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IMPLEMENTASI MANAJEMEN EVENT DALAM MENINGKATKAN
KEPUASAN PELANGGAN PADA STUDI EVENT REBRANDING
INDRIVE

MUFLIYANDI GALUH PRADANU
ABSTRAK

Perkembangan Event Organizer (EO) di era 4.0 dapat dikatakan cukup signifikan,
dimana antara satu dengan yang lain perkembangannya bersifat kompetitif. Oleh
karena itu, diperlukan strategi event management yang efektif agar meningkatkan
kepuasan pelanggan. Kepuasan pelanggan, adalah salah satu indikator penilaian
yang penting dalam menilai suatu event. Metodologi yang digunakan dalam
penelitian ini adalah kualitatif dengan pendekatan studi kasus. Objek penelitian
yang akan dianalisis adalah Sustaine Creative, merupakan perusahaan EO yang
biasa menangani corporate event, government event, serta music festival. Penelitian
ini berfokus dalam implementasi manajemen acara (event) pada peningkatan
kepuasan pelanggan di acara Rebranding Indrive. Penelitian menggunakan teori
event management oleh Goldblatt, dan kepuasan pelanggan oleh Kotler & Keller.
Hasil penelitian menunjukkan bahwa beberapa kategori dalam manajemen event
seperti riset, perencanaan, design, dan koordinasi. Namun, kategori evaluasi pada
bagian outcome yang belum memenuhi karena evaluasi yang dilakukan hanya
sebatas teknis pelaksanaannya saja, diharapkan evaluasi juga dapat mengukur
keberhasilan dari tujuan dilaksanakannya event tersebut. Selain itu, EO Sustaine
Creative belum memiliki spesifikasi event dalam kategori tertentu. Kemudian, dari
kepuasan pelanggan diperoleh kepuasan fungsional dan psikologikal telah
memenuhi ekspektasi dari pengguna.

Kata Kunci: manajemen event, kepuasan pelanggan, event rebranding
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IMPLEMENTATION OF EVENT MANAGEMENT IN IMPROVING
CUSTOMER SATISFACTION AT THE INDRIVE REBRANDING EVENT
STUDY

MUFLIYANDI GALUH PRADANU
ABSTRACT

The development of Event Organizers (EO) in the 4.0 era can be said to be quite
significant, where the developments are competitive between one another.
Therefore, an effective event management strategy is needed to increase customer
satisfaction. Customer satisfaction is one of the important assessment indicators in
assessing an event. This research uses a qualitative method with a case study
approach. The research object that will be analyzed is Sustaine Creative, an EO
company that usually handles corporate events, government events and music
festivals. This research focuses on implementing event management to increase
customer satisfaction at the Indrive rebranding event. The research uses event
management theory by Goldblatt, and customer satisfaction by Kotler & Keller.
The research results show that there are several categories in event management
such as research, planning, design, and coordination. However, the evaluation
category in the outcome section is not yet fulfilled because the evaluation carried
out is only limited to the technical implementation. It is hoped that the evaluation
can also measure the success of the objective of implementing the event. Apart from
that, EO Sustaine Creative does not yet have event specifications in certain
categories. Then, from customer satisfaction, functional and psychological
satisfaction is obtained which has met user expectations.

Keywords: event management, costumer satisfaction, rebranding event
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