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ABSTRACT

studi ini bertujuan untuk menguji pengaruh kecerdasan emosional terhadap kualitas
pelayanan staf administrasi Universitas Kristen Maranatha. Responden dalam
penelitian ini adalah 127 staf administratif Universitas Kristen Maranatha. Outliers,
validitas, realibilitas, statistik deskriptif, korelasi, dan model fit dilakukan sebelum
pengujian hipotesis. Analisis regresi majemuk digunakan untuk menguji 4 (empat)
hipotesis penelitian. Hasil menunjukkan bahwa 2 (dua) hipotesis didukung dan 2
(dua) hipotesis tidak didukung. Dengan kata lain, penilaian terhadap perasaan
orang lain dan fungsi dari perasaan memengaruhi kualitas pelayanan secara positif,
sedangkan penilaian perasaan terhadap diri sendiri dan penyesuaian dari perasaan
tidak memengaruhi kualitas pelayanan. Implikasi dan saran untuk penelitian masa
depan dalam temuan ini telah dibahas.

Kata kunci: kecerdasan emosional; kualitas pelayanan; penilaian perasaan
terhadap diri sendiri; penilaian terhadap perasaan orvang lain; penyesuian
perasaan, fungsi dari perasaan.
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The Effect of Emotional Intelligence on Administrative Staff’s
Service Quality of Maranatha Christian University

Devy Natalia
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ABSTRACT

The purpose of study is to examine the effect of emotional intelligence on
administrative staff’s service quality Maranatha Christian University. Respondents
in this research are 127 of Maranatha Christian University. The outliers, validity,
reliability, statistics descriptive, correlation, and model fit tests were conducted
before hypotheses testing. The linier regression multiple analysis was used to
examine four hypotheses. The results show that two hypotheseswere supported and
two hypotheses were affect unsupported. In others words, emotion appraisal and use
of emotion significantly on service quality, while self-emotion appraisal and
regulation of emotion not significantly affect on service quality. The implications of
these findings were discussed and suggestions for the future research were
advanced.

Keywords: Emotional intelligence; service quality; self-emotion appraisal; others
emotion appraisal; regulation of emotion, use of emotion.
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