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Abstract: This study explores the factors influencing customer satisfaction in Indonesia's IT talent provider
industry through a qualitative empirical analysis. Employing secondary data sources such as academic literature,
industry reports, and customer feedback, the research identifies key drivers of satisfaction, including project-
based work setups, client involvement, teamwork dynamics, the nature of work, and employee engagement.
Findings suggest that customer satisfaction is a multifaceted concept influenced by effective communication,
cohesive teamwork, and robust talent management strategies. The study underscores the need for IT talent
providers to adopt comprehensive approaches to enhance service quality, retain skilled professionals, and meet
evolving client demands, thereby strengthening their competitive position.
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1. INTRODUCTION

The Indonesian information technology talent provider industry has experienced
significant growth in recent years, driven by the increasing demand for skilled IT professionals
across various sectors (Kuswanto et al., 2019) (Juwaini et al., 2022) (Mayasari & Audina,
2020). However, as the industry expands, it is crucial for IT talent providers to understand and
address the evolving needs and satisfaction levels of their customers to remain competitive.
This research paper aims to conduct a qualitative empirical analysis of the factors influencing
customer satisfaction in the IT talent provider industry in Indonesia, utilizing secondary data
sources.

The Indonesian information and communication technology sector has been a key
driver of the country's economic growth, recording a growth rate of 9.41% in recent years
(Arifiani et al., 2021). This growth has been largely driven by the increased use of the internet
and digital technologies, which have transformed the way businesses and individuals access
and utilize IT services. (Arifiani et al., 2021) The development of e-commerce in Indonesia has
also been a significant factor, with the number of internet users in the country reaching 171.17
million in 2020, an increase of 10.12% from the previous year. (Marati et al., 2021)

The adoption of smart tourism technologies in Indonesia has also been a topic of

interest, with research highlighting the potential for technology to enhance the competitiveness
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of the tourism industry. However, the low competitiveness index in the tourism sector has been
attributed to the still-low use of technology in supporting the industry's growth.

In the context of IT talent providers, the ability to converge computing, communication,
and content capabilities has been identified as a key factor in driving business success.
Additionally, the quality of e-service, e-loyalty, and e-satisfaction experienced by customers,
particularly Muslim travelers, has been shown to be an important consideration in the industry.

(Marati et al., 2021)

2. LITERATURE REVIEW

The literature on employee engagement and job satisfaction in the IT industry provides
valuable insights into the factors that influence customer satisfaction in the IT talent provider
industry.

Studies have found that employee engagement has a significant and positive correlation
with job satisfaction among IT professionals . This is particularly relevant in the context of the
IT talent provider industry, where the quality and engagement of the professionals placed with
clients directly impact customer satisfaction.

Moreover, research has highlighted the importance of pay satisfaction and intrinsic job
characteristics, such as challenge, recognition, autonomy, and the work itself, in influencing
job satisfaction among IT professionals . These factors are crucial for IT talent providers to
consider in their talent management strategies to ensure the satisfaction of the professionals
they place with clients.

The literature also emphasizes the benefits of effective performance management in the
IT industry, where complexity, dynamism, and innovation are ever-present factors . By
implementing a humanistic performance management model that focuses on developing
organizational culture and the relationship between the organization and its employees, IT

talent providers can foster a positive work environment and enhance customer satisfaction.

3. METHODOLOGY

This study employed a qualitative research approach to examine the factors that
contribute to customer satisfaction in the IT talent provider industry in Indonesia. The analysis
relied on secondary data sources, including academic literature, industry reports, and customer
feedback, to gain a comprehensive understanding of the key drivers and challenges in this

sector.
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The research process involved the following steps:

1. Comprehensive review of relevant literature: The researcher examined academic
studies and industry reports related to employee engagement, job satisfaction, and
customer satisfaction in the IT industry (Zhang, 2009) (Warrier & Prasad, 2018).

2. Thematic analysis of customer feedback: The researcher analyzed customer reviews,
testimonials, and complaints gathered from various online platforms and industry
forums to identify the recurring themes and patterns in customer satisfaction.

3. Synthesis of findings: The researcher integrated the insights from the literature review
and customer feedback analysis to develop a holistic understanding of the factors
influencing customer satisfaction in the Indonesian IT talent provider industry.

By utilizing this qualitative approach, the researcher aimed to gain in-depth insights into the

complex and multifaceted nature of customer satisfaction in this industry.

This study employed a qualitative research approach, specifically an empirical analysis,
to investigate the factors influencing customer satisfaction in the IT talent provider industry in
Indonesia.

1. Literature review: The researcher conducted a comprehensive review of academic
literature on employee engagement, job satisfaction, and talent management in the IT
industry.

2. Secondary data analysis: The researcher collected and analyzed customer testimonials,
online reviews, and industry forums to identify the recurring themes and patterns in
customer satisfaction with IT talent providers in Indonesia.

By utilizing a qualitative approach, the researcher aimed to gain a deeper understanding of the
complex and multifaceted nature of customer satisfaction in this industry, which may not be

fully captured by quantitative methods alone.

4. FINDINGS

The qualitative analysis of secondary data sources revealed several key factors
contributing to customer satisfaction in the IT talent provider industry in Indonesia. These
factors include the effectiveness of project-based work setups, the level of client involvement
and communication, the dynamics of teamwork within provided teams, the nature of the work
assigned to IT professionals, and the overall engagement and job satisfaction of the talent

provided.
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1. Project-based Work Setup and Client Involvement
The findings suggest that the project-based work setup and the level of client
involvement are crucial factors in determining customer satisfaction . Customers value
IT talent providers who can seamlessly integrate their professionals into the client's
project teams and facilitate effective communication and collaboration between the
talent and the client (Singh, 2016).

2. Teamwork and Interdependencies
Another important aspect is the ability of IT talent providers to assemble cohesive and
well-coordinated teams that can effectively navigate the interdependencies and
challenges inherent in software development projects (Singh, 2016). Customers
appreciate IT talent providers who can foster a collaborative work environment and
ensure the smooth coordination of team members .

3. Nature of Work and Employee Engagement
The analysis also indicates that the nature of the work and the level of employee
engagement among the IT professionals provided by the talent provider contribute to
customer satisfaction. Customers tend to be more satisfied with IT talent providers who
can attract and retain highly skilled and engaged professionals who are passionate about
their work .

4. Attrition and Job Satisfaction
The issue of employee attrition and job satisfaction among IT professionals is also a
significant factor in customer satisfaction. Customers prefer IT talent providers who
can effectively manage human resources, minimizing high turnover rates and ensuring

the job satisfaction of the professionals placed with the client .

The qualitative empirical analysis of the IT talent provider industry in Indonesia reveals
that customer satisfaction is influenced by a complex interplay of factors, including the project-
based work setup, client involvement, teamwork dynamics, the nature of the work, and
employee engagement and job satisfaction.

To enhance customer satisfaction, IT talent providers in Indonesia should focus on
developing robust talent management strategies that address these key drivers. This may
involve improving team coordination, fostering employee engagement, and implementing
effective retention strategies to maintain a stable and satisfied workforce.

By understanding and addressing the multifaceted nature of customer satisfaction, IT

talent providers in Indonesia can strengthen their competitive position and better cater to the
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evolving needs of their clients (Costa et al., 2024) (Kamalanabhan et al., 2009) (Singh, 2016)
(Simdes & Santos, 2020).
Results

The qualitative analysis of the secondary data sources revealed several key factors that
contribute to customer satisfaction in the IT talent provider industry in Indonesia.
The findings of this study offer valuable insights for IT talent providers in Indonesia to enhance

their customer satisfaction strategies.

5. DISCUSSION

The study highlights the critical role of factors such as project-based work setup, client
involvement, teamwork dynamics, the nature of the work, and employee engagement and job
satisfaction in determining customer satisfaction in the IT talent provider industry in Indonesia.

This aligns with the existing literature on employee engagement and job satisfaction in
the IT industry .

To address these factors, IT talent providers in Indonesia should focus on developing
robust talent management strategies that prioritize team coordination, employee engagement,
and effective retention practices.

By understanding and addressing the multifaceted nature of customer satisfaction, IT
talent providers in Indonesia can strengthen their competitive position and better cater to the

evolving needs of their clients.

6. CONCLUSION

The qualitative empirical analysis of the IT talent provider industry in Indonesia reveals
that customer satisfaction is influenced by a complex interplay of factors, including the project-
based work setup, client involvement, teamwork dynamics, the nature of the work, and
employee engagement and job satisfaction.

To enhance customer satisfaction, IT talent providers in Indonesia should focus on
developing robust talent management strategies that address these key drivers. By
understanding and addressing the multifaceted nature of customer satisfaction, IT talent
providers in Indonesia can strengthen their competitive position and better cater to the evolving

needs of their clients.
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