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ABSTRAK

HUBUNGAN KUALITAS LAYANAN DIGITAL APLIKASI MOBILE JKN
DENGAN KEPUASAN PASIEN BPJS DI PUSKESMAS KEBOMAS
GRESIK

Oleh : Rizma Dwi Ady Saputra

Latar Belakang : Peserta BPJS Kesehatan Juli 2024 sebesar 31.770 orang,
sedangkan pengguna Mobile JKN 184 orang. Berdasarkan studi pendahuluan 5
Agustus 2024 dengan 10 responden, 6 kurang puas dalam penggunaan Mobile JKN
karena tidak ada poli KIA, pendaftaran tidak terbaca sistem Puskesmas. Tetapi 4
puas karena mudah dan mendapat pelayanan medis, tanpa membawa fisik kartu
BPJS.

Metode : Penelitian menggunakan pendekatan secara kuantitatif. Desain penelitian
ini cross-sectional study. Populasi dalam penelitian ini sebanyak 184. Penelitian ini
menggunakan metode purposive sampling, pengambilan sampel dengan kriteria
tertentu sejumlah 128 sampel. Instrumen menggunakan kuesioner. Analisa data
menggunakan uji korelasi spearman rank.

Hasil : Sebagian besar (68,0%) menyatakan kualitas layanan digital aplikasi Mobile
JKN baik sebanyak 87 pasien. Hampir seluruhnya (73,4%) menyatakan puas
sebanyak 97 pasien. Hasil analisis uji spearman rank p value 0.00 < nilai a 0,05.
Kesimpulan : Ada hubungan antara kualitas layanan digital aplikasi Mobile JKN
dengan kepuasan pasien BPJS di Puskesmas Kebomas Gresik 2024. Diharapkan
kualitas layanan digital bisa ditingkatkan agar penggunaan dan penilaian pasien
semakin tinggi.

Kata kunci : Layanan digital, kepuasan pasien, Mobile JKN
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ABSTRACT

THE RELATIONSHIP BETWEEN THE QUALITY OF DIGITAL SERVICES
OF THE MOBILE JKN APPLICATION AND BPJS PATIENT
SATISFACTION AT THE KEBOMAS GRESIK HEALTH CENTER

By : Rizma Dwi Ady Saputra

Background: BPJS Kesehatan July 2024 participants are 31,770 people, while
Mobile JKN users are 184 people. Based on a preliminary study on August 5, 2024
with 10 respondents, 6 were not satisfied with the use of Mobile JKN because there
was no KIA poly, registration was not readable in the Puskesmas system. But 4 was
satisfied because it was easy and received medical services, without carrying a
physical BPJS card.

Method: The research uses a quantitative approach. The design of this study is a
cross-sectional study. The population in this study is 184. This study uses the
purposive sampling method, sampling with certain criteria for a total of 128
samples. The instrument uses a questionnaire. Data analysis uses a spearman rank
correlation test.

Results: Most (68.0%) stated that the quality of the digital services of the Mobile
JKN application was good as many as 87 patients. Almost all (73.4%) expressed
satisfaction with 97 patients. The results of the spearman rank p value test analysis
were 0.00 < o value 0.05.

Conclusion: There is a relationship between the quality of digital services of the
Mobile JKN application and BPJS patient satisfaction at the 2024 Kebomas Gresik
Health Center. It is hoped that the quality of digital services can be improved so
that the use and assessment of patients is even higher.

Keywords: Digital services, patient satisfaction, Mobile JKN.
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