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Abstract  

Ciluluk Community Health Center is a community health service center in Cikancung District, Bandung Regency. In its 

operations, it cooperates with the Social Security Administration Agency (BPJS). In 2021 there was a decrease in the number of 

BPJS participants by 14.2% which had an impact on the capitation of the Ciluluk Health Center which had decreased by 9.73%. 

This research was conducted to audit the quality of BPJS Health services at the Ciluluk Public Health Center, Cikancung District, 

Bandung Regency using the COBIT 5.0 domain Deliver, Service and support method. Work Operational Process is at level 1 with 

a value of 87%, Action Service Process, is at level 2 with a value of 90%, Problem Handling Process, is at level 5 with a value of 

100%, Process of Providing Directions, is at level 5, with a value of 99 %, Information System Service Process, is at level 3, with 

a value of 79.33%, Controlling Process, is at level 3 with a value of 96.25%. Thus COBIT 5.0 domain Deliver, Service and 

support can help evaluate the quality of service at the Ciluluk Health Center. acronyms. 

 

Keywords:  Service quality, COBIT 5.0, Domain DSS, process assessment model. 

 

1. Introduction  

 Auditing is an activity of collecting actual and significant information through systematic interaction by 

conducting inspections, measurements and assessments that lead to drawing conclusions. 

 Service quality is something that tends to refer to the level of perfection in the implementation of ongoing services. 

Service quality can lead to a sense of satisfaction with both the organization and other people who are in accordance 

with the established code of ethics and professional service standards. 

 The Social Security Administering Body (BPJS) is a Public Legal Entity that has direct responsibility to the 

President and has the task of administering the National Health Insurance for all Indonesian people. 

 The Ciluluk Health Center is located on Jalan Raya Cijapati No. 78 Srirahayu Village, Cikancung District, 

Bandung Regency 40396, with a total number of employees of 31 people. 

Table 1: Membership Data 

Information Year 2020 Year 2021 Growth 

Total population 43,092 Souls 39,431 Souls - 8.49 % 

Number of BPJS PBI 

Participants 

22,676 Souls 19,446 Souls - 14.2 % 

Total Capitation (Rp.) 1,478,341,800 1,334,422,692 - 9.73 % 

 

Table 2: BPJS Service Data 

Information Year 2020 Year 2021 Growth 

Number of Outpatient Visits 8,928 Souls 8,284 Souls -7.21 % 

Number of Referrals 1,066 Souls 973 Souls -8.72 % 

mailto:encep.sse@gmail.com1
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 The decrease in the number of BPJS Kesehatan membership in Cikancung District, including several members 

who were deactivated without notification. This makes the writer need to know how the BPJS health service process 

is at the Ciluluk Health Center?. 

 The purpose of this study was to evaluate the BPJS health service process at the Ciluluk Puskemas related to 

Operational Service processes, Action services, problem handling, ongoing information, information system services, 

and controlling (Fitriati, 2019). 

2. Literature Review 

The quality of health services is to show the level of perfection of health services, so that they can satisfy each 
patient according to the level of satisfaction of the average population and their implementation is in accordance with 
the established code of ethics and professional service standards (Suyanti, 2019). 

Audit is an activity to evaluate all procedures and methods of the company's organization in order to evaluate the 
level of efficiency and effectiveness of the company (Arens, Alvin. A., Randal J. Elder, 2003). 

Health Service Quality Audit is an examination of an organization in the field of health services carried out by 
competent or independent people using some data about health services, then the data is compared between the data 
that has been obtained and the fact that there is an organization for health services  (Nurhanifah, 2023). 

Cobit 5.0 is a framework or framework that provides services to enterprises, be it a company, organization, or 
enterprise goals (ISACA, 2012). 

Cobit 5.0 has 5 (five) domains which are divided into Governance and Management domains, each of these 
domains has several processes to achieve its goals, namely (ISACA, 2013): 
1. Domain Align, Plan and Organization (APO) or Planning Domain and has 13 processes. 
2. Domain Build, Acquire and Implement (BAI) or Development Domain and has 10 processes. 
3. Domain Deliver, Service and Support (DSS) or Domain Implementation and has 6 processes. 
4. Domain Monitor Evaluate and Assess (MEA) or Monitoring Domain and has 3 processes. 
5. Domain Evaluate, Direct and Monitor (EDM) or Domain Governance and has 5 processes 

The DSS Domain consists of 6 (six) processes, namely: (Al-Rasyid, 2015) 
1. DSS01 – Manage Operations 

This process coordinates and carries out activities and operational procedures needed to provide information 
technology services for internal and outsourcing. Including the implementation of standard operating procedures and 
monitoring activities as needed. 
2. DSS02 – Manage Service Requests & Incidents 

This process provides timely and effective response to user requests and resolution of all activities or events. 
3. DSS03 – Troubleshooting 

This process identifies and clarifies problems, causes of problems and provides appropriate repair solutions. 
4. DSS04 – Managing Sustainability 

This process builds and maintains plans that enable business and information technology to respond to events and 
disruptions so that they can continue business operational processes, maintaining the availability of information in the 
organization. 
5. DSS05 – Manage Service Security 

This process protects organizational information to maintain an acceptable level of information security risk 
according to the organization's security policy. 
6. DSS06 – Manage Business Process Controls 

This process defines and maintains appropriate business process controls to ensure that information meets the 
relevant information control requirements 

3. Materials and Methods  

3.1. Materials  

Ciluluk Community Health Center was established in 1982 with an address at Jalan Raya Cijapati No. 78 Srirahayu 
Village, Cikancung District, Bandung Regency 40396. The Ciluluk Health Center oversees 4 (four) main villages in 
Cikancung District, namely Ciluluk Village, Mekarlaksana Village, Srirahayu Village and Cihanyir. 

The vision of the Ciluluk Health Center is: 
"realizing affordable, optimal, and professional basic health services for the community and creating a healthy 
community independently". 

The mission of the Ciluluk Health Center is: 
1. Creating affordable access to health services for all levels of society in the working area of the Ciluluk Health 
Center in particular. 
2. Trying to be able to work optimally to provide excellent service to the community with all the power and effort 
even with all the limitations that exist. 
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3. Maintain and try to improve the professionalism and quality of work, so that they can work in a professional, 
sincere, fair and trustworthy manner.  

Table 3: BPJS Membership Data 

Year Total Population Total Population 
Poor 

Number of BPJS PBI 
Participants 

Number of Capitations 
(Rp.) 

2020 43,092 People 22,667 People 22,676 People 1,478,341,800 
2021 39,431 People 20,846 People 19,446 People 1,334,422,692 

Growth - 3,661 People -1,821 People - 3,230 People - 143,919,108 
Percent - 8.49% - 8.03% -14.2% - 9.73 % 

Source: Ciluluk Health Center 
 

Table 4: BPJS Service Data 

Year Number of Outpatient Visits Path Number of Referrals 
2020 8,928 People 1,066 People 
2021 8,284 People 973 People 

Source: Ciluluk Health Center 
 

Table 5: Inactive BPJS Membership Data for 2021 
Village Number of BPJS Membership Inactive in 2021 

Ciluluk 882 People 
Mekarlaksana 503 People 
Srirahayu 634 People 
Cihanyir 569 People 
Total 2,656 People 

Source: Ciluluk Health Center 
 
The Internet network at the Ciluluk Health Center uses 2 Wifi networks, namely Wifi from the Bandung Regency 

Communication and Information Service (DISKOMINFO) which has 2 wifi accounts with a speed of 10Mbps and 
can be accessed by 30 people (Puskesmas employees), and another Internet network that uses Indihome has 2 Wifi 
account with a speed of 10Mbps and can be accessed by 30 people (Puskesmas staff). 

Tool for analyzing data using Cobit 5.0. According to ISACA (2012) Cobit (Control Objectives For Information & 
Related Technology) is a work guide in managing information technology. Created by ISACA (Information Systems 
Audit and Control Association) and ITGI (IT Governance Institute)(ISACA, 2012). 

3.2. Methods 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
Figure 1: Research Method Design (Al-Rasyid, 2015) 
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3.2.1. Business Process Flowmap at Ciluluk Health Center  

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
Figure 2: Business Process Flowmap at Ciluluk Health Center (Suyanti, 2019) 

3.2.2. RACI Chart 

Table 6: Mapping RACI Chart 
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3.2.3. COBIT 5 M 

3.2.4. Mapping  
 

Table 7: Mapping between Business Goals and Enterprise Goals 
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Table 8: Mapping between Enterprise Goals and IT-Realated Goals 

ENTERPRISE GOAL 

B
S

C
 D

IM
E

N
S

I 
O

N
 

N
O

 

IT-realated goals 

1
. 

S
ta

k
eh

o
ld

er
 v

al
u

e 
o

f 
b

u
si

n
es

s 
in

v
es

m
en

t 

2
. 

P
o

rt
o

p
o

li
o

 o
f 

co
m

p
et

it
iv

e 
p

ro
d
u

ct
 a

n
d

 s
er

v
ic

es
 

3
. 

M
an

ag
ed

 b
u

si
n

es
s 

ri
sk

 (
sa

fe
g

u
ar

d
in

g
 o

f 
as

se
ts

) 

4
. 

C
o

m
p

li
an

ce
 w

it
h

 e
x

te
rn

al
 l

aw
s 

an
d

 r
eg

u
la

ti
o

n
s 

5
. 

F
in

an
ci

al
 t

ra
n

sp
ar

en
cy

 

6
. 

C
u

st
o

m
er

 o
ri

en
te

d
 s

er
v

ic
es

 c
u

lt
u

re
 

8
. 

A
g

il
e 

re
sp

o
n

se
s 

to
 a

 c
h

ag
in

g
 b

u
si

n
es

s 
en

v
ir

o
n

m
en

t 

9
. 

In
fo

rm
at

io
n
 b

as
ed

 s
tr

at
eg

ic
 d

ec
is

io
n

 m
ak

in
g

 

1
0

. 
O

p
ti

m
iz

at
io

n
 o

f 
se

rv
ic

es
 d

el
iv

er
y

 c
o

st
 

1
1

. 
O

p
ri

m
iz

at
io

n
 o

f 
b
u

si
n

es
s 

p
ro

ce
ss

 f
u

n
ct

io
n

al
it

y
 

1
2

. 
O

p
ti

m
iz

at
io

n
 o

f 
b
u

si
n

es
s 

p
ro

ce
ss

 c
o

st
 

1
3

. 
M

an
ag

ed
 b

u
si

n
es

s 
ch

an
g

e 
p

ro
g

ra
m

m
es

 

1
4

. 
O

p
er

at
io

n
al

 a
n

d
 s

ta
ff

 p
ro

d
u

ct
iv

it
y

 

1
5

. 
C

o
m

p
li

an
ce

 w
it

h
 i

n
te

rn
al

 p
o

li
ci

es
 

1
6

.S
k

il
le

d
 a

n
d

 m
o

ti
v

at
ed

 p
eo

p
le

 

1
7

. 
P

ro
d

u
ct

 a
n

d
 b

u
si

n
es

s 
in

n
o

v
at

io
n

 c
u

lt
u

re
 

F
in

an
cial 

1 

Aligenment of IT 

and business 

strategy 

P P P P S 
 

P P 
   

P S P P P 

2 

IT compliance and 

support for business 

compliance with 

external laws and 

regulation 

 
S P P S 

 
P P 

   
S S P 

  

3 

Commitment of 

exective 

management for 

aking IT-related 

decisions 

S 
          

S S 
  

P 

4 
Manage IT -related 

business risk 
P P P P 

 
S P 

   
P S P P P P 

5 

Realised benefits 

from IT-enabled 

invesments and 

services portofolio 

P P 
     

P S S 
 

P P S P P 

6 

Transparancy off IT 

cost, benefit and 

risk 
  

P 
 

P 
   

P S P 
     

C
u

sto
m

er 

7 

Delivery of IT 

seervices in line 

with business 

requirement 

 
P P P 

 
P 

  
S 

    
P P P 

 
 

 

 

 

  



          Supriatna et al. / International Journal of Quantitative Research and Modeling, Vol. 4, No. 4, pp. 237-252, 2023                  243 

 

Table 9: Mapping between Enterprise Goals and IT-Realated Goals (Cont. 1) 
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Table 9: Mapping between Enterprise Goals and IT-Realated Goals (Cont. 2) 
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eo

p
le

 

1
7

. 
P

ro
d

u
ct

 a
n

d
 b

u
si

n
es

s 
in

n
o

v
at

io
n

 c
u

lt
u

re
 

in
te

rn
al

 

13 

Delivery of 

programmes 

delivering 

benefits, on 

time, on 

budget, and 

meeting 

requirements 

and quality 

standards 

P P     P   P P P P P P P P S P 

 

14 

Avaibility of 

reliable and 

useful 

information for 

decision 

making 

  P   P     S P       P P P S P 
 

15 

IT compliance 

with internal 

polices 

  P P P S   P P S P S P P P S P 
 

L
ea

rn
in

g
 &

 G
ro

w
th

 

16 

Competent and 

motivated 

business and IT 

personel 

P P P P S S P P S P P P P P P P 
 

17 

Knowledge, 

expertise and 

initiatives for 

business 

innovation 

P P P P S P P P P P P P P P P P 
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Table 10: Mapping between Enterprise Goals and Business Process 

Domain 

IT – Related Goals 

IT
G

1
 

IT
G

2
 

IT
G

3
 

IT
G

4
 

IT
G

5
 

IT
G

6
 

IT
G

7
 

IT
G

8
 

IT
G

9
 

IT
G

1
0
 

IT
G

1
1
 

IT
G

1
2
 

IT
G

1
3
 

IT
G

1
4
 

IT
G

1
5
 

IT
G

1
6
 

IT
G

1
7
 

 DSS01 –

Operational 

Services 

p p 
      

S P P P P S P S P 
 

DSS02 –Action 

Service 
p S p P P P 

 
P P P P P P P P P P 

 
DSS03 –Handling 

problems 
p S p P S P P 

 
S P P P P P P P P 

 
DSS04 – Giving 

Directions 
p S S P 

 
P 

 
P S P P P P P P P P 

 
DSS05 –

Information 

System Services 

p S p P P S S 
 

P P P P P P P P P 
 

DSS06 - 

Controlling 
p S P S P P P P P P P P P P P P P 

 
 
 
3.2.4 Process Assessment Model (PAM) 

PAM is a two-dimensional model consisting of a capability dimension and a process dimension. PAM can be used 

as a basis for an IT process capability assessment. There are two types of indicators in the assessment, 

namely:(Lusianah, 2020) 

a) Process capability attribute indicators for capabilities level 0 to level 5. These capability attribute process 

indicators are used for the COBIT 5 assessment process in the form of: 

a. General Practice (Generic Practice (GP). 

b. Generic Work Product (GWP). 

b) Process performance indicators for level one capabilities, including base practice and work products. 

 

 
3.2.5 Process Capability Model (PCM) 

Process Capability Modelused to measure the maturity level of IT Enterprise, refer to ISO/IEC 15504 as the 

standard for the assessment process. Process Capability Model provides measurement information on organizational 

or company processes and management. There are six levels of model capability. The capability level of a process is 

measured based on an assessment of the process attributes (PA) at each level. Each attribute defines a specific aspect 

of the process capability. PA is used to assess whether the process has achieved its goals or not. However, it does not 

apply at level 0 which is incomplete because at this level it is not executed or fails to achieve the process objectives so 

it does not have attributes. The following are the levels of the Process Capability Model along with the PA in each 

process:(Amali, 2020) 

a) Level 0 – Incomplete Process or Incomplete Process 

b) Level 1 – Performed Process 

PA 1.1 Process Performance 

c) Level 2 – Process managed (Management Process) 

PA 2.1 Performance Management 

PA 2.2 Work Product Management 

d) Level 3 – Process Established (Established Process) 

PA 3.1 Process Definition 

PA 3.2 Process Deployment 

e) Level 4 – Predictable Process 

PA 4.1 Process Measurement 

PA 4.2 Process Control 

f) Level 5 – Optimizing Process 

PA 5.1 Process Innovation 

PA 5.2 Process Optimization 

The results of the calculation of the value of the Process Capability Model can be concluded into four levels, namely: 

a) N -Not Achieved, if the assessment result is between 0% - 15%. 
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b) P -Partially Achieved, if the results of the assessment are between > 15% - 50%. 

c) L -Largerly Achieved, if the assessment results are between >50% - 85%. 

d) F -Fully Achieved, if the assessment results are between > 85% - 100%. 
 

4. Results and Discussion 

4.1 Validity Test 

Table 11: Validity Test DSS01 Operasional Services 

DSS01 Operasional Services 

Question 

Process Capability Model 

(PCM) 

L
ev

el
 1

 

L
ev

el
 2

 

L
ev

el
 3

 

L
ev

el
 4

 

L
ev

el
 5

 

Your work is tied to BPJS? 
    

Is the flow of service from registration to getting the drug clear?  
    

Pharmacists provide good service by explaining drug information including drug 

names, how to use drugs and side effects 


    

The services provided by all officers at the puskesmas were polite and friendly 
    

The services provided by puskesmas staff do not differentiate between patients 

who use insurance (BPJS) and patients who do not use insurance (general). 


    

Health center service standards have been properly considered, maintained and 

improved on an ongoing basis 


    

 

Table 12: Validity Test DSS02 Action Service 

DSS02 Action Service 

Question 

Process Capability Model (PCM) 

L
ev

el
 1

 

L
ev

el
 2

 

L
ev

el
 3

 

L
ev

el
 4

 

L
ev

el
 5

 

Queue cards are obtained easily and clearly? 





 

Health center services are easy and fast 





 

The patient understands the use of the BPJS card 





 

Patients understand the flow of services at the health center 





 

 

Table 13: Validity Test DSS03 Handling Problems 

Domain DSS03 Handling Problems 

Question 

Process Capability Model 

(PCM) 

L
ev

el
 1

 

L
ev

el
 2

 

L
ev

el
 3

 

L
ev

el
 4

 

L
ev

el
 5

 

The doctor gives a detailed explanation of the pain suffered by the patient         

Puskesmas officers are always proactive in managing problems         
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Table 14: Validity Test DSS04 Giving Directions 

Domain DSS04 Giving Directions 

Question 

Process Capability Model 

(PCM) 

 

L
ev

el
 1

 

L
ev

el
 2

 

L
ev

el
 3

 

L
ev

el
 4

 

L
ev

el
 5

 

 

If there is something the patient does not understand, the puskesmas staff immediately 

provides a detailed explanation 
          

Health center staff listen patiently to patient questions and complaints and understand 

patient needs and provide solutions 
        

 
Health center staff can manage errors that occur either intentionally or unintentionally         

 
Puskesmas officers can identify problems that arise to find appropriate and fast 

solutions 
        

 
 
 

Table 15: Validity Test DSS05 Information System Services 

Domain DSS05 Information System Services 

Question 

Process Capability Model 

(PCM) 

L
ev

el
 1

 

L
ev

el
 2

 

L
ev

el
 3

 

L
ev

el
 4

 

L
ev

el
 5

 

Puskesmas staff are able to manage and monitor IT infrastructure on an ongoing basis          

All information assets and patient data stored are well protected from malware viruses          

All patient data is always updated          

Patient information and personal data are never leaked to the public          

The computer used during registration has experienced problems          

 
Table 16: Validity Test DSS06 Controling 

Domain DSS06 Controling 

Question 

Process Capability Model 

(PCM) 

L
ev

el
 1

 

L
ev

el
 2

 

L
ev

el
 3

 

L
ev

el
 4

 

L
ev

el
 5

 

Is the waiting room at the puskesmas service clean and comfortable? 
  


  

The opening hours of puskesmas services are in accordance with the schedule 

(service opening time and closing time)   


  
The expiration date is listed on the medicine 

  


  
Drugs in good packaging 

  


  
The puskesmas staff pays attention to the patient or his delivery person 

  
 
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4.2 Hypothesis Testing 

 
Table 17: Hypothesis Testing DSS01 Operational Services 

DSS01 Operational Services 

Question 

Process Capability Model (PCM) 

L
ev

el
 1

 

L
ev

el
 2

 

L
ev

el
 3

 

L
ev

el
 4

 

L
ev

el
 5

 

Your work is tied to BPJS? 50% 
    

Is the flow of service from registration to getting the drug clear? 96.67% 
    

Pharmacists provide good service by explaining drug information including drug 

names, how to use drugs and side effects 
93.33% 

    

The services provided by all officers at the puskesmas were polite and friendly 96.67% 
    

The services provided by puskesmas staff do not differentiate between patients 

who use insurance (BPJS) and patients who do not use insurance (general). 
85% 

    

Health center service standards have been properly considered, maintained and 

improved on an ongoing basis 
100% 

    

Overall Value 87%     

 

 

Table 18: Hypothesis testing DSS02 Action Service 

DSS02 Action Service 

Question 

Process Capability Model (PCM) 

 

L
ev

el
 1

 

L
ev

el
 2

 

L
ev

el
 3

 

L
ev

el
 4

 

L
ev

el
 5

 

 

Queue cards are obtained easily and clearly?   100%       
 

Health center services are easy and fast   100%       
 

The patient understands the use of the BPJS card   3.33%       
 

Patients understand the flow of services at the health center   6.67%       
 

Overall Value  90%     

 

 

Table 19: Hypothesis Testing DSS03 Handling problems 

Domain DSS03 Handling problems 

Question 

Process Capability Model (PCM) 

L
ev

el
 1

 

L
ev

el
 2

 

L
ev

el
 3

 

L
ev

el
 4

 

L
ev

el
 5

 

The doctor gives a detailed explanation of the pain suffered by the patient         100% 

Puskesmas officers are always proactive in managing problems 

        

100% 

Overall Value     100% 
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Table 20: Hypothesis Testing DSS04 Giving Directions 

Domain DSS04 Giving Directions 

Question 

Process Capability Model (PCM) 

L
ev

el
 1

 

L
ev

el
 2

 

L
ev

el
 3

 

L
ev

el
 4

 

L
ev

el
 5

 

If there is something the patient does not understand, the puskesmas staff 

immediately provides a detailed explanation 
        100% 

Health center staff listen patiently to patient questions and complaints and 

understand patient needs and provide solutions 
        96.67% 

Health center staff can manage errors that occur either intentionally or 

unintentionally 
        100% 

Puskesmas officers can identify problems that arise to find appropriate and 

fast solutions 
        100% 

Overall Value     99% 

 

Table 21: Hypothesis Testing DSS05 Information System Services 

Domain DSS05 Information System Services 

Question 

Process Capability Model (PCM) 

L
ev

el
 1

 

L
ev

el
 2

 

L
ev

el
 3

 

L
ev

el
 4

 

L
ev

el
 5

 

Puskesmas staff are able to manage and monitor IT infrastructure on an 

ongoing basis 
    76.67%     

All information assets and patient data stored are well protected from 

malware viruses 
    100%     

All patient data is always updated     70%     

Patient information and personal data are never leaked to the public     100%     

The computer used during registration has experienced problems     50%     

Overall Value   79.33%   

 

Table 22: Hypothesis Testing DSS06 Proses Controling 

Domain DSS06 Proses Controling 

Question 

Process Capability Model (PCM) 

L
ev

el
 1

 

L
ev

el
 2

 

L
ev

el
 3

 

L
ev

el
 4

 

L
ev

el
 5

 

Is the waiting room at the puskesmas service clean and comfortable?     100%     

The opening hours of puskesmas services are in accordance with the schedule 

(service opening time and closing time) 
    100%     

The expiration date is listed on the medicine     88.33%     

Drugs in good packaging     96.67%     

The puskesmas staff pays attention to the patient or his delivery person      96.67%     

Overall Value   96.25%   

 

 

4.3 Analysis of Hypothesis Testing Description 

Hypothesis Test Results, namely: 

a.  Based on Table 4.7 DSS Hypothesis Test 01 Operational Service Process, all questions are at level 1 with an 

overall score of 87%. 

b.  Based on Table 4.8 Hypothesis Testing DSS 02 Action Service Process, all questions are at level 2, with an overall 

score of 90%. 
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c.  Based on Table 4.9 DSS Hypothesis Test 03 Problem Handling Process, all questions are at level 5, with an overall 

score of 100%. 

d.  Based on Table 4.10 DSS 04 Hypothesis Testing Process of Giving Directions, all questions are at level 5, with an 

overall score of 99%. 

e.  Based on Table 4.11 DSS Hypothesis Test 05 Information System Service Process, all questions are at level 3, 

with an overall score of 79.33%. 

f.  Based on Table 4.12 Hypothesis Testing DSS 06 Controlling Process, all questions are at level 3, with an overall 

score of 96.25%. 

 

4.4 Capability Level Achievement 

 

Table 23: Achievement of DSS Capability Level 01 Managing Operations 

Process Name Level 1 Level 2 Level 3 Level 4 Level 5 

Rating by criteria Capability Level Achieved F(87%)     

legends: 

N (Not Achieved, 0-15%) P (Partially Achieved, >15-50) 

L (Largely Achieved, >50-85%) F (Fully Achieved, >85-100%) 

 

Table 24: Achievement of DSS Capability Level 02 Managing Services & Incidents 

Process Name Level 1 Level 2 Level 3 Level 4 Level 5 

Rating by criteria Capability Level Achieved  F(90%)    

legends: 

N (Not Achieved, 0-15%) P (Partially Achieved, >15-50) 

L (Largely Achieved, >50-85%) F (Fully Achieved, >85-100%) 

 

Table 25: Achievement of DSS Capability Level 03 Managing Problems 

Process Name Level 1 Level 2 Level 3 Level 4 Level 5 

Rating by criteria Capability Level Achieved     F(100%) 

Legends: 

N (Not Achieved, 0-15%) P (Partially Achieved, >15-50) 

L (Largely Achieved, >50-85%) F (Fully Achieved, >85-100%) 

 

Table 26: Achievement of DSS Capability Level 04 Managing Sustainability 

Process Name Level 1 Level 2 Level 3 Level 4 Level 5 

Rating by criteria Capability Level Achieved     F(99%) 

legends: 

N (Not Achieved, 0-15%) P (Partially Achieved, >15-50) 

L (Largely Achieved, >50-85%) F (Fully Achieved, >85-100%) 

 

Table 27: Achievement of DSS Capability Level 05 Managing Security Services 

Process Name Level 1 Level 2 Level 3 Level 4 Level 5 

Rating by criteria Capability Level Achieved   L(79.33%)   

legends: 

N (Not Achieved, 0-15%) P (Partially Achieved, >15-50) 

L (Largely Achieved, >50-85%) F (Fully Achieved, >85-100%) 

 

Table 28: Achievement of DSS Capability Level 06 Managing Business Process Control 

Process Name Level 1 Level 2 Level 3 Level 4 Level 5 

Rating by criteria Capability Level Achieved   F(96.25%)   

legends: 

N (Not Achieved, 0-15%) P (Partially Achieved, >15-50) 

L (Largely Achieved, >50-85%) F (Fully Achieved, >85-100%) 
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4.5 Analysis of Capability Level Achievement Description 

 

Results of Capability Level Achievement, namely: 

a) Based on Table 21 Achievement of DSS 01 Capability Level Operational Service Processes, all questions are at 

level 1 with an overall score of 87%, with a value of F (Fully Achieved). 

b) Based on Table 22 Achievement of Capability Level DSS 02 Action Service Process, all questions are at level 2, 

with an overall score of 90%, with a value of F (Fully Achieved). 

c) Based on Table 23 Achievement of DSS 03 Capability Level Problem Handling Process, all the questions are at 

level 5, with an overall score of 100%, with a value of F (Fully Achieved). 

d) Based on Table 24 Achievement of DSS 04 Capability Level Process of Providing Directions, all questions are at 

level 5, with an overall score of 99%, with a value of F (Fully Achieved). 

e) Based on Table 25 Achievement of DSS 05 Capability Level Information System Service Process, all questions 

are at level 3, with an overall score of 79.33%, with a value of L (Largely Achieved). 

f) Based on Table 26 Achievement of Capability Level DSS 06 Process Controling, all questions are at level 3, with 

an overall score of 96.25%, with a value of F (Fully Achieved). 

 

 

4.6 Spider Graphics 

 
Figure 3: Spider Graphics (Reynaldi, 2021) 

 

4.7 Gaps Analysis 

Table 29: Gap Analysis 

Domain Expected 

Capability 

Level 

Capability 

Level 

Achievement 

Gap 

Analysis 

DSS01 Operational Services 5 1 4 

DSS02 Action Service 5 2 3 

DSS03 Handling problems 5 5 0 

DSS04 Giving Directions 5 5 0 

DSS05 Information System Services 5 3 2 

DSS06 Controlling 5 3 2 

 

 

5. Conclussion 

Based on the explanation in the discussion above, it can be concluded as follows: 

a) Operational Services, all data distribution is at level 1 (the process is carried out) with an overall value of 87%, 

fully achieved, this shows that operational services still need to be optimized. 

b) Action services, all data distribution is at level 2 (managed process), with an overall value of 90%, fully achieved, 

this shows that action services for BPJS health patients still need to be optimized. 
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c) Problem handling, all data distribution is at level 5 (optimized process), with an overall score of 100%, fully 

achieved, this shows that the process of handling problems in BPJS health patients has been carried out properly. 

d) Provide directions, all data distribution is at level 5 (optimized process), with an overall score of 99%, fully 

achieved, this shows that the service in providing directions to BPJS health patients has been carried out properly. 

e) Information system services, all data distribution is at level 3 (determined process), with an overall score of 

79.33%, largely achieved, this shows that the information system service process is considered not good. 

f) Controlling, all data distribution is at level 3 (determined process), with an overall value of 96.25%, fully 

achieved, this shows that the controlling process still needs to be optimizeds. 
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