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ABSTRAK 

 

ANALISIS KEPUASAN PENGGUNA APLIKASI MOBILE JKN DI 

WILAYAH KOTA BANJARBARU 

 

Alya Fakhriana 

Kemajuan teknologi informasi memotivasi BPJS Kesehatan untuk 

melakukan inovasi digital, diantaranya yaitu aplikasi Mobile JKN. Pada 

kenyataannya masih terdapat masyarakat yang mengeluhkan beberapa kendala 

terkait aplikasi Mobile JKN. Di Kalimantan Selatan, khususnya Kota Banjarbaru 

jumlah pengguna aplikasi Mobile JKN tahun 2022 masih belum memenuhi target 

yaitu 163.693 peserta dari target 175.400 peserta. Penelitian ini bertujuan untuk 

menganalisis hubungan antara kualitas layanan efficiency, reliability, fulfillment 

dan privacy dengan kepuasan pengguna aplikasi Mobile JKN di wilayah Kota 

Banjarbaru. Rancangan penelitian berupa kuantitatif dengan desain cross 

sectional. Sampel penelitian sebanyak 100 responden. Teknik pengambilan 

sampel menggunakan purposive sampling dengan menggunakan instrument 

kuesioner. Data dianalisis menggunakan uji Chi-Square dan uji fisher exact 

digunakan jika data tidak memenuhi kriteria. Hasil analisis data membuktikan 

hubungan yang berarti antara efficiency (p=0,008), reliability (p=0,000), 

fulfillment (p=0,007) dan privacy (p=0,000) dengan kepuasan pengguna aplikasi 

Mobile JKN. Kesimpulan penelitian ini menyatakan adanya hubungan antara 

kualitas layanan tersebut dengan kepuasan pengguna aplikasi Mobile JKN. 

Rekomendasi mencakup optimalisasi informasi dan edukasi terkait penggunaan 

aplikasi Mobile JKN. 

Kata Kunci: Efficiency, Reliability, Fulfillment, Privacy, Kepuasan   

                            Pengguna Mobile JKN  
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ABSTRACT 

 

ANALYSIS OF USER SATISFACTION OF THE JKN MOBILE 

APPLICATION IN THE BANJARBARU CITY AREA 

 

Alya Fakhriana 

 

Information technology developments motivate BPJS Health to implement 

digital innovations, such as the Mobile JKN app. In actuality, there are still 

complaints from users regarding various issues with the Mobile JKN app. The 

number of Mobile JKN application users in South Kalimantan, particularly in 

Banjarbaru City, has not yet reached the objective for 2022—that is, 163,693 

participants out of a target of 175,400 participants. The purpose of this study is to 

examine the association between user satisfaction with the Mobile JKN 

application in the Banjarbaru City region and service quality efficiency, 

dependability, fulfilment, and privacy. Cross-sectional, quantitative research 

approach was used. There were 100 responders in the research sample. Using a 

questionnaire instrument, the sampling strategy employs purposive sampling. 

Data were analyzed using the Chi-Square test, and if these requirements were not 

met, the Fisher exact test was used. The results of data analysis prove a 

significant relationship between efficiency (p=0.008), reliability (p=0.000), 

fulfillment (p=0.007) and privacy (p=0.000) with user satisfaction of the Mobile 

JKN application. The conclusion of this research states that there is a relationship 

between service quality and user satisfaction of the Mobile JKN application. 

Recommendations include optimizing information and education regarding the 

use of the Mobile JKN application. 

 

Keywords: Efficiency, Reliability, Fulfillment, Privacy, Satisfaction Mobile JKN  
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