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 ABSTRACT 
 
Background: One of the services covered by BPJS Kesehatan 
is the provision of hearing aids for patients with hearing 
impairments. Hearing aids play an important role in 
improving patients' quality of life in terms of communication, 
social interaction, and productivity.  
Objective: This study aims to analyze the effect of the 
implementation of the BPJS hearing aid policy on the level of 
patient acceptance..  
Method: This research is quantitative with an analytical 
observational design. The sample consists of BPJS Kesehatan 
users who visited CV Power Hearing Bali and met the 
research criteria, totaling 30 individuals, selected using a 
total sampling technique. Data was collected using a Likert-
scale questionnaire for all research variables. The collected 
data was then analyzed using the chi-square statistical test.  
Result: The study results indicate that the service received 
variable has a significance value (p-value = 0.007), waiting 
time (p-value = 0.048), and satisfaction level (p-value = 
0.007). 
Conclusion: There is an influence of the implementation of 
the BPJS hearing aid policy on the level of patient acceptance 
at CV Power Hearing Bali.  

PENDAHULUAN 

Hearing plays an important role in 

determining a person's quality of life, as 

healthy hearing allows individuals to speak 

and communicate with others, enabling them 

to live socially and economically productive 

lives. Ear and hearing health disorders can 

occur in individuals of all ages. Ear and 

hearing problems can be caused by genetic 

factors, complications at birth, certain 

diseases, the use of certain medications, noise 

exposure, and aging factors. (Jilla et al., 2023) 

According to the World Health 

Organization (WHO), more than 5% of the 
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global population, or approximately 430 

million people, require rehabilitation for 

hearing loss (including 34 million children). 

(Byun et al., 2022) The majority of people with 

hearing loss (almost 80%) live in low- and 

middle-income countries. It is estimated that 

by 2050, more than 700 million people, or 1 in 

every 10 individuals, will experience hearing 

loss. (Appau et al., 2024). Based on the 2018 

Basic Health Research (Riskesdas) results, the 

proportion of children aged 24-59 months who 

were born with hearing impairment is 0.11%. 

(Laporan Riskesdas 2018 Nasional, n.d.). 

Hearing impairment is a significant 

health issue in Indonesia, with a broad impact 

on the quality of life of individuals and society 

as a whole. According to data from the 

Indonesian Ministry of Health, an estimated 16 

million Indonesians experience hearing loss 

that requires medical treatment. Among them, 

the majority need hearing aids (HAs) to 

improve or address their hearing problems. 

However, the cost of acquiring and 

maintaining hearing aids often becomes a 

major barrier, especially for those in lower 

economic conditions. (Rafa Zemy Amalia et 

al., 2025). 

In Indonesia, efforts to improve public 

accessibility to hearing aid services are carried 

out through the implementation of the Social 

Security Administering Body for Health (BPJS 

Kesehatan). BPJS Kesehatan aims to provide 

financial protection for all Indonesian citizens 

so they can access quality healthcare services. 

This aligns with the notion that health 

insurance enables everyone to access adequate 

quality healthcare services, including 

promotional, preventive, curative, 

rehabilitative, and palliative care, without 

financial hardship. This concept is widely 

adopted, especially in low- and middle-income 

countries. (Appau et al., 2024). 

The Indonesian government, through the 

Social Security Administering Body for Health 

(BPJS Kesehatan), strives to improve access to 

healthcare services for all levels of society. 

One of the services covered by BPJS 

Kesehatan is the provision of hearing aids for 

patients with hearing impairments. Hearing 

aids play an important role in enhancing 

patients' quality of life in terms of 

communication, social interaction, and 

productivity. (Thai et al., 2022) The provision 

of hearing aids is granted based on 

recommendations from an ENT specialist. 

BPJS Kesehatan participants can receive a 

hearing aid a maximum of once every five 

years per ear, with a reimbursement rate of up 

to one million rupiahs, which is insufficient to 

meet the community's needs for purchasing a 

hearing aid. (Bonnafous et al., 2022) The 

implementation of this policy faces various 

challenges, such as the gap between patient 

needs and the availability of hearing aids. 

(Windmill, 2022) Patients' understanding of 

the claim procedures and the quality of 

services provided are related to their level of 

acceptance of this program. This is also 

influenced by several factors, including the 
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clarity of information, the effectiveness of the 

hearing aids, and patients' experiences in 

accessing BPJS Kesehatan services. (Frisby et 

al., 2024). 

The services received by patients often 

do not meet expectations, either in terms of the 

quality of the devices or the distribution 

procedures. (Cho et al., 2022)Studies show 

that the hearing aids provided by BPJS 

sometimes do not fully meet the specific needs 

of patients, which affects their effectiveness in 

daily use. (Picou et al., 2024). In addition, 

waiting times in the claims process and 

distribution of hearing aids are often an 

obstacle. In addition, the waiting time in the 

claim process and distribution of hearing aids 

often becomes an obstacle. (Bernstein & 

Megwalu, 2023) Complex administrative 

factors and limited resources, such as 

audiologists and device availability, can cause 

delays in service delivery. (Frisby et al., 2024). 

Long waiting times not only reduce patient 

satisfaction but also have the potential to 

worsen the patient's condition. (Dewi et al., 

n.d.). 

Patient satisfaction level is an important 

indicator in assessing the success of policy 

implementation. Patient satisfaction is 

influenced by various factors such as the 

quality of healthcare services, clarity of 

information, and user experience with the 

received hearing aid. Research shows that 

good and timely service can increase patient 

trust in the BPJS Health program and support 

the goal of Universal Health Coverage (UHC). 

(Knoetze et al., 2024) 

One of the healthcare centers that plays 

an important role in handling hearing disorders 

is CV Power Hearing Bali. As a leading 

hearing specialist center, CV Power Hearing 

Bali is expected to be an adequate service 

provider for people in need of hearing aids. 

However, in practice, the effectiveness of 

BPJS Health policy implementation at CV 

Power Hearing Bali has not been fully 

understood, particularly regarding public 

response and perception of the policy, 

especially those who require hearing aid 

services and BPJS Health policies related to 

hearing aid procurement and accessibility. 

Public perception can be influenced by various 

factors, including understanding of the policy, 

personal experience, and expectations of 

healthcare services.  

Patient perception and satisfaction with 

healthcare services are closely related to the 

success of policy implementation. If the policy 

is not optimally implemented, there is a 

concern that it may decrease public trust in the 

national health insurance program. Therefore, 

it is crucial to evaluate the impact of BPJS 

Health policy implementation in providing 

hearing aids on patient acceptance levels, both 

from a technical and emotional perspective. 

(Lisan et al., 2022) 

Hearing aids remain expensive even with 

the IDR 1 million subsidy from BPJS 

Kesehatan. Many patients hesitate to purchase 

them due to the high remaining costs. The 
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number of BPJS users buying hearing aids at 

CV Power Hearing Bali is relatively low, 

possibly due to financial constraints. However, 

further field research is needed to confirm the 

exact reasons behind public perceptions of 

BPJS Kesehatan’s policy implementation at 

this center. 

Based on the background explanation 

above, this research is conducted to determine 

the causes of this issue by analyzing the impact 

of the BPJS hearing aid policy implementation 

on patient acceptance at CV Power Hearing 

Bali. 

METHODS 

The type of research used in this study is 

quantitative research with an analytical 

observational approach to analyze the impact 

of the BPJS hearing aid policy implementation 

on patient acceptance at CV Power Hearing 

Bali. The research location is CV Power 

Hearing Bali, chosen because it collaborates 

with BPJS Kesehatan to provide hearing aid 

(ABD) fittings. 

The population in this study consists of 

all BPJS Kesehatan users who have visited CV 

Power Hearing Bali within the last month. The 

sample selection includes patients who visited 

within the last month and met the inclusion 

criteria set by the researcher. 

The sample in this study was selected 

using the total sampling technique, meaning 

that the entire population was used as the 

research sample, totaling 30 people. This 

approach was taken due to the limited 

population size, ensuring that all individuals 

were included to obtain accurate and reliable 

data. The inclusion criteria for this study were: 

respondents who have BPJS Kesehatan, 

respondents who have received services at CV 

Power Hearing Bali, and those willing to sign 

the informed consent form. 

The data collection method in this study 

uses a questionnaire, which is a written list of 

statements aimed at obtaining responses from 

participants. The questionnaire is designed to 

measure public perception as BPJS Kesehatan 

users who visit CV Power Hearing Bali. The 

researcher collects data by distributing 

questionnaires using a Likert scale. Each item 

in the questionnaire has five response options 

with different weights or values. Each 

response choice is assigned a score to 

determine the alternative answers selected by 

respondents. 

RESULTS  

Description of respondent characteristics 

(age, gender, membership status, and visit 

frequency) and research variables, namely the 

implementation of the BPJS hearing aid policy 

(received services, waiting time, and 

satisfaction) as well as patient acceptance at 

CV Power Hearing Bali. 
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Respondent Characteristics 

Table 1. Frequency Distribution Based on Respondent Characteristics and Research 
Variables 

Variable Frequency % 
Age 
Under 20 years old  
25-35 years old  
36-50 years old  
Over 50 years old 

 
3 
5 
7 
15 

 
10,0 
16,7 
23,3 
50,0 

Gender Into  
Male 
Female 

 
19 
11 

 
63,3 
36,7 

Membership Status 
Independent 
Penerima Bantuan Iuran (PBI) 
Participants from the Company 

 
14 
9 
7 

 
46,7 
30,0 
23,3 

Frequency of Visits 
1-2 Visits 
3-5 Visits 
>5 Visits 

 
9 
18 
8 

 
30,0 
43,3 
26,7 

Service Received  
Good 
Quite Good  
Not Good 

 
27 
3 
0 

 
90,0 
10,0 
0,0 

Waiting Time 
Fast 
Medium 
Long 

 
27 
7 
0 

 
76,7 
23,3 
0,0 

Satisfaction  
Satisfied 
Quite Satisfied 
Not Satisfied 

 
27 
7 
0 

 
76,7 
23,3 
0,0 

Patient Acceptance 
Good 
Quite Good 
Not Good 

 
28 
2 

0,0 

 
93,3 
6,7 
0.0 

Source: Primary Data 2024

 

Based on Table 1, the characteristics of 

respondents by age show that the majority are 

over 50 years old, totaling 15 people (50.0%), 

predominantly male, with 19 individuals 

(63.3%). Most respondents have BPJS Mandiri 

membership status, totaling 14 people 

(46.7%), and the majority fall into the category 

of 35 visits, with 13 people (43.3%). 

 

Regarding the research variables, it was 

found that almost all respondents had a 

positive perception of the services received, 

with 27 people (90.0%). Similarly, the 

majority of respondents, 23 people (76.7%), 

believed that the waiting time was categorized 

as fast. Furthermore, nearly all respondents, 27 
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people (90.0%), were satisfied with the 

services received. Additionally, almost all 

respondents, 28 people (93.3%), had a good 

level of acceptance regarding the 

implementation of the BPJS hearing aid policy 

at CV Power Hearing Bali. 

 

 

 

 

 

 

 

Table 2. Analysis of the Relationship Between Research Variables 

Variable 
Policy Implementation Total p-Value 

 Good Fair Poor 
f % f % f % f % 

Service Received          
Good 27 90,0 0 0,0 0 0,0 27 90,0 

0,007 Enough 1 3,3 2 6,7 0 0,0 3 10.0 
Less 0 0,0 0 0,0 0 0,0 0,0 0,0 
Waiting Time          
Fast 23 76,7 0 0,0 0 0,0 23 76,7 

0,048 Medium 5 16,7 2 6,7 0 0,0 7 23,3 
Long 0 0.0 0 0,0 0 0,0 0 0,0 
Satisfaction          
Satisfied 27 90,0 0 0,0 0 0,0 27 90,0 

0,007 Enough 1 3,3 2 6,7 0 0,0 3 10.0 
Less 0 0,0 0 0,0 0 0,0 0,0 0,0 

Source: Primary Data 2024

 

Based on Table 6.2, it can be seen that 

respondents have a positive perception of the 

services received, which is followed by a good 

level of patient acceptance, namely 27 people 

(90.0%). Meanwhile, the lowest percentage is 

respondents who have a fairly good perception 

of the services received, followed by a good 

level of patient acceptance, namely only 1 

person (3.3%). For the "poor" category, there 

are no respondents in either the service 

received variable or the level of patient 

acceptance. The Chi-Square statistical test 

results show a p-value = 0.007 < α = 0.05, so it 

can be concluded that there is an influence 

between the implementation of the BPJS 

hearing aid policy, based on the aspect of 

services received, on the level of patient 

acceptance at CV Power Hearing Bali. 

Respondents have a positive perception of the 

waiting time for services in the "fast" category, 

followed by a good level of patient acceptance, 

namely 23 people (76.7%). Meanwhile, the 

lowest percentage is respondents who perceive 

the waiting time as "moderate" and are 

followed by a fairly good level of patient 

acceptance, namely 2 people (6.7%). For the 

"long" category, there are no respondents in 

either the waiting time variable or the level of 

patient acceptance. The Chi-Square statistical 

test results show a p-value = 0.048 < α = 0.05, 
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so it can be concluded that there is an influence 

between the implementation of the BPJS 

hearing aid policy, based on the waiting time 

aspect, on the level of patient acceptance at CV 

Power Hearing Bali. 

Respondents expressed satisfaction in the 

"satisfied" category, followed by a good level 

of patient acceptance, namely 27 people 

(90.0%). Meanwhile, the lowest percentage is 

respondents who felt "fairly satisfied" and 

were followed by a fairly good level of patient 

acceptance, namely 2 people (6.7%). For the 

"dissatisfied" category, there were no 

respondents in either the satisfaction variable 

or the level of patient acceptance. The Chi-

Square statistical test results showed a p-value 

= 0.007 < α = 0.05, so it can be concluded that 

there is an influence between the 

implementation of the BPJS hearing aid 

policy, based on the satisfaction aspect, on the 

level of patient acceptance at CV Power 

Hearing Bali. 

 

DISCUSSION 

Implementation of BPJS Hearing Aid 

Policy Based on the Aspect of Services 

Received on the Level of Patient Acceptance 

The research results show that almost all 

respondents have a good perception of the 

services received, which is followed by a good 

level of patient acceptance. (Bannon et al., 

2023) Meanwhile, the lowest category consists 

of respondents who have a fairly good 

perception and are followed by a good level of 

patient acceptance. As for the "poor" category, 

there are no respondents in either the service 

received variable or the level of patient 

acceptance. (Reed et al., 2021) 

These results are in line with research 

conducted by (Zachreini et al., n.d.) which 

found that service quality affects the level of 

patient acceptance and patient satisfaction. 

(Azzahra et al., n.d.) stated that the quality of 

individuals is an essential element in good 

patient acceptance. In this regard, healthcare 

providers should emphasize the development 

of quality services, including accessibility, 

information services, and physical services, to 

achieve effective quality improvement. The 

results of this study are in line with research 

conducted by (Picou et al., 2024) which states 

that there is a positive influence between 

service quality and patient satisfaction. This 

certainly affects the level of patient acceptance 

of the services received. Research conducted 

by (Appau et al., 2024) found that 

interpersonal medical services have a direct 

impact on patient satisfaction. This study is 

also in line with research conducted by (Frisby 

et al., 2024) which states that service quality 

has a significant impact on patient satisfaction 

with the services received. 

Based on the conducted research, the 

findings illustrate the impact of received 

services on the level of patient acceptance at 

CV Power Hearing Bali. This includes good 

accessibility, where respondents perceive the 

service process as easy and the strategic 

service location as helpful. (Picou, 2022). 

Providing clear information also has a 
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significant impact. (Yi et al., 2022)Patients 

who understand their rights and procedures 

tend to be more accepting of the BPJS hearing 

aid policy. (Ostrowski & Mouzakes, 2022) 

Friendly and professional medical services 

build trust, as positive interactions make 

patients feel valued and supported. 

Additionally, an efficient administrative 

process ensures that patients do not feel 

burdened by procedures, making them more 

likely to support this policy. Equally important 

is the quality of hearing aids, which is a key 

factor—patients who receive high-quality 

devices tend to be more satisfied and accept the 

policy more readily. 

 

Implementation of BPJS Hearing Aid 

Policy Based on Waiting Time Aspect on 

Patient Acceptance Level 

The research results show that almost all 

respondents have a positive perception of the 

waiting time for fast service, followed by a 

good level of patient acceptance. Meanwhile, 

the moderate category is followed by a fairly 

good level of patient acceptance. As for the 

long category, there were no respondents in 

either the waiting time variable or the patient 

acceptance level. The Chi-Square statistical 

test results found that there is an influence 

between the implementation of the BPJS 

hearing aid policy based on the waiting time 

aspect and the level of patient acceptance at 

CV Power Hearing Bali. 

The research results show that the 

waiting time for patients or respondents, from 

registration to receiving services at CV Power 

Hearing Bali, meets the standard. This means 

that most of them receive services within less 

than 30 minutes. This is evidenced by their 

responses to the questionnaire, stating that they 

received the expected service, including fast 

service times for obtaining hearing aids and the 

prompt provision of information related to the 

BPJS service process. This, of course, serves 

as a strengthening factor in providing patient 

satisfaction, especially for those using BPJS 

Health to claim hearing aids. 

A good and high-quality service is 

reflected in friendly, fast, and comfortable 

service. Waiting time for services is often 

overlooked and does not meet standards. (Xue 

et al., 2024) stated that if patient waiting times 

are long, it will affect patient acceptance 

levels, impacting patient satisfaction with the 

service. According to  (Dwiyovita et al., 2024) 

several factors often influence waiting time in 

patient care, including a lack of staff, patients 

not keeping appointments, staff not adhering to 

schedules, slow computer processing, and 

delays in preparing medical records. This 

study is also consistent with research 

conducted by (Monica & Suzana, 2024) which 

states that waiting times at polyclinic 

registration depend heavily on the 

responsiveness, willingness, readiness, 

attitude, and speed of staff in providing 

services. Additionally, the timeliness of 

services significantly influences patient 

satisfaction in fulfilling their needs for care. 
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Implementation of BPJS Hearing Aid 

Policy Based on Satisfaction Aspects on 

Patient Acceptance Levels 

The results of this study indicate that patients 

feel satisfied with several aspects, including 

the friendliness of the staff, speed of service, 

suitability of services to patient needs, ease of 

procedures for BPJS patients, completion time 

of BPJS procedures, and the level of comfort 

of the facilities, including waiting rooms, 

medical equipment, and cleanliness of service 

areas. These factors are the main reasons 

patients feel satisfied, and ultimately, they can 

accept the implementation of the BPJS hearing 

aid policy at CV Power Hearing Bali. 

Patient satisfaction is the level of feeling 

that arises as a result of the healthcare services 

received after the patient compares them with 

their expectations (Studi et al., n.d.). Thus, 

patient satisfaction depends on the 

performance of the services provided by the 

healthcare facility. If the services received do 

not meet expectations, the patient will feel 

dissatisfied (Adnan & Rahmah, 2024). 

Patient acceptance of the 

implementation of BPJS hearing aid services at 

CV Power Hearing Bali is considered good 

because they feel comfortable and safe when 

using the available facilities. These include a 

clean patient examination room, neatly dressed 

staff, clean and proper medical equipment, 

responsive staff in handling patient 

complaints, clear and easily understood 

information, careful treatment, patient 

examinations conducted according to queue 

numbers, friendly staff, and good 

communication between staff and patients. As 

a result, many patients feel satisfied with the 

services provided. 

 

CONCLUSION 

A total of 90.0% of respondents showed 

a positive perception of the services received. 

This reflects that the majority of BPJS users 

are satisfied with the quality and effectiveness 

of the services provided in fulfilling their 

hearing aid needs. A total of 76.7% of 

respondents stated that the waiting time they 

experienced during the process of obtaining a 

hearing aid could be categorized as fast, 

indicating that the service system implemented 

there is quite efficient in terms of time. (Tran 

et al., 2021)A total of 90.0% of respondents 

expressed satisfaction with the services they 

received. This figure indicates that the BPJS 

Health policy in providing hearing aids for 

patients with hearing impairments has 

successfully met their expectations and needs, 

particularly in terms of service quality. This 

high level of satisfaction serves as an 

important indicator in measuring the success of 

the policy implementation. (Xue et al., 2024). 

Based on data analysis results, it can be 

concluded that this policy has successfully 

provided a positive impact on patient 

acceptance, as reflected in good perceptions of 

the services received, fast waiting times, and 

high satisfaction levels. This success indicates 

that the BPJS policy can improve the quality of 

life for patients with hearing impairments 
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while also enhancing their social interactions 

and communication through the use of hearing 

aids. 

 

SUGGESTION 

It is expected that the government, 

through healthcare facilities, will continue 

efforts to socialize the implementation of BPJS 

policies, particularly regarding hearing aids 

that are partially covered by the government. 

This will help the public better understand the 

rules and regulations in place, reducing 

concerns about utilizing BPJS to obtain the 

necessary hearing aids for improving patients' 

quality of life. BPJS Kesehatan should 

consider reviewing the subsidy standards for 

hearing aids to ensure they align with the 

market prices of decent-quality devices. 

Expanding the range of hearing aids covered 

by BPJS would allow patients to choose 

devices that suit their hearing conditions. 

Additionally, collaborating with more hearing 

aid providers would ensure a greater variety of 

available products with higher quality. 
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