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Abstract 

The National Health Insurance System (JKN), managed by BPJS, is a strategic initiative of the Indonesian government 

to ensure access to affordable and quality health services. This study aims to evaluate the effect of an online tiered 

referral system on patient satisfaction at Royal Prima Hospital. This study was conducted at Royal Prima Medan 

Hospital from February to March 2019 using a non-experimental quantitative method with a descriptive approach and 

associative analysis. Data was collected through an online questionnaire survey involving 100 respondents and analyzed 

using the Chi-Square test and multiple logistic regression. This method was chosen to evaluate the relationship between 

independent variables and patient satisfaction quantitatively. The results of the analysis showed a significant 

relationship between several variables and patient satisfaction, such as ease of requirements (p = 0.010), service 

procedures (p = 0.017), service time (p = 0.006), cost efficiency (p = 0.001), and facilities/infrastructure (p = 0.020). 

In contrast, variables such as product specifications (p = 0.268) and executor competence (p = 0.200) were 

insignificant. Multivariate analysis showed that cost efficiency had the highest Odds Ratio (OR) of 7.516, indicating 

that patients who perceived higher cost efficiency were 7.516 times more likely to be satisfied. Recommendations for 

BPJS Kesehatan include improving cost efficiency, service time, and hospital infrastructure to improve patient 

satisfaction. 
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Introduction 

The National Health Insurance System (JKN), managed by the Social Security Administration for 
Health (BPJS), is one of the Indonesian government's strategic steps to ensure everyone can access 
affordable, high-standard healthcare services.1 The main goal of JKN is to provide financial protection to 
the community in the face of rising healthcare costs.2 With this system, it is hoped that all individuals, 
including the underprivileged, can access adequate health services without being burdened by high costs. 
One of the critical aspects of JKN is the tiered referral system.3 Within this framework, patients must first 
receive services at a First Level Health Facility (FKTP), such as a health center or clinic, before being referred 
to a higher-level hospital, such as type B and A hospitals, ensuring that patients receive appropriate 
treatment according to their health needs. Along with technological advancements, BPJS Kesehatan has 
introduced an online tiered referral system, allowing patients to register and submit referrals digitally. This 
innovation streamlines the referral process, improving efficiency and enhancing patient access to health 
services while potentially improving the patient experience.4 

Patient satisfaction is a crucial indicator in evaluating the success of healthcare services, especially 
within public services.5 According to Permenpan RB No. 14 of 2017 concerning Guidelines for the 
Preparation of Community Satisfaction Surveys for Public Service Implementation Units, measuring 
satisfaction needs to be done systematically and objectively, considering various aspects such as service 
quality, ease of access, and responsiveness of healthcare workers.6; 7 In this study, assessing how 
implementing the online tiered referral system affects patient satisfaction at Royal Prima Hospital is crucial. 
Following these guidelines, the study aims to analyze the relationship between the BPJS Kesehatan online 
tiered referral system and patient satisfaction levels. The findings from this research will provide valuable 
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insights for BPJS Kesehatan and other stakeholders in enhancing healthcare service quality in Indonesia. By 
understanding the impact of the online tiered referral system on patient satisfaction, JKN can continue to 
adapt and innovate to meet the community's needs for accessible and high-quality healthcare services. 

 
Method 

This study is a non-experimental, quantitative research with a cross-sectional and associative analysis 
approach. The research was conducted at Royal Prima Hospital Medan from February to March 2019, with 
the population including all BPJS Kesehatan patients undergoing inpatient and outpatient treatment, 
totaling an average of 6,653 patients. The sample was determined using interpretation estimation with the 
Structural Equation Modelling (SEM) approach. According to Hair et al. (2017), a sample size of 100-200 
respondents is ideal for SEM, as a substantial sample may complicate model suitability. Data collection was 
done through an online-based questionnaire (Google Forms), following the guidelines of Permenpan RB 
No. 14 of 2017 concerning the preparation of community satisfaction surveys for public service units. The 
variables were measured using the Likert scale, allowing respondents to rate the provided statements on 
different levels. Reliability testing uses the Cronbach's Alpha test, where a value greater than 0.70 is 
considered reliable. Data analysis included univariate, bivariate (Chi-Square test), and multivariate 
(multiple logistic regression) analyses, with a Confidence Interval (CI) of 95%. 
 
Results and Discussion 

 

 

 The respondents in this study were all BPJS Kesehatan patients at Royal Prima Hospital, both 
outpatient and inpatient, with the criteria of good communication and writing skills and a willingness to 
participate voluntarily and cooperatively. A total of 100 questionnaires were distributed to selected 
respondents. Respondents were divided based on four main characteristics, namely age, gender, 
education, and employment status. This characteristic division aims to identify demographic factors that 
may affect patient satisfaction with the BPJS Kesehatan online tiered referral system at Royal Prima 
Hospital.  

Based on Table 1, the description of the research respondents in terms of age shows that the age 
group >50 years dominates with 54 respondents (54%), followed by the age group of 30-40 years and 41-
50 years, which each consists of 18 respondents (18%). Meanwhile, respondents aged <30 are the smallest 
group, with ten people (10%). Regarding gender, most respondents were men, 65 people (65%), while 
women amounted to 35 people (35%). The dominance of male respondents can illustrate the tendency of 
this gender group to utilize BPJS Kesehatan services at Royal Prima Hospital. In terms of education, most of 
the respondents had higher education (S1 or more), which was 59 people (59%). Respondents with a high 
school education are 23 (23%), while those with a junior high school education are recorded as many as 18 
(18%). It reflects that most patients who use BPJS Kesehatan services at Royal Prima Hospital have a 
relatively high educational background. Regarding employment status, the majority of respondents were 
self-employed, as many as 46 people (46%). Respondents who work in the private sector amounted to 29 
people (29%), while civil servants were recorded as many as 25 people (25%). From this data, it can be seen 
that most of the respondents who are older, male, highly educated, and working as entrepreneurs 
dominate this study. This demographic can provide insight into the patients who use BPJS Kesehatan 
services more at Royal Prima Hospital. 

 
Table 1. Overview of Research Respondents by Age, Gender, Education, and Employment Status 

Characteristics Category Sum Percentage  

Age 

<30 Years 10 10 (%) 

30 s/d 40 Years 18 18 (%) 

41 s/d 50 Years 18 18 (%) 

>50 Years 54 54 (%) 

Sum 100 100 (%) 

Gender Male 65 65 (%) 
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Characteristics Category Sum Percentage  

Female 35 35 (%) 

Sum 100 100 (%) 

Education 

Junior high school  18 18 (%) 

Senior high school 23 23 (%) 

Higher Education 59 59 (%) 

Sum 100 100 (%) 

Employment Status 

Civil servants 25 25 (%) 

Private employee 29 29 (%) 

Self-employed 46 46 (%) 

Sum 100 100 (%) 

Source: Primary data, processed in 2024. 

 
Based on the Chi-Square test results in Table 2, of those who felt the requirements were easy, 35 

were satisfied, while 26 respondents were dissatisfied, with a p-value of 0.010. This indicates a significant 
relationship between ease of requirements and patient satisfaction. On the procedure variable, out of 62 
respondents who felt the service procedure was suitable, 47 respondents were satisfied, with a p-value of 
0.017. It indicates that the quality of service procedures has significantly influenced service time and 
satisfaction. Of 77 respondents who felt the service was fast, 57 were satisfied, with a p-value of 0.006. It 
confirms that speed of service is very influential on patient satisfaction. On the cost/tariff variable, 41 
respondents were satisfied with the efficient tariff, with a p-value of 0.001, indicating that cost efficiency 
strongly influences patient satisfaction. The facilities/infrastructure variable showed a significant 
relationship with satisfaction, with a p-value of 0.020. However, product specifications, executor 
competence, executor behavior, and complaint handling did not show an important relationship with 
patient satisfaction, with p-values of 0.268, 0.200, 0.103, and 0.074, respectively. Therefore, these variables 
were not used in the multivariate analysis. 

 

Table 2. Chi-Square Test Results 

Variable 
Satisfaction 

Sum p-value 
Not Satisfied Satisfied 

Requirements 
Easy 26 35 61 

0.010 
Not Easy 7 32 39 

Procedure 
Not good 18 20 38 

0.017 
Good 15 47 62 

Service Time 
Not Fast 13 10 23 

0.006 
Fast 20 57 77 

Fees/Rates 
Efficient 25 26 51 

0.001 
Inefficient 8 41 49 

Product Specifications 
Easy 31 58 89 

0.268 
Not Easy 2 9 11 

Implementer 
Competency 

Skilled 31 57 88 
0.200 

Unskilled 2 10 12 

Executor Behavior 
Friendly 32 58 90 

0.103 
Unfriendly 1 9 10 

Complaint Handling 
Running 32 57 89 

0.074 
Not Running 1 10 11 

Facilities/ Infrastructure 
Inadequate 13 12 25 

0.020 
Adequate 20 55 75 

Source: Primary data processed, 2024. 
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In the multivariate analysis shown in Table 3, the variable with the highest Odds Ratio (OR) is cost 
with an OR value of 7.516. It indicates that patients who feel service costs are more efficient have a 7.516 
times greater chance of being satisfied than patients who think they are inefficient. This value indicates a 
significant effect of cost on patient satisfaction. 

 
Table 3. Multivariate Analysis 

Variable B S.E. Wald df Sig. Exp(B) 
95% C.I.for EXP(B) 

Lower Upper 

Requirements -0.195 0.847 0.053 1 0.821 0.823 0.151 4.473 

Procedure 1.001 0.527 3.605 1 0.059 2.722 0.961 7.708 

Service Time 1.111 0.565 3.869 1 0.049 3.037 1.003 9.194 

Fees/Rates 2.017 0.850 5.635 1 0.017 7.516 1.438 39.292 

Facilities/ 
Infrastructure 

1.016 0.573 3.133 1 0.075 2.762 0.903 8.454 

Source: Primary data processed, 2024 
 

 
Discussion 
 

The Chi-Square test results showed that the requirements variable significantly influenced patient 
satisfaction, with a p-value of 0.010. It indicates that the ease of fulfilling administrative requirements is 
crucial in shaping patient perceptions. These requirements may include document completeness, clarity of 
procedures, and quick access to health services. Patients who find administrative processes simple tend to 
feel more valued, positively affecting their satisfaction. On the other hand, complicated procedures or long 
processing times can lead to frustration and dissatisfaction.9   

These findings align with Roziqin (2023), who found a significant relationship between the health 
service process (p = 0.004) and system (p = 0.003) with patient satisfaction in BPJS outpatients at Advent 
Medan Hospital.10 Similarly, Safitri (2023) concluded that requirements were significantly related to patient 
satisfaction (p = 0.001).11 These results are consistent with Permenpan RB No. 14 of 2017, highlighting 
requirements as a critical dimension in public satisfaction surveys. Good health services should streamline 
administrative steps, reducing the burden on patients, especially in urgent conditions.12 One way to 
enhance satisfaction is through better communication about procedures, helping patients feel prepared 
and less confused. Additionally, increased use of technology can simplify the requirements process and 
improve service efficiency.13 

The Chi-Square test results showed that the procedural variable had a significant relationship with 
the level of patient satisfaction of BPJS users at Royal Prima Hospital, with a p-value of 0.017. It shows that 
the quality of service procedures influences patient satisfaction. The results of this study are supported by 
Hariani (2022), who stated that the analysis using chi-square obtained a p-value = 0.00 or a p-value of <0.05, 
meaning that there is a relationship between service procedures and patient satisfaction at Lahat Hospital 
in 2021.14 Also supported by Safitri's (2023) research, with the results of the statistical test obtaining a value 
of p (sig) = 0.004 less than 0.05, H0 was rejected so that the conclusion was that there was a relationship 
between the system/mechanism/procedure and patient satisfaction.11 Service procedures include the 
administrative flow, admission process, and steps patients must undergo to get health services. Patients 
who feel that their service procedures are accessible, transparent, and efficient tend to feel more satisfied. 
Conversely, complicated, convoluted, or time-consuming procedures can lead to frustration, ultimately 
lowering satisfaction levels.15 

The Chi-Square test results showed that the service time variable had a significant relationship with 
patient satisfaction of BPJS users at Royal Prima Hospital, with a p-value of 0.006. It indicates that the speed 
of service time patients receive significantly affects their satisfaction. The results of this study are supported 
by Roziqin (2023), who stated that there is a relationship between the variable of waiting time for health 
services (p = 0.034 or p-value < 0.05) with online referral patient satisfaction in BPJS outpatients at Medan 
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Adventist Hospital.10 Also supported by Safitri's (2023) research, with the statistical test results obtaining a 
value of p (sig) = 0.001 less than 0.05, H0 was rejected. Hence, the conclusion was that there was a 
relationship between service time and patient satisfaction.11 

Service time is a crucial factor in health services.16 Patients appreciate prompt service, especially in 
emergencies or when experiencing discomfort.17 When patients feel that wait times are minimal and they 
are served quickly, they tend to feel satisfied with the overall healthcare experience they receive. 
Conversely, long wait times can lead to frustration and dissatisfaction, even if other aspects of the service, 
such as the quality of medical care, are adequate.18;19 

The Chi-Square test results on the cost/tariff variable showed a p-value of 0.001, indicating a 
significant relationship between the perception of service costs and the level of patient satisfaction of BPJS 
users at Royal Prima Hospital. The results of this study are supported by Hariani (2022), who stated that 
the results of the analysis using chi-square obtained a p-value = 0.005, or a p-value of <0.05, which means 
that there is a relationship between service costs/tariffs and patient satisfaction at Lahat Hospital in 2021.14 
Also supported by Safitri's (2023) research, with the results of the statistical test obtaining a value of p (sig) 
= 0.003 less than 0.05, H0 was rejected so that the conclusion was that there was a relationship between 
service time and patient satisfaction.11 

Patients who feel that the cost or rate of the service is more efficient tend to have a higher level of 
satisfaction.20 Cost efficiency plays a vital role in patients' perception of the health care quality they 
receive.21 In the context of BPJS Kesehatan, where most of the costs are covered by the insurance system, 
the perception of affordability and transparency remains crucial for patients.22 When patients feel that the 
cost aligns with the quality of service received, this increases their satisfaction. Conversely, costs 
considered inefficient or too high can reduce patient satisfaction, even though the services are of high 
quality. It demonstrates the importance of cost transparency and the hospital's efforts to ensure patients 
understand the applicable fee structure.23  

The Chi-Square test results on the facility/infrastructure variable with a p-value of 0.020 showed a 
significant relationship between the quality of facilities/infrastructure and the level of patient satisfaction 
of BPJS users at Royal Prima Hospital. Hariani (2022) stated that the analysis using chi-square obtained a p-
value = 0.000 or a value of p <0.05 means that there is a relationship between service costs/rates and 
patient satisfaction at Lahat Hospital in 2021.14 Also supported by Safitri's (2023) research, with the results 
of the statistical test obtaining a value of p (sig) = 0.004 less than 0.05, H0 was rejected so that the 
conclusion was that there was a relationship between service time and patient satisfaction.11 

These findings confirm that adequate facilities and infrastructure influence patient satisfaction.24 
When physical facilities and infrastructure, such as waiting rooms, treatment rooms, and medical 
equipment, are well provided, patients are more likely to feel comfortable and trust that they receive 
quality services.25 This contributes directly to patient satisfaction levels. Conversely, inadequate 
facilities/infrastructure, such as limited facilities, uncomfortable environmental conditions, or inefficient 
equipment, can lead to dissatisfaction, even though other aspects of health care are doing well. In the 
context of BPJS health services, the quality of facilities and infrastructure can affect how patients feel about 
the value of the services they receive.26 
However, product specifications, implementation competence, implementation behavior, and complaint 
handling did not significantly correlate with patient satisfaction, with p-values of 0.268, 0.200, 0.103, and 
0.074, respectively. It suggests that these variables do not substantially affect patients' perceptions of 
service satisfaction. Although specification products have an essential role in health services, these results 
indicate that patients' perception of these specifications does not sufficiently determine their level of 
satisfaction. It can be caused by differences in patients' understanding of product specifications. Similarly, 
the competence and behavior of the implementer did not have a significant effect, which suggests that 
other factors, such as service time and cost, are more dominant in influencing patient satisfaction. Patients 
prioritize practical aspects, such as speed and cost, over skills or interactions with healthcare professionals. 
 
sssssssss 
 
Conclusion 
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Based on the results of the Chi-Square test and multivariate analysis, this study found that the variables of 
requirements, procedures, service time, cost efficiency, and facilities/infrastructure had a significant 
impact on patient satisfaction at Royal Prima Hospital, with cost efficiency showing the highest Odds Ratio 
(OR) of 7.516. Conversely, product specifications, staff competence, staff behavior, and complaint handling 
did not show a significant effect. Royal Prima Hospital is recommended to focus on optimizing costs, 
speeding up service times, improving procedures, and enhancing communication between patients and 
staff to increase patient satisfaction. Periodic monitoring and facility improvements are crucial to 
enhancing service quality and the hospital's reputation. 
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