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ANALISIS PROSES WORD OF MOUTH COMMUNICATION PADA
PERILAKU KONSUMEN
(STUDI KASUS ST22 CONSULTING)

Aulia Galuh Bagjamaghfira

ABSTRAK

Pesatnya kemajuan usaha bisnis tidak hanya mengoptimalkan penggunaan media
sosial saja, namun peran word of mouth dari pengguna atau konsumen juga turut
memiliki peran penting dalam proses meningkatkan brand awereness suatu usaha
bisnis tersebut, dimana akan memengaruhi perilaku konsumen untuk menggunakan
jasanya. Dalam penelitian ini peneliti tertarik dengan usaha bisnis konsultan ST22
yang merupakan salah satu konsultan yang menggunakan strategi WOM dalam
melakukan promosi jasa konsultasi mengenai sponsorship. Penelitian ini
menggunakan teori WOM yang berfokus pada enan elemen yakni talkers, topic,
tools, take a part, tracking, dan timing oleh Sernovitz. Metode penelitian
menggunakan studi kasus dengan pendekatan kualitatif. Hasil penelitian
menunjukkan bahwa dari keenam elemen proses WOM, tiga strategi dilakukan
oleh client yakni talkers, klien antusias dengan jasa yang dilakukan ST22
Consulting dalam konsul sponsorhip. Topics, mempersuasi calon klien dari klein
yang telah menggunakan jasa ST22 Consulting. Tools, calon klien menggunakan
media sosial Instagram untuk mengumpulkan informasi mengenai ST22
Consulting. Strategi selanjutnya dilakukan oleh ST22 Consulting yakni take a part,
mengontrol dengan cara melakukan komunikasi kepada pihak sponsor maupun
internal client. Tracking, media sosial sebagai media pendukung bagi ST22
Consulting untuk update informasi, control issue mengenai sponshorship. Timing,
ST22 Consulting melakukan posting sponsorhip melalui media sosial Instagramnya
secara berkala.

Kata Kunci: strategi WOM, perilaku konsumen, ST22 Consulting
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ANALYSIS WORD OF MOUTH COMMUNICATION PROCESS OF
CONSUMER BEHAVIOR
(CASE STUDY OF ST22 CONSULTING)

Aulia Galuh Bagjamaghfira

ABSTRACT

The rapid progress of business ventures not only optimizes the use of social media,
but the role of word of mouth from users or consumers also has an important role
in the process of increasing brand awareness of a business venture, which will
affect consumer behavior to use their services. In this study, researchers were
interested in the business of ST22 consulting which is one of the consultants who
used the WOM strategy in promoting consulting services regarding sponsorship.
This study uses the WOM theory that focuses on six elements namely talkers, topics,
tools, take apart, tracking, and timings by Sernovitz. The research method uses a
case study with a qualitative approach. The results showed that of the six elements
of the WOM process, three strategies were carried out by the client namely talkers,
the client was enthusiastic about the services performed by ST22 Consulting in the
sponsorship consul. Topics, persuading prospective clients from clients who have
used the services of ST22 Consulting. Tools, prospective clients use Instagram
social media to gather information about ST22 Consulting. The next strategy is
carried out by ST22 Consulting namely take apart, controlling by communicating
with the sponsor and internal client. Tracking, social media as supporting media
for ST22 Consulting to update information, control issues regarding sponsorship.
Timing, ST22 Consulting periodically posts sponsorship via social media.

Keywords: WOM strategy, consumer behavior, ST22 Consulting
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