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ABSTRAKSI

Tujuan darni penelitian ini adalah mengetahui perbedaan customer service
quality (kualitas pelayanan) sebelum dan setelah pemberian Pelatihan Customer
Service Karyawan bagian Pelayanan Nasabah Koperasi BMT Puspa Semarang”.
Sebelum penelitian ini dilaksanakan Koperasi BMT Puspa belum pemah
memberikan pelatihan pelayanan nasabah kepada para karyawannya. Hal ini
mengakibatkan tidak optimalnya fungsi pelayanan nasabah (cusftomer service)
pada Koperasi BMT Puspa. Keadaan tersebut mengarah pada rendahnya
kualitas pelayanan nasabah pada kajyawan bagian pelayanan nasabah. Para
peserta yang terlibat dalam penelitian ini merupakan karyawan bagian pelayanan
nasabah yang terdiri atas karyawan bagian pelayanan kantor dan bagian
pelayanan lapangan.

Langkah awal yang dilakukan dalam penelitian ini adalah
melakukan anaiisa kebutuhan pelatihan. Peneliti menggunakan analisa
kebutuhan pelatihan operasional (analisa tingkat maeso) pada proses
TNA di Koperasi BMT Puspa. Dari hasil TNA yang dilakukan, peneliti
mulai menyusun sebuah program pelatihan. Pelatihan Customer Service
merupakan sebuah intervensi yang dapat meningkatkan kualitas
pelayanan nasabah (customer service qualily). Peneliti menyiapkan alat
ukur berupa checklist customer service quality yang disusun berdasarkan
lima aspek kualitas pelayanan oleh yang dikemukakan oleh Fitzimmons
(2001). Alat ukur ini digunakan untuk mengukur kualitas pelayanan
nasabah sebelum dan sesudah pelatihan.Hasil pengujian terhadap
hipotesis didapat dengan menggunakan prosedur AMann-Whitney u-test.
Nilai kritis untuk 5% = + Z 0.5a = + 1.96.Ho diterima apabila -1.86 < ZH
< + 1.96. Ho ditolak apabila ZH > + 1.96 atau ZH < - 1.96. Kesimpulannya Ho
ditolak karena ZH < -1.98, maka kualitas pelayanan terhadap nasabah antara
sebelum intervensi (pre-fest) dan sesudah pemberian intervensi (post-test)
adalah berbeda, dengan resiko kekeliruan sebesar 5%.

Kata kunci : Pelatihan Customer Service, Customer Service Quality



ABSTRACT

The goal of this study is to discover the difference on customer service
quality prior and post the Customer Service Training on the customer service
section employees of Koperasi BMT Puspa Semarang. Early before the study
was held, Koperasi BMT Puspa had never provided any kind of customer service
training to the customer service section employees. This situation leads to the
non-optimal function of customer service in Koperasi BMT Puspa, which
eventually drove the customer service section employees toward the low quality
of customer service. The subjects of this study were the customer sefvice section
employees, they consist of the office aftendants and the field attendants.

The first step done in the study was to analyze the training need of the
employee. The researcher used operational training need analyze (mid level
analysis) on the TNA process in Koperasi BMT Puspa. By the resuit of the TNA,
the researcher began to construct a training program. The Customer Service
Training was the intervention program that can raised up the customer service
quality. The researcher prepared a measuring device in the form of customer
service quality checklist that was constructed based on the five aspects of
service quality from Fitzimmons (2001). This scale was used to measure the
customer service quality prior and post training.

The testing result of the hypothesis was derived from paired samples T-
Test procedure. The z measured score was -4.14, and the z table score was
1,96. They can be concluded that the Ho was denied. It means that there was a
difference of customer service quality on the customer service section
employees. This point was significant at 5%. This result showed that the
Customer Service Training was able to affect the customer service quality of the
customer service section employees.

Keywords: Customer Service Training, Customer Service Quality
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