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SUMMARY 
 
 
Effect of Customer Experience and Customer Value on Behavioral Intention 
in New Normal Adaptation Basic Immunization Services  during Covid-19 

Pandemic (Study In Surabaya City) 
dan vas 

The Immunization Program is one of the health programs affected during 

the COVID-19 Pandemic. The city of Surabaya as one of the cities that often 

becomes a red zone has a serious need for handling in an effort to prevent the 

transmission of COVID-19. This is related to the public health service policy which 

is identical to meeting and gathering of people, such as immunization services 

which are normally carried out at Posyandu. The city of Surabaya is the most 

populous city in East Java Province with a history of having the highest number of 

diphtheria cases in East Java in 2019 (East Java Provincial Health Office, 2019). 

Infectious diseases that can be prevented by immunization (PD3I) and still exist in 

East Java Province are diphtheria, pertussis, tetanus, hepatitis, and measles. 

UCI's achievements in Surabaya City reached the 100% target in 2019, but 

in 2020, the year of the Pandemic, it decreased to 97.35%. This UCI achievement 

is high, but it is not accompanied by the achievement of complete basic 

immunization which is 77.51% in 2020 which in the previous year has increased to 

98.06%. This has possible implications for the occurrence of various immunization 

service policies during the COVID-19 Pandemic. In 2020 Complete basic 

immunization achievement of 77.51% has not reached the minimum standard of 

80%. 

The experiences of mothers include physical setting and performance health 

service. Basic immunization services which include health services are very closely 

related to the assessment of customer experience to become the basis for customers 

to have behavioral intentions or intentions to use services again (repeat). Customer 

Value analysis is a study to see the comparison between the total benefits and the 

total costs of mothers of baby. Each respondent will be able to know the total 

customer benefit, total customer cost and customer value. The objectives of this 

study was to analyze the effect of customer experience and customer value on 

behavioral intention of basic immunization services to adapt to new habits during 

the COVID-19 Pandemic in the city of Surabaya. 

This study is an observational quantitative study with a cross sectional 

design and using an analytical approach. The primary data collected from August 

to October 2021. The data collection technique used online and offline 

questionnaires. The population is mothers who has baby ≤12 months which already 

get immunization in Puskesmas minimum once. The method of determining the 

sample uses simple random sampling and obtained 215 samples. The independent 

variables consist of mother's age, age of baby, number of children, education, 

employment status, history of delayed immunization, mother’s knowledge, attitude,

family support, reference, customer experience, and customer value. The dependent 

IR-PERPUSTAKAAN UNIVERSITAS AIRLANGGA

TESIS PENGARUH CUSTOMER EXPERIENCE... ANIS WULANDARI 



x

variable in this study is behavioral intention. Data analysis is based on frequency 

distribution, bivariate and multivariable tests to test relationship and influence. 

The results showed that the overall customer experience was in the positive 

category (score 2.9). The customer experience score consists of a positive category 

physical setting score (score 3.0) and a positive category performance (score 2.8). 

The highest customer experience score was in the Penta 1, Polio 2 immunization 

service group (score 3.1). The lowest average customer experience score was in 

respondents with babies who had received hepatitis B immunization services (score 

2.5). In the physical setting sub-variable, there are indicators that are still in the 

negative category of customer experience, namely hand hygiene obligations (score 

2.4). In the performance sub-variable with a negative category on the opportunity 

indicator to give advice (score 1.8) and the ease with which the Puskesmas to be 

contacted (score 1.9). There were 75,8% mothers had positive experience.  

Customer value of immunization services during the COVID-19 pandemic was 

include good category (85.6%) 

Factors from mothers that influence customer experience are the age of the 

baby (p-value 0.046) and baby care (p-value 0.018). Factors from mothers that 

influence customer value are baby care (p-value 0.000) and family support (p-value 

0.001). There is a simultaneous influence of customer experience and customer 

value on the mother's intention to continue bringing her baby immunized at the 

Puskesmas during the COVID-19 pandemic (behavioral intention) p-value 0.000. 

The conclusion is that there is an effect of customer experience and 

customer value on behavioral intention simultaneously. Good customer experience 

and customer value can encourage mothers to bring their babies back for 

immunization at the Puskesmas and also recommend Puskesmas for places to get 

complete basic immunization services during the COVID-19 pandemic. For this 

reason, the mother's experience can be improved regarding the ease of access and 

security of service schedules, registration services, vaccine stock information, to 

post-immunization complaints.
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RINGKASAN 
 

Pengaruh Customer Experience dan Customer Value Terhadap Behavioral 
Intention Pada Layanan Imunisasi dasar lengkap Adaptasi Kebiasaan Baru  

di Masa Pandemi Covid-19 
(Studi di Kota Surabaya)   

Program Imunisasi merupakan salah satu program kesehatan yang 

terdampak pada saat Pandemi COVID-19. Kota Surabaya sebagai salah satu kota 

yang sering menjadi zona merah memiliki kebutuhan penanganan serius dalam 

upaya pencegahan penularan COVID-19. Hal ini berhubungan dengan kebijakan 
layanan kesehatan masyarakat yang identik dengan bertemu dan berkumpulnya 

orang seperti pelayanan imunisasi yang pada masa normal dilakukan di Posyandu. 

Kota Surabaya merupakan kota terpadat di Provinsi Jawa Timur dengan riwayat 

memiliki jumlah kasus difteri tertinggi di Jawa Timur pada tahun 2019 (Dinas 

Kesehatan Provinsi Jawa Timur, 2019). Penyakit menular yang dapat dicegah 

dengan imunisasi (PD3I) dan masih ada di Provinsi Jawa Timur yakni penyakit 

difteri, pertusis, tetanus, hepatitis, dan campak. 

Capaian UCI di Kota Surabaya mencapai target 100% pada tahun 2019, 

namun pada tahun 2020 yakni tahun Pandemi mengalami penurunan menjadi 

97,35%. Capaian UCI ini termasuk tinggi, namun  tidak diiringi dengan capaian 

imunisasi dasar lengkap yang menjadi 77,51% di tahun 2020 yang pada tahun 

sebelumnya mengalami kenaikan menjadi 98,06%.  Hal ini memiliki kemungkinan 

implikasi dengan terjadinya berbagai kebijakan pelayanan imunisasi di masa 

Pandemi COVID-19. Pada tahun 2020 capaian Imunisasi dasar lengkap 

(Imundaskap) sebesar 77,51% belum mencapai standar minimal  80%.  

Pengalaman para ibu mencakup physical setting dan health service 
performance. Layanan imunisasi dasar lengkap yang termasuk layanan kesehatan 

sangat erat dengan penilaian atas pengalaman pelanggan untuk menjadi dasar 

pelanggan memiliki behavioural intention atau niatan untuk melanjutkan layanan 

imunisasi dasar di Puskesmas (behavioural intention). Analisis Customer Value 
menjadi hal yang diteliti untuk melihat perbandingan antara total manfaat dan total 

pengorbanan dari para ibu bayi . Masing-masing responden dapat diketahui total 
customer benefit, total customer cost dan skor customer value. Tujuan dari 

penelitian ini adalah menganalisis pengaruh customer experience dan customer 
value terhadap behavioural intention layanan imunisasi dasar lengkap adaptasi 

kebiasaan baru pada masa Pandemi COVID-19 di Kota Surabaya.

Penelitian ini merupakan penelitian observasional kuantitatif dengan 

rancang bangun cross sectional dan menggunakan pendekatan analitik.

Pengambilan data dilakukan pada bulan dilakukan pada bulan Agustus hingga 

Oktober 2021. Teknik pengumpulan data menggunakan kuesioner online dan 

offline. Populasi adalah ibu dengan bayi usia ≤12 bulan yang pernah membawa 

bayinya imunisasi ke Puskesmas minimal 1 kali. Metode penentuan sampel 

menggunakan simple random sampling dan diperoleh 215 sampel. Variabel 

independen terdiri dari umur ibu, umur bayi, jumlah anak, pendidikan, status 
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pekerjaan, riwayat penundaan imunisasi, pengasuhan bayi, dukungan keluarga, 

pengetahuan ibu, sikap ibu, sumber referensi informasi, customer experience, dan 

customer value, Variabel dependen dalam penelitian ini adalah behavioral 
intention, Analisis data berdasarkan distribusi frekuensi, uji bivariat dan 

multivariab1o untuk menguji hubungan dan pengaruh.  

Hasil penelitian menunjukkan customer experience secara keseluruhan 

dalam kategori positif (skor 2,9). Skor customer experience terdiri dari skor 

physical setting kategori positif (skor 3,0) dan performance kategori positif (skor 

2,8). Customer experience skor tertinggi pada kelompok layanan imunisasi Penta 

1, Polio 2 (skor 3,1). Rata-rata skor Customer Experience terendah berada pada 

responden dengan bayi yang sudah mendapatkan layanan imunisasi Hepatitis B 

(skor 2,5). Pada subvariabel physical setting terdapat indikator yang masih dalam 

customer experience kategori negatif yakni kewajiban handhygiene (skor 2,4). Pada 

subvariabel performance dengan kategori negatif pada indikator kesempatan 

memberikan saran (skor 1,8) dan kemudahan Puskesmas dihubungi (skor 1,9). 

Customer experience dalam kategori baik adalah 75,8%. Customer value layanan 

imunisasi di masa Pandemi COVID-19 berada dalam kategori baik (85,6%). 
Faktor ibu yang berpengaruh terhadap customer experience adalah umur bayi (p-

value 0,046) dan pengasuhan bayi (p-value 0,018). Faktor ibu yang berpengaruh terhadap 

customer value adalah pengasuhan bayi (p-value 0,000) dan dukungan keluarga (p-value 

0,001). Terdapat pengaruh customer experience dan customer value secara bersama 

terhadap niatan ibu untuk melanjutkan membawa bayinya imunisasi di Puskesmas selama 

masa pandemi COVID-19 (behavioural intention) p-value 0,000.  

Kesimpulan terdapat pengaruh customer experience  dan customer value 
terhadap behavioral intention secara bersama. Customer experience dan customer 
value yang baik dapat mendorong ibu untuk kembali membawa bayi nya imunisasi 

di Puskesmas dan turut merekomendasikan Puskesmas untuk tempat mendapatkan 

layanan imunisasi dasar lengkap selama masa Pandemi COVID-19. Untuk itu 

pengalaman ibu dapat ditingkatkan terkait kemudahan akses dan keamanan jadwal 

layanan, layanan pendaftaran, informasi stok vaksin, hingga pengaduan pasca 

imunisasi.  
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ABSTRACT 

Effect of Customer Experience and Customer Value on Behavioral Intention 
in New Normal Adaptation Basic Immunization Services  during Covid-19 

Pandemic (Study In Surabaya City) 

Basic Immunization Program is one of health programs affected during the 

COVID-19 Pandemic. UCI's achievements in Surabaya City reached the 100% 

target in 2019, but decreased to 97.35% in 2020. This high UCI was is not 

accompanied by complete basic immunization 77.51% in 2020 which lower than 

previous year reached 98.06%. This has possible implications for the occurrence of 

various immunization service policies during the COVID-19 Pandemic. In 2020 

complete basic immunization reached 77.51% has not reached the minimum 

standard of 80%. The objectives of this study was to analyze the effect of customer 

experience and customer value on behavioral intention of basic immunization 

services to adapt to new habits during the COVID-19 Pandemic in the city of 

Surabaya. 

The results showed that the overall customer experience was in the positive 

category (score 2.9). Customer value for immunization services during the COVID-

19 pandemic was in the good category (85.6%). Maternal factors that influence 

customer experience are the age of the baby (p-value 0.046) and baby care (p-value 

0.018). Maternal factors that influence customer value are baby care (p-value 0.000) 

and family support (p-value 0.001). There is a simultaneous influence of customer 

experience and customer value on the mother's intention to continue bringing her 

baby immunized at the Puskesmas during the COVID-19 pandemic (behavioral 

intention) p-value 0.000. 

The conclusion is that there is influence of customer experience and 

customer value simultaneously on behavioral intention. Good customer experience 

and customer value can encourage mothers to bring their babies back for 

immunization at the Puskesmas and also recommend Puskesmas for places to get 

complete basic immunization services during the COVID-19 pandemic. For this 

reason, the mother's experience can be improved regarding the ease of access and 

security of service schedules, registration services, vaccine stock information, to 

post-immunization complaints. 

Keywords : complete basic immunization, behavioral intention, customer 
experience, customer value, Pandemic COVID-19. 
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ABSTRAK 

Pengaruh Customer Experience dan Customer Value Terhadap Behavioral 
Intention Pada Layanan Imunisasi dasar lengkap Adaptasi Kebiasaan Baru  

di Masa Pandemi Covid-19 
(Studi di Kota Surabaya)   

Program Imunisasi merupaskan salah satu program kesehatan yang 

terdampak pada saat Pandemi COVID-19. Capaian UCI di Kota Surabaya mencapai 

target 100% pada tahun 2019, namun mengalami penurunan pada tahun 2020 

menjadi 97,35%. Capaian UCI yang tinggi, namun  tidak diiringi dengan capaian 

imunisasi dasar lengkap yang menjadi 77,51% di tahun 2020 yang pada tahun 

sebelumnya mengalami kenaikan menjadi 98,06%.  Hal ini memiliki kemungkinan 

implikasi dengan terjadinya berbagai kebijakan pelayanan imunisasi di masa 

Pandemi COVID-19. Pada tahun 2020 capaian Imunisasi dasar lengkap 

(Imundaskap) sebesar 77,51% belum mencapai standar minimal  80%. Tujuan dari 

penelitian ini adalah menganalisis pengaruh customer experience dan customer 
value terhadap behavioural intention layanan imunisasi dasar lengkap adaptasi 

kebiasaan baru pada masa Pandemi COVID-19 di Kota Surabaya.

Hasil penelitian menunjukkan customer experience secara keseluruhan 

dalam kategori positif (skor 2,9). Customer value layanan imunisasi di masa 

Pandemi COVID-19 berada dalam kategori baik (85,6%). Faktor ibu yang 

berpengaruh terhadap customer experience adalah umur bayi (p-value 0,046) dan 

pengasuhan bayi (p-value 0,018). Faktor ibu yang berpengaruh terhadap customer value 
adalah pengasuhan bayi (p-value 0,000) dan dukungan keluarga (p-value 0,001). Terdapat 

pengaruh customer experience dan customer value secara simultan terhadap niatan ibu 

untuk melanjutkan membawa bayinya imunisasi di Puskesmas selama masa pandemi 

COVID-19 (behavioural intention) p-value 0,000.  

Kesimpulan terdapat pengaruh customer experience  dan customer 
valuesecara simultan terhadap behavioral intention. Customer experience dan 

customer value yang baik dapat mendorong ibu untuk kembali membawa bayi nya 

imunisasi di Puskesmas dan turut merekomendasikan Puskesmas untuk tempat 

mendapatkan layanan imunisasi dasar lengkap selama masa Pandemi COVID-19. 

Untuk itu pengalaman ibu dapat ditingkatkan terkait kemudahan akses dan 

keamanan jadwal layanan, layanan pendaftaran, informasi stok vaksin, hingga 

pengaduan pasca imunisasi.

Kata kunci : imunisasi dasar, behavioral intention, customer experience, customer 
value, Pandemi COVID-19. 
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