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Empathy and Responsiveness be seen from the_IeveI of satisfactio_n that grises: from a

patient's feelings, if the level of patient satisfaction to a
medical service is thus higher also the standard value of quality
hospital or Public Health Centre services. Therefore, the
researchers aim to assess the impact of BPJS health service
quality on the level of patient satisfaction specifically at BLUD
Public Health Centre Ciseeng, Bogor Regency, West Java
Province, in 2021. The design of this study is cross-sectional.
With analysis using The Exact Fisher test. The results of this
study obtained the number of respondents who are satisfied
with reability factors is as much as 83 (89.2%), assurance is as
much as 83 (89.2%), tangible factors is as much as 85 (91.4%),
empathy is as much as 84 (90.3%), and responsiveness is as
much as 81 (87.1%). Statistical test results obtained a value of
p = 0.000, which means there is a meaningful relationship
between the quality of good service and satisfaction in the
service obtained by patients. The advice for Public Health
Centre is to continuously improve the quality of services in
various dimensions to ensure satisfaction in BPJS recipient
patients.

INTRODUCTION

Health Insurance is a guarantee based on health protection whose target is everyone who
has made payments for their contributions or the Government that pays (Indonesia, 2014).The
Social Security Administrative Body or known as BPJS namelya legal entity established for the
purpose of administering Health insurance plans (Widiastuti, 2017). As administrators of the
National Health Insurance (JKN), hospitals and health centres play a role in assisting health
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services for the Indonesian population. The quality of a health service is the main part to be
observed for hospitals and health centres which are the place or choice for providing health
services for citizens (Marsya et al., 2020).

Patient satisfaction depends on the quality of services provided. if the needs and
expectations desired by the patient are obtained properly from the service, then the service is
considered beneficial to the patient. There are various indications for assessing satisfaction to
determine the quality or quantity of services consisting of reliability, assurance, tangibility,
empathy and responsiveness (RATER) (Students, 2015). However, in Indonesia's current
condition, because a large number of Indonesians use health service facilities that have been
borne by the state, this has an impact on health insurance (over utilization) (Ibrahim & Kahar,
2022). If the preparedness of health service providers cannot balance the number of users of
health services compared to inappropriate service standards, this can cause health facilities to
underutilize services or health facilities to reduce the quality of services provided (Hazfriani,
2016).

The 2014 BPJS Health and Health Institution Participant Satisfaction Survey aims to
measure the index of satisfaction and loyalty of BP]S Health participants and Health institutions.
It was found that 81% felt satisfied with BP]S Health. The nominal listed exceeds the desired
expectations from the government's target of 75% (Public Relations, 2020).Likewise with the
survey results in Bogor Regency, the satisfaction of the majority of patients gave satisfactory
answers (68%) and had not reached the government's target. Thus, my research this time will
assess whether there is an influence between the quality of health services on the patient
satisfaction of BPJS participants at the Cisee Health Centre BLUD, Bogor Regency, West Java
Province.

METHOD

In this study, a quantitative method was used using a cross-sectional approach which was
carried out at the BLUD of the Ciseeng Health Centre, Bogor Regency, West Java Province starting
from December 2020 - April 2021. The sample in this study were patients who were seeking
treatment or visiting the BLUD of the Ciseeng Health Centre in Bogor using BPJS. The sampling
technique in this study used a consecutive non-random sampling technique, namely taking the
sample as a whole and according to the inclusion and exclusion criteria. The sample size formula
used for this study was using the Slovin formula and it was found that there were 93 people. In
this study, the research instrument used was a questionnaire with the ServQual method from
Kurniana's research from the University of Indonesia and had its validity tested.

RESULTS AND DISCUSSION
The results of this study are displayed in the form of a frequency distribution table. In table

1, it is described that those who use BPJS facilities who dominate the age factor are those aged
25-34 years with a frequency of 33 (35.5%). Based on gender, it was dominated by women with
a frequency of 85 (91.4%). Based on occupation, they were dominated by not working or
housewives with a frequency of 72 (77.4%). Based on education level, it was dominated by
schools with a frequency of 38 (40.9%). Based on the duration of treatment, it was dominated
by < 3 days with a frequency of 82 respondents (88.2%).

In table 2, it is obtained based on the results of calculations between reality and
expectations on the service satisfaction questionnaire divided into five dimensions, on the
reliability dimension with the majority of 83 respondents (89.2%) being satisfied. On the
assurance dimension, the majority of 83 respondents (89.2%) were satisfied. On the tangibles
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dimension, the majority of 85 respondents (91.4%) were satisfied. On the empathy dimension,
the majority of 84 respondents (90.3%) were satisfied. On the responsiveness dimension, the
majority of 81 respondents (87.1%) were satisfied. Based on the results of calculating the
satisfaction score, the mean score was 93.43%, with 86 respondents (92.5%) being satisfied with
patient services, and 7 respondents (7.5%) being dissatisfied with patient services.

In table 3, the quality of service is obtained based on the dimensions of service on the
dimension reliability the majority of 83 (89.2%) get good service quality, on the dimensions
assurance the majority of 83 (89.2%) get good service quality, on the dimensions tangibles the
majority of 85 (91.4%) get good service quality, on the dimensions empathy the majority of as
many as 84 respondents (90.3%) get good service quality, on the responsiveness dimension the
majority were 81 respondents (87.1%) get good service.

In table 4, a relationship was found between service quality and service satisfaction for
BPJS patients at the Ciseeng Health Centre BLUD, Bogor Regency, West Java Province. Based on
the reliability factor, 70 (98.6%) gave good answers and felt satisfied with the service with a p
value of 0.001. Based on the assurance factor, 73 (98.6%) gave good answers and felt satisfied
with a p value of 0.000. Based on factorstangible70 (98.6%) gave good answers and felt satisfied
with a p value of 0.001. Factor based empathy 71 (98.6%) gave good answers and felt satisfied
with a p value of 0.000. Factor based responsiveness 70 respondents (100%) gave good answers
and felt satisfied with a p value of 0.000.

In the fisher exact analysis, it can be seen that all variables in each dimension (reliability,
assurance, tangible, empathy, and responsiveness) has a significant relationship with patient
satisfaction (p-value <0.05).

DISCUSSION
Relationship between Reability and BPJS Patient Satisfaction Level

In this study, the value of p = 0.001 was obtained. This stated that there was a relationship
between service quality in the reliability dimension. This result is in line with Hastuti in 2017, with
patient satisfaction (p=0.000). That matter give a positive and comfortable impression because
Respondents considered that the services provided were agile and straightforward, the doctor
came on time, was responsive, the nurse was swift in serving even in a precarious situation and
the nurse reported reporting changes in the patient's condition specifically to the doctor during
the visit (Hastuti et al., 2017). While research conducted by Pangerapan et al. (2018) not in line
with the researchers where the results were obtained with a p value = 0.103 which showed that
there was no significant relationship between reliability and patient satisfactionwhich means that
patients will still come for treatment in a state of satisfaction or dissatisfaction with the puskesmas
services for reasons of close proximity and there is BPJS access.

Assurance Relationship with BP]S Patient Satisfaction Level

In this study, the value of p = 0.000 was obtained, which means that there is a relationship
between service quality in the insurance dimension (assurance). This is in line with Juwita's
research in 2017 with a p value of 0.001 which can mean that there is a relationship between
service quality in the assurance dimension and service satisfaction for patients at Tamiang Layang
Hospital. This relationship is very closely related to internal marketing. Internal marketing itself
is a training that focuses on how employees can provide a good and efficient service to patients.
This is in order to gain the full trust of the patient to entrust his health to the hospital (Yadav &
Dabhade, 2013). However, on the other hand, a study conducted by Maulina in 2019, to be
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precise, obtained a slightly different value, where the p value was 0.702, this means that there
is no relationship between assurance and patient satisfaction. This can happen due to the lack of
attention given by health workers, causing discomfort or distrust of the respondents (Maulina et
al., 2019).

Tangibles Relationship with BP3S Patient Satisfaction Levels

In this study, the value of p = 0.001 was obtained. These results are in accordance with
Juwita's 2017 value of p = 0.001 which can be concluded that there is a relationship between
service quality in the dimension of direct (tangible) evidence and patient satisfaction. This is due
to the condition of the hospital which is kept clean and has adequate facilities, therefore every
patient who comes will suspect that the hospital will carry out its duties properly and correctly
(Juwita et al., 2017). Meanwhile, based on research conducted by Cahyadi (2014) which was
carried out at the PKU Muhammadiyah Yogyakarta hospital, was not in line with the researchers,
namely with a p value (0.147) and it could be concluded that there was no relationship between
the Tangibility dimension and patient satisfaction. It can be concluded that there is no relationship
between the tangibility dimension and patient satisfaction. This can happen because inadequate
service facilities can be a source of patient dissatisfaction with the facilities provided.

Empathy Relationship with BPJS Patient Satisfaction Level

In this study, the value of p = 0.000 was obtained. These results match Taekab in 2019
which obtained a p value of 0.000 so it was concluded that there was a relationship between the
dimensions of empathy and patient satisfaction. This is because the services provided do not
differentiate between the status of JKN participant patients and the general public, nurses always
listen to patient complaints before being examined, doctors are patient in serving patients,
doctors provide attention and support for patient recovery, good communication is established
between nurses and patients, as well as patients with doctor (Taekab et al., 2019). While the
research conducted by Rahmawati in 2014, based on a cross-tabulation test which stated that
there was no association between empathy and satisfaction (sig = 0.385) (Rahmawati, 2014).This
happens because the company is trying to improve the quality of service which is based on one
point, namely technology. If you don't prepare other infrastructure that has a much higher priority
level, namely the attitude of health services or the attitude of health workers, then in the end the
patient will be disappointed. Therefore, the hospital should provide socialization to improve
services so that later patients will feel satisfied with the services provided (Hastuti et al., 2017).

Responsiveness Relationship with BPJS Patient Satisfaction Level

In this study, the value of p = 0.000 was obtained. patient satisfaction. These results
are in accordance with Juwita in 2017 who obtained a value of p = 0.0001, which means there
is a relationship between service quality in the responsiveness dimension and patient
satisfaction. This statement relates to how employees are able to maximize their ability to
understand, provide and assist patients as well as to hear and respond to requests from them
and then deliver these services quickly and not slowly to provide a sense of care for patients
(Juwita et al., 2017). Meanwhile, research conducted by Rahmawati in 2014 stated that based
on the cross-tabulation test, it showed that there was no association between responsiveness
and customer satisfaction (sig = 0.271). This can be related because the patient wants a swift
service and does not waste a long time in the waiting area due to slow service work and
complicated procedures (Yadav & Dabhade, 2013).
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CONCLUSION

In this study, randomization was not carried out so that selection bias might occur. And
also there is an information bias where the respondent does not understand the question in
question and there is only one researcher who assists in filling out the questionnaire.

A study has been carried out at the BLUD of the Ciseeng Health Centre, Bogor Regency,
West Java Province with 93 respondents who are BPJS recipient patients. According to the results
of the study it can be concluded that; (1) otained the number of respondents who are satisfied
with the ability to provide promised services promptly, accurately and satisfactorily (reliability)
namely as many as 83 (89.2%), (2) obtained the number of respondents who are satisfied with
decency, ability, knowledge and reliability of the staff, free from danger, risk and doubt
(assurance) was as much as 83 (89.2%), (3) obtained the number of respondents who are
satisfied with physical facilities, employee equipment and means of communication (tangible) is
as much as 85 (91.4%), (4) obtained the number of respondents who are satisfied with ease of
doing relationships, interactions that ok, attention personal and
understanding need customers (empathy) is as much as 84 (90.3%), (5) obtained the number
of respondents who are satisfied with helping customers by providing service in a perceptive
manner (Responsiveness) was  as much as 81 (87.1%), and (6)
results test statistics obtained mark p=0.000, which means there is connection which means
between good service quality and satisfaction with the services obtained by patients. Moreover,
this research can be re-examined with a larger number of respondents and randomization. And
is expected to be a source of information to be able to improve the quality of service in various
dimensions.
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