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INTISARI 
 

Service excellent merupakan komponen penting yang harus dimiliki setiap rumah 
sakit untuk memastikan pelayanan yang diberikan mampu memenuhi harapan dan 
kebutuhan pasien. Hasil survey pendahuluan pada pasien di ruang bersalin RSUD 
dr Slamet Garut didapatkan bahwa sebagian besar pasien merasa kurang puas 
terhadap pelayanan yang diberikan oleh bidan. 

 
Penelitian ini bertujuan untuk menganalisis pengaruh pelatihan bidan tentang 
service excellent terhadap kepuasan pasien di RSUD dr Slamet Kabupaten Garut. 
Menggunakan pendekatan kuantitatif dengan desain Quasi-eksperimen, penelitian 
ini melibatan 82 responden di ruang VK. Data dikumpulkan melalui kuesioner dan 
dianalisis menggunakan uji Mann Whitney. 

 
Hasil penelitian menunjukkan bahwa pelatihan service excellent bagi bidan 
berhubungan positif dengan peningkatan kepuasan (p-value = 0,000). Pelatihan 
service excellent meningkatkan kemampuan bidan dalam memberikan pelayanan 
yang ramah, komunikatif, dan responsif, yang secara langsung meningkatkan 
pengalaman pasien selama mendapatkan layanan kebidanan dan dapat 
meningkatkan mutu pelayanan. 

 
 

Kaca Kunci : Service excellent, Kepuasan pasien, pelatihan 



ii  

 
THE INFLUENCE OF MIDWIFE TRAINING ON SERVICE EXCELLENT 
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ABSTRACT 
 

Excellent service is an essential and must be possessed by every hospital to 
achieve the level of service that meets the hospital's expectations and targets. The 
result of preliminary survey of patients in the delivery room at RSUD dr Slamet 
Garut showed that most patients felt less satisfied with the services provided by 
midwifes. 

This study aims to analyze the effect of midwife training on service 
excellenct on patient satisfaction at RSUT dr. Slamet Garut. This study used a 
quantitative approach with a Quasi-experimental design, this study involved 164 
respondents in the VK room. Data were collected through questionnaires and 
analyzed using the Mann-Whitney test. 

The results showed that excellent service training for midwives was 
positively associated with increased satisfaction (p-value = 0.000). Excellent 
service training improves midwives' ability to provide friendly, communicative, and 
responsive service, which directly improves patients' experience during midwifery 
care and can improve service quality. 

 
Keywords: Excellent service, Patient satisfaction, training 
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