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Abstract 
BPJS (Indonesian National Health Security Services) is an insurance that is administered by the state with a 

large number of participants, however it is still necessary to measure the satisfaction received by patients, 

considering that in previous studies several things need to be corrected because of the lack of service. This study 

aims to examine the effect of nurse and doctor services on satisfaction. The results showed that the services of 

nurses and doctors had a significant effect on patient satisfaction. An adequate number of nurses can help 

doctors to monitor the patient's condition so that at any time the patient needs treatment, for example, changing 

infusions can be done quickly because the number of nurses is sufficient. Doctors who can provide 

comprehensive service have an important role in determining patient satisfaction. This research can be used as 

a policy reference and a reference for further research. 
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I. Introduction 
The existence of insurance is an important aspect for a customer to provide a sense of security and 

freedom from worry when suffering from illness or experiencing certain unwanted events. One form of 

insurance is health insurance which guarantees dependents when a consumer, in this case, a policyholder, is 

sick. When suffering from a disease, holding insurance can visit to check with a doctor or to the hospital to find 

out and treat the disease so that there is a sense of security with insurance. When joining the insurance program, 

the policyholder is required to pay each month in the form of a premium. The obligation to pay each month in 

the form of a premium is a contribution given to the insurance manager to pay claims when participants 

experience certain events and meet the conditions for disbursement.Currently, Indonesia has a program called 

BPJS (Indonesian National Health Security Services) to organize public health insurance as a whole, which has 

the same principles as health insurance, where each participant is required to pay a monthly fee to obtain health 

facilities following the procedures that have been set. BPJS has class diversification based on monthly dues 

payments, the government bears part of the class through the state budget and expenditure so that individuals 

who have certain criteria are exempt from paying monthly dues. 

National health insurance background shows that the accessibility received by the community is higher 

with the existence of mutual cooperation-based insurance, people who need health facilities can get it 

cheaply(Fenny et al., 2014). and it is easy with the existence of national insurance in the health sector, the 

government tries to open up more adequate health access with the existence of BPJS Kesehatan. This research 

also supports that national health insurance can encourage general public satisfaction because they are no longer 

worried when suffering from illnesses. After all, all outpatient and inpatient health costs have been covered 

through insurance. Other researchshows that the use of health insurance can increase user or participant 

satisfaction because it can change with adequate facilities and reduce costs incurred if not using health 

insurance(Fenton et al., 2012), however, this study shows that the use of health insurance Massive insurance in 

society shows that the number of prescriptions used is increasing nationally so that the need for medicines 

continues to increase but the mortality rate is higher. This study shows that in contradiction with previous 

research on the use of national health insurance can encourage a better level of service so that when a patient 

visits for the treatment he will get a taste of the drug and help cure the illness he is suffering from. When a 

patient has received a drug and gets a sensitive recovery, it will reduce a higher mortality rate so that the 

existence of national health insurance based on cooperation can reduce patient mortality. This study aims to 

examine the effect of the quality of nurse and doctor services in providing satisfaction to BPJS patients 
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II. Literature Review 
2.1 Satisfaction 

Research related to satisfaction is mostly carried out in the marketing field using disconfirmation 

theory which compares the expectations that exist in BPJS patient perceptions with the reality received during 

medical service by the hospital(Elkhani & Bakri, 2016). This fact can be related to the quality of service 

obtained when BPJS patients experience illness. When the patient will go to the hospital with the requirements 

that have been determined by the first-level health facility, the hope that is in the patient's mind is that he will 

get better care when compared to the primary clinic. Therefore, with high expectations, it will compare with the 

services provided by the hospital. According to Szymanski & Henard (2001)disconfirmation theory has three 

possibilities that arise in assessing the satisfaction of BPJS patients, namely satisfied, neutral, or dissatisfied. 

When the BPJS patient feels satisfied, it is based on the quality of service that exceeds the expectations of the 

patient's thought, the patient expects and excellent service, but the hospital provides more optimal service than 

the patient's thought, this will bring out the satisfaction formed from the difference between reality. with 

expectations. Another scenario that may arise is that the patient feels that the health facilities that will be 

obtained at the hospital will be mediocre or not very satisfying, but the fact that the patient gets good care and is 

beyond the patient's previous expectations will bring satisfaction because previously felt that not much could be 

expected but this was broken by the good service by the hospital for BPJS patients. 

When BPJS patients feel a neutral condition, namely a condition where the expectations expected by 

BPJS patients are the same as the reality obtained in-hospital services This can occur because of two 

possibilities, namely basically the patient feels that the quality of service provided by the hospital is not very 

good. There are low expectations of the hospital and patients get services that are not very good, therefore 

between expectations and reality are appropriate so that there is no difference between expectations and reality 

and it implies the emergence of a neutral perception(Horner et al., 2014). Likewise, when patients expect 

excessive expectations when being served in the hospital when they get optimal treatment, the patient does not 

get a sense of satisfaction, this arises because there is no difference between the expectations and the reality of 

expectations from high consumers and being served optimally so that there is no difference. will bring up a 

neutral response to the quality of service provided by the hospital to BPJS patients. 

A satisfied response arises as a result of a difference between expectations and reality in-hospital 

services for BPJS patients. This is due to low expectations of hospital services when these patients need services 

to cure their illness, but the hospital provides optimal services so that With the difference between hope and 

reality, there is satisfaction for BPJS patients, patients get excellent service as a form of hospital responsibility 

to help cure BPJS patients.Health is a fundamental need for BPJS patients because,for someone who is not in a 

healthy condition, the quality of life can decrease or decrease so that they can interfere with daily activities both 

working and together with family. Pain can be relieved through the services of hospitals, doctors and nurses are 

an integral part of health services to help cure illnesses suffered by patients. Patients who come to visit the 

hospital are not in prime condition and are discharged from the hospital or undergo outpatient treatment to 

obtain medicines that are under the illness suffered and are cured, it has implications for the satisfaction 

received by patients because they have returned the basic needs for themselves patient namely Health. Health is 

an important part of everyday life because it supports activities that can give meaning to patients who come in 

sick and leave the hospital in a healthy condition which has implications for patient satisfaction. This 

satisfaction depends on the level of cure and the services provided to patients while undergoing both outpatient 

and inpatient care if the hospital meets the quality of service as described in the previous section, this can 

encourage BPJS patient satisfaction in obtaining health services. 

 

2.2 Nurse service toward patient satisfaction  

One of the factors that shape patient satisfaction is the attention given by nurses during treatment at the 

hospital for BPJS patients. Research conducted by Kutney-Lee et al., (2009)shows that patient satisfaction will 

be greater as a form of performance shown by nurses. When giving proper attention to patients. Nurses will 

have high working hours so that the time dedicated to patients is greater. This is considered to be a great concern 

for patients because they can be served with a lot of time and can meet the needs of patients when certain things 

happen. In addition, the presence of nurses who have more working hours for patients will help the recovery 

speed up. Nurses who devote a lot of working hours to patients can help with things that are immediately needed 

to treat patients immediately get certain medical actions. 
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The probability of a patient recovering quickly increases and the rate of a cure being attempted is 

higher. This will trigger BPJS patient satisfaction due to the attention of nurses. The quality of service provided 

by nurses also affects the satisfaction received by BPJS patients, this shows that BPJS patients pay attention to 

what is provided by nurses because it is related to their health conditions that need to be cured. The motivation 

that can improve the quality of life of patients is by healing nurses by paying attention to the things needed or 

actions that can reduce the pain suffered by patients(Karaca & Durna, 2019). Nurses will face fatigue when they 

have worked for a long time, but with a patient-oriented approach, nurses can provide the necessary actions to 

increase satisfaction and a pleasant experience for patients(Horner et al., 2014). 

H1: Nurse services have a positive effect on patient satisfaction 

 

2.3 The influence doctor behavior toward patient satisfaction 

A good relationship between the patient and the doctor can provide satisfaction for the patient because 

the doctor can explain attentively so that the illness can be known why is this happening and how the solution 

can be given by health workers to get a cure This can reduce the fear that the patient has about a particular pain. 

Therefore, a complete explanation can be given to reduce fear and increase satisfaction with the services 

provided by doctors in the hospital. Research conducted by (Saultz & Albedaiwi, 2004)shows that there is an 

influence of interpersonal behavior shown by doctors to patients so that the implications for the satisfaction 

received will increase, this is in line with the point of view that patients can be treated as someone close because 

it can reduce The fear or nervousness received by patients who are treated as friends alone or as closely treated 

can reduce the feeling of being afraid of having conversations with colleagues or family. 

Non-verbal communication can support the satisfaction received by patients because this is closely 

related to the attention given by doctors when the patient is consulting or is suffering from illness in the 

inpatient room(Mast, 2007). Patients also need the attention given by doctors, one of which is that the doctor 

listens well and earnestly when the patient is explaining the symptoms of the disease that is being suffered.This 

can add to the patient's comfort because it can be given space to tell stories related to complaints that are being 

experienced. After all, doctors who provide space for patients to talk and explain in detail the symptoms they are 

experiencing can provide satisfaction in health services. Patients need a private space to be free from worrying 

that their pain is known to others, this is part of the quality of service available at the hospital that doctors can 

keep secrets related to the medical condition that is being suffered by the patient, this is also in the case of the 

hospital. a code of ethics that binds doctors. The patient's condition and medical record are secret parts that can 

only be known by doctors and families with an interest in understanding the pain suffered by patients(Lin et al., 

2013). 

H2: Doctor's behavior has a positive effect on patient satisfaction 

 

III. Method 
This study used a quantitative approach, with purposive random sampling as the sample. The research 

indicators were adopted from previous research, nurse and doctor service adopted from Kamra et al., (2016) and 

patient satisfaction adopted from Sarker et al., (2018). The number of samples obtained was 210 but only 209 

could be processed. This study uses multiple regression testing to determine and test the results of the data 

obtained through a questionnaire. The results of the study can use multiple regression through a series of 

classical assumption tests so that reliable results can be found. 

 

IV. Result 
4.1 Validity Test 

The result of the validity test shown in Table 1 

Table 1. Result of Validity Test 
Indicator Pearson Correlation 

N1 0,584 

N2 0,588 

N3 0,460 

N4 0,634 

N5 0,500 

N6 0,434 

DB1 0,653 

DB2 0,491 

DB3 0,449 

DB4 0,601 
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4.2 Reliability Test 

The result reliability test represents in Table 2. All of the variables is reliable, therefore is qualified to the further 

examination 

Table 2. Reliability test result 
Variable Cronbach Alpha 

Nursing and Staff Care 0,774 

General Behaviour of Doctor 0,796 

Patient Satisfaction 0,705 

 

4.3 Hypothesis Test 

The result of the hypothesis test depicted in Table 3 

Table 3. Result of the Hypothesis Test 

Variable 

Unstandardized 

Coefficients 
Standardized Coefficients 

t sig 

B Std. Error Beta 

N 0.209 0.069 0.233 3.035 0.003 

DB 0.200 0.060 0.252 3.319 0.001 

 

4.3.1 The influence of Nurse service toward patient satisfaction  

The results of this study indicate that patient satisfaction is obtained through the care of nurses and 

staff. When a nurse provides optimal service related to the patient's needs so that the patient feels that the 

hospital provides the services needed by the patient urgently so that the patient feels that his needs have been 

met. nurses are one of the main components in the hospital, because nurses are directly dealing with patients, 

and are tasked with completing the services provided by doctors. Nurses are a fundamental part of hospital 

services so that when patients need help and optimal care, the role of nurses is very important in improving the 

quality of services in the hospital. The very important role of nurses cannot be separated from the learning 

process that is passed, one of which is not only based on the competence possessed, but related to how to 

communicate with patients, so that nurses can understand the patient's wants and needs. 

 The ability and competence of nurses are the results of the educational process where a nurse goes 

through a formal learning process through an institution that provides nurse education(Platis et al., 2015). 

Competence is one of the main determinants in providing satisfaction to patients. When a nurse can provide a 

treatment process that is following the standards and indicates there is a patient's recovery progress, this can 

indicate that a nurse has been able to carry out her duties properly. Nurse competence is obtained through a 

series of processes where competence is part of the psychomotor aspect because nurses are a job that is directly 

related to the practices that must be done to improve the quality of life of patients. Collaboration with doctors is 

an important component so that teamwork is obtained not only through the main competencies, namely as a 

nurse, but also through interpersonal competencies. 

When a nurse participates to calm a patient who is suffering from a disease, for example, when a 

patient is about to be operated on, a nurse can certainly convey and motivate the patient to stay calm and 

continue to pray(Ellison, 2015). This effort is a process carried out to provide comfort and calm for patients so 

that they are not too worried about their health conditions. Sometimes the patient's concerns arise when surgery 

is going to be performed. The ability of nurses is not only in the process of providing care but also can calm the 

patient's condition, such as the case described, namely the ability to calm patients who are about to be operated 

on. This ability is not learned through formal education, but previously, nurses carried out a learning process, 

namely from the surrounding environment, related to steps to provide calm to the patient. Based on classical 

conditioning theory, individuals learn from their surroundings. When a patient feels calm and comfortable, the 

nurse's duty to provide services in the medical field is fulfilled. Besides, the consequence is that patient 

satisfaction will emerge because nurses can not only provide medical services but can provide motivation and 

friendly services for BPJS patients. 

The results of this study indicate that nurses can provide satisfaction to patients because there is the 

attention given. Attention from patients to patients is not only in the form of health care but attention to matters 

of an emotional nature. Also, an invitation to chat with patients who need communication so that there is a two-

way exchange of information from the patient to nurse, as well as from nurse to patient so that people who are 

treated in the hospital can get information related to the pain suffered and the duration of the treatment process. 

One important aspect that is desired by patients is that not only are patients given drugs that are carried out 

continuously, but patients need to be invited to communicate (Karaca & Durna, 2019), because patients want the 

attention of a nurse or doctor so that the process can help the healing process of the patient. The existence of a 

feeling of happiness psychologically can encourage patient satisfaction. Another indicator that determines 



Cognitive Learning to Enhance Nurse and Doctor Service on Patient Satisfaction: .. 

DOI: 10.9790/7388-1006060106                             www.iosrjournals.org                                                  5 | Page 

patient satisfaction is the presence of service from administrative officers. In connection with the registration 

made by the patient and his family when the patient and his family come to the hospital, the desired goal is to 

get immediate recovery for the patient. Speed in dealing with diseases and getting optimal care. Therefore, 

support is needed. which can make it easier in the arrangement to obtain these services. When a patient arrives, 

the administrative staff can receive good registration(Mohammed et al., 2011). The results of this study indicate 

that when the administrative staff can provide optimal service for patients and their families, including in BPJS 

administrative matters, it can increase patient satisfaction. Previous research shows the current phenomenon 

illustrates that services in the field of hospital administration still do not meet the expectations of patients, this is 

because there is still some bureaucracy that appears. BPJS patients need to perform several procedures that are 

deemed not simple so that they can extend the administrative process at the hospital(Firdaus & Dewi, 2015). 

This process is carried out to carry out verification, however, communication and the lack of learning 

explanation by the administration creates a less positive stigma. There needs to be a communication that is 

established in the form of interpersonal communication so that two-way communication can occur and exchange 

information carried out by patients and staff in charge of administration that can help understanding in shaping 

existing services in the hospital (Arumsari et al., 2017). This process is followed by the learning ability of the 

hospital staff in understanding the patient's condition. Interpersonal communication is learned through 

experiences and can develop from time to time so that the process will provide satisfaction to patients. 

Education to improve interpersonal communication is not obtained through formal education but this process 

occurs automatically based on the formation of the environment (Ploog, 2012), so that the learning process 

carried out is through observation and experience when providing services from one patient to another. This 

process will occur in stages with the support of the hospital to continuously develop services for its staff. 

Patience from medical staff in providing administrative services to patients needs to be appreciated 

because these indicators are part of determining patient satisfaction. When a patient feels that he is served 

patiently and receives careful attention related to medical records, the implication that arises is patient 

satisfaction. This condition can indicate that the medical staff is a person with competence and 

character(Salminen et al., 2013). Not everyone has the competence to be patient in carrying out work. Education 

is not only for obtaining a certain competency but there needs to be an insertion, namely character education in 

shaping one's competence(Sutarmi et al., 2016). When someone acquires competence and is interspersed with 

good character, it can improve service in the hospital especially to serve BPJS participant patients(Mailani & 

Fitri, 2017), this action can increase their satisfaction. The character that is built in the nurse as a result of 

learning through the environment is a key or key in determining satisfaction indirectly. A patient who is in the 

hospital and gets good treatment can increase satisfaction. When a BPJS patient receives services in the medical 

field, this is a core aspect, because basically, the hospital is a place to help patients heal, however, when the 

hospital has administrative staff who can provide interpersonal skills and have characters that can increase 

patient satisfaction, so that patient can feel calm in getting treatment at the hospital will have implications for 

higher satisfaction(Sinurat et al., 2019). 

 

4.3.2 The Influence of Doctor Behavior toward Patient Satisfaction 

The results of this study indicate that the attention given by doctors to patients can have implications 

for their satisfaction. Attention is a form of communication that can motivate patients. Doctors are the key to the 

services provided by the hospital to relieve the patient's condition when he is feeling pain or some complaints 

need to be cured, so the services provided by doctors can be done to respond to the symptoms suffered by 

patients. A doctor is an essential element in the hospital to help cure patients of their illness. Therefore, the role 

of doctors in providing services is necessary for optimization, so that it has implications for patient satisfaction. 

The role of the hospital is to provide facilities that are felt to support doctors' work in providing services. 

Doctors take formal education for a long duration, so a doctor is someone who is constantly learning-related 

aspects in their field. Therefore, the role of doctors in providing services to BPJS patients needs optimization, so 

that a limited number of doctors is expected to be able to provide services to many patients. Resource 

management, including doctors, needs to divide its time. Therefore, it is necessary to have good time 

management for doctors to increase the satisfaction of BPJS patient services. 

When doctors provide services, sometimes there are aspects that the patient needs, not only concerning 

the medicine given by the doctor and the steps needed to cure the disease but interpersonal communication 

methods that need to be prioritized. Sometimes patients feel that the doctor checks without providing 

information about the pain they are suffering from. Therefore, the patient is increasingly concerned about the 

illness he is suffering from. The lack of information obtained by patients can increase anxiety and reduce 

satisfaction. Therefore, previous research suggests that interpersonal communication needs to be improved by 

doctors(Mast, 2007; Saultz & Albedaiwi, 2004), to balance their competence in helping to cure the disease 

suffered by patients. Therefore, this study proves that the existence of communication by doctors or how doctors 

pay attention to BPJS patients who want to consult can increase their power. The effort is made to form an 

optimal service for participants. 
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V. Conclusion 
Nurse services have a positive effect on patient satisfaction because nurses have interpersonal 

communication that can be used to explain information related to patients and patients can feel comfortable with 

nurses whom communicate well and have competency results from learning from their environment. In general, 

the doctor's behavior has a significant effect on patient satisfaction because doctors can provide optimal service 

so that based on their competencies and interpersonal communication, the results of their learning environment 

will have a positive influence on BPJS patient satisfaction. 

 

VI. Suggestion 
The role of interpersonal communication that is owned by nurses and doctors is an important 

component in compiling BPJS patient satisfaction so that communication and learning from the surrounding 

environment needs to be improved because currently, it has good results to provide patient satisfaction when 

interpersonal communication is enhanced through a series of learning methods. then this has implications for 

better service to BPJS patients which will increase the level of satisfaction. This study resulted in the conclusion 

that registration and administration still do not have a significant effect on BPJS patient satisfaction so that 

further development is needed in providing services, especially in the administration sector so that it is more 

concise. 
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