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ABSTRAK

Kristela Andini, 201041132038 Pelayanan Aplikasi Jamostek Mobile (JMO)
dalam proses Klaim Jaminan Hari Tua (JHT) Pada kantor BPJS
Ketenagakerjaan Cabang Banjarmasin. Dibawah bimbingan Ibu Avela Dewi

Penelitian ini bertujuan untuk Menganalisis efektifitas layanan penggunaan Aplikasi
JAMSOSTEK MOBILE (JMO) dalam meningkatkan kualitas pelayanan di BPJS
Ketenagakerjaan serta Mengetahui faktor pendukung dan penghambat penggunaan
Aplikasi JAMSOSTEK MOBILE (JMO) dalam meningkatkan kualitas pelayanan
BPJS Ketenagakerjaan Banjarmasin. Penelitian ini menggunakan Teori Sutrisno
Pengukuran Efektivitas menurut Sutrisno (2007) terdiri dari: Pemahaman
program,Tepat sasaran,Tepat waktu diukur, Tercapainya tujuan diukur, Perubahan
Nyata.

Metode penelitian yang digunakan adalah deskriptif kualitatif dengan teknik data
melalui observasi, dokumentasi, wawancara. Informan dalam penelitian ini terdiri
dari Kepala Bidang Pelayanan, Staff Pelayanan, dan peserta BPJS ketanagerjaan.
Analisis data dilakukan dengan teknik pengumpulan data, redukasi data, penyajian
data, dan penarikan paya akat.

Hasil penelitian menunjukan bahwa pelaksanaan pelayanan Aplikasi JAMOSTEK
MOBILE (JMO) Belum maksimal, kualitas pelayanan diukur dari 5 dimensi, yaitu :
Tangibel (Berwujud), Reliability (kehandalan), Responsiviness (Ketanggapan)
assurance (Jaminan), dan Empathy (Empati). Namun terdapat beberapa factor
penghambat, yaitu mulai dari pemehaman program,tepat sasaran, tercapainya tujuan,
dan perubahan nyata.

Saran terkait pelaksnaan pelayanan Aplikasi JAMSOSTEK MOBILE (JMO) Pada
BPJS Ketanagakerjaan Cabang Banjarmasin adalah dapat mempertahankan kualitas
Pelayanan yang baik, mereka perlu terus melaksankan sosialisasi melalui berbagai
media serta melakukan koordinasi dengan pihak-pihak yang memiliki pengaruh
terhadap paya akat, dan Untuk terus memberikan kemudahan kepada peserta dalam
melakukan klaim JAMSOSTEK MOBILE (JMO) , Pihak BPJSK perlu meningkatkan
intensitas  paya mereka. Termasuk dalam memberikan fasilitas yang lebih mudah
diakses serta pelayanan yang resfonsif.

Kata Kunci : Kualitas Pelayanan, Efektivitas Aplikasi JIMO
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ABSTRACK

Kristela Andini, 201041132038 Jamostek Mobile Application Service (JMO) in the
Old Age Security (JHT) Claim process at the BPJS Employment Banjarmasin
Branch office. Under the guidance of Mrs. Avela Dewi.

This research aims to analyze the effectiveness of services using the JAMSOSTEK
MOBILE (JMO) Application in improving the quality of service at BPJS Employment
as well as knowing the supporting and inhibiting factors for using the JAMSOSTEK
MOBILE (JMO) Application in improving the quality of BPJS Employment
Banjarmasin services. This research uses Sutrisno's theory of measuring effectiveness
according to Sutrisno (2007) consisting of: understanding the program, right on
target, measured on time, achievement of measured goals, real change.

The research method used is descriptive qualitative with data techniques through
observation, documentation, interviews. The informants in this research consisted of
the Head of Service Division, Service Staff, and BPJS employment participants. Data
analysis was carried out using data collection techniques, data reduction, data
presentation, and drawing conclusions.

The research results show that the implementation of the JAMOSTEK MOBILE (JMO)
Application service has not been optimal, service quality is measured from 5
dimensions, namely: Tangibility, Reliability, Responsiveness, Assurance, and
Empathy. However, there are several inhibiting factors, starting from understanding
the program, being on target, achieving goals, and real change.

Suggestions regarding the implementation of JAMSOSTEK MOBILE (JMO)
Application services at BPJS Employment Banjarmasin Branch are that in order to
maintain good service quality, they need to continue to carry out outreach through
various media and coordinate with parties who have influence on the community, and
to continue to provide convenience to participants in making JAMSOSTEK MOBILE
(JMO) claims, BPJSK needs to increase the intensity of their efforts. This includes
providing facilities that are more easily accessible and responsive services.

Keywords: Service Quality, JMO Application Effectiveness
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