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INTRODUCTION

BPJS Kesehatan (Social Security Administrative Body for Health) is a State-owned
Enterprise specifically tasked by the government to provide health insurance for all
Indonesians.

BPJS Kesehatan must be able to improve the quality of their services because good
quality of services could play a significant role in improving the image of BPJS Kesehatan
and satisfaction of the participants. Similarly, in recent years, the number of participnts of
BPJS Kesehatan of Pekanbaru keeps increasing.
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Table 1.
Number Of Jkn Participants

Year Participants Development (%)
2014 1.467.699 0,00

2015 1.523.332 3,79

2016 1.647.424 8.15

2017 1.788.001 8,53

2018 1.968.190 10,08

Table 1 shows that the number of JKN participants keeps increasing every year.
Considering the massive public interest, BPJS Kesehatan of Pekanbaru should be able to
improve the quality of the existing services to provide satisfaction for JKN participants.
However, the trend of satisfaction of JKN participants based on Participant satisfaction index
in recent years lowers, as shown in the following table.

Table 2.

Value Of Public Service Satisfaction Index In Pekanbaru
2006]  2017[ 2018
87,2 82,6 74,9

Table 2 shows declining satisfaction index of JKN participants in the last three years.
Declining satisfaction of JKN participants is due to increasing number of JKN participants in
the last five years, as shown in Table 1 above, due to suboptimal services provided by the
Pekanbaru Branch Office of BPJS Kesehatan.

BPJS Kesehatan nationally provides solution for this problem by launching mobile
JKN. However, based on data collected from the field, as of today very few JKN participants
of BPJS Kesehatan of Pekanbaru have activated mobile JKN [8]. This is shown in the
following figure:

Pengguna Mobile JKN (PEKANBARU) Tren aktivas| Mobife JKN

Indeks Kepuasan Peserta

Periode Mendaft,

Fig. I. Number Of JKN Participants Who Have Activated Mobile JKN
Figure 1 shows that the number of JKN participants who have activated mobile JKN
is 56,168. Compared with the number of registered participants in 2018 in Table 1, the
number was very small, only 2.85 percent has activated it while 97.15 percent hasn’t
activated it. The activation trend keeps declining in recent years.

Berdasarkan Jumiah Kunjungan Per Fungs! Pelayanan

Pemberian Informasi

Fig. 2. Number Of Visits Per Service Function
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Below is the number of visits per service function which should be able to be
performed via mobile JKN. Based on the number of visits per service function in Figure 2, all
service functions are available on mobile JKN, but as of today mobile services haven’t been
used optimally by JKN participants and are still performed conventionally face-to-face in
BPJS Kesehatan office of Pekanbaru.

Table 3.
Reason of jkn participants
No Reason Amount Percentage
1 Lack of socialization about the use 5 16.67%

of JKN Mobile
There is a sense of satisfaction

2 with getting direct service o 30%

3 Do not have a device 3 10%

4 Don't understand using technology 2 6.67%
5 Lazy to learn to use. 1 3.33%
6 Less confident 2 6.67%
7 Fear of trying new things 1 3.33%
8 You can use this service directly 5 16.67%
9 Too difficult to use JKN Mobile 2 6.67%
Jumlah 30 100%

Table 3 shows that 30 percent of JKN participants state that they still use services
conventionally due to satisfaction when receiving direct services compared with using mobile
JKN. 6.67 percent mention lack of socialization by BPJS Kesehatan of Pekanbaru to inform
JKN participants, distrust, and difficulty in using mobile JKN, and other reasons as shown in
Table 3.

Based on the phenomenon above and lack of study on improving the satisfaction of
JKN participants through quality of mobile services and confidence mediated by decision to
choose mobile JKN, it’s interesting to turn this theme into an empirical study. Therefore, the
present research studied the main problem, which is “Analysis of Satisfaction of National
Health Insurance JKN Participants through Quality of Mobile Services and Confidence
Mediated by Decision to Choose Mobile JKN Service A Study on BPJS Kesehatan of
Pekanbaru”.

LITERATURE REVIEW

Quality of Mobile Service, service quality is the expected level of excellence and
control of the level of excellence is to meet customer desires.

Trust, consumer confidence is a company’s willingness to rely on business partner. It
depends on a number of interpersonal and inter-organizational factors, e.g. perceived
company competency, integrity, honesty, and virtue. Confidence is belief that one will find
what they want in exchange partner.

Decision Buying decision is a part of consumer behaviors, which is a study on how
individual, group, and organization choose, buy, use, and how goods, services, idea or
experience to satisfy their needs and desires.

Consumer satisfaction is a level where estimated product performance is consistent
with buyer’s expectation. Consumer satisfaction is one’s happiness or disappointment which
occurs after comparing the performance or outcome of a product with the performance or
outcome expected before consuming or using the product.
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Framework is narration (description) or statement (proposition) on identified or
formulated conceptual problem solving frame. Below is the framework of the present study:

Laxyaman Mobile JKN —

Kualitas
Pelayanan Mobile
X1

Kepuasan
Peserta JKN

o V)

Kepercayaan
X2

Fig. 3. Framework

RESEARCH METHODS

The present study was a causal relation using descriptive research method with
quantitative approach. The research type was survey research. The research population all
participants of JKN and BPJS Kesehatan of Pekanbaru who have used mobile JKN services.
The research sampling used non-probability sampling with purposive sampling. The number
of samples refer to the criteria proposed by Hair et.al [3] using Maximum Likelihood
Estimation (MLE). Good number of samples according to MLE is 100-200 samples.

The data collection method in the present study was questionnaire using likert scale
with five research scores administered to 140 respondents who met the sample criteria. The
questionnaire was distributed online via google form. In the present study, the variables were
categorized into: (1) Independent variables i.e.; (X;) Service Quality and (X;) Confidence (2)
and Dependent variables i.e.; (Y1) Decision to Choose and () Participant Satisfaction.

The data analysis of the present study used LISREL 8.80 for processing primary data

FINDINGS AND DISCUSSION

Validity test shows how far an instrument can measure a variable to be measured. The
basis for deciding whether a statement is valid or not is below: (1) if r is positive and r > 0.50,
then the statement item is valid, while (2) if r is positive and r < 0.50, then the statement item
isn’t valid. Based on Figure 3, all statement items are valid because all r values of the
statements are > 0.50.

b4
/A

N VA
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Fig. 4. Standardized Loading Factor (SLF)
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Reliability test aims to determine the consistency of an instrument. The basis for
deciding whether a research variable is reliable or not is as follows: (1) if Construct
Reliability > 0.70 or Variance Extract > 0.50, then the research variable is reliable, while (2)
if Construct Reliability < 0.70 or Variance Extract < 0.50, then the research variable isn’t
reliable. In the present study, all variables have construct reliability > 0.70 and Variance
Extract > 0.50, so all research variables are reliable.

Table 4.

Goodness of fit index

Ukuran Goodnes Of

Ukuran Kecocokan

Hasil Pengukuran

Fit Good Fit Marginal Fit
Normed Chi-Square .
(2/d) <20 1.081 Fit
P Value 0.05<p< 401<p<005 015 Fit

1.00

Root Mean Square .
Error (RMSEA) <0.08 0.023 Fit
?ggg”ess of FitIndex 4 99 0.80-<0.90  0.85 Marginal Fit
Adjusted Goodness of . .
Fit Index (AGFI) >0.90 0.70 <0.90 0.82 Marginal Fit
Normal Fit Index (NFI)  >0.90 0.80-<0.90 0.97 Fit
Non-Normed Fit Index .
(NNE1) >0.90 0.80-<0.90 1.00 Fit
Comparative Fit Index  _ 0.80 - < 0.90 1.00 Eit
(CFI) >0. : . :
Increamental Fit Index .
(IF1) >0.90 0.80-<0.90 1.00 Fit
Relative Fit Index (RFI) >0.90 0.80-<0.90 0.97 Fit

Table 4 shows that model fitness value is good, i.e. good fit and marginal fit, meaning
overall the fitness value of the research model shows good fit.
To test research hypothesis, the significance value () is 0.005 or 5% with t value of >

1.96.
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Fig. 5. T-Value
Table 5.
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Research Hyphotesis Result

Hypothesis Structural Path T-Values Conclusion
H1 Mobile Service 315 positive and
Quality-> Decision ' significant effect
H2 Trust -> Decision positive and
3.95 e
significant effect
H3 Decision -> positive and
Participant 3.63 significant effect
Satisfaction
H4 Mobile Service positive and
Quality-> significant effect
L 2.02
Participant
Satisfaction
H5 Trust -> Participant 5 49 positive and
Satisfaction ' significant effect

The research hypothesis (H;) states that Mobile Service Quality has direct positive
and significant effect on Decision to Choose. This was shown by t-value which is 3.15 bigger
than 1.96. In other words, if JKN continued to improve service quality in terms of speed,
ease, security, confidentiality, and accuracy of offline and online data, Decision to Choose
would be affected. The research study also confirmed the research result of Tijjang, B.,
Kamase, J., Labbase, 1., & Plyriadi, A., (2017:82). The research result states that optimal
service quality has significant effect in customer’s decision to choose an insurance service.
Similarly, the study by Saling., Modding, Basri., Semmaila, Baharuddin., & Gani, Achmad
(2016:76) states that service quality has positive and significant effect on buying decision.

The research hypothesis (H,) states that Confidence has direct positive and significant
effect on Decision to Choose. This was shown by t-value which is 3.95 bigger than 1.96. In
other words, if JKN continued to improve participants’ Confidence in terms of confidentiality
of information, privacy, quality of information and ease in searching participants’ needs in
JKN mobile, Decision to Choose would be affected. The research result also confirmed the
research result of Kumar, S. Pavan and Saha, Shilpi (2017:1) that confidence has positive and
significant effect on decision making. It means higher consumer confidence, increases
consumer’s decision making on a service or product.

The research hypothesis (H3) states that Mobile Service Quality has direct positive
and significant effect on Participant Satisfaction. This was shown by t-value which is 2.02
bigger than 1.96. In other words, if JKN kept improving Mobile Service Quality, Participant
Satisfaction would be affected. The research result also confirmed the research result of Chu,
Po-Young; Lee, Gin-Yuan; Chao, Yu (2012:1271) that company which wants to grow should
focus on service quality to improve customer satisfaction, because improved service quality
will increase customer satisfaction.

The research hypothesis (H,) states that Confidence has direct positive and significant
effect on Participant Satisfaction. This was shown by t-value which is 2.49 bigger than 1.96.
In other words, if Confidence improved, Participant Satisfaction would be affected. The
research result also confirmed the research result of Putri, Y.A., Wahab, W., & Shihab, M.S
(2018:369), Mahaputra, M. Rizky (2017:737), and Gwo, Guang Lee & Hsiu, Fen Lin
(2005:161) that confidence positively and significantly affected customer satisfaction.

The research hypothesis (Hs) states that Decision to Choose has direct positive and
significant effect on Participant Satisfaction. This was shown by t-value which is 3.63 bigger
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than 1.96. In other words, if Decision to Choose improved, it would affect Participant
Satisfaction. The research result also confirmed the research result of Saling., Modding,
Basri., Semmaila, Baharuddin., & Gani, Achmad (2016:76) that buying decision has positive
and significant effect on customer satisfaction.

CONCLUSION AND SUGGESTION

Based on data analysis and discussion in the previous chapter, the following research
conclusions are drawn: (a) Quality of mobile JKN service has positive and significant effect
on decision to choose mobile JKN service. (b) Confidence has positive and significant effect
on decision to choose mobile JKN service. (c) Quality of mobile JKN service has positive
and significant effect on mobile JKN participant satisfaction. (d) Confidence has positive and
significant effect on mobile JKN participant satisfaction. (e) Decision to choose mobile JKN
service has positive and significant effect on mobile JKN participant satisfaction

By analyzing the research result, some suggestions which could be considerations and
inputs for National Health Insurance (JKN) and future researchers are: (1) Suggestion for the
company BPJS Kesehatan is expected to improve the quality of mobile JKN service as in the
present study, it was indicated that speed and ease have the lowest loading factor values. This
shows that to improve service quality, the company should also note participant’s trouble in
accessing mobile JKN service, which is considered slow and difficult to access. Improving
the performance of features on Mobile JKN application, e.g. ease of health facility transfer,
participant data editing, health screening, ease of payment, history of service, complaint box,
etc., will increase participants’ decision to use mobile JKN service. (2) BPJS Kesehatan is
expected to be able to enhance the confidence of mobile JKN participants as the present study
found that consistency with the statement “I feel the data and information consistency
through conventional means and Mobile JKN is good” has the lowest loading factor value. It
shows that to improve participants’ confidence, the company should note the accuracy of data
and information provided by conventional and mobile JKN services to JKN participants, so
that the participants don’t hesitate in deciding to use mobile JKN services. (3) Future studies
should add other variables which affect buying decision, e.g. price, word of mouth, trust,
security, brand and promotion.
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