satisfaction at Bank Tabungan Negara, 

Ambon." 

II. LITERATURE REVIEW AND HYPOTHESIS 

According to Kotler, the quality of general service is as follows: Service quality is the expected level 

of excellence and control over that level of excellence to meet customer desires. If the services or services 

received or felt are as expected, then the quality of services or services is perceived as good and satisfactory. If 

the service or service received exceeds customer expectations, then the quality of service or service is perceived 

as ideal quality. Conversely, if the services received are lower than expected, the quality of services or services 

is perceived as poor" (Kotler, 2018). The quality of service or service is centered on efforts to meet customer 

needs and desires and the determination of delivery to keep pace with customer expectations. (Kotler, 2018) 

defines service quality simply, which measures how well the level of service provided can match customer 

expectations.That is, the quality of service is determined by the ability of a particular company or organization 

to meet needs by what is expected or desired based on the needs of customers/visitors. In other words, the main 

factors affecting the service quality are the service expected by customers/visitors and public perception of the 

service. The value of service quality depends on the ability of the company and its staff to meet customer 

expectations consistently. 

Zeithaml et al. (Aprilia, 2021) five basic dimensions known as SERVQUAL (service quality) 

consisting of Physical evidence (tangibles) is the ability of a company to show its existence to external parties. 

The appearance and ability of reliable company physical facilities, infrastructure, and the surrounding 

environment are one-way service companies provide quality service to customers. Among them are physical 

facilities (buildings, books, bookshelves, tables and chairs, and so on), technology (equipment and equipment 

used), and employees' appearance. Reliability is the company's ability to provide services by what is promised 

accurately and reliably. Performance must be to customer expectations, reflected in punctuality, equal service to 

all customers without errors, sympathetic attitude, and high accuracy.Responsiveness is the willingness to help 

customers and provide services quickly and precisely with precise information delivery. Ignoring and letting 

customers wait for no apparent reason leads to a negative perception of service quality. Assurance is company 

employees' knowledge, courtesy, and ability to foster customer trust. This includes several components, 

including Communication, which is continuously providing information to customers in straightforward 

language and use of words so that customers can easily understand what employees are informed and quickly 

and responsively respond to complaints and complaints from customers; Credibility, the need to guarantee a 

trust given to customers, believability or honesty, instilling trust, providing good credibility for the company in 

the future; Security, there is a high trust from customers in the service received. Of course, the services provided 

canguarantee trust; Competence, namely the skills possessed and needed so that providing services to customers 

can be carried out optimally; and  Courtesy, in service, there is a moral value owned by the company in 

providing service to customers. Guarantee of courtesy offered to customers by existing conditions and 

situations; and Empathy is giving sincere and individual or personal attention to customers by trying to 

understand consumer desires where a company is expected to have an understanding and knowledge of 

customers, understand specific customer needs, and have comfortable operating times for customers.  

The teller is a bank officer whose daily work is directly related to customers and the general public. 

The Bank must select officers appointed as tellers because the way it works, attitudes, and the nature and way of 

service to customers and the general public will indirectly reflect the state and reputation of the bank. The 

attitude, nature, and service of the Teller must be monitored regularly by management, especially the Head 

Teller and Cash Officer. The duties of tellers in general are as follows: (Rahayu, 2020): A good Teller must 

arrive on time according to the entry time, making sure all equipment is functioning correctly (money counter, 

bullpen counterfeit money checker, etc.); If there is a customer, it must be friendly, give a greeting (good 

morning / afternoon / evening, thank you when it is finished), give a smile at the beginning and end of the 

meeting; Maintain the appearance of dressing according to bank standards (work desk, neat clothes, neat hair, 

wearing ID cards, etc.); If there is a customer who wants to deposit / withdraw cash, the teller must count the 

money, confirm the amount of money to the customer, calculate the money in front of the customer; Make non-

cash / cash payments to customers who transact non-cash / cash at the bank counter, and update transaction data 

in the bank's computer system; After completing the deposit/cash withdrawal process, the teller must provide a 

receipt slip to the customer and sign it as an endorsement signature; and Responsible for the compatibility 

between the amount of cash in the system and the cash in the terminal (Rahayu, 2020). Based on the explanation 

above, the hypothesis proposed is:  

H1: Service Quality positively and significantly affects Customer Satisfaction 

Based on the hypothesis above, the research model can be shown in Figure 1 
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Figure. 1 

Research Model  

 

 

III. RESEARCH METHOD 
This research was designed as field research, which objects are an active student of the D-IV Business 

Administration Program of the Ambon State Polytechnique who pays a Single Tuition Fee. The population was 

245 active students, and the Slovin formulation obtained 174 students as the sample. The data was obtained both 

orally and in writing as the results of questionnaire distribution and literature research.  The instrument test in 

this research is an arrangement of a series of activities, namely the validity test through Confirmatory Factor 

Analysis, in which the results of the overall analysis factor showed that validity above 0.50 was valid (Hair et 

al., 2010), the reliability test using Cronbach’s Alpha approach, the results obtained all values from the 

variable's value of > 0.70 or 0.60 namely reliable or acceptable (Hair et al., 2014). 

This research used the descriptive quantitative model, using simple linear regression and formulation of 

Y = a + b X, where Y is teller service quality, a is constant, b is the regression coefficient, and X is students’ 

satisfaction. 

 

IV. RESULT AND DISCUSSION  

To obtain data on the research subject, researchers used an instrument in the form of a questionnaire, 

which consisted of 22 questions. This is expected to provide a relatively clear picture of the condition of the 

respondents and their relation to the problem and purpose of the study.Based on the gender qualification of 

respondents, the male sex amounted to 63 respondents, 36.2%, and the female gender amounted to 111 

respondents, or 63.8%. Thus, qualifications based on sex in this study were dominated by female 

respondents.Based on respondents' semester qualifications: Semester II amounted to 36 respondents or 20.7%, 

semester IV amounted to 8 respondents or 4.6%, semester VI amounted to 37 respondents or 21.3%, semester 

VIII amounted to 54 respondents or 31%, and semester X amounted to 39 respondents or 22.4%. Thus, the 

qualifications based on the semester in this study are dominated by respondents in semester VIII. 

Validity testing results using CFA (Confirmatory Factor Analysis) show that all items have factor loading above 

0.5. Furthermore, the reliability test results show that the two variables in this study are reliable because they 

have a Cronbach alpha value above 0.7. 

 

Table 1. 

Validity and Reliability Test 

 

Item 
Component 

Validity 
Cronbach 

alpha 
Reliability 

1 2 

Sq1 0.553  valid 

  

Sq2 0.563  valid 

Sq3 0.660  valid 

Sq4 0.618  valid 

Sq5 0.670  valid 

Sq6 0.764  valid 

Sq7 0.683  valid 

Sq8 0.701  valid 

Sq9 0.758  valid 

Sq10 0.712  valid 

Sq11 0.742  valid 

Sq12 0.746  valid 

Sq13 0.710  valid 

Sq14 0.719  valid 

Sq15 0.756  valid 

Sq16 0.739  valid 

Sq17 0.689  valid 

Service 

Quality 

Customer 

Satisfaction 

H1+ 
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Item Component Validity Cronbach 

alpha 

Reliability 

Cs1  0.656 valid 

0,845 Reliable 

Cs2  0.835 valid 

Cs3  0.814 valid 

Cs4  0.834 valid 

Cs5  0.767 valid 

Source: Data processed (2022) 

 

The hypothesis states that the quality of servants has a positive and significant effect. Testing this hypothesis 

yields an acalculated t-value of 10.642 with a significant value of 0.000 or (p < 0.05). Therefore, it can be 

concluded that this hypothesis is supported. 

 
 

This study aims to determine and analyze the Effect of Teller Service Quality on Student Satisfaction 

of the Business Administration Department of Ambon State Polytechnic at Bank Tabungan Negara, Ambon. 

Based on the results of the coefficient of determination test (R2), it shows that 0.394 or around 39.4% of 

customer satisfaction variables influenced or explained by service quality variables, while the other 60.6% are 

can be influenced or explained by other variables that are not discussed in this study The results of the 

hypothesis test research show that the variable of service quality has a positive and significant influence on 

customer satisfaction. This can be proven by the results of the service quality hypothesis test (X) on customer 

satisfaction (Y), showing a significant value of 0.000 < 0.05 with a calculated t value of 10,642. So, it can be 

concluded that there is a positive and significant influence between service quality variables and student 

satisfaction variables.  

This statement shows that good service quality can also give a good impression on customer 

satisfaction. The results of this study support the hypothesis that service quality has a positive and significant 

effect on customer satisfaction. According to Kotler (2018), service quality is the expected level of excellence 

and control over the level of excellence to meet customer desires. If the services received or felt are as expected, 

the quality is perceived as good and satisfactory. If the service received exceeds customer expectations, then the 

quality of service is perceived as ideal quality. Conversely, if the services received are lower than expected, the 

quality of services is perceived as poor. Service problems are not complicated, but if this is not considered, they 

can cause vulnerable things because of their compassion. The service system needs to be supported by quality 

service, adequate facilities, and ethics or manners. At the same time, the purpose of providing services is to 

satisfy customers, resulting in the generation of added value or a positive image for the company.  

The results of this test are to the results of previous research, one of which is a study conducted by 

Ardiyan Fakrun Nissa (2019) entitled " The Effect of Facilities and Service Quality on Customer Satisfaction at 

BRI Syariah Ponorogo" stated the results showed that facility variables affect customer satisfaction, service 

quality variables affect customer satisfaction and facility variables and service quality together affect customer 

satisfaction.This study aims to determine and analyze the Effect of Teller Service Quality on Student 

Satisfaction of the Business Administration Department of Ambon State Polytechnic at Bank Tabungan Negara, 

Ambon. Based on the results of the coefficient of determination test (R2), it shows that 0.394 or around 39.4% 

of customer satisfaction variables influenced or explained by service quality variables, while the other 60.6% are 

can be influenced or explained by other variables that are not discussed in this study. 

Based on the research results, the researcher provides the following implications: There is a positive 

and significant relationship between the quality of teller service and customer satisfaction. This can have 

implications that with good service, it can improve the quality of customer satisfaction. This can be encouraged 

by an increase in daily service activities provided by the Bank by existing SOPs. From the results of this 

research in the variable Student Satisfaction, respondents "Satisfied" that I feel satisfied with the services 

provided by Teller Bank Tabungan Negara, Ambon 63.8%; and Teller further improves services by optimizing 

or developing better ways of service, participating in training programs and applying techniques to develop 

services by Standard Operating Procedures in order to increase more customer satisfaction. 
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VI. CONCLUSION 

Based on the data obtained from the research results, the conclusion that can be developed is that 

there is a positive and significant influence on the Quality of Teller Services on Student Satisfaction at Bank 

Tabungan Negara, Ambon. So, it can be concluded that there is a positive and significant influence between 

service quality and student satisfaction variables.Based on the discussion above, the author tries to provide 

advice on the Quality of Teller Services, such as Teller Bank Tabungan Negara, Ambon is expected to 

improve the quality of services provided so that customers will be more satisfied, and this research is 

expected to be input for future studies as reference material. 
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