ABSTRAK

Organizational citizenship behavior (OCB) memiliki peranan bagi Rumah Sakit
Immanuel Bandung untuk dapat memperbaiki sisi customer experience dan
meningkatkan brand equity mengingat pelayanan dan sikap tenaga medis dan non
medis menentukan baik buruknya mutu pelayanan rumah sakit. Berkenaan dengan
hal tersebut, maka penelitian ini mencoba mengidentifikasi variabel yang
mempengaruhi organizational citizenship behavior (OCB) di Rumah Sakit
Immanuel Bandung. Adapun variabel yang digunakan meliputi servant
leadership, komitmen organisasional dan kepuasan kerja. Model regresi berganda
digunakan dalam penelitian ini sebagai model analisis data. Hasil penelitian
menunjukan bahwa: (1) Servant leadership berpengaruh signifikan terhadap
organizational citizenship behavior (OCB). (2) Komitmen organisasional
berpengaruh signifikan terhadap organizational citizenship behavior (OCB). (3)
Kepuasan kerja tidak berpengaruh signifikan terhadap organizational citizenship
behavior (OCB). (4) Servant leadership, komitmen organisasional dan kepuasan
kerja berpengaruh signifikan terhadap organizational citizenship behavior (OCB).
Adapun variabel yang memiliki pengaruh yang dominan adalah servant
leadership. Implikasi manajerial untuk Rumah Sakit Immanuel adalah dengan
menerapkan konsep servant leadership melalui mutu pelayanan diharapkan dapat
memperbaiki sisi customer experience sehingga kepuasan pelanggan terpenuhi.
Rumah Sakit Immanuel dapat bertahan ditengah persaingan bisnis yang ketat
melalui organizational citizenship behavior (OCB). Oleh karena itu, manajemen
Rumah Sakit Immanuel juga perlu memberikan perhatian yang khusus pada
kepuasan kerja karyawan (pay, promotion, fringe benefit serta operating
procedure) dan komitmen organisasional yang dapat meningkatkan organizational
citizenship behavior (OCB) di Rumah Sakit Immanuel Bandung OCB serta
berdampak pada pelayanan prima sehingga brand equity Rumah Sakit Immanuel
akan meningkat.

Kata-kata kunci: Organizational Citizenship Behavior (OCB), Servant
Leadership, Komitmen Organisasional, Kepuasan Kerja, Rumah Sakit Immanuel
Bandung.
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ABSTRACT

Improved quality of services driven by organizational citizenship behavior
automatically will improve brand equity and create customer experience. The
objective of this research is to identify servant leadership, organizational
commitment and job satisfaction which affect organizational citizenship behavior
(OCB) of Immanuel Hospital. Multiple regression analysis was used in the
research. The results showed that (1) Servant leadership had significant effects on
the organizational citizenship behavior (OCB). (2) Organizational commitment
had significant effects on the organizational citizenship behavior (OCB). (3) Job
satisfaction hadn’t significant effects on the organizational citizenship behavior
(OCB). (4) Servant leadership, commitment organizational, and job satisfaction
had significant effects on the organizational citizenship behavior (OCB). The
most dominant effect is servant leadership. All variables are simultaneously
affected to organizational citizenship behavior (OCB). The practical implication
of this study is that the Immanuel Hospital in the future should applying the
concept of servant leadership to create customer experience and then achieve
customer satisfaction. The hospital will survive business competion through
organizational citizenship behavior (OCB). Therefore, hospital management
should improve job satisfaction (such as additional pay, promotion, fringe
benefit, operating procedures, etc.) and organizational commitment that can
promote organizational citizenship behaviour and enhance brand equity while
preventing situations that will discourage staff from rendering extra positive
discretionary work related services.

Keywords: Organizational Citizenship Behavior (OCB), Servant Leadership,
Organizational commitment, Job satisfaction, Immanuel Hospital
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