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Abstract

This research aims to develop service innovation in the Markas Grafis business. through diversification of service types
to improve customer satisfaction. The subjects of the study consisted of 23 people, namely 20 customers and 3 internal
parties of Markas Grafis (Owner, Designer, and Visual Content Manager). This study uses the Substitute, Combine, Adapt,
Modify, Put to Another Use, Eliminate, Reverse (SCAMPER) method as the main approach in service development. The
research procedure includes customer needs analysis, new service design, diversification implementation, and
evaluation of its impact on customer satisfaction. Data were collected through interviews, Voice of Costumer (VOC), and
observation, which were analyzed thematically to identify changes before and after service development. The results of
the study showed that service diversification, such as social media management, vector design, and direct content
capture in the field, succeeded in improving service quality and customer satisfaction. This new service is able to meet
previously unmet customer needs, provide innovative solutions that are relevant to the demands of the digital era, and
open up opportunities to expand market coverage. This study emphasizes the importance of service diversification as a
strategic step in responding to the dynamics of customer needs. With continuous innovation, Markas Grafis can continue
to compete in the dynamic and competitive graphic design industry.
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1. Introduction

Graphic Design is a creative process that combines art and technology in communicating ideas (Dewojati, 2015). The
graphic design service industry continues to experience rapid growth, driven by the increasing needs of businesses and
individuals for strong, attractive, and relevant visual identities. Current economic activities are forced to adapt to
technological developments. The very rapid development of information and communication technology has occurred
in Indonesia today. The position of cash has changed due to technological advances in the payment system, which has
given rise to more effective and affordable non-cash payment options (Rakib et al., 2023). This need is not only limited
to traditional graphic design, but also extends to more comprehensive solutions, such as social media management,
branding strategies, and special designs for specific sectors such as automotive, health, and culinary. This change
presents both opportunities and challenges for industry players, including Markas Grafis, to remain relevant,
competitive, and able to meet increasingly complex customer needs. Improving the quality of human resources needs
to be handled by the government. Quality human resources are assets in the field of labor and experts who can transform
Indonesia into a competitive country compared to other countries, especially in the current era (Rakib, 2016).

Companies with competitive advantages can maintain their position because they have the ability to attract consumers.
Although SMEs face many obstacles such as lack of innovation resources, methodologies, and management skills, it is
clear that innovation remains popular among SMEs worldwide. Business Innovation and Competitive Advantage
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Innovation is a key factor in several aspects of business competition. Innovation allows companies to bring new or
improved products to the market before their competitors, thereby increasing their market share (Rakib, 2023).

The Influence of Creative Industries on the Local Economy The economic development of a region is an important pillar
for the implementation of the development process in all fields (Rakib et al., 2018). Markas Grafis as one of the players
in the graphic design industry faces a big challenge to continue to innovate in creating services that are not only visually
appealing but also have strategic value for customers. With increasing customer expectations and tight competition,
Markas Grafis needs to develop a new approach that is able to answer market needs while strengthening customer
loyalty.

This study aims to answer these needs by applying the SCAMPER method as a service innovation framework. The
SCAMPER method consisting of seven dimensions (Substitute, Combine, Adapt, Modify, Put to Another Use, Eliminate,
and Reverse) was chosen because of its ability to encourage creative thinking and innovative solutions. By using this
method, the study focuses on service diversification that includes social media management, vector design, to direct
content capture in the field.

The results of the application of this method are expected to not only help Markas Grafis provide more varied and
relevant services, but also improve the quality of teamwork, response to customer needs, and operational effectiveness.
This research is expected to provide practical contributions to Markas Grafis' efforts in improving service quality and
customer satisfaction, as well as being a reference for other graphic design industry players in facing similar challenges
in the digital era.

2. Literature review

2.1. Graphic design

The opinion of (Musmuliadi & Purmadi, 2019)states that graphic design is a form of visual communication using text or
images to convey information or messages as effectively as possible so that graphic design art can include cognitive
abilities and visual skills including typography, image processing and page layout because in graphic design, text is also
considered an image because it is the result of abstraction of symbols that can be sounded, like other types of design
graphic design can refer to the manufacturing process, the method of designing a product produced or the design
discipline used.

In graphic design, there are several important principles that must be considered to produce effective work. Simplicity
is the main key so that the message conveyed can be easily understood by the reader. In addition, visual balance is also
very important, where design elements must face each other and create a balanced impression. The principle of unity
is also no less important, because a design must have cohesion, consistency, and integrity that make the overall
composition feel harmonious. Emphasis is needed to draw the reader's attention to the part of the design that you want
to emphasize, so that the main message can be conveyed clearly. Finally, rhythm in graphic design includes the interval
of space or distance between objects, which serves to create a pleasing visual rhythm and guide the reader in
understanding the design as a whole.

2.2. Service Diversification Strategy

Diversification is an effort to synergize between the main business and the new business from diversification. through
business segments (Sumail, 2015). Diversification strategy is a strategy with the most complex implications because for
companies that diversify it will be a new experience, both in terms of its market and its products. (Lucius Hermawan,
2015), Every diversification decision will experience high business risk. The company must conduct research first. By
looking at the distribution aspect whether it has been running well or not because distribution plays an important role
in diversification. Another important factor is that every diversification product is indeed in demand by consumers
where the company must pay attention to its products in terms of quality. Before the diversification product enters the
market, a market test must be carried out first, so that it is understood whether the product is well received or not.

In a business context, diversification includes not only product development, but also services. Companies can expand
or diversify their services to achieve growth, take advantage of new opportunities, and reduce risk. Service
diversification can involve adding new services that did not previously exist, or developing existing services to be more
relevant to customer needs. In this way, companies can reach more customers, create more diverse revenue streams,
and improve their competitive position in the market. However, companies must ensure that such diversification is
aligned with their capabilities and market needs so as not to add operational complexity.
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2.3. Customer satisfaction

Customer satisfaction is a part related to the creation of customer value. Because the creation of customer satisfaction
means providing benefits to the company, namely, among others, the relationship between the company and its
customers becomes harmonious, provides a good foundation or creates customer satisfaction and forms a word of
mouth recommendation that is beneficial for the company, so that there is interest from customers to buy or use the

company's services (Sambodo Rio Sasongko, 2021). This is because this step can provide feedback and input for the
purposes of developing and implementing strategies to increase customer satisfaction. Customer satisfaction with
products and services is the main factor in deciding to buy a product (Sanusi, Widodo, et al., 2023). However, satisfaction
in buying a product cannot be separated from consumer behavior which is influenced by lifestyle (Sanusi, Tunjanan, et
al,, 2023). Customer satisfaction can be measured through four main methods, namely the first is the complaint and
suzgestion system.

3. Research methods

This study uses a qualitative-based development model with the SCAMPER approach as the main framework for service
innovation at Markas Grafis. The SCAMPER model was chosen because of its systematic and flexible nature in identifying
innovation opportunities and improving service quality. This method allows the implementation of service changes
based on seven dimensions designed to answer customer needs and expand market reach through diversification of
service types.

The research procedure begins with customer needs analysis through interviews, observations, and VOC. The next stage
is the design of new services, which includes the incorporation of innovative ideas by utilizing the SCAMPER framework.
After design, implementation is carried out by introducing service diversification to customers. The final step is
evaluation, where the effectiveness of new services is assessed based on customer feedback and analysis of changes in
customer satisfaction before and after development.

The focus of this study is to evaluate the level of customer satisfaction with the diversification of services implemented
at Markas Grafis, including new services such as Social Media Agency, vector design, and field content management. The
study also aims to understand how the SCAMPER approach can improve service quality, meet customer needs, and
strengthen their loyalty. The main indicators analyzed include customer experience, expectations, and their needs
before and after service development.

The research subjects consisted of 23 respondents, including 20 Markas Grafis customers as a representation of service
users and 3 internal parties of Markas Grafis, namely the owner, visual content manager, and graphic designer.
Respondents were selected purposively to obtain a comprehensive perspective on service quality, both from the
customer and business actors' perspectives. The research data sources consisted of primary and secondary data.
Primary data was obtained through interviews, VOCs filled in by customers, and direct observation during the research
process. Meanwhile, secondary data came from Markas Grafis internal documents, academic journals, and related
literature, which provided additional context to support thematic analysis.

Data collection techniques used include interviews with internal parties of Markas Grafis, VOC from customers, and
direct observation during the implementation of service diversification. Interviews were conducted to obtain
information about customer experiences, needs, and expectations. VOC was used to collect free responses from
customers regarding their satisfaction with the service before and after development. Observations were used to record
changes in work processes and interactions during service development.

Data analysis was conducted using a thematic approach to identify patterns, themes, and relationships in the data
obtained. Data from interviews and VOCs were analyzed through a coding process, where each response was
categorized based on key themes such as service quality, responsiveness to customer needs, and customer satisfaction.
The results of the thematic analysis provide insight into changes that occurred before and after service development,
thus providing a comprehensive picture of the effectiveness of the SCAMPER approach in improving service quality and
customer satisfaction.
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Diversifying services through the SCAMPER method has proven to be a very effective strategy in increasing
competitiveness and customer satisfaction. Through the application of the seven dimensions of SCAMPER, Markas Grafis
has succeeded in adding various new services, such as social media management, vector design, and direct content
capture in the field. This addition not only answers previously unmet customer needs, but also opens up new market
opportunities by reaching a wider customer segment, including business people from various sectors such as
automotive, health, and culinary. With this diversification, Markas Grafis is able to strengthen its business position
amidst increasingly tight competition in the graphic design industry.

4.1. Substitute

Substitate

Jenis layanan telah menjadi 2 yaitu desain grafis
dan Social Madia Agency, Target pasar berupa
UMEM, Mahasizwa,Organisasi dan Peruzahaan

Combine

Social Media Agency darn Markas Grafis kepada
vzaha Autoclean menjadi sam paket dengan
desain lozo

Adupt

Proses upload, Penjadwalan dan analisis hasil
konten di terapkan pada uzaha Unitylight

Modify

Beberapa jenis lavanan pada katepori yang sama
dan kategon baru telah ditambahkan

Putl lo another use

Beberapa usaha di sektor vang berbeda memiliki
fokuz desain yang berbeda

Eliminate

Drari hasil desain sudab tidak terdapat uneur
kontroversial dan vang menyalahi aturan desain

grafis

1111l

Reverse

Telah Membalikkan Metode komunikasi pesan
menjadi komunikasi berupa pesan dan telepon

Figure 1 Results of service development using the SCAMPER method

This stage is carried out by replacing the old service in the form of graphic design with a new service, namely Graphic
Design & Social Media Agency. This change was made to respond to increasingly complex customer needs, especially in
the field of social media management. With this new service, it is hoped that the market reach can be wider and customer
needs for integrated social media management can be met.

Table 1 Replaced services

Category Before (Replace)

After (Replace)

Type of Service | Graphic design

Graphic Design and Social Media Agency

Target Market | Students and MSMEs

Students, SMEs, Organizations and Companies

Range

Friends of Friends

National

Value-added Visual Design

Digital and Visual Strategy
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4.2. Combine

This stage is done by combining Social Media Agency services and logo design into one service package. The purpose of
this merger is to provide a more integrated solution for customers. With this service, graphic headquarters customers
not only get a logo design that reflects their brand identity, but also a social media management strategy that supports
promotions and increases overall brand appeal.

Before Merger After the Merger

| autoclean.official : autoclean.offici

WhatsApp 8

®

Figure 2 Integration of Logo Design and Social Media Agency

4.3. Adapt

Adjustments are made using the Meta Suite Manager technology feature to simplify content management, such as post
scheduling and customer interaction. This technology helps teams manage multiple social media accounts in one
platform.
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4.3.1. Content Scheduling

o Buat postingan
0 Media
Bagikan foto dan video di Instagram. Pastingan tidak boleh melebihi 10 foto ataw videao.
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ofl] A Cocok untuk:
Drekorasi interior
Promosi bisnis
Pameran & galeri
& **Buat ruang Anda bersinar dengan Slim Light Box dar UnityLight?=*
#UnityLight #5limLightBox #LightingSolutions #nteriorDesign #Displaylnnovation
Q
®  Promosikan Batal Selesaikan nanti
T
Figure 3 Content Upload Process Using Meta Suite Manager
4.3.2. Scheduled Content
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Figure 4 Content Scheduling Process in Meta Suite Manager
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4.3.3. Content Results Analysis

Kinerja
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7
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Figure 5 Analysis of uploaded content in Meta Suite Manager

4.4. Modify

Modifications are made by adding various types of new graphic design services. This addition aims to provide more
diverse choices to customers according to their visual needs.

Table 2 List of Services after Diversification

Category

Service Before

Additional Services

Promotional Print Design (Print Media)

Poster Design

Flyer Design

Pamphlet Design

Packaging Label Design

Banner/X-Banner Design

Calendar Design

Brochure Design Billboard Design
Certificate Design
Branding and Visual Identity Design Logo Design Packaging Design

Business Card Design

Product Mock-up Design

Packaging Label Design

Digital Design and social media

Instagram Feed Design

Social Media Ads Design

Wallpaper Design

Presentation Design (PPT)

Book Design and Publication

Book or E-book Design

Book/Album Cover Design

Catalog Design

Infographic Design

Merchandise Design and Physical Products

T-Shirt Design

Sticker Design

Tote bag Design

Invitation Design
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Specialization Design

Backdrop/Stage Design

Menu Design

[llustration and Graphic Design

Vector Design

Bitmap Vectorization Design

4.5. Put to another use

Design services are adapted for specific sectors such as automotive, health,
according to the needs of each sector. This can be seen in the following table:

Table 3

Special Sector Designs

and culinary, with different focuses

Sector Design Focus

Implementation Example

Automotive | Superiority

The advantages of using vehicle cleaning products

Health

Health Education and
Promotion

recycled products

Education on the importance of paying attention to symbols on

Culinary Visual Appeal of Food

More prominent food portraits

The following are the design results after developing SCAMPER in 3 types of business sectors

/

Vehicle Cleaning Products

Health Education

Culinary

MAKIN BEASIH

MAKIN HEREN!

Qivunm L

b baras Lunil
v rembvl R ()
[ I Rr R CY R TAVER N
Apoba vt

e\ aeangtergm
s praroabu buid
lzergy hipet

The design emphasizes the

product's superiority

Educational design on the importance of
paying attention to recycling symbols

The design emphasizes food
products more

4.6. Eliminate

Figure 6 Design results in special sectors

This stage aims to eliminate irrelevant or potentially controversial elements, thus creating more professional and
acceptable results for various groups. An example is avoiding the use of content that is not in accordance with the field
of graphic design, such as elements that do not support the aesthetics or message of the design, or content that contains
sensitive issues such as SARA (Ethnicity, Religion, Race, and Intergroup). In addition, elements that do not provide
added value or direct benefits to customers are also removed. This is done to ensure more focused, relevant, and high-
quality services, so as to increase the level of customer satisfaction and trust in the services provided.
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Before After
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MURAH MERIAH
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BELI SEGERA

" DM Untuk Pemesanan

Figure 7 Before and After Content Elimination

4.7. Reverse

The communication approach has changed from previously only using chat to being more flexible with phone options.
This aims to provide convenience and increase the efficiency of communication with customers.

Table 4 Reversal of Communication Method

Communication Methods | Before After Impact
Chat Limited Still in Use | Stay flexible for short messages
Telephone Not available | Available | Improve clarity and time efficiency

The following are the results of the research data analysis conducted using the thematic method, which involved various
important parties in the evaluation process, namely Customers, Owners, Designers, and Visual Content Managers, both
before service development and after comprehensive and targeted service development was carried out at Markas
Grafis.

This analysis was structured by identifying the main themes, which were then grouped into sub-themes to provide more
specific details. Data were obtained from various sources, such as interviews and observations, which were then
compared between pre-development and post-development to find changes or impacts that occurred. All data were
analyzed and categorized into thematic codes, which helped identify relevant patterns or trends in this study.

The results of the thematic analysis revealed that Markas Grafis customer satisfaction is influenced by several important
factors, such as creativity and design quality, ability to meet customer expectations, timeliness of work, clarity of
communication, balance between price and results, relevance of design to trends, and diversity of services available.
Before the development was carried out, many customers expressed dissatisfaction regarding the design results that
were less innovative, slow work duration, ineffective communication, and inconsistencies between costs incurred and
results received.
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Table 5 Results of Thematic Method Analysis

more varied designs
and more options
for social media
platforms.

Theme Sub-themes Data Pre-Development Post-Development | Code/Category
source (Findings) (Findings)

Quality of | Design Quality | Interview | There needs to be After development, | Service Variety,

Graphic Design improvements in graphic design Design Creativity

Services graphic design services are more
services, such as more | diverse, and the
variety in designs to design results
meet client needs. produced are also

more creative and
not monotonous.
Conformity to | Design Voice of | The design received After development, | Conformity to
Expectations Expectations Costumer | did not match more designs meet | Expectations,
(voQ) expectations, many customer Design
customers felt expectations, with Innovation
dissatisfied with the more attractive
design results. design innovations
and variations.

Project Punctuality Interview | Project completion The project was Time

Completion times often do not completed on time Management,

Time match what was after improvements | Efficiency
promised, and in time
sometimes affect management and
quality. more efficient task

allocation.
Communication | Effective Voice of | Sometimes there are The communication | Communication
Process Communication | Costumer | difficulties in process has been Effectiveness,
(voq) communication that running more Clarity
affect the smoothly since the
understanding of the development, and
desired design. there is more
frequent
confirmation about
the design process.
Service Price Price Match Voice of | The price is too high More affordable Price Match,
Costumer | compared to the price with better Customer
(VoQ) results obtained. quality after Satisfaction
development,
according to
customer
expectations.

Special Needs Design Needs Interview | Some customers want | After development, | Social Media
designs for social social media Design, Design
media and other designs are more in | Trends
promotional materials | line with the needs
that are more in line and trends in the
with current trends. market.

Suggestions for | Service Voice of | Providing more varied | Service Service

Service Development Costumer | services and designs development is Development,

Development (VvoQ) for more diverse social | good, but some Social Media
media platforms. customers still want | Design
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After the development of services based on the SCAMPER method, real improvements were found in various aspects.
Customers felt an increase in design creativity, timeliness in workmanship, and better communication, so that their
needs could be understood and accommodated more optimally. Adjusting prices to the quality of results is also an
important point appreciated by customers, because it provides more value according to their expectations.

Overall, the development of this service shows success in increasing customer satisfaction, although there is potential
to continue to improve and add variety to the service to be more diverse and in accordance with market demands. This
finding emphasizes the need for consistent innovation and continuous evaluation to maintain the competitiveness and
relevance of services in the future.

5. Discussion

The results of this study indicate that the application of the SCAMPER method in the development of graphic design
services at Markas Grafis has a positive impact on improving service quality and customer satisfaction. Based on
thematic analysis conducted on Voice of Customer (VOC) data and interviews, real changes were found before and after
service development. Before the implementation of SCAMPER, Markas Grafis services were considered less varied and
less responsive to customer needs, so customers felt that their needs were not fully met. However, after the development,
new services such as social media management, vector design, and direct content capture in the field proved successful
in meeting previously neglected customer needs.

This finding is in line with the theory (Kotler, 2016)which emphasizes that experience, customer expectations, and
needs are the three main indicators in measuring customer satisfaction. This study shows that all three indicators
increased overall after service development. From customer experience, interview results revealed that the
communication process and speed of project completion improved. In terms of expectations, customers stated that the
new service was in line with their expectations, while customer needs were met through diversification of service types
that included various graphic design needs and digital content management.

In addition, the results of this study also support the findings of (Lindung Bulan, 2012) , which states that product or
service diversification has a positive impact on customer satisfaction. In previous studies, diversification provides more
choices to consumers, which creates its own satisfaction. Similar things were also found at Markas Grafis, where the
addition of new services increased the flexibility of choice for customers, thereby improving their overall experience.
The implementation of the SCAMPER method also succeeded in improving the customer feedback management system.
Before development, customer input was often not followed up properly, which created a gap in communication.
However, after development, the internal team became more responsive by holding regular evaluation sessions to
follow up on customer suggestions. This is consistent with the opinion of (Azzahrah, 2023), which highlights that
SCAMPER is an effective approach in creating sustainable innovation that responds to customer needs more
comprehensively.

Not only does it improve the quality of service, development through the SCAMPER method also has a positive impact
on the efficiency of internal work processes at Markas Grafis. Before the development, technological limitations caused
the work process to be slow and less structured. However, the implementation of technology such as Meta Suite
Manager allows the team to manage content scheduling automatically, saving time and increasing productivity. This
more efficient work process also allows the team to focus more on design innovations that are relevant to customer
needs.

The results of the study also showed an increase in customer loyalty after the development. Many customers who
previously only used Markas Grafis services for certain needs are now regular customers and even recommend the
service to others. This is supported by the theory (Sambodo Rio Sasongko, 2021) which states that customer satisfaction
can create a harmonious relationship between the company and customers and encourage loyalty through word of
mouth recommendations. Thus, the results of this study provide evidence that the implementation of the SCAMPER
method not only improves service quality and customer satisfaction but also improves Markas Grafis' internal system.
Service diversification has proven to be a strategic step in responding to customer needs in the digital era, creating
loyalty, and maintaining competitiveness in the dynamic graphic design industry.

6. Conclusion

This study concludes that the application of the SCAMPER method in service development at Markas Grafis has
succeeded in improving service quality and customer satisfaction. Through this approach, new services that are more
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relevant to customer needs, such as creative design, faster work, and more effective communication, have been
successfully implemented. This innovation is able to answer customer needs that were previously less accommodated,
while providing added value in the form of price compliance with quality and design that follows current trends. This
improvement also shows that service innovation through SCAMPER is able to overcome the main challenges in customer
satisfaction, such as clarity of communication, timeliness, and design results that meet expectations. This approach
opens up new opportunities for Markas Grafis to reach a wider market segment and strengthen relationships with
customers. Thus, this study confirms that planned and continuously developing service innovation is very important to
maintain competitiveness and business growth in the dynamic graphic design industry.

Markas Grafis is expected to continue to maintain and improve its service innovation by paying more attention to
customer input. Emphasis on the use of the latest technology, such as automation in social media management and
customer data analysis, will help improve efficiency and service quality. In addition, expanding the reach of services to
other relevant industry segments can also be an effective strategy to increase market share and maintain
competitiveness. For further research, this study is still limited to service development and customer satisfaction
measurement. Therefore, further research is recommended to explore other aspects such as digital marketing, the
effectiveness of promotional strategies, and cost analysis related to the impact of service diversification. With this
approach, it is hoped that future research results can provide more comprehensive insights into the sustainability and
potential for business growth in the context of service diversification. For other industry players, the SCAMPER method
applied in this study can be used as a relevant service innovation model, especially for businesses in the creative
industry sector. By adopting this approach, companies can design services that are more adaptive to customer needs
and become more competitive in an increasingly developing market.
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