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 Abstract

The objectives of this research were to figure out an effect of training 
on the satisfaction of the families of ambulance users at the Banten 
Provincial Hospital, secondly to find out whether there is an effect of 
employee competence on the satisfaction of the family of ambulance 
users at the Banten Provincial Hospital and the third was to find out 
whether there was an indirect effect between training and employee 
competence with family satisfaction of ambulance users where service 
quality is an intervening variable. The researcher used quantitative 
research using observational descriptive analytic using cross sectional 
with multivariate regression linier method. The result shows that the 
path coefficient between the effect of job training variables on service 
quality is 0.032 and the sig value is 0.003 (probability sig <0.05). 
the researcher finally concluded that the higher the job training, the 
higher the satisfaction of the family of ambulance users at the Banten 
Provincial Hospital, the higher the competence of employees, the higher 
the satisfaction of families using ambulances at the Banten Provincial 
Hospital, the last the higher the training and competence of employee. 
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1 INTRODUCTION

An institution or organization primarily a hos-
pital requires competent employees because
the work is related to a person’s life. In

accordance with one of the missions of the Banten

maximum service to their customers. public.
Dealing with competence itself refers to the charac-
teristics that underlie the behavior that explains the
motives, personal characteristics (characteristics),
values, self-concept, knowledge or skills brought
by someone who performs superiorly in the work-
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place (Palan, 2003). One of the efforts to improve
employee competence is to conduct education and
training. Training and development have various
long-term career benefits that help employees to
take on greater responsibilities in the future (Han-
doko, 2000). (1) Training programs are important
not only for individuals but also for organization and
employee relations in work groups. Therefore, the
easiest method to summarize the benefits of training
is to realize that training is an organizational invest-
ment that is included in the realm of human resource
management.
The quality of health services means being free to
do everything professionally to improve the degree
of health, comfort and service to patients and the
community in accordance with advanced science and
skills, quality equipment and transportation services
for patients and families of good quality that meet
good standards. Service quality is an important factor
that can form customer trust in hospitals so as to
create loyalty.
Currently, Indonesian people do not believe in the
quality of hospital services. The idea of improving
the quality of quality is a challenge in a health care
organization. Attempts to boost the quality of health
services are the most important step to increase busi-
ness competitiveness in the health sector (Sulastomo,
2006). (2) The services provided by hospital em-
ployees are services that must prioritize the interests
and safety of the patient, so as not to disappoint the
patient’s family. The services provided at the hos-
pital include medical services, treatment and emer-
gency services which are the most important services
in the hospital. Emergency services include several
components, including: communication systems, ed-
ucation, funding, Quality Control and transportation
(ambulance). User satisfaction in ambulance trans-
portation services is prioritized in improving the
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quality of hospital services. Improving the quality
of ambulance services in hospitals according to Kep-
menkes No. 143, concerning standardization of med-
ical service vehicles. The need for standardization
of general and medical equipment on ambulance
vehicles, specifically for uniformity and improving
the quality of medical emergency referral services,
which are regulated by types of vehicles in hospitals,
including: transportation ambulance, emergency am-
bulance, field hospital ambulance, mobile medical
service ambulance and train corpse.
Training Process Mathis and Jackson (2006), the
effective application of strategic training requires the
use and a systematic training process, as illustrated
by the chart above: first, assessment, training is made
to aid the organization in achieving its goals. There-
fore, the assessment of organizational training needs
reflects the diagnostic stage of setting training ob-
jectives. Second, design, after the training objectives
are determined, the training design can be completed.
Third, delivery, after the training is designed, the
delivery of the exercise can begin. Employee Com-
petence Palan (2003) says competence is a skill and
empowerment refer to the state or quality of being
able and appropriate. Competence is an essential
character of a person that indicates a way of behaving
or thinking, which applies in a very wide range of
situations and lasts for a long time. (3)
According to Hutapea and Thoha (2008), namely:
Understanding this type of competence is acknowl-
edged as Technical or Functional Competency
(Technical/Functional Competency) or could also
be called as Hard Skills/Hard Competency (hard
competence). Dimensions and Main Components of
Competence. Prihadi (2004) declared that the vital
element of competence is an array of interrelated
knowledge, attitudes, and abilities that affect most
positions (roles or responsibilities), correlates with
conduct in the position, and can be determined by
acceptable standards, and could be enhanced over
training and development efforts. (4)
Service Ratminto and Winarsi (2005), services are
products that are invisible (cannot be touched) that
involve human efforts and use equipment. The def-
inition of service according to Kotler (1994) is: ”A
variety of actions or performances offered by one
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party to another that are basically invisible and do
not result in property rights to something. Its pro-
duction may or may not involve a physical product.”
Dimensions of Service Quality One way to differ-
entiate a service provider company is to consistently
provide services of a higher quality than their com-
petitors (Kotler, 1997). Ambulance User Satisfaction
Tokunaga (2000), states that customer/patient satis-
faction is one of the desired outcomes of hospital
care where customers appraise service quality by
comparing their perceptions of service with their
expectations. (5–7)
The determination of vehicle standards in hospitals is
prioritized to increase the satisfaction of ambulance
service users. From the background above, the for-
mulation of the research problem is as follows: 1. Is
there an effect of training on the satisfaction of the
families of ambulance users at the Banten Provincial
Hospital? 2. Is there an effect of employee compe-
tence on the satisfaction of the family of ambulance
users at the Banten Provincial Hospital? 3. Is there an
indirect effect between training and employee com-
petence with family satisfaction of ambulance users
where service quality is an intervening variable?

2 RESEARCH METHOD

The researcher used quantitative research using ob-
servational descriptive analytic using cross sectional
with multivariate regression linier method. The pop-
ulation in this study were employees of the Banten
Provincial Hospital for ambulance services and fami-
lies who received services. The following is the study
population table: The sample size for ambulance em-
ployees uses the entire population because the total
number of ambulance employees is 25 (population
less than 100). The instrument in this study uses a
questionnaire or questionnaire, which is a number
of written statements that are used to gain informa-
tion from respondents in terms of personal reports
or things that respondents know. The Likert scale
formulation is designed in such a way as to allow
respondents to answer with various levels of answers
more freely. Thus, the answers to the instruments in
the form of questions were given a score of 1-5 with
the following conditions (Riduwan et al., 2011). (8)

Score Use of Questionnaire or Questionnaire

No Answers Score
1. Strongly Agree/Very Sa sfied/Very

Good/Very Important
5

2. Agree/Sa sfied/Good/Important 4
3. Neutral/Sufficiently

Sa sfied/Medium/Sufficiently
Important

3

4. Disagree/Not Sa sfied/Bad/Not
Important

2

5. Strongly Disagree / Dissa sfied / Very
Bad / Not Important

1

source:Riduwan dan Kuncoro (2011)

The validity test is intended to test the accuracy of the
details in the questionnaire and how far the tool can
measure the thing or subject you want to measure.
The validity test is intended to test the accuracy of the
details in the questionnaire and how far the tool can
measure the thing or subject you want to measure.
Where the description of the formula is:
Where the description of the formula is:
X = Items score, for each questions N= Number of
Sampel(Respondent)
Reliability Test The reliability test in this study used
Cronbach’s Alpha at the level of = 0.60 or more
using the help of SPSS 17. The variable was declared
reliable if the alpha was > 0.6.
The formula for Alpha Cronbach is as follows:
The formula for Alpha Cronbach is as follows:
The formula for Alpha Cronbach is as follows:
Data collection technique Data collection in this
study used a survey method, where the research di-
rectly went to the research location, then used a ques-
tionnaire/questionnaire. Data analysis the problem of
this research is Multivariate Variable Depending on
Numerical, so that the data analysis uses the Mul-
tivariate Linear Regression method. Hypothesis test
to simplify calculations, speed up the data analysis
process and provide more accurate results, hypoth-
esis testing in this study will be carried out using
computer technology, namely the SPSS 17 program.
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3 THE RESULT

Reliability Test The test is carried out by means
of One Shot (measurement only once) with SPSS
Statistics 17, it is stated to be reliable if it gives a
Cronbach Alpha value of 0.60. The following are
the results of the reliability test for the job training
variable (X1): Table 5.15 Reliability Test Results of
Job Training Variables (X1)

Cronbach's Alpha N of Rincians
.794 15
(Source: Resultof SPSS)

In Table 5.15 it can be seen that the average Cron-
bach Alpha value of all statement items is 0.794>
0.60. So it can be stated that the overall statement
is reliable.
Variable of Employee Competence (X2)
The following are the results of the reliability test
for the employee competency variable (X2): Table
1. Reliability Test Results of Employee Competency
Variables (X2)

Cronbach's Alpha N of Rincians
.686 15
(Source: Result of SPSS )

In Table 5.16 it can be seen that the average Cron-
bach Alpha value of all statement items is 0.686>
0.60. So, it can be stated that all items of the state-
ment are reliable. The following are the results of the
reliability test for the Service Quality variable (Y1):

TABLE 1: Service Quality Reliability Test Results (Y1)
Cronbach's Alpha N of Rincians
.715 19
( Source: resultof SPSS )

Ambulance User Family Satisfaction Variable (Y2)
The following are the results of the reliability test for
the ambulance user satisfaction variable (Y2):
( Source: Result of SPSS )

TABLE 2: Reliability Test Results Ambulance user
sa sfac on(Y2)

Cronbach's Alpha N of Rincians
.810 14
( Source: Resultof SPSS )

In Table 5.18 it can be seen that the average Cron-
bach Alpha value of all statement items is 0.810>
0.60. So, it can be stated that the overall statement
is reliable. Normality test Proof of this normality
assumption will be carried out using Kolmogorov
Smirnov in the SPSS 17 program, namely by looking
at the significance (sig. Z), if the significance value
(sig.Z) is greater than = 0.05, then the normality as-
sumption has beenmet. The results of the assumption
test are presented in the following table 4.

TABLE 3: Normality Assump on Test Results

Regression
Equa on

Sig.Z Conclusion

Training Employee 0.634 Fulfilled
Normality

Competence 0.397 Fulfilled
Normality

Quality 0.625 Fulfilled
Normality

Sa sfac on 1.162 Fulfilled
Normality

Linearity Test The linearity assumption test is carried
out using Compare Means in the SPSS 17 program,
then looks at the significance value of Linearity, if
the significance value is less than 0.05, it can be
said that the linearity assumption has been met. We
recommend that if the significance value ismore than
0.05 then the assumption of linearity has not been
met, which means that there is no linear relationship
between each research variable. The Influence of Job
Training Variables (X1) and Employee Competence
(X2) on Service Quality Variables (Y1). Table 5 de-
scribes the results of testing the influence of the Job
Training variable (X1) and Employee Competence
(X2) on Service Quality Variables (Y1) which is
presented below
Table 5. shows that the results of testing the effect
of job training variables (X1) and employee compe-
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TABLE 4: Path Coefficient Test Results of the Effect
ofTraining Variables Work (X1) and employee
competence (X2) Against ServiceQuality (Y1)

Variable Standardized
Coefficients (Beta)

t-
Count

P-Value
(Sig.)

Training
Employee

0.032 2.155 0.003

Compe-
tence

0.653 3.185 0.004

r2= 0.454
Cri cal Valuet-table = 1,708

KD=45.4

tence (X2) on service quality (Y1) have an Adjusted
R Square (r2) of 0.454 and a coefficient of deter-
mination (KD) of 45.4. These results explain that
the results of testing the influence of the job train-
ing variable (X1) and employee competence (X2)
contributed 45.4% to the service quality variable
(Y1). Based on the results of statistical calculations
the effect of job training variable (X1) on service
quality variable (Y1) shows tcount of 2.155, p-value
of 0.003 and coefficient (beta) of 0.032. The results
of the t test illustrate that tcount is greater than
ttable (2.155>1.708). Based on the p-value where
the calculation results show that the p-value (0.003)
is smaller than significant. These results can be
explained that the value of tcount is greater than
tcount and the value of p-value is smaller than the
significant value. The path coefficient value (beta)
has a positive number, then the result is significant
and positive. It is concluded that the job satisfaction
variable (Y1) can be explained directly by the service
quality variable (X1). The results of the statistical
calculation of the employee competence variable
(X2) on the service quality variable (Y1) show tcount
of 3.185, p-value of 0.004 and path coefficient (beta)
of 0.653. The results of t-test illustrate that tcount
is greater than ttable (3.185>1.708 ). Based on the
P-value where the calculation results show that the
p-value is smaller than the significant value (0.004
<0.005). This result can be explained that the t-value
is greater than the t-table and the p-value is smaller
than the significance value. And the path coefficient
value (beta) has a positive number, so the results
are significant and positive. These results can be
concluded, indicating that the service quality vari-

able (Y1) can be explained directly by the employee
competence variable (X2).

The Influence of Job Training Variables (X1), Em-
ployee Competence (X2) and Service Quality (Y1)
on Satisfaction of ambulance user families (Y2) Ta-
ble 5 describes the results of testing the effect of
job training variables (X1), employee competence
(X2) and service quality (Y1) on the satisfaction of
ambulance users’ families (Y2) which are presented
below: Table 5.22 Path Coefficient Test Results of
the Effect of Job Training Variables (X1), employee
competence (X2) and service quality (Y1) on the
satisfaction of ambulance user families (Y2).

Variable Standardized
Coefficients (Beta)

t-
Count

P-
Value

Employee
Training

0.028 2.227 0.003

Compe-
tence

0.777 5.128 0,000

Quality 0.189 1.753 0,001
r2= 0.805

Cri cal value t-table = 1,708
KD=80.5

•

4 DISCUSSION

Decision making for hypothesis testing using the
basis of significance value (Sig-t) with the assump-
tion that the research sig value is smaller than the
value of 0.05 (Sig 0.05), then the influence between
variables is significant. If the value of the research
Sig is greater than the value of 0.05 (Sig 0.05), then
the influence between variables is not significant.
Testing Hypothesis 1: Job Training Has Significant
Effect on Family Satisfaction of Ambulance Users
The results of the calculation of the path coefficient
between the influence of job training variables on
family satisfaction of ambulance users are 0.028 and
the Sig value is 0.003 (Sig probability <0.05) so it can
be concluded that the first hypothesis that causes job
training has a significant effect on family satisfaction
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of ambulance users is acceptable. Hypothesis Testing
2: Employee Competence Has a Significant Influ-
ence on Ambulance User Satisfaction The resultsn
of the calculation of the path coefficient between
the influence of the Employee Competence variable
on the satisfaction of the ambulance user family are
0.777 and the sig value is 0.000 (Sig Probability
<0.05), so it can be concluded that the second hy-
pothesis which states that employee competence has
a significant effect on family satisfaction of ambu-
lance users is accepted. employees owned by hospital
employees are able to provide ambulance customer
satisfaction through the quality of services provided.
3) Hypothesis Testing 3: Job Training and Employee
Competence have an indirect effect on User Satis-
faction through Service Quality as an Intervening
Variable Indirect Effect of Job Training Variables
on User Satisfaction through Service Quality as an
Intervening Variable The result of calculating the
path coefficient between the effect of job training
variables on service quality is 0.032 and the sig value
is 0.003 (probability sig <0.05). While the effect
of job training variables on family satisfaction of
ambulance users is 0.028 and the sig value is 0.003
(probability sig <0.05). From the calculation of the
two variables that have a direct effect, it is con-
tinued by further regression analysis regarding the
effect of job training variables on family satisfaction
of ambulance users through service quality as an
Intervening Variable which is 0.0060 (significant).
This shows that indirectly the job training variable
has a significant effect on the satisfaction of ambu-
lance users’ families through the quality of services
provided by hospital employees. Indirect Effect of
Employee Competency Variables on Satisfaction of
Ambulance User’s Family Through Service Quality
as Intervening Variable The results of the calcula-
tion of the path coefficient between the influence of
employee competence variables on service quality
are 0.653 and the sig value is 0.004 (probability sig
<0.05). Meanwhile, the influence of employee com-
petence variable on family satisfaction of ambulance
users is 0.777 and the sig value is 0.003 (probability
sig <0.05).

5 CONCLUSIONS

Based on the results of data analysis and discussions
that have been carried out, the results of this study
can be concluded as follows: 1. The higher the job
training, the higher the satisfaction of the family of
ambulance users at the Banten Provincial Hospital 2.
The higher the competence of employees, the higher
the satisfaction of families using ambulances at the
Banten Provincial Hospital 3. The higher the training
and competence of employees, it will indirectly in-
crease the Satisfaction of Ambulance User Families
at the Banten Provincial Hospital through the quality
of service as an intervening variable.

REFERENCES

1. Handoko T. Hani. 2000. Manajemen Persona-
lia dan Sumberdaya Manusia,. Edisi II, Cetakan
Keempat Belas. Yogyakarta: Penerbit BPFE. ;.

2. Sulastomo. 2006. Manajemen Kesehatan.
Jakarta: PT Gramedia Pustaka Utama.;.

3. Mathis, R dan Jackson, W. 2006. Human
Resources Development (Track MBA se-
ries/terjemahan). Jakarta: Prestasi Pustaka;.

4. Prihadi, S. 2004. Kinerja, Aspek Pengukuran.
Jakarta: PT. Gramedia Pustaka.;.

5. Ratminto dan Winarsih Atik Septi. 2005. Mana-
jemen Pelayanan. Yogyakarta : Penerbit Pustaka
Pelajar;.

6. Kotler, Philip. 1994. Marketing Management ;
Analysis, Planning, Implementation and Control
(8th ed), International Edition. New Jersey: En-
glewood Cliffs, Prentice Hall.;.

7. Tokunaga, J,Imanaka,Y.,Nobutomo K, 2000. Ef-
fect Of Patient Demands Satisfaction With
Japanese Case, International Journal for Qual-
ity in Health Case, Vol. 12, Oxford University
Press.;.

CURRENT MEDICAL RESEARCH AND OPINION CMRO 05 (01), 1112−1118 (2022) 1117



THE IMPACT OF TRAINING, EMPLOYEE COMPETENCE, AND SERVICE QUALITY ON FAMILY 
SATISFACTION OF AMBULANCE USERS AT RSUD BANTEN

8. Riduwan dan Kuncoro. 2011. CaraMenggunakan
danMemakai PathAnalysis (Analisis Jalur). Ban-
dung: Alfabeta;.

How to cite this article: Yuniarti T.E. The Impact 
of Training, Employee Competence, and Service 
Quality on Family Satisfaction of Ambulance 
Users at RSUD Banten. Journal of Current Medi-
cal Research and Opinion. 2022;1112−1118. 
https://doi.org/10.52845/CMRO/2022/5-1-3

CMRO 05 (01), 1112−1118 (2022) CURRENT MEDICAL RESEARCH AND OPINION 1118


	Introduction
	RESEARCH METHOD
	THE RESULT
	Discussion
	CONCLUSIONS



