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Abstract: This study aims to explore the application of consumer protection
law to health access services from the perspective of society. The research
method used is qualitative with a descriptive approach. Primary data were
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obtained through interviews and observations, while secondary data were
obtained from relevant literature reviews. The results showed that healthcare
users in community health centers experienced variations in satisfaction,
E-mail: sps@uninus.ac.id selection factors, quality of service, problems faced, and consumer
protection. The main factors influencing the selection of a health center are
location, quality of service, and reputation. Although most respondents were
satisfied with the friendly and efficient service, they also complained of a lack

of information and slow administrative processes. Variations in assessments
of service quality include medical staff competence, waiting times, and levels
of coordination. Problems include excessively long waiting times, lack of
clear information, and lack of communication between medical staff and
administration. Consumer protection is also a concern, especially related to
access to patient rights information and the fulfillment of these rights.
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1. Introduction

The principle of legal certainty is an important legal principle in the implementation of
consumer protection and justice in Indonesia. This principle aims to ensure that both
business actors and consumers can comply with the law and obtain protection and fairness
in consumer transactions. In addition, the principle of legal certainty also guarantees that
the state provides legal certainty for all parties involved in consumer transactions. In this
context, the principle of legal certainty is an important foundation in maintaining a balance
of rights and obligations between business actors and consumers, as well as creating a safe
and fair legal environment for all relevant parties.

In Law Number 8 of 1999 concerning Consumer Protection, the principle of legal certainty
is one of the main foundations in the implementation of consumer protection. This
principle aims to provide legal certainty for business actors and consumers in complying
with and implementing legal regulations that regulate their rights and obligations.

Legal protection of the weak in principle is always associated with the protection of his
rights. In relation to consumer protection in the health sector, the subject of law is
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consumers, while the object of protection is consumer rights to security and safety in
consuming/using medical devices.

The principles of consumer protection according to Law No. 8 of 1999 include the
principles of justice, balance, security, safety, and legal certainty. The principle of security
and safety provides legal assurance that consumers will benefit from the products they
consume / use and vice versa that the products will not interfere with the safety of their

lives and property (Suhadi & Fadilah, 2021).

Public health services in Indonesia are very important in ensuring the welfare and safety of
the community. However, there are often consumer experiences and complaints related to
services at Community Health Centers (Puskesmas) that raise concerns about the quality of
health services in Indonesia. Unsatisfactory customer experience and complaints about
services at Puskesmas are issues that need serious attention. In this context, it is important
to explore more deeply the cases of consumer experiences and complaints against services
at Puskesmas in Indonesia.

Consumer experience of services at Puskesmas can cover various aspects, ranging from the
availability of medical personnel, adequate health facilities, to the registration and
administration process. This experience may vary from place to place, but there are
common patterns that often appear in the consumer experience at the Puskesmas. In
addition, consumer complaints against services at Puskesmas can also include complaints
related to waiting times that are too long, lack of availability of medicines, and lack of
communication skills and empathy from health workers.

The impact of consumer experiences and complaints on services at Puskesmas can be very
significant on public trust in the health system. If the consumer experience is not
satisfactory and complaints are not taken seriously, this can lead to distrust of the
Puskesmas and even the health system as a whole. Therefore, it is important to understand
deeply the cases of consumer experiences and complaints against services at the Puskesmas
so that concrete corrective steps can be taken.

Consumer experiences and complaints against services at Puskesmas need to be seriously
considered. This includes aspects such as lack of resources, ineffective management
policies, and lack of training and development for health workers. By understanding the
root causes of this problem, appropriate and continuous improvement efforts can be
planned and implemented to improve the quality of health services in Puskesmas (Friadi et
al.,, 2023).

Legal protection of consumers in the health sector also involves the legal relationship
between health care providers and patients as users (consumers). Law No. 8 of 1999
concerning Consumer Protection provides regulations on rights and obligations, both for
service providers and service users in the health sector. This shows that legal protection in
the health sector is highly technical and requites an assessment of service providers in the
health sector.

In the context of online shopping, consumer rights include, among others, the right to
comfort, security, and safety in consuming goods and/or services; the right to choose
goods and/or services and obtain such goods and/or setvices in accordance with the
exchange rate and conditions and guarantees promised; the right to true, clear, and honest
information regarding the conditions and guarantees of goods and/or services

Patients have the right to receive safe, quality health care and respect for human dignity.
However, cases of violations of patient rights are still common, ranging from non-
transparency in medical procedures, misdiagnosis, to unauthorized use of patients' personal
information. Patient protection is not only the responsibility of health institutions, but also
all individuals involved in the health service process, including doctors, nurses, medical
personnel, and administrative officers (Tapuria et al., 2021).

@ G) @ This open access article is distributed under a Creative Commons Attribution (CC-BY-NC) 4.0 170
license.



Prayuti, et.al., ARRUS Journal of Social Sciences and Humanities, Vol. 4, No. 2 (2024)
https://doi.org/10.35877/soshum2500

ISSN: 2776-7930 (Print) / 2807-3010 (Online)

Today, there are various cases that show the need for serious attention to patient
protection. One of them is a case of medical data leakage that threatens patient privacy.
These leaks can have a setious impact on patients' lives, especially in terms of finances,
work, and social relationships. In addition, there are still many cases of discrimination in
health services, whether based on race, gender, sexual orientation, or socioeconomic status.
This shows that real efforts are still needed to enforce comprehensive patient protection.

Patient protection is also closely related to the issue of adherence to medical ethics. Cases
of patient neglect, use of drugs that are not in accordance with procedures, or even medical
actions that do not meet ethical standards, ate clear evidence that patient protection must
be the main focus in every health service. Every individual working in the health sector
must have an awareness of the importance of respecting patient rights and upholding the
values of medical ethics to prevent cases that harm patients (Alossta et al., 2021).

Changing times and technology also bring new challenges in patient protection. For
example, the use of information technology in electronic medical records has opened
loopholes for illegal access to patient data. In addition, the rapid development of medical
technology also raises new risks in terms of patient safety. Therefore, patient protection
includes not only physical and psychological aspects, but also aspects of data security and
technology that are increasingly vital in modern healthcare.

In the global context, the issue of patient protection is also a major concern in efforts to
improve universal access to health services. Every country needs to implement policies that
support patient protection equally, regardless of the patient's economic status or social
background. The involvement of international institutions in setting patient protection
standards is also key in ensuting that patients' rights are respected around the wotld. Thus,
patient protection in health services is not just a local issue, but a global challenge that
requires the cooperation of all patties, both governments, health institutions, medical
personnel, and the general public. Real efforts and collective awareness are needed to
safeguard patient rights so that health services can truly benefit the welfare of society as a
whole.

The relationship between health care providers and patients as consumers has a huge
impact on the world of health. This connectivity is the main foundation in providing quality
and safe health services for patients. On the one hand, health care providers are responsible
for providing care that is in accordance with medical standards and professional ethics. On
the other hand, patients as consumers have the right to receive clear information, safe
service, and fair treatment from health care providers (Hapsari & Sanjaya, 2023).

Highlighting the connectedness between health care providers and patients as consumers.
One case that often arises is related to information conveyed to the patient regarding the
diagnosis, medical procedures, and available treatment options. Patients have the right to
understand their condition clearly and get a comprehensive explanation from a health care
provider. However, it is not uncommon for cases where the information conveyed is
unclear or even misinterpreted, which can have an adverse impact on the patient's medical
decisions.

Aspects of health care safety, such as nosocomial infections in hospitals, medication errors,
or inaccuracies in medical procedures. This shows the importance of healthcare providers
to ensure patient safety during the treatment process and take appropriate preventive
measures. The connection between health care providers and patients also involves
financial aspects. Health care costs are often a significant burden on patients, and there are
cases where patients feel unfair in charging or not being transparently informed about costs.

Cases that arise in the connection between health care providers and patients as consumers
demand efforts to improve transparency, communication, and compliance with health care
standards. In this context, clear regulations and effective dispute resolution mechanisms are
also essential to protect the rights of patients as health consumers. Thus, a deeper
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understanding of these connectedness can help improve health systems and safeguard the
interests and safety of patients as consumers.

As a patient, having the right to choose a doctor and receive clear information related to
health conditions and treatment plans is very important. This right gives patients control
over their health care and allows them to make informed decisions. In addition, medical
consent is also a very important right of the patient, which ensures that the patient has a
clear understanding of the medical procedure to be performed and gives consent
voluntarily. In addition, patients also have the right to comfort, security, and safety while
being treated by a doctor, this includes the physical, emotional, and psychological aspects of
health care. In this context, it is important to make clear that these rights are human rights
that must be respected by health care providers and the health system as a whole.

When patients are given the right to choose a doctor, it reflects trust in a patient-doctor
relationship that trusts and respects each other. Choosing a doctor who fits the needs and
preferences of the patient can improve the quality of health care and strengthen the
relationship between patient and doctor. Patients who feel heard and involved in the
decision-making process tend to have better outcomes in their health care. Therefore,
providing clear and detailed information about the disease and treatment plan to patients is
an important step in ensuring that patients can make informed decisions about their care. It
also provides an opportunity for patients to actively patticipate in their care and feel more
involved in the healing process (Graham et al., 2020).

Medical consent is also an integral part of a patient's right to respectful health care. A
transparent and informative medical approval process ensures that patients can give
consent that is consistent with their knowledge, beliefs, and personal values. It also lays the
foundation for a trusting relationship between patients and doctors, which encourages
collaboration in healthcare. Thus, medical consent is not only about the legal aspect, but
also about respecting the autonomy and dignity of the patient

Furthermore, patient comfort, security, and safety while being treated by a doctor are rights
that must be guaranteed in every health care process. This includes aspects of a comfortable
physical environment, treatment that respects the dignity of patients, and safety measures
that prevent the risk of injury or complications during medical treatment. This right reflects
the moral and ethical responsibility of health care providers to protect and promote patient
well-being (Aburayya et al., 2020).

The rights of patients to choose a doctor, receive information related to diseases and
treatment plans, approve treatment or medical action through medical approval, and obtain
comfort, security, and safety while being treated by a doctor are principles underlying
ethical practice in health care. Protecting and respecting these rights is key to ensuring that
patients receive dignified, effective, and patient-oriented health care.

Consumer protection is very important in law because consumers are often in a vulnerable
position in business transactions with companies or business actors. This protection is
regulated in Law Number 8 of 1999 concerning Consumer Protection which aims to
protect consumers from unfair business practices, as well as provide guarantees for
consumer rights. However, unfortunately there are still many legal implications that have
not been properly applied to the protection of consumers who get unfair treatment.

The practice of selling products with unfair conditions. Many companies or businesses use
this practice to take advantage of stronger bargaining positions, so consumers often have
no choice but to accept these unfair terms. This of course violates the principles of equality
and fairness in business transactions. The implications of laws that have not been
implemented propetly can also be seen from the lack of law enforcement against practices
that harm consumers. Although the Consumer Protection Law has regulated vatrious
provisions to protect consumers, in practice there are still frequent discrepancies between
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existing laws and law enforcement. This means consumers who get unfair treatment often
don't get the justice they deserve (Suhadi & Fadilah, 2021).

Lack of effort to provide sufficient understanding to consumers about their rights. Many
consumers are not aware of their rights when they get unfair treatment, so they tend to
surrender without fighting the law. Consumer law education needs to be improved so that
consumers have enough knowledge to protect themselves from unfair treatment.

The above cases show that there are still many legal implications that have not been
propetly applied to the protection of consumers who get unfair treatment. In this context,
concrete efforts are needed to improve law enforcement, provide sufficient understanding
to consumers, and review existing regulations in order to provide more effective protection
for consumers. Thus, consumers will get better protection and can avoid unfair treatment
in business transactions.

Consumer protection in the context of soaring health product prices is a very important
issue in consumer protection law. In situations where the price of health products has
experienced significant spikes, consumers are often the most affected. This can happen in a
variety of contexts, including in health crisis situations such as the COVID-19 pandemic. In
this context, consumer protection against soaring health product prices is very relevant and
requires serious handling (Putra & Priyanti, 2021).

Disproportionate increases in the price of health products can make it difficult for
consumers to gain access to products that are urgently needed to maintain their health and
safety. This can include vatious products, ranging from masks, hand sanitizers, medicines,
medical devices, to other medical equipment. In situations where the availability of health
products becomes critical, unreasonable price spikes can result in marginalized consumers
and difficulty obtaining proper health protection.

The legal implications related to protection against soaring health product prices also
include discriminatory aspects against consumers. Unfair treatment in terms of price can
include discriminatory practices against certain consumer groups, which can result in
inequality of access to health products. This is contrary to the principles of equality and
fairness in business transactions, and violates the rights of consumers to obtain health
products at fair prices and without harm.

In this context, Law Number 8 of 1999 concerning Consumer Protection is the relevant
legal basis for handling cases of protection against soaring health product prices. This law
provides a legal basis for consumers to obtain compensation or compensation for losses
received due to adverse business practices, including in the case of unreasonable prices for
health products. Legal protection of consumers also includes prohibitions against
discriminatory behavior that harms consumers, so that consumers have a legal basis to
demand justice in business transactions (Gowasa et al., 2023).

This requires efforts to increase consumers' understanding of their rights. Consumer law
education needs to be improved so that consumers have enough knowledge to protect
themselves from harmful business practices. With a better understanding of their rights,
consumers can be more proactive in demanding justice and protecting themselves from
unfair business practices.

Cases involving safeguards against soaring health product prices show that there are still
many legal implications that have not been properly applied in this context. In this case,
concrete efforts are needed to improve law enforcement, provide sufficient understanding
to consumers, and review existing regulations in order to provide more effective protection
for consumers. Thus, consumers will get better protection and can avoid harmful business
practices in health product transaction.
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2. Literature Review

Research by Kusuma, (2023) reveals that the implementation of consumer protection laws
in the context of public health services has a significant impact on the quality of services
received by consumers. Similar findings were also found in research conducted by
Prastyanti et al. (2023), where consumer protection was considered one of the important
factors in improving the accessibility and quality of health services. In contrast, research by
Graham et al. (2020) highlights that despite regulations that protect consumers in public
health centers, there is still a mismatch between existing policies and their implementation
in daily practice. This shows the need for evaluation and improvement of the
implementation of consumer protection laws in the healthcare sector. In addition, research
by Pohan et al. (2024) emphasizes the importance of a participatory approach in the
development of consumer protection policies in the health sector, involving various
stakeholders to ensure the relevance and effectiveness of these policies in meeting
consumer needs. Recent findings by Mursalat et al. (2022) highlight the important role of
information and communication technology in increasing transparency and accountability
in public health services, which can indirectly strengthen consumer protection. From the
literature, it can be concluded that consumer protection has complex implications for
public healthcare access, and further research is needed to thoroughly understand the
dynamics between legal regulation and consumer experience in this context.

Although the existing literature has provided valuable insight into the legal implications of
consumer protection on healthcare access in community health centers, there are still some
gaps that need further investigation. One emerging research gap is the lack of focus on
consumers' perspectives directly in exploring their experiences with the application of
consumer protection law in public healthcare. Although few studies have adopted
qualitative approaches, further research may deepen understanding of how consumers
specifically interact with consumer protection regulation in the context of healthcare. This
can provide richer insights into the challenges, expectations, and hands-on experiences of
consumers in accessing healthcare at community health centers.

Further research novelty can also lie in intervention research aimed at increasing
consumers' understanding and awareness of their rights and protections in healthcare. This
could include the development of educational or advocacy programs aimed at increasing
consumer legal literacy among the public. This approach can make a significant
contribution to filling gaps in the literature by providing deeper insights into how
consumers can become more empowered agents of safe and quality healthcare. Thus,
continued research focusing on direct consumer experience and the development of
interventions that strengthen consumer legal understanding and awareness can make a
valuable contribution in broadening understanding of the legal implications of consumer
protection in public healthcare access.

3. Research Method and Materials

The research method used in this study is qualitative with a descriptive approach. This
approach was chosen because it allows researchers to gain an in-depth understanding of
consumer experiences and perceptions of the application of consumer protection law in
healthcare access in community health centers.

Primary data will be collected through in-depth interviews with a number of participants
who are consumers of health services in community health centers. Participants were
selected using purposive sampling techniques, where inclusion criteria included those who
had used health services at community health centers for a certain period and were willing
to share their experiences and views on consumer protection. Interviews will be conducted
face-to-face or through an online platform, depending on participants' preferences and
availability. In addition, direct observation will also be carried out at community health
centers to gain a contextual understanding of the service process received by consumers.
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Secondary data will be obtained from various relevant studies, official documents, and
related literature that has been published. This secondary data will support the
understanding of the context and background of the problem and enrich the analysis of
primary data obtained through interviews and observations.

Data analysis will be conducted using Miles and Huberman's approach. The analysis steps
include data reduction, data presentation, and conclusion/verification. Data reduction
involves reducing collected data into smaller, focused units. The presentation of data will be
done by organizing and displaying data in the form of narratives, quotes, or tables that
allow the identification of patterns or themes that appear. Finally, conclusion drawing or
verification involves interpreting data and developing findings relevant to the research
objectives.

The resource person's data ate as follows:

Table 1. Identity of Resource Person

No Name of Resource Person Position

1 Muhammad Muhdhor Speaker 1

2 Alifatul Ni'mah Speaker 2

3 Zamzami Muria Speaker 3

4. Results and Discussion
On consumer protection in the context of healthcare in community health centers, this
research has explored diverse consumer experiences and perceptions. In an increasingly
important healthcare environment, an understanding of how consumer protection affects
patient access and experience is particularly relevant. Through observations and interviews
with a number of consumers, this study aims to highlight a number of critical issues related
to patient experience, factors that influence the decision to choose a health center, and
evaluation of the quality of services received. By highlighting these aspects, the study seeks
to contribute to a better understanding of how consumer protection can be strengthened in
the context of public healthcare.
After going through the process of data collection and data reduction, the author will
describe or present the data from this study. The data that the author has presented below
has been checked several times and repeated the data management process. The following
author presents observational data first:
Table 2. Results of Observations on Speakers
No Indicators Observations
Speaker 1 Speaker 2 Speaker 3

1 Satisfaction The resource persons revealed  One source stated that while they One interviewee revealed that
that they were very satisfied were quite satisfied with the they felt a little disappointed with
with the experience of using medical services received, they their experience because there
health services at community also complained of a lack of was too much bureaucracy and
health centers because of the clarity of information about the administration that slowed down
friendly and efficient services. procedure and sometimes long  the service process.

waiting times.

2 Factor The interviewee emphasized One interviewee stated that they A resource person chose a
that the main factor that prefer a more remote health particular health center because
influenced their decision to center because it offers more of its strategic location, which is
choose the health center was complete facilities and services, close to their workplace, so they
its location very close to where  even though the location is not can easily visit it after work.
they lived. very close.

3 Quality The resource person gave a One interviewee complained that One interviewee felt that the

positive assessment of the the quality of health services at quality of health services at the
quality of health services at the  the center was inconsistent, with  center was quite poor, with less
center, saying that the doctors  experiences varying from visit to  friendly and sometimes less
and nurses are skilled and  wvisit. knowledgeable staff.
competent.
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No Indicators Observations
Speaker 1 Speaker 2 Speaker 3
4 Problem One source stated that they Interviewees complained about a  One interviewee found problems
were having problems with lack of communication between with  the lack of  clear
waiting times that were too medical staff and administrative information about procedures
long to get service, causing personnel, resulting in errors in  and costs associated with certain
frustration and inconvenience.  scheduling and  unnecessary health services, causing
delays. confusion and financial
unpreparedness.
5 Protection Interviewees stated that they One interviewee felt that The resource person expressed
felt respected and listened to as  consumer protection in the disappointment at the lack of

consumers when using health
services at community health
centers, providing a sense of
security and trust.

context of health services was still
inadequate, especially in terms of
access to information about rights
as patients.

efforts made by the health center
in protecting the rights and
interests of consumers, causing
uncertainty and mistrust.

First, satisfaction, observations showed that in general, the resource persons were satisfied
with the experience of using health services in community health centers because of the
friendly and efficient services. However, there were complaints about the lack of clarity of
information about procedures and sometimes long waiting times, as well as bureaucracy
and administration that slowed down the service process, which caused little
disappointment. Aburayya et al. (2020) which showed that patient satisfaction in healthcare
is strongly influenced by factors such as clear communication, speed of setvice, and lack of
administrative barriers.

Second, the factor, from the results of these observations, it can be concluded that the main
factor that influences the decision of resource persons in choosing a health center is
location. Most interviewees prefer health centers close to their residences or workplaces for
ease of access. However, there are also those who consider more complete facilities and
services despite the location further away. A relevant study is a study by Wulandari et al.
(2023) which found that the location of the health center has a significant impact on
patients' decisions in choosing health services, with the presence of a closer health center
being the main preference for most patients, but some patients also consider other factors
such as facilities and services available.

Third, quality, Observations show variations in the assessment of the quality of health
services at the center. Some interviewees gave positive assessments of the competence of
doctors and nurses, while others complained of lack of consistency in services as well as
unfriendliness and lack of knowledge from staff. A relevant research is that by Zaid et al.
(2020), which highlights the importance of having skilled and knowledgeable staff in
delivering quality health services. The study found that the presence of trained and friendly
staff had a significant impact on patient experience and care outcomes. In conclusion, the
quality of healthcare is influenced by staff competence and consistency, as well as friendly
interaction between staff and patients.

Fourth, the problem, from the observations, it can be seen that the resource persons
experienced various problems related to health services at the center. One of the main
problems is too long waiting times to get service, which causes frustration and
In addition, lack of communication between medical staff and
administrative personnel is also a complaint, resulting in errors in schedule setting and
unnecessary delays. Another problem is the lack of clear information about procedures and
costs associated with specific health services, leading to confusion and financial
unpreparedness. A relevant study is that by Munandar et al. (2023), which highlights the
importance of effective communication between various members of the medical and
administrative teams in reducing waiting times and improving patient satisfaction.

inconvenience.

Fifth, protection, The results of observations show differences of opinion in terms of
consumer protection in public health centers. Some of the speakers felt respected and
listened to as consumers, which provided a sense of security and confidence in the use of
health services. However, there are also those who feel that consumer protection is still
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inadequate, especially in terms of access to information about rights as patients.
Furthermore, there were sources who expressed disappointment at the lack of efforts on
the part of health centers in protecting the rights and interests of consumers, which led to
uncertainty and mistrust. A relevant research is the research by Tapuria et al. (2021) which
highlights the importance of systematic efforts in increasing awareness and access to
consumer rights information in the field of healthcare to increase patient trust and

satisfaction.

Similarly, the observation of the interview data processing process also goes through several
examinations or data reductions. Then the author will present the results of data reduction
that has been done. The results of data reduction can be seen as follows:

Table 3. Results of Interviews to Interviewees

No Indicators Interview Observations
Questions Speaker 1 Speaker 2 Speaker 3

1 Satisfaction How  was  your My experience was very I feel quite satisfied So far, my experience has
experience using  positive. This with my experience. been quite varied. There
healthcare at community health center ~ Although  sometimes were times when the
community  health provides friendly and the queue is long, but service I received was
centers? professional service to  the service provided by  very satisfying, but there

me every time I visit. medical  staff and were also some times
administrative officers where I felt less
is quite good. prioritized.

2 Factor What were the main  The main factor that The quality of service Reputation and reviews
factors that influenced my decision they provide is the from others are also quite
influenced your was its location close to main  factor  that influentia. 1 tend to
decision to choose where I live. This makes influenced my choice. I ~ choose health centers
such a community it more convenient and want to make sure that that have been
health center? easy to reach when I I getgood, quality care. recommended by friends

need urgent medical ot family, or that have a
cate. good teputation in the
community.

3 Quality How would you 1 rate the quality of The quality of health The quality of health
assess the quality of health services at this setvices in this center services in this center is
healthcare you health center is quite is arguably standard. quite poor. I felt like I
receive at the center?  good. The doctors and  Sometimes I feel there wasn't getting adequate

nurses are skilled and s room for treatment and felt like I
responsive to my needs.  improvement in terms wasn't being listened to
of waiting times and by the medical personnel.
coordination between
units.

4 Problem Have you ever Yes, I have experienced I once had difficulty in I once had problems with
experienced problems with waiting  getting clear the lack of
problems or times that are too long information about the communication between
dissatisfaction in to get service. This procedures and costs doctors and
using health services makes me feel frustrated associated ~ with ~a administrative  officers.
at the health center? and uncomfortable. particular health  This caused an error in
If so, what is the service. This left me the schedule setting and
problem? feeling confused and made me have to wait

financially unprepared.  longer than I should.

5 Protection What do you think I feel consumer Consumer protection I think consumer
about consumer protection  in  this is something that needs protection in healthcare
protection in the healthcare context is to be improved in the is still inadequate. Often I
context of healthcare very important. This context of healthcare. feel I don't have adequate
in community health provides a sense of Sometimes I feel that access to information

centers?

secutity for me as a
patient, because I know
my rights will be
respected and protected.

my rights as a patient
are not fully respected
by the health center.

about my rights as a
patient, and this makes
me feel vulnerable.

First, satisfaction, the interview results showed variations in the experience of using health
services in community health centers. Some respondents expressed a very positive
experience, with friendly and professional service, while others felt quite satisfied despite
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sometimes experiencing long waiting times. However, there are also those who express
varied experiences, where sometimes feel very satisfied but sometimes feel less prioritized.
A relevant study is that by Friadi et al. (2023), which highlights the importance of efficient
queue management and understanding of individual needs in improving patient satisfaction.
The study shows that long wait times can reduce patient satisfaction, and the importance of
efforts to ensure consistency in the quality of service provided to each patient.

Second, factors, based on the results of interviews, it can be concluded that the main factors
that influence users' decisions in choosing a community health center are location, quality
of service, and reputation. Most respondents choose a health center close to where they live
because of comfort and ease of access, while others prioritize the quality of quality medical
services. In addition, the health center's reputation supported by positive reviews from
others, be it friends, family, or community, also influences their decision. A relevant study is
that by Alossta et al. (2021), which highlights the importance of factors such as location,
quality of care, and reputation in patient decision-making related to the selection of a health
center. The study shows that patient preferences are influenced by these factors, which also
impact patients' satisfaction and trust in the healthcare they receive.

Third, quality, based on the results of interviews, there are variations in the assessment of
the quality of health services at the center. Some respondents gave positive ratings,
mentioning that their doctors and nurses are skilled and responsive to their needs, while
others feel that the quality of healthcare is only standard and there is still room for
improvement especially in terms of waiting times and coordination between units.
However, there were also respondents who gave negative ratings, thinking that the quality
of health services at the center was quite poor and they did not get adequate care and felt
less listened to by medical personnel. A relevant study is that by Kringos et al. (2020),
which highlights the importance of responsiveness and coordination in improving the
quality of health services. The study shows that good coordination between units and
responsiveness to patient needs are key factors in improving patient experience and
healthcare quality.

Fourth, the problem, based on the results of interviews, revealed that respondents
experienced various problems and dissatisfaction in using health services at the center. The
main problem faced is too long waiting times to get service, which causes frustration and
inconvenience. In addition, some respondents also had difficulty in obtaining clear
information about procedures and costs associated with specific health services, leading to
confusion and financial unpreparedness. Another problem is the lack of communication
between doctors and administrative personnel, resulting in errors in schedule setting and
increased waiting times. A relevant study is that by Nguyen et al. (2020), which highlights
the importance of effective communication in reducing wait times and increasing patient
satisfaction. This study shows that good coordination between various parties in health
centers can reduce problems experienced by patients, such as waiting times that are too
long and difficulty getting clear information.

Fifth, the interview results show a variety of opinions about consumer protection in the
context of health services in community health centers. Some respondents consider
consumer protection very important because it provides a sense of security as patients,
while others feel that consumer protection needs to be improved because sometimes their
rights are not fully respected by health centers. Furthermore, there are also those who
consider consumer protection to be inadequate, especially in terms of access to information
about patient rights that makes them feel vulnerable. A relevant study is one by Gowasa et
al. (2023), which highlights the importance of consumer protection in healthcare. The study
shows that increased awareness of patients' rights and adequate access to information about
those rights can increase patients' trust and satisfaction with the health services they receive.

The results of observations and interviews show various issues related to health services in
community health centers, which can be analyzed from the perspective of consumer
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protection law in the health sector and Law No. 8 of 1999 concerning Consumer
Protection. First, in terms of satisfaction, it can be seen that most respondents are satisfied
with the services provided. However, complaints related to lack of information and slow
administrative processes indicate that there are imperfections in providing services in
accordance with consumer expectations. In the context of consumer protection law,
vagueness of information and slowness of administrative processes can be considered as
violations of consumers' rights to obtain clear information and efficient processes in
accordance with Article 4 of Law No. 8 of 1999 (Arif & Djajaputera, 2022).

Second, factors that influence the selection of a health center include location, quality of
service, and reputation. This reflects how consumers consider various aspects before
deciding to use healthcare. In the context of consumer protection law, Law No. 8 of 1999
ensures that consumers have the right to obtain true, clear, and not misleading information
in accordance with Article 4 paragraph (1) letter a. Thus, health centers have the
responsibility to provide accurate and complete information to consumers to assist them in
decision making (Hapsati & Sanjaya, 2023).

Third, with regard to service quality, there are variations in assessments of medical staff
competence, waiting times, and coordination levels. This shows a difference in consumer
experience to the quality of service provided. In the perspective of consumer protection
law, Law No. 8 of 1999 affirms that consumers have the right to get quality services in
accordance with applicable standards and are safe for health, safety, and not harmful (Putra
& Priyanti, 2021).

Fourth, problems faced by consumers include excessively long waiting times, lack of clear
information, and lack of communication between medical and administrative staff. This
problem creates inconvenience and dissatisfaction for consumers. Within the framework of
consumer protection law, Law No. 8 of 1999 stipulates that consumers are entitled to
compensation for losses incutred due to goods and/or services that are not in accordance
with the quality, quantity, specifications, prices, and time that have been determined
(Rachmaniar, 2021).

Fifth, related to consumer protection, it is important to pay attention to access to
information on patient rights and the fulfillment of these rights. Law No. 8 of 1999 also
stipulates that consumers have the right to obtain true, clear, and not misleading
information about their rights, and are entitled to legal protection of their rights in
accordance with Article 4 paragraph (1). Therefore, health centers have an obligation to
provide comprehensive information regarding patient rights and available protection
mechanisms (Suhadi & Fadilah, 2021).

Opverall, the observations and interviews demonstrate the importance of understanding and
applying consumer protection law in the context of healthcare. Law No. 8 of 1999
concerning Consumer Protection provides an important legal basis to protect consumer
rights in the health sector, including the right to obtain clear information, quality services,
and protection against losses incurred by service irregularities. Therefore, it is important for
health centers to ensure their compliance with these legal provisions in order to increase
consumer satisfaction and protection in the use of health services.

In the realm of consumer protection within the healthcare sector, the culmination of
observational findings and interview insights presents a nuanced landscape demanding
multifaceted consideration. Central to this discussion is the Indonesian Consumer
Protection Law, specifically Law No. 8 of 1999, which legally encompasses healthcare
services within its scope and delineates healthcare recipients as consumers, while healthcare
providers are designated as business entities under legal relationships. This legal framework
underscores the gravity of ensuring consumer rights within healthcare settings.

Beginning with the facet of satisfaction, the observation highlights a predominant sentiment
of contentment among respondents regarding the amiability and efficiency of healthcare
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services received. However, concurrently voiced grievances revolve around deficiencies in
information dissemination and sluggish administrative processes. These grievances
illuminate an imperative for healthcare providers to fortify communication channels and
transparency to enhance consumer satisfaction, as stipulated by the Consumer Protection
Law's emphasis on providing clear and accurate information to consumets.

Delving deeper into the factors influencing healthcare facility selection, location, service
quality, and reputation emerge as paramount considerations. This aligns with the core
tenets of consumer protection, emphasizing consumers' entitlement to clear and accurate
information about the products or services they consume. Therefore, healthcare facilities
must ensure transparency in communicating information about their location, service
quality, and reputation to potential consumers, adhering to the principles of consumer
protection delineated by Law No. 8 of 1999.

Quality assessment of healthcare services manifests in diverse dimensions, with evaluations
encompassing the competence of medical staff, waiting times, and inter-unit coordination
within healthcare facilities. Elevating service quality stands as a critical imperative within the
putview of consumer protection, as it ditectly correlates with consumers' rights to receive
promised-quality services. Ensuring adherence to stipulated service standards is imperative
for healthcare providers to uphold the principles of consumer protection enshrined within
the legal framework (Kringos et al., 2020).

Turning to the challenges encountered by consumers, prolonged waiting times, ambiguous
information regarding procedures and health conditions, and inadequate communication
between medical staff and administrative personnel are recurrent issues. These challenges
underscore the necessity for healthcare facilities to revamp their systems to provide clear
information and ensure effective communication among stakeholders involved in
healthcare service delivery. Addressing these challenges is pivotal for upholding consumer
rights and enhancing the overall healthcare experience.

In the context of consumer protection, Law No. 8 of 1999 assumes pivotal significance as it
provides the legal foundation for safeguarding consumer rights within the healthcare
domain. By encompassing healthcare services as a legal object of consumer protection, the
law delineates healthcare recipients as consumers endowed with guaranteed rights, and
healthcare providers as obligated entities tasked with meeting prescribed service standards.
Consequently, prioritizing consumer protection within the healthcare sector emerges as a
paramount concern for healthcare providers, necessitating robust adherence to legal
mandates and ethical imperatives to ensure optimal consumer welfare.

The synthesis of observational findings and interview insights underscores the intricate
interplay between consumer satisfaction, influencing factors, service quality, challenges, and
consumer protection within the healthcare landscape. Anchored within the legal framework
provided by Law No. 8 of 1999, the imperative for healthcare providers to prioritize
consumer rights and welfare remains unequivocal. Addressing the multifaceted dimensions
of consumer protection within healthcare necessitates a comprehensive approach
encompassing transparency, quality enhancement, and effective communication, thereby
fostering an environment conducive to optimal consumer experiences and outcomes.

In juxtaposition to the prevailing narrative of consumer satisfaction and the legal
framework delineated by Law No. 8 of 1999, an antithetical perspective unveils a complex
tapestry of challenges and discrepancies within the realm of healthcare consumer
protection. Despite the semblance of contentment exhibited by some consumers, there
exists a substantial cohort grappling with profound dissatisfactions and unmet expectations.
Morteover, while the legal framework ostensibly safeguards consumer rights, its efficacy is
often hindered by systemic loopholes and regulatory shortcomings, thereby necessitating a
critical examination of these contrasting facets (Munandar et al., 2023).
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Contrary to the prevailing notion of consumer satisfaction, a significant subset of
healthcare consumers experiences profound discontentment stemming from vatious
inadequacies within the healthcare system. These grievances span a spectrum of issues,
including substandard service quality, deficient communication channels, and inequitable
access to healthcare services. Such disparities underscore the inherent complexities within
the healthcare landscape, wherein disparities in socio-economic status and geographical
location engender divergent healthcare experiences, perpetuating systemic injustices and
exacerbating consumer dissatisfaction.

Furthermore, while Law No. 8 of 1999 ostensibly serves as a bulwark for consumer
protection within the healthcare domain, its practical implementation often falls short of its
intended objectives. Regulatory ambiguities, bureaucratic red tape, and inadequate
enforcement mechanisms impede the efficacy of the legal framework, leaving consumers
vulnerable to exploitation and neglect. Consequently, the purported shield of consumer
protection afforded by the legal apparatus remains porous, failing to adequately safeguard
consumers against egregious violations and systemic injustices prevalent within the
healthcare ecosystem (Gowasa et al., 2023).

In addition to the discordance between consumer satisfaction and dissatisfaction, an
antithesis emerges concerning the foundational principles underpinning consumer
protection within the healthcare sector. While the legal framework ostensibly positions
healthcare recipients as empowered consumers endowed with rights, prevailing power
differentials and asymmetries undermine the realization of these rights in practice.
Oftentimes, healthcare providers wield disproportionate influence and authority, relegating
consumers to passive recipients bereft of agency and autonomy. This incongruence
between legal rhetoric and lived realities underscores the inherent power imbalances
ingrained within the healthcare system, necessitating a paradigm shift towards a more
equitable and rights-based approach to consumer protection.

Moreover, the antithesis extends to the systemic disparities and structural inequities
perpetuated within the healthcare landscape, wherein marginalized communities bear the
brunt of systemic neglect and marginalization. Access barriers, exacerbated by socio-
economic disparities and geographical remoteness, engender profound inequities in
healthcare access and outcomes, thereby exacerbating vulnerabilities and exacerbating
disparities. Consequently, the putported universality of consumer protection within the
healthcare domain remains elusive, as marginalized communities continue to grapple with
systemic injustices and structural impediments hindering their access to quality healthcare
services.

The antithesis elucidates the multifaceted complexities inherent within the realm of
healthcare consumer protection, wherein disparities between consumer satisfaction and
dissatisfaction, regulatory shortcomings, and structural inequities converge to paint a
nuanced portrait of the prevailing challenges and discrepancies. Addressing these
antithetical dynamics necessitates a holistic and multi-dimensional approach encompassing
regulatory reform, structural interventions, and social empowerment initiatives aimed at
redressing systemic injustices and fostering a more equitable and rights-based healthcare
ecosystem.

5. Conclusion

Based on observations and interviews, it can be concluded that health care users in
community health centers experience variations in satisfaction, selection factors, quality of
service, problems faced, and consumer protection. First, satisfaction, most respondents
were satisfied with the friendly and efficient service but complained of lack of information
and slow administrative processes. Second, the main factors in choosing a health center are
location, quality of service, and reputation. Third, quality, variations in assessment of service
quality include medical staff competence, waiting times, and coordination levels. Problems
include excessively long waiting times, lack of clear information, and lack of
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communication between medical staff and administration. F#f#h, consumer protection is also
a concern, especially related to access to patient rights information and the fulfillment of
these rights.

References

Aburayya, A., Alshurideh, M., Albgaeen, A., Alawadhi, D., & Al A’yadeh, 1. (2020). An investigation
of factors affecting patients waiting time in primary health care centers: An assessment study
in Dubai. Management Stcience Letters, 10(0), 1265-1276.
https://doi.otg/10.5267/j.msl.2019.11.031

Alossta, A., Elmansouri, O., & Badi, I. (2021). Resolving a location selection problem by means of
an integrated AHP-RAFSI approach. Reporss in Mechanical Engineering, 2(1), 135-142.
https://doi.org/10.31181/rme200102135a

Arif, M. R., & Djajaputera, G. (2022). Protection of Consumer Rights on Go-Send Services for
Goods That Do Not Understand Based on Law Number 8 of 1999 Concerning Consumer
Protection (Example Case Between Gojek Drivers With Consumers in 2019). Proceedings of the

3rd Tarumanagara International Conference on the Applications of Social Sciences and Humanities
(TICASH 2021), 655, 884-892. https://doi.otg/10.2991/assehr.k.220404.141

Friadi, J., Yani, D. P., Zaid, M., Sikumbang, A., & Artikel, R. (2023). Perancangan Pemodelan
Unified Modeling Language Sistem Antrian Online Kunjungan Pasien Rawat Jalan pada
Puskesmas (Designing the Unified Modeling Language Modeling System for Online Queuing
Outpatient Visits at the Health Center). Jurnal Ilmn Siber Dan Teknologi Digital, 1(2), 125-133.
https://doi.otg/10.35912/JISTED.V112.2298

Gowasa, Y., Daeli, J., Marbun, J., & Devi, R. S. (2023). Perlindungan Konsumen Terhadap
Beredarnya Obat Obatan Ilegal. Jurnal Rectum: Tinjanan Yuridis Penanganan Tindak Pidana, 5(1),
750-765. https://doi.org/10.46930/jurnalrectum.v5i1.2813

Graham, A. K, Lattie, E. G., Powell, B. J., Lyon, A. R., Smith, J. D., Schueller, S. M., Stadnick, N.
A., Brown, C. H., & Mohr, D. C. (2020). Implementation strategies for digital mental health
interventions in  health care settings. American  Psychologist,  75(8), 1080-1092.
https://doi.org/10.1037/amp0000686

Hapsari, S. S. P., & Sanjaya, U. H. (2023). Enforcement Of Article 4 Letter (a) Of Law No. 8 Of
1999 Concering Consumer Protection Related to The Rights to Comfort in IndiHome Wifi
Consumets Due to. Borobudur Law Review, 5(2), 79-89. https://doi.org/10.31603/burrev.7314

Kringos, D., Carinci, F., Barbazza, E., Bos, V., Gilmore, K., Groene, O., Gulacsi, L., Ivankovic, D.,
Jansen, T., Johnsen, S. P., De Lusignan, S., Mainz, J., Nuti, S., Klazinga, N., Baji, P., Brito
Fernandes, O., Kara, P., Larrain, N., Meza, B., ... Yang, Y. (2020). Managing COVID-19
within and across health systems: Why we need performance intelligence to coordinate a
global response. Health Research Policy and  Systems, 718(80), 1-8.
https://doi.otg/10.1186/s12961-020-00593-x

Kusuma, F. W. (2023). The Effect of Financial Services Authority Regulatory Implementation
Concerning Financial Consumer Protection on Banking Financial Performance. Eduvest -

Journal of Universal Studies, 3(7), 1289-1302. https://doi.org/10.59188/eduvest.v3i7.845

Munandar, M. A., Kartiningrum, E. D., & Mahmudah, R. L. (2023). Analisis Kualitas Pelayanan
Pemeriksaan Rt-Pcr Terhadap Kepuasan Pasien Di Updt Laboratorium Kesehatan Daerah
Kabupaten Mojokerto. Hospital Majapahit (Jurnal 1lmiah Kesehatan Politeknik Kesehatan Majapabit
Mojokerto), 15(2), 222-234. https://doi.org/10.55316/hm.v15i2.966

Mursalat, M. H., Fakhriah, E. L., & Handayani, T. (2022). Problematika Yuridis Dan Prinsip
Perlindungan Hukum Dalam Pelayanan Kesehatan Jarak Jauh Menggunakan Teknologi
Informasi Dan  Komunikasi.  Jurnal  Poros  Hukum  Padjadjaran,  4(1), 94-111.
https://doi.otg/10.23920/jphp.v4i1.986

Nguyen, M., Waller, M., Pandya, A., & Portnoy, J. (2020). A Review of Patient and Provider
Satisfaction with Telemedicine. In Current Allergy and Asthma Reports (Vol. 20, Issue 72, pp. 1-
7). Springer. https://doi.org/10.1007/s11882-020-00969-7

@ G) @ This open access article is distributed under a Creative Commons Attribution (CC-BY-NC) 4.0 182
license.



Prayuti, et.al., ARRUS Journal of Social Sciences and Humanities, Vol. 4, No. 2 (2024)
https://doi.org/10.35877/soshum2500

ISSN: 2776-7930 (Print) / 2807-3010 (Online)

Pohan, S., Tobing, Y. P. L., & Mazuda, A. (2024). Tantangan Implementasi Good Governance
Melalui Peningkatan Kualitas Pelayanan Publik Di Indonesia. Jurnal Salome: Multidisipliner
Keilpman, 2(1), 22-35. https:/ /salome.joln.org/index.php/4/atticle/view/52

Prastyanti, R. A., Santoso, A. P. A., Saidah, S. E., Ngestiningrum, A. H., & Budiono, A. (2023).
Consumer Legal Protection for Patients and the Quality of Health Services in Hospitals. Open
Access Macedonian Journal of Medical Sciences, 11(E), 198-202.
https://doi.org/10.3889/0amjms.2023.8941

Putra, K. S., & Priyanti, G. A. P. N. (2021). Aspek Perlindungan Hukum Peredaran Obat Tanpa Izin
Edar Lembaga Berwenang Menurut Undang-Undang Nomor 8 Tahun 1999 Tentang
Perlindungan Konsumen. Jurnal Media Konunikasipendidikan Pancasila Dan Kewarganegaraan, 3(2),
77-90. https:/ /ejournal2.undiksha.ac.id/index.php/JMPPPKn/atticle/view /434

Rachmaniar, C. A. (2021). Perlindungan Konsumen Akibat Peredaran Produk Impor Tanpa Label
Halal Menurut Uu Nomor 8 Tahun 1999 Tentang Perlindungan Konsumen. A/ Qodiri: Jurnal
Pendidikan, Sosial Doan Keagamaan, 79(1), 380-396.
http://ejournal kopertais4.ot.id/ tapalkuda/index.php/qodiri/article/download /4304 /3082

Suhadi, E., & Fadilah, A. A. (2021). Penyelesaian Ganti Rugi Akibat Wanprestasi Perjanjian Jual Beli
Online Dikaitkan Dengan Pasal 19 Undang-Undang Nomor 8 Tahun 1999 Tentang
Perlindungan Konsumen. Jurnal Inovasi Penelitian, 2(7), 1967-1978.
https://doi.org/10.32493/1jih.v3i2.8094

Tapuria, A., Porat, T., Kalra, D., Dsouza, G., Xiaohui, S., & Curcin, V. (2021). Impact of patient
access to their electronic health record: systematic review. Informatics for Health and Social Care,
46(2), 192-204. https://doi.org/10.1080/17538157.2021.1879810

Waulandari, M., Sriwahyuni, S., & Gunawan, D. (2023). Quality Management Of Health Services On
Patient Satisfaction At Montella Private Hospital West Aceh District. Medalion Journal: Medical
Research, Nursing, Health and Midwife Participation, 42), 49—64.
https://doi.org/10.59733/medalion.v4i2.75

Zaid, A. A., Argawi, S. M., Mwais, R. M. A., Shobaki, M. J. Al, & Abu-Naser, S. S. (2020). The
Impact of Total Quality Management and Perceived Service Quality on Patient Satisfaction in
Healthcare: A Systematic Review. Erka, 62(3), 221-232.
https://doi.otg/10.1109/ASET53988.2022.9734872

@ G) @ This open access article is distributed under a Creative Commons Attribution (CC-BY-NC) 4.0 183
license.



