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ABSTRAK 

 

 Penelitian ini bertujuan untuk meningkatkan kepuasan pelanggan melalui Service 
excellence training pada karyawan Perusahaan XYZ. Hipotesis yang diajukan dalam 
penelitian ini adalah ada perbedaan kepuasan pelanggan sebelum dan sesudah karyawan 
bengkel mengikuti service excellence training. Kepuasan pelanggan lebih tinggi setelah 
karyawan bengkel mengikuti pelatihan service excellence dibandingkan dengan sebelum 
mengikuti pelatihan service excellence. Desain eksperimen yang digunakan adalah Quasi 
Experimental One Group Pre test-Post test Design dengan subjek penelitian yakni 
pelanggan sebanyak 52 orang dan subyek pelatihan karyawan bengkel Perusahaan XYZ 
yang berjumlah 5 orang. Pengukuran dilakukan dengan membandingkan skor kepuasan 
pelanggan sebelum dan sesudah pelatihan. Dari uji beda t-test diperoleh nilai t hitung = -
20, 256 (p=0,000;p<0,01) yang menunjukkan adanya peningkatan kepuasan pelanggan 
bengkel Perusahaan XYZ yang sangat signifikan antara sebelum dan sesudah service 
excellence training. Skor rata-rata sebelum training sebesar 17,31 dan skor rata-rata 
sebesar 23,46 setelah diberikan service excellence training. Maka dapat dinyatakan bahwa 
hipotesis terbukti yaitu ada peningkatan yang signifikan antara kepuasan pelanggan 
setelah karyawan bengkel XYZ mengikuti service excellence training dibandingkan dengan 
sebelum mengikuti training. 

Kata Kunci: Kepuasan Pelanggan, Service Excellence Training, Karyawan 
Perusahaan XYZ 
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ABSTRACT 
 
 

 This study aimed to improve customer satisfaction through Service excellence 
training on employees of XYZ Company. Hypothesis proposed in this research was there 
is a difference of customer satisfaction before and after the employees got the service 
excellence training. Customer satisfaction was higher after the employees got the service 
excellence training compared to the condition before it. Experimental design used in this 
study was a Quasi Experimental One Group Pre test-Post test Design with 52 customers 
as the subject of research and 5 employees from XYZ company as the subject of training. 
Measurements were made by comparing customer satisfaction's scores before and after 
the training. From the the t-test, it was obtained that t value = -20,256 (p = 0,000; p <0,01) 
which indicated the improvement of customer satisfaction in XYZ compang. This result 
showed a very significant difference between customer satisfaction before and after service 
excellence training. The average score before the training was 17.31 and increased to 
23.46 after the service excellence training. So, in conclusion, the hypothesis has been 
proven that there was a significant improvement between customer satisfaction after XYZ 
employees got the service excellence training compared to the result before training. 
 
Keywords: Customer Satisfaction, Service Excellence Training, Employees XYZ 

Company 

 

 


