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ABSTRACT

Background: There are still many people who do not know about the National Health
Insurance itself, the ease of treatment using the National Health Insurance has not been fully
successful, because of the length of bureaucracy and the lack of facilities and infrastructure to
support the National Health Insurance program.

Purpose: The purpose of this study was to see correlation between services quality and
satisfaction BPJS Patients.

Methods: A correlational study methodology was used with a group of BPJS Patients. To
obtain 30 individuals, a consecutive sampling procedure was used. The data was analyzed
using the Spearman rho statistical test, with a significance threshold of = 0.05.

Results: The data revealed that, of the 30 respondents, the majority, 26 respondents (80
percent), stated that the services quality was good, and the majority had adequate satisfaction,
25 respondents (83 percent ). The results of the analysis of the spearman rho test obtained a
p-value = 0.000 which is less than the value of alpha (0.05) so it can be concluded that HO is
rejected, meaning that there is a relationship between the services quality and the satisfaction
of BPJS patients at X Public Health Center Kediri City.

Conclusion: Based on the study's findings, it is possible to conclude that there is a link
between the services quality and the satisfaction of BPJS patients. The study's findings also
suggest that services quality can increase satisfaction because patient will have loyalty if
public health center can ensure services quality to BPJS patient.
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BACKGROUND

One of the health problems faced by Indonesian people today is is that there are still
many people who do not know about the National Health Insurance alone, convenience
treatment with use Guarantee Health National even not yet fully successful, due to the length
of the bureaucracy and the lack of supporting facilities and infrastructure the National Health
Insurance program (Yustisia, 2019). In running the service program Guarantee Health
National the, BPJS Health cooperate with various facility health services such as Puskesmas,
Posyandu, and Hospitals to provide health services for the community, especially those with
low incomes in the hope of being able to provide service health which worthy and quality
because limitations financial (Thabrany, 2020). Service health quality is factor which
important in reach satisfaction patient. Satisfaction patient is feeling patient which arise as
consequence from performance service the health he gets after the patient compares With
what what he expected (Department of health, 2020).

Factors which cause patient dissatisfaction BPJS among them a lot patients who must
be served at the First Provider (PPK 1) causes the queue to become longer, The examination
is carried out quickly and seems rushed so that the patient feels that it is not enough time to
consult a doctor (Muninjaya, 2019). Restricted drug administration makes patients are not
comfortable, because BPJS Health participants have to queue back and forth for treatment
again. By using a tiered referral system, patients feel that the referral process takes longer
(Alamsyah, 2019). Giving referrals is also not as easy as when it was Askes or Jamsostek or
Jamkesmas. Limited service time or practice hours at Family Doctors also cause complaints
from patients related to the tiered referral system (Bustami, 2018). Satisfaction BPJS
participants on the quality of hospital services really need to be monitored. Because if the
patient BPJS participants did not get satisfaction, so it is not impossible that people who have
not registering as a BPJS service participant will not want to register himself. Until the
program government will also be difficult to realize (Purwanto, 2018). In this case reviewing
from the goal The government from the BPJS Health program above to improve hospital
services that maximum and could realize registered whole people Indonesia in program. In
repair facility service health very need existence survey satisfaction patient (Supartiningsih,
2017). Patient satisfaction is one of the standard measures that have been set for measure
succeed or whether or not service health (Arsepta, 2018).

Satisfaction patient Becomes part integral from activity guarantee quality service
health. That is, the measurement of the level of patient satisfaction must be an activity that
cannot be separated from patient satisfaction measurement of the quality of health services.
Dimensions of patient satisfaction become one dimension of quality service health which
very important (Kurnia, 2018). Quality service which good will cause satisfaction on
customer or user service service (BPJS) (Wahyuni, 2019). With holding system Guarantee
Health National (JKN) expected satisfaction patient could increases along with the increase in
the quality of health services (Irawan, 2018).

OBJECTIVE

The objective of this study was to see correlation between services quality and
satisfaction BPJS Patients.
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METHODS

The research design used in this study is a correlational study with cross sectional
approach. The sampling technique used is Consecutive Sampling which meet the inclusion
and exclusion criteria. The population is 1,662 with a sample of 30 people. In this study the
independent variable is service quality and the dependent variable is satisfaction in counter
Public health center X on patient BPJS. Test statistics which used is Spearman Rank with
score = 0.05.

RESULTS
Data General

Age Frequency Percentage (%0)
< 25 Year 7 23
25-35 Year 19 64
> 35 Year 4 13
Amount 30 100

Type Sex Frequency Percentage (%)
Man 10 33
Woman 20 67
Amount 30 100

Education Frequency Percentage (%)
SD 5 17
JUNIOR HIGH SCHOOL 10 33
SENIOR HIGH SCHOOL 14 47

Diploma/PT 1 3

Amount 30 100

Work Frequency Percentage (%)
Farmers/IRT 9 30
Entrepreneur/Trade/Entrepreneur 14 47
Employee Private 6 20

Employee Country Civil (PNS/TNI/POLRI) 1 3

Amount 30 100

Based on table on showing that age respondent is known part big respondent with
Age 25-35 Year that is as much 19 (64%) respondents. Type sex it is known that most of the
respondents are female, as many as 20 (67%) respondents. Education respondent is known
almost half from respondent with level education SENIOR HIGH SCHOOL that is as much
14 (47%) respondents. Work respondent is known almosthalf of respondent work as Trader
that is as much 14 (47%) respondents.
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Data Special
No Quality Service Frequency Percentage (%)
1 Not 1 3
enough
2 Enough 3 10
3 Well 26 87
Amount 30 100
No Satisfaction At the counter Public Frequency Percentage (%)
health center X On Patient
BPJS
1 Very Not Satisfied 1
2 Not Satisfied 1 4
3 Satisfied 3 10
4 Very Satisfied 25 83
Amount 30 100

Based on table on showing that Quality Service Counter Registration in Puskesmas X
is known to almost all respondents as many as 26 (87%) respondents in the Good category.
Satisfaction at the counter Public health center X on BPJS patient almost known whole
respondent as much 25 (83%) respondent in category Very Satisfied.

Analysis Data
Results Test Statistics Spearman Rank

Variable Level Significance
uality Service
. . Q Y . 0.00
Satisfaction In Counter Public health center X 0

On Patient BPJS

The results of data analysis show that the significance level is 0.000 < = 0.05 so that
HO rejected and H1 is accepted thus there is a relationship between service quality and
satisfaction in Counter Public health center X On Patient BPJS.

DISCUSSION

Quality Service Counter Registration In Public health center X

Based on results study is known that Quality Service Counter Registration in
Puskesmas X is known to almost all respondents as many as 26 (87%) respondents in the
Good category. This is in accordance with the results of the questionnaire that the officer at
the registration counter is always there time of service, officers at the counter to serve
patients quickly and uncomplicated, always polite in providing service, have a sympathetic
attitude and understand the wishes patient, no give attention which special to patient, officer
in counter look skilled, careful, and thorough in providing services, always recording identity
patient, give convenience in service registration, officer in counter registration look neat and
room wait in counter registration clean and comfortable.
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Department of health (2021), explain that quality service could interpreted as level
perfection of health services in accordance with standards required service by the community
to meet patient demands. The more obedient officers (profession) to standard service, so the
more quality also service health which given. Quality Health care is meeting and exceeding
customer needs and expectations through continuous improvement over the entire process
(Wijono, 2020). Customers include patients, family, and other which come for get service
doctor, employee. Quality Health services are assessed from 5 dimensions, namely reliability
(ability to fulfill promises), responsiveness (response in give service), assurance (ability give
guarantee service), empathy (ability understand desire customer), and tangibles (physical
view of the service). These five dimensions of service quality are the concept of Service
Quality is a measuring tool for the quality of health services (Tjiptono, 2020). Factors related
to the quality of health services is a predisposing factor (predisposing) factors) include
demographics (age, gender, socioeconomic status), social structure (ethnic, race, culture,
occupation, education), beliefs (belief in disease, doctors, health workers). Enabling factors
include the quality of health services, service distance, socioeconomic status, service needs
(needs), tariffs or fees, facilities, personnel services, location, speed and ease of service,
information, decisions to utilise service health.

According to opinion researcher that quality service Public health center very
important, because affect patient satisfaction. The quality of good health services can create a
sense of satisfied on self every patient. Satisfaction customer which low will impact to
decline amount visit patient which will influence profitability facility health. In addition, the
important role of each system is to ensure service quality given health. With increasing
attention to quality improvement health services, understanding of the approach to health
service quality assurance is becoming increasingly important. So it can be said that the better
the quality of health services given by the registration counter officer, the level of satisfaction
will also increase patients on the quality of services provided. On the other hand, the lower
the service quality health services provided by the health center then it will be lower
satisfaction patient against quality service service which given.

Satisfaction In Counter Health Center X Pada Patient BPJS

Based on the results of the study, it was found that satisfaction at the Puskesmas X
counter at BPJS patients are known to almost all of the respondents as many as 25 (83%)
respondents in the category Very satisfied. This is in accordance with the results of the
questionnaire that the physical facilities of the registration counter (building, living room)
waiting time, room temperature, etc.) that the patient received at the Puskesmas was
satisfactory, the patient also felt satisfied with the performance of the registration officer at
the registration counter, the counter officer is not favoritism in providing health services and
the counter staff is always on time in carrying out registration, patients feel comfortable
during the registration process at the registration counter and service in units registration
always get impression which good.

Irawan (2020), explains that patient satisfaction is a feeling of pleasure and
satisfaction because hope and his wish achieved after accept service which given. Satisfaction
patient is a patient's feeling that arises as a result of poor health service performance got it
after patient compare it with what which he hoped. Level satisfaction patient BPJS in on
quality service in Public health center could Becomes reject measuring the success of the
BPJS program specifically at the health center which is the guard front for serve the
community. The BPJS program itself is still in its journey of many shortcomings and
complaints from BPJS participants include, BPJS patient inpatient rooms are often full,
referral problems make it difficult for critical patients, lack of socialization about the BPJS
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program, slow work system and verification claim action which slow (Tjiptono, 2020). The
more tall level quality health services, the greater the perceived patient satisfaction and vice
versa, the more low level quality service health so the more small satisfaction patient which
felt. Quality service health is size evaluation thorough on a level good health services. While
patient satisfaction will be known before after the patient feels the results of the quality of
health services received which is influenced by also by hope previously and needs will
service health that (Department of health, 2021).

In the opinion of researchers that health workers can maximize performance in service
and pay attention to things that can help the patient's problems and all meet customer needs, it
is possible to increase the level of customer satisfaction that can increase customer
confidence in the services provided give. In addition, officers must always be polite and
master the knowledge and skills Skills which needed for handle every question or problem
customer. In addition, the researcher assumes that the registration counter clerk must: more
discipline in carry out tasks, especially those related to health so that things do not happen
wants and misunderstandings between patients and healthcare workers. In addition, the health
center provide means and infrastructure like corner read for patient which wait and complete
akat health in because means and infrastructure very important in increase quality service so
that creation satisfaction patient. Officer officer counter registration is also not allowed to be
favoritism and must show empathy in giving service to patients. This the registration counter
officer has a very important role important in service because it is the door or the front line to
the patient get service health.

The Relationship between Service Quality and Satisfaction at the X Health Center
Counter for Patients BPJS. The results of data analysis show that the significance level is
0.000 < = 0.05 so that HO rejected and H1 is accepted thus there is a relationship between
service quality and satisfaction in Health Center Counter X for BPJS Patients. The quality of
service is in good category so that satisfaction at the Puskesmas X counter for BPJS patients
is known to almost all respondents as many as 25 (96%) respondents in the category of Very
Satisfied. According to the opinion of related researchers the difference between the
preliminary study data and the results of the research obtained, it is known that the number of
BPJS patients who visit Puskesmas X in very large numbers and where in the distribution of
questionnaires also not to patients who were interviewed when researcher take the initial data
so that possible interview results obtained not in accordance with the results of research that
has been carried out by researchers. Besides that too The service quality of the counter staff is
also related to the period of service, because of the good experience owned in give service is
wrong one factor in increase patient satisfaction. The patient's perception of the length of
work or tenure of the officer, where the patient will satisfied to performance officer counter
registration.

BPJS participants' satisfaction with the quality of hospital services really needs to be
monitored. Because if the BPJS participant patient does not get satisfaction, then it is not
impossible people which not yet register as participant service BPJS no will want to register
himself. So that government programs will be difficult to materialize. In this case review
from the Government's goal of the BPJS Health program above to improve services
maximum hospital and can realize the registration of all Indonesian people in the program. In
repair facility service health very need existence survey patient satisfaction (Supartiningsih,
2017). Patient satisfaction is one of the standard measures which has set for measure succeed
or whether or not service health (Singh, 2018). Satisfaction patient Becomes part integral
from activity guarantee quality service health. That is, measuring the level of patient
satisfaction must be an activity that cannot be separated from the measurement of the quality
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of health services. Dimensions of patient satisfaction are wrong a very important dimension
of the quality of health services. Good service quality will cause satisfaction on customer or
user service service (BPJS). (Wahyuni, 2019).

CONCLUSION

Based on the results of the study, it can be concluded that the Service Quality of the
Registration Counter in Puskesmas X, it is known that almost all respondents as many as 26
(87%) respondents in the Good category. Almost all of the satisfaction at the Puskesmas X
counter for BPJS patients is known respondents as many as 25 (83%) respondents in the
category of Very Satisfied. The results of data analysis show that the significance level is
0.000 < = 0.05 so that HO is rejected and H1 is accepted therefore There is a Relationship
between Service Quality and Satisfaction at the X Health Center Counter for BPJS Patients. It
is recommended that health workers can improve health services and be able to assess at a
time determine solution best for reach satisfaction patient participant BPJS In Counter
Optimal registration by improving the quality of health services. For respondents to can
provide information and knowledge about the quality of health services and patients BPJS
users can participate to provide constructive criticism and suggestions for Health services at
Puskesmas X Kediri City. For further researchers, it is hoped that can be used as input and
basic data for further research and can examine factors other factors such as officer
communication factors, work experience, length of service at the registration counter relate
with satisfaction in counter Public health center X on patient BPJS.
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