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ABSTRAK 

 

Program Kiosk Samsat merupakan inovasi layanan pembayaran pajak kendaraan 

bermotor berbasis self-service yang dikembangkan oleh Badan Pendapatan Daerah 

(Bapenda) Jawa Barat untuk memudahkan masyarakat tanpa harus mengantre 

dikantor Samsat. Keberhasilan program ini tidak hanya ditentukan oleh 

kecanggihan teknologi, tetapi juga oleh bagaimana program tersebut 

dikomunikasikan kepada masyarakat, salah satunya melalui akun Instagram resmi 

@samsat_bandung_II_kawaluyaan yang dikelola oleh Pusat Pengelolaan 

Pendapatan Daerah Wilayah (P3DW) Bandung II Kawaluyaan. Penelitian ini 

bertujuan mengetahui pengelolaan media sosial Instagram dalagı mempromosikan 

dan menginformasikan Program Kiosk Samsat berdasarkan empat dimensi 

Integrated Marketing Communication (IMC) menurut Kotler dan Keller, yaitu 

advertising, public relations, interactive marketing, dan direct marketing. 

Penelitian menggunakan metode kualitatif dengan paradigma konstruktivisme dan 

pendekatan studi kasus. Data dikumpulkan melalui observasi, wawancara 

mendalam, dan dokumentasi terhadap tiga informan yang dipilih secara purposive, 

yakni Kepala P3DW Bandung II Kawaluyaan, admin Instagram, dan ahli media 

sosial, kemudian dianalisis melalui reduksi data, penyajian data, dan penarikan 

kesimpulan, serta diuji keabsahannya melalui triangulasi sumber, dan waktu. Hasil 

penelitian menunjukkan dimensi advertising masih terbatas dan satu arah karena 

bergantung pada repost konten dari Bapenda Pusat tanpa anggaran iklan berbayar; 

dimensi public relations menunjukkan komitmen kuat pimpinan namun belum' 

konsisten di level operasional; dimensi interactive marketing belum dioptimalkan 

 

Kata Kunci : Pengelolaan media sosial, Promosi dan Informasi, instagram 

@samsat_bandung_II_Kawaluyaan, IMC, Program Kiosk Samsat  
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ABSTRACT 

 

The Samsat Kiosk Program is an innovative self-service motor vehicle tax payment 

service developed by the West Java Regional Revenue Agency (Bapenda) to 

facilitate the public without having to queue at Samsat offices. The program's 

success is determined not only by technological sophistication but also by how it is 

communicated to the public, one of which is through the official Instagram account 

@samsat_bandung_II_kawaluyaan, managed by the Bandung II Kawaluyaan 

Regional Revenue Management Center (P3DW). This study aims to determine the 

management of Instagram social media to promote and inform the Samsat Kiosk 

Program based on the four dimensions of Integrated Marketing Communication 

(IMC) according to Kotler and Keller: advertising, public relations, interactive 

marketing, and direct marketing. The research employed a qualitative method with 

a constructivist paradigm and a case study approach. Data were collected through 

observation, in-depth interviews, and documentation with three purposively 

selected informants: the Head of the Bandung II Kawaluyaan P3DW, an Instagram 

administrator, and a social media expert. Data were then analyzed through data 

reduction, data presentation, and conclusion drawing. Their validity was tested 

through source and time triangulation. The results showed that the advertising 

dimension was still limited and one-way, relying on reposts of content from the 

Central Bapenda (Regional Revenue Agency) without a paid advertising budget. 

The public relations dimension demonstrated strong leadership commitment but 

lacked consistency at the operational level. The interactive marketing dimension 

had not been optimized. 

 

Keywords: Social media management, Promotion and Information, Instagram 

@samsat_bandung_II_Kawaluyaan, IMC, Samsat Kiosk Program 
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