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Abstract 

This study examines the role of empathy in enhancing customer satisfaction in the laundry 

service industry in Makassar City. Empathy is vital for building positive relationships by 

allowing service providers to better understand customers' feelings and needs. Through 

surveys and data analysis of laundry service users, the research identifies a significant 

correlation between high levels of empathy from providers and increased customer 

satisfaction. Key factors influencing empathy include employee training, interpersonal skills 

development, and an organizational culture that promotes empathy. The findings highlight 

the importance of empathy in a competitive market, offering insights for service management 

to improve customer experiences and foster loyalty through enhanced empathetic 

engagement. 
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INTRODUCTION 

In the service industry, customer satisfaction is a crucial factor in maintaining the 

sustainability and success of a business. One significant factor influencing customer 

satisfaction is the empathy demonstrated by service providers. The ability to understand and 

feel the emotions and needs of customers through empathy can create a stronger relationship 

between service providers and customers. 

Customer satisfaction is the degree to which customers' needs, desires, and 

expectations are met, potentially leading to repeat purchases or long-term loyalty. The 

importance of customer satisfaction for business operators lies in sustaining long-term 

business viability. Customer satisfaction serves as an indicator for companies to evaluate 

and make necessary changes to ensure that customers feel satisfied and not disadvantaged. 

If customers are dissatisfied, they are unlikely to return and may share their negative 

experiences with others. This can pose a significant threat to the sustainability of the 

business. Therefore, maintaining customer satisfaction is a priority for entrepreneurs to 

ensure the continuity and growth of their businesses. 

 

Empathy 

Empathy is the ability to understand and feel the emotions and needs of customers. In 

the context of service delivery, empathy involves the efforts of service providers to grasp the 

customer’s perspective, recognize their emotions, and provide attention and understanding 

regarding their needs. By demonstrating empathy, service providers can build closer 

relationships with customers, enhance communication, and deliver a more positive 

experience. 

According to Yanuar (2023), empathy is an emotional condition where a person can 

feel and understand the emotions experienced by others as if they are experiencing them 

themselves.  
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Customer Satisfaction 

Customer satisfaction is the result of customers’ perceptions of the quality and value 

of services provided by service providers. Customers who feel satisfied with the service are 

likely to have a positive perception, feel their needs have been met, and are more likely to 

become loyal customers. Customer satisfaction can be measured through various indicators, 

such as trust level, loyalty, and the intention to recommend the service to others. One strategy 

to enhance customer satisfaction is to implement product diversification. 

 

Service Industry 

Currently, the service industry is experiencing rapid growth in the era of globalization. 

According to Kotler and Keller (2016), this industry involves the production of intangible 

products that cannot be stored and entails direct interactions between service providers and 

consumers. The service industry has distinct characteristics that set it apart from 

manufacturing industries, where products are tangible and can be stored. 

Service quality is a crucial factor in the service industry, as noted by Kotler and Keller 

(2016). Service quality can be defined as the ability of a service to meet or exceed customer 

expectations. High service quality can enhance customer satisfaction and strengthen loyalty. 

Location is also a key factor in the service industry. As explained by Zeithaml and 

Bitner (2018), strategic locations can enhance customer accessibility to services. A strategic 

location can also improve brand image and strengthen customer loyalty. 

 

Benefits of Service 

According to Fitzsimmons and Fitzsimmons (2017), the benefits provided by services 

to consumers can enhance loyalty, strengthen company image, and increase financial gains. 

Through this research, it is hoped that relevant data and information regarding the role 

of empathy in influencing customer satisfaction in the laundry service industry can be 

collected.  

 

METHOD 

This research employs a qualitative approach to gain an in-depth understanding of 

the role of empathy in enhancing customer satisfaction within the laundry service industry. 

Through in-depth interviews with purposefully selected customers in Makassar City, the 

study focuses on their experiences and perceptions regarding the empathy demonstrated by 

service providers. The interviews aim to explore how empathy influences customer 

satisfaction levels. Data will be analyzed using thematic analysis to identify key themes and 

patterns, providing valuable insights that can help laundry service providers improve 

customer experiences by applying empathetic practices in their interactions. 

 

RESULTS AND DISCUSSION 

The analysis results indicate a significant relationship between high levels of 

empathy demonstrated by laundry service providers in Makassar City and increased 

customer satisfaction. These findings suggest that when customers perceive empathy from 

service providers, they tend to be more satisfied with the quality of service and the overall 

experience they receive. Empathy allows service providers to better understand and feel the 

emotions and needs of customers, enabling them to deliver better service that aligns with 

customer expectations. 
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Additionally, this research reveals the factors influencing the level of empathy shown 

by service providers. These factors include employee training, the development of 

interpersonal skills, and an organizational culture that promotes empathetic attitudes. 

Through training programs focused on empathy, employees can better understand the 

importance of recognizing and responding to customer feelings. Furthermore, developing 

interpersonal skills can help employees communicate more effectively and build more 

positive relationships with customers. An organizational culture that encourages empathetic 

behavior also fosters a supportive work environment for delivering empathetic service to 

customers. 

These findings have important implications for service management in the laundry service 

industry in Makassar City. In the face of increasingly tight competition, understanding the 

critical role of empathy in enhancing customer satisfaction is highly relevant. 

By improving the level of empathy demonstrated by laundry service providers, customers in 

Makassar City will feel more understood and valued. This will positively impact customer 

satisfaction, loyalty, and the likelihood of repeat usage of laundry services in the city. 

 

Discussion 

The findings of this study align with existing literature that highlights the importance 

of empathy in service industries and its positive impact on customer satisfaction. Research 

has consistently shown that empathy enhances customer relationships, leading to increased 

satisfaction and loyalty (Morrison & Heskett, 2016; Van Vaerenbergh & Orsingher, 2016). 

In the context of the laundry service industry in Makassar City, our results indicate that when 

service providers exhibit high levels of empathy, customers are more likely to perceive the 

service quality favorably and report higher overall satisfaction. 

Empathy in service delivery allows providers to connect emotionally with customers, 

which is crucial in understanding their needs and expectations (López-Mosquera et al., 

2017). This emotional connection not only fosters a sense of trust but also encourages 

customers to communicate their preferences and concerns, leading to improved service 

experiences (Pérez & Bosque, 2015). The findings from our research suggest that the 

empathetic behaviors of laundry service providers can significantly enhance customer 

perceptions, which is consistent with the service-dominant logic that emphasizes the co-

creation of value through customer-provider interactions (Vargo & Lusch, 2016). 

The factors influencing empathy levels among service providers identified in this 

study—employee training, interpersonal skills development, and a supportive organizational 

culture—are supported by previous research. Training programs that emphasize emotional 

intelligence and customer interaction skills have been shown to enhance service employees' 

ability to empathize with customers (Kirk & Swain, 2018). Additionally, fostering an 

organizational culture that prioritizes empathy can lead to a more engaged workforce, which 

translates to better customer service outcomes (Brunetto et al., 2019). 

Furthermore, the competitive nature of the laundry service industry in Makassar City 

underscores the necessity for service providers to differentiate themselves through 

exceptional customer experiences. As highlighted by recent studies, businesses that 

prioritize empathy and customer-centric approaches are better positioned to retain customers 

and achieve sustained profitability (Sweeney & Soutar, 2020). 

In conclusion, the role of empathy in enhancing customer satisfaction is critical, 

particularly in service-oriented industries like laundry services. By investing in employee 

training, developing interpersonal skills, and cultivating an empathetic organizational 
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culture, laundry service providers in Makassar can create a more satisfying customer 

experience, fostering loyalty and repeat business. 

 

CONCLUSION 

In conclusion, empathy plays a crucial role in enhancing customer satisfaction in the 

laundry service industry in Makassar City. The ability of service providers to understand and 

respond to the feelings and needs of customers fosters closer relationships and positive 

experiences. Research has demonstrated a strong correlation between high levels of empathy 

and improved customer satisfaction, highlighting the importance of employee training, 

interpersonal skills development, and an organizational culture that promotes empathetic 

behaviors. By prioritizing empathy, laundry service providers can create better 

communication, build customer loyalty, and differentiate themselves in a competitive 

market, ultimately leading to long-term success and customer retention. 
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