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ABSTRACT Keywords 

JKN Mobile Application is a means of information for JKN or BPJS Health 

participants. Evaluation of the use of the JKN Mobile application that supports JKN 

programme services needs to be done so that the application can continue to be used 

and as a recommendation for future application improvements. The type of research 

is quantitative with an analytical survey approach using a cross sectional design. 

Population in this study were all BPJS health participants in Bangkalan Regency who 

used the Mobile JKN application. The sampling technique in this study was accidental 

sampling. Evaluation using the EUCS method is used to provide an assessment of user 

satisfaction with system quality. Results of hypothesis testing on the variables of 

concent, accuracy, format, ease of use, timeliness and user satisfaction show that each 

of these variables has a sign value. <0.05, which means that the hypothesis of each 

variable is accepted (Ha). JKN mobile application already displays clear information, 

is easy to understand, provides accurate information, a good and attractive appearance 

and ease of understanding, ease of use and accuracy of displaying the latest 

information so as to provide user satisfaction with the application. Improving the 

performance of the JKN mobile application is necessary to maintain service quality 

and aims to increase the satisfaction of users of the application. 

Application, 

Mobile JKN, 

EUCS  

 

INTRODUCTION  

According to the World Health 

Organization (WHO), UHC is a health 

financing system that ensures that every 

citizen has fair and equitable access to 

needed, quality, and financially affordable 

health services, including promotive, 

curative, preventive, and rehabilitative 

services (Agustina et al., 2018). So far, UHC 

has only been seen from the coverage of 

JKN membership, whereas UHC has 

broader dimensions, namely service 

coverage, service quality, and financial 

protection for health. The government's 

target for this programme is to have at least 

95% of the population covered by JKN 

throughout Indonesia by early 2019.\ 

The National Health Insurance 

(JKN) programme has been implemented by 

the Social Security Administration Agency 

(BPJS) for Health since 1 January 2014. 

BPJS Kesehatan was formed on the basis of 

Law No. 24/2011 on Social Security 

Organisation (BPJS) Article 14 which states 

that everyone, including foreigners who 
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work and live for at least 6 months in 

Indonesia, must become JKN participants.  

The JKN programme aims to help 

the entire community to get quality 

promotive, preventive, curative, and 

rehabilitative health services at affordable 

costs. So that there are no more people who 

cannot seek treatment because there is no 

money. Participation in the National Health 

Insurance (JKN) is mandatory based on Law 

No.40 of 2004 concerning SJSN with the 

aim of meeting the basic health needs of a 

decent society that will be given to everyone 

who pays contributions or whose 

contributions are paid by the government 

(Kusumaningrum & Azinar, 2018). 

In Indonesia, as the target set by the 

government in 2019, 257.5 million people 

are expected to become JKN-KIS 

participants to realise Universal Health 

Coverage (UHC) and cover the health of all 

Indonesian people (Nurvita, 2019). 

In 2017, the number of uses of the 

JKN Mobile Application for the Android 

version was > 1,000,000 users and the iOS 

version was > 2,000 (Lubis et al., 2020). The 

Social Security Administration (BPJS) 

Health stated that 2,788,798 out of a total of 

3,929,038 people on Madura Island have 

been registered as the National Health 

Insurance (JKN) programme. Bangkalan 

Regency membership data is 680,219 people 

or around 63.65 per cent of the total 

population of 1,068,717 people 

(Communication and Information Agency, 

2018).  

Mobile JKN aims to enable people 

to enjoy services quickly. This application 

can be used anywhere anytime without time 

limitations (self service). Service 

innovations carried out by BPJS Kesehatan 

are expected to fulfil customer satisfaction 

as BPJS Kesehatan participants. Satisfaction 

is the difference between expectations and 

the performance he receives (Saptonoadi et 

al., 2018). To measure customer satisfaction, 

there are three important aspects that are 

interrelated, namely first what will be 

measured, how the measurement method is, 

and how the measurement scale is (Harfika 

& Abdullah, 2021). 

The success of the information 

system can be seen from several things 

including how good the quality of the system 

is, the information provided, the level of use, 

user satisfaction and other things that see 

how much effect is obtained by the presence 

of the information system (Sapty Rahayu et 

al., 2018). The information system success 

model developed by DeLone and McLean is 

a very widely used model for measuring 

information system success. The model 

states that information success can be 

influenced by system quality, information 

quality, service quality, usage and net 

benefits (Hendyca Putra & Siswanto, 2016). 

The utilisation of Mobile JKN in 

Indonesia is still relatively low, this can be 

seen from the results of previous studies. 

The Mobile JKN application is good when 

viewed from the time required when 

providing services, but the application of the 

Mobile JKN application has not reached the 

specified target (Wulanadary et al., 2019). 

One of the factors for the low use of the 

Mobile JKN application at the Bogor 

District Health Branch Office is because 

participants are reluctant to use the 

application (Sari et al., 2019). 

Several things that factor into the 

low utilisation of Mobile JKN include 

system quality which is the main measure of 

system performance of an application that is 

shown when users use the application both 

in terms of hardware and software. 

Information quality can show the quality of 

information that users expect in the 

application. Service quality can describe the 

services that users expect when using the 

application. 

Results of the preliminary study 

related to the use of the JKN Mobile 
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application complained that the application 

often crashed, participants who had left the 

account if they wanted to enter the account 

again experienced problems because the 

application crashed. Another obstacle 

related to the use of the JKN Mobile 

application is when going to enter the 

application account requesting renewal after 

success the application still cannot be used. 

Based on the background description above, 

evaluation of the use of the JKN mobile 

application using the EUCS method aims to 

determine the level of user acceptance. 

 

METHOD 

The type of research used is quantitative 

research with an analytical survey approach 

using a cross sectional design. Population in 

this study were all BPJS health participants 

in Bangkalan Regency who used the JKN 

Mobile application. The sampling technique 

in this study was accidental sampling with a 

sample size of 100 people. Determination of 

the sample based on chance, namely making 

a sample of anyone who is encountered and 

meets the criteria as a source of data during 

research in May - July 2023 who visits 

ANNA Medika Madura Bangkalan Hospital 

to need health services. Data collection 

using a questionnaire with a different 

number of questions for each variable. On 

the variable content (system success), 

accuracy (data accuracy), format (aesthetics 

and appearance), ease of use (ease of use) 

and timeliness (timeliness of the system). 

The questionnaire used was sourced from 

similar previous research. The measurement 

scale of the questionnaire statement is using 

a Likert scale, which consists of four 

classifications of answers given as shown in 

table 1. This research has obtained 

permission from the Research Ethics 

Commission of STIKes Ngudia Husada 

Madura No: 1619/KEPK/STIKES-

NHM/EC/IV/2023. 

 

Table 1. Likert scale 
statement assessment 

Strongly agree 5 

Agree 4 

Moderately 3 

Disagree 2 

Strongly disagree 1 

 

Data processing using SPSS proram, data 

analysis to test the hypothesis using the 

correlation test (spearman rank) to test the 

relationship between the two variables 

studied with the equation  

𝑡 = √
𝑁− 2

1− 𝑟𝑠2

𝑟𝑠

 

t = significance level (tcount) 

rs = spearman correlation coefficient 

N = Number of respondents 

 

The results of the correlation calculation to 

determine the level of relationship between 

the variables studied are interpreted in table 

2. 

Table 2. Interpretation of correlation 

assessment 
correlation coefficient Relationship level 

0.00 - 0.199 Very weak 

0.20 – 0.399 Weak 

0.40 – 0.599 Moderate 

0.60 – 0.799 Strong 

0.80 – 1.000 Very strong 

Source: (Sugiyono, 2021) 

 

Hypothesis testing in this study has five 

hypotheses to explain the variables that 

influence the use of the JKN Mobile 

Application. Hypotheses in this study are: 

H1 : Content is positively correlated with 

User Satisfaction 

H2 : Accuracy is positively correlated with 

User Satisfaction 

H3 : Format is positively correlated with 

User Satisfaction 

H4 : Ease of Use positively correlates with 

User Satisfaction 
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H5 : Timeliness is positively correlated with 

User Satisfaction 

 

RESULTS  

Analysis of Results 

a. Validity test.  

Validity is the degree of accuracy 

between the data that actually occurs on 

the object and the data collected by the 

researcher (Sugiyono, 2021). The 

validity test is used to test the validity of 

the questionnaire that has been 

distributed to respondents. Validity 

testing using SPSS, the basis for making 

validity testing decisions is if 

rcount≥rtabel then the questionnaire 

items are valid. However, if 

rhitung≤rtabel then the questionnaire 

item is invalid, with a significance level 

of 5% (α = 0.05). The results of data 

validity testing can be seen in table 3.  

Table 3. Validity test results 
Variables Code r-table r-

Count 

Description 

 

 

Content 

C1 0.195 0.939** Valid 

C2 0.195 0.931** Valid 

C3 0.195 0.944** Valid 

C4 0.195 0.913** Valid 

 

Accuracy 

A1 0.195 0.948** Valid 

A2 0.195 0.945** Valid 

 

Format 

F1 0.195 0.931** Valid 

F2 0.195 0.955** Valid 

F3 0.195 0.903** Valid 

Ease of 

Use 

E1 0.195 0.968** Valid 

E2 0.195 0.965** Valid 

Timeliness T1 0.195 0.958** Valid 

T2 0.195 0.954** Valid 

 

 

 

User 

Satisfaction 

U1 0.195 0.900** Valid 

U2 0.195 0.944** Valid 

U3 0.195 0.921** Valid 

U4 0.195 0.923** Valid 

U5 0.195 0.926** Valid 

 

b. Reliability test 

Reliability test is the extent to which the 

measurement results using the same 

object will produce the same data. The 

reliability test is carried out jointly on all 

statements (Sugiyono, 2021). The 

reliability test is used to test the 

consistency of the questionnaire items 

that have been distributed to 

respondents. Reliability testing using 

SPSS by looking at the Cronbach Alpha 

value, the basis for decision making if 

the alpha value of each variable is> 0.70, 

then the question item is reliable and if 

the alpha value 

Table 4. Reliability test results 
Variabel Alpha (α) Description 

Content 0.949 Reliabel 

Accuracy 0.883 Reliabel 

Format 0.922 Reliabel 

Ease of Use 0.930 Reliabel 

Timeliness 0.905 Reliabel 

User 

Satisfaciton 

0.956 Reliabel 

 

c. Hypothesis Testing 

The hypothesis in this study is to 

measure the correlation between 

variables. Hypothesis testing using 

SPSS with a significance value of 5% 

(α=0.05). If the significance value 

<0.05, the hypothesis is accepted, which 

means that the variables are correlated, 

but if the significance value> 0.05, the 

hypothesis is rejected, which means that 

the variables are not correlated. The 

results of the correlation of all variables 

can be seen in table 5.  

 

 

 

Table 5. Hypothesis testing results 
Hypothesis Category 

H1 Strong 
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Content is positively correlated to User 

Satisfaction with a correlation value (r) of 

0.674**. 

H2 

Accuracy is positively correlated to User 

Satisfaction with a correlation value (r) of 

0.783**. 

Strong 

H3 

Format is positively correlated to User 

Satisfaction with a correlation value (r) of 

0.730**. 

Strong 

H4 

Ease of use correlates positively to User 

Satisfaction with a correlation value (r) of 

0.744**. 

Strong 

H5 

Timeliness is positively correlated to User 

Satisfaction with a correlation value (r) of 

0.744**. 

Strong 

 

 

DISCUSSION  

Based on the validity test results in table 3, 

it shows that of the 18 questions on the 

content, accuracy, format, ease of use, 

timeliness and user satisfaction variables, 

the rcount≥rtable value for each question 

item, namely rtable = 0.195. This means that 

each question item for each variable is said 

to be valid. The required data collection 

requirement is that each question item must 

have a validity test result value of 

rcount≥table (Priyatno, 2018). Meanwhile, 

the reliability test results in table 4 show that 

the Cronbach Alpha value on 6 variables 

which include content, accuracy, format, 

ease of use, timeliness and user satisfaction 

is greater than 0.70, this means that each of 

these variables has reliability or reliability. 

According to Sugiyono (2021) a measuring 

instrument is reliable if the measuring 

instrument if used repeatedly will give 

relatively the same results (not much 

different). The results of hypothesis testing 

on the variables of concent, accuracy, 

format, ease of use, timeliness and user 

satisfaction show that each of these variables 

has a sign value. <0.05, which means that the 

hypothesis of each variable is accepted (Ha). 

Hypothesis (H1) states that if the content 

variable is positively correlated (strong) of 

0.674** with user satisfaction, it shows that 

the better the quality of content in displaying 

information that is clear and easy to 

understand, it will increase user satisfaction. 

Hypothesis (H2) states that if the accuracy 

variable is positively correlated (strong) of 

0.783** with user satisfaction, it shows that 

the more accurate the JKN mobile 

application information is, it will increase 

user satisfaction with the application. 

Hypothesis (H3) states if the format variable 

is positively correlated (strong) by 0.730** 

with user satisfaction, this means that the 

better and more attractive the appearance 

and makes it easier to understand the use of 

the JKN mobile application, the user will 

also feel satisfied in using the application. 

Hypothesis (H4) states that if the ease of use 

variable is positively correlated (strong) of 

0.744** with user satisfaction, this shows 

that if it is easy to use the JKN mobile 

application, it will provide satisfaction to its 

users. Hypothesis (H5) states that the 

timeliness variable is positively correlated 

(strong) of 0.744** with user satisfaction, 

meaning that the JKN mobile application has 

timeliness in displaying the latest 

information, giving satisfaction to users of 

the application.  Evaluation of the use of 

SIMPEG (Personnel Management 

Information System) using the EUCS 

method shows that the hypothesis results are 

accepted in the five variables (content, 

accuracy, format, ease of use, timeliness) 

affect user satisfaction (Puspitasari et al., 

2021). The accuracy of needs, reliability, 

completeness of information, easy-to-

understand display and ease of use of the 

system or application affect user satisfaction 

(Moeljono et al., 2023). 

 

 

 

CONCLUSIONS 

The overall hypothesis is accepted and each 

variable content, accuracy, format, ease of 
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use, timeliness is positively correlated with 

user satisfaction. The JKN mobile 

application already displays clear 

information, is easy to understand, provides 

accurate information, a good and attractive 

appearance and ease of understanding, ease 

of use and accuracy of displaying the latest 

information so as to provide user satisfaction 

with the application. Improving the 

performance of the JKN mobile application 

is needed to maintain service quality and 

aims to increase user satisfaction. 
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