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 This study evaluates the impact of outpatient health services on BPJS Health 
participant satisfaction at Madani Pekan Baru Regional Hospital in 2023. 

Quantitative research methods with a cross-sectional study approach were 

used. The results of univariate analysis show respondents' perceptions of 

service characteristics and aspects. Bivariate analysis highlighted significant 
relationships between responsiveness, reliability, assurance, caring, and 

patient satisfaction. Multivariate analysis using logistic regression confirmed 

that responsiveness and caring influence patient satisfaction. The implications 

are improvements in health worker response, service reliability, better 
communication, and facility maintenance. 
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INTRODUCTION 

Health development is one of the main pillars in efforts to achieve community welfare. In Indonesia, 

the National Health Insurance (JKN) was established as an effort by the government to maintain public health. 

Through the Health Social Security Organizing Agency (BPJS Kesehatan), this program ensures equal access 

to health services for all citizens, both those who pay themselves and those borne by the government. 

The role of hospitals in providing holistic healthcare is crucial. Madani Regional Hospital Pekan Baru, 

as one of the accredited health service providers, has a significant role in providing services to the general 

public and BPJS participants. 

However, in the course of providing health services, there are several issues that arise. BPJS patient 

visit data shows a decrease in recent months. One of the causes is complaints related to slow service at 

pharmacies, long waiting times at registration counters, and lack of effectiveness in providing services by 

health workers. 

Preliminary studies at the hospital showed that some BPJS participants were dissatisfied with outpatient 

services. Complaints revolved around the speed of ineffective service and the lack of friendliness from health 

workers. 

Given the complexity of these issues, research on "The Effect of Outpatient Health Services on BPJS 

Health Participant Satisfaction at Madani Regional Hospital Pekan Baru" is important. This research is 
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expected to provide in-depth insight into the factors that affect the level of satisfaction of BPJS participants in 

receiving health services at the hospital. 

 

 

RESEARCH METHOD 

In this study, a quantitative approach was used with a cross-sectional study approach. The main 

objective is to analyze the impact of outpatient health services on the satisfaction of BPJS Kesehatan 

participants at Madani Regional Hospital Pekan Baru in 2023. The location of the study was conducted at the 

Madani Regional Hospital Pekan Baru on the grounds that the site selection was based on the results of an 

initial survey that revealed the dissatisfaction of BPJS patients with outpatient health services. This research is 

planned to be carried out from the stage of submitting proposal titles to the comprehensive exam, which is 

expected to take place between May and September 2023. 

This study included the population of all outpatients participating in BPJS Kesehatan who on average 

visited the Madani Pekan Baru Regional Hospital as many as 1,120 people per month. In sample selection, the 

purposive sampling method was used with inclusion criteria involving BPJS health patients who were aware, 

over 17 years old, and willing to be respondents. Based on calculations using the Slovin formula, a sample of 

95 respondents was obtained. Data collection methods in this study include the use of questionnaires to obtain 

primary data on respondents' work characteristics and motivation, secondary data documentation from the 

profile of Madani Pekan Baru Regional Hospital, as well as tertiary data from various valid references such as 

journals, textbooks, and electronic sources. The construct validity test on SPSS was conducted to ensure the 

validity of the questionnaire instrument, where the results showed that all statement items in the questionnaire 

proved valid for use in the data collection of this study. 

 

 

RESEARCH RESULTS 

After conducting a study on the impact of outpatient services on the satisfaction level of BPJS Kesehatan 

participants at Madani Regional Hospital Pekan Baru in 2023, the following results were obtained: 

 

Analisa Univariat 

The results of univariate analysis in this study can be seen in the following table. 

Table 1. Frequency Distribution of Respondent Characteristics Based on Gender at Madani Regional 

Hospital Pekan Baru  

No Education 
Sum 

f % 

1. SD 9 9,5 

2. SMP 13 13,7 

3. SMA 40 42,1 

4. Bachelor 33 34,7 

 Sum 95 100 

 

Based on table 1, it can be seen that respondents with male gender as many as 36 people (37.9%) and 

women as many as 59 people (62.1%). 

 

Table 2. Frequency Distribution of Respondents' Characteristics Based on Work at Madani Regional 

Hospital Pekan Baru 

No Work 
Sum 

f % 

1. State Officer  18 18,9 

2. Private Employees 14 14,7 

3. Wiraswasta 16 16,8 

4. Buruh 22 23,2 

5. Not Working 25 26,3 

 Sum 95 100 
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Table 3. Frequency Distribution of Respondents' Characteristics Based on Age at Madani Regional 

Hospital Pekan Baru 

No Age 
Sum 

f % 

1. Teenagers (17-25 years old) 22 23,2 

2. Adults (26-45 years old) 44 46,3 

3. Senior (46-65 years old) 29 30,5 

 Sum 95 100 

 

Table 4. Distribution of Frequency of Respondents' Answers Based on Response Statement Items at 

Madani Regional Hospital Pekan Baru 

No 
Question No The 

Total 

Responsiveness f % f % f 
% 

1. Do health workers provide services 

quickly? 

24 25,3 71 74,7 95 100 

2. Are health workers providing the right 

information? 

39 41,1 56 58,9 95 100 

3. Do health workers respond well to patient 

complaints? 

40 42,1 55 57,9 95 100 

4. Do administrative officers provide 

responsible service? 

33 34,7 62 65,3 95 100 

5. Are services provided keeping up with the 

latest technological developments? 

35 36,8 60 63,2 95 100 

 

Table 5. Frequency Distribution of Respondents' Answers Based on Reliability Question Items at 

Madani Regional Hospital Pekan Baru 

No 
Question No The 

Total 

Reliability f % f % f 
% 

1. 
Do health workers provide services promptly? 

51 53,7 44 46,3 95 100 

2. Are service procedures carried out 

effectively (not convoluted)? 

46 48,4 49 51,6 95 100 

3. 
Are health services provided accurately? 

37 38,9 58 61,6 95 100 

4. Do health workers explain to patients before 

actions and services are carried out? 

40 42,1 55 57,9 95 100 

5. Are patients satisfied with the services 

provided by health workers? 

36 37,9 59 62,1 95 100 

 

Table 6. Frequency Distribution of Respondents' Answers Based on Warranty Statement Items at 

Madani Regional Hospital Pekan Baru 

No 

 

Question No The 
Total 

Guarantee f % f % f 
% 

1. 
Are health workers being patient friendly? 

50 52,6 45 47,4 95 100 

2. What is the knowledge and ability of health 

workers to provide services with trust? 

51 53,7 44 46,3 95 100 

3. Are health workers skilled in providing services 

to patients? 

47 49,5 48 50,5 95 100 

4. Does the service provided have a guarantee of 

safety and trust to patients? 

44 46,3 51 53,7 95 100 

5. Do health workers have positive 

personalities? 

48 50,5 47 49,5 95 100 
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Table 7. Frequency Distribution of Respondents' Answers Based on Items of Concern Statement at 

Madani Regional Hospital Pekan Baru 

No 
Statement 

No The Total 

Concern 
f % f % F % 

1. Is good communication between health 

workers and patients? 

45 47,4 50 52,6 95 100 

2. Do health professionals pay special 

attention to each patient? 

31 32,4 64 67,4 95 100 

3. Are health workers meeting the needs of 

patients? 

41 41,4 58 58,6 95 100 

4. Do patients get information and help from 

health workers easily? 

36 37,9 59 62,1 95 100 

5. Does the patient get good attention and 

response to every complaint from health 

workers? 

46 48,4 49 51,6 95 100 

 

Table 8. Frequency Distribution of Respondents' Answers Based on Physical Evidence Statement 

Items at Madani Regional Hospital Pekan Baru 

No 

Question No The Total 

Physical Evidence f % f % F % 

1. Do health workers wear neat, clean and 

attractive uniforms? 

39 41,1 56 58,9 95 100 

2. Is the equipment to be used fully and 

cleanly? 

32 33,7 63 66,3 95 100 

3. 
Are there safe and comfortable lounges? 

42 44,2 53 55,8 95 100 

4. 
Is there enough parking available? 

21 22,1 74 77,9 95 100 

 

Table 9. Frequency Distribution Based on Responsiveness at Madani Regional Hospital Pekan Baru 

No Responsiveness 
Sum 

f % 

1. Bad  44 46,3 

2. Good 51 53,7 

 Sum 95 100 

 

Table 10. Frequency Distribution Based on Reliability at Madani Regional Hospital Pekan Baru 

No Reliability 
Sum 

f % 

1. Bad 44 46,3 

2. Good 51 53,7 

 Sum 95 100 

 

Table 11. Frequency Distribution Based on Guarantee at Madani Regional Hospital Pekan Baru 

No Guarantee 
Sum 

f % 

1. Bad  52 54,7 

2. Good 43 45,3 

 Sum 95 100 
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Table 12. Frequency Distribution Based on Concern at Madani Regional Hospital Pekan Baru 

No Concern 
Sum 

f % 

1. Bad  47 49,5 

2. Good 48 50,5 

 Sum 95 100 

 

Table 13. Frequency Distribution Based on Physical Evidence at Madani Regional Hospital Pekan 

Baru   

No Physical Evidence 
Sum 

f % 

1. Bad  47 49,5 

2. Good 48 50,5 

 Sum 95 100 

 

Table 14. Frequency Distribution Based on Patient Satisfaction at Madani Regional Hospital Pekan 

Baru 

No Patient Satisfaction 
Sum 

f % 

1. Less Satisfactory 63 66,3 

2. Satisfactory 32 33,7 

 Sum 95 100 

 

The results of research on the impact of outpatient services on the satisfaction of BPJS Kesehatan 

participants at Madani Regional Hospital Pekan Baru in 2023 revealed data from univariate analysis divided 

into a number of tables. These tables include the frequency distribution of respondent characteristics by gender, 

education, occupation, and age. In addition, there are tables that show the distribution of the frequency of 

respondents' answers based on question items related to responsiveness, reliability, assurance, care, and 

physical evidence at the hospital. For example, in tables related to responsiveness, reliability, assurance, care, 

and physical evidence, each shows the frequency of answers that provide an idea of respondents' perceptions 

of these aspects of service. One of them is the distribution of frequency of answers to the question of whether 

health workers provide services quickly, provide the right information, have a friendly attitude, and provide 

complete and clean equipment. In addition, the last table shows the distribution of the frequency of patient 

satisfaction at the hospital, where 63 respondents (66.3%) indicated a lack of satisfaction and 32 respondents 

(33.7%) expressed satisfaction with the services received. 

 

Analisa Bivariat 

The results of bivariate analysis in this study can be seen in the following table. 

Table 15. Cross-Tabulation of the Relationship between Responsiveness and Patient Satisfaction at 

Madani Regional Hospital in Pekan Baru   

No Responsiveness 

Patient Satisfaction 
Total 

p (sig) 
Less Satisfactory Satisfactory 

f % f % f % 
0,001 

1. Bad 37 29,2  7 14,8 44 46,3 

2. Good 26 33,8 25 17,2 51 53,7 

 Total 63 63 32 32 95 100  

 

Table 16. Cross-Tabulation of the Relationship between Reliability and Patient Satisfaction at Madani 

Regional Hospital Pekan Baru   

No Reliability 

Patient Satisfaction 
Total p (sig) 

Less Satisfactory Satisfactory 

f % f % f % 

1. Bad 38 29,2 6 14,8 44 46,3 0,000 
2. Good 25 33,8 26 17,2 51 53,7 

 Total 63 63 32 32 95 100  
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Table 17. Cross-Tabulation of the Relationship between Assurance and Patient Satisfaction at Madani 

Regional Hospital Pekan Baru   

No Guarantee 

Patient Satisfaction Total p (sig) 

Less Satisfactory Satisfactory 

f % f % f %  

1. Bad 42 34,5 10 17,5 52 54,8 
0,002 

2. Good 21 28,5 22 14,5 43 45,2 

 Total 63 63 32 32 95 100  

 

Table 18. Cross-Tabulation of the Relationship between Concern and Patient Satisfaction at Madani 

Regional Hospital Pekan Baru   

No Concern 

Patient Satisfaction Total p (sig) 

Less Satisfactory Satisfactory 

f % f % f %  

1. Bad 40  31,2 7 15,8 47 49,5 
0,000 

2. Good 23 31,8 25 16,2 48 50,5 

 Total 63 63 32 32 95 100  

 

Table 19. Cross-Tabulation of the Relationship between Physical Evidence and Patient Satisfaction at 

Madani Hospital Pekan Baru in 2023 

No 
Physical 

Evidence 

Patient Satisfaction Total p (sig) 

Less Satisfactory Satisfactory 

f % f % f %  

1. Bad 36 31,2 11 16,8 47 49,5 
0,060 

2. Good 27 31,8 21 16,2 48 50,5 

 Total 63 63 32 32 95 100  

 

The results of the bivariate analysis in this study were presented in several cross-tabulated tables that 

showed the relationship between several independent variables and patient satisfaction at Madani Regional 

Hospital Pekan Baru. Table 15 shows the relationship between responsiveness and patient satisfaction with a 

significance value (p-value) of 0.001, highlighting the relationship between less satisfactory and good and 

responsiveness to patient satisfaction. Meanwhile, Table 16 illustrates the relationship between reliability and 

patient satisfaction, showing higher significance with a p-value of 0.000, highlighting the role of reliability on 

patient satisfaction. Furthermore, Table 17 displays the relationship between assurance and patient satisfaction 

with a p-value of 0.002, showing the correlation between the level of assurance and the level of satisfaction 

felt by patients. Table 18 shows the relationship between caring and patient satisfaction, highlighting the high 

significance with a p-value of 0.000, illustrating the importance of the level of concern for patient satisfaction. 

Finally, Table 19 shows the relationship between physical evidence and patient satisfaction, although not 

significant (p-value 0.060), but provides an idea of the relationship between physical evidence and perceptions 

of patient satisfaction. 

 

Multivariate Analysis 

1.Candidate Selection 

At the candidate selection stage, independent variables that meet the significance criteria (sig.) with a 

p-value < 0.25 through the "Enter" method in logistic regression are determined to enter into a multivariate 

test, seen in the table of variable bivariate selection results. 

 

Table 20. Bivariate selection results of independent variables with dependent variables 

No Subvariable p-value 

1. Responsiveness 0,001 

2. Reliability 0,000 

3. Guarantee 0,002 

4. Concern 0,000 

5. Physical Evidence 0,060 

 

2.First Stage Logistic Regression Test 

In the first stage of logistic regression, the independent variables tested included responsiveness, 

reliability, assurance, caring, and physical evidence, which previously had a p-value of < 0.25 in bivariate 
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analysis. The results of the variable analysis using the first stage logistic regression test are documented in the 

following table. 

 

Table 21. First Stage Regression Test Results 

No Research Variables Df Say. Exp(B) 
95% C.I.for Exp(B) 

Lower Upper 

1. Responsiveness 1 0,025 3,617 1,173 11,151 

2. Reliability 1 0,050 3,159 1,000 9,981 

3. Guarantee 1 0,150 2,241 0,747 6,721 

4. Concern 1 0,042 3,328 1,047 10,577 

5. Physical Evidence 1 0,073 2,709 0,910 8,068 

 Constant 1 0,000 0,00   

 

3.Second Stage Logistic Regression Test 

From the first stage of analysis, two variables, namely responsiveness and caring, met the criteria of p-

value < 0.05 to proceed to the second stage test in logistic regression. Details of the results of the second stage 

of the logistic regression test can be found in the attached table. 

 

Table 22. Second Stage Regression Test Results 

No Research Variables Df Say. Exp(B) 
95% C.I.for Exp(B) 

Lower Upper 

1. Responsiveness 1 0,013 3,714 1,322 10,428 

2. Concern 1 0,003 4,781 1,721 13,283 

 Constant 1 0,000 0,995   

 

This multivariate analysis begins with candidate selection, in which an independent variable with a p-

value of < 0.25 via the "Enter" method in logistic regression is selected for a multivariate test, as recorded in 

the Bivariate Selection Results Table of Independent Variables with Dependent Variables. The first stage of 

the logistic regression test tested variables such as responsiveness, reliability, assurance, care, and physical 

evidence that had a p-value of < 0.25 in previous bivariate analyses. The results of this first stage are 

documented in the First Stage Regression Test Results Table, showing the significance of the variables and 

expansion (Exp(B)) along with a 95% confidence range. The second stage involves two variables, namely 

responsiveness and concern, which meet the criteria of p-value < 0.05 from the first stage, and detailed results 

can be found in the Second Stage Regression Test Results Table, presenting similar information to the previous 

stage for further evaluation. 

 

 

DISCUSSION 

Explore the relationship between various aspects of health services at Madani Regional Hospital Pekan 

Baru with outpatient satisfaction. Several dimensions of service such as responsiveness, reliability, assurance, 

caring, physical evidence, and research implications are evaluated in the context of their relationship to patient 

satisfaction. The results showed the perception of the majority of respondents towards aspects of services at 

the hospital. 

Responsiveness, or the ability of health workers to respond to patient requests and complaints, affects 

satisfaction levels. Research shows that lack of good response and proper information from health workers 

contributes to lack of patient satisfaction.  

Service reliability, such as speed and accuracy in providing services, also has a significant influence on 

patient satisfaction. Services that are not carried out effectively and are not convoluted affect patient 

perceptions of service quality. 

Assurance or confidence in the ability of health workers, including politeness, competence, and safety, 

also affects patient satisfaction. In this study, the lack of friendly attitude from health workers and lack of good 

communication between patients and health workers were the main factors that influenced patient satisfaction. 

Caring, related to the attention and willingness of health workers to understand the needs of patients, 

also plays an important role in influencing satisfaction. Lack of attention and good response from health 

workers to patient complaints is an obstacle in increasing patient satisfaction. 
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Physical evidence, which includes facilities, equipment, and means of communication, was not 

significantly associated with patient satisfaction in the context of this study. However, adequate facilities and 

clean and comfortable conditions at the puskesmas affect patients' perceptions of service quality. 

The implication of this study is the need for improvement in various aspects of health services associated 

with patient satisfaction at Madani Regional Hospital Pekan Baru. Some things that need to be considered 

include increasing the response and information provided by health workers, increasing service reliability, 

friendly attitude and better communication, as well as maintenance and improvement of physical facilities and 

equipment. The limitations of this study need to be considered in interpreting the results. Research is limited 

to certain factors that affect outpatient satisfaction, without considering other factors that may also be 

influential. In addition, the possibility of respondents' answers that do not fully represent the real condition is 

also a limitation that needs to be considered in interpreting research results. 

 

 

CONCLUSION 

Based on the results of research on the impact of outpatient services on the satisfaction of BPJS 

Kesehatan participants at Madani Regional Hospital Pekan Baru in 2023, univariate analysis shows the 

frequency distribution of respondents' characteristics based on gender, education, occupation, and age, while 

tables related to responsiveness, reliability, assurance, care, and physical evidence show respondents' 

perceptions of these aspects of service. The results of the bivariate analysis highlight a significant relationship 

between several service variables such as responsiveness, reliability, assurance, care, and the level of patient 

satisfaction. Multivariate analysis through logistic regression confirmed that responsiveness and care were 

significant factors in influencing patient satisfaction at the hospital. The implications are the need for improved 

response and information from health workers, improved service reliability, friendliness and better 

communication, and maintenance of physical facilities and equipment. A limitation of this study is that it 

focuses on certain factors that affect patient satisfaction, while other factors that may also have an effect were 

not included in this study. In addition, it is possible that respondents' answers do not fully represent the actual 

conditions, which need to be considered in the interpretation of the results. 
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