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INTISARI

Latar belakang: Angka Kematian Ibu (AKI) di Indonesia masih tinggi, yaitu 189
per 100.000 kelahiran hidup, sedangkan Angka Kematian Bayi (AKB) mencapai
24 per 1.000 kelahiran hidup (BPS, 2024). Salah satu faktor yang mempengaruhi
adalah kualitas pelayanan kebidanan, khususnya aspek sikap dan komunikasi
bidan. Studi pendahuluan di RSUD dr. Slamet Garut menunjukkan 60% ibu
merasa takut saat menerima pelayanan karena sikap bidan kurang ramah dan
komunikasi tidak efektif. Kondisi ini menandakan prinsip Service Excellence
belum optimal, sehingga diperlukan pengembangan modul pelatihan untuk
meningkatkan mutu pelayanan kebidanan.

Tujuan penelitian: Mengembangkan modul pelatihan Service Excellence untuk
bidan di RSUD dr. Slamet Garut melalui tahapan analisis kebutuhan,
perancangan, validasi, uji coba, dan revisi.

Metode penelitian: Penelitian ini menggunakan metode Research and
Development (R&D) dengan model ADDIE (Analysis, Design, Development,
Implementation, Evaluation). Validasi dilakukan oleh ahli materi dan ahli media,
kemudian dilanjutkan uji coba skala terbatas pada enam bidan.

Hasil: Modul divalidasi oleh ahli materi dengan persentase kelayakan 90% dan
ahli media 87%, keduanya termasuk kategori sangat layak. Uji coba skala terbatas
menunjukkan skor rata-rata 38-40 dari 50 (kategori layak), sehingga modul
dinilai dapat digunakan tanpa revisi substansial.

Kesimpulan: Modul pelatihan Service Excellence dinyatakan sangat layak.
Produk ini diharapkan mampu meningkatkan kompetensi bidan dalam
memberikan pelayanan, dalam mendukung penurunan AKI dan AKB.

Kata Kunci: Service Excellence, Bidan, Modul Pelatihan
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ABSTRACT

Background: The Maternal Mortality Rate (MMR) in Indonesia remains high at
189 per 100,000 live births, while the Infant Mortality Rate (IMR) reaches 24 per
1,000 live births (BPS, 2024). One contributing factor is the quality of midwifery
services, particularly in terms of attitude and communication. A preliminary study
at RSUD dr. Slamet Garut revealed that 60% of mothers felt anxious during care
due to midwives’ lack of friendliness and ineffective communication. This
indicates that the principle of Service Excellence has not been fully implemented,
highlighting the need for a training module to improve service quality.

Objective: o develop a Service Excellence training module for midwives at RSUD
dr. Slamet Garut through stages of needs analysis, design, validation, trial, and
revision.

Methods: This study employed a Research and Development (R&D) approach
using the ADDIE model (Analysis, Design, Development, Implementation,
Evaluation). Validation was conducted by subject matter and media experts,
followed by a limited trial involving six midwives.

Results: The module was validated by a subject matter expert with a feasibility
score of 90% and by a media expert with 87%, both categorized as highly
feasible. The limited trial yielded an average score of 38—40 out of 50 (feasible
category), indicating that the module can be used without substantial revision.

Conclusion: The Service Excellence training module is considered highly feasible
and ready for broader implementation. It is expected to enhance midwives’
competence in delivering quality care, supporting efforts to reduce MMR and
IMR.

Keywords: Service Excellence, Midwives, Training Module,
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