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PERAN SERVICE MARKETING DALAM MENINGKATKAN 

KEPUASAN LAYANAN DI PT. AMALGAMATED  

CONSULTING INDONESIA 

Catherine Okta Budi Kartika 

 

ABSTRAK 

Perkembangan dunia bisnis di era globalisasi dan digitalisasi menuntut perusahaan 

jasa untuk terus berinovasi dalam meningkatkan kualitas layanan kepada 

pelanggan. Salah satu strategi utama yang menjadi fokus dalam industri jasa adalah 

pemasaran jasa (service marketing), yang berperan penting dalam membangun 

hubungan jangka panjang, menciptakan pengalaman pelanggan yang positif, serta 

meningkatkan kepuasan dan loyalitas pelanggan. Penelitian ini bertujuan untuk 

menganalisis peran service marketing dalam meningkatkan kepuasan layanan di 

PT. Amalgamated Consulting Indonesia, khususnya pada layanan perpajakan 

individu yang menuntut keakuratan, kecepatan, dan kepercayaan tinggi. Metode 

yang digunakan adalah pendekatan kualitatif melalui praktik magang, dengan 

mengaplikasikan teori pemasaran jasa dari Lovelock & Wirtz (2016) serta Kotler 

& Keller (2016), yang menekankan pentingnya dimensi kualitas layanan seperti 

keandalan, daya tanggap, jaminan, empati, dan bukti fisik. Hasil penelitian 

menunjukkan bahwa penerapan strategi service marketing di PT. Amalgamated 

Consulting Indonesia berhasil meningkatkan kepuasan dan loyalitas klien, terutama 

melalui pelayanan yang profesional, responsif, akurat, serta komunikasi yang 

konsisten dan transparan. Kesimpulan dari penelitian ini adalah bahwa service 

marketing memegang peranan vital dalam meningkatkan kepuasan layanan, dan 

penerapannya secara efektif dapat memperkuat hubungan jangka panjang antara 

perusahaan dan klien, sekaligus mempersiapkan perusahaan menghadapi tantangan 

profesional di masa depan. 

 

Kata kunci: service marketing, kepuasan layanan, kualitas layanan, perusahaan 

jasa, perpajakan 
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THE ROLE OF SERVICE MARKETING IN ENHANCING  

SERVICE SATISFACTION AT PT AMALGAMATED  

CONSULTING INDONESIA 

Catherine Okta Budi Kartika 

 

ABSTRACT 

The development of the business world in the era of globalization and digitalization 

requires service companies to continuously innovate in improving the quality of 

their services to customers. One of the main strategies that has become a focus in 

the service industry is service marketing, which plays an important role in building 

long-term relationships, creating positive customer experiences, and increasing 

customer satisfaction and loyalty. This study aims to analyze the role of service 

marketing in improving service satisfaction at PT. Amalgamated Consulting 

Indonesia, particularly in individual tax services that demand high levels of 

accuracy, speed, and trust. The method used is a qualitative approach through an 

internship program, applying service marketing theories from Lovelock & Wirtz 

(2016) and Kotler & Keller (2016), which emphasize the importance of service 

quality dimensions such as reliability, responsiveness, assurance, empathy, and 

tangibles. The results show that the implementation of service marketing strategies 

at PT. Amalgamated Consulting Indonesia has succeeded in increasing client 

satisfaction and loyalty, especially through professional, responsive, and accurate 

service as well as consistent and transparent communication. The conclusion of this 

study is that service marketing plays a vital role in improving service satisfaction, 

and its effective implementation can strengthen long-term relationships between the 

company and clients, while also preparing the company to face future professional 

challenges. 

Keywords: service marketing, service satisfaction, service quality, service 

company (or service firm), taxation (or tax services) 
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