
LAMPIRAN 

 

Lampiran 1 Surat Izin Penelitian 

 

 



Lampiran 2 Surat Balasan Izin Penelitian 

 

 

 

 



Lampiran 3 Lembar Persetujuan Responden (Informed Consent) 

 

 

 



 

Lampiran 4 Lembar Permohonan Menjadi Responden 

 

 



 

Lampiran 5 Lembar Identitas Respoden dan Kuesioner Kepuasan 

KUESIONER PENELITIAN 

GAMBARAN KEPUASAN PESERTA TERHADAP LAYANAN NON 

TATAP MUKA DI BPJS KESEHATAN KOTA BLITAR 

IDENTITAS RESPONDEN 

Nama Responden : 

Umur   : 

Jenis Kelamin : ☐ Perempuan ☐ Laki-laki   

Petunjuk : berikan tanda centang (√) pada jawaban yang sesuai dengan anda ! 

1. Apakah Bapak/Ibu sudah pernah melakukan pelayanana non tatap muka ? 

☐ Pernah 

☐ Tidak Pernah 

2. Pelayanan non tatap muka apa yang pernah Bapak/Ibu lakukan ? 

☐ PANDAWA 

☐ JKN MOBILE 

A. Pertanyaan tentang Kesesuaian dengan spesifikasi (conformace to 

specification) 

 
No. Pertanyaan Sangat 

Puas 

Puas Kurang 

Puas 

Tidak 

Puas 

1. Ketepatan waktu dalam proses 

pengerjaan layanan non tatap muka 
    

2. Fitur-fitur pada layanan non tatap 

muka sudah sesuai 
    

3. Kemudahan dalam pengoperasian 

layanan non tatap muka 
    

4. Kemudahan dalam mengakses 

layanan non tatap muka 
    

 TOTAL     

  

B. Pertanyaan tentang Kualitas yang dipersepsikan (Perceived Quality) 

 
No. Pertanyaan Sangat 

Puas 

Puas Kurang 

Puas 

Tidak 

Puas 

1. Fitur-fitur layanan non tatap muka 

dapat memenuhi kebutuhan 
    

2. Pengalaman penggunaan layanan 

non tatap muka 
    

3. Kepuasan dalam mengaplikasikan     



pelayanan non tatap muka  

4. Fitur-fitur layanan yang tersedia 

pada layanan non tatap muka dapat 

membantu menyelesaikan masalah 

    

 TOTAL     

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Lampiran 6 Tabel Tabulasi 

NO Nama Usia 
Jenis 

Kelamin 

Kesesuaian Dengan Spesifikasi  Kualitas Yang Dipersepsikan  

X1.1 X1.2 X1.3 X1.4 TOTAL X2.1 X2.2 X2.3 X2.4 TOTAL 

1 N 49 P 3 3 4 3 13 4 3 4 3 14 

2 N 40 P 3 3 3 3 12 3 3 3 4 13 

3 S 17 P 3 3 4 3 13 4 3 4 3 14 

4 A 21 P 3 3 4 4 14 3 3 3 3 12 

5 S 22 P 3 3 3 2 11 3 3 3 3 12 

6 K 16 P 4 4 4 3 15 4 4 4 4 16 

7 P 17 P 3 4 4 3 14 3 3 4 4 14 

8 P 21 P 3 3 3 3 12 3 3 3 3 12 

9 K 21 P 3 3 3 3 12 4 4 3 4 15 

10 A 23 L 3 3 3 3 12 3 3 3 3 12 

11 B 23 L 4 2 2 2 10 3 3 3 3 12 

12 S 21 P 3 3 3 3 12 3 3 3 3 12 

13 E 25 L 3 4 3 4 14 4 4 4 3 15 

14 B 27 L 3 2 3 4 12 4 3 3 2 12 

15 D 43 L 3 3 3 0 9 3 4 3 4 14 

16 A 26 P 4 4 4 3 15 4 4 4 4 16 

17 H 48 L 4 4 4 4 16 4 4 4 4 16 

18 S 33 L 3 4 3 3 13 4 4 3 4 15 

19 A 52 L 4 4 3 4 15 3 4 4 3 14 

20 E 52 P 2 3 3 4 12 4 3 3 4 14 

21 Y 41 L 3 3 4 4 14 4 4 3 3 14 

22 M 29 L 4 4 3 4 15 3 4 4 4 15 

23 S 50 L 4 4 4 3 15 3 3 4 4 14 

24 G 26 P 3 4 4 4 15 3 4 3 3 13 

25 A 20 P 3 4 4 4 15 3 4 3 3 13 

26 N 48 L 4 4 3 4 15 3 4 4 3 14 

27 C 56 L 3 4 4 3 14 4 3 3 3 13 

28 S 56 L 4 4 4 3 15 3 3 3 3 12 

29 R 28 L 3 3 4 4 14 4 4 4 4 16 

30 S 53 P 3 4 4 4 15 4 3 2 4 13 

31 H 28 L 3 3 3 3 12 3 3 3 3 12 

32 S 54 L 2 3 3 4 12 4 3 3 2 12 

33 A 52 L 3 4 4 3 14 3 3 3 4 13 

34 A 51 P 2 3 3 4 12 3 4 3 4 14 

35 S 53 L 3 2 3 3 11 3 3 3 3 12 

36 A 26 P 4 4 3 4 15 4 3 4 3 14 

37 S 25 P 3 3 3 3 12 3 3 3 3 12 

38 S 50 P 4 4 3 3 14 4 4 3 3 14 

39 M 27 L 3 2 3 3 11 3 3 3 3 12 

40 N 28 L 3 3 3 3 12 3 3 3 3 12 

41 L 31 P 4 4 4 4 16 4 4 4 4 16 

42 S 53 P 4 4 3 4 15 4 4 4 3 15 

43 N 20 P 3 4 4 4 15 4 3 3 4 14 

44 S 52 L 3 3 3 4 13 4 4 4 4 16 

45 A 17 P 2 3 3 3 11 4 2 3 3 12 

46 S 53 L 4 4 4 4 16 4 4 4 4 16 

47 S 52 P 3 3 3 3 12 4 4 4 4 16 



48 A 30 P 4 2 3 3 12 3 4 4 4 15 

49 S 48 P 3 2 4 3 12 3 3 2 3 11 

50 F 24 P 3 4 4 3 14 2 4 3 2 11 

51 D 21 P 3 4 3 4 14 3 4 3 3 13 

52 D 21 P 4 3 4 3 14 3 3 4 4 14 

53 L 39 P 4 4 4 3 15 3 3 3 3 12 

54 I 30 P 4 4 4 4 16 4 4 4 4 16 

55 D 50 P 3 3 3 3 12 3 3 3 3 12 

56 N 26 P 4 4 4 3 15 3 3 3 2 11 

57 S 25 L 4 4 4 4 16 4 4 4 4 16 

58 M 26 L 4 3 4 3 14 4 4 4 3 15 

59 W 21 P 4 3 4 4 15 3 3 3 3 12 

60 F 23 P 3 3 3 3 12 3 3 3 3 12 

61 S 37 P 4 4 4 4 16 4 4 4 4 16 

62 A 25 P 4 4 3 4 15 4 4 4 3 15 

63 Y 30 P 4 4 3 3 14 3 3 3 3 12 

64 T 27 L 1 4 4 4 13 4 2 4 2 12 

65 I 33 P 4 4 4 4 16 4 3 3 4 14 

66 S 38 P 4 4 4 3 15 3 3 3 3 12 

67 N 20 P 4 4 4 4 16 4 4 4 4 16 

68 S 59 L 4 4 4 4 16 3 3 3 3 12 

69 I 50 P 4 4 4 4 16 4 4 4 4 16 

70 L 39 P 4 3 3 3 13 3 3 3 3 12 

71 R 39 L 4 3 3 4 14 4 4 4 4 16 

72 M 21 L 4 4 4 3 15 3 3 3 4 13 

73 S 48 P 4 4 4 4 16 4 4 4 4 16 

74 E 35 L 3 3 3 3 12 3 3 3 3 12 

75 A 24 L 4 4 4 4 16 4 4 4 4 16 

76 E 22 P 4 4 4 4 16 3 4 3 3 13 

77 P 47 L 3 3 3 3 12 3 2 2 3 10 

78 W 50 P 4 4 3 4 15 4 4 3 3 14 

79 N 47 P 3 3 3 4 13 3 3 4 4 14 

80 P 67 P 3 4 4 4 15 4 3 4 3 14 

81 S 45 L 3 4 3 4 14 4 3 4 3 14 

82 D 45 P 3 3 4 4 14 4 3 3 4 14 

83 M 23 L 3 4 4 4 15 3 3 3 4 13 

84 M 30 P 3 3 4 4 14 4 4 4 4 16 

85 M 52 L 4 3 4 3 14 3 3 3 4 13 

86 T 31 L 3 3 3 3 12 3 3 3 3 12 

87 M 54 L 3 4 4 3 14 3 4 4 3 14 

88 R 52 P 4 4 4 4 16 4 4 4 4 16 

89 I 26 L 3 3 3 3 12 3 3 3 3 12 

90 A 24 P 3 3 2 2 10 2 3 2 3 10 

91 F 29 P 3 3 3 3 12 3 4 4 4 15 

92 A 52 L 4 4 4 4 16 4 4 4 4 16 

93 J 30 L 4 3 3 3 13 3 4 4 4 15 

94 M 33 L 4 4 4 4 16 3 3 2 3 11 

95 S 54 L 4 4 4 4 16 3 3 4 3 13 

96 S 50 P 4 4 4 4 16 4 4 4 4 16 

 



Lampiran 7 Hasil Penelitian 

 

Usia 

 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 16.00 1 1.0 1.0 1.0 

17.00 3 3.1 3.1 4.2 

20.00 3 3.1 3.1 7.3 

21.00 8 8.3 8.3 15.6 

22.00 2 2.1 2.1 17.7 

23.00 4 4.2 4.2 21.9 

24.00 3 3.1 3.1 25.0 

25.00 4 4.2 4.2 29.2 

26.00 6 6.3 6.3 35.4 

27.00 3 3.1 3.1 38.5 

28.00 3 3.1 3.1 41.7 

29.00 2 2.1 2.1 43.8 

30.00 5 5.2 5.2 49.0 

31.00 2 2.1 2.1 51.0 

33.00 3 3.1 3.1 54.2 

35.00 1 1.0 1.0 55.2 

37.00 1 1.0 1.0 56.3 

38.00 1 1.0 1.0 57.3 

39.00 3 3.1 3.1 60.4 

40.00 1 1.0 1.0 61.5 

41.00 1 1.0 1.0 62.5 

43.00 1 1.0 1.0 63.5 

45.00 2 2.1 2.1 65.6 

47.00 2 2.1 2.1 67.7 

48.00 4 4.2 4.2 71.9 

49.00 1 1.0 1.0 72.9 

50.00 6 6.3 6.3 79.2 

51.00 1 1.0 1.0 80.2 

52.00 8 8.3 8.3 88.5 

53.00 4 4.2 4.2 92.7 

54.00 3 3.1 3.1 95.8 

56.00 2 2.1 2.1 97.9 

59.00 1 1.0 1.0 99.0 



67.00 1 1.0 1.0 100.0 

Total 96 100.0 100.0  

 

JK 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid L 42 43.8 43.8 43.8 

P 54 56.3 56.3 100.0 

Total 96 100.0 100.0  

 

Kesesuaian dengan spesifikasi (conformace to specification) 

 

 

 

X1.2 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 2 6 6.3 6.3 6.3 

3 38 39.6 39.6 45.8 

4 52 54.2 54.2 100.0 

Total 96 100.0 100.0  

 

 

X1.3 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 2 2 2.1 2.1 2.1 

3 44 45.8 45.8 47.9 

4 50 52.1 52.1 100.0 

Total 96 100.0 100.0  

 

 

X1.1 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 1 1 1.0 1.0 1.0 

2 4 4.2 4.2 5.2 

3 47 49.0 49.0 54.2 

4 44 45.8 45.8 100.0 

Total 96 100.0 100.0  



X1.4 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 2 4 4.2 4.2 4.2 

3 44 45.8 45.8 50.0 

4 48 50.0 50.0 100.0 

Total 96 100.0 100.0  

 

Kualitas yang dipersepsikan (Perceived quality) 

X2.1 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 2 2 2.1 2.1 2.1 

3 50 52.1 52.1 54.2 

4 44 45.8 45.8 100.0 

Total 96 100.0 100.0  

 

 

X2.2 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 2 3 3.1 3.1 3.1 

3 51 53.1 53.1 56.3 

4 42 43.8 43.8 100.0 

Total 96 100.0 100.0  

 

 

X2.3 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 2 5 5.2 5.2 5.2 

3 49 51.0 51.0 56.3 

4 42 43.8 43.8 100.0 

Total 96 100.0 100.0  

 

 

X2.4 

 Frequency Percent Valid Percent 

Cumulative 

Percent 



Valid 2 5 5.2 5.2 5.2 

3 50 52.1 52.1 57.3 

4 41 42.7 42.7 100.0 

Total 96 100.0 100.0  
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