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Abstract. The high of Maternal Mortality Rate (MMR) and Infant Mortality Rate (IMR) to be 

the concern of Indonesian Government. The government implements general policies in the form of 

Pelayanan Jaminan Persalinan (JAMPERSAL) as an effort to accelerate MMR and IMR. North 

Konawe Regency, South East Sulawesi Province as one of the part of Indonesian territory in providing 

service of  JAMPERSAL to the public cannot be separated from the problems. North Konawe 

Regency as a new area segregation since inaugurated as Kabupaten (Regency) still have limited 

number of health facilities and health workers. Consequently, the JAMPERSAL service that want to 

achieve fast and accurate become obstructed. This study aims to describe the quality of JAMPERSAL 

service also the supporting and inhibiting factors of JAMPERSAL service in North Konawe Regency, 

South East Sulawesi. The method used in this research activity is qualitative method which is 

equipped with the use of descriptive statistic. The result of this research is JAMPERSAL service 

quality in North Konawe Regency assessed by five dimension of service quality measurenment these 

are tangible, reliability, responsiveness, assurance, and empathy have been fulfilled, although there is 

still a shortage in the tangible dimension. The supporting factor in JAMPERSAL service quality in 

North Konawe Regency is the establishment of partnership, availability of supporting facilities for 

pregnant mother, and availability of supporting facility for health worker. While the inhibiting factors 

are geographic conditions, apathetic attitude of pregnant women, lack of health personnel, lack of 

health facilities and medical equipment. 
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1 Introduction 
 
The high of Maternal Mortality Rate (MMR) and Infant 

Mortality Rate (IMR) in Indonesia compared to other 

countries in ASEAN, to be the concern of the 

Government. The Government implements public policy 

in the form of Jaminan Persalinan (JAMPERSAL) which 

is an expansion of membership of the Jaminan Kesehatan 

Masyarakat (JAMKESMAS) as an effort to accelerate the 

reduction of MMR and IMR. The benefits received by 

JAMPERSAL beneficiaries are limited to pregnancy, 

delivery, childbirth, newborn and KB after giving birth 

birth. JAMPERSAL was effective after enactment of 

Regulation of Minister of Health No. 2562 / MENKES / 

PER / XII / 2011. Basically, JAMPERSAL is aimed to 

improving community access to healthy childbirth by 

providing easy financing to all pregnant women who do 

not have childbirth assurance. 

 North Konawe Regency, South East Sulawesi 

Province as a new area segregation since inaugurated as 

Regency in 2009 still has limited number of health 

facilities and health workers. North Konawe Regency 

only has 1 Hospital, 14 Puskesmas, 20 Puskesmas 

Pembantu, 10 Poskesdes, 7 Polindes, and 218 Posyandu.  

 

Table 1. Number Of Health Facilities In North Konawe 

Regency 

YEAR 2012-2014 

Fasilitas Kesehatan 

(Unit) 

2012 2013 2014 

1. Rumah Sakit 1 1 1 

2. Puskesmas 13 14 14 

3. Puskesmas Pembantu 15 20 20 

4. Poskesdes 10 10 10 

5. Polindes 7 7 7 

6. Posyandu 217 218 218 

7. Praktek Dokter 0 1 1 

8. Praktek Bidan 0 1 1 

9. Apotik 0 3 3 

Source: Kabupaten Konawe Utara Dalam Angka 2016 

 

There are 2 Specialist Doctors are available in 2014, 

Doctors / Dentists 21 people, 152 Midwives, and 153 

Dukun Bayi. Such conditions lead to the delivery of 

Jaminan Persalinan (JAMPERSAL) that require the 

achievement of fast and timely service becomes 

obstructed. In fact, pregnant women and mothers of 
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childbearing is need special handling and services in order 

not to happen the death of mothers and babies born. 

 

Table 2. Number Of Health Personnel In North Konawe 

Regency 

YEAR 2012-2014 

Tenaga Kesehatan (Orang) 2012 2013 2014 

1. Dokter Spesialis 0 0 2 

2. Dokter/Dokter Gigi 26 21 21 

3. Apoteker/Asisten Apoteker 18 27 27 

4. Tenaga Kesehatan Lainnya  210 236 236 

5. Bidan 142 152 152 

6. Dukun Bayi Terlatih/Tidak 

Terlatih 

250 153 153 

Source : Kabupaten Konawe Utara Dalam Angka 2016 

 

The purpose of this study is to describe the Quality of 

JAMPERSAL Service in North Konawe Regency, South 

East Sulawesi Province and to describe the supporting and 

inhibiting factors of JAMPERSAL services in North 

Konawe Regency, South East Sulawesi Province. Then 

the method used in this research activity is qualitative 

method which is equipped with the use of descriptive  

statistic. 

 
2 Methodology 
 
 The method used in this research activity is 

qualitative method which is equipped with the use of 

descriptive statistic. The result of this research is 

JAMPERSAL service quality in North Konawe Regency 

assessed by five dimension of service quality 

measurenment these are tangible, reliability, 

responsiveness, assurance, and empathy have been 

fulfilled, although there is still a shortage in the tangible 

dimension. 

 

3 Discussion 

 
Service quality is the service provided to 

customers in accordance with standardized services that 

have been standardized as a guide in providing services. 

According to Zeithhaml-Parasurman-Berry in7 to know 

the quality of services perceived significantly by 

consumers, there are indicators of customer satisfaction 

measure that lies in the five dimensions of service quality 

according to what consumers say. The five dimensions 

are: Tangible, Reliability, Responsiveness, Assurance, 

and Empathy. 

 

 Tangible, in the form of physical facilities, 

health equipment, employee appearance and materials 

installed. This dimension describes the physical form and 

service that will be accepted by the consumer. Physical 

facilities, comfort, tidiness and cleanliness of service 

space is quite feasible. But in the provision of health 

equipment there are still shortcomings such as limited 

health equipment, and limited existing doctors. The 

information boards look neat and attractive in some 

rooms. In Puskesmas and North Konawe Hospitals are 

also equipped with adequate facilities and infrastructure. 

The employees use the uniform in accordance with the 

schedule neatly. The appearance of this employee adds to 

the value of discipline and professionalism, it can be said 

that the appearance of employees quite well. 

 Reliability is the ability to deliver promised 

services reliably and accurately. JAMPERSAL service is 

handled by competent human resources. All health 

workers such as doctors, midwives and nurses have 

professional certification. Beside the competent of health 

personnel, services are also supported by other employees 

such as skilled administrative staff. In the hospital many 

administrative staff are good in operating computers. The 

availability of highly competent human resources based 

on their field of work makes fast and accurate 

JAMPERSAL service in North Konawe Regency. 

 Responsiveness (responsiveness) is the 

awareness and desire to help customers and provide 

services quickly. This dimension emphasizes attention 

and accuracy when dealing with customer requests, 

questions, and complaints. The staff is responsive in 

providing service to every applicant who comes to 

manage JAMPERSAL. Every applicants who come 

served deftly and any incoming complaints received and 

responded well. 

 Assurance is knowledge, courtesy, and 

employee's ability to generate confidence and trust. 

Standard Operating Procedure (SOP) is necessary to 

ensure the running of a service. Assurance dimensions in 

JAMPERSAL services are run in accordance with 

applicable SOP so that the public is guaranteed certainty 

on JAMPERSAL services. In JAMPERSAL service the 

community is not charged anything. In the SOP also 

regulate the attitude of employees in providing services to 

the public. 

 Empathy is the concern and personal attention 

given to the customer. The essence of the empathy 

dimension is to show the customer through the services 

provided that the customer is special and their needs can 

be understood. JAMPERSAL Services in North Konawe 

Regency give attention to every service users who come, 

either who complain or who ask for information about 

JAMPERSAL procedures and requirements. Every 

complaint comes, the employee listens to the complaint 

and responds well and then acts on it. In addition, 

employees establish an intense communication with 

pregnant women, providing information and explanation 

about pregnancy so that pregnant women can consult and 

express complaints comfortably. 

 The first supporting factor of JAMPERSAL 

service in North Konawe Regency is partnership 

(cooperation), form of partnership or cooperation that is 

done by the village midwife in cooperation with the 

Kepala Desa, PKK cadres, POSYANDU cadres and 

dukun bayi. Second, the availability of supporting 

facilities for mothers who will give birth, such as 

Puskesmas Pembantu (Pustu), waiting house for mothers 

who will give birth and others. Third, the availability of 

supporting facilities for health workers, such as 

motorcycle shelter, and health equipment required. This 

motorcycle facility is provided so that the village midwife 

is easier to reach the community in the remote spot of the 
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village. Because the environment and the geographical 

doesn’t support the car.  

 The first inhibiting factor of JAMPERSAL 

service in North Konawe Regency is the environment and 

geographical condition that there are still many villages 

that are difficult to reach. The midwives had to pass the 

river by boat, through the forest and the muddy and 

slippery road. Communities located in remote areas 

usually rely on dukun bayi during childbirth. Second, the 

apathetic attitude of pregnant women is indicated by the 

attitude of pregnant women who do not want to check 

their pregnancy routinely to POSYANDU or 

PUSKESMAS. This apathy is influenced by the very low 

level of awareness of pregnant women and the 

embarrassment culture for pregnancy checks. Third, the 

lack of health personnel. Each village has only one 

midwife and some villages have no midwife. Fourth, lack 

of health facilities and medical equipment. 

 
4 Conclusion 

The Quality of Jaminan Persalinan 

(JAMPERSAL) service in North Konawe Regency based 

on the five dimensions that have been determined that 

tangible, reliability, responsiveness, assurance, and 

emphaty have been fulfilled, although there is still a 

shortage in the tangible dimension. Then, the supporting 

factor in the quality of JAMPERSAL service in North 

Konawe Regency is the establishment of partnership, 

availability of supporting facilities for pregnant mother, 

and availability of supporting facility for health worker. 

While the inhibiting factors are geographic conditions, 

apathetic attitude of pregnant women, lack of health 

personnel, lack of health facilities and medical equipment. 

 Suggestions that can be given are the 

Government of North Konawe Regency needs to 

immediately realize the means of transportation for 

village midwives who have not received the facility. Then 

add Pustu and waiting house to accommodate pregnant 

women. This sub-unit can also function as a village 

midwife's residence. The government needs to provide 

bailout funds to village midwives who have been 

appointed as PNS. The need of guidance, training, and 

legality also welfare for dukun bayi so that dukun bayi are 

willing to partner with the government and are able to 

influence the community to be more aware of the 

importance of pregnancy and childbirth so it can reduce 

Maternal Mortality Rate (MMR) and Infant mortality 

Rate (IMR), the addition of health facilities and medical 

equipment such as childbirth equipment and medicines.  
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