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This research aims to determine the effective communication patterns of trainers in bank Mandiri employee in-

duction training. The purpose of this study is to ind out how the trainer interprets effective communication and

ind out the communication experience of the independent trainer identify the trainer's communication motives

in providing induction training. Qualitative research methods using interpersonal competency theory were used.

Research shows that trainers deine training to develop insight, effective communication, and building coopera-

tion. Education and training aim to be an inspiration, improve skills, provide knowledge, and change attitudes and

worship. The beneits of training are applying company values, building networks, increasing competence. The

key to the trainer's success is the success of the process, positive feedback from the participants, and the inal suc-

cess. Trainers also interpret training as ameans to improve skills. This study uses a constructivist paradigm,where

the researcher constructs the trainer's training communication experience. Activity trainer observed in this study

are: motif coach, meaning coach, the communication experience coach and purpose of this research is the subject

of study in the world of training at the same time the public, provides a basic overview of the topic, to generalize

the idea and developed the theory of tentative, opening the possibility further research on the topics covered, and

determine which techniques and directions will be used in future research.

© 2020 The Author(s). Published by TAF Publishing

INTRODUCTION

Training communication is a process of communication that

is important for trainers to provide training from the start

of implementation to the end of the training activities. In

training, communication skills are needed from a trainer,

starting from conveying material and building a conducive

relationship with training participants to overcome obsta-

cles that occur when training is taking place.

Trainers or facilitators are critical factors in the develop-

ment and education of a company's employees, both new

or old employees in a company. Therefore, a trainer's skill

in training communication is required for the success of on-

going training. A trainer's skill is one factor that determines

it, one of which is seen from the communication experience

trainers. It is exciting and unique for researchers to see, un-

derstand, and analyze this study about the communication

experience in Trainer's terms of its communication aspects.

Researchers looked at several trainers senior internal

where the trainer researchers observe who has a commu-

nication proiciency and good Interaction with the partici-

pants so that the uniqueness and charm that is owned by

Trainer. In this research, the trainers internal of the Na-

tional Savings Bank (Mandiri) who teach Induction mate-

rials, including banking material, future package products,

buildingproductive centers, operational activities, and code

of ethics are being examined.

Research Focus

The problem that becomes the focus of research is how the
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ing InductionTunas Usaha Rakyat Mandiri. This research

will be conducted qualitatively by collecting authentic data,

which becomes the basis of effective communication for

trainers in training independent induction.

Research Questions

The formulation of the problem in this study is How the Ef-

fective Communication Patterns of Trainer Communication

at Induction Training Bank Mandiri.

1. How do Trainers interpret effective communication at

Training Bank Mandiri Induction?

2. How is the communication experience trainer is in pro-

viding training to Mandiri?

3. What are the motives for communicating with trainers

Mandiri providing Bank Mandiri training?

4. What are the success factors for trainer communication

success by trainers in delivering Bank Mandiri materials?

Research Objectives

1. To ind out which trainers interpret effective communi-

cation at Training Bank Mandiri Induction.

2. To ind out the communication experience of the Trainer

Mandiri.

3. To ind out the motive communicate Trainer in training

Training Bank.

4. This is to determine the success factors of the Trainer's

communication success in presenting the Induction Bank

Mandiri material.

Research Usefulness

From the results of this study, it is hoped that the following

beneits will be obtained:

Theoretical beneits

a. For the Communication Science study program, this re-

search is expected to contribute to research development

in the communication discipline, especially in group com-

munication.

b. The results of this study are expected to add references

and sources of information and documentation for further

research in the development of communication science and

become a handbook for people who have problems similar

to the problems that the researchers raised in this study.

Practical beneits

1. This research is expected to know and get information or

a description of the communication of theTrainerMandirin,

the Bank Mandiri Induction Training.

2. It is hoped that it can become a reference for the world of

training in implementing good communication to provide

training for employees.

LITERATURE REVIEW

Interpersonal Theory Competence

In this study, the Interpersonal Theory is used in Compe-

tency Competency, in which a trainer must have the abil-

ity to create good relationships with participants and cre-

ate a conducive atmosphere during the training. In inter-

personal competence, communication is carried out by un-

derstanding others and oneself from their perspective, be-

liefs, thoughts, and feelings (Kongmanus, 2016; Perlman &

Cozby, 1983). This theory's relevance is that a trainer in

conducting training communication must understand him-

self and others to understand himself by measuring the

Trainer's abilities both from their knowledge and skills in

developing communication when providing training. In

contrast, in context, understanding other people, a trainer

before giving training must know who the participants are,

the participants' background, and the participants' training

objectives. Both of these are done by trainers so that com-

munication is communicative and effective.

Communication competencies that must be possessed by

trainers, namely the ability to achieve the communication

goals carried out, consist of three components: knowledge,

skills, and motivation. To achieve this Competency Compe-

tency, you must irst understand the communication situa-

tion, yourself, and the skills needed to communicate effec-

tively. Second, we have to make use of knowledge and use

skills. Doing this requires practice and experience, accom-

panied by the right behavior. Third, it must motivate one-

self to communicate competently, namely knowing what to

do because it develops their skills.

Interpersonal competence is the ability to communicate ef-

fectively (Devito, 1986; Purba & Martono, 2017). Effective-

ness in interpersonal relationships is determined by com-

municating what you want to convey, creating the desired

impression, or inluencing other people as desired (John-

son, 1981). Effective communication causes at least ive

things: understanding, pleasure, inluenceonattitudes, bet-

ter relationships, andactions (Buhrmester, Furman,Witten-

berg, & Reis, 1988).

Pace (Arslan, 2016) states that interpersonal communica-

tion is a communication process that takes place between

two or more people, which is carried out face-to-face or re-

motely where the sender can convey messages directly and

message recipients can receive and respond directly. Fur-

thermore, Gitosudarmo and Mulyono (Suranto, 2016) also

explained that interpersonal communication is communi-

cation in the form of facial gaze, a form of interaction from
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one individual to another, and can be done in two direc-

tions both verbally and nonverbally, and as ameans of shar-

ing information and information. feelings between indi-

viduals and individuals or between individuals with small

groups. Based on the description above, it can be concluded

that interpersonal communication skills are an individual's

knowledge and skills in conveying, receiving, assessing, de-

veloping and maintaining information or messages carried

out by two people or a group of individuals both verbally

and nonverbally, resulting in a lead-baiting effect. back di-

rectly in the communication process in order to achieve

goals and fulillment of the task of adolescent development,

as well as to gain identity at the stage of adolescence. In-

terpersonal communication skills aim to meet the needs in

order to achieve good and effective social relationships be-

tween individuals and their environment.

Knowledge of appropriate and inappropriate contexts of

speech in interpersonal interactions and knowledge of the

rules of nonverbal behavior, for example, limits on physical

closeness toothers andvolumeof voice, arepart of interper-

sonal competence (Devito, 1986). Buhrmester et al. (1988)

revealed that interpersonal competence includes the ability

to take the initiative, the ability to be open, the ability to be

assertive, the ability to provide emotional support, and the

ability to manage conlicts that arise in interpersonal rela-

tionships.

Many individuals get interpersonal competence through the

learning process, observing others, through clear instruc-

tions or instructions through trial and error, and so on. Bet-

ter interpersonal competence will be obtained if the indi-

vidual adds and improves his knowledge of interpersonal

communication. This better interpersonal competence will

cause these individuals to getmore choices in interacting so

that it is likely to produce effective interpersonal relation-

ships (Devito, 1986).

METHODOLOGY

Participants participating in this training are the company's

provisions to know the introduction of a Mandiri company.

This training lasts for 4 (four) days. Organizing a large num-

ber of training in each city every week, of course, requires

more attention. Newemployees recruited are at least junior

high school who do not have work experience and master

the bankingworld. Mandirimanagement has high hopes for

the implementation of the training.

Implementation of the training conducted by the Depart-

ment of Learning and Talent Management under the Divi-

sion of HumanCapitalManagement Corporate Bank. Learn-

ing and Talent Management has a mission to develop HR

competencies to support the implementation of a business

with superior performance. The Department is Learning

and Talent Management currently facing major challenges

in training at Bank Mandiri. A variety of learning strategies

for training effectiveness are often tested in these regular

training classes.

Training regularly held are training Basic , which is given to

newemployees andwill occupy aposition. frontliner There-

fore, cognitive strategies are needed that can help them im-

prove their understanding.

In connection with this, researchers, through the research

approach method with interpersonal Competence will in-

terview several trainers independent as research infor-

mants related to researcherswhowant to knowmore about

the experience and meaning of trainers in providing train-

ing or training as communicators and providing inspiration

for training or training participants.

RESULTS AND DISCUSSION

Symbolic Interaction Theory Symbolic

Interaction is an approach built based on social formations

of symbols, generalmeanings ormeanings shared, and their

use in communication both within self and orientation self-

towards people. Others, in various interactions among so-

cial agents or actors. Symbolic Interaction seeks to under-

stand human behavior from the human subject. Human be-

havior must be seen as a formed and regulated process by

considering the expectations of others who are their inter-

action partners (Mulyana, 2006).

Symbolic interactions are related to relationships between

individuals. According to Moleong (2007) there are ive

main points of symbolic Interaction looking at humans,

namely:

1. Humans must be understood as social beings who carry

out social interactions continuously throughout their life.

2. Humans are understood as thinking humans who inter-

act with themselves.

3. Humans do not necessarily interpret their environment,

but givemeaning to their environment according to their in-

teractions and thoughts.

4. Human behavior results from a current situation deter-

mined by that time, not because of past experiences.

5. Humans are described as igures who are active in rela-

tion to their environment.

Moleong (2007) argues the importance of using symbols

when researchers use symbolic interaction theory. Sym-

bols are social objects in interactions used as representa-

tives and communication determinedby them to givemean-

ing, create, and change objects.
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Moleong (2007) deines Interaction as collective social ac-

tion; individuals communicate with each other about what

they are doing by orienting their activities to themselves.

In the deinition of Charon above, in this research, there are

three essences: the keywords, namely, the irst is Interac-

tion, the second is communication, the third is the orienta-

tion of one's activities. Its relevance in training communi-

cation and communication experience is Trainer as follows:

First, there is an interaction between trainers and trainees

from the start of training to the end of the training, even af-

ter the training takes place.

The second communication created during the Interaction

between trainers and participants is effective communica-

tion that positively impacts both the Trainer and the partic-

ipants. The three activity orientations are relected in the

respective objectives set by the trainer and training partici-

pants.

It descriptions explanation of the theory of iteration sym-

bolic above are used by researchers in this study that the

researchers observe, see and reveal the symbols, the mean-

ings of every day or meanings commonly understood be-

tween the trainers and trainees, and their use in communi-

cation both within ourselves self as well as in orientation

self- towards other people. It means that the role of the

Trainer in training communication must be more sensitive

in capturing symbols and meanings that are obtained di-

rectly from training participants, both through verbal and

nonverbal communication.

Effective Communication Effective

Communication is a communication made by a person to

another where the response or effect on the communicant

(both cognitive effects, affective effects, or conation effects)

is in accordance with the communicator's goals.

According to Stewart L. Tubb and Sylia Moss (Mulyana,

2007), effective communication includes:

1. Understanding

Communication is said to be effective when the recipient of

themessage (communicant) gets a careful understanding of

the message's content conveyed by the communicator. The

primary failure to communicate is caused by the communi-

cant's lack of understanding in examining themessage con-

tent referred to by communication.

2. Enjoyment

Communication creates intimacy, warmth, and fun. Com-

munication will be useful if there is a sense of pleasure be-

tween communication actors, both during and after com-

munication.

3. Inluencing Attitudes

Communication will be useful if the message conveyed is

received by the communicant, then the communicant does

something. Persuasive communication will be useful in in-

luencing attitudes.

4. Good Social Relations

Communication aims to foster good relationships in the

form of warmth and intimacy.

5. Action

Communication will be effective when there is a common

understanding of interpreting a message. Communication

effectiveness is usually measured by real action. For ex-

ample, understanding between teachers and students inter-

prets lessons.

Motives

Motives in this research are for researchers to become the

motives for becoming a trainer and themotives for commu-

nicating trainers. The motives for communicating trainers

in training researchers look at the trainers' expectations,

the trainers' goals, the trainers' attitudes, andhow the train-

ers make training exciting, and how to make training par-

ticipantsmore interested in following the trainers' training.

The motive is the reason or impulse in man that causes him

to do something, the desire, desire, and other driving forces

that come fromwithin him, to do something. They give pur-

pose and direction to our behavior. Also, the activities that

we do every day have motives.

According to Schutz in his book Kuswarno (2013), there are

three motives: the cause motive that shows past orienta-

tion, agar motive which shows the present orientation, and

motive to show future orientation. He called it because mo-

tive to show themotivephase in thepast andmotive to show

the future's motive phase.

Research is related to trainers' training communication so

that researchers will look at the motives Trainer's. Why

did research informants want to make trainers their pro-

fession? Here in the research, the researcher will ask,

namely, what causes the informant's encouragement to be-

come trainers and the purpose of being a trainer. Further-

more, from being a trainer, in this research with interper-

sonal competence, the researcher also wants to know how

the self-concept is Trainer.

Role of Trainers

The Implementation of training in implementing curricula

takes place in a learning process, in which the Trainer de-

velops speciic roles. These various roles include:

1) Role as a teacher, the Trainer, has the role of conveying

knowledge by presenting the necessary information in the
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form of concepts, facts, and other information that enriches

the participants' knowledge by actively engaging them to

ind the knowledge need for themselves.

2) Role as class leader, the Trainer, acts as the overall class

leader, group leader, and group member. Each Trainer

needs to plan, implement, supervise, and evaluate during

the learning process because of their role.

3) As a guide, the Trainer needs to provide assistance and

assistance to participants experiencing dificulties or prob-

lems, especially in learning activities, which are expected to

be more active for participants to guide themselves. The

form of guidance is given to direct, motivate, help solve

problems, and guide activities.

4) The role of a facilitator, the Trainer, plays the role of

creating environmental conditions that actively learn par-

ticipants. The facilities include providing tools, materials,

a stimulating and challenging atmosphere, problem-giving,

the Trainer's inviting attitude and personality, and so on.

With the right classroomenvironment, the learning process

will be useful.

5) As an active participant, the Trainer often carries out

groupdiscussions and groupwork to solve problems, for ex-

ample, formulating problems, looking for data, and making

conclusions, and conditions can lead to a never-ending de-

bate. The Trainer can provide information, direct thinking,

point out solutions, point out the resources needed, etc.

6) Role as an expeditor, the Trainer also carries out a role by

searching, exploring, and providing the resources needed

by the class or group of participants, both from printed

sources, from the community, from other institutions or

agencies, in order to support the learning activities of the

participants.

7) The role of a learning planner, the Trainer, plays a role

in planning learning plans. The training process's success

is also determined by the training activities in the prepara-

tion of these plans. Thus, the learning process is always and

in accordance with the development of institutional condi-

tions. Because it is closely related to providing references

to the Trainer in carrying out the learning process.

8) In the supervisor's role, the Trainer must continuously

supervise the class so that the learning process is always fo-

cused, the obstacles faced by the participants can be imme-

diately overcome, classroom discipline can be adequately

fostered, and all activities continue in an orderly and pros-

perous manner.

9) As a motivator, the Trainer needs to motivate the partic-

ipants to learn, both during the learning process and out-

side the classroom. Motivation is essential for participants

so that their learning activities are more active, for exam-

ple, following lectures, making assignments, reading train-

ing materials, carrying out ield practices, and so on.

10) In the role of an evaluator, the Trainer is obliged tomake

an assessment, at the beginning of the training, during the

learning process, and at the end of the training, by giving

written tests, oral questions, and observations. This as-

sessment is essential to help participants know their learn-

ing progress, dificulties, and problems encountered, assist

them with guidance, and for educational administration.

11) Role as a counselor, counseling (extension) as in learn-

ing dificulties, personal and social dificulties in excep-

tional times.

12) The role of investigating attitudes and values, the value

system that serves as a role model for life, and attitudes

needs to be investigated, considering that all training par-

ticipants will be utilized as personnel serving the commu-

nity. This is because the participants' outlook on life, beliefs,

beliefs, and life attitudes needs to be observed and fostered

according to the demands of future employment (Hamalik,

2007).

Some of the success factors of an instructor in bringing an

instructor are as follows:

1. Want to provide training

Conduct training with enthusiasm, pleasure. Thus enthusi-

asm and joy will spread to the participants.

2. Understanding what is given

The Trainer not only understands the material training but

also knows more than what is required.

3. Understand how to provide training

Many techniques can be used in delivering training. Each

has advantages and disadvantages; trainers must choose

and know how to use them according to their needs.

4. Understanding how people learn

There are many obstacles to learning and many ways to

overcome them that make the teaching process faster and

more reliable. Trainers must know these things.

5. Have the right attitude or personality. A trainer good

must be irm, fair, and friendly (irm, fair, friendly).

6. Good at communicating.

In order to see the problems that exist, the Trainer must be

able to empathize, seeing from the other person's point of

view.

7. Flexible

Trainers must be lexible enough to make changes when

needed, either in program or approach, even at the last

minute.

The program training or training as component information

attempts to improve one's self-development regarding the

materials that one receives during the training. In the per-
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spective of De Cenzo and Robbins (1996), training is devel-

oping employee skills to do work in progress and work in

the future.

Factors that help succeed trainers in providing induction

training are preparing training materials, tools that help

support training, such as pointers, laptops, LCD projectors.

Prepare for the best appearance like Tuesday and Thurs-

dayusingbatik,WednesdayandFridayusingpolite andneat

work clothes. Trainers must be able to maintain the mood

when teaching, it could be that when the trainer has per-

sonal problems it should not affect their teaching perfor-

mance. Checking the class, the layout must be done before

the trainer teaches.characteristics Audience must be con-

sidered from gender, education, position, etc.

The training agenda can help trainers to ind out the mes-

sage of the material to be delivered, because the agenda

contains the time, the name of the material, the location

of the training, the content of the material to be delivered.

Trainers must constantly improve their skills, attitudes and

knowledge so that participants can be facilitated properly.

Aswell as increasing the hours of teaching lying to bemore

skilled, by practicing creativity and improvisation when

teaching, so as not to become people who have the same ca-

pacitywhen teaching. Able to followanddirect communica-

tionwith participants. Train vocals so that they are pleasant

to hear when communicating and interspersed with fresh

humor for fun training.

In order to achieve successful training, a trainer must have

interpersonal competencewhich is an indispensable ability

to build and maintain close interpersonal relationships, es-

pecially in this study between trainers and trainees. With

the existence of interpersonal competence, a person can be

skilled in establishing effective relationships with others in

overcoming various problems that can occur in interper-

sonal relationships and in training is the ability to adapt to

training participants.

The ability to provide emotional support is useful for opti-

mizing interpersonal communicationbetween twopersons.

According to Barker and Lemle in Buhremester, emotional

support includes the ability to calm and give comfort to oth-

ers when the person is in a state of stress or problems. In

this case the participant is in a state of confusion in facing

a problematic customer. This ability is born from empathy

in a person. According to Kartono and Gulo's views, it is the

ability to understand other people's feelings. This feeling

will be accepted by others as a warm gesture, and it will

provide an important basis for the growth of a helping at-

titude. People who have the ability to have high empathy

will have a high desire to help. From the description above,

it can be concluded that providing emotional support is the

ability to express one's concern, patience and sympathy for

others. This is very necessary when trainers interact with

participants.

According to David (2006) Understanding the body lan-

guage conveyed by someone, whether accompanied by

speech or not. We will be able to know the thoughts, feel-

ings, desires, hopes, goals, motivations and what is behind

a person's body language activity. Trainers can hone their

ability to understand body languagewithmore hours of ly-

ing, meeting many participants.

In addition to the factors described above, theassertive abil-

ity is trainer's very much needed in delivering training ma-

terial, when giving feedback to participants about their ap-

pearance during simulations or material practice, it is the-

ability to trainer's provide input without offending the par-

ticipants' feelings. According to Perlman and Cozby, be-

ing assertive is the ability and willingness of individuals to

express feelings clearly and be able to defend their rights

irmly, asking others to do something and refusing to do

things that are not desired without hurting the feelings of

others.

Factors that support the success of trainers in delivering

training materials, trainers must have an open attitude,

where this ability is very useful so that the introductions

that are already taking place can develop into a more per-

sonal and deep relationship. Kartono and Gulo revealed

that openness is a process that a person takes until he is

recognized by others. As the view expressed by Sears, et al,

which states that everyone must do activities to share feel-

ings and familiar information with others. Meanwhile, in

self-disclosure, according to Wrightsman and Daux, some-

one always discloses personal information about himself

and gives attention to others, as a form of appreciation that

will expand the opportunities for sharing. open up, convey

personal information and respect for others.

Researchers in this study used the approach Interpersonal

Competency. Where this approach helps researchers to ind

out the individual's awareness in this case is the trainer

in the event and the communication experience trainer's

in providing training by paying attention to the communi-

cation process and aspects of communication carried out

by the trainer. The theoretical foundation as study mate-

rial used by researchers includes interpersonal competency

theory and symbolic interaction theory.

This study uses the theory of interpersonal competency as

stated by Devito (1986), which states that interpersonal

competence is the ability to communicate actively, which

means that a trainer cannot be separated from the commu-
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nication aspect of providing training. So that the commu-

nication aspect that takes place and is created by a trainer

will determine the success or failure of the communication

and training that he provides. The communication compe-

tence of a trainer to achieve the objectives of the commu-

nication carried out consists of three components, namely

the knowledge trainer's, theskills trainer's and themotiva-

tion trainer's.

Researchers in this study will use theory as a basis and

study that will be used in the discussion of research results.

The theory used in this research is symbolic interaction the-

ory. This symbolic interaction theory is used by researchers

in this study, namely researchers observe, see and reveal

symbols, general meanings or meanings that are shared be-

tween trainers and trainees, and their use in communica-

tion both within. self and Orientation self- towards oth-

ers. The role of the trainer in training communication must

be more sensitive in capturing symbols and meanings that

are obtained directly from the training participants through

both verbal and nonverbal communication.

Symbolic interaction theory is used in this study where the

researcher makes observations on the trainer while pro-

viding training. Where the trainers build a harmonious

relationship with the trainees so that what is the goal of

the training that is delivered works well. The trainers are

also inseparable from paying attention to the communica-

tion aspects at the time the training is carried out, which is

constructed in the training communication process and the

training communication aspects carried out. In training, the

competence of a trainer is very concerned, in this study it is

used, namely as stated byDevito (1986), it is said that inter-

personal competence is the ability to communicate actively,

a trainer cannot be separated from the communication as-

pect of providing training.

So that the communication aspects that take place and are

created by a trainer determine the success or failure of the

communication and training provided. The communica-

tion competence of a trainer to achieve the objectives of the

communication carried out consists of three components,

namely the knowledge trainer's, theskills trainer's and the

motivation trainer's.

The followingwill describe the researcher's thoughts above

into a picture of the framework of thought below:

1. Meaning of training communication

2. Communication Experience Trainer

3. Motive of training communication

4. Success factors of communication training

FIGURE 1. Theoratical framework

CONCLUSION

Based on the explanation of the results and discussion, sev-

eral conclusions were obtained in this study.

1. Trainers interpret training to develop insights and skills,

effective communication, and building cooperation. Train-

ers interpret training objectives as inspiration, self-skills

trainers), provide knowledge, and change attitudes. As well

as being worship to Allah SWT. In contrast, trainers' ben-

eits are building networking, applying professional corpo-

rate values (PRISMA), integrity,mutual respect, and cooper-

ation. In addition, trainers also interpret training commu-

nication as a means of increasing competence.

2. communication experiences Trainer in mastering the at-

mosphere training through engagement participant, part-
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ner sharing. Conducive training environment (room and fa-

cilities), creative thinking. Meanwhile, the communication

experience in terms of the style used is interactive, attrac-

tive (interesting), visual, auditory, and kinesthetic and in-

volves participants. The communication experience trainer

attracts participants' attention by providing satisfaction,

being friendly, ice breaking, displaying motivational words,

and giving surprises such as rewards and stars for the most

active participants. Experience of trainers in overcoming

obstacles, namely mastering the material, expertise in the

ield of training.

3. Themotive for choosing a profession as a trainer is point-

ing to the past (because motive), which is like to speak in

public, be active in organizations, have a sense of wanting

to share. The communication motives trainer's refer more

to the future (in-order-to-motive) which is relected in ex-

pectations (useful for oneself and others and providing in-

spiration), goals (motivators and inspirators) and attitudes

(learning partners, friendly and prejudiced good) ).

4. Factors that support the success of training communica-

tion by Trainer a well-prepared, initiative ability (knowing

the characteristics of the participants, knowing the train-

ing environment, material and physical). Open ability, in-

troduction, and sharing of experiences trainer, creativity

(pacing-leading, vocals, intonation, and assertiveness), use

of humor and the ability to provide support, personal ap-

proach (touching the heart, giving hope and assistance).

As well as the ability to convey feelings without offending,

namely being assertive.

LIMITATIONS AND RECOMMENDATIONS

This study is limited in scope as only the trainers from bank

Mandiri were the focus of the study, which might affect the

generalizability of the indings. However, further investiga-

tions in other banks and regionswill givemore reliable ind-

ings. Following implications are drawn from the study.

Academic Suggestions

1. Researchwith an objective approachwill further provide

a different picture in training communication research by

trainers.

2. It is advisable for further research or similar research

on training communication to study more broadly in addi-

tion to aspects of communication and communication pro-

cesses.

3. Subsequent research not only in communication trainer

but by looking at participants his training.

Practical Suggestions

1. It is recommended that trainers who make trainers as

their profession must have a certiicate in trainer accor-

dance with the ield or content they are mastered, it can be

a certiicate issued at the national or international level.

2. It is recommended that each company establish a learn-

ing/training center for the development of Human Re-

sources for its employees.

3. It is better if thecommunity is socialized trainers club so

that anyone who is interested in becoming a trainer can be

trained, learn and get acertiicate trainer.
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