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Introduction

Digital technology has grown rapidly in recent decades, particularly in the healthcare sector.
Innovations in mobile health (mHealth) applications have changed service delivery by enabling easier and
more efficient access. In 2024, the Association of Indonesian Internet Service Providers (APJII) reported
that internet penetration in Indonesia reached 79.5% of the population (APJII, 2024). Smartphone
ownership has also increased, making Indonesia one of the largest mobile markets in Southeast Asia.
KlikDokter, launched in 2008 and acquired by PT Kalbe Farma Tbk in 2016, is one of the pioneers of
digital health transformation in Indonesia. It provides teleconsultation, e-prescriptions, and health
information. Despite its popularity, many users report dissatisfaction with its services. Compared to other
platforms such as Halodoc, Alodokter, and SATUSEHAT, research focusing specifically on KlikDokter is still
limited.

Previous studies using the End-User Computing Satisfaction (EUCS) model confirm that content
quality, accuracy, ease of use, and timeliness are major determinants of satisfaction (Doll & Torkzadeh,
1988; Astuti & Waluyo, 2022; Ghozali et al, 2023; Duplaga, 2022). However, most of these studies
examine other applications or different populations. There is a lack of peer-reviewed evidence addressing
KlikDokter in the Indonesian context.

This study therefore aims to evaluate user satisfaction with the KlikDokter application using the
EUCS framework, contributing evidence to improve digital health services in Indonesia.

Methods

This study employed a cross-sectional quantitative design. Data were collected through an online
questionnaire based on the EUCS framework and distributed via social media platforms (WhatsApp,
Instagram, X, and TikTok). The questionnaire included 28 indicators across six EUCS dimensions: content,
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accuracy, format, ease of use, timeliness, and user satisfaction. The instrument was adapted from Doll &
Torkzadeh (1988) and validated in Indonesian studies (Isnaini, 2022), with Cronbach’s alpha = 0.983.

The population consisted of all KlikDokter users in Indonesia (>1 million in 2024). The minimum
sample size was calculated using Slovin’s formula at a 5% margin of error, resulting in 385 respondents. A
total of 392 valid responses were collected, exceeding the minimum requirement. Inclusion criteria were
users aged 18 years or older who had used the KlikDokter app at least once and consented to participate.
Exclusion criteria included incomplete responses or age under 18 years. Purposive sampling was applied.
Data analysis included descriptive statistics and Spearman’s Rank correlation at a 95% confidence level.
Ethical approval was obtained from the Research Ethics Committee, Faculty of Health, Universitas Dian
Nuswantoro, No: 000123 /UDINUS/2025.

Results

The following is a table of respondent characteristics that describes the distribution of data to
represent respondents in filling out the questionnaire in Table 1.

Table 1. Distribution of Respondent Characteristics (n=392)

Respondent Characteristics () (%)
Gender

Male 184 46.9%
Female 208 53.1%
Age

18-25 216 55.1%
26-35 166 42.3%
36-50 10 2.6%
Education

Junior High School 1 0.3%
High School 113 28.8%
S1 261 66.6%
S2 17 4.3%
Occupation

Not Working 132 33.7%
Private Employee 191 48.7%
Public Servant 50 12.8%
Health Worker 19 4.8%
Place of Residence

Java Island 203 51.8%
Kalimantan Island 67 17.1%
Sulawesi Island 44 11.2%
Sumatra Island 69 17.6%
Papua Island 9 2.3%
Total 392 100%

The majority of respondents were female (53.1%), aged 18-25 years (55.1%), held a bachelor’s
degree (66.6%), and resided on Java Island (51.8%). Most participants were employed in the private
sector (48.7%).

Table 2. Frequency Distribution of Content, Accuracy, Format, Ease of Use, Timeliness Variables (n=392)

Content
No Content STS TS N S SS
n % n % n % n % n %
1  Aplikasi KlikDokter 28 71% 42 10,7% 1 03% 171 43,6% 150 383%
menyediakan konten informasi
yang sesuai dengan kebutuhan
saya.
2 Aplikasi KlikDokter 32 82% 38 97% 2 05% 157 40,1% 163 41,6%

memberikan informasi yang
lengkap kepada pengguna
3 Aplikasi KlikDokter 32 82% 37 94% 2 05% 154 393% 167 42.6%
memberikan hasil yang dapat
memenuhi kebutuhan saya
4 Aplikasi 37 94% 32 82% 1 03% 148 37.8 17 44.4%
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KlikDokter % 4
dapat

memberikan

manfaat bagi

keperluan

Kesehatan

saya.

Konten yang 31 79% 39 99% 5 13% 158 40.3 15 40.6%
terdapat % 9
didalam

aplikasi

KlikDokter

memiliki

kualitas yang

baik.

Proses 26 6.6% 43 11.0% 2 05% 167 42.6 15 39.3%
pengolahan % 4
informasi

aplikasi

KlikDokter

sudah sesuai

dengan sistem

yang berjalan.

Accuracy
Accuracy STS TS
N % n % % n % n %

=22

Aplikasi 25 64% 45 11.5% 0.3 164 41.8% 157 40.1%
KlikDokter %

menghasilkan

informasi yang

benar.

Informasi yang 32 82% 37 9.4% 1.5 174  444% 143 36.5%
diberikan %

KlikDokter

akurat dan

memberikan

informasi yang

konsisten.

Aplikasi 26 6.6% 44 11.2% 2 0.5 138 352% 182 46.4%
KlikDokter %

bekerja sesuai

dengan standar

yang telah di

tentukan.

Aplikasi 28 71% 42 10.7% 2 0.5 171  43.6% 149 38.0%
KlikDokter %

menghasilkan

informasi yang

dapat dipercaya.

(o)}

Format
Format STS TS N S SS
N % n % N % n % n %

S~

Aplikasi 28 7.1% 42 10.7% 1.0 157 401% 161 41.1%
KlikDokter %

memberikan

format

informasi yang

menarik bagi

saya.
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Aplikasi 33 84% 37 9.4% 1 0.3 163  41.6% 158 40.3%
KlikDokter %

memiliki format

informasi yang

sudah jelas.

Aplikasi 32 82% 38 9.7% 2 0.5 171  43.6% 149 38.0%
KlikDokter %

menampilkan

format

informasi yang

berkualitas

yang baik.

Aplikasi 27 69% 42 10.7% 2 0.5% 155 395% 166 42.3%
KlikDokter

dapat tampilan

yang mudah

dipahami.

Ease Of Use

Ease Of Use STS TS

N % N % % n % n %

ol = 4

Aplikasi 29 74% 41 10.5% 0.3 181 46.2% 140 35.7%
KlikDokter %

memiliki

sistem mudah

digunakan.

Penggunaan 25 6.4% 45 11.5% 2 0.5 152 388% 168 42.9%
menu dalam %

aplikasi

KlikDokter

mudah

dipahami.

Aplikasi 27 6.9% 43 11.0% 1 0.3 168  429% 153 39.0%
KlikDokter %

nyaman

digunakan

Aplikasi 31 79% 38 9.7% 2 0.6 178  45.4% 143 36.5%
KlikDokter %

dapat diakses

dengan mudah

Aplikasi 31 7.9% 37 9.4% 6 1.5 179  45.7% 139 35.5%
KlikDokter %

memberikan

kemudahan

dalam

berkonsultasi

dengan dokter.

Timeliness

Timeliness STS TS

N % n % % n % n %

SIZ(Z2

Aplikasi 31 79% 39 9.9% 1.0 172 43.9% 146 37.2%
KlikDokter %

menghasilkan

informasi

terkini

Aplikasi 30 7.7% 40 10.2% 1 0.3 165 42.1% 156 39.8%
KlikDokter %

memiliki

tingkat

kesiapan
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informasi yang
dapat
digunakan oleh
pengguna
dalam waktu
tertentu.

3 Aplikasi 31 79% 38 9.7% 2 0.5 173  441% 148 37.8%
KlikDokter %
memberikan
informasi yang
saya butuhkan
secara tepat
waktu.

4 Aplikasi 29 74% 41 10.5% 3 8% 190 48.5% 129 32.9%
KlikDokter
memberikan
bantuan
kepada
pengguna
apabila
mengalami
kendala secara
real time.

Table 3. Relationship between Content, Accuracy, Format, Ease of Use, Timeliness with User Satisfaction

(n=392)
Variabel R P
Content 0.630 0.000
Accuracy 0.634 0.000
Format 0.654 0.000
Ease of Use 0.725 0.000
Timeliness 0.609 0.000

Notes: Spearmen Correlation Test

Overall, users rated KlikDokter positively across all EUCS dimensions. Spearman correlation
analysis showed significant positive relationships between all EUCS variables and user satisfaction:
content (r = 0.630, p < 0.001), accuracy (r = 0.634, p < 0.001), format (r = 0.654, p < 0.001), ease of use (r =
0.725, p < 0.001), and timeliness (r = 0.609, p < 0.001). Among these, ease of use demonstrated the
strongest association with satisfaction, while timeliness was the lowest.

Discussion

This study found that all EUCS dimensions significantly influenced user satisfaction with
KlikDokter, consistent with findings from previous studies on other health applications (Astuti & Waluyo,
2022; Handasari et al., 2024). Ease of use emerged as the strongest predictor, highlighting the importance
of intuitive interfaces and accessible features in digital health adoption. The dominance of younger,
educated respondents (18-25 years) may explain this, as such users are highly familiar with technology
and have high expectations for usability.

Timeliness, although significant, showed the weakest relationship. This suggests that real-time
responsiveness, such as live chat with doctors or instant technical support, remains an area for
improvement. Similar findings have been reported in studies on Halodoc and SATUSEHAT, where delays
in consultation responses reduced satisfaction levels (Anggriani et al, 2023). Future development of
KlikDokter should focus on improving real-time interaction features to meet user expectations.

Limitations of this study include its reliance on online purposive sampling, which may bias results
toward younger and urban populations, particularly those living on Java. Additionally, the questionnaire
consisted of only positively worded items, potentially leading to response bias. These limitations should
be addressed in future research by using more representative sampling methods and balanced
measurement tools.

Conclussion
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The conclusion in this study is that there is a very significant relationship between the variables of

content, accuracy, format, timeliness, ease of use on user satisfaction of the KlikDokter application. The

KlikDokter application is recommended for conducting online consultation services. The findings of this

study contribute to factors related to user satisfaction with health applications. However, in terms of

timeliness, it is necessary to improve user assistance services in real time, through live chat features or
easily accessible customer service support.

References

Abrori, U, & Kisnu Darmawan, A. (2023). Evaluasi Kepuasan Pengguna Aplikasi M-Health Covid19
Satusehat: EUCS Dan Mobile Service Quality (M-S-QUAL). In JINTEKS (Vol. 5, Issue 4).

Alalwan, A. A, Dwivedi, Y. K., & Rana, N. P. (2017). Factors influencing adoption of mobile banking by
Jordanian bank customers: Extending UTAUT2 with trust. International Journal of Information
Management, 37(3). https://doi.org/10.1016/j.ijinfomgt.2017.01.002

Antika, W., & Merari Peranginang, ]. (2024). Evaluasi Penerapan Sistem Informasi Manajemen Rumah
Sakit Pada Instalasi Farmasi Rsud Cilacap Dengan Metode End User Computing Satisfaction (EUCS).
2,12-26. https://doi.org/10.59841/an-najat.v2i3.1421

APJII. (2024, February 7). Laporan Survei Pengguna Internet Indonesia 2024. Apjii.or.ld.
https://apjii.or.id/berita/d/apjii-jumlah-pengguna-internet-indonesia-tembus-221-juta-orang

Astuti, W, & Waluyo, R. (2022). Analisis Kepuasan Mahasiswa Terhadap Aplikasi Pedulilindungi
Menggunakan Metode EUCS. Jurnal Rekayasa Informasi, 11(1).

Badan Pusat Statistik. (2024, October 2). Persentase Penduduk yang Memiliki/Menguasai Telepon Seluler
Menurut Provinsi dan Klasifikasi Daerabh, 2021-2023. Bps.Go.Id.
https://www.bps.go.id/id /statistics-table/2 /Mzk1Izl=/persentase-penduduk-yang-memiliki-
menguasai-telepon-seluler-menurut-provinsi-dan-klasifikasi-daerah.html

Dhianya Nugroho, E., & Wulandari, R. (n.d.). Persepsi Kemudahan dan Persepsi Kemanfaatan: Kunci Sikap
Positif terhadap Aplikasi KlikDokter di Indonesia. Pendrikan Kidul, Kec. Semarang Tengah, 207,
50131. https://doi.org/10.33560/jmiki.v13i1.795

Doll, W. ]., Torkzadeh, G., & Management, S. (1988). The Measurement of End-User Computing Satisfaction
End-User Satisfaction The Measurement of End-User Computing Satisfaction. In Source: MIS
Quarterly (Vol. 12, Issue 2).

Ega Fahira Anggriani, Mutiah, N., & Febriyanto, F. (2023). Analisis Penerimaan Dan Kepuasan User
Aplikasi Peduli Lindungi Mempergunakan Metode UTAUT 2 Dan EUCS. JSil (Jurnal Sistem
Informasi), 10(1), 12-19. https://doi.org/10.30656/jsii.v10i1.6154

Forde. (2021). Dampak Digitalisasi untuk Pekerja. Forde.Co.ld. https://forde.co.id/id/dampak-
digitalisasi/

Ghozali, M. T., Satibi, S., & Forthwengel, G. (2023). The impact of mobile health applications on the
outcomes of patients with chronic kidney disease: a systematic review and meta-analysis. In
Journal of Medicine and Life (Vol. 16, Issue 9, pp. 1299-1309). Carol Davila University Press.
https://doi.org/10.25122 /jml-2023-0153

Hamrul, H. (2022). Implementasi Metode End User Computing Satisfaction untuk Mengukur Tingkat
Keefektifan dan Kepuasan Pengguna Sistem E-Learning. Journal of Computer and Information
System (J-CIS, 5(1). https://doi.org/10.31605 /jcis.v5il

Handasari, S. P.,, Wulandari, R., & Haikal. (2024). Evaluation of the Usability and User Experience of the
Jaminan Kesehatan Nasional Mobile Application in Indonesia. Healthcare Informatics Research,
30(4), 324-332. https://doi.org/10.4258/hir.2024.30.4.324

Isnaini, R. (2022). Analisis Kepuasan Pengguna Aplikasi Halodoc Di Masa Pandemi Dengan Menggunakan
Model End User Computing Satisfaction (Eucs).

Kementerian Kesehatan Republik Indonesia. (2024). Blueprint For Digital Health Transformation Strategy
Indonesia 2024.

Kirkhart, K. E. (2010). Book Review: Patton, Michael Quinn. (2008). Utilization-Focused Evaluation.
Thousand Oaks: SAGE. 688 pp., $78. ISBN 978-1-4129-5861-5. American Journal of Evaluation,
31(4), 588-596. https://doi.org/10.1177/1098214010373646

Mathews, S. C., McShea, M. |, Hanley, C. L., Ravitz, A., Labrique, A. B, & Cohen, A. B. (2019). Digital health: a
path to validation. In npj Digital Medicine (Vol. 2, Issue 1). Nature Publishing Group.
https://doi.org/10.1038/s41746-019-0111-3

Nugroho, Y., Putri, D. A, & Laksmi, S. (2012). Mapping the Landscape of the Media Industry in
Contemporary Indonesia. Report Series: Engaging Media, Empowering Society: Assessing Media
Policy and Governance in Indonesia through the Lens of Citizens’ Rights, March.

PressRelease.id. (2022, August 18). KlikDokter Tampil Wajah Baru & Luncurkan Gerakan JagaSehatmu
Menuju Indonesia Sehat. Pressrelease.Kontan.Co.ld.

58



Azrha Tafania Jia Agnie / The 5th Seminar and Workshop in Public Health Action (ISWOPHA) September 16, 2025

https://pressrelease.kontan.co.id/news/klikdokter-tampil-wajah-baru-luncurkan-gerakan-
jagasehatmu-menuju-indonesia-sehat

PT. Administrasi Medika. (2023, December 8). Launching Solusi Digital Komprehensif KlikDokter untuk
Asuransi & Korporasi mitra AdMedika. Admedika.Co.Id.
https://www.admedika.co.id/news/category/berita/launching-solusi-digital-komprehensif-
klikdokter-untuk-asuransi-korporasi-mitra-admedika

Riska Resty Wasita, R., Donny Susanto, A, Wayan Nurata, 1., Desita Suwari, Y., Made Juliarta Suputra, L., &
Luh Gede Syntha Pratiwi, N. (n.d.). Analisis Penggunaan Fitur I-Care JKN Terhadap Kepuasan Pasien
Jaminan Kesehatan Nasional Di Klinik Pratama Marga Ayu.

Venkatesh, V., Thong, J. Y. L., & Xu, X. (2012). Consumer acceptance and use of information technology:
Extending the unified theory of acceptance and use of technology. MIS Quarterly: Management
Information Systems, 36(1). https://doi.org/10.2307 /41410412

Widianawati, E., Kusumawati, N., Wulan, W. R., & Pantiawati, I. (2023). Usia, Pendidikan, dan Penggunaan
Aplikasi Kesehatan Berhubungan dengan Penerimaan Penggunaan Aplikasi Deteksi Penyakit
Kronis. Health Information : Jurnal Penelitian, 15(3). https://doi.org/10.36990/hijp.v15i3.1181

Woulandari, R., Pangarsa, E. A, Andono, P. N., Rachmani, E,, Sidiq, M., Setyowati, M., & Waluyo, D. E. (2022).
Evaluation of Usability and User Experience of Oncodoc ‘s M-Health Application for Early Detection
of Cancer. Asian Pacific Journal of Cancer Prevention, 23(12), 4169-4176.
https://doi.org/10.31557/APJCP.2022.23.12.4169

Wulandari, S., Rahmawita Munzir, M., Evrilyan Rozanda, N., Sistem Informasi, Z., dan Teknologi, S., Islam
Negeri Sultan Syarif Kasim Riau Jalan Soebrantas NoKm, U. H,, Baru, S., & Pekanbaru, K. (n.d.).
Pengaruh Kepuasan Pengguna Aplikasi Mobile Halodoc Menggunakan Metode End User Computing
Satisfaction (EUCS) dan DeLone and McLean Influence of User Satisfaction of the Halodoc Mobile
Application Using the End User Computing Satisfaction (EUCS) and DeLone and McLean methods.
http://sistemasi.ftik.unisi.ac.id

Zhang, X,, Yu, P, Yan, J., & Ton A M Spil, I. (2015). Using diffusion of innovation theory to understand the
factors impacting patient acceptance and use of consumer e-health innovations: A case study in a
primary care clinic Healthcare needs and demand. BMC Health Services Research, 15(1).
https://doi.org/10.1186/s12913-015-0726-2

Zhao, Y., Ni, Q., & Zhou, R. (2018). What factors influence the mobile health service adoption? A meta-
analysis and the moderating role of age. In International Journal of Information Management (Vol.
43). https://doi.org/10.1016/j.ijinfomgt.2017.08.006

Zulika Qismiatul Khomariyah, Husnul Khotimah, & S. Tauriana. (2024). Hubungan Kepuasan Tenaga
Kesehatan dalam Penggunaan Sistem Informasi Management Puskesmas (Simpus) di Puskesmas
Pakuniran Kecamatan Pakuniran Kabupaten Probolinggo. Sehat Rakyat: Jurnal Kesehatan
Masyarakat, 3(3), 165-173. https://doi.org/10.54259 /sehatrakyat.v3i3.3064

59



