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Abstract: The purpose of this study was to determine the influence of professionalism and 
work ethics of employees on the quality of health services at the directorate general of 
railways, ministry of transportations. The formulation of the problem in this research is 
whether there is an effect of professionalism and work ethic of employees together on the 
quality of health services at the Directorate General of Railways, Ministry of Transportation. 
This research method uses a survey with a quantitative approach. The sampling technique 
used is simple random sampling. In this study, the number of samples was 72 respondents. 
The variables studied were professionalism (X1) and employee work ethics (X2) as 
independent variables, while the quality of health services was the dependent variable (Y). 
Based on the research results that have been done, it can be concluded that: The research 
results on the variables of professionalism and work ethic of employees together have a 
strong and significant positive influence on the quality of health services with a correlation 
coefficient of 0.799. While the resulting influence contribution (r²) is 0.638, meaning that 
the variables of professionalism and employee work ethic together contribute 56.0% in 
influencing the health service quality variable. 
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Introduction 

In the current reform era, public demands for improving the quality of public 
services are quite reasonable and not excessive, considering that so far people still judge 
that the quality of public services is still not satisfactory and the performance of public 
services by the government is still very far from what is expected. The function of the 
government as a public service provider is still far from the community's expectations. 
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The pattern of juraganism - asking to be served - still occurs and not the other way 
around. If this continues to happen without any change in the performance pattern of 
state employees, it is feared that it will become a mindset in the future. In the end, it will 
interfere with the performance of state employees in various regions. It can be felt from 
the slow service and the timely completion of regional development. At the same time, 
the spirit of regional autonomy through Law Number 23 of 2014 concerning Regional 
Government is increasingly open for every regional government to bring the government 
closer to the community so that bureaucratic pathology can be suppressed and possibly 
avoided. It will bring people closer to the government. Apart from bringing logical 
consequences, it will be clearer the responsibility of local governments to serve the 
community's interests. In a broad sense, the bureaucracy in public services will realize 
good governance. 

High employee professionalism is needed to achieve public services that can 
satisfy the community as service users achieve satisfactory service goals. What is meant 
by professionalism is the ability of employees to plan, coordinate and carry out their main 
tasks and functions efficiently, innovatively, flexibly and have a high work ethic in 
providing services (Vizcarguenaga-Aguirre & López-Robles, 2020). Therefore, employees 
who are truly experts in their fields are needed. The expertise of employees in their fields 
is obtained from the results of education and training. It can also be obtained from 
following the program and special experience in certain jobs. Ability to adapt to a rapidly 
changing environment which results in carrying out their duties and functions (Timsal & 
Awais, 2016). 

Employees are state apparatus or equipment, especially in the fields of 
institutions, management, and staffing, who have the responsibility to carry out the daily 
wheels of government, which show the organization's ability to use resources properly. 
Halim Perdana Kusuma et al. (2017) says quality is a basic business strategy that 
produces goods and services that explicitly and implicitly meet internal and external 
consumers (Piligrimienė et al., 2020). So quality usually describes a product's direct 
characteristics, such as performance, reliability, ease of use, aesthetics, and others. 
Researchers observed that the weakness in health services is the low professionalism of 
employees in providing services; in providing services, there is still a lack of clear 
information regarding service costs, unfavorable employee work attitudes, timeliness of 
service completion, and lack of speed employees in providing health services. 
 
 
Research Method 
 

Concerning identifying the problem above, the formulation of the research problem 
is as follows; Is there an influence of professionalism on the quality of health services at 
the Directorate General of Railways, Ministry of Transportation? Is there an influence of 
employee work ethics on the quality of health services at the Directorate General of 
Railways, Ministry of Transportation?, and Is there an effect of professionalism and work 
ethics of employees together on the quality of health services at the Directorate General 
of Railways, Ministry of Transportation? 
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In this research, the author uses a survey research method with a quantitative 
approach, which is correlational to see how much influence the independent variable has 
on the dependent variable, namely the professionalism and work ethic of employees on 
the quality of health services. The research was conducted on individuals, namely the 
Directorate General of Railways, Ministry of Transportation. The population in this study 
were employees totaling 151 people. 

In this study, the sampling technique used is simple random sampling (Creswell, 
2013), which is said to be simple because the sampling of members of the population is 
carried out randomly without regard to the existing strata in the population. This method 
is carried out if the population members are considered homogeneous because the 
sample is representative (Vizcarguenaga-Aguirre & López-Robles, 2020). In this study, 
the determination of the number of samples taken came from employees of the 
Directorate General using the formula (Jilcha, 2019) as follows: 
 

1(d) N

N
 n 

2




  
 
Where: 
n  =  Number of samples 
N  =  Total population 
d  =  Set precision  
 

It is known that the total population of employees of the Directorate General is N 
= 252 people, and the precision level is d = 10%. Based on this information, the number 
of samples (n) is obtained as follows: 
 

1 (0,1) 252

252
 n 

2




 = 1   (0,01) 252

252
 

 = 52,3

252
 

 = 71.59 rounding 72 
 

Based on the above calculation, the number of samples at the Directorate General 
of Railways, Ministry of Transportation is 72 respondents.  
 
 
Theory and Concept 
 

In addition to work professionalism, employee work ethics are very influential in 
health service activities at the Directorate General of Railways, Ministry of 
Transportations. Ethics is one of the added values in service activities for the service user 
community (Paris et al., 2013). Quality services need to be supported by good attitudes 
and behavior from service providers (Ajzen & Gilbert Cote, 2008). For this reason, in 
providing a service, a bureaucrat needs bureaucratic ethics as the basis and guidelines 
for acting. The application of bureaucratic ethics is carried out to serve as a moral 
foundation in providing effective, efficient, and professional services and the 
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accountability that can influence service management to satisfy the public (Henökl, 
2008). 

Good governance is still an actual issue to date, especially when it is associated 
with the spirit of reform in terms of eradicating Corruption, Collusion, and Nepotism 
(Addink, 2018). It is none other than because many people still hope that the bureaucracy 
will show good performance and want to appear professionally in providing services. 
However, apart from the various problems that characterize the bureaucracy, it must be 
believed that making a professional bureaucracy is not easy. However, this must be 
done(Setyadiharja et al., 2017). Therefore, like it or not, the bureaucracy must be able to 
reform itself, become a professional figure with excellent service and act as a servant of 
the state and public servant, ready or not (Rahim, 2019). 

This bureaucratic pathology causes people's perceptions to become negative 
about bureaucracy (Rian Andhika, 2017). Bureaucratic pathology can arise due to several 
things, namely the perception and managerial style of officials, lack of knowledge and 
skills, bureaucratic actions that violate legal norms, manifestations of dysfunctional 
bureaucratic behavior due to internal situations in various agencies within the 
government(Meier et al., 2019). This bureaucratic pathology must be observed to create 
a professional bureaucracy. If this continues, it will create bad governance conditions. To 
realize good governance that works effectively and efficiently requires work discipline 
from government employees where discipline relates to one's self-control against various 
forms of rules, both from oneself and the environment (Nugroho, 2009). Discipline is the 
awareness and willingness of individuals to obey all applicable rules and norms. 

Improving the quality of services in the health sector at the Directorate General of 
Railways, Ministry of Transportations is one of the agendas that starts with the fact that 
the actual condition of service quality is still not maximized, which is primarily 
determined by the quality and attitude of government employees who are not 
commendable and irresponsible. Thus, the quality of health services at these institutions 
fulfills community needs by state administrators (Višnjić et al., 2012). However, in many 
cases, there are still many weaknesses in services within the organization, so that they 
cannot meet the quality expected by service users (Lee & Kim, 2017). Therefore, service 
users still complain about the quality of services provided by employees, resulting in a 
bad name or image. 
 
 
Results and Discussion 
 
Result 

 
To predict the magnitude of the influence of the independent variable on the 

dependent variable, the author uses the formula of determination by squaring the value 
of the correlation coefficient obtained R2 (Corvello et al., 2020). The influence between 
the variables of professionalism and work ethic of employees on the variable of the 
quality of health services, the following analytical calculations are used: 
 

a. Hypothesis Testing 1  
The Effect of Professionalism (X1) on the Quality of Health Services (Y) 



 
 
 
Article   The Social Perspective Journal, 2021, Vol.1 , No.1(1), 1-18 
 

Quality of Health Services   5 
 

The hypothesis (Pernet, 2016) that the author proposes to analyze is as follows:  
1) Null hypothesis (Ho): There is no positive and significant effect of the professionalism 

variable (X1) on the health service quality variable (Y). 
2) Alternative hypothesis (Ha) (Killeen, 2005): There is a positive and significant effect 

of the professionalism variable (X1) on the health service quality variable (Y). 
 

To test the hypothesis, the writer uses Product Moment analysis (Chee, 2015). The 
Product moment correlation will analysis formula is: 
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Furthermore, to calculate the correlation value between professionalism and the 
quality of health services at the Directorate General of Railways, Ministry of 
Transportation, the calculation results are as follows: 
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5,403
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7,252

5,403
1
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0,745

1
yxr  

 
Based on the results of these calculations, the correlation coefficient found is 

0.745. After consulting this value with the previous interpretation guide table, it is known 
that the correlation coefficient is included in the strong positive category because it is 
between the interval (0.600-0.799). It shows that professionalism has a positive and 
strong influence on the quality of health services at the Directorate General of Railways, 
Ministry of Transportation. Meanwhile, to determine the contribution of professionalism 
to the quality of health services, the coefficient of determination (r)2 can be calculated 
using the following formula: 
 
Kd =  r2  x 100 % 
 =  (0.745)2 x 100% 
 =  0.555 x 100% 
 =  55.5% 
 

Based on these calculations, this means that the professionalism variable of 55.5% 
affects the quality of health services while other factors influence the remaining 44.5%. 
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Furthermore, to find out whether the influence of professionalism on the quality of health 
services at the Directorate General of Railways, Ministry of Transportation is significant 
or not, it is necessary to test its significance using the t formula, which is as follows: 
 

2
r - 1

2 -n r 
 t 

 

2
(0,745) - 1

2 - 72 0,745
 t 

 

0,667

6,234
 t 

 
346,9t   

 
From the results of the calculations above, the count value is 9.346, and then this 

value is compared with the table value for an error of 5%, using a two-part test where dk 
= nk; 72 - 2 = 70, and the table value is 2,000. Based on the results of these calculations, 
the t-count is rejected, so the alternative hypothesis (Ha) is "accepted." So the conclusion 
is that t count falls in the area of Ha, which is the accepted hypothesis where the 
correlation coefficient between professionalism and the quality of health services is 
0.745, which is a strong positive and significant, meaning that the coefficient can be 
applied to the entire population. 
 
b. Hypothesis Testing 2 
The Effect of Employee Work Ethics (X2) towards Health Service Quality (Y). The 
hypothesis that the author proposes to analyze is as follows: 
 
1) Null hypothesis (Ho): There is no positive and significant effect of employee work 

ethic variable (X2) on health service quality variable (Y). 
2) Alternative hypothesis (Ha): There is a positive and significant effect of the employee 

work ethic variable (X2) on the health service quality variable (Y). 
 

The author uses Product Moment analysis to test the hypothesis between 
employee work ethics on the quality of health services. The product-moment correlation 
analysis formula is as follows: 
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To calculate the correlation value between employee work ethics and the quality 
of health services at the Directorate General of Railways, Ministry of Transportation, the 
calculation results are as follows: 
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7,438

5,566
2
yxr

 
0,748

2
yxr  

 
Based on the results of these calculations, the correlation coefficient found is 

0.748. After consulting this value with the previous interpretation guideline table, it can 
be seen that the correlation coefficient is included in the category of strong positive. It 
shows that the employee's work ethic has a strong positive influence on the quality of 
health services. Meanwhile, to determine the contribution of employee work ethics to the 
quality of health services, the coefficient of determination (r)2 can be calculated using the 
following formula: 
 
Kd =  r2 x 100 % 
 =  (0.748)2 x 100% 
 =  0.560 x 100% 
 =  56.0%  
 

Based on these calculations, this means that 56.0% of employees' work ethic 
variables affect the quality of health services while other factors influence the remaining 
44.0%. Furthermore, to find out whether the effect of employee work ethics on the quality 
of health services at the Directorate General of Railways, Ministry of Transportation, is 
significant or not, it is necessary to test its significance using the t formula, which is as 
follows: 
 

2
r - 1

2 -n r 
 t 

 

2
(0,748) - 1

2 -72 0,748
 t 

 

0,663

6,260
 t 

 
436,9t   

 
From the calculation results, the count value is 9.436, compared with the t-table value for 
5% error in the two-party test and dk = nk; 72 - 2 = 70, and a table of 2,000 is obtained. 
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Based on the results of these calculations, the t-count is rejected, so the alternative 

hypothesis (Ha) is "accepted." So the conclusion is that t-count falls in the area of Ha, 
which is the accepted hypothesis where the correlation coefficient between 
professionalism and the quality of health services is 0.748, which is strongly positive and 
significant, meaning that the coefficient can be applied to the entire population. 

 
c. Hypothesis Testing 3 
The Effect of Professionalism (X1) and Employee Work Ethics (X2) together on the 
Quality of Health Services (Y). 
The formulation of the hypothesis by using the multiple correlations between 
professionalism and work ethic of employees together on the quality of health services 
that the authors propose to analyze is as follows:  
 
1) Null hypothesis (Ho): There is no positive and significant effect of the variables of 

professionalism (X1) and employee work ethic (X2) together on the quality of health 
services (Y). 

2) Alternative hypothesis (Ha): There is a positive and significant effect of the 
professionalism variable (X1) and employee work ethic (X2) together on the quality 
of health services (Y).  

 
Meanwhile, before doing the double correlation hypothesis test between 

professionalism (X1) and employee work ethics (X2) together on the quality of health 
services (Y), then first calculate the correlation between professionalism (X1) and 
employee work ethics (X2), with formula as follows: 
 

rx1x2 = 
  2

2

2

1

21





xx

xx

 

  = 
   004,87,608

5,825

 

  = 60,896

5,825

 

  = 7,804

5,825

 

  = 0,746  
 

Furthermore, to test the dual correlation between professionalism (X1) and 
employee work ethics (X2) together on the quality of health services (Y) at the 
Directorate General of Railways, Ministry of Transportation, it can be calculated by the 
following formula: 
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Based on the results of these calculations, the multiple correlation coefficient 
found is 0.799. After consulting the previous interpretation guide table for this value, it is 
known that the multiple correlation coefficient is included in the strong category. It 
shows that employees' professionalism and work ethic have a strong positive influence 
on the quality of health services at the Directorate General of Railways, Ministry of 
Transportation. This effect applies to the entire population. 

To predict the magnitude of the influence between professionalism and work 
ethics of employees together on the quality of health services, the Directorate General of 
Railways, Ministry of Transportation, is carried out by calculating the coefficient of 
determination, namely the formula squaring the value of the correlation coefficient (r2) 
below: 
 
Kd =  r2  x 100 % 
 =  (0.799)2 x 100% 
 = 0.638 x 100% 
 = 63.8%  
 

It means that the variables of professionalism and work ethic of employees of 
63.8% together affect the quality of health services, and other factors influence the 
remaining 36.2%. Furthermore, to test the significance of the double correlation of 
professionalism and employee work ethic on the quality of health services, the 
researchers conducted a test by determining the F-count value, which was consulted with 
the F-table value, with the following formula: 
 

1)k)/(nR(1

/kR
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0,005

0,319
F 

 
927,60F   

 
So the obtained Fount value of 60.927, this value is then consulted with Ftable, for 

DK numerator = 2 and dk denominator = (72-2-1) = 69, obtained Ftable value at the set 
error level is 5% = 3.13. In this case, the provisions apply if Fount is greater than Ftable, then 
the multiple correlation coefficient tested is significant; that is, it can apply to the entire 
population. From the above calculation, it turns out that Fount > Ftable (60.927 > 3.13) 
shows that the multiple correlations are strong, positive, and significant and can be 
applied where the sample is taken. Moreover, a hypothesis that reads: 
 
d. Multiple Regression Analysis 

Multiple regression analysis (Denis, 2018) was used to predict how much change 
in the independent variables professionalism and employee work ethic to the dependent 
variable quality of health services at the Directorate General of Railways, Ministry of 
Transportation. Where the multiple regression analysis has expressed the equation: 
 
= a + b1X1 + b2X2 
With the following formula:  
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From the helper table to calculate the multiple regression equation two predictors are 
obtained: 
 
X1 = 287,400 X12 = 1154,813  
X1.Y = 1158,729 
X2 = 291,000 X22 = 1184.129  
 X2.Y = 1173.338 
Y  = 288,933 Y2 = 1166,391  
X1.X2 = 1167,400 
 
Where: 
x12   =  X12 – (X1)2/n 

 =  72

(287,400)
-1154,813

2

 

 =  72

82598,760
-1154,813

 
 =  1154,813 – 1147,205 
  =  7,608 
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x22  =  X22 – (X2)2/n 

 =  72

(291,000)
-1184,129

2

 

 =  72

84681,000
-1184,129

 
 =  1184,129 – 1176,125 
  =  8.004 
 
y2 =  Y2 – (Y)2/n 

 =  72

(288,933)
-1166,391

2

 

 =  72

83482,471
-1166,391

 
 =  1166,391 – 1159,479 
  =  6,912 
 

x1.x2  =  X1.X2 – n

  )X( . )X( 21 

 

 =  72

291,000)(287,400)(
-1167,400

 

 = 72

83633,400
-1167,400

 
 = 1167,400 – 1161,575 
  = 5,825 
 

 x1.y  =   X1.Y - n

  Y)( . )X( 1 

 

 =  72

288,933)(287,400)(
-1158,729

 

 =  72

83039,440
-1158,729

 
 =  1158,729 – 1153,326 
  =  5,403 
 

 x2.y  =   X2.Y - n

  Y)( . )X( 2 

 

 =  72

288,933)(291,000)(
-1173,338

 

 =  72

84079,600
-1173,338

 
 =  1173,338 – 1167,772 
  =  5.566 
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Furthermore, to calculate the prices or values of constants (a), b1, and b2, the 

calculation is done with the following formula: 
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a  = 

   
n

XbXbY   2211

 

=  72

(291,000) 0,403-(287,400) 0,402-288,933

 

= 72

306,117408,115933,288 

 

= 72

56,219

 
=  0.781 
 
Based on the results of these calculations obtained:  
a =  0.781 
b1 =  0.402 
b2 =  0.403 
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From the value of the constant a and the regression coefficients b1 and b2, the regression 
equation can be made: 
 
= a + b1X1 + b2X2 
= 0.781 + 0.402X1 +0.403X2 

 
The regression equation of professionalism and work ethics of employees together 

on the quality of health services are = 0.781 + 0.402 X1 + 0.403 X2. It means that the 
quality of health services is high and low because professionalism and work motivation 
can be predicted through the regression equation. Based on these data, employees' 
highest professionalism and work ethic scores are 75 (5 x 15). 5 is the highest score for 
each answer, and 15 is the number of question items. Therefore, the value of improving 
the quality of health services is: 
 

= 0.781 + 0.402 + 0.403 . 75 
 = 0.781 + 60.350 
 = 61,131 
 

If the value of professionalism and work ethic of employees is increased to 75 
units, then the value of the quality of health services increases from 0.781 units to 61.131 
units. Therefore, it means that the higher the professionalism and the better the 
employees' work ethic, the higher the quality of health services at the Directorate General 
of Railways, Ministry of Transportation. 
 
 
Discussion and Analysis 
 

Based on the proposed hypothesis about the effect of professionalism and work 
ethic of employees on the quality of health services at the Directorate General of Railways, 
Ministry of Transportation, it is necessary to discuss the existence of each variable. The 
research results on the professionalism variable have a strong and significant positive 
influence with a correlation coefficient value of 0.745, while the coefficient of 
determination (r²) is 0.555, meaning that the professionalism variable contributes 55.5% 
in influencing the health service quality variable. While the t-test value of 9.346 is greater 
than the t-table of 2,000 so it can be concluded that the null hypothesis (Ho), which states 
that there is no positive and significant effect between professionalism on the quality of 
health services, is "rejected" and the alternative hypothesis (Ha) which states there is a 
positive and significant influence between professionalism on the quality of health 
services "accepted." Although the effect between these two variables is strong and 
significant, with a coefficient of determination that is only 55.5%, it shows that the 
professionalism of employees is not maximized. It needs to be improved by increasing 
the professionalism of employees through organizing training for employees who lack 
good work skills, establishing character building for all employees by participating in 
seminars held by the agency, and maximizing and channeling the potential of employees 
in the fields under their control. 
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The results of the research on the employee work ethic variable have a strong and 
significant positive influence on the quality of health services with a correlation 
coefficient value of 0.748, while the coefficient of determination (r²) is 0.560, meaning 
that the employee work ethic variable contributes 56.0% in influencing the quality 
variable—health services. The t-test value of 9.436 is greater than the t-table (2,000), so 
it can be concluded that the null hypothesis (Ho) is rejected, and the alternative 
hypothesis (Ha) is accepted. Although the effect between these two variables is strong 
and significant, the coefficient of determination which is only 56.0%, shows that the 
employee's work ethic in terms of service has not satisfied service users.  

It needs to be changed by improving employees' work ethic by providing rewards 
and punishments for employees with the status of State Civil Apparatus and Non-State 
Civil Apparatus in terms of service to service users in the relevant agency. In addition, 
policies that exist within the organization must also pay attention to the needs and 
interests of employees, especially those who serve as service officers, because by 
accommodating and paying attention to the interests of service officers, employees will 
not behave and have bad ethics in carrying out their duties. However, with a coefficient 
of determination of only 56.0%, employees' work ethic in terms of service has not 
satisfied service users. Therefore, it needs to be changed by improving employees' work 
ethic by providing rewards and punishments for employees with State Civil Apparatus 
and Non-State Civil Apparatus in terms of service to service users in the relevant agency. 
In addition, policies that exist within the organization must also pay attention to the 
needs and interests of employees, especially those who serve as service officers, because 
by accommodating and paying attention to the interests of service officers, employees 
will not behave and have bad ethics in carrying out their duties. However, with a 
coefficient of determination of only 56.0%, employees' work ethic in terms of service has 
not satisfied service users.  

The results of the simultaneous analysis show that the professionalism and work 
ethic of employees have a strong and significant positive effect on the quality of health 
services. It has been significantly proven from the results of research partially and 
simultaneously that the quality of health services at the Directorate General of Railways, 
Ministry of Transportation can be determined by factors of professionalism and work 
ethic of employees as seen from the correlation coefficient value of 0.799. At the same 
time, the resulting influence contribution (r²) is 63.8%, and other factors outside the 
research model determine the remaining 36.2%. The results of the calculated F test of the 
three variables showed the results of 60,927, which is greater than the F table (3,13). 
Therefore, it can be interpreted that there is no positive and significant effect of 
employees' professionalism and work ethic on the quality of health services. Therefore, 
h null is rejected, and the alternative hypothesis (Ha) is accepted. 

The resulting influence between these three variables is strong and significant, 
with a coefficient of determination of 63.8%. However, with the remaining determination 
of 36.2%, it shows that employees' professionalism and work ethic have not improved 
the quality of service to the maximum. Therefore, it needs to be improved by providing 
creative and innovative services to realize excellent service and customer satisfaction. 
Creative and innovative services in the form of the latest strategies to facilitate and 
expedite the fulfillment of both public and community services, such as online 
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technology-based services (making special applications for health services in the form of 
websites, for example, e-regulation, e-health service, e-information) so that customers 
can access information easily and quickly.  

Based on the preceding, the variables of professionalism and work ethic of 
employees on the quality of health services indicate that the magnitude of the influence 
of the variables quantitatively can be explained as follows: 

a) The author needs to analyze the influence of the variable X1 (professionalism) on 
Y (quality of health services) because professionalism is a commitment to 
producing quality work based on the expertise possessed by a person to bring 
satisfaction to others. People who are called professionals commit (a very 
responsible behavior or attitude) in carrying out their profession or also called 
having integrity. Professionalism is always associated with efficiency and 
effectiveness, which is indicated by expertise (competence), commitment 
(integrity), and output (output). 

b) For the effect of the variable X2 (employee work ethic) on Y (quality of health 
services), the authors need to analyze because the employee's work ethic is a 
critical and rational reflection on moral values, ethical codes, and moral norms as 
well as the science of good behavior and moral philosophy. that determine and 
manifest in attitudes and patterns of human behavior, both individually and in 
groups 

c) Finally, this study will prove the influence of the variable professionalism (X) and 
employee work ethic (X2) on the variable quality of health services (Y). The 
variable quality of health services is measured by a reliable attitude, has a fast 
response, provides self-confidence and empathy for service users, and tangible 
services to provide satisfaction to the service user community with 
predetermined standards. 
Identifying the variables of professionalism and work ethic of employees will 

affect the quality of health services. According to the author, based on the above thinking, 
the hypothesis states that professionalism and work ethic of employees has a strong 
influence on the quality of health services at the Directorate General of Railways, Ministry 
of Transportation, is acceptable. Furthermore, the magnitude of the influence of the two 
independent variables with the dependent variable also shows how to implement and 
improve the quality of health services optimally; this fact has been answered by the 
existence of high professionalism and good employee work ethics.  

Practically, the two variables work together, meaning that in the process, 
employees' professionalism and work ethic can become variables or factors that 
determine whether the quality of health services is high or low. If professionalism is high 
and employees' work ethic is good, then the quality of health services will automatically 
increase. In this discussion, the author concludes that the two independent variables 
above show a very significant influence, meaning that without high professionalism and 
good employee work ethics, the quality of health services at the Directorate General 
cannot be achieved improved or implemented optimally. 
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Conclusion and Recommendation 
 

Conclusion: The research results on the professionalism variable have a strong and 
significant positive effect with a correlation coefficient of 0.745. While the value of the 
coefficient of determination (r²) is 0.555, meaning that the professionalism variable 
contributes 55.5% in influencing the health service quality variable. The research results 
on the employee work ethic variable have a strong and significant positive influence on 
the quality of health services with a correlation coefficient of 0.748. While the value of the 
coefficient of determination (r²) is 0.560, meaning that the employee work ethic variable 
contributes 56.0% in influencing the health service quality variable. The results of the 
research that the variables of professionalism and work ethic of employees together have 
a strong and significant positive influence on the quality of health services with a 
correlation coefficient of 0.799. While the resulting influence contribution (r²) is 0.638, 
meaning that the variables of professionalism and work ethic of employees contribute 
56.0% in influencing the variable quality of health services. 

Recommendation: the professionalism of employees in the service and health 
sector needs to be improved immediately, the need for supervisory monitoring to provide 
high work results, and improve skills through quality training. Employees who lack good 
work skills establish character building for all employees by participating in seminars 
held by the agency and maximizing and channeling employees' potential in the fields 
under their control. The work ethic of employees at the Directorate General of Railways, 
Ministry of Transportation, is suggested to be improved by implementing moral norms 
and social sanctions for employees who violate regulations, seriously increasing 
compliance with applicable legal rules within the organization, improving work ethics 
employees through rewards and punishments for employees with the status of State Civil 
Apparatus and Non-State Civil Apparatus in terms of service to service users in the 
relevant agency. In addition, existing policies within the organization must also pay 
attention to the needs and interests of employees, especially those who serve as service 
officers. The quality of health services at the Directorate General of Railways, Ministry of  
Transportation is suggested to be improved through creative and innovative services so 
that excellent service is realized and is customer satisfaction oriented. Creative and 
innovative services in the form of the latest strategies to facilitate and expedite the 
fulfillment of both public and community services, such as online technology-based 
services (making special applications for health services in the form of websites, for 
example, e-regulation, e-health service, e-information).  
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