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ABSTRAK 

 
Diah Rahayu 201610325182. Penelitian ini bertujuan untuk mengetahui (1) kualitas 

pelayanan publik di Kantor  BPJS  Kesehatan Kota Bekasi (2) Faktor pendukung dan 

penghambat pelayanan di Kantor BPJS Kesehatan Kota Bekasi. 

Metode penelitian ini adalah penelitian deskriptif dengan pendekatan kualitatif. Untuk 

mengerti gejala sentral tersebut peneliti mewawancarai peserta penelitian atau 

partisipan dengan mengajukan pertanyaan yang umum dan agak luas.Peneliti 

menggunakan triangulasi sumber untuk mengecek keabsahan data penelitian.  

Hasil penelitian ini menunjukan bahwa (1) Kualitas pelayanan publik di Kantor BPJS 

Kesehatan Kota Bekasi sudah diterapkan dimensi Tangibel, Realiability, 

Responsiviness, Assurance dan Emphaty beserta  indikatornya. Namun ada beberapa 

indikator yang belum berjalan sesuai dengan keinginan masyarakat, antara lain 

ketidaknyamanan tempat pelayanan termasuk sarana dan prasarana yang belum 

lengkap. (2) Faktor penghambat pelaksanaan pelayanan publik di Kantor BPJS 

Kesehatan Kota Bekasi adalah masih banyaknya calo. Sedangkan faktor pendukungnya 

adalah kecermatan ketepatan dan ketanggapan pegawai 
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ABSTRACT 

Diah Rahayu 201610325182. This study supports to find out (1) the quality of public 

services at the Bekasi City BPJS Health Office (2) Supporting and inhibiting factors of 

service at the Bekasi City BPJS Health Office. 

This research method is a descriptive study with qualitative research. Qualitative 

descriptive research is a discussion or search for discussion and discussion of a central 

criterion. To understand some of these questions, the researchers interviewed the 

research participants or participants by asking a number of general and rather broad 

questions. The researcher used triangulation of sources to check the validity of the 

research data. Data analysis in this study uses three components consisting of data 

reduction, data presentation, and completing conclusions. 

The results of this study indicate that (1) The quality of public services in Bekasi City 

BPJS Health Office has applied Tangible, Realiability, Responsiviness, Assurance and 

Emphaty dimensions to look for its indicators. However, there are several indicators 

that are not yet in accordance with the needs of the community, including the 

inconvenience of service areas including incomplete facilities and infrastructure. (2) 

The inhibiting factor for the implementation of public services at the Bekasi City BPJS 

Health Office is the large number of brokers. While the supporting factors are the 

accuracy of employee accuracy and responsiveness 
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