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ABSTRACT 

Good quality of health services is an important factor in increasing patient satisfaction, including postpartum mothers 

undergoing treatment at health facilities. This study aims to provide an overview of the level of satisfaction of 

postpartum mothers with the quality of health services in the Melati II Room of Buleleng District Hospital. The method 

used is descriptive explorative with a quantitative approach. The study population was postpartum mothers treated in 

the Melati II Room from March to April 2025. The sample size in this study was 80 respondents. The technique used 

was purposive sampling with specified criteria. Data were collected through questionnaires regarding the 

characteristics of postpartum mothers and the level of satisfaction with the midwifery services received. Data analysis 

was carried out descriptively to describe the characteristics of respondents and the level of satisfaction with health 

services. The results showed that the level of satisfaction of postpartum mothers with health services in the Melati II 
Room was in the good category, with an average conversion value of 79 on a scale of 100. The elements with the 

highest scores were the reasonableness of service costs and complaint handling, while the quality of facilities and 

infrastructure had the lowest score. The conclusion of this study shows that health services in the Melati II Room are 

quite adequate but there needs to be an improvement in the physical facilities aspect. It is recommended that Buleleng 

District Hospital improve the quality of physical facilities, room comfort, and cleanliness. 
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INTRODUCTION 

High-quality healthcare services are a primary determinant of the population’s health 

status. The postpartum period—defined as the first 42 days after delivery—is a critical phase for 

the mother’s physical and psychological recovery as well as the newborn’s adaptation. Optimal 

midwifery care during this time can reduce the risk of complications and maternal and neonatal 

mortality (World Health Organization, 2022; Ministry of Health of the Republic of Indonesia, 

2018). 

Several studies have underlined that maternal satisfaction with postpartum care is 

influenced by the quality of communication, education, and emotional support provided by 

healthcare personnel. Aladwan, Farah, and Hasan (2021) reported a positive correlation between 

staff responsiveness and patient satisfaction in postnatal care. Permata Sari, Lestari, and Wulandari 

(2023) found that 44.7 % of postpartum mothers at Padangsari Community Health Center were 

satisfied with the services received, yet limited knowledge and inadequate facilities still hindered 

their comfort. A survey at Sebening Kasih Hospital indicated a 75 % satisfaction rate among post-

partum mothers, highlighting cleanliness and staff friendliness as key factors (Khidhiyyatus 

Sa’adah, Nugraheni, & Setiawan, 2023). Lioni Argista, Astuti, and Cahyono (2024) reported that 

86 % of postpartum mothers in a specific ward felt the care met their expectations, although service 

speed and communication remained areas for improvement. 

At the Buleleng District General Hospital (RSUD), an internal survey of the Melati II Ward 

yielded an 86.88 % satisfaction score against the national standard of ≥ 90 % (Manullang, 

Rahmawati, & Priyono, 2024). These findings suggest that, although most mothers perceive the 

care as adequate, gaps persist between expectations and reality—particularly in the efficiency of 

care processes, clarity of information, and comfort of facilities (Suyatmi, Hartati, & Wijaya, 2024). 

It is therefore essential to explore these issues further in order to develop evidence-based 

recommendations for improving postpartum midwifery services at RSUD Buleleng. 
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This study aims to measure and analyze the level of satisfaction among postpartum mothers 

with the midwifery services provided in the Melati II Ward of Buleleng District General Hospital, 

as a basis for quality improvement recommendations. The results are expected to contribute 

concretely to enhancing the quality of postpartum care and reducing maternal and neonatal 

complications and mortality in the region. 

METHOD 

This study employed an exploratory descriptive design with a convergent cross-sectional 

approach, meaning that quantitative and qualitative data were collected simultaneously and then 

integrated to gain a holistic understanding of postpartum maternal satisfaction (Hunter et al., 

2019). 

The research was conducted in Melati II Ward of Buleleng District General Hospital 

(RSUD Kabupaten Buleleng) from March to April 2025. 

The population were all postpartum mothers receiving care in Melati II Ward during the 

study period. The Sample in this study was a total of 80 respondents was selected via purposive 

sampling. Sample size was determined using Slovin’s formula (N = 100; e = 0.05), resulting in n 

= 100 / (1 + 100 × 0.05²) ≈ 80. Inclusion criteria were postpartum mothers aged ≥ 18 years 

receiving care in Melati II Ward and willing to participate and able to provide informed consent. 

Exclusion criteria in this study were Inability to communicate in Bahasa Indonesia and decline to 

participate. 

Data were gathered using a structured questionnaire based on the SERVQUAL model 

(reliability, responsiveness, assurance, empathy, tangibles), employing a four-point Likert scale (1 

= very dissatisfied to 4 = very satisfied). The instrument was developed in accordance with 

Permenpan RB No. 14 of 2017 on Guidelines for Conducting Public Service Satisfaction Surveys. 
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Questionnaires were distributed and completed by each mother on the last day of her hospital stay, 

following researcher instruction. 

Service quality classification followed the conversion intervals specified in Permenpan RB No. 

14, 2017: 

Perception 

Score 

Interval NI Conversion 

Interval 

Service 

Quality 

Unit 

Performance 

1 1.00 – 2.5996 25.00 – 64.99 D Poor 

2 2.60 – 3.064 65.00 – 76.60 C Fair 

3 3.063 – 3.532 76.61 – 88.30 B Good 

4 3.5324 – 4.00 88.31 – 100 A Very Good 

 

RESULTS 

Respondent Characteristics 

Table 1 summarizes the demographic and service‐related profiles of the 80 postpartum 

mothers surveyed. 

Table 1. Characteristics of Postpartum Respondents  

Period of March - April 2025 

Characteristic Category n % 

Age 20–35 years (reproductive) 62 80.1 

 < 20 or > 35 18 19.9 

Education Primary (SD and lower) 11 13.8 

 Secondary (SMP/SMA) 42 52.5 
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 Higher (Diploma/Bachelor) 27 33.8 

Occupation Housewife 48 57.9 

 Working (private, labor, teacher) 32 42.1 

Type of Service Postpartum care 39 48.8 

 Post-cesarean (SC) 41 51.2 

 

Service Satisfaction Scores 

Figure 1 illustrates the conversion scores for nine dimensions of midwifery service quality, 

measured with a Likert‐based SERVQUAL questionnaire. Scores range from 16.22 (Facilities 

Quality) to 23.97 (Cost Fairness). 

 

Overall, the mean conversion score across all nine dimensions was 19.75 (×4 = 79.0 on a 100‐

point scale), corresponding to a “Good” performance category according to Permenpan RB No. 

14 standards. 
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DISCUSSION 

The study reveals generally positive satisfaction levels among postpartum mothers at 

Melati II Ward, with particular strengths and areas for improvement: High Satisfaction in Cost 

Fairness and Complaint Handling, the highest scores for Cost Fairness (23.97) and Complaint 

Handling (23.58) suggest that BPJS coverage and transparent grievance mechanisms significantly 

enhance mothers’ perceptions of fairness and responsiveness. These findings align with Larasati, 

Winoto, and Wahyoedi (2024), who found that effective complaint systems strengthen patient-

provider relationships and sustain service quality. 

Lower Scores in Facilities Quality: The lowest conversion score for Facilities Quality 

(16.22) indicates a need to upgrade physical infrastructure (e.g., beds, monitoring equipment, 

ventilation). Similar conclusions were drawn by Setianingsih and Susanti (2021), who reported 

that environmental conditions strongly influence patient comfort and satisfaction. 

Moderate Performance in Staff Competence and Behavior: Staff Competence (19.46) and 

Staff Behavior (19.30) fell in the “Good” range, reflecting generally professional and courteous 

care by doctors and midwives. Nevertheless, respondents noted room for improvement in 

communication clarity and service efficiency, echoing Hermanto (2019), who demonstrated the 

impact of response speed on perceived service quality. 

 

CONCLUSIONS 

Based on the results of a study conducted on 80 postpartum women in the Melati II Ward 

of Buleleng Regency Hospital, it can be concluded that postpartum women's satisfaction with 

midwifery services is in the good category, with an average conversion score of 79 on a scale of 

100. The service elements with the highest scores were reasonableness of service fees and handling 

of user complaints, indicating that patients highly value affordability and responsiveness of 

services. Meanwhile, the element with the lowest score was the quality of facilities and 

infrastructure, which needs to be improved to support overall patient comfort. 
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Based on these findings, it is recommended that the hospital prioritize improvements in 

facilities and infrastructure, as this aspect scored the lowest and may influence the overall comfort 

of postpartum women. In addition, while service fees and complaint handling were rated highly, 

maintaining the affordability of services and ensuring that complaint-response procedures remain 

efficient will be essential for sustaining patient satisfaction. Providing continuous training for 

midwifery staff could also help strengthen service quality and ensure that the needs and 

expectations of postpartum patients are consistently met. 
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