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The Influence Of Nursing Service Quality Dimensions, On Word Of Mouth 

(Wom) Cikarang Medika Hospital 

Krisna Maryanti1) 

Syahrul Alim2) 

      

 

Abstract 

This study aims to determine the influence of dimensions of nursing service quality, 

Against Word Of Mouth (Wom) Cikarang Medika Hospital. The research method 

used is quantitative, the population in this study were patients who had received 

treatment at Cikarang Medika Hospital. The sampling method uses the accidental 

sampling technique, which is a technique for determining samples based on chance, 

and a sample size of 100 respondents was obtained by distributing the 

questionnaire in a closed manner. The analytical methods used are validity testing, 

reliability testing, classical assumption testing, multiple linear regression testing 

and hypothesis testing with the help of SPSS 25 as a testing tool. 

The results of this research show that simultaneously all variables have a 

significant effect, namely the physical evidence variable has a significant effect on 

the Word of Mouth of Cikarang Medika Hospital. The reliability variable has a 

significant effect on the Word of Mouth of Cikarang Medika Hospital. The 

Collateral variable has a significant effect on Word of Mouth at Cikarang Medika 

Hospital. The Responsiveness variable has a significant effect on Word of Mouth at 

Cikarang Medika Hospital. And the Empathy variable has a significant effect on 

Word of Mouth at Cikarang Medika Hospital. 

Keywords: Tangible, Reliability, Assurance, Responsiveness, Empathy Word of    

       Mouth 
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ABSTRAK 

 Penelitian ini bertujuan untuk mengetahui Pengaruh Dimensi Kualitas 

Pelayanan Perawat, Terhadap Word Of Mouth (Wom) Rumah Sakit Cikarang 

Medika. Metode penelitian yang digunakan adalah Kuantitatif,  populasi dalam 

penelitian ini adalah pasien yang pernah berobat di Rumah Sakit Cikarang Medika. 

Metode pengambilan sampel menggunakan Teknik acidental sampling merupakan 

teknik penentu sampel berdasarkan kebetulan, dan diperoleh jumlah sampel 

sebanyak 100 Responden dalam penyebaran kuisioner secara tertutup. Metode 

analisis yang digunakan yaitu uji validitas,  uji  reliabilitas,  uji  asumsi  klasik,  uji 

regresi linear berganda  dan  uji hipotesis dengan bantuan SPSS 25 sebagai alat uji.  

 Hasil penelitian ini menunjukkan secara simultan semua variabel 

berpengaruh signifikan yaitu variabel bukti fisik berpengaruh signifikan terhadap 

Word Of Mouth Rumah Sakit Cikarang Medika.Variabel kehandalan berpengaruh 

signifikan terhadap Word Of Mouth Rumah Sakit Cikarang Medika. Variabel 

Jaminan berpengaruh signifikan terhadap Word Of Mouth Rumah Sakit Cikarang 

Medika. Variabel Daya Tanggap berpengaruh signifikan terhadap Word Of Mouth 

Rumah Sakit Cikarang Medika. Dan Variabel Empati berpengaruh signifikan 

terhadap Word Of Mouth Rumah Sakit Cikarang Medika. 

 

Kata Kunci : Bukti Fisik, Kehandalan, Jaminan, Daya Tanggap Dan Empati


