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ABSTRACT

Background: No queue health service (Puskesmas Tanpa Antrian/ “PUSTAKA”)
program which has been implemented since 2018 in each area of the Semarang City
Health Center has not been optimal. The problem is that patients find it difficult to
understand the flow of patient registration using PUSTAKA at the registration counter, as
well as complaints from families of elderly patients who are limited in the use of infor-
mation technology. This study aims to analyze the factors that influence the satisfaction
of users of the PUSTAKA application by using the end user computing satisfaction
(EUCS).

Subjects and Method: This was a cross sectional study conducted in Semarang,
Central Java. A total of 100 patients were selected for this study. The dependent variable
was user satisfaction. The independent variable were content, accuracy, format, ease of
use, and timeliness. The data were collected by questionnaire and analyze by chi-square.
Results: Patient satisfaction in using PUSTAKA was associated with accuracy (OR=
2.26; 95% CI= 1.01 to 5.10; p= 0.047) and ease of use (OR= 3.16; 95% CI= 1.23 to 8.16;
p= 0.017), and both results were statistically significant.

Conclusion: Accuracy and ease of use were associated with patient satisfaction in using
PUSTAKA.
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BACKGROUND mas is one of the first level health care

facilities most visited by the commu-
nity. This can be proven from the large
number of patient queues every day at
the Puskesmas to get health services.

One of the principles of organizing a
Primary Healthcare Center (Puskes-
mas) is the use of appropriate techno-
logy. The principle of appropriate tech-

nology must be applied by Puskesmas
to facilitate access to public health ser-
vices, thereby improving the quality of
its services (Kemenkes RI, 2019). One
of the applications of appropriate tech-
nology principles is by utilizing infor-
mation technology in health services
such as the use of mobile health for
patient registration services. Puskes-

The long queue of patients will have an
impact on the discomfort of the co-
mmunity when coming to the Puskes-
mas, so that it will cause patient dis-
satisfaction with puskesmas services.
User satisfaction is decisive in the
success of an information system and
affects the  perceived Dbenefits
(Aggelidis and Chatzoglou, 2012)
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The phenomenon of long-patient
queues has encouraged the Semarang
City Health Office to create an innova-
tive online registration system for Pus-
kesmas in Semarang City, where since
2018 Puskesmas in Semarang City has
implemented mobile health facilities in
patient registration services. This faci-
lity is applied in an innovation pro-
gram, namely the Semarang City
Queueless Health Center (PUSTAKA).
This program is a facility that makes it
easier for people to register, where the
main goal is to reduce the queue of
patients in puskesmas outpatient ser-
vices in Semarang City. After running
for four years, the Semarang City No-
Queue Puskesmas Program imple-
mented in every Puskesmas in Sema-
rang City is still not optimal (Pra-
meswati et al., 2019). The results of the
preliminary study found that the ob-
stacle that is still often experienced by
the community as PUSTAKA users is
that this application has not been able
to provide a definite time related to the
arrival of patients at the Puskesmas so
that it makes patients have to wait at
the registration counter, most patients
are dissatisfied because of the system
that often errors and there are diffe-
rences in some steps of the flow of
implementing registration services
with PUSTAKA, and complaints from
elderly patients who are limited in the
use of technology.

According to Rouhani et al.
(2018) and Castillo et al. (2022), one
of the methods that can be used to
measure user satisfaction with an
information system is End User Com-
puting Satisfaction (EUCS). This
method can measure the level of user
satisfaction of an information system

application by comparing the expecta-
tions and realities of users of an infor-
mation system that is applied in
improving access to health services, so
that through measuring user satisfac-
tion, evaluation and improvement of
information systems can be carried out
(Farras, 2022).

Based on the problems, research
is needed to evaluate how successful
the implementation of this program is
through measuring patient satisfaction
of users of Puskesmas Tanpa Antrian
Kota Semarang (PUSTAKA). The pur-
pose of this study is to analyze the fac-
tors that affect patient satisfaction of
PUSTAKA wusers using the EUCS
method which consists of five aspects,
namely content aspects, format
aspects, accuracy aspects, timeliness
aspects and user convenience aspects.

SUBJECTS AND METHOD

1. Study Design

This was a cross sectional study
conducted in Semarang from August
to October 2022.

2. Population and Sample

The population in this study was all
patients who had used the PUSTAKA
application. A number of 100 patients
was selected by quota sampling.

3. Study Variable

The dependent variables are patient
satisfaction of PUSTAKA users. The
independent variables were content,
format, accuracy, timeliness, and ease
of use.

4. Operational
Variables
PUSTAKA is a facility for the con-
venience of the community to seek
treatment at the Community Health

Center without having to wait in line.

Definition of
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5. Study Instruments

Data collection uses research instru-
ments in the form of questionnaires
developed from the EUCS method and
have been tested for validity and relia-
bility before.

6. Data Analysis

Data analysis using logistical binary
tests using SPSS.

Table 1. Characteristics Sample

RESULTS

1. Univariate Analysis

Based on table 1, it can be seen that
the age of respondents is more in the
range of 17-25 years (34%) and 26-35
years (31%), female respondents
(70%) are more than male respon-
dents (30%), respondents' education
is more at the high school level (43%)
and respondents' jobs are more as
private employyees (31%).

Characteristic n %
Age
17 — 25 years 34 34
26 - 35 years 31 31
36 — 45 years 17 17
46 — 55 years 12 12
>55 years 6 6
Gender
Man 30 30.0
Woman 70 70.0
Education
Senior High School 43 43.0
Diploma 3 13 13.0
Diploma 4 / Bachelor 33 33.0
Magister 8 8.0
Doctor 3 3.0
Work
Students 16 16.0
Civil servant 25 25.0
Private Employees 31 31.0
Self-Employees 28 28.0
Content
Good 77 77%
Bad 23 23%
Format
Good 51 51%
Bad 49 49%
Accuracy
Good 61 61%
Bad 39 39%
Timeliness
Precise 76 76%
Not Precise 24 24%
Ease of Use
Easy 85 85%
Not Easy 15 15%
Patient Satisfaction
Satisfied 83 83%
Unsatisfied 17 17%
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The content variable is in the good
category (77%), format is in the good
category (51%), Accuracy is in the
good category (61%), Timeliness is in
the precise category (76%), and ease
of use is in the easy category (85%).
Meanwhile, the patient satisfaction
variable was in the satisfied category
(83%).

1. Multivariate Analysis

Table 2. shows the results of logistic
regression analysis, where from the
analysis of the five aspects of EUCS are
only aspects of accuracy (OR= 2.26;
95% CI= 1.01 to 5.10; p = 0.04) and
ease of use (OR = 3.16; 95% CI = 1.23
to 8.16; p= 0.017) has a significant
effect on patient satisfaction in using
PUSTAKA.

Table 2. Results of Logistic Regression Analysis

. 95% CI
Variable OR Lower Limit  Upper Limit p
Content 0.84 0.36 1.93 0.679
Format 0.87 0.43 1.81 0.725
Accuracy 2.27 1.01 5.10 0.047
Timeliness 1.14 0.66 1.95 0.643
Ease of use 3.16 1.23 8.16 0.017
Constant 0.001 0.007
DISCUSSION cially those who are young, who are

In this study researchers have selected
respondents who have heterogeneous
backgrounds in terms of age, gender,
level of education and occupation. This
is done to help the results of this study
become more objective and find a
broad picture of the perception of the
PUSTAKA.

From the results of this study, it
has been found that the implemen-
tation of the Semarang City Queueless
Puskesmas System has not fully met
the expectations and needs of patients
as users of this application. This is
shown from the fact that there are still
patients who have the perception that
the content, format and accuracy
aspects are still poor, the timeliness
aspect is not right and from the ease of
use aspect that the patient perceives is
still not easy to use. Overall, the
satisfaction of PUSTAKA users is in-
deed in the satisfied category, but
there are still 17% of patients, espe-

not satisfied. The success factor of
implementing PUSTAKA as a patient
registration information system lies in
the satisfaction of its end users. This is
in accordance with previous research
conducted by Sevtiyani and Fatikasari
(2020) related to user satisfaction of
information systems in primary health
services using the same method.

The results of the logistic reg-
ression analysis to test the hypothesis
of this study found that of the five
aspects of EUCS, only the aspects of
accuracy and ease of use had a sig-
nificant influence (p<0.05) on patient
satisfaction of PUSTAKA users in the
four primary health services. The accu-
racy aspect has a meaning related to
the information produced can be
error-free. The accuracy aspect
measures user satisfaction through
data accuracy when a system receives
input and is then processed into infor-
mation (Alfiansyah et al., 2020). This
study found that patients are often
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dissatisfied because when using it,
there are errors in the system and the
data produced is not accurate.

The ease of use aspect is an
important aspect to measure the
extent of an application's ease of use,
design and access to the application
(Heilman and Brusa, 2006). The find-
ings of this study show that the per-
ception of some patients actually states
that using PUSTAKA makes it more
difficult for them to register for pri-
mary health care and stay in line when
they come to the registration counter.
This finding needs attention because
according to Munap et al. (2018) and
Chang et al. (2015) ease of use is one of
the factors that represents EUCS as a
whole. Users who are satisfied with the
ease of use of a system are expected to
be satisfied with the system as a whole.
In addition, if the end user finds an
easy-to-use system, then it will be
possible for them to become loyal
users and more able to take advantage
of the application in the future (Karimi
et al., 2015).

Patient satisfaction with
PUSTAKA shows the extent to which
people as users are satisfied with this
application because it can meet their
needs and expectations (Fong and Ho,
2014). User satisfaction according to
Golo et al. (2021) is a factor that deter-
mines the successful implementation
of an information system in health ser-
vices. If there is patient dissatisfaction
with PUSTAKA, then it can be the
basis for evaluating the extent to which
this application is in accordance with
the needs of the community in terms
of registration when needing health
services at the Puskesmas. PUSTAKA
is important in supporting the digital

transformation of health services in
Indonesia, this system is very helpful
for the community in facilitating
public accessibility to health services.
Further research is needed on the
acceptance rate of PUSTAKA both
from the perspective of patients and
health workers at puskesmas.

AUTHOR CONTRIBUTION
All authors contributed to this study

FUNDING AND SPONSORSHIP
None.

ACKNOWLEDGEMENT
None.

CONFLICT OF INTEREST
The authors have no conflicts of in-
terest to declare.

REFERENCES

Aggelidis VP, Chatzoglou PD (2012).
Hospital information systems:
Measuring end user computing
satisfaction (EUCS). J Biomed
Inform. 45: 566—579. Doi: 10.-
1016/j.jbi.2012.02.009.

Alfiansyah G, Fajeri AS, Santi MW,
Swari SJ (2020). Evaluation of
Electronic Health Record (EHR)
user satisfaction using the EUCS
(End User Computing Satisfac-
tion) method at the Central Me-
dical Record Unit of RSUPN Dr.
Cipto Mangunkusumo. Journal of
Health Research Forikes Voice.
11: 258—-263.

Castillo R, De Villa H, Encinas E, Her-
nandez JJ, Mandocdoc M (2022).
end user computing satisfaction
on digital trade facilitation in the
Philippines. J Innov Appl Tech-

The 9t International Conference on Public Health

Solo, Indonesia, November 23-24, 2022 | 541
https://doi.org/10.26911/FP.ICPH.09.2022.41



nol. 4: 21—31. Doi: 10.35970/jini-
ta.v4i1.1102.

Chang IC, Chang CH, Wu JW, Huang
TCK (2015). Assessing the perfor-
mance of long-term care informa-
tion systems and the continued
use intention of users. Telemat.
Inform. 32: 273—281. Doi: 10.101-
6/j.tele.2014.08.006.

Farras A (2022). Analyzing hospital’s
management information system
based on patient’s and employee’s
perception using EUCS Methode.
IJOMS. 2: 1861—-1867.

Fong SCC, Ho MWH (2014). Account-
ing information systems end-user
satisfaction: evidence of Hong
Kong housing authority. Int J
Technol Manag. 4: 27. Doi: 10.2-
991/itmr.2014.4.1.3.

Golo ZA, Subinarto S, Garmelia E
(2021). Analysis of the level of
user satisfaction of the health
center information system using
the End User Computing Satis-
faction (EUCS) method at the
health center. J-Remi. 4: 52—56.
Doi: 10.31983/jrmik.v4i1.6789.

Heilman GE, Brusa J (2006). Valida-
ting the end-user computing
satisfaction survey instrument in
Mexico. Int J Technol Hum Inter-
act. 2: 84—96. Doi: 10.4018/jthi-
.2006100105.

Karimi F, Poo DCC, Tan YM (2015).
Clinical information systems end

user satisfaction: The expecta-
tions and needs congruencies
effects. J Biomed Inform. 53:
342-354. Doi: 10.1016/j.jbi.2014-
.12.008.

Kemenkes RI (2019). Peraturan Men-
teri Kesehatan RI No 43 tahun
2019 tentang Puskesmas.

Munap R, Ahmad SNB, Hamid SA,
Talib Beg MFBM (2018). The
influence of End User Computing
System (EUCS) on user satisfac-
tion: the case of a logistic and
courier service company. Int J
Humanit Soc Sci Invent. 5: 5103—
5110. Doi: 10.18535/ijsshi/v5i12.-
03.

Prameswati ND, Suryoputro A, Fatma-
sari EY (2019). Analisis readiness
of the health center in the imple-
mentation of the puskesmas pro-
gram without queues Semarang
City (Pustaka) In the City of
Semarang. MKMI. 18: 153—-158.

Rouhani S, Zamenian S, Rotbie S (20-
18). A prototyping and evaluation
of hospital dashboard through
end-user computing satisfaction
model (EUCS). Inf Technol
Manag. 10: 43—-60. Doi: 10.220-
59/JITM.2019.282572.2362.

Sevtiyani I, Fatikasari F (2020).
Simpus user satisfaction analysis
using the EUCS method at the
Banguntapan II Health Center.
INOHIM 8: 64—68.

The 9t International Conference on Public Health

Solo, Indonesia, November 23-24, 2022 | 542
https://doi.org/10.26911/FP.ICPH.09.2022.41



