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ABSTRAK

Bagi PT.X yang bergerak di bidang jasa, Customer Service adalah ujung tombak
bagi perusahaan karena melalui Customer Service-lah customer dapat ‘bertemu’
dan berinteraksi dengan perusahaan. Customer Service diharapkan memenuhi
semua kebutuhan customer dengan aturan yang berlaku di perusahaan dan
menjadi sumber pendapatan bagi perusahaan. Untuk menciptakan Customer
Service yang handal, salah satu caranya dengan menilai kinerja mereka. . Dengan
penilaian kinerja, perusahaan dapat mempertimbangkan dan menentukan
pemberian reward, promosi, punishment, training, coaching, konseling, ataupun
mutasi bagi para karyawannya. Selama ini, penilaian kinerja untuk Customer
Service yang dilakukan PT.X tidak relevan dengan perkembangan perusahaan
yang mengakibatkan penilaian kinerja Customer Service tidak sinkron dengan
target-target yang ditetapkan oleh perusahaan. Oleh sebab itu, diperlukan sebuah
sistem baru yang lebih relevan untuk menilai kerja Customer Service di PT X.
Pilihan metode yang digunakan untuk menilai kinerja Customer Service di PT.X
adalah Fuzzy Mamdani dengan Fuzzy Sugeno. Dengan metode Fuzzy, sistem
yang serba terukur dan penilaian manusia yang cenderung tidak terukur, dapat
dijembatani. Prototipe penilaian Customer Service menggunakan metode fuzzy
yang dihasilkan diharapkan dapat dijadikan alternatif solusi bagi PT.X untuk
menilai kinerja Customer Service agar penilaian kinerja Customer Service menjadi
lebih sinkron dengan target-target yang ditetapkan oleh perusahaan

Kata kunci : Customer Service, penilaian kinerja Customer Service, prototype,
logika fuzzy, Fuzzy Mamdani, Fuzzy Sugeno
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ABSTRACT

For PT.X which runs the service sector, customer service is the spearhead of the
company because through customer service, the customer can 'meet’ and have an
interaction with the company. Customer service is expected to fulfill all the needs
of customer based on the rules that are applied on the company and being the
income for the company. To get reliable customer services, one of the ways is
evaluate their work performance. By evaluating their work performance, the
company then can consider and decide to give reward, promotion, punishment,
training, coaching, counseling, or mutation for the employees. So far, the work
performance evaluation that was done by PT. X was irrelevant with the company
development that caused the work performance evaluation of customer service
was not synchronous with the targets that were set by the company. Therefore, a
new system which is more relevant is needed to evaluate the customer service's
work performance in PT. X. The choices of method that are used to evaluate the
work performance of customer service in PT. X are Fuzzy Mamdani and Fuzzy
Sugeno. By using Fuzzy method, the measurable system and the human evaluation
that tends to be immeasurable can be abridged. The result of the customer service
evaluation Prototype using this fuzzy method can be used as an alternative
solution for PT. X to evaluate the customer service's work performance to be
more synchronous with the targets that are set by the company.

Keywords : customer service, the work performance evaluation of
customer service, prototype, fuzzy logic, Fuzzy Mamdani, Fuzzy Sugeno.
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