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ABSTRAK

Tujuan dari penelitian ini adalah untuk mengetahui pengaruh pelatihan kecerdasan
emosional terhadap kualitas pelayanan frontliner BPR X. Hipotesis tersebut
mengemukakan bahwa ada pengaruh pelatihan kecerdasan emosional terhadap kualitas
pelayanan frontliner BPR X. Subyek dalam penelitian ini adalah 19 frontliner BPR X untuk
mengikuti pelatihan kecerdasan emosional. Kualitas pelayanan frontliner diukur dengan
skala kualitas layanan. Sembilan kepala kantor mengevaluasi kualitas layanan frontliner
BPR X sebelum pelatihan dan satu bulan setelah pelatihan. Metode penelitian yang
digunakan adalah quasi experiment one group pretest posttest design, dengan teknik
analisis data dengan Wilcoxon Signed Ranks Test. Hasil analisis data adalah nilai z = -
3,626 dengan p = 0,00 (p<0,01). Skor rata-rata sebelum pelatihan sebesar 3.92 dan skor
rata-rata sesudah pelatihan sebesar 4,17. Maka ada peningkatan yang signifikan dalam
kualitas pelayanan frontliner setelah pelatihan kecerdasan emosional dibandingkan
sebelum pelatihan.

Kata Kunci : Kualitas Pelayanan; Pelatihan Kecerdasan Emosional
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EMOTIONAL INTELLIGENCE TRAINING FOR IMPROVING THE
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ABSTRACT

The purpose of this study is to investigate the effects of an emotional intelligence training
on the service quality of frontliner BPR X. The hypothesis proposed that there is effect of
emotional intelligence training on service quality of frontliner BPR X. The subjects in this
research are 19 frontliner of BPR X to undertake a emotional intelligence training.
Service quality is measured by the evaluation of service quality scale. Nine head of office
to evaluate the service quality of frontliner BPR X before the training and one months
after the training. The research method is quasi experiment one group pretest posttest
design, using data analysis technique with Wilcoxon Signed Ranks Test. The result of the
data analysis is the value z = -3,626 dengan p=0,00 (p<0,01). The average score before
training was 3.92 and the average score after training was 4.17. Thus, there is a very
significant difference in the service quality of frontliner after the emotional intelligence
training compared to before training.

Keywords: Service Quality, Emaotional Intelligence Training
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