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Health service utilization among BPJS Health 
participants in Medono Village, Pekalongan City 
remains relatively low, reflecting access barriers 
and service preference issues. This study aims to 
identify factors influencing health service-seeking 
behavior among these participants. Using a cross-
sectional quantitative design, data were collected 
from 100 randomly selected respondents. Variables 
examined include age, gender, education level, 
employment status, income, knowledge, and 
perception of service quality. Chi-square and 
logistic regression analyses revealed that 
education, knowledge, and perception of service 
quality significantly influenced health service-
seeking behavior, while age, gender, employment, 
and income did not. The findings suggest that 
targeted educational programs and continuous 
improvement in service quality are essential to 
enhance the utilization of healthcare facilities by 
BPJS participants. 
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INTRODUCTION 
Health is one of the essential aspects in improving the quality of life. In 

Indonesia, the National Health Insurance (JKN) program, managed by the Health 
Social Security Administration Agency BPJS Health, aims to provide equitable 
and affordable healthcare access for all citizens. However, despite the increasing 
number of JKN participants, the actual utilization of healthcare services remains 
suboptimal due to various barriers, such as economic constraints, infrastructure 
limitations, and inconsistent service quality (1).  

Previous studies revealed that BPJS participants tend to choose partner 
facilities due to cost efficiency and ease of access to medications (2). However, 
service quality—including medical staff competency, comfort, and 
administrative efficiency—also significantly influences service utilization 
decisions (3). In addition, economic status, symptom severity, and personal 
preferences also shape service-seeking behavior (4).  

In Medono, Pekalongan City, despite the relatively high number of active 
BPJS participants, health service utilization at facilities like Puskesmas Medono 
remains low (5). This indicates the need to analyze underlying factors influencing 
service-seeking behavior more comprehensively, especially at the local level.  

While previous research has often focused on individual characteristics or 
facility selection, few have examined the combined influence of socio-
demographic factors, knowledge, and perceived service quality on health-
seeking behavior (6,7). Therefore, this study aims to fill this gap by identifying 
and analyzing the factors that influence health service-seeking behavior among 
BPJS participants in Medono Village, Pekalongan City.  
 
METHODS 

This study applied a quantitative approach with a cross-sectional design to 
analyze the relationship between several influencing factors and health service-
seeking behavior among BPJS Health participants (8). The research was 
conducted in Medono Village, Pekalongan City, during February to March 2025. 

The study population included all active BPJS participants residing in the 
research area. A total of 100 respondents were selected using a simple random 
sampling technique to ensure fair representation and reduce selection bias. 

Independent variables examined in this study were age, gender, education 
level, employment status, income, knowledge, and perception of service quality. 
The dependent variable was health service-seeking behavior. Data collection was 
carried out using a structured questionnaire that had undergone validity and 
reliability testing. To strengthen the analysis, in-depth interviews were also 
conducted with selected participants (1,9). 

The collected data were processed through stages of editing, coding, data 
entry, and cleaning, using SPSS version 24.0 and Microsoft Excel 2019. Data 
analysis began with univariate analysis to describe respondent characteristics 
and the distribution of each variable. This was followed by bivariate analysis 
using Chi-square tests to assess the significance of relationships between 
independent and dependent variables. Finally, logistic regression analysis was 
conducted to identify the most dominant variables influencing health service-
seeking behavior. 
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RESULTS 
Table 1 Respondent Characteristics (Univariate Analysis) 

No Variable Category 
Frequency 

(n) 
Percentage 

(%) 

1 Age 
< 25 years 38 38% 

≥ 25 years 62 62% 

2 Gender 
Male 46 46% 

Female 54 54% 

3 Education Level 
No School - Junior HS 62 62% 

Senior HS - Higher 38 38% 

4 Employment Status 
Unemployed 28 28% 

Employed 72 72% 

5 Income 
< Rp. 2.500.000 62 62% 

≥ Rp. 2.500.000 38 38% 

6 Knowledge 
Poor 74 74% 

Good 26 26% 

7 
Perceived Service 
Quality 

Poor 53 53% 

Good 47 47% 

8 
Health Seeking 
Behavior 

Poor 43 43% 

Good 57 57% 
 

Table 2 Bivariate Analysis between Independent Variables and Health-Seeking 

Behavior 

No Variable p-value 
Contingency 
Coefficient 

(CC) 

Relationship 
Strength 

1 Age 0,268 0,110 Very Weak 

2 Gender 0,929 0,009 Very Weak 

3 Education Level 0,000 0,421 Moderate 

4 Employment Status 0,183 0,132 Very Weak 

5 Knowledge 0,026 0,217 Weak 

6 Income 0,887 0,014 Very Weak 

7 Perceived Service Quality 0,000 0,413 Moderate 
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Table 3 Multivariate Logistic Regression Results 

No Variable p-value Significance 

1 Education Level 0,000 Significant 

2 Knowledge 0,034 Significant 

3 Perceived Service Quality 0,000 Significant 

 
DISCUSSION 

1. Age 
Although age did not show a statistically significant relationship with health 

service-seeking behavior, descriptive findings indicated that younger 
participants (<25 years) were less likely to seek healthcare services compared to 
older individuals. This pattern can be explained by Andersen’s Behavioral 
Model, where age acts as a predisposing factor (7). Younger individuals often 
perceive themselves as healthier and may underestimate symptoms, resulting in 
delayed care. In contrast, older adults are generally more health-conscious due 
to prior experiences and higher susceptibility to illness (10). 

2. Gender 
Gender also did not show a significant association with health service-seeking 

behavior. However, male participants slightly dominated the group with poor 
health-seeking behavior. This supports findings by (6), which stated that men are 
more likely to delay or avoid seeking healthcare due to social norms associated 
with masculinity. On the other hand, women tend to be more proactive, often 
influenced by their roles in family health and greater attention to symptoms. 

3. Education Level 
Education level was significantly associated with health-seeking behavior. 

Participants with higher education were more likely to utilize health services 
appropriately. This supports Andersen’s framework, where education is a 
predisposing factor that influences an individual's ability to process health 
information and act accordingly (7). (11) also found that higher education 
improves health literacy and decision-making, leading to better utilization of 
healthcare services. 

4. Employment Status 
Employment status was not found to have a significant impact on health-

seeking behavior. Employed individuals may be constrained by time or work 
commitments, reducing their likelihood to seek care unless symptoms are severe. 
Conversely, unemployed individuals such as retirees or informal workers may 
have more flexibility and time to seek services. (12) similarly reported that time 
availability often plays a greater role than employment status itself in influencing 
healthcare utilization. 

5. Income 
This study found no significant relationship between income and health 

service-seeking behavior. This could be due to the BPJS Health scheme, which 
provides subsidized healthcare services and helps reduce financial barriers for 
low-income individuals. (13) also reported similar findings, indicating that 
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universal health coverage can neutralize disparities in access caused by income 
differences. 

6. Knowledge 
Knowledge had a significant association with health-seeking behavior. 

Participants with a good understanding of BPJS benefits, service procedures, and 
health risks were more likely to seek care promptly. (14,15) emphasize that 
knowledge serves as an enabling factor that empowers individuals to make 
informed health decisions. Poor knowledge often leads to self-medication or 
delayed treatment. 

7. Perceived Service Quality 
Perception of service quality was one of the most dominant factors 

influencing health-seeking behavior. Participants who perceived healthcare 
services as satisfactory—based on staff attitude, wait times, and availability of 
medicines—were more likely to use them. (12,16) noted that positive perceptions 
enhance trust and increase the intention to use services, while negative 
perceptions lead to underutilization. 

8. Health-Seeking Behavior 
Overall, 57% of participants demonstrated good health-seeking behavior. 

This indicates a majority of BPJS participants in Medono were aware of when and 
how to seek healthcare. However, the remaining 43% showed poor behavior, 
suggesting persistent barriers such as perception, knowledge gaps, or structural 
constraints. This aligns with findings by (17), who highlighted that although BPJS 
participation is high, optimal utilization still requires improvements in service 
delivery and health education. 
 
CONCLUSIONS  

This study concludes that health service-seeking behavior among BPJS 
Health participants in Medono, Pekalongan City is significantly influenced by 
education level, knowledge, and perceived service quality. Participants with 
higher education, greater knowledge of health services, and more positive 
perceptions of service quality demonstrated better health-seeking behavior. On 
the other hand, variables such as age, gender, employment status, and income 
were not significantly associated with the behavior. These findings emphasize 
the importance of cognitive and perceptual factors in healthcare utilization, even 
within a universally covered system like BPJS. 

 
ADVANCED RESEARCH 

This study offers a foundation for understanding the factors influencing 
health service-seeking behavior among BPJS participants; however, further 
research is needed to explore aspects that were not fully captured through a 
quantitative approach. Future studies are encouraged to use qualitative methods 
to investigate deeper psychological, cultural, and social factors that may affect 
individuals’ health-seeking decisions.  
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Research comparing urban and rural populations could also provide 
insights into contextual differences in access and behavior. In addition, 
longitudinal and intervention-based studies would be valuable to assess how 
changes in education, knowledge, or service quality perceptions over time 
influence health service utilization, and to design more effective strategies to 
promote the use of healthcare services among BPJS participants. 
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