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ABSTRAK

BPJS Kesehatan merupakan asuransi kesehatan nasional dengan cakupan
peserta terbanyak di dunia. Loyalitas perlu ditelitt untuk menjaga
keberlangsungan program Jaminan Kesehatan Nasional (JKN) melalui kepuasan
peserta. Pada saat terjadinya COVID-19, BPJS Kesehatan melakukan inovasi
dengan membuka kanal layanan non tatap muka melalui WhatsApp yang dikenal
dengan Pandawa. Adanya COVID-19 membuat penggunaan layanan kesehatan
program JKN mengalami penurunan dan dengan diundangkannya Peraturan
Presiden Nomor 64 Tahun 2020 tentang Jaminan Kesehatan terdapat perubahan
iuran bagi peserta sehingga perlu dilakukan penelitian pengaruh switching cost
dalam loyalitas peserta JKN. Penelitian ini dilakukan dengan membagikan
kuesioner menggunakan google form kepada peserta JKN yang mengakses
Pandawa pada bulan Oktober 2023 sebanyak 190 responden melalui WhatasApp
blast. Keterbaruan penelitian ini adanya inovasi layanan administrasi kepesertaan
melalui Pandawa yang masih jarang dilakukan penelitian. Penelitian ini
menggunakan teknik structural equation modeling (SEM) untuk menganalisis
pengaruh antar variabel. Langkah analisis yang digunakan menggunakan
structural equation modeling dengan software SmartPLS versi 4.0. Hasil
penelitian menunjukkan kualitas layanan Pandawa tidak berpengaruh terhadap
loyalitas peserta tetapi berpengaruh positif dan signifikan pada kepuasan peserta.
Switching cost berpengaruh positif dan signifikan pada kepuasan dan loyalitas
peserta. Kepuasan peserta mampu memediasi secara penuh kualitas layanan
Pandawa dan berperan sebagai mediator parsial pada switching cost.

Kata Kunci : Kualitas Layanan Pandawa, Switching Cost, Loyalitas, JKN,
Kepuasan
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ABSTRACT

BPJS Kesehatan is the national health insurance with the most participant
coverage in the world. Loyalty needs to be examined to maintain the continuity
of the National Health Insurance (JKN) program through participant satisfaction.
During the onset of COVID-19, BPJS Kesehatan innovated by opening a non-
face-to-face service channel through Whats App known as Pandawa. The existence
of COVID-19 has decreased the use of JKN program health services and with the
promulgation of Presidential Regulation Number 64 of 2020 concerning Health
Insurance there are changes in contributions for participants, so it is necessary to
conduct research on the effect of switching costs on JKN participant loyalty. This
research was conducted by distributing questionnaires using google forms to JKN
participants who accessed Pandawa in October 2023 as many as 190 respondents
through WhatasApp blast. The novelty of this research is the innovation of
membership administration services through Pandawa which is still rarely
researched. This study uses structural equation modeling (SEM) techniques to
analyze the influence between variables. The analysis step used uses structural
equation modeling with SmartPLS software version 4.0. The results showed that
the quality of Pandawa service did not affect participant loyalty but had a positive
and significant effect on participant satisfaction. Switching costs have a positive
and significant effect on participant satisfaction and loyalty. Participant
satisfaction is able to fully mediate the quality of Pandawa services and act as a
partial mediator in switching costs.

Keywords: Pandawa Service quality, Switching Cost, Loyalty, JKN, Satisfaction
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