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EKSPLORASI PERSEPSI IBU MUDA GENERASI Z TERHADAP LAYANAN SLB

DALAM KONTEKS KOMUNIKASI PEMASARAN JASA DI JABODETABEK

Desi Rani Puspita Sari

ABSTRAK

Rendahnya pemanfaatan layanan Sekolah Luar Biasa (SLB) di Jabodetabek disebabkan kesen-
jangan informasi akibat belum optimalnya komunikasi pemasaran jasa SLB dalam menjangkau
ibu muda Generasi Z, yaitu perempuan kelahiran 1997-2012 yang sudah menikah dan ber-
domisili di Jabodetabek, sebagai calon pengguna layanan. Penelitian ini bertujuan mengek-
splorasi bagaimana persepsi ibu muda Generasi Z terhadap SLB sebagai institusi pendidikan
khusus, bagaimana mereka mengeksplorasi dan memaknai informasi tentang layanan SLB me-
lalui komunikasi pemasaran jasa, serta bagaimana elemen bauran pemasaran jasa (7P) diper-
sepsikan. Pendekatan kualitatif dengan metode Interpretative Phenomenological Analysis
(IPA) digunakan terhadap 5 informan utama yang mewakili Jakarta, Bogor, Depok, Tangerang,
dan Bekasi secara purposive sampling, serta 1 informan pendukung guru SLB sebagai triangu-
lator. Temuan menunjukkan persepsi sebagian besar informan terbentuk melalui e-WOM yang
tidak terverifikasi akibat ketiadaan SLB di ekosistem digital, kecuali pada informan dengan
pengalaman keluarga langsung yang justru lebih mengutamakan sumber resmi. Sebagian besar
informan hanya mengasosiasikan SLB dengan down syndrome dan autis, asumsi biaya mahal
muncul pada informan tanpa paparan langsung meskipun sejumlah SLB telah menjadi sekolah
gratis, dan pengalaman langsung terbukti jauh lebih kuat membentuk persepsi yang utuh
dibanding paparan digital semata. Penelitian ini merupakan yang pertama mengkaji persepsi
ibu muda Gen Z sebagai prospective users layanan SLB dalam kerangka IMC di Indonesia,
sekaligus mengimplikasikan perlunya strategi IMC digital yang terstruktur bagi SLB di
Jabodetabek.

Kata Kunci: Persepsi Konsumen, Ibu Muda Generasi Z, Sekolah Luar Biasa, Komunikasi

Pemasaran Jasa, e-WOM, Interpretative Phenomenological Analysis
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EXPLORATION OF YOUNG MOTHERS OF GENERATION Z PERCEPTIONS
TOWARD SLB SERVICES IN THE CONTEXT OF SERVICE MARKETING
COMMUNICATION IN JABODETABEK

Desi Rani Puspita Sari

ABSTRACT

The low utilization of Special Needs Schools (SLB) services in Jabodetabek is caused
by an information gap resulting from the suboptimal service marketing communication of SLB
in reaching young mothers of Generation Z, defined as women born between 1997 and 2012,
already married, and residing in the Jabodetabek area, as prospective service users. This study
aims to explore how young Gen Z mothers perceive SLB as a special education institution,
how they explore and make sense of information about SLB services through service marketing
communication, and how the service marketing mix elements (7P) are perceived. A qualitative
approach using Interpretative Phenomenological Analysis (IPA) was applied to 5 main inform-
ants representing Jakarta, Bogor, Depok, Tangerang, and Bekasi selected through purposive
sampling, and 1 supporting informant, an SLB teacher, as a triangulator Findings reveal that
most informants' perceptions were predominantly shaped through unverified e-WOM due to
the absence of SLB in the digital ecosystem, except for the informant with direct family expe-
rience, who instead prioritized official sources. Most informants only associated SLB with
down syndrome and autism, assumptions of high costs emerged among informants without
direct exposure despite several SLB having become tuition-free schools, and direct experience
proved far more powerful in shaping a coherent perception than digital exposure alone. This
study is the first to examine young Gen Z mothers' perceptions as prospective users of SLB
services within an IMC framework in Indonesia, and implies the need for a structured digital
IMC strategy for SLB in Jabodetabek.

Keywords: Consumer Perception, Young Mothers Generation Z, Special Needs School, Ser-

vice Marketing Communication, e-WOM, Interpretative Phenomenological Analysis
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