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ABSTRACT
This study utilized self-efficacy variables, organizational culture, emotional intelligence, and
responsiveness. The purpose of this research is to determine the structural model of each
variable as an endogenous variable and exogenous variable. Data used in this research is
primary data collected by explanatory survey method and sampling technique in the form of
accidental sampling up to 150 respondents. The respondents are a patient family of Metro
City Blood Transfusion Unit (Unit Transfusi Darah Kota Metro). Measurements were made
using a Likert-scale questionnaire. Instrument testing includes validity test and reliability test,
while test requirement analysis used Lilifores normality test, homogeneity, linearity, and
regression significance. The tool used as a measurement of Structural Equation Modeling
using Linear Structural Relationship program. Based on the research findings it was found
that self-efficacy has a direct positive effect on emotional intelligence, organizational culture
has a positive direct effect on emotional intelligence, self-efficacy has no effect on
responsiveness, organizational culture has a positive direct effect on responsiveness, and
emotional intelligence has a direct positive effect on responsiveness.
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Quality health services are health services capable of satisfying every service user in
accordance with the level of satisfaction of the average population and its implementation in
accordance with codes of ethics and standard services (Angelova, 2011). Two important
elements in efforts to improve health services are the level of patient satisfaction as a service
user and compliance with service procedure standards.
There are two parties involved in the process of service delivery, ie service providers
and consumers. The consumer is a society that benefits from service provider organization
or officer activity (Shih, et al., 2015). It means that the improvement of the service quality is
not only from the point of view of the organization but from the point of view of the patient or
the patient's family as well. The organization must acknowledge the wishes and needs of the
patient's family, therefore the service quality provided should be really considered.
Increased service quality will affect patient satisfaction, in addition, patient loyalty will
be created (Franceschini, et al., 2010). To achieve competitive advantage, the organization
should pay attention not only to current customers needs but also future needs. Therefore, it
is necessary for an organization to anticipate by innovating and developing closeness with
customers. Therefore customer needs can be fulfilled in accordance with what is expected
and increase satisfaction with services provided.
Self-efficacy is defined as one’s belief in their ability to perform a task and is an
important part of self-control (Schermerhorn, et al., 2011, in Wibowo, 2013). Cherian & Jacob
(2013), Mathisen & Bronnick (2009) correlated Self-efficacy with confidence, competence,
and ability (trust, competence, and ability). People with high self-efficacy are convinced that
they have the necessary skills to do a particular job, that they are capable of the effort
required, and no outside factor will deter them from achieving the desired level of
performance.
Someone with low self-efficacy believes that no matter their effort, they can not
manage their environment well enough to succeed (Cerino, 2014; Branch, 2014). Selfefficacy is a concept derived from "Social Cognitive Theory". The term "social" implies that
human thought and activity begin with what is learned in society, while the term "cognitive"
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implies that there is an influential contribution of cognitive processes to human motivation,
attitudes, and behavior (Kurjono, 2010; Al-Adwan, 2016).
Member’s knowledge and behaviors within an organization are driven by the
environment, and constantly experience thought process regarding the information received.
Key values, beliefs, and understandings formed by and for members of the organization are
integral components that can not be separated. These values are referred to as the culture
and are the embodiment of the behavior of actors in the organization. Organizational culture
refers to a system shared by organizational members that distinguish the organization from
others (Bateman & Scott A, 2014; Owoyemi & Ekwoaba, 2014).
There is a need for organizational culture in organizational understanding as
organizational culture studies typical behavior as the identity of the organization to develop
the organizer's performance in achieving desired goals (Wibowo, 2013). Organizational
culture determines the cultural values and norms that are good at assisting employees in the
organization as well grouping employee behavior (Adewale & Anthoni, 2013; Awadh & Saad,
2013). These values and norms will affect organizations performance level as well as groups
and individuals within the organization.
Emotional intelligence is a collection of skills, abilities and non-cognitive competition
that affects a person's ability to succeed in the face of environmental demands and
pressures (Modassir & Singh, 2008; Kasapi & Mihiotis, 2014). Emotional intelligence is a
person's ability to detect and manage emotional instructions and information.
According to Robbins (2010, in Wibowo, 2013) and Dessler (2011), Emotional
intelligence is a collection of skills, abilities and non-cognitive competition that affects a
person's ability to succeed in the face of environmental demands and pressures. Emotional
intelligence as a person's ability to detect and manage emotional instructions and information
(Adeyemo, 2015; Dharmanegara & Pradesa, 2015; Modassir & Singh, (2008) to motivate
oneself and to survive frustration, control impulses, and not to exaggerate pleasure, to set
moods, and to keep stress loads from crippling thought process, to empathize and to pray
(Putra & Surya, 2016; Setyaningrum & Sari, 2009).
According to Al-Saree & Alshurman (2015), emotional intelligence is indispensable for
success in work and produces outstanding performance in work because emotional
intelligence determines how well a person uses their skills, including intellectual skills.
Service quality is a method to accurately measure level of service offered by an
organization or service provider. Whether they can meet service standard according to
customer’s expectation or not (Agyapong, 2011). Service quality improvement is conducted
by understanding and treating front-line employees appropriately because employees who
have contact with customers are key sources for service organizations (Daneshfard, et al.,
2012). In the event of interaction between the customer and front-line employees, the
performance of the organization at that time is fully determined by employee performance.
This is caused by employee's performance at will determine whether the consumer will
peruse the service again at the next opportunity (Gronroos, 1990, in Amelia et al., 2013).
The comparison between expectations before and after receiving the service is highly
dependent on the service quality. According to Zeithaml & Bitner (2003) and Amelia, et al.,
(2013), service quality is the comparison between expectations before and after receiving
services. Parasuraman, et al., (1988), Tjiptono, (2008), and Amelia et al., (2013) explained
that there are five basic dimensions related to the service qualitys namely; 1). Tangibles are
physical facilities, equipment, personnel and means of communication, 2). Reliability, is the
ability to provide promptly, accurately, and satisfactorily promised services, 3).
Responsiveness is the desire of the staff to help the customers and provide services with
responsiveness, 4). Assurance is to include the knowledge, skills, courtesy, and credibility of
the staff, and free from harm, risk or doubt, and 5). Empathy is the ease in making good
communication links, personal attention and understanding the needs of the customers.
According to Angappa, et al., (2006, in Suharto, 2016), responsiveness is a policy to
assist and provide responsive and appropriate services to consumers, with clear information
delivery. This responsiveness is one of the five dimensions commonly used in the
measurement of service quality.
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In service level agreements, responsiveness is one part of a mutually enforceable legal
contract within a matrix used to measure supplier performance and compliance with service
standards. The matrix includes; availability, reliability, responsiveness, and user satisfaction
(Ahmed & Rahman, 2015). Service level agreements create customer value by reducing the
uncertainty of the services to be delivered, the standards, and the costs. Appropriate service
level agreements will clarify the limits and roles of customers and suppliers. Thus each
knows his or her responsibilities.
Self-efficacy is a common trait possessed by each individual. Self-efficacy is very
influential on a person. Someone will succeed if they possess high confidence to perform a
task. On the other hand, a dangerous complication involved someone became satisfied with
what they achieved (Wang & Shieh, 2006). If someone has been able to convince
themselves then that person can control or control themselves in using his feelings. From
these arguments, it can be concluded that self-efficacy has a significant direct effect on
emotional intelligence. These findings are consistent with research conducted by Kurjono
(2010) that self-efficacy has a direct positive effect on emotional intelligence.
Organizational culture is the character of an organization, values and norms that are
very influential as a means of control and guide them within the organization addressed
through work attitude, values adopted (such as honesty, justice), and compliance with
regulations in the continuity of achievement of organizational goals (Somad, 2013).
Achieving an organizational goal requires a person capable to control their emotions facing
patient families who refuses to queue. From these arguments, it can be concluded that
organizational culture has a direct positive effect on emotional intelligence.
Self-efficacy is a person's beliefs about their ability or competence to perform a given
task. A person with high self-efficacy believes that they possess the capability necessary to
perform certain tasks and no external factors can prevent them from achieving desired
performance level. With a strong self-belief, someone will display more spirit during service.
It can be concluded that self-efficacy has a direct positive effect on responsiveness.
Organizational culture is a typical behavior which identifies an organization that
develops organizers performance in achieving desired goals (Wibowo, 2011). Characteristics
of an organization, values, and norms are very influential as a means of control and guide
the organization exhibited through work attitude, values adopted (such as honesty, justice),
and compliance with regulations in the continuity of achieving organizational goals (Razak,
2015). With the value and norm in the organization then someone will know how to behave in
providing the best service and in accordance with applicable rules. It can be concluded that
organizational culture has a direct positive effect on responsiveness. The theory is confirmed
by Dehghan (2006) that organizational culture is a mixture of values of beliefs and norms
defined as patterns of behavior within an organization.
Emotional intelligence is a set of abilities, skills and non-cognitive competition that
affects a person's ability to succeed in the face of environmental demands and pressures. So
they will do their job in order to serve the patient's family as well as to provide services by
providing clear information, speed in service and responding to customer complaints
(Zeithaml, et al., 2013; Smith, 2009).). It can be concluded that emotional intelligence directly
affects positively to the responsiveness. Ioannidou (2008) states that emotional intelligence
is a set of personal, emotional and social abilities that affect a person's ability to succeed in
overcoming environmental demands and pressures.
METHODS OF RESEARCH
This research utilized quantitative approach with survey method. The constellation of
research defined self-efficacy as an exogenous variable, organizational culture as
exogenous variables, emotional intelligence as an endogenous variable, and responsiveness
as an endogenous variable.
The target population is the entire family of patients at the Indonesian Red Cross Blood
Transfusion Unit (Unit Trasfusi Darah Palang Merah Indonesia) at an unknown number in
Metro City. The sample used is 150 respondents. Sampling technique using Accidental
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Sampling technique is a sampling technique which is conducted on occurrence when
respondents are waiting for service at the research location.
The instruments used in this study are multiple choice with five alternative choices and
using the Likert scale model for self-efficacy variables, organizational culture, emotional
intelligence, and responsiveness. The instrument preparation steps include developing
dimensions and indicators, preparing instruments, testing validity and reliability, instrument
revision, finalization, and data collection (Dachlan, 2014).
In relation to the issues previously mentioned, it will be analyzed based on the data
obtained by using the following analytical requirements; Instrument testing uses validity and
reliability test. Test requirements analysis using Lilliefors normality test, homogeneity of
variance, linearity and regression significance. The model uses Structural Equation Modeling
for structural equation model Hair, et al. (2010).
RESULTS OF STUDY
Prior to data analysis, requirements analysis was conducted. It is described Table 1.
Table 1 – Summary of Test Requirements of the Normality
No.
1
2
3
4
5

Error Estimated Regression
Y1 on X1
Y1 on X2
Y2 on X1
Y2 on X2
Y2 on Y1

Lvalue
0,064
0,066
0,174
0,132
0,084

Ltable
0,072
0,072
0,072
0,072
0,072

Decision
H0 Acceptable
H0 Acceptable
H0 Unacceptable
H0 Unacceptable
H0 Unacceptable

Conclusion
Normal
Normal
Unnormal
Unnormal
Unnormal

Homogeneity Analysis Requirement Test. The results of this test are used to determine
the relationship between variables, with the requirement that each variable must have a
homogeneous relationship.
Table 2 – Summary of Test Requirements of the Homogeneity
α = 0.05
No.
1
2
3
4
5

Variable
Y1 on X1
Y1 on X2
Y2 on X1
Y2 on X2
Y2 on Y1

2

X

2

X

value

31,139
57,053
50,336
74,793
52,463

table

; (dk)

142,138; (116)
137,701; (112)
142,138; (116)
136,591; (111)
142,138; (116)

Conclusion
Homogenous
Homogenous
Homogenous
Homogenous
Homogenous

Analysis of Linearity and Regression Significance Requirement Test. The results of this
test are used to determine the relationship between variables, with the requirement that each
variable must have a linear relationship and regression significance.
Table 3 – Summary of Test of Requirements and Significance Linearity Regression
No.

Variable

1
2
3
4
5

Y1 on X1
Y1 on X2
Y2 on X1
Y2 on X2
Y2 on Y1

Fvalue
(TC)
0,17
0,13
0,16
-0,15
0,15

α = 0,1
Fvalue
(a/b)
71,15
49,73
39,70
57,51
88,59

Ftable
2,12
2,12
2,12
2,12
2,12

Linearity Regression
Linearity and Significant
Linearity and Significant
Linearity and Significant
Linearity and Significant
Linearity and Significant

Result of Path Coefficient Calculation (tvalue). After the analysis test was conducted, the
next step is to calculate and test each path coefficient as presented in Table 4.
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Table 4 – Results of the Path Coefficients Summary
No.

Variable

1
2
3
4
5

Y1 on X1
Y1 on X2
Y2 on X1
Y2 on X2
Y2 on Y1

Path Coefficients (ρ)
SLF*
tvalue
0,52
5,25
0,25
2,67
0,04
0,32
0,45
,45
3,82
0,36
36
3,69

Decision

Conclusion

H0 Unacceptable
H0 Unacceptable
H0 Acceptable
H0 Unacceptable
H0 Unacceptable

Significant
Significant
Insignificant
Significant
Significant

* Standardized Loading Factor

Path Coefficient Sub-structure
structure 1. The model of the path coefficient sub-structure 1
analysis is expressed in the form of equations: Y1 = β31X1 + β 32X2 + ε1. This test will provide
decision-making test hypotheses 1, and 2.

Figure 1 – Path Coefficient Substructure 2

Based on sub-structural
structural test 1, path coefficient (β31) was equal to 0.52 and tvalue = 5.25
> ttable (0.05: 150) = 1.97 therefore H0 is rejected and path coefficient β31 is significant. This
means that self-efficacy has a direct positive effect on emotional intelligence. The path
coefficient (β32) is 0.25 and tvalue = 2.67 > ttable (0.05: 150) = 1.97 then H0 is rejected and the path
coefficient (β32) is significant. This means that organizational culture has a direct positive
effect on emotional intelligence.
Path Coefficient Sub-Structure
Structure 2. The model of the path coefficient sub-structure 1
analysis is expressed in the form of equations: Y2 = β41X1 + β42X2 + β43Y2 + ε2. This test will
provide decision-making test hypotheses 3, 4, and 5.

Figure 2 – Path Coefficient Sub-Structure 2
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Based on sub-structure
structure 2 testing, the path coefficient (β41) is 0.04 and tvalue = 0.32 >
ttable (0.05: 150) = 1,97 then H0 is accepted therefore path coefficient (β41) is not significant. This
indicates self-efficacy has no direct effect on responsiveness. The path coefficient (β42) is
0.45 and tvalue = 3.82> ttable (0.05: 150) = 1.97 then H0 is rejected therefore path coefficient (β42) is
significant. This indicates organizational culture has a direct positive effect on
responsiveness. The path coefficient (β43) is 0.36 and tvalue = 3.69 > ttable (0.05: 150) = 1.97
then H0 is therefore path coefficient (β43) is significant. This indicates emotional intelligence
has a direct positive effect on responsiveness.
Based on the calculation of path coefficient and t-value for hypothesis testing purposes,
it exhibits five path coefficients are > 0.05 and t-value > 1.97, therefore H0 is rejected and
four paths are significant.
The overall standardized solution path diagram in each variable through the Linear
Structural Relationship program is described in Figure 3.

Figure 3 – Path Standardized Solution Diagram

Based on Figure 3, Path standardized solution diagram, in addition to direct influence
(direct), there is also a total and indirect effect between exogenous variables (X) and
endogenous variables (Y). Based on the linear output of structural relationship about the
standardized total effect exhibits: (1) the total effect of self-efficacy
efficacy variable X1 and
organizational culture (X2) and emotional intelligence (Y1) on the responsiveness (Y2) directly
(direct effect) of each variable, because it is not mediated by other variables (intervening
variable), (2) the total effect of self-efficacy variable (X1) and organizational culture (X2) to
(Y1) is the same as the sum of the direct effects of each variable, since it is not mediated by
the intervening variable, (3) the indirect effect of the self-efficacy variable (X1) on the
responsiveness (Y2) of 0.52 x 0.45 = 0.234, due to variable (intervening variable) such as
emotional intelligence (Y1) equal to 0.45. Whereas total influence is equal to 0.04 + 0.234 =
0.274, and (4) indirect effect the organizational culture variable (X2) to the responsiveness
(Y2) is 0.5 x 0.45 = 0.113 due to intervening variable such as emotional intelligence (Y1)
equal to 0.45, while its total influence is 0.36 + 0.113 = 0.473.
Description of exogenous variables effect (X) on the endogenous variable (Y) above
exhibits variables X1 and X2 have a significant effect on Y2 because of the intervening
(mediation) Y1 variable has a greater influence value compared with the non-mediated
variables by another variable. In other words, self-efficacy, organizational culture and
emotional intelligence affect responsiveness. It has a greater influence value compared to
only one variable (X) that affects responsiveness. It also occurs in emotional intelligence
variables, that the self-efficacy
efficacy and organizational culture affect emotional intelligence. It has
a greater influence value compared to only one variable (X) that affects emotional
intelligence.
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DISCUSSION OF RESULTS
Self-Efficacy Direct Positive Influence To Emotional Intelligence. Research result
exhibits self-efficacy has a direct positive effect on emotional intelligence. This suggests that
if an employee or officer believes in his or her ability to perform a task, achieves goals, and
overcomes whatever barriers it faces, emotional intelligence involves the ability to monitor
and control the feelings of self and others and use those feelings to motivate yourself, to
control impulse, and increase empathy.
These findings are consistent with research conducted by Kurjono (2010) that selfefficacy has a positive effect on emotional intelligence.
Organizational Culture Direct positive influence to Emotional Intelligence. Research
result exhibits organizational culture has a direct positive effect on emotional intelligence.
This suggests that if the characters of an organization, values and norms are influential as a
means of control and guiding members within an organization displayed through work
attitudes, shared values (such as honesty, fairness), and regulatory compliance, emotional
intelligence which involves the ability to monitor and control self and others feelings and use
those feelings to motivate oneself, control impulses, and increase empathy.
Research result is in line with Leidner & Kayworth (2013, in Darodjat, 2015), that
organizational culture is formed by taking into account the aspects that become positive
values for the achievement of organizational goals sustainability. The more people in the
organization that hold the established culture, the culture will become stronger and vice
versa.
Self-Efficacy Has No Direct Effect on Responsiveness. Research result exhibits selfefficacy has no significant effect on the responsiveness. This indicates that if the task is to
overcome obstacles and objective changes, it will not affect employees’ capability in
providing clear information, service speed, and responding to consumer complaints.
Employees will continue to serve the patient's family well and maximally in accordance with
what is expected.
Organizational Culture Direct Positive Influence to Responsiveness. Research result
indicates that organizational culture has a direct positive influence on responsiveness. This
suggests that if an organization or institution has its own characteristics, such as work
attitudes, shared values and employee compliance with existing regulations, then
responsiveness is included in the key dimensions of service quality, which is staff or
employees willingness to provide clear information, service speed and responding to
consumer complaints in accordance with expectation would increase.
These findings are in line with research conducted by Somad (2013) that organizational
culture has a positive and significant impact on service quality.
Emotional Intelligence Direct Positive Influence to Responsiveness. Research result
exhibits that emotional intelligence has a significant influence directly to the responsiveness.
This suggests that if a form of emotional intelligence involves the ability to monitor and
control self and others feelings and use those feelings to motivate oneself, control impulse,
and empathize. The responsiveness is a willingness to provide clear information, service
speed, and responding to customer complaints from patients’ family which is needed to
improve service quality.
By improving emotional intelligence, the responsiveness will also increase and vice
versa. The influence is the magnitude of the coefficient of emotional intelligence contribution
to the responsiveness. It is in line with Sailan’s research (2016), emotional intelligence can
be improved by changing the destructive beliefs and replacing them with constructive beliefs.
The key to achieving success is to realize self-limitations and know how to handle it.
CONCLUSION AND SUGGESTIONS
Based on data collection and performed tests, this research conclusion is described as
follows:
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Self-efficacy has a direct positive effect on emotional intelligence. If the ability to
perform the task, competence and can overcome the obstacles faced then the skills
possessed will grow better. This means that if the self-efficacy is improved, employees’
emotional intelligence, skills, non-cognitive competence, and capability in facing
environmental demands and pressure in service delivery will improve.
Organizational culture has a direct positive effect on emotional intelligence. If the work
attitude and obedience to the regulation is improved then the employee can control the
impulse and empathy in service the patient's family. This means that if the organizational
culture is improved, thus emotional intelligence and the mastery of emotional clues in service
delivery will improve.
Organizational culture has a direct positive effect on responsiveness. If the work
attitude, the values adopted, such as honesty, fairness, and compliance with the rules
improved, service speed, and responding to consumer complaints will improve. It means that
if the organizational culture is improved by employees, then responsiveness of employees in
service delivery will be improved as well.
Emotional intelligence has a direct positive effect on responsiveness. If the skills
possessed, controlling impulse and empathy are improved then in providing information,
service speed, and responding to consumer complaints will improve. This means that if
emotional intelligence is improved, it would directly improve employees’ responsiveness in
service delivery.
Based on conclusion described above, the researchers can provide the following
suggestions:
Increasing self-efficacy on emotional intelligence, is one effort that must be done to
increase employee confidence about their ability or competence to perform their job and
overcome obstacles in accordance with expectations.
Increasing organizational culture to emotional intelligence. An organization must
continue to improve in order to develop. Organizational culture is necessary for the members
to develop self-control, to behave in accordance with the values adopted, and adhere to
existing regulations in accordance with applicable regulations.
Increased self-efficacy of responsiveness needs to be instilled continuously to
employees. Because in every human being there is an extraordinary competence that can be
developed and possessed. In developing mentioned competence requires strong impulse. By
doing so it will increase confidence and competence in providing services to consumers or
family patients.
Improvement of organizational culture to responsiveness required improvement.
Organizational culture is needed in the understanding of an organization. Because
organizational culture studies about a typical behavior as an identity such as work attitude,
shared values, and applicable rules of the organization to improve employee responsiveness
in providing clear information, the speed of employees in service and responding to
complaints from patient's family expectations.
Increased emotional intelligence on responsiveness should be instilled continuously in
employees. Employees can control themselves by managing positive and negative emotional
forms in improving skills, controlling impulses and empathy that can affect performance in the
context of service delivery to consumers.
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