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ARTICLEINFO ABSTRACT

Article history: The government formed an agency to provide free health services

. for the poor through the health insurance program. The application
Rsce!ve(cji gov 8§ gggi of the application of the national guarantee is carried out by BPJS
A eV|sted Jes 30' 2022 Health. Based on this background the author is interested in writing
ccepted Jan 59, this thesis to find out and understand how the effectiveness of the

implementation of the BPJS Health program in providing services to

Keywords: the economically weak community at the Helvetia District Health

] Center, Medan. The method used in this study is a descriptive

Effectiveness method with a qualitative approach. Data collection techniques with

BPJS Health primary data collection in the form of interviews and field

Health Services observations, and secondary data collection in the form of
Economically Weak documentation and literature study. Determination of informants in

~ Communities this study using a purposive technique sampling. From the results of
Helvetia Health Center this research, it was concluded that in accordance with the analysis

tools of the effectiveness indicators, namely, the objectives of
program implementation, the accuracy of the methods and targets of
program implementation, the success of program implementation,
how to obtain resources in implementing the program, adequate
facilities and infrastructure, the state of human resources ( Human
Resources) are adequate, the performance of employees in
providing services has been achieved quite well so that the
implementation of the BPJS Health program at the Helvetia Health
Center in providing services to the economically weak community is
quite effective. However, there are still some obstacles that come
from the community that must be overcome so that services can run
well.
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1. INTRODUCTION

Since operating on January 1 2014, BPJS Kesehatan has made many efforts to provide services to
its participants. However, there are also many complaints from the public about the lack of services
in the field, thus requiring attention and improvement in the future. Regarding public satisfaction,
perception, and awareness about BPJS Health, two research institutions, namely Myriad Research
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Comitted and PT Sucofindo conducted a survey on September 24- October 15, 2014. Director of
Research Myriad Research Comitted Eva Yusuf said, from a total of 17,280 community
respondents, as many as 81% said they were satisfied with BPJS Health. Although the survey
results show that most BPJS Health participants are satisfied with the health services provided,
there are still participants who are dissatisfied with the services of doctors (5%), nurses (4.7%),
health workers (4.7%). ,

These results indicate that the quality of health services for BPJS Health participants is not
good when viewed based on the length of the queue for treatment, the narrowness of the waiting
room and the length of time participants wait for treatment. Several BPJS Health participants also
complained of disappointment related to the complexity of the administrative process to manage
BPJS Health requirements, the unfriendly attitude of nurses and doctors, the length of time waiting
for medical actions and limited treatment room facilities, and even news of rejection of BPJS Health
patients who often heard. Source: (http://sp.beritasatu.com, 2014).

Puskesmas as one of the health care facilities has a very strategic role, especially in an effort
to accelerate the improvement of the health status of the Indonesian people. This strategic role was
obtained because the Puskesmas is a health facility that is easily accessible by the community.
However, public health centers also receive a lot of attention on the performance of health workers.
In addition, the community also criticizes various aspects contained in health services, especially
nursing services. As recipients of BPJS health services, family members of participants often
complain that they are not satisfied with the health services they receive. They assume that
patients who are BPJS Health participants receive different services and treatment from other
patients in several Puskesmas.

2. RESEARCH METHOD

The form used by the author in this research is to use descriptive research methods with a
qualitative approach. As it is said that the descriptive method focuses on problems or phenomena
that exist at the time the research is carried out or actual problems, then describes the facts about
the problem being investigated as they are accompanied by an accurate rational interpretation.

The data analysis technique used in this research is qualitative data analysis, which is to
describe and interpret the data obtained in the field from key informants. This analysis is based on
the ability of reason to connect facts, data, and information, then the data obtained will be analyzed
so that it is hoped that a picture will emerge that can reveal research problems, and then draw
conclusions.

3. RESULTS AND DISCUSSIONS

From all the data and information that has been collected, both through literature studies,
interviews with informants from the Helvetia Health Center as the implementer of the BPJS Health
Program and also several communities involved in the program, the data that has been obtained by
the author has been arranged systematically in the previous chapter, either through interviews,
observations at the research site, secondary and in the form of files and notes obtained by the
author in the field as supporting data from this research. Furthermore, the data will be given an
analysis of the effectiveness of the implementation of the BPJS Health program in providing
services for the economically weak community at the Helvetia Health Center. In carrying out the
analysis.

3.1 The effectiveness of the implementation of the BPJS Health program in providing
services for the economically weak community at the Helvetia Health Center, Medan.
BPJS Health is a legal entity formed to administer a health insurance program and aims to

provide health services for all Indonesian people. Health Insurance is a guarantee in the form of

health protection so that participants get health care benefits and protection in meeting basic health
needs that are given to everyone who has paid contributions or whose contributions are paid by the
government. (Law No. 40 of 2004 concerning SJSN).
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Effectiveness means the achievement of goals, targets, objectives by using time according to
what was previously planned without compromising quality. Effectiveness is an important concept
in an organization because effectiveness provides an overview of the organization's success in
achieving its goals. If the results of activities are closer to the target, the higher the effectiveness.
weak economic community. The implementation of the BPJS Health program in providing services
for economically weak communities is the provision of health services for all Indonesian people
participating in BPJS Health which is given to everyone who has paid dues or whose contributions
are paid by the government.

To measure the level of effectiveness of the implementation of the BPJS Health program, the
authors have formulated indicators that aim to see the level of effectiveness of the implementation
of the BPJS Health program carried out by the Helvetia Health Center in providing services for
economically weak communities. There are 8 indicators of the effectiveness of the implementation
of the BPJS Health program in providing services for the economically weak community, namely:

Program implementation objectives.

The accuracy of the means and objectives of program implementation.
Success of program implementation.

How to obtain resources in implementing the program.

Adequate facilities and infrastructure.

Adequate human resources (Human Resources).

Employee performance in providing services.

Barriers to program implementation.

S@ P oo o

3.2 Program implementation objectives

The purpose of implementing the BPJS Health program is to organize a health insurance
program and provide health services for all Indonesian people. Health Insurance is a guarantee in
the form of health protection so that participants receive health care benefits and protection in
meeting basic health needs that are given to everyone who has paid dues or whose contributions
are paid by the government (Law No. 40 of 2004 concerning SJSN).

3.3 The accuracy of the program implementation methods and targets

Based on Law No. 24 of 2011 concerning BPJS, the target of implementing the BPJS Health
program is all Indonesian people who pay contributions or their contributions are paid by the
government. because in every program implementation there is always an evaluation and
supervision carried out related to the implementation of the BPJS Health program through sharing
program evaluation meetings. In implementing the BPJS Health program, Helvetia Health Center is
also assisted by 2 PUSTU (Sub-Health Health Centers) so as to facilitate the performance of the
Puskesmas in providing health services in the right way and on target.

In fact, according to patients seeking treatment at the Puskesmas, they stated that the goals
and methods of the Puskesmas in implementing the BPJS program were correct because they
immediately felt the benefits of the BPJS Health program so that they felt helped in getting proper
health services.

This can be said in the indicators of the accuracy of the method and target of implementing
the BPJS Health program in providing services for the economically weak community, which can
be categorized as good, the target is correct and the method of implementation is very efficient
because it makes it easy for people who want to get health services and this is in accordance with
the provisions and government regulations and in its implementation, every health center's
performance in providing services at the puskesmas is always monitored and evaluated so that the
methods and objectives of program implementation are in line with applicable regulations.

3.4 The success of the program implementation

In the implementation of the BPJS Health program, it is hoped that there will be results that
can help all Indonesian people get proper health services. Based on Law No. 24 of 2011
concerning BPJS, the expected results from the implementation of the BPJS Health program are:
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In line with that, the Helvetia Health Center has also succeeded in running several programs
related to the implementation of the BPJS Health program, such as the implementation of the
Promotive, Preventive, and Curative programs so that the public is very aware of health. Patients
who seek treatment at the Puskesmas also feel the impact of the programs implemented by the
Puskesmas and programs from BPJS Health, so that the community is satisfied with the
implementation of the BPJS Health program.

From the information above, it can be said that the indicators of the success of the
implementation of the BPJS Health program have been said to have been successfully
implemented and in accordance with the provisions of the legislation. The community is also
satisfied with the results of the services and programs provided by the puskesmas.

3.5 How to obtain resources in implementing the program

The success of the organization in obtaining various resources needed to achieve good
performance is very necessary. However, in the process of implementing the BPJS Health program
at the Helvetia Health Center, the puskesmas does not need to make efforts to obtain the
necessary resources in implementing the program because everything has been regulated by the
Medan City Government through the Medan City Health Office and the BPJS office.

So in obtaining the necessary resources in implementing health programs, the puskesmas
only follow the rules set by the Health Office and the BPJS Health office.

3.6 Adequate facilities and infrastructure

Facility resources are all types of equipment, work equipment and facilities that function as the
main and/or auxiliary tools in the implementation of work, as well as in the context of interests
related to work organizations (Moenir, 1992: 119). If facilities are associated with infrastructure, it
can be interpreted as a set of tools that can be used in an activity process, both as a supporting
tool and the main tool used to achieve goals.

The facilities and infrastructure owned by the Helvetia health center can be said to be
complete and quite good, although there needs to be additions and improvements in the future to
improve services to patients. Patients also feel satisfied and comfortable with the existing facilities
and infrastructure at the puskesmas when they are treated at the puskesmas.

3.7 The state of HR (Human Resources) is adequate

Human resources are one of the most important resources in the continuity of an activity. The
higher the quality of human resources, the more the effectiveness, efficiency and productivity of
activities will increase (Atmanti, 2005: 31). Therefore, human resources have a fundamental and
main role as input managers, processing all resources (inputs) into the resulting output.

The human resources owned by the Helvetia Health Center are adequate in terms of quantity
(quantity) where there are 88 employees who assist the Puskesmas in providing good health
services for the community. Meanwhile, in terms of quality, the employees already have a fairly
good quality, this is evidenced by the statements of patients who claim to be satisfied with the
friendly attitude and service provided by the employees so that all patients who seek treatment can
be handled properly. However, it is still necessary to improve the quality of employees through
training so that the services provided to patients will be better in the future.

3.8 Employee performance in providing services

Employee performance is the result of work in quality and quantity achieved by an employee
in carrying out his duties in accordance with the responsibilities given to him (Mangkunegara,
2005:9). Employee performance is very influential in knowing the level of effectiveness of a
program that is run in the organization.

From the observations made by researchers at the Helvetia health center, it can be seen that
the performance of the employees at the Helvetia health center is quite good because the
employees work according to their respective expertise and division of tasks. The same thing was
also expressed by Mrs. Syamsunihar Hasibuan, SKM, as the Head of the Administrative
Subdivision who stated that all employees at the puskesmas already had their respective tupoksi
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and they had a memorandum of duty issued by KAPUS (Head of Puskesmas) so that they worked
based on these tupoksi and their respective duties.

In carrying out their performance, puskesmas employees have worked according to
established procedures and there is always good communication between employees and
employees with superiors so that it has a positive impact in improving the performance of these
employees. In addition, each employee's performance is always evaluated through regular
meetings, so that employee performance can be monitored very well.

3.9 Barriers to program implementation

The stages of implementing a program are the most crucial stages in achieving the success of
a program. Through this stage, an overview will be given of what causes the success or failure of a
policy and what factors affect the implementation of the program or policy. The factors that
influence the implementation of the program can be in the form of supporting or inhibiting factors.
We can see this in the implementation of the BPJS Health program at the Helvetia health center in
providing services for the economically weak community, where there are obstacles experienced
during the implementation of the program.

The biggest obstacle experienced by the Helvetia Health Center in implementing the BPJS
Health program and providing services for the economically weak community is that it comes from
the patients themselves, namely the patient's impatience in queuing for treatment. In addition, the
patient's lack of knowledge regarding the regulations regarding BPJS Health, especially the
sanctions received by patients if they forget to complete administrative matters (paying dues) which
causes them to not be able to seek treatment using the BPJS Health card.

4. CONCLUSION

The effectiveness of the implementation of the BPJS Health program in providing services for
economically weak communities at the Helvetia Health Center can be said to be quite effective.
This is because the Helvetia Health Center meets the established indicators, namely:

The purpose of implementing the BPJS Health program at the Helvetia Health Center has
been implemented and achieved well, where the puskesmas has a goal that is in accordance with
the legislation, namely providing health services and covering the health of all people who are
registered as BPJS Health participants in the Helvetia sub-district. The accuracy of the method and
target of implementing the BPJS Health program in providing services for the economically weak
community can be categorized as good at the Helvetia Health Center, the target is correct and the
method of implementation is very efficient because it provides convenience for the community,
especially the economically weak community who want to get health services and this is in
accordance with the provisions and government regulations.

The success of the implementation of the BPJS Health program has been said to have been
carried out properly and in accordance with the provisions of the legislation. The community is also
satisfied with the results of the services and programs provided by the Helvetia Health Center. In
obtaining the resources needed to implement health programs, the puskesmas only follow the rules
set by the Health Office and the BPJS Health office. The facilities and infrastructure available at the
Helvetia health center really help the performance of the Helvetia health center to achieve the
goals of implementing the BPJS Health program in providing services for the economically weak
community.

Human resources at the Helvetia Health Center both in terms of quantity and quality are quite
good. However, there is still a lot to learn and take part in training so that the quality will be better in
the future. All employees at the Helvetia Health Center have worked well in accordance with the
main tasks, procedures, and task notes set by the Head of the Puskesmas. They also work and
provide the same and equal service to every patient regardless of status or position, so that
employees carry out their duties according with the responsibilities assigned to him.

However, it is undeniable that the implementation of the BPJS Health program at the Helvetia
Health Center and the provision of services for the economically weak community must have
obstacles where the biggest obstacle experienced by the Helvetia Health Center in implementing
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the BPJS Health program and providing services for the economically weak community comes
from the patients themselves. , namely the patient's impatience in queuing for treatment. In
addition, the patient's lack of knowledge regarding the regulations regarding BPJS Health,
especially the sanctions received by patients if they forget to complete administrative matters
(paying dues) which causes them to not be able to seek treatment using the BPJS Health card.
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