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ABSTRAK

Belinda Putri  Febianti, 04010420005, 2026.
Pengaruh Kecerdasan Emosi dan Kepuasan Kerja
Terhadap Kualitas Pelayanan di Shafira Haji Umrah Tour
& Travel Surabaya : Studi pada Karyawan Customer

Service, Marketing dan Operasional.

Penelitian ini bertujuan untuk mengetahui dan
menganalisis pengaruh kecerdasan emosi terhadap
kualitas pelayanan, mengetahui dan menganalisis
pengaruh kepuasan kerja terhadap kualitas pelayanan,
serta mengetahui dan menganalisis pengaruh kecerdasan
emosi dan kepuasan kerja secara simultan terhadap

kualitas pelayanan.

Penelitian |+ ini | menggunakan - pendekatan
kuantitatif dengan teknik pengambilan sampel jenuh
(saturated sampling). Jumlah responden dalam penelitian
ini sebanyak 24 orang. Analisis data dilakukan
menggunakan metode Partial Least Squares-Structural
Equation Modeling (PLS-SEM) dengan bantuan aplikasi
SmartPLS.
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Hasil penelitian menunjukkan bahwa kecerdasan
emosi berpengaruh positif dan signifikan terhadap
kualitas pelayanan. Kepuasan kerja juga berpengaruh
positif dan signifikan terhadap kualitas pelayanan. Selain
itu, secara simultan kecerdasan emosi dan kepuasan kerja
mampu menjelaskan sebesar 88,9% wvariasi kualitas
pelayanan yang ditunjukkan oleh nilai R-Square sebesar
0,889, sedangkan sisanya sebesar 11,1% dipengaruhi oleh
variabel lain di luar model penelitian. Dengan demikian,
kecerdasan emosi dan kepuasan kerja merupakan faktor
yang berperan penting dalam meningkatkan kualitas

pelayanan.

Kata kunci : Kecerdasan emosi, Kepuasan Kerja,

Kualitas Pelayanan.
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ABSTRACT

Belinda Putri Febianti, 04010420005, 2026. The Influence
of Emotional Intelligence and Job Satisfaction on Service
Quality at Shafira Haji Umrah Tour & Travel Surabaya:
A Study on Customer Service, Marketing, and Operational

Employees.

This study aims to determine and analyze the influence of
emotional intelligence on service quality, to determine and
analyze the influence of job satisfaction on service quality,
and to determine and analyze the simultaneous influence
of both emotional intelligence and job satisfaction on

service quality.

This study ~employs |a quantitative  approachl with a
saturated sampling: technique;; The  total. number of
respondents in this study is 24 individuals. Data analysis
was conducted using the Partial Least Squares-Structural
Equation Modeling (PLS-SEM) method with the

assistance of the SmartPLS application.

The results indicate that emotional intelligence has a

positive and significant effect on service quality. Job

viii



satisfaction also has a positive and significant effect on
service quality. Furthermore, emotional intelligence and
job satisfaction simultaneously explain 88.9% of the
variance in service quality, as indicated by an R-Square
value of 0.889, while the remaining 11.1% is influenced
by other variables outside the research model. Thus,
emotional intelligence and job satisfaction are essential

factors in improving service quality.

Keywords: Emotional intelligence, Job Satisfaction,

Service Quality.
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