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Abstract 
Data from the Indonesian Ministry of Health (2020) shows that only 20% of 

health facilities measure service quality, with indicators such as patient 

identification compliance (66.67%) and emergency room response time 

(10.5%) still low. Professional relationship issues such as communication and 

collaboration between professionals also affect service quality, so that 

improvement efforts are needed to achieve quality services and are oriented 

towards patient satisfaction. The purpose of this study was to determine the 

relationship between professional relationships and the quality of nursing 

services. Methods: This study used a quantitative research method using a 

cross-sectional model. The population in this study were 58 nurses at Wijaya 

Kusumah Hospital, Kuningan, with a total sampling technique. The 

instruments used in this study were observation sheets and questionnaires. 

Data analysis was carried out according to univariate and bivariate using the 

Spearman Rank statistical test. Results: This study shows that most of the 

Professional Relationships were 47 people (81.0%), and of the 58 respondents, 

the quality of nursing services was mostly good (55 respondents (94.8%). The 

results of the Spearmen Rank test obtained a p value of 0.000 (<0.05) with an 

R value of 0.509. There is a significant relationship between Professional 

Relationship and the quality of nursing services in nursing services which 

include activities such as passes, nursing conferences, and nursing rounds.  
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INTRODUCTION 

Nursing services are a key component and the frontline of healthcare services in hospitals 

(A Pranatha, MD Nugraha, 2023). The quality of nursing services is often the primary 

benchmark by which patients assess the overall quality of a hospital. One important indicator 

of nursing service quality is patient satisfaction (López Cárdenas et al., 2022). Professional 

relationship"Nurse-to-nurse relationships are collaborative relationships built on mutual 

respect, trust, and shared responsibility for providing quality care. These relationships 

encompass effective communication, peer support, and teamwork to achieve optimal nursing 

goals" (Patrica et al. 2021). 

Nursing services in hospitals are a key aspect in providing comprehensive healthcare 

services, encompassing promotive, preventive, curative, and rehabilitative services. However, 

various problems persist, such as limited nurse numbers, supporting facilities, nurse 

competency, and suboptimal nursing service management. Data from the Indonesian Ministry 

of Health (2020) shows that only 20% of healthcare facilities in Indonesia measure service 

quality, with indicators such as patient identification compliance and waiting times remaining 

low. For example, research at Jember Lung Hospital (Tyas, 2021) found very low service 

quality indicators. The purpose of this study is to analyze the factors influencing the quality of 

nursing services in hospitals. 

Another frequently encountered problem is the low professionalism of nurses, such as 

unfriendly attitudes, slow responses, and a lack of empathy, which leads to patient complaints 

(Dwi Sandiyah & Mustriwi, 2021). A study at Labuang Baji Regional Hospital in Makassar 

(Anggriani et al., 2021) also showed that the quality of health services is still less than optimal, 

especially in the attitudes of staff and the information provided to patients. Furthermore, 

professional relationships between healthcare professionals, such as collaboration between 

nurses, doctors, and patients, are often suboptimal, including during operational activities, 

nursing conferences, and nursing rounds (Ghosh, S., Ramamoorthy, L., & Pottakat, B. (2021). 

A study at the Cilandak Marine Hospital even showed that 56.7% of respondents assessed 

professional nursing practices as poor. The purpose of this study was to evaluate the impact of 

professional relationships on the quality of nursing services (Halm, 2023). 

A preliminary study conducted at Wijaya Kusumah Hospital, Kuningan, revealed that 

several aspects of nursing services had not been optimally implemented. In particular, nursing 

rounds were not carried out consistently, and nurses were observed to be less responsive in 

delivering patient care. These findings suggest that the standards of professional nursing 

practice have not yet been fully realized in daily clinical activities. The absence of structured 

and routine nursing rounds may contribute to gaps in communication, coordination, and 

continuity of care. In addition, low responsiveness among nurses can affect patient satisfaction 

and overall service quality.  

This condition reflects the need for strengthening professional accountability in nursing 

practice. It also indicates that existing systems and supervision mechanisms may not be 

functioning effectively. Such challenges highlight the importance of evaluating current 

practices to identify areas for improvement. Without proper intervention, these issues may 

persist and negatively impact patient outcomes. Therefore, efforts to enhance professionalism 

in nursing services are urgently required. Strengthening adherence to established standards is a 

critical step toward improving healthcare delivery. These initial findings serve as a foundation 

for further investigation in this study. 
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Supporting evidence from previous research reinforces these concerns about the quality 

of nursing care. A study by Sintari et al. (2022) found that 74% of patients assessed the quality 

of care as only adequate, indicating that there is still considerable room for improvement. The 

study also identified several underlying issues, including conflicts among nurses and 

ineffective management practices. Interpersonal conflicts can disrupt teamwork and reduce the 

efficiency of healthcare delivery. Meanwhile, weak management systems may lead to unclear 

roles, lack of supervision, and inconsistent implementation of care standards.  

These problems collectively contribute to suboptimal service quality and patient 

dissatisfaction. Furthermore, inadequate coordination among healthcare providers can hinder 

the delivery of holistic and patient-centered care. The findings suggest that both individual and 

organizational factors play a role in shaping the quality of nursing services. Addressing these 

issues requires not only improving individual competencies but also strengthening institutional 

systems. Without a comprehensive approach, improvements may not be sustainable. Therefore, 

it is essential to consider both human resource development and management reform. This 

highlights the complexity of challenges faced in improving nursing care quality. 

In response to these challenges, a more structured and systematic approach is needed to 

enhance the quality of nursing services. One key strategy involves improving the competency 

of nurses through continuous education and professional development programs. In addition, 

the implementation of clear and effective collaboration methods among healthcare teams is 

crucial. Structured teamwork can enhance communication, reduce conflicts, and ensure better 

coordination in patient care. Establishing standardized procedures, such as regular nursing 

rounds, can also improve consistency in service delivery.  

The integration of professional values and teamwork principles is essential for achieving 

optimal healthcare outcomes. This study aims to provide practical recommendations for 

improving the nursing care system based on professionalism and team collaboration. The 

proposed approach is supported by previous studies, including those by Cloyd et al. (2025) and 

Djiadeu et al. (2019), which emphasize the importance of collaborative practice in healthcare 

settings. By adopting these strategies, healthcare institutions can enhance both service quality 

and patient satisfaction. Ultimately, strengthening the nursing care system will contribute to 

better health outcomes and more efficient healthcare services. This study is expected to offer 

valuable insights for policy and practice improvement. 

 

RESEARCH METHOD 

This study employs a quantitative approach to systematically examine the relationship 

between variables within a defined population. Quantitative methods are selected because they 

allow for objective measurement and statistical analysis, ensuring that findings can be 

interpreted with a high level of reliability. By using structured data collection tools and 

numerical analysis, this research aims to produce generalizable insights based on empirical 

evidence derived from the participants. 

Research Design 

The research adopts a cross-sectional design, in which data are collected at a single point 

in time to capture the current condition of the variables under investigation. This design is 

appropriate for identifying associations or correlations without requiring long-term follow-up. 

Through this approach, the study provides a snapshot of the existing situation, enabling 

efficient data collection and analysis within a limited timeframe. 
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Research Target/Subject 

The population of this study consists of 58 nurses working in the inpatient ward of 

Wijaya Kusumah Hospital, Kuningan. Due to the relatively small and manageable population 

size, a total sampling technique was applied, meaning that all members of the population were 

included as research participants. This approach ensures comprehensive representation and 

minimizes sampling bias. 

Research Procedure 

The research procedure began with obtaining permission from the relevant institution, 

followed by the preparation and distribution of research instruments to all participants. 

Respondents were informed about the purpose of the study and provided their consent before 

participating. Data collection was conducted simultaneously across all subjects, ensuring 

consistency in the process and minimizing potential variations caused by time differences. 

Instruments and Data Collection Techniques 

Data were collected using a structured questionnaire designed to measure the variables of 

interest. The questionnaire was distributed directly to the respondents, allowing them to 

provide responses based on their experiences and perceptions. This method ensures 

standardized data collection and facilitates easier quantification of responses for subsequent 

analysis. 

Data Analysis Technique 

The collected data were analyzed using the Spearman rank correlation test to determine 

the strength and direction of relationships between variables. Statistical analysis was performed 

using SPSS version 24, which provides reliable tools for non-parametric data analysis. The 

results were then interpreted to draw meaningful conclusions based on the correlation values 

obtained. 

 

RESULTS  

It can be explained that 47 respondents had a good professional relationship with good 

quality nursing services. 10 respondents had a fairly good professional relationship with 

adequate quality nursing services, amounting to 2 respondents (20%). 

Table 1. Frequency Distribution of Professional Relationships at Wijaya Kusumah Hospital, 

Kuningan 

No Professional 

Relationship 

Frequency (F) Presentation (%) 

1. Good 47 81.0 

2. Enough 10 17.2 

3. Not enough 1 1.7 

 Amount 58 100 

 

Table 1 presents the frequency distribution of professional relationships at Wijaya 

Kusumah Hospital, Kuningan. The data indicate that the majority of respondents demonstrated 

good professional relationships, with a total of 47 individuals (81.0%). Meanwhile, 10 

respondents (17.2%) were categorized as having sufficient (enough) professional relationships, 

and only 1 respondent (1.7%) was classified as having poor (not enough) professional 

relationships. Overall, these findings suggest that professional relationships among healthcare 
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personnel in the hospital are predominantly in the good category, reflecting a generally positive 

and collaborative working environment. 

Table 2. Frequency Distribution and Percentage of Nursing Service Quality at Wiajaya 

Kusumah Hospital, Kuningan 

No Quality of 

Nursing Services 

Frequency (F) Presentation (%) 

1. Good 55 94.8 

2. Enough 3 5.2 

3. Not enough 0 0 

 Amount 58 100 

 

Respondent had a less good professional relationship, providing poor quality nursing 

services, amounting to 1 respondent (10%). Based on the results of the Spearman rank 

statistical test, the r value was obtained =-,509Andp-value of,000. Because the p-value < a = 

0.05, it can be concluded that H0 is rejected and Ha is accepted, meaning "There is a 

relationship between professional relationships and the quality of nursing services at Wijaya 

Kusumah Hospital, Kuningan". 

 

DISCUSSION 

Research at Wijaya Kusumah Hospital, Kuningan (2025) showed that 81% of nurses had 

good professional relationships, with only 1.7% in the poor category. Furthermore, 94.8% of 

respondents rated the quality of nursing services as good, supported by indicators of reliability, 

responsiveness, assurance, empathy, and tangibles. Statistical analysis (Spearman's r = -0.509; 

p = 0.000) proved a significant relationship between professional relationships and service 

quality. This study shows that effective team collaboration through operants, nursing 

conferences, and nursing rounds plays a crucial role in improving service quality (Du et al., 

2025; Lalloo et al., 2017). 

These results align with Cicih's (2022) study at Majalengka Regional Hospital (65.11%) 

with a fairly good professional relationship, but are higher, indicating that Wijaya Kusumah 

Hospital has succeeded in building stronger team communication and coordination. Practices 

such as structured operants and nursing conferences reduce miscommunication, in contrast to 

previous findings (Nengsih et al., 2022) that identified conflict between nurses as a common 

problem. Consequently, hospitals need to maintain this collaborative model while deepening 

case discussions in conferences for greater consistency (Wang, 2024). 

The high service quality rating (94.8% good) is consistent with Martha's (2023) study at 

Bakti Timah Hospital, particularly in the dimensions of empathy (74.71% good) and reliability 

(56.32% good). However, this finding contrasts with the Indonesian Ministry of Health's 

(2020) report, which stated that only 20% of healthcare facilities measure service quality. 

Wijaya Kusumah Hospital's success may be influenced by discipline in physical evidence 

(uniforms, neatness) and responsiveness, which are frequent complaints in other hospitals 

(Anggriani et al., 2021). Consequently, indicator-based service standardization has proven 

effective (Gattinger et al., 2017; Kawashima et al., 2020). 

 Professional relationships with nursing service quality show a positive relationship 

(r=0.509), meaning that better professional relationships lead to improved nursing service 

quality. Mechanisms such as nursing rounds accelerate the detection of patient problems 
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(responsiveness), while nursing conferences improve nurse competence (assurance) (Ghosh, S., 

Ramamoorthy, L., & Pottakat, B, 2021). This supports the ANA theory of collaboration as a 

pillar of patient safety. These findings reinforce Labrague et al.'s (2020) argument that patient 

complaints are reduced when team relationships are harmonious. 

A key aspect of engagement is the importance of investing in team building, such as 

communication training and regular nursing conference evaluations. Wijaya Kusumah Hospital 

can serve as a model for hospitals with similar challenges, such as the Cilandak Marine 

Hospital (56.7% of practice scores were poor). Furthermore, the finding of high empathy 

(94.8%) confirms that psychological support among staff (Rohim & Pranatha, 2017) 

contributes to humane service. 

Overall, good professional relationships are key to quality service at Wijaya Kusumah 

Hospital. Recommendations include (Dabas et al., 2023): (1) standardizing nursing conferences 

for in-depth case discussions, (2) regular monitoring of quality indicators, and (3) replicating 

this collaborative model in hospitals with high patient complaint rates. Further research could 

explore the specific impact of nursing rounds on patient satisfaction (Edel et al., 2025; Liebe et 

al., 2018). 

 

CONCLUSION 

Based on the research findings presented above, it can be concluded that there is a 

statistically significant relationship between professional relationships and the quality of 

nursing services at Wijaya Kusumah Hospital, Kuningan. This indicates that interpersonal and 

professional interactions among nurses play a crucial role in determining the standard of care 

delivered to patients. A positive and well-established professional relationship fosters effective 

communication, mutual respect, and collaboration, all of which contribute to improved patient 

outcomes. Conversely, weak professional relationships may lead to miscommunication, 

reduced teamwork, and a decline in service quality. Therefore, strengthening professional 

relationships within the nursing environment is an essential component in enhancing overall 

healthcare performance. These findings highlight the importance of maintaining a supportive 

and cooperative work culture among healthcare professionals. 

In line with these conclusions, it is recommended that nurses adopt structured 

communication strategies to maintain and improve the quality of nursing care. One effective 

approach is the implementation of SBAR (Situation, Background, Assessment, 

Recommendation) during every shift handover to ensure clarity and continuity of patient 

information. Additionally, regular nursing conferences should be conducted both before and 

after shifts to facilitate discussion, evaluation, and planning of patient care. Nursing rounds 

should also be carried out whenever necessary to monitor patient progress and address 

emerging issues promptly. By consistently applying these strategies, nurses can strengthen 

professional relationships while simultaneously improving the quality and safety of healthcare 

services provided to patients. 
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