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Abstract

This research aims to evaluate the implementation of Good Governance Based BPJS (Social
Security Administration) Health reviewed from BPJS partner standpoint. BPJS Health is a
state-owned enterprise specially commissioned by government to perform health insurance
for all Indonesian society. In performing its duties, BPJS works with partners to organize
health insurance. However, the implementation of Good Governance of BPJS Health has not
able to fulfill the partners’ expectation. This research will examine the satisfaction level of
BPJS partners on the implementation of Good Governance of BPJS Health and examine how
to maximize Good Governance of BPJS Health based on the priority order of underlying
attributes. Respondents of this research were 100 of BPJS Health partners including
Hospitals, Health Centers, Family Doctors, and Primary Clinics in five cities in Central Java.
Importance-performance analysis, paired-sample t-test, and Cartesian diagram were used to
analyze the data. The satisfaction level of partners ranged from 54.38% to 68.38%. The
lowest satisfaction level in on the attribute of ease on reimbursement/claim on expenses,
while the highest satisfaction level is on the attribute of BPJS implements its functions and
duties in accordance with the regulation and the attribute of BPJS asserts the rights and
responsibilities of insurance receivers. To optimize BPJS performance, it needs BPJS service
improvement strategy. The first priority scale should be improved is on the attribute of:
suitability between expense claim and the patient’s illness, ease in the procedure of expense
claim, giving opportunity for BPJS partners to propose innovative ideas, partners do not feel
disadvantaged when BPJS implements the service, BPJS establishes process and evaluates
the benefit and risk possibly rising before adopting and implement an innovation, BPJS
regulations are always written proportionally communicated, BPJS performs well risk
management, and accuracy of information from BPJS.

Keywords: BPJS Health, Good Governance, Satisfaction
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BACKGROUND

Indonesia is a country ranking as the fourth largest population in the world. A large
population contributes in diverse problems, including in health problem. According to WHO
(2012), Indonesia ranks 90 of healthiest countries in the world. This means that the health
quality of Indonesian society is relatively low. The indicators of health quality are mortality
and life expectancy. High mortality rate shows low level of population health, while high life
expectancy rate shows good level of population health.

Health sector management is substantial as it influence the human welfare
(Bennington: 2010). One of efforts performed by government to improve the welfare is the
establishment of enterprise which manage national health insurance which was called as
ASKES (Health Insurance).

Starting from January 1%, 2014 PT ASKES Indonesia (Persero) turns to BPJS Health
and about 116.122.065 of population in Indonesia automatically become BPJS participants,
consisting of ASKES users of 16,4 million civil servants, retired civil servants, retired
army/police, and independence pioneers.

BPJS Health develops guideline of Good Governance used as guidance in all
activities. The principles of Good Governance of BPJS Health covers transparency,
accountability, responsibility, independency, predictability, participation, fairness, and
dynamism.

In the implementation, eight principles of Good Governance in BPJS Health
management is not easy, because it requires intention and awareness of all involving
administrators to give best service for all stakeholders. The implementation of Good
Governance principles is expected to realize public service agency that healthy, tough,
independent, and competitive, so it will be able to implement government regulation on BPJS
improvement comprehensively and finally will be able to improve society’s health in
Indonesia. Dima Jamali (2010) states that Good Corporate Governance (GCG) becomes top
issue in business world, but there is not many systematic studies on the practice of Good
Corporate Governance in health sector. Therefore, this research is performed to then examine
GCG of BPJS Health from the standpoint of BPJS partners, such as hospitals, clinics, health
centers, and doctors in cooperating with BPJS Health. BPJS is a non-profit social insurance

and more focuses on giving protection for society.
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LITERATURE REVIEW
BPJS (Social Security Administration)

Starting from January 1%, 2014 PT ASKES Indonesia (Persero) turns to BPJS Health
based on regulation no. 24 2011 about BPJS. BPJS Health is a state-owned enterprise
specially commissioned by government to perform health insurance for all Indonesian
society, especially civil servants, retired civil servants, retired army/police, veterans,
independence pioneers and their family, and other enterprises or commoners.

BPJS is a non-profit social insurance and more focuses on giving protection for

society, so health insurance may exist for Indonesian society.

Good Governance
Good Corporate Governance (GCG) is things to do in order to build up a tough and
sustainable corporate. By performing GCG, the management of organizational resource is
expected to be efficient, effective, economical, and productive. Thus, it has to be oriented on
organizational purposes and consider the stakeholders’ interests. Good Corporate Governance
is a system which manages and controls an organization, so value added for all stakeholders
can be generated.
In the guideline of Good Corporate Governance (GCG), it is stated that the
application of GCG needs to be supported by three interrelated pillars as follows:
1. The country and the apparatus create regulation that support a health, efficient and
transparent business climate.
2. Business world as market player implement GCG as basic guideline of business
implementation.
3. Society, as product and service users in business world as well as the party affected by
corporate existence, show concern and do social control objectively and responsibly.

Good Governance of BPJS Health
BPJS compiles the guideline of Good Governance to be a guidance for all activities.
The principles of Good Governance are as follows:
1. Transparency. Openness in decision-making and in bringing up relevant material
about the organization.
2. Accountability. Clarity of function, implementation, and accountability of

organization, thus organizational management can be effectively implemented.
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3. Responsibility. Suitability in organizational management on regulation and good
organization principles.

4. Independency. A condition where an organization is professionally managed without
conflict of interest and influence/pressure from other parties that is not in accordance
with the regulation and organization principles.

5. Predictability. Consistent implementation of supporting policy, rule, and regulation.

6. Participation. Input/ feedback from stakeholders in decision-making in the
organization to protect its interest in supporting social insurance program.

7. Fairness. Equity and equality in fulfilling the stakeholders’ rights rising from
agreement and regulation.

8. Dynamism. Innovation or positive changes in the governance which effect will

improve the efficiency of organizational performance.

PRELIMINARY STUDY

Beninghton (2010) states that management and effectiveness of health sector is
substantial as it will influence the human welfare and economic sector. In discussing about
health management, the scope and scale are so diverse that makes culture, economic, politic
and other factors need to be considered. This research inspired the authors to examine how to
optimize BPJS in order to provide welfare for people in Central Java.

Dima Jamali (2010) in a journal entitled “Corporate Governance and Corporate
Social Responsibility: Evidence from the healthcare sector” investigates the implementation
of Good Corporate Governance in various types of health care organizations in developing
countries in Lebanon. The results show some fundamental differences in governance between
profit and non-profit hospital in terms of management structure, ownership and the role of
stakeholders, along with different orientation on corporate social responsibility. Lack of
understanding and implementation of Good Corporate Governance occurs in profit hospital,
while non-profit hospital is more in accordance with Good Corporate Governance practices,

and more in tune with corporate social responsibility.

RESEARCH METHOD
Sample in this research is BPJS partners including first level and advance health
facility managers in central Java, such as Primary Clinic, Health Center, Family Doctor,

Regional General Hospital, Central General Hospital, as well as Private Hospital, which

4
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amount of 100 people. The data collection is done by in-depth interviews and questionnaires
to BPJS health partners which was conducted in 2016.

The variables used in this study are transparency with 10 indicators, accountability
with 8 indicators, responsibility with 4 indicators, independency with 4 indicators,
predictability with 3 indicators, participation with 6 indicators, fairness with 6 indicators, and
dynamism with 2 indicators.

The data analysis has done using Importance-performance analysis, paired sample t

test and Cartesian diagram.

FINDINGS
Description of Respondents

Respondents of this study are 100 people, consisting of managers of Primary Clinic
amounted to 35%, administrators of health center amounted to 24%, administrators of State
Hospital amounted to 15% and 26% from private hospital.

Respondents from Central Java, including Demak 5%, Kudus 22%, Semarang 22%,
Jepara 3%, Purwokerto 23%, Cilacap 2%, Gubug 8% and Kendal 15%.

The Satisfaction Level of Partners on the Implementation of Good Governance of BPJS

The satisfaction level of BPJS partners on the implementation of Good Governance of
BPJS Health shows diverse results. To measure the implementation of Good Governance of
BPJS, 43 indicators are used. The percentage of satisfaction level of all indicators is
presented in Table 1.
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Table 1. Satisfaction Level

No Indicator of Good Governance of | Mean of Mean of Satisfaction | Difference
BPJS Health Expectation| Performance | Level (%) | Test Sign

TRANSPARENCY

1 BPJS is transparent in giving 9,21 5,82 63,19% .000
material and relevant information
about the organization

2 Transparency of BPJS in 9,18 5,47 59,59% .000
implementing decision-making
process

3 BPJS gives clear information 9,35 5,81 62,14% .000

4 Clarity of BPJS cost 9,38 6,01 64,07% .000

5 Accuracy of information from BPJS 9,28 5,63 60,67% .000

6 Ease in accessing information from 9,26 5,72 61,77% .000
BPJS for partners

7 Transparency of BPJS financial 9,16 5,01 54,69% .000
system

8 Transparency of BPJS monitoring 9,22 5,48 59,44% .000
system

9 Decision-making in BPJS involves 9,17 5,34 58,23% .000
partners, both oral and written

10 | BPJS policy are always written and 9,24 5,49 59,42% .000
proportionally  communicated to
partners
ACCOUNTABILITY

11 | BPJS accountability  of its 9,19 5,67 61,70% .000
performance  transparently  and
appropriately

12 | BPJS is managed well, measured, 9,16 5,65 61,68% .000
and in accordance with
organizational interest by always
considering the stakeholders’
interests

13 [ All BPJS employees have ability 9,31 5,83 62,62% .000
according to their duties,
responsibilities, and roles in
implementing good governance

14 | Clarity and suitability between duties 9,27 5,83 62,89% .000
and responsibility of BPJS partners
and the vision, mission, target, and
strategy of BPJS

15 | Responsibility of all duties is done by 9,32 5,87 62,98% .000
BPJS periodically and sustainably

16 | There is legal protection of the rights 9,39 59 62,83% .000
and obligations of partners

17 | BPJS sticks on business ethics and 9,22 5,95 64,53% .000
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agreed code of conduct

18 | Rewards and punishment from BPJS 9,21 5,93 64,39% .000
to partners is implemented
RESPONSIBILITY

19 | Social responsibility of BPJS to 9,28 59 63,58% .000
society and environment

20 | Adherence of BPJS on government 9,28 6,25 67,35% .000
and organization regulations

21 [ BPJS is responsible of all risks 9,25 5,77 62,38% .000
possibly occur

22 | BPJS performs well risk management 9,24 5,61 60,71% .000
INDEPENDENCY

23 | BPJS is managed professionally 9,43 5,95 63,10% .000

24 [BPJS cannot be dominated and 9,2 6,02 65,43% .000
intervened by other parties

25 | Decision-making in BPJS is done 9,19 5,79 63,00% .000
objectively

26 [ BPJS does functions and duties in 9,36 6,4 68,38% .000
accordance with regulation
PREDICTABILITY .031

27 | BPJS states the rights and 9,22 6,21 67,35% .000
responsibility of social insurance
receivers

28 [BPJS does communication and 9,19 5,76 62,68% .000
coordination with partners before
making changes in a program

29 [ BPJS provides information about 9,21 5,91 64,17% .000
BPJS improvement, especially that
influence the right and responsibility
of BPJS participants ad partners
PARTICIPATION

30 | BPJS builds up partnership, trust, and 9,12 5,76 63,16% .000
opportunity for partners to participate
in the application of social insurance
program

31 | BPJS builds up open communication 9,23 5,66 61,32% .000
with partners

32 [BPJS partners are involved in 9,07 5,07 55,90% .000
decision-making in BPJS

33 [ BPJS partners are given chances to 9,19 5,37 58,43% .000
deliver ideas

34 | The opinion of partners are 9,16 53 57,86% .000
considered in decision-making

35 | BPJS is responsive to needs and 9,14 54 59,08% .000
desires of BPJS partners
FAIRNESS

36 [ In implementing its activities, BPJS 9,18 5,54 60,35% .000
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considers partners’ interest based on
the principle of equality, equity, and
reasonability

37

BPJS gives equal and fair treatment 9,24 571 61,80%
to partners based on benefit and
contribution given

.000

38

BPJS consistently implement 9,11 5,73 62,90%
rewarding and punishment system

.000

39

Claim of medication cost returned by 941 512 54,41%
BPJS is in accordance with the
patients’ illness

.000

40

BPJS returns the  medication 9,47 5,15 54,38%
cost/claim with easy procedure

.000

41

In giving service, BPJS partners are 9,37 5,22 55,71%
not disadvantaged

.000

DYNAMISM

42

BPJS gives opportunity, motivation, 9,26 5,18 55,94%
and inspiration, so BPJS partners can
deliver innovative ideas

.000

43

BPJS states process and evaluates 9,27 5,36 57,82%
benefits and risks possibly rising
before innovation is adopted and
implemented

.000

MEAN 9,25 5,66 61,19%

From the above table, it can be known that the mean of expectancy is 9,25, while the

performance is 5,66. The satisfaction level of BPJS partners on Good Governance of BPJS

ranks from 54,38% to 68,38%. The higher of percentage, the better it will be. Of all examined

attributes, there is no attribute that can reach 100%. This means that there is difference

between partner expectation and performance of the implementation of Good Governance of

BPJS that actually perceived.

Overall, from all indicators tested, the mean of satisfaction level of BPJS partners is

61,19%. From 43 indicators tested, 17 of them are below the average of overall satisfaction

level, while 16 of them are above the average.

Three indicators with lowest satisfaction level felt by BPJS partners such as:

BPJS returns the medication cost with easy procedure, with satisfaction level 54,38%.
Claim of medication cost returned by BPJS is in accordance with the patients’ illness,
with satisfaction level 54,41%.

In giving service, BPJS partners are not disadvantaged, with satisfaction level
55,71%.
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Three indicators with highest satisfaction level felt by BPJS partners such as:

e BPJS does functions and duties in accordance with regulation, with satisfaction level
68,38%.

e BPJS states the rights and responsibility of social insurance receivers, with
satisfaction level 67,35%.

e Adherence of BPJS on government and organization regulations, with satisfaction
level 67,35%.

Difference between Expectation and Performance

To test the difference between the expectation of BPJS partners before cooperate with
BPJS and after cooperate with BPJS and know the performance, this research uses paired-
sample t-test. From the result, it can be known the satisfaction of BPJS partners, whether they
are satisfied or not in performing BPJS service. The result of paired-sample t-test shows that
all attributes of partners’ expectation have higher score than the performance, with significant
difference score 0,00 to 0,031. Thus, there is significant difference between partners’
expectation before cooperate with BPJS and after cooperate with BPJS and know the
performance. This significant difference between expectation and performance means that
partners’ expectation is higher than the performance perceived. It can be said that overall

attributes tested have not reached satisfaction.

Priority Order of Service Quality Improvement
To determine the priority order of service quality improvement, BPJS needs to part
the mean of satisfaction score and the mean of performance score of all attributes in Cartesian

Diagram. In Cartesian Diagram, there are four quadrants, as follows:

Quadrantl : the existence of these indicators is relatively high (above average),
considered based on the expectation of BPJS partners, while the level of
implementation or performance is considered to be relatively good (above
average) by partners. Indicators in this quadrant are included in category “at
least be maintained”.

Quadrant Il : indicators in this quadrant is included in category “excessive”, which means
that BPJS performance is considered as high by partners (above average),

while partners’ expectation is low (below average).
9
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Quadrant 11 : a position where the expectation is low and the performance is also low.
Indicators in this quadrant are included in “second priority” to be improved.
Quadrant IV : a position where the expectation is high but the performance is low.

Indicators in this quadrant are considered as “main priority” to be improved.

The result of attributes partition in Table 1 is illustrated in Cartesian Diagram (Figure

1) as follow:
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Figure 1. Cartesian Diagram
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BPJS Partners and Optimization Strategy in the Implementation of Good Governance

of BPJS

The result of analysis on the implementation of Good Governance of BPJS considered

from partners’ standpoint is as follows:

1. Transparency

10 attributes of the variable of transparency tested in this study all show significant

difference and expectation value that is higher than the performance. Thus, it can be said

that all attributes of this variable have not reached satisfaction.

To reach the expected satisfaction level for BPJS partners, the main priority scale of

this variable which performance should be improve are:

The accuracy of information from BPJS

BPJS policy are always written and proportionally communicated

The second priority of transparency which performance should be improved are:

Transparency of BPJS in decision-making
Transparency in BPJS financial system
Decision-making in BPJS involves partners

Transparency of BPJS monitoring system

2. Accountability

8 attributes in the variable of accountability tested in this study all show significant

difference between partners’ expectation before cooperate with BPJS and after cooperate

with BPJS and perceived the performance. All attributes show the expectation value which

is higher that the performance, so it can be said that all attributes tested in this variable

have not reached satisfaction.

Even though overall attributes of this variable have not reached satisfaction, but

overall attributes is not included in the main priority that should be improved, yet included

in the second priority. The second priority scale of this variable that should be improve the

performance such as:

BPJS accountability of its performance transparently and appropriately
BPJS is managed well, measured, and in accordance with organizational interest

by always considering the stakeholders’ interests

3. Responsibility

11
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There are 4 attributes of the variable of responsibility tested in this study. Of all four
attributes tested, all of them show significant difference between partners’ expectation
before cooperate with BPJS and after cooperate with BPJS and perceived the performance.
All attributes show expectation value that is higher than the performance, so it can be said
that all attributes tested in this variable have not reached satisfaction.

To reach the satisfaction level expected by partners, the main priority scale in the
variable of responsibility that needs to be improved the performance is BPJS performs
good risk management.

In this variable, there are indicators involved in category “at least maintained”. The
existence of these indicators is considered by BPJS partners as relatively high (above
average), while the level of implementation or performance is considered as relatively

good (above average). Indicators in the variable of responsibility included in this category

are:
- Social responsibility of BPJS to society and environment
- Adherence of BPJS on government and organization regulations
- BPJS is responsible of all risks possibly occur
. Independency

There are 4 attributes of the variable of independency tested in this study. Of all four
attributes tested, all of them show significant difference between partners’ expectation
before cooperate with BPJS and after cooperate with BPJS and perceived the performance.
All attributes show expectation value that is higher than the performance, so it can be said
that all attributes tested in this variable have not reached satisfaction.

In this variable, there are indicators involved in the category of “at least maintained”.
The existence of these indicators is considered by BPJS partners as relatively high because
the score is above average of overall attributes used, while the level of performance is
considered as relatively good (above average of overall attributes used). Indicators in the
variable of independency included in this category are:

- BPJS is managed professionally

- BPJS does functions and duties in accordance with regulation

In the variable of independency, there are attributes included in the category of

“excessive” because the performance is considered as above the average by BPJS partners
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while the expectation of partners are below average of all attributes of this study. Those
attributes are:
- BPJS cannot be dominated and intervened by other parties

- Decision-making in BPJS is done objectively

. Predictability

There are 3 attributes of the variable of predictability tested in this study. Of all three
attributes tested, all of them show significant difference between partners’ expectation
before cooperate with BPJS and after cooperate with BPJS and perceived the performance.
All attributes show expectation value that is higher than the performance, so it can be said
that all attributes tested in this variable have not reached satisfaction.

In this variable, overall indicators are involved in the category of “excessive” because
the performance is considered as above the average by BPJS partners while the

expectation of partners are below average of all attributes used in this study.

. Participation

There are 6 attributes of the variable of participation tested in this study. Of all six
attributes tested, all of them show significant difference between partners’ expectation
before cooperate with BPJS and after cooperate with BPJS and perceived the performance.
All attributes show expectation value that is higher than the performance, so it can be said
that all attributes tested in this variable have not reached satisfaction.

Even though overall attributes of this variable have not reached satisfaction, but being
reviewed from the average of overall attributes, the overall attributes of participation are
not included in the main priority should be improved, yet included in the second priority.
The second priority scale of this variable that should be improved the performance such
as:

- BPJS builds up open communication with partners

- BPJS partners are involved in decision-making in BPJS

- BPJS partners are given chances to deliver ideas

- The opinion of partners are considered in decision-making

- BPJS is responsive to needs and desires of BPJS partners

Being reviewed from the average of overall attributes, there is one attribute included

in the category of “excessive” because the performance is considered as above the average
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by BPJS partners while the expectation of partners are below average of all attributes of
this study. The excessive attribute is:
- BPJS builds up partnership, trust, and opportunity for partners to participate in the

application of social insurance program

. Fairness

There are 6 attributes in the variable of fairness tested in this study. Of all six
attributes tested, all of them show significant difference between partners’ expectation
before cooperate with BPJS and after cooperate with BPJS and perceived the performance.
All attributes show expectation value that is higher than the performance, so it can be said
that all attributes tested in this variable have not reached satisfaction.

To reach the expected satisfaction level for BPJS partners, the main priority scale of
this variable which performance should be improve are:

- Claim of medication cost returned by BPJS is in accordance with the patients’

illness
- BPJS returns the medication cost/claim with easy procedure
- In giving service, BPJS partners are not disadvantaged

The second priority of the variable of fairness which performance should be improved
are:
- BPIJS considers partners’ interest based on the principle of equality, equity, and

reasonability

In this variable, there is an attribute included in the category of “excessive” because
the performance is considered by BPJS partners as above the average while the
expectation of partners are below average of all attributes of this study. The excessive
attribute is:

- BPJS gives equal and fair treatment to partners based on benefit and contribution

given

. Dynamism

There are 2 attributes in the variable of dynamism tested in this study. All attributes
tested in this variable show significant difference and show expectation value that is
higher than the performance, so it can be said that all attributes tested in this variable have
not reached satisfaction.
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Being reviewed from the average of overall attributes, the two attributes of this
variable are included in the category of “main priority” scale which performance should be
improved. The two attributes such as:

- BPJS gives opportunity, motivation, and inspiration, so BPJS partners can deliver

innovative ideas

- BPJS states process and evaluates benefits and risks possibly rising before

innovation is adopted and implemented

CONCLUSION

1.

All attributes of good governance tested in this study all show significant difference
between the expectation of BPJS partners and the performance of service actually
perceived by BPJS partners. Partners’ satisfaction levels ranges from 54.38% to 68.38%.

The average of satisfaction level of BPJS partner is 61.19%.

. The lowest satisfaction level perceived by BPJS partners is in the attribute of BPJS

reimburses claim/financing with easy procedure, while the highest satisfaction level is in
the attributes: BPJS carrying out its functions and duties in accordance with the regulation;
and BPJS asserts the rights and obligations of social security receivers.

. To optimize the performance of BPJS, it requires BPJS service improvement strategy. The

main priority scale which performance should be improved is in the attribute: Suitability
between costs/claims reimbursed by BPJS and the patients’ illness; BPJS reimburses
claim/financing with easy procedure; BPJS gives opportunities for partners in proposing
innovative ideas; in performing service, BPJS partners do not feel disadvantaged; BPJS
establishes process and evaluate the benefits and risks might arise before the innovation is
adopted and implemented; BPJS policies are always written and proportionally
communicated; BPJS performs well risk management; and the accuracy of information
from BPJS.
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