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ABSTRAK

PENGARUH SERVICE EXCELLENT DAN SERVICE WITH CARE
TERHADAP SERVICE QUALITY DENGAN BUDAYA MASYARAKAT
SEBAGAI VARIABEL MEDIASI DI RUMAH SAKIT ISLAM
KALIANGET

Dian Dinarafika Arieanti
Program Pasca Sarjana
Universitas Terbuka

Rumah Sakit Islam Kalianget sebagai penyedia jasa layanan tidak hanya
bisa menilai kualitas keseluruhan jasanya juga bisa mengidentifikasi dimensi-
dimensi kunci dan aspek-aspek dalam setiap pelayanan yang berkualitas. Tujuan
penelitian 1. Untuk Menganalisis Pengaruh Service Excellent Terhadap Service
Quality di RSI Garam Kalianget. 2. Untuk Menganalisis Pengaruh Service With
Care, Terhadap Service Quality di RSI Garam Kalianget. 3.Untuk  Menganalisis
Service Excellent Berpengaruh Terhadap Budaya Masyarakat di RSI Garam
Kalianget. 4. Untukmenganalisis Service With Care Berpengaruh Terhadap
Budaya Masyarakat di RSI Garam Kalianget. 5. Untuk Menganalisis Service
Quality Berpengaruh Terhadap Budaya Masyarakat di RSI Garam Kalianget.
6.Untuk Menganalisis Service Excellent, dan Service With Care Berpengaruh
Terhadap Service Quality di RSI Garam Kalianget. Dalam  menjawab
permasalahan tersebut, penelitian menggunakan penelitian kuantitatif dengan
statistik dengan statistik dengan penggunaan aplikasi SPSS 26 .Jumlah sampel
120 dimana terdiri dari 65 perkotan, 35 perdesaan dan 20 kepulauan.Variabel
penelitian ini terdiri variable bebas (Service Excellent dan Service With Care ),
variable terikat (Service Quality) dan variable mediasi (Budaya Masyarakat).
Hasil penelitian menunjukkan 1.Ada pengaruh signifikan antara service
excellent terhadap service quality di RSI Garam Kalianget. 2. Ada pengaruh
signifikan antara service with care terhadap service quality di RSI Garam
Kalianget. 3. Ada pengaruh signifikan antara service excellent terhadap budaya
masyarakat di RSI Garam Kalianget.4. Ada pengaruh signifikan antara service
with care terhadap budaya masyarakat di RSI Garam Kalianget. 5. Ada pengaruh
signifikan antara service excellent dan service with care terhadap service quality
di RSI Garam Kalianget. 6. Ada pengaruh signifikan antara service excellent
dan service with care terhadap service quality dengan budaya masyarakat sebagai
variabel mediasi di RSI Garam Kalianget. Dengan adanya variable mediasi
penelitian ini membedakan dari penelitian terdahulu.

Kata Kunci : Service Excellent, Service With Care, Service Quality dan
Budaya



ABSTRACT

INFLUENCE SERVICE EXCELLENT AND SERVICE WITH CARE TO
SERVICE QUALITY WITH SOCIETY CULTURE AS VARIABLE AS
MEDIASI AT KALIANGET'S ISLAMIC HOSPITAL

Dian Dinarafika Arieanti
Program Pasca Sarjana
Universitas Terbuka

Kalianget Islamic Hospital as a service provider can not only assess the
overall quality of its services, it can also identify key dimensions and aspects in
each quality service. Research objectives 1. To analyze the effect of excellent
service on service quality at RSI Garam Kalianget. 2. To analyze the effect of
service with care on service quality at RSI Garam Kalianget. 3. To analyze the
influence of service excellence on community culture at RSI Garam Kalianget. 4.
To analyze Service With Care Influence on Community Culture at RSI Garam
Kalianget. 5. To analyze the influence of service quality on community culture at
RSI Garam Kalianget. 6. To analyze service excellence and service with care
influence service quality at RSI Garam Kalianget. In answering these problems,
the research uses quantitative research with statistics using the SPSS 26
application. The number of samples is 120 which consists of 65 urban, 35 rural
and 20 islands. The variables of this study consist of independent variables
(Service Excellent and Service With Care), dependent variables (Service Quality)
and mediating variables (Society Culture). The results showed 1. There was a
significant influence between service excellent on service quality at RSI Garam
Kalianget. 2. There is a significant influence between service and care on service
quality at RSI Garam Kalianget. 3. There is a significant influence between
excellent service on the culture of the people at RSI Garam Kalianget. There is a
significant influence between service and concern for people's culture at RSI
Garam Kalianget. 5. There is a significant influence between service excellent
and service care on service quality at RSI Garam Kalianget. 6. There is a
significant influence between service excellent and service care on service quality
and Society Culture as a mediating variable at RSI Garam Kalianget. With the
mediating variable, this study differentiates it from previous studies.

Key word . service Excellent, service With Care and service Quality, Society
Culture .
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