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ABSTRAK 

 
Akhmad Riduan, 2320419310063, 2025, Kualitas Pelayanan BPJS Kesehatan 

Pada Pengguna Fasilitas Kesehatan Tingkat I Pada  Dr. H. Ris 

Mohammad Abrar Kota Banjarmasin. Tesis Program Magister 

Administrasi Publik Universitas Lambung Mangkurat Banjarmasin. 

Dibawah bimbingan Muhammad Riduansyah Syafari. 

 

Latar belakang penelitian ini didasarkan pada peran penting BPJS 

Kesehatan sebagai penyelenggara jaminan sosial nasional dalam menyediakan 

akses pelayanan kesehatan yang adil, merata dan berkualitas bagi seluruh lapisan 

masyarakat. Namun, dalam implementasinya, masih ditemukan keluhan dari 

peserta terkait mutu pelayanan di FKTP, khususnya menyangkut kecepatan 

pelayanan, sikap tenaga medis dan kelengkapan sarana prasarana. Oleh karena 

itu, penelitian ini difokuskan untuk menilai sejauh mana pelayanan yang 

diberikan telah memenuhi harapan peserta BPJS Kesehatan. 

 

Metode penelitian yang digunakan adalah pendekatan deskriptif 

kuantitatif yang merupakan peserta aktif BPJS Kesehatan yang menerima 

layanan di fasilitas tersebut. Pada penelitian ini, menggunakan teknik 

pengumpulan Triangulasi teknik dan analisis data menggunakan model Miles 

dan Huberman yaitu reduksi data, penyajian data dan Penarikan Kesimpulan 

 

 Hasil penelitian, diketahui bahwa secara umum kualitas pelayanan dapat 

dikatakan cukup baik, namun belum maksimal. Adapun, berdasarkan teori 

Zeithaml et al Kualitas pelayanan BPJS kesehatan pada pengguna fasilitas 

kesehatan tingkat I di Dr. H. Ris Mohammad Abrar Kota Banjarmasin dapat 

dikatakan cukup baik, namun belum maksimal.  Dalam hal ini dapat dilihat dari 

daya tanggap, jaminan serta empati yang cukup baik. Sedangkan, bukti fisik dan 

reliabilitas belum optimal. Serta, faktor penghambatnya, lemahnya koordinasi 

antar fasilitas kesehatan. Seperti, komunikasi antara dokter FKTP dan dokter 

spesialis di FKRTL seringkali tidak berjalan optimal, sehingga menyebabkan 

ketidakjelasan dalam rencana tindak lanjut pasien. Sistem Administrasi/Aplikasi 

menghadapi kendala dalam hal administrasi, Seringnya terjadi gangguan pada 

aplikasi P-Care, seperti server down, akses lambat, atau error saat input data. 

Penggunaan Fasilitas Kesehatan Tingkat Pertama  dan pengguna . 

 

 Berdasarkan hal tersebut, diharapkan pihak pengelola FKTP dan BPJS 

Kesehatan dapat terus berupaya meningkatkan kualitas pelayanan secara 

berkelanjutan termasuk penguatan kapasitas sumber daya manusia, peningkatan 

manajemen layanan, serta pembenahan fasilitas fisik guna memenuhi kebutuhan 

dan harapan peserta serta mendukung pencapaian tujuan Jaminan Kesehatan 

Nasional (JKN) secara menyeluruh. 

 

Kata Kunci: Kualitas Pelayanan, FKTP, Dr. H. Ris Mohammad Abrar  
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ABSTRACT 

 

Akhmad Riduan, 2320419310063, 2025, Quality of BPJS Health Services for 

Users of Level I Health Facilities at Dr. H. Ris Mohammad Abrar, 

Banjarmasin City. Thesis of the Master of Public Administration 

Program, Lambung Mangkurat University, Banjarmasin. Under the 

guidance of Muhammad Riduansyah Syafari. 

 

The background of this study is based on the important role of BPJS 

Health as the organizer of national social security in providing access to fair, 

equitable and quality health services for all levels of society. However, in its 

implementation, complaints were still found from participants regarding the 

quality of services at FKTP, especially regarding the speed of service, the 

attitude of medical personnel and the completeness of facilities and 

infrastructure. Therefore, this study focuses on assessing the extent to which the 

services provided have met the expectations of BPJS Health participants. 

The research method used is a quantitative descriptive approach which is 

an active participant of BPJS Kesehatan who receives services at the facility. In 

this study, using the technique of collecting Triangulation techniques and data 

analysis using the Miles and Huberman model, namely data reduction, data 

presentation and Conclusion Drawing 

The results of the study, it is known that in general the quality of service 

can be said to be quite good, but not yet optimal. Meanwhile, based on the 

theory of Zeithaml et al The quality of BPJS health services for users of level I 

health facilities at Dr. H. Ris Mohammad Abrar, Banjarmasin City can be said 

to be quite good, but not yet optimal. In this case, it can be seen from the 

responsiveness, assurance and empathy which are quite good. Meanwhile, 

physical evidence and reliability are not optimal. Also, the inhibiting factor is 

the weak coordination between health facilities. For example, communication 

between FKTP doctors and specialist doctors at FKRTL often does not run 

optimally, causing ambiguity in patient follow-up plans. The 

Administration/Application System faces obstacles in terms of administration, 

Frequent disruptions to the P-Care application, such as server down, slow 

access, or errors when inputting data. Use of First Level Health Facilities and 

users. 

Based on this, it is expected that the FKTP management and BPJS 

Kesehatan can continue to strive to improve the quality of services sustainably 

including strengthening human resource capacity, improving service 

management, and improving physical facilities to meet the needs and 

expectations of participants and support the achievement of the National Health 

Insurance (JKN) goals as a whole. 

 

Keywords: Service Quality, FKTP, Dr. H. Ris Mohammad Abrar 
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