TABLE OF CONTENTS

ACKNOWLEDGEMENTS ...t
ABSTRACT il ... B e R Wl e T
ABSIFRAK . ... 7 ..t e T R L
TABLE OF CONTENTS ....oiiiiiiiieeeie e
LIST OF TABLES ... e
LISFOEFIGHRESTEEE. ... B i,
LIST OF APPENDIX ..o

CHAPTER I. INTRODUCTION
1.1 The Background Of StUAY .........ccoviiiiiiiiiieiii e
1.2 The Problems of Study ..........ccccoveeiiieeiiiec e
1.3 The Objectives Of STUAY ........cccvvveeiiiieiie e
1.4 The SCOPe OF STUAY ....ccvvveeiiie e
1.5 The Significance of Study.........ccccevvieeiiiie e

CHAPTER Il. REVIEW OF RELATED LITERATURE
2.1 Filiégness ................ ML . RNN. Tl
2.2 Types of Politeness Strategy ........ccovveeivereiiireeiireesieeesieeenns
2.2.1 Bald on-Record Strategy .........ccceevvuveeiiieeeiiiee e
2.2.2 Positive Politeness Strategy.........cccovveevivveeiivieesiiieeenn.
2.2.3 Negative Politeness Strategy .......cccooveevvveeeeiiveeiiieeennnen.
2.2.4 Off Record. ..t oo e e il
2.3 Reason of Politeness Strategies USage ..........cccoveevveeeiineeinnen.
2.4 Customer Service inN Bank ..........ccccovvieiiieniieiiie e
2.4.1 Customer Service Standard ...........cccoovvviivieiiienieennnnn
2.4.2 Customer Satisfaction ..........cccoccevveeiiiriiie i,
2.5 Politeness Strategies on Bank Customer Service Officer.........

2.6 Previous RESEAICNES .......ceeeeee e

~N oo oo o -

12
12
13
21
26
29
A
33
35
37
40



2.6 Conceptual Framework...........cccveiiiiiieiiieiieeeeee e

CHAPTER Ill. RESEARCH METHOD
3.1 ReSArCh DESIGN ...t
3.2 The Data and The Data SOUICE ..........cccocveiiieiieiiiieiiienieeenn
3.3 Technique of Data ColleCtion ............cccoocveiviiiiieiiinnic e
3.4 Technique of Data ANalYSIS ........cccuveiviiiieiiieiiesie e
3.5 The Trustworthiness of the Study ..........ccccccoeiiiiiiiiicien,

CHAPTER IV. DATA ANALYSIS AND FINDINGS
4.1 The Data ANALYSIS ........ooiiiiiiiiiieiiieiee s
4.1.1 The Types of Politeness Strategies Used by..................
Bank Customer Service OffiCers ........coovvviiiiirniiieninn,
4.1.2 The Politeness Strategies Used by Customer Service
Officers in Customer Need Identification Process.........
4.1.3 The Reason of Using Politeness Strategies by
Customer Service Officers in BRI Banks .....................
o e 110 1130 PSS

4.3 DISCUSSION «.. ettt e et e e e e e

CHAPTER V. CONCLUSIONS DAN SUGGESTIONS
B.1. CONCIUSIONS ...

5.2, SUQUESLIONS ..cvvvieiiieeeiie ettt

EEERENCES- .. .l b pagio e e
APPENLIX ..o i el o gl o e e

Vi



