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ABSTRAK

Hubungan Kontrol Diri dengan Agresif Verbal pada Customer Service PT.Sriwijaya
Air Bandara Soekarno-Hatta Terminal 2F

Unjuk Utari br Ginting!, Wahyu Aulizalsini?

Latar Belakang Mempertahankan pelanggan agar tetap loyal dalam menggunaan layanan
suatu perusahaan cenderung lebih sulit daripada mendapatkan pelanggan. Salah satu faktor
yang mempengaruhi kesetiaan pelanggan yakni kualitas pelayanan, dalam hal ini berupa
layanan customer service. Penurunan layanan customer service dapat disebabkan oleh faktor
eksternal maupun faktor internal dari individu itu sendiri, seperti contohnya kontrol diri, yang
bermanifestasi sebagai perilaku agresif, baik dalam bentuk verbal maupun bentuk perilaku
agresif lainnya.

Tujuan Untuk mengetahui apakah ada hubungan kontrol diri dengan agresif verbal pada
customer service PT.Sriwijaya Air Bandara Soekarno-Hatta Terminal 2F.

Metode Penelitian ini menggunakan metode kuantitatif sebagai metode penelitian. Responden
yang diinklusikan sebagai subjek merupakan customer service outflight yang bertugas di
Bandara Soekarno-Hatta Terminal 2F dengan total subjek 108 orang. Data yang dikumpulkan
pada penelitian ini berupa data primer. Data dikumpulkan melalui kuesioner pernyataan sikap
yang diisi responden. Kuesioner disusun menggunakan skala Likert yang dimodifikasi. Uji
statistik yang dilakukan meliputi uji reliabilitas Alpha Cronbach, uji korelasi menggunakan
Spearman’s rho, dan uji normalitas menggunakan teknik One-Sample Kolmogrof-Smirnov Z.

Hasil  Terdapat hubungan yang signifikan antara kontrol diri dengan agresi verbal pada
customer service PT.Sriwijaya Air Bandara Soekarno-Hatta Terminal 2F ( p = 0.000 ).

Kesimpulan Terdapat hubungan negatif yang signifikan antara kontrol diri dengan agresif
verbal pada customer service PT.Sriwijaya Air Bandara Soekarno-Hatta Terminal 2F.
Kata Kunci : Kontrol diri,agresi verbal, customer service
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Correlations Between Individual Self Control with Verbal Aggressive Behavior in Customer
Service Department at PT.Sriwijaya Air Soekarno-Hatta Airport Terminal 2F

Unjuk Utari br Ginting?, Wahyu Aulizalsini?

Background Maintaining customers loyalty in using one significant company's services tend
to be rather difficult than getting the customers itself at the first place. One of the factors that
influenced customer’s loyalty is the quality of services that the company offered, specifically
in the customer service department. Decrease in customer service can be caused by external
factors as well as internal factors of the individual itself, such as self-control, manifesting as
plethoras of aggressive behavior, be it in verbal or other forms of aggressive behaviors.

Objective To find out whether there is a relationship between individual self-control with
verbal aggressive tendency in customer service department of PT.Sriwijaya Air Soekarno-
Hatta Airport Terminal 2F. This research used quantitative method as the research method.
Respondents who were included as subjects were customer service outflights who served at
Soekarno-Hatta Airport Terminal 2F with total subject of 148 people. The data collected in
this research is primary data. Data were collected through questionnaire of attitude statement
filled by respondents. The questionnaire was prepared using a modified Likert scale. The
statistical tests performed included Alpha Cronbach reliability test, correlation test using
Spearman’s rho, and normality test using Kolmogrof-Smirnov's One-Sample technique.

Results There is a significant relationship between self-control and verbal aggressive in
customer service department of PT.Sriwijaya Air Soekarno-Hatta Airport Terminal 2F (p =
0.000).

Conclusion There is a relationship between individual self-control with verbal aggressive in
customer service department of PT.Sriwijaya Air Soekarno-Hatta Airport Terminal 2F.

Keywords: Self-control, aggressive verbal, customer service
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