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ABSTRAK

Faridatul Munawaroh, 04020422029, “Analisis Strategi Word of
Mouth Marketing dalam Meningkatkan Kepercayaan Donatur Baru di
Lembaga Amil Zakat Nurul Hayat Surabaya”.

Penelitian ini bertujuan untuk menganalisis penerapan strategi
pemasaran dari mulut ke mulut (word of mouth marketing) dalam
membangun dan meningkatkan kepercayaan donatur baru di Lembaga
Amil Zakat (LAZ) Nurul Hayat Surabaya. Fokus utama penelitian ini
adalah bagaimana komunikasi interpersonal yang bersifat organik
dapat menjadi instrumen efektif dalam memperkuat kredibilitas
lembaga nirlaba di mata masyarakat.

Metode penelitian yang digunakan adalah pendekatan
kualitatif dengan jenis penelitian studi kasus. Data dikumpulkan
melalui teknik wawancara mendalam dengan informan serta observasi
dan dokumentasi. Analisis data dilakukan secara sistematis dengan
mengacu pada perspektif teori pemasaran dan nilai-nilai dalam
perspektif Islam.

Hasil penelitian menunjukkan bahwa LAZ Nurul Hayat
Surabaya mengimplementasikan strategi word of mouth dengan
mengidentifikasi pihak utama (falkers) yang mencakup koordinator
sukarelawan, | denatur. setia;, hingga karyawan |yang | memiliki
pemahaman produk (product knowledge) yang mendalam. Lembaga
menjaga ‘konsistensi informasi melalui penyediaan dokumentasi
penyaluran resmi di berbagai platform dan evaluasi rutin guna
meminimalkan distorsi pesan. Strategi ini terbukti efektif dalam
membangun kepercayaan jangka panjang dan loyalitas donatur
melalui rekomendasi personal yang dianggap lebih kredibel dibanding
iklan formal. Namun, lembaga tetap menghadapi sejumlah kendala,
seperti sulitnya mengukur dampak secara kuantitatif, risiko
penyebaran informasi negatif, serta ketergantungan pada inisiatif
sukarela donatur.

Kata Kunci: Word of Mouth Marketing, Kepercayaan Donatur
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ABSTRACT

Faridatul Munawaroh, 04020422029, “Analysis of Word-of-Mouth
Marketing Strategy in Increasing New Donor Trust at the Nurul Hayat
Amil Zakat Institution in Surabaya”.

This research aims to analyze the implementation of word-of-
mouth marketing strategies in building and increasing the trust of new
donors at the Nurul Hayat Amil Zakat Institution (LAZ) in Surabaya.
The primary focus of this study is how organic interpersonal
communication can serve as an effective instrument for strengthening
the credibility of non-profit organizations-in the eyes of the public.

The research method employed is a qualitative approach with
a case study research design. Data were collected through in-depth
interview techniques with informants, as well as observation and
documentation. Data analysis was conducted systematically, referring
to marketing theory perspectives and values within an Islamic
perspective.

The results indicate that LAZ Nurul Hayat Surabaya
implements a word-of-mouth strategy by identifying key "talkers,”
including volunteer coordinators, loyal donors, and employees with
extensive product knowledge. The institution maintains information
consistency by providing official distribution documentation across
various platforms and conducting routine evaluations to minimize
message distortion. This strategy has. proven effective in. building
long-term trust and donor loyalty through personal recommendations,
which are considered more credible than formal advertising. However,
the institution still faces several obstacles, such as the difficulty of
measuring impact quantitatively, the risk of spreading negative
information, and the dependence on voluntary donor initiatives.

Keywords: Word of Mouth Marketing, Donor Trust
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