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ABSTRAK 

 

Industri event organizer di Indonesia berkembang pesat seiring meningkatnya kebutuhan 

akan pengalaman acara yang unik dan berkesan. Dewa Entertainment di Karawang 

mengandalkan strategi Word of Mouth (WOM) sebagai pendekatan pemasaran utama 

untuk meningkatkan kepercayaan dan loyalitas pelanggan. Namun, masih terdapat 

kesenjangan dalam pemahaman mengenai bagaimana pengalaman konsumen terbentuk 

melalui strategi ini.Penelitian ini bertujuan untuk mengeksplorasi pengalaman konsumen 

melalui penerapan strategi komunikasi pemasaran WOM pada Dewa Entertainment. 

Metode penelitian menggunakan pendekatan kualitatif dengan triangulasi data, melalui 

wawancara mendalam dengan lima informan, termasuk satu manajer pemasaran dan 

empat pelanggan yang memiliki pengalaman langsung. Hasil penelitian menunjukkan 

bahwa strategi WOM menciptakan pengalaman konsumen yang melibatkan lima dimensi 

utama, yaitu sense, feel, think, relate, dan act. Elemen layanan personalisasi, dekorasi 

kreatif, suasana nyaman, dan insentif berupa diskon atau cashback terbukti efektif dalam 

membangun hubungan emosional, meningkatkan kepuasan pelanggan, serta memperluas 

jaringan pelanggan melalui rekomendasi positif. Kesimpulan dari penelitian ini adalah 

bahwa strategi WOM memainkan peran kunci dalam membentuk pengalaman konsumen 

yang berkesan, meningkatkan loyalitas pelanggan, dan memperkuat citra Dewa 

Entertainment sebagai penyedia jasa event organizer terpercaya. Penelitian ini 

memberikan wawasan bagi pengembangan strategi pemasaran berbasis pengalaman pada 

industri jasa lainnya. 

 

Kata Kunci: Pengalaman Konsumen, Strategi Komunikasi Pemasaran, Word of mouth 

(WOM), Event Organizer, Dewa Entertainment. 
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ABSTRACT 

The event organizer industry in Indonesia has been growing rapidly in line with the 

increasing demand for unique and memorable event experiences. Dewa Entertainment, 

based in Karawang, relies on Word of Mouth (WOM) as its primary marketing strategy to 

enhance customer trust and loyalty. However, there remains a gap in understanding how 

consumer experiences are formed through this strategy. This study aims to explore 

consumer experiences through the implementation of WOM marketing communication 

strategies at Dewa Entertainment. The research employs a qualitative approach with data 

triangulation, involving in-depth interviews with five informants, including one marketing 

manager and four customers with direct experiences. The findings reveal that the WOM 

strategy creates consumer experiences encompassing five main dimensions: sense, feel, 

think, relate, and act. Personalized services, creative decorations, comfortable 

atmospheres, and incentives such as discounts or cashback have proven effective in 

building emotional connections, enhancing customer satisfaction, and expanding 

customer networks through positive recommendations. The conclusion of this study is that 

the WOM strategy plays a crucial role in shaping memorable consumer experiences, 

increasing customer loyalty, and strengthening Dewa Entertainment’s image as a trusted 

event organizer. This research provides insights for the development of experience-based 

marketing strategies in other service industries. 

 
Keyword: Consumer Experience, Marketing Communication Strategy, Word of mouth 

(WOM), Event Organizer, Dewa Entertainment. 


