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PENGARUH SERVICE EXCELLENCE TRAINING
BAGI STAF ADMINISTRASI BAAK POLITEKNIK X
TERHADAP KEPUASAN PELANGGAN

Dhevy Puswiartika®, Kristiana Haryanti?, dan Sumbodo Prabowo®

INTISARI

Penelitian ini bertujuan untuk mengetahui pengaruh service excellence training
bagi staf administrasi Bagian Administrasi Akademik dan Kemahasiswaan (BAAK)
Politeknik X terhadap kepuasan pelanggan. Jumlah peserta service excellence training
adalah 8 orang staf administrasi dari unit kerja BAAK. Skala kepuasan pelanggan
diberikan pada 30 orang mahasiswa tingkat Il dari 5 jurusan yang ada di Politeknik X,
sebelum dan sesudah service excellence training. Metode pengambilan sampel adalah
purposive non random sampling. Metode statistik yang digunakan untuk mengetahui
perbedaan kepuasan pelanggan sebelum dan sesudah service excellence training
adalah Within Subject T-Test. Hasil penelitian menunjukkan bahwa service excellence
training mempunyai pengaruh yang signifikan terhadap kepuasan pelanggan, ditunjukkan
dengan nilai t = - 2,767 (p=0,010; p<0,05). Hal ini berarti bahwa ada perbedaan yang
signifikan pada kepuasan pelanggan antara sebelum dan sesudah service excellence
training diberikan bagi staf administrasi BAAK Politeknik X. Kepuasan pelanggan
sesudah service excellence training lebih tinggi daripada kepuasan pelanggan sebelum
service excellence training. Customer Satisfaction Indeks sebesar 0,6331 atau 63,31%
berada pada kriteria Cukup Puas. Berdasarkan hasil Importance Performance Analysis,
terdapat 3 aspek yang mendapat prioritas utama untuk diperbaiki, yaitu : aspek empati,
daya tanggap, dan jaminan.

Kata kunci : service excellence training, kepuasan pelanggan
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EFFECT OF SERVICE EXCELLENCE TRAINING
FOR ADMINISTRATIVE STAFFS OF BAAK POLITEKNIK X
TO CUSTOMER SATISFACTION

Dhevy Puswiartika®, Kristiana Haryanti®, dan Sumbodo Prabowo®

Abstract

This research intended to understand the effect of service excellence training for
administrative staffs of Bagian Administrasi Akademik dan Kemahasiswaan (BAAK)
Politeknik X to customer satisfaction. The number of participants who attented training
were 8 administrative staffs. The data was collected by having customer satisfaction
scale from 30 respondents, college students of grade Il from 5 majors in Politeknik X,
before and after service excellence training. The sampling method of this research was
purposive non random sampling. Statistic method which used to analyze the difference of
customer satisfaction, before and after service excellence training was Within Subject T-
Test. The results showed that service excellence training have a significant effect to
customer satisfaction. There was a difference between customer satisfaction before and
after service excellence training for administrative staffs of BAAK Politeknik X. This
conclusion based on the t value = - 2,767 (p=0,010; p<0,05) . Customer satisfaction after
service excellence training was higher than before service excellence training. Customer
Satisfaction Indeks is 0,6331 or 63,31% on criteria “Satisfied Enough”. Based on the
Importance-Performance analysis, the aspects which need to be improved are emphaty,
responsiveness, and assurances.

Keywords : service excellence training, customer satisfaction
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