
89 

 

 

 

DAFTAR PUSTAKA 

 

Aftab, F., Bazai, S. U., Marjan, S., Baloch, L., Aslam, S., Amphawan, A., & 

Neo, T. K. (2023). A Comprehensive Survey on Sentiment Analysis 

Techniques. International Journal of Technology, 14(6), 1288–1298. 

https://doi.org/10.14716/ijtech.v14i6.6632 

Alanazi, M. S. M., Jenkins, K., & Li, J. (2024). Predicting passengers’ 

feedback rate for airport service quality. Transportation Research 

Interdisciplinary Perspectives, 24. 

https://doi.org/10.1016/j.trip.2024.101046 

Atiya, A. S., Raghad, H. A., & Kashcool, A. S. (2019). Transformation of the 

nature of terrorism in the conditions of glocal social space: Political, legal, 

economic and communication aspects. Economic Annals-XXI, 178(7), 4–

16. https://doi.org/10.21003/ea 

Badan Pusat Statistik. (2020). Jumlah Rumah Sakit Umum, Rumah Sakit 

Khusus, Puskesmas, Klinik Pratama, dan Posyandu Menurut Provinsi, 

2020. Badan Pusat Statistik. 

Badan Pusat Statistik Provinsi Jawa Tengah. (2024, April 26). Master Wilayah 

Provinsi Jawa Tengah 2023. BPS Provinsi Jawa Tengah. 

Basuki, A., Cahyani, A., Pratama, R., Findiastuti, W., Umam, F., & Salimah, 

S. F. (2022). Online User Reviews Investigation Towards Madura Island 

Tourism using Latent Semantic Analysis. Proceeding - IEEE 8th 

Information Technology International Seminar, ITIS 2022, 263–267. 

https://doi.org/10.1109/ITIS57155.2022.10010297 

Beck, D., Teixeira, M., & Ferasso, M. (2025). From commute to contentment: 

Evaluating service quality in Lisbon’s rapid transit system through non-

solicited user feedback. Case Studies on Transport Policy, 20. 

https://doi.org/10.1016/j.cstp.2025.101460 

Bhukya, B., Sheshikala, M., & Bhukya, B. (2023). NLP Based Topic Modeling 

for Healthcare: Analyzing Patient Reviews to Improve Quality of Care 

and Access to Services. Proceedings of the 2023 International 

Identifikasi Peluang Pengembangan Layanan Jaminan Kesehatan Nasional Berdasarkan Ulasan
Google Maps
Pada Kantor BPJS Kesehatan
Larasati Kinanti, Ir. Subagyo, Ph.D., IPU., ASEAN Eng
Universitas Gadjah Mada, 2025 | Diunduh dari http://etd.repository.ugm.ac.id/



90 

 

 

 

Conference on Emerging Techniques in Computational Intelligence, 

ICETCI 2023, 7–12. 

https://doi.org/10.1109/ICETCI58599.2023.10330957 

Blei, D. M., Ng, A. Y., & Jordan, M. I. (2003). Latent Dirichlet Allocation. 

Journal of Machine Learning Research, 3, 993–1022. 

Bolívar, M. P. R., Navarro Galera, A., Alcaide Muñoz, L., & López Subirés, 

M. D. (2016). Risk Factors and Drivers of Financial Sustainability in 

Local Government: An Empirical Study. Local Government Studies, 

42(1), 29–51. https://doi.org/10.1080/03003930.2015.1061506 

Borrego, A., & Navarra, M. C. (2021). What users say about public libraries: 

an analysis of Google Maps reviews. Online Information Review. 

https://doi.org/10.1108/OIR-09-2019-0291 

BPJS Kesehatan Efektifkan Layanan Kepesertaan. (2024, September 2). 

Tempo.Co. 

Chehal, D., Gupta, P., & Gulati, P. (2021). Implementation and comparison of 

topic modeling techniques based on user reviews in e-commerce 

recommendations. In Journal of Ambient Intelligence and Humanized 

Computing (Vol. 12, Issue 5, pp. 5055–5070). Springer Science and 

Business Media Deutschland GmbH. https://doi.org/10.1007/s12652-

020-01956-6 

Chen, C. C., & Chang, C. C. (2024). Evaluating Public Library Services in 

Taiwan through User-Generated Content: Analyzing Google Maps 

Reviews. Electronics (Switzerland), 13(12). 

https://doi.org/10.3390/electronics13122393 

Dikiyanti, T. D., Rukmi, A. M., & Irawan, M. I. (2021). Sentiment analysis 

and topic modeling of BPJS Kesehatan based on twitter crawling data 

using Indonesian Sentiment Lexicon and Latent Dirichlet Allocation 

algorithm. Journal of Physics: Conference Series, 1821(1). 

https://doi.org/10.1088/1742-6596/1821/1/012054 

DJSN. (2025). Sistem Monitoring dan Evaluasi Jaminan Sosial - Sismonev 

DJSN | Kesehatan. Dewan Jaminan Sosial Nasional (DJSN). 

Identifikasi Peluang Pengembangan Layanan Jaminan Kesehatan Nasional Berdasarkan Ulasan
Google Maps
Pada Kantor BPJS Kesehatan
Larasati Kinanti, Ir. Subagyo, Ph.D., IPU., ASEAN Eng
Universitas Gadjah Mada, 2025 | Diunduh dari http://etd.repository.ugm.ac.id/



91 

 

 

 

Elverum, C. W., Dalsgaard, H. V., & Welo, T. (2015). Continuous 

improvement of technical systems using Design for X. 10th System of 

Systems Engineering Conference (SoSE). 

Hussain, A., Shafiq, A., Awan, M. U., & Hashmi, J. I. (2025). A text mining 

study of online reviews to understand intercity bus service quality. 

Transport Policy, 162, 325–335. 

https://doi.org/10.1016/j.tranpol.2024.12.002 

Hutto, C. J., & Gilbert, E. (2014). VADER: A Parsimonious Rule-based Model 

for Sentiment Analysis of Social Media Text. Proceedings of the 

International AAAI Conference on Web and Social Media, 216–225. 

https://doi.org/https://doi.org/10.1609/icwsm.v8i1.14550 

Iheanachor, N., Umukoro, I. O., & David-West, O. (2021). The role of product 

development practices on new product performance: Evidence from 

Nigeria’s financial services providers. Technological Forecasting and 

Social Change, 164. https://doi.org/10.1016/j.techfore.2020.120470 

Jelodar, H., Wang, Y., Yuan, C., Feng, X., Jiang, X., Li, Y., & Zhao, L. (2019). 

Latent Dirichlet allocation (LDA) and topic modeling: models, 

applications, a survey. Multimedia Tools and Applications, 78(11), 

15169–15211. https://doi.org/10.1007/s11042-018-6894-4 

Jeong, B., Yoon, J., & Lee, J. M. (2019). Social media mining for product 

planning: A product opportunity mining approach based on topic 

modeling and sentiment analysis. International Journal of Information 

Management, 48, 280–290. 

https://doi.org/10.1016/j.ijinfomgt.2017.09.009 

Jo, T. (2019). Studies in Big Data Series editor (J. Kacprzyk, Ed.; 45th ed.). 

Springer International Publishing AG. 

https://doi.org/https://doi.org/10.1007/978-3-319-91815-0 

Karaca, M. F. (2024). Effects of preprocessing on text classification in 

balanced and imbalanced datasets. KSII Transactions on Internet and 

Information Systems, 18(3), 591–609. 

https://doi.org/10.3837/tiis.2024.03.004 

Identifikasi Peluang Pengembangan Layanan Jaminan Kesehatan Nasional Berdasarkan Ulasan
Google Maps
Pada Kantor BPJS Kesehatan
Larasati Kinanti, Ir. Subagyo, Ph.D., IPU., ASEAN Eng
Universitas Gadjah Mada, 2025 | Diunduh dari http://etd.repository.ugm.ac.id/



92 

 

 

 

Khan, A. M., & Loan, F. A. (2022). Exploring the reviews of Google Maps to 

assess the user opinions about public libraries. Library Management, 

43(8–9), 601–615. https://doi.org/10.1108/LM-05-2022-0053 

Kharub, M., Kattekola, S., & Pendyala, S. K. (2022). 80/20 your organization 

using AHP for quantitative decision making. Materials Today: 

Proceedings, 56, 2437–2442. 

https://doi.org/10.1016/j.matpr.2021.08.229 

Ko, N., Jeong, B., Choi, S., & Yoon, J. (2017). Identifying Product 

Opportunities Using Social Media Mining: Application of Topic 

Modeling and Chance Discovery Theory. IEEE Access, 6, 1680–1693. 

https://doi.org/10.1109/ACCESS.2017.2780046 

Kompasiana. (2017). Aplikasi JKN Mobile Mempermudah Masyarakat 

Mengakses BPJS Kesehatan. Kompasiana. 

Kristanto, S. Purnama., Prasetyo, J. Adi., & Pramana, E. (2019). Naive Bayes 

Classifier on Twitter Sentiment Analysis BPJS of HEALTH. 2019 2nd 

International Conference of Computer and Informatics Engineering 

(IC2IE). https://doi.org/10.1109/IC2IE47452.2019.8940900 

Lee, K., & Yu, C. (2017). Monitoring Airport Service Quality: A 

Complementary Approach to Measure Perceived Service Quality using 

Online Reviews Completed Research Full Paper. In Assessing Airport 

Service Quality using Online Reviews Twenty-third Americas Conference 

on Information Systems. 

Lee, K., & Yu, C. (2018). Assessment of airport service quality: A 

complementary approach to measure perceived service quality based on 

Google reviews. Journal of Air Transport Management, 71, 28–44. 

https://doi.org/10.1016/j.jairtraman.2018.05.004 

Liao, X., Chen, G., Ku, B., Narula, R., & Duncan, J. (2019). Text Mining 

Methods Applied to Insurance Company Customer Calls: A Case Study. 

North American Actuarial Journal, 24(1), 153–163. 

https://doi.org/10.1080/10920277.2019.1649155 

Identifikasi Peluang Pengembangan Layanan Jaminan Kesehatan Nasional Berdasarkan Ulasan
Google Maps
Pada Kantor BPJS Kesehatan
Larasati Kinanti, Ir. Subagyo, Ph.D., IPU., ASEAN Eng
Universitas Gadjah Mada, 2025 | Diunduh dari http://etd.repository.ugm.ac.id/



93 

 

 

 

Mehrotra, R., Sanner, S., Buntine, W., & Xie, L. (2013). Improving LDA topic 

models for microblogs via tweet pooling and automatic labeling. SIGIR 

2013 - Proceedings of the 36th International ACM SIGIR Conference on 

Research and Development in Information Retrieval, 889–892. 

https://doi.org/10.1145/2484028.2484166 

Muhammad, A., Defit, S., & Nurcahyo, G. W. (2024). Determining Intent: 

Sentiment Analysis Based on the Classification of Indonesian Tourist 

Destination Review Texts. Journal of Advances in Information 

Technology, 15(10), 1106–1116. 

https://doi.org/10.12720/jait.15.10.1106-1116 

Nadee, W., Alhammad, M., Uppal, A., Ali, S., & Gulliver, S. R. (2015). Dual 

Semiosis Analysis Model Managing Customer-focused Service 

Innovation. International Joint Conference on Computer Science and 

Software Engineering (JCSSE). 

Nazaruddin, A. (2025). Enam kantor BPJS Kesehatan di Jateng-DIY buka 

layanan penuh di MPP. ANTARA News Jateng. 

Nurhasana, R., Hidayat, B., Pujiyanto, & Dartanto, T. (2018). A correlation of 

national health insurance self-enrolled member’s satisfaction on 

healthcare services with premium payment. Indian Journal of Public 

Health Research and Development, 9(8), 78–84. 

https://doi.org/10.5958/0976-5506.2018.00700.3 

Oldfisra, F. (2025). Tracking every rupiah: Indonesia’s bold step towards 

universal health coverage. World Health Organization. 

Osborne, S. P., Strokosch, K., & Radnor, Z. (2016). Co-Production and the 

Co-Creation of Value in Public Services. 

https://doi.org/https://doi.org/10.1080/14719037.2015.1111927 

Puga Ribeiro, Á. H., Reis Monteiro, P. R., & Luttembarck, L. (2019). The Use 

of the ‘Job to Be Done’ methodology to identify value co-creation 

opportunities in the context of the Service Dominant Logic. Brazilian 

Business Review, 16(1), 32–45. https://doi.org/10.15728/bbr.2019.16.1.3 

Pzydek, T. (2019). Breaking the Mold. 

Identifikasi Peluang Pengembangan Layanan Jaminan Kesehatan Nasional Berdasarkan Ulasan
Google Maps
Pada Kantor BPJS Kesehatan
Larasati Kinanti, Ir. Subagyo, Ph.D., IPU., ASEAN Eng
Universitas Gadjah Mada, 2025 | Diunduh dari http://etd.repository.ugm.ac.id/



94 

 

 

 

Quan, X., Kit, C., Ge, Y., & Pan, S. J. (2015). Short and Sparse Text Topic 

Modeling via Self-Aggregation. https://www.ijcai.org/Abstract/15/321 

Rasyada, Ihda., Setiowati, Yuliana., Barakbah, A., & Islami, M. T. F. Al. 

(2020, September 29). Sentiment Analysis of BPJS Kesehatan’s Services 

Based on Affective Models. 2020 International Electronics Symposium. 

https://doi.org/10.1109/IES50839.2020.9231940 

Ravula, P. (2023). Impact of delivery performance on online review ratings: 

the role of temporal distance of ratings. Journal of Marketing Analytics, 

11(2), 149–159. https://doi.org/10.1057/s41270-022-00168-5 

Schwarz, C. (2018). ldagibbs: A command for topic modeling in Stata using 

latent Dirichlet allocation. In The Stata Journal (Vol. 18, Issue 1). 

Shen, Y., Zhou, J., Pantelous, A. A., Liu, Y., & Zhang, Z. (2022). A voice of 

the customer real-time strategy: An integrated quality function 

deployment approach. Computers and Industrial Engineering, 169. 

https://doi.org/10.1016/j.cie.2022.108233 

Silva, C. C., Galster, M., & Gilson, F. (2021). Topic modeling in software 

engineering research. Empirical Software Engineering, 26(6). 

https://doi.org/10.1007/s10664-021-10026-0 

Sindhu, S., Kumar, S., & Noliya, A. (2023). A Review on Sentiment Analysis 

using Machine Learning. International Conference on Innovative Data 

Communication Technologies and Application, ICIDCA 2023 - 

Proceedings, 138–142. 

https://doi.org/10.1109/ICIDCA56705.2023.10099665 

Steyvers, M., & Griffiths, T. (2007). Probabilistic Topic Models. In Handbook 

of latent semantic analysis (pp. 424–440). 

Subires, M. D. L., Muñoz, L. A., Galera, A. N., & Bolívar, M. P. R. (2019). 

The influence of socio-demographic factors on financial sustainability of 

public services: A comparative analysis in regional governments and 

local governments. Sustainability (Switzerland), 11(21). 

https://doi.org/10.3390/su11216008 

Identifikasi Peluang Pengembangan Layanan Jaminan Kesehatan Nasional Berdasarkan Ulasan
Google Maps
Pada Kantor BPJS Kesehatan
Larasati Kinanti, Ir. Subagyo, Ph.D., IPU., ASEAN Eng
Universitas Gadjah Mada, 2025 | Diunduh dari http://etd.repository.ugm.ac.id/



95 

 

 

 

Sun, H., Guo, W., Shao, H., & Rong, B. (2020). Dynamical mining of ever-

changing user requirements: A product design and improvement 

perspective. Advanced Engineering Informatics, 46. 

https://doi.org/10.1016/j.aei.2020.101174 

Suryadi, D., & Imran, J. A. (2022). A Topic Modeling and Sentiment Analysis 

Approach for Benchmarking of Hotels Based on Online Reviews. 

Industrial Engineering and Management Systems, 21(4), 646–657. 

https://doi.org/10.7232/iems.2022.21.4.646 

Taboada, M. (2016). Sentiment Analysis: An Overview from Linguistics. 

Annual Review of Linguistics, 2, 325–347. 

https://doi.org/10.1146/annurev-linguistics-011415-040518 

Tarigan, S. F. N., & Dondo, M. L. (2021). Behavior Paying Premium to the 

Independent Participants in Healthcare Social Insurance Administration 

Office. Kemas, 17(1), 9–13. https://doi.org/10.15294/kemas.v17i1.23301 

Tymann, K. M., Lutz, M., Palsbröker, P., & Gips, C. (2019). GerVADER-A 

German adaptation of the VADER sentiment analysis tool for social 

media texts. In Lernen, Wissen, Daten, Analysen. https://www.fh-

bielefeld.de 

Ulwick, A. W. (2005). What Customer Want Using Outcome-Driven 

Innovation to Create Breakthrough Products and Services. The McGraw-

Hill Companies, Inc. https://doi.org/10.1036/0071408673 

Vayansky, I., & Kumar, S. A. P. (2020). A review of topic modeling methods. 

Information Systems, 94. https://doi.org/10.1016/j.is.2020.101582 

Wang, J., Lai, J. Y., & Lin, Y. H. (2023). Social media analytics for mining 

customer complaints to explore product opportunities. Computers and 

Industrial Engineering, 178. https://doi.org/10.1016/j.cie.2023.109104 

Wapres.co.id. (2024, August 8). Target 98 Persen UHC Tercapai di 2024, 

Wapres Apresiasi Sinergi BPJS Kesehatan dan Pemangku Kepentingan. 

Situs Web Resmi Wakil Presiden Republik Indonesia. 

Wheeler, J. M., Cohen, A. S., Xiong, J., Lee, J., & Choi, H. J. (2021). Sample 

Size for Latent Dirichlet Allocation of Constructed-Response Items. 

Identifikasi Peluang Pengembangan Layanan Jaminan Kesehatan Nasional Berdasarkan Ulasan
Google Maps
Pada Kantor BPJS Kesehatan
Larasati Kinanti, Ir. Subagyo, Ph.D., IPU., ASEAN Eng
Universitas Gadjah Mada, 2025 | Diunduh dari http://etd.repository.ugm.ac.id/



96 

 

 

 

Springer Proceedings in Mathematics and Statistics, 353, 263–273. 

https://doi.org/10.1007/978-3-030-74772-5_24 

Wijaya, T., Wiramijaya, F., & Christin, Y. (2023). Analisa Deskriptif Google 

Review Untuk Mengukur Kepuasan Peserta di Kantor Cabang Lingkup 

Kedeputian Wilayah XII. Jurnal Jaminan Kesehatan Nasional, 3(2), 11–

22. https://doi.org/10.53756/jjkn.v3i2.171 

Witell, L., Gebauer, H., Jaakkola, E., Hammedi, W., Patricio, L., & Perks, H. 

(2017). A bricolage perspective on service innovation. Journal of 

Business Research, 79, 290–298. 

https://doi.org/10.1016/j.jbusres.2017.03.021 

Zhang, J., & Piramuthu, S. (2018). Product recommendation with latent review 

topics. Information Systems Frontiers, 20(3), 617–625. 

https://doi.org/10.1007/s10796-016-9697-z 

Zhang, K., Lin, K. Y., Wang, J., Ma, Y., Li, H., Zhang, L., Liu, K., & Feng, L. 

(2023). UNISON framework for user requirement elicitation and 

classification of smart product-service system. Advanced Engineering 

Informatics, 57. https://doi.org/10.1016/j.aei.2023.101996 

  

  

Identifikasi Peluang Pengembangan Layanan Jaminan Kesehatan Nasional Berdasarkan Ulasan
Google Maps
Pada Kantor BPJS Kesehatan
Larasati Kinanti, Ir. Subagyo, Ph.D., IPU., ASEAN Eng
Universitas Gadjah Mada, 2025 | Diunduh dari http://etd.repository.ugm.ac.id/


