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Abstract. 
 
Handling customer complaints is an important element in maintaining service quality 
and building customer loyalty. This research aims to evaluate the complaint handling 
process in the cashier section of PT Surabaya Industrial Estate Rungkut (SIER), 
identify the obstacles faced, and formulate strategic solutions to improve service 
effectiveness and efficiency. The method used is descriptive qualitative with data 
collection techniques through interviews, direct observation, and documentation. The 

results showed that the complaint handling process at the cashier still faced various 
obstacles, both internal such as lack of training, ineffective communication, and low 
work motivation, as well as external obstacles such as regulatory dynamics and 
evolving customer expectations. Slow and unresponsive complaint handling has the 
potential to reduce tenant satisfaction and loyalty levels. Therefore, it is necessary to 
increase employee competence through training, improve the complaint management 
system, and utilize information technology to create faster, more accurate, and 
customer satisfaction-oriented services. This research is expected to be a valuable 

input for PT SIER in developing strategies to improve service quality in the future. 
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I. INTRODUCTION 

Customer complaints are an integral part of the interaction between companies and consumers. 

According to Jeanpert human interaction in handling complaints can significantly affect customer 

satisfaction. This suggests that the way cashiers interact with customers who make complaints can determine 

whether or not those customers will remain loyal. In the context of PT Sier, the cashier plays an important 

role in handling complaints that arise from customers[1]. complaints that are not handled properly can lead to 

far-reaching negative impacts, including loss of customers and poor company reputation[2]. The cashier is 

one of the direct interaction points between the company and the customer.  

At PT Surabaya Industrial Estate Rungkut (PT SIER), the cashier not only serves financial 

transactions, but also becomes a place for customers to submit questions, criticisms, and even complaints. 

Therefore, the ability of cashier employees to handle complaints is an important aspect in maintaining the 

company's service image[3]. This research was conducted by the researcher at PT SIER, which is one of the 

leading companies in the industrial sector in Indonesia. The researcher, who is currently undergoing an 

internship program at the company, had the unique opportunity to access information directly from the 

division related to the focus of the research. This not only provides an advantage in terms of the accuracy of 

the data obtained, but also allows the researcher to understand the internal dynamics of the company in more 

depth. 

 

II.  METHODS  

Research design is a crucial first step in any research, including in this research entitled “Evaluation 

of Complaint Handling Case Study of PT SIER Cashier Section”. This research will use a descriptive 

approach, which aims to provide a clear picture of customer complaint management practices at the PT SIER 

cashier department. This descriptive research will include an in-depth analysis of how customer complaints 

are handled, as well as the effectiveness of the procedures applied in handling these complaints. In this 

context, descriptive research will help researchers to understand and describe phenomena that occur without 
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changing or manipulating existing variables. One of the reasons for choosing a descriptive research design is 

because this research aims to describe the situation in the field objectively.The main focus of the research is 

on the complaint handling process itself, whose handling is assisted through the system that supports it. This 

is done to keep the research focused and not widen to other aspects that may require a more in-depth study.  

This research will focus on the cashier section of PT SIER, which is the main interaction point 

between the company and customers. Therefore, all data collected will relate to the management of 

complaints that occur at the cashier's desk only, without covering other aspects of customer service in the 

company.The data collection method used in this research is very important to obtain accurate and relevant 

information. Primary data is one of the important components in research methodology, where the 

information obtained by researchers comes directly from the original source without involving third 

parties.Secondary data refers to information that already exists and has been collected by others previously, 

so researchers do not directly obtain this data from its original source. Secondary data has an important role 

as additional or complementary information in a study, which can help strengthen the analysis and provide a 

broader context for the phenomenon under study.The data analysis technique used in this research is a 

qualitative descriptive data analysis technique which includes Qualitative Analysis, Data Transcription and 

direct observation. 

 

III.  RESULT AND DISCUSSION  

This research aims to evaluate how PT SIER handles complaints from customers or tenants, 

especially in the cashier section. This research was conducted through direct observation methods, interviews 

with employees, and analysis of complaint data received by the cashier's department during a 4-month 

period. data obtained, there are several important findings that need to be discussed further. The process of 

handling customer complaints is carried out directly by cashiers who act as the frontline in providing 

services, so they become the first point of contact to receive and respond to any complaints or input from 

customers quickly and responsively. In handling complaints, cashiers should have organized guidelines or 

references so as not to cause doubts in handling complaints that occur.Based on the results of interviews and 

direct observations conducted at PT Surabaya Industrial Estate Rungkut (SIER), a number of obstacles faced 

by cashiers in carrying out their duties were identified. One of the main problems is the high volume of 

communication received by cashiers, especially through chat platforms. Tenants often send messages 

repeatedly, or what is often referred to as “spam”, in the hope of getting a quick response.  

 This situation not only creates pressure for cashiers, but can also affect overall operational 

efficiency. The first stage is receiving complaints. At this stage, it is important for the company to 

create a supportive atmosphere so that customers feel comfortable to express their complaints. For example, 

in the context of PT Surabaya Industrial Estate (SIER), employees in charge of customer service should be 

trained to listen actively and show an open attitude. This can be done by maintaining eye contact and using 

positive body language. By doing so, customers will feel that their complaints are valued and cared for.The 

next step is to respond to the complaint by providing empathy so that the tenant who raises the complaint 

feels heard, then investigate the complaint that was conveyed and then a solution can be given to the 

complaint submitted. no less important step is the follow-up to complaints from customers. [4]A well-

done follow-up can increase the level of customer satisfaction and create a better long-term relationship 

between the company and the customer. Therefore, PT SIER needs to develop an effective follow-up system 

so that customers feel cared for and valued.[5] 

 

IV.  CONCLUSION  

Based on the results of the research that has been conducted, it can be concluded that the handling of 

complaints at the cashier section of PT Surabaya Industrial Estate Rungkut (SIER) has a number of strengths 

and challenges that need to be considered. This research aims to evaluate the complaint handling process, 

identify the obstacles faced, and provide recommendations for improvement.Thus, handling complaints at 

the PT SIER cashier requires a more structured and systematic approach. Implementation of clear SOPs, 

employee training, and improvements in internal communication can increase the effectiveness of complaint 
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handling and ultimately increase customer satisfaction. This will not only have a positive impact on 

customers, but also on the company's reputation and sustainability in an increasingly competitive market.  
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