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ABSTRAK 

Saat ini, perkembangan teknologi informasi yang pesat mendorong BPJS 
Kesehatan untuk melakukan inovasi digital. Salah satunya, sebagai solusi keluhan 
antrian panjang di kantor BPJS Kesehatan. Pada 15 November 2017 BPJS 
Kesehatan resmikan aplikasi yang bernama “Mobile JKN”. Mobile JKN hadir 
sebagai salah satu sarana untuk mempermudah kebutuhan peserta dan calon peserta 
JKN-KIS. 

 

Konsep E-Service Quality atau yang merupakan versi baru dari Service 
Quality, menurut Goetsch Davis (Dalam Yamit, 2005: 8) E-Service Quality 
dikembangkan untuk mengevaluasi suatu pelayanan yang diberikan pada jaringan 
Internet. Chase, Jacobs, & Aquilano, Ho dan Lee (Dalam Jonathan, 2013: 105), 
menyebutkan terdapat 5 dimensi di dalam pengukuran E-Service 
Quality, yaitu Information Quality, Security, Website Functionality, Customer 
Relationship, dan Responsiveness and Fulfillment. Information Quality merupakan 
informasi yang tersedia pada sebuah situs yang merupakan komponen utama dari 
kualitas pelayanan yang dirasakan. Security dalam hal ini berkaitan dengan 
bagaimana sebuah situs terbukti dapat dipercaya bagi pelanggannya.  

 
Adapun metode yang digunakan adalah metode kuantitatif dengan 

pendekatan survey. Tujuan dalam penelitian ini adalah untuk menganalisa 
Efektivitas Electronic Service Quality dan Kualitas Informasi Aplikasi Mobile 
JKN Terhadap Kepuasan Peserta BPJS Kesehatan Cabang Jakarta Barat’. Hasil 
penelitian ini adalah adanya hubungan yang signifikan antara e-service Quality, 
kualitas informasi Mobile JKN. 

 
Teori yang diambil dalam penelitian ini adalah Teori Kualitas Sistem, Teori 

Kualitas Informasi dan teori Kepuasan Pengguna. Setelah melakukan serangkaian 
Analisa dan pengujian teori, sehingga penulis dapat menyimpulkan bahwa teori 
yang diuji adalah benar terjawab. Hasil ini sejalan dengan penelitian (Jaya & 
Sundari, 2017) yang menunjukkan bahwa Kualitas Sistem (X1) dan kualitas 
informasi (X2) berpengaruh baik secara bersama-sama terhadap kepuasan 
pengguna (Y) Sistem Informasi Penilaian. Nilai signifikan t untuk kualitas sistem 
lebih kecil dari α yang ditetapkan (α = 0,05) yaitu 0,000. Selain itu, hasil pengujian 
ini juga menunjukkan nilai t hitung lebih besar dari nilai t tabel (2,871 > 1,686) 
untuk kualitas sistem informasi, Berdasarkan hasil pengujian tersebut maka dapat 
disimpulkan bahwa H0 diterima dan Signifikansi untuk t kualitas informasi 0,000. 
Sehingga nilai probabilitas 0,00 < 0,005 Dan nilai t hitung lebih besar dari t tabel 
(2,973 > 1,686), sehingga dapat diputuskan bahwa H1 diterima. Artinya kualitas 
informasi berpengaruh positif terhadap kepuasan pengguna, hasil penelitian juga 
menyimpulkan bahwa kualitas sistem informasi memiliki pengaruh yang dominan 
terhadap kepuasan pengguna. 

 
Kata Kunci: Electronic Service Quality, Kualitas Informasi, Mobile JKN 
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ABSTRACT 

Currently, the rapid development of information technology has 
encouraged BPJS Kesehatan to carry out digital innovations. One of them is as a 
solution to complaints of long queues at the BPJS Kesehatan office. On November 
15, 2017 BPJS Kesehatan inaugurated an application called "Mobile JKN".  
Mobile JKN is present as a means to facilitate the needs of JKN-KIS participants 
and prospective participants. 

 

Konsep E-Service Quality or which is a new version of Service Quality, 
accordingto Goetsch Davis (Dalam Yamit, 2005: 8) E-Service Quality was 
developed to evaluate a service provided on the Internet network. Chase, Jacobs, 
& Aquilano, Ho and Lee (In Jonathan, 2013: 105), mentioned that there are 5 
dimensions in the measurement of E-Service Quality, namely Information Quality, 
Security, Website Functionality, Customer Relationships, and Responsiveness and 
Fulfillment.  Information Quality is information available on a site that is the main 
component of the perceived quality of service.  Security in this case has to do with 
how a site proves trustworthy for its customers.  

 
The method used is a quantitative method with a survey approach. The 

purpose of this study is to analyze the Effectiveness of Electronic Service Quality 
and Information Quality of the JKN Mobile Application on the Satisfaction of 
BPJS Kesehatan West Jakarta Branch Participants'. The result of this study is that 
there is a significant relationship between e-service Quality, the quality of Mobile 
JKN information. 

 
The theories taken in this study are System Quality Theory, Information 

Quality Theory and User Satisfaction theory. After conducting a series of Analysis 
and testing of the theory, so that the author can conclude that the theory tested is 
correctly answered. This result is in line with research (Jaya & Sundari, 2017) 
which shows that System Quality (X1) and information quality (X2) have a good 
effect together on user satisfaction (Y) Assessment Information System. The 
significant value of t for system quality is less than the set α (α = 0.05) which is 
0.000. In addition, the results of this test also show that the calculated t value is 
greater than the table t value (2.871 > 1.686) for the quality of the information 
system, based on the results of the test, it can be concluded that H0 is accepted 
and the Significance for t information quality is 0.000. So that the probability value 
of 0.00 < 0.005 And the calculated value of t is greater than the table t (2.973 > 
1.686), so it can be decided that H1 is accepted. This means that the quality of 
information has a positive effect on user satisfaction, the results of the study also 
concluded that the quality of information systems has a dominant influence on user 
satisfaction. 

 
Keyword: Electronic Service Quality, Information Quality, Mobile JKN 

 

http://lib.mercubuana.ac.id 
Menteng



 
 

xi  

DAFTAR ISI 

 

LEMBAR PERSETUJUAN SIDANG TESIS ............................................  i  

LEMBAR TANDA LULUS SIDANG TESIS ............................................  ii  

LEMBAR PENGESAHAN PERBAIKAN TESIS .....................................  iii  

LEMBAR PENGESAHAN TESIS .............................................................  iv  

PERNYATAAN SIMILARITY CHECK .....................................................  v  

PERNYATAAN ..........................................................................................  vi  

KATA PENGANTAR .................................................................................  vii  

ABSTRAK ...................................................................................................  viii  

DAFTAR ISI ...............................................................................................  ix 

DAFTAR TABEL  ......................................................................................  xiv  

DAFTAR GAMBAR  ..................................................................................  xv  

DAFTAR LAMPIRAN  ..............................................................................  xvi   

BAB I PENDAHULUAN ..........................................................................  1 

1.1. Latar Belakang.....................................................................................  1 

1.2. Rumusan Masalah ................................................................................  8 

1.3. Tujuan Penelitian .................................................................................  8 

1.4    Signifikansi Penelitian ..........................................................................  8 

BAB II TINJAUAN PUSTAKA ................................................................  9  

2.1. Penelitian Terdahulu ............................................................................  9 

2.2. Kerangka Teori ....................................................................................  29 

2.2.1 Computer Mediated Communication  (CMC) ..............................  29 

2.2.2 Technology Acceptance Model (TAM) ........................................  31 

2.2.3 Electronic Service Quality ...........................................................  32 

2.2.4 Teori Kualitas Informasi ..............................................................  34 

2.2.4 Kepuasan Peserta .........................................................................  36 

2.3. Hipotesis ..............................................................................................  39 

BAB III METODE PENELITIAN .............................................................  40 

3.1 Paradigma Penelitian ............................................................................  40 

http://lib.mercubuana.ac.id 
Menteng



 
 

xii  

3.2 Pendekatan Penelitian ..........................................................................  41 

3.3 Metode Penelitian ................................................................................  42 

3.4 Sifat Penelitian .....................................................................................  42 

3.5 Operasional Variabel ............................................................................  43 

3.6 Populasi dan Sampel ............................................................................  46 

3.6.1 Populasi ......................................................................................  46 

3.6.1 Sampel ........................................................................................  46 

3.7  Teknik Pengumpulan Data ...................................................................  48 

3.8 Pengumpulan Data ...............................................................................  49 

3.9 Pengujian Instrumen ............................................................................  49 

3.10 Uji Validitas ........................................................................................  50 

3.11 Analisis Reliabilitas .............................................................................  53 

3.12 Analisis Data .......................................................................................  56 

 3.12.1   Uji Asumsi ..............................................................................  56 

 3.12.2  Uji Normalitas ..........................................................................  56 

 3.12.3  Uji Path Diagram .....................................................................  56 

BAB IV ANALISIS DAN PEMBAHASAN ...............................................  57 

4.1 Deskripsi Objek Penelitian ...................................................................  57 

4.1.1 Profil BPJS Cabang Jakarta Barat  ............................................  56 

4.2    Profil Responden ..................................................................................  59 

4.2.1    Karakteristik Responden Berdasarkan Jenis Kelamin ...............  59 

4.2.2    Karakteristik Responden Berdasarkan Usia ..............................  60 

4.2.3    Karakteristik Responden Berdasarkan Pendidikan ....................  62 

4.2.4    Karakteristik Responden Berdasarkan Pekerjaan  .....................  63 

4.3    Asumsi Klasik ......................................................................................  65 

4.3.1    Uji Normalitas ..........................................................................  65 

4.3.2    Analisis Autokorelasi (Durbin Watson) ....................................  68 

4.3.3    Uji Linearitas ...........................................................................  68 

4.3.4    Uji Multikolinearitas ................................................................  69 

4.4 Uji Korelasi Berganda..........................................................................  70 

4.5 Koefisien Determinasi .........................................................................  72 

http://lib.mercubuana.ac.id 
Menteng



 
 

xiii  

4.6 Uji Regresi Berganda ...........................................................................  74 

4.7 Uji Hipotesis ........................................................................................  76 

4.7.1    Uji T ........................................................................................  76 

4.7.2    Uji F .........................................................................................  79 

4.8 Pembahasan .........................................................................................  83 

BAB V PENUTUP ......................................................................................  87 

5.1 Kesimpulan..........................................................................................  87 

5.2  Implikasi ..............................................................................................  88 

5.3 Saran ...................................................................................................  89 

DAFTAR PUSTAKA ..................................................................................  93 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

http://lib.mercubuana.ac.id 
Menteng



 
 

xiv  

DAFTAR TABEL 

 

Tabel 1.1 Jumlah Penggunaan Mobile JKN Periode 2016-2015................  4  

Tabel 2.1 Penelitian Terdahulu  .................................................................  9  

Tabel 3.1 Operasional Variabel  .................................................................  44  

Tabel 3.2 Skala Likert ................................................................................  49  

Tabel 3.3 Uji Validitas Variabel X1 (Kualitas Sistem)  .............................  50  

Tabel 3.4 Uji Validitas Variable X2 (Kualitas Informasi) .........................  51 

Tabel 3.5 Uji Validitas Variabel Y (Kepuasan Pengguna) ........................  52 

Tabel 3.6 Uji Reliabilitas Variabel X1 (Kualitas Sistem) ..........................  54 

Tabel 3.7 Uji Reliabilitas Variabel X2 (Kualitas Informasi) .....................  54 

Tabel 3.8 Uji Reliabilitas Variabel Y (Kepuasan Pengguna) ....................  54 

Tabel 3.9 Tabel Reliabilitas  .......................................................................  55 

Tabel 4.1 Karakteristik Responden Berdasarkan Jenis Kelamin .............  59 

Tabel 4.2 Karakteristik Responeden Berdasarkan Usia ...........................  60 

Tabel 4.3 Karakteristik Responden Berdasarkan Pendidikan .................  62 

Tabel 4.4 Sebaran Karakteristik Responden Berdasarkan Pekerjaan .....  63 

Tabel 4.5 Uji Normalitas Variabel X1 Terhadap Variabel Y....................  65 

Tabel 4.6 Uji Normalitas Variabel X2 Terhadap Variabel Y....................  65 

Tabel 4.7 Model Summary Autokorelasi ...................................................  68 

Tabel 4.8 Uji Linearitas Variabel Kualitas Sistem ....................................  69 

Tabel 4.9 Uji Linearitas Variabel Kualitas Informasi ...............................  69 

Tabel 4.10 Uji Multikolinearitas ................................................................  70 

Tabel 4.11 Tabel Uji Korelasi Berganda ....................................................  71 

Tabel 4.12 Koefisien Determinasi  ..............................................................  73 

Tabel 4.13 Tabel Uji Regresi Berganda .....................................................  74 

Tabel 4.14 Tabel Koefisien Uji T ................................................................  77 

Tabel 4.15 Anova Uji F ...............................................................................  79 

 

 

http://lib.mercubuana.ac.id 
Menteng



 
 

xv  

DAFTAR GAMBAR 

 

Gambar 1.1 Tampilan Aplikasi Mobile JKN .............................................  7  

Gambar 2.1 Technology Acceptance Model (TAM)  ..................................  32  

Gambar 2.2 Konsep Electronic Service Quality  .........................................  34  

Gambar 2.3 Kerangka Berpikir  ................................................................  39  

Gambar 4.1 Pie Charts Berdasarkan Jenis Kelamin ................................  59  

Gambar 4.2 Pie Charts Responden Berdasarkan Usia  .............................  61 

Gambar 4.3 Pie Charts Responden Berdasarkan Pendidikan ..................  62 

Gambar 4.4 Pie Charts Responden Berdasarkan Pekerjaan ....................  64 

Gambar 4.5 Histogram ...............................................................................  66 

Gambar 4.6 Gambar Table P-P Plot Regresi Berganda ...........................  67 

Gambar 4.7 Scatterplot ..............................................................................  67 

Gambar 4.8 Hasil Jalur Analisis AMOS ....................................................  81 

 

 

 

 

 

 

 

 

 

 

 

 

 

http://lib.mercubuana.ac.id 
Menteng



 
 

xvi  

DAFTAR LAMPIRAN 

 

Lampiran 1 Kuesioner ................................................................................  102 

Lampiran 2 Biodata ....................................................................................  109  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

http://lib.mercubuana.ac.id 
Menteng




