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ABSTRAK

Ade Alfania Shelamarela, 04020421023, 2025. Analisis Strategi
Pelayanan Customer Care dalam Menjaga Loyalitas Donatur di
Dompet Dhuafa Jawa Timur.

Penelitian ini bertujuan untuk menganalisis strategi pelayanan
customer care dalam menjaga loyalitas donatur di Dompet Dhuafa
Jawa Timur, dengan fokus pada bentuk loyalitas donatur serta analisis
SWOT pelayanan customer care dalam menjaga loyalitas donatur.
Penelitian ini menggunakan metode kualitatif = dengan teknik
wawancara, observasi, dan studi dokumentasi sebagai sumber data
utama. Data dianalisis untuk mengeksplorasi penerapan elemen-
elemen pelayanan customer care serta dampaknya terhadap loyalitas
donatur. Hasil penelitian menunjukkan bahwa Dompet Dhuafa Jawa
Timur telah menerapkan strategi pelayanan customer care yang efektif
melalui beberapa strategi yaitu fasilitas fisik yang mendukung
kenyamanan donatur seperti kebersihan dan penataan kantor, sarana
pra sarana yang mendukung, ketepatan waktu dalam memberikan
pelayanan, merespon keluhan donatur dengan kemampuan problem
solving, kemampuan pegawai yang ramah dan sopan, transparansi
dalam pengelolaan dana: serta pendekatan personal melalui perhatian
yang diberikan kepada donatur; Penerapan strategi ini menciptakan
berbagai bentuk loyalitas donatur, seperti kepercayaan terhadap
lembaga, partisipasi aktif dalam program, komitmen jangka panjang,
dan rekomendasi kepada orang lain. Analisis SWOT menunjukkan
bahwa lembaga ini berada pada kuadran I, yang menandakan kondisi
strategis untuk memaksimalkan kekuatan dan peluang dalam
mempertahankan serta meningkatkan loyalitas donatur. Strategi
growth Dberbasis keunggulan lembaga dapat diterapkan untuk
memperluas dampak sosial dan meningkatkan keberlanjutan lembaga.

Kata kunci: Strategi pelayanan, Loyalitas Donatur, Dompet
Dhuafa Jawa Timur
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ABSTRACT

Ade Alfania Shelamarela, 04020421023, 2025. Analysis of Customer
Care Service Strategy in Maintaining Donor Loyalty in Dompet
Dhuafa, East Java.

This research aims to analyze customer care service strategies in
maintaining donor loyalty in Dompet Dhuafa, East Java, with a focus
on forms of donor loyalty as well as a SWOT analysis of customer care
services in maintaining donor loyalty. This research uses qualitative
methods with interview techniques, observation and documentation
studies as the main data sources. Data was analyzed to explore the
application of customer care service elements and their impact on
donor loyalty. The results of the research show that Dompet Dhuafa
East Java has implemented an effective customer care service strategy
through several strategies, namely physical facilities that support
donor comfort such as cleanliness and arrangement of the office,
supporting infrastructure, timeliness in providing services, responding
to donor complaints with problem solving capabilities. solving, the
ability of friendly and polite employees, transparency in fund
management and a personal approach through the attention given to
donors. Implementing this strategy creates various forms of donor
loyalty, such as trust in the institution;. active participation in the
program, long-term commitment, and,recommendations to others.
SWOT analysis shows that this institution is in Quadrant I, which
indicates strategic conditions to maximize strengths and opportunities
in maintaining and increasing donor loyalty. Growth strategies based
on institutional excellence can be implemented to expand social
impact and increase institutional sustainability.

Keywords: Service strategy, Donor Loyalty, Dompet Dhuafa East Java
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