View metadata, citation and similar papers at core.ac.uk brought to you by fCORE

provided by Repository Universitas Katolik Darma Cendika

Development of Customer Loyalty Convenience Stores in
Wonokromo District Surabaya

ORIGINALITY REPORT

106.. 9. 0-. 14,

SIMILARITY INDEX INTERNET SOURCES PUBLICATIONS STUDENT PAPERS
PRIMARY SOURCES
modyss.blogspot.com
InternetySource g p 4%
Submitted to Politeknik Negeri Sriwijaya
Student Paper g J y 3%
Submitted to Universitas Muhammadiyah 3cy
Ponorogo °
Student Paper
Submitted to Saint Leo Universit
Student Paper y 2%
Submitted to Heriot-Watt University 2
Student Paper %
n Submitted to Universitas 17 Agustus 1945 20
Yo
Surabaya

Student Paper

Exclude quotes Off Exclude matches <2%

Exclude bibliography On


https://core.ac.uk/display/322610578?utm_source=pdf&utm_medium=banner&utm_campaign=pdf-decoration-v1

Development of Customer
Loyalty Convenience Stores in
Wonokromo District Surabaya

by Deograsias Yoseph Ferdinand

Submission date: 05-Feb-2020 02:26PM (UTC+0700)
Submission ID: 1251863717

File name: Jurnal_Internasional-lJEMS-V6I10P107.pdf (132.38K)
Word count: 2569

Character count: 14250



SANG Parerreaionnd Sourmed of Erosomdcs @ md Mlanageoncar Studies (SSROG0EMS - Vadome & boiwe 10 Gz 20408

Development of Customer Loyalty
Convenience Stores in Wonokromo District
Surabaya

Dengrasias Yoseph Yustinianus Ferdirand' . Stephanie Astrid Ayu®

" Do Cendiioe Cholik Dniversity, Saraiara « Indonesic

Absiracd

Girocery siores are brxtnerser thar require precine
sinegles o develop effecrively. fnoeeler for o
procery busiress fo o owell, @ gond moensyement
comcepd . (5 aceded, ammelv crstemer arfenfotion,
conardlisred tusiness efftor, podreararion. Besides
ihal, it IT necErsmry (0 IRCreese CEATERREr sarinieciion
ity castomer fovaliy, This deselapmen of
lovally haox developed well in mimimarkety el grow
aromd procery stores a0 dwrd e cdeveloprrent of
provesy dlore ol segliie s aitemion wan Ir-depnl
umdersteading.  Tir  ewearch  is o gacliieive
dieseriprive sy, T peswlis of s sty are froim 3
Kogler  formultions thid camse the croation af
carhemmer fovaliy 5 siill difficals o apply by procery
stoves dae ter thee Jow maraperent o fareiion
which ir dfee barit of the datwhare due fo tie
fradifamal groceny sine R peaead

Keywards: Custoirer Lovalry, O staime e Seniafact fon,
Giracery Siorer

I INTRODUCTRHYS

Crrocery stores ore basinesses thim reguine
precse sintegies o develop eflfectively. In order fir
a grocery bosiness fomn well, & gocd managemen
concepl s needed. namely customer  ofication,
covrclinuied  busimess effor. gl I:I'i.L':I1|nI:I'I. In
sddition 4o this. il is necessary 1o increass customes
subisfaction amd mxintnin customer [ovalty. Inoifs
implementation s i ditbeull ©oda due o e lack
of & deep understanding of the povernasee of the
grocery store Hsell, There are indernal aspects sach as
Dusiness and exiemal acwors such as suppliers and
consumers who need o desp understmding and need
to be symergied. The mvalvement ol pndversities is
nezdel f be alble W prosdde mosimam andersanding
and synergire varions agecls s that prcery diores
can develop aptimally @ndd this con be realizal me of
ihem b5 if the procery store loyuliy con be increased,

Thix loyalty development has  developed
well in minimorkess that prow aroumd grocery siores
so thal the developmem of grocery stwe Joomliy
rumres im-depth atbention and onderdanding. The
government, both the Central Governmeni and fhe
Regiomal Governmend, is rying b organize this, one
of which is by issning o Regulation of the Minisier of

Trade of the Reguhlic of Indomesia Numsber: -
DAGPER/A2I013. This ix Ffollowed up with the
emergence of @ very aricl Local Regulation in seiting
repulaticns: 1o prioviliee prowth the flower shop B
the Grover 15 @il net developing s pmficmily.

Ag o resali, the view that fhe fote of grivery
siores i% moneaxingly apprehensve bepun o emerge.
This view s incressingly stromg, especially in big
cities where growth in vamous: saociors Bkes place
rapitly. The existence of a grocery shixe shewly but
surely will b eliminaded Fom fhe twmul of wrban
mixlermzation that marks the end of an e of grocery
stoes. Therefore, so that tis does not continws, the
concepdl of  retail  management  needs 10 be
mplemenied  thoroughly. B the oremiation o
consumers, coordmated business ventures, and goal
orientation can be implemented and synergized with
gorvemmmend profection through Geaorable regulabions,
the expected grocery store soomomic growih can be
realized.

The development of procery store loyaly
will be able o improve performance and redoce
saevieral problems which include soveral aspecta 1)
Humaon  Resourees (HR) aspects, 23 Merchondise
Aspecis, 31 Retul Informution Technohagy Aspects,
4y Promoticmal Aspects, 5) Exberior and Inderor
Aspects &) Stendard Operationnl Procedure (S0P,
ol Th Minapenal. The seven aspechs have mst been
well deseloped by grocery sones. Therefore, o
Iherough reseirch is meeded on e development of
greicery slore hovalty, which m trn can increws: the
competitiveness of grocery stores. so that the grocery
ghore business growth can increase which imgacts oo
increasing people's welfure & well. The rescanch
phpcts inclode the development of grocery  skre
laynly im Wonokronw sub-disrict Surobaa,

1L THEORET HAL BASIS

Oirscery sore is a shop thod s minaged with
mode iradiional momagemen comparsd 1o modern
siores. Bems sold in grocery sbores oare almest the
s a5 those found i modern sores, There mre
preveiders of ponds and services with more guality
and begter service o consmers whio the presence of
midemn stores has caused mumy people 0w 1o
mixlern stores for shopping o daily necessitics
i Wigavnndi and Wiranto 201 1)
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Fotail indudes hosiness activities imcluding
selling  goods and  services o comsumers - bodh
inclivichals. Funilies, or houschold nesds o end
custianers. (Berman and Evans, 20075 This medans
thet reail cusiomers are the Lt users and their use is
priviate aml nel for resale. Belail is the s link in the
distributiom of goods fom producers (o cinsamers.

Reiail is very impomun to legm andd develop
becuwse refoi] has a wery influential impact on the
cronoiny, Bedail fonctions oz & disiribator i relation
ty suppliers and end users. Every bosiness aclivily,
both businesses thal sell pocels and thl sell services
are basicully  providing  services 1o consumers
Likewise, in the relzil business. In gemeral, these
services. include how guickly we are inoservice.
combort provided, ense ol kcation, nmascooble and
compesitive prices, o the Kpowledpe of salspeople
(Sapinh and Syshabedhin, J008: 3)

S that the retail market can develop rapadly,
a gond siutegy s needed. Reiail sirategy is reponting
o ddentification, torpel market and retall forenat
{larpel murket for retndl busmesses, relal  busiiess
plan formats 1o meet markes peads and satisfoction,
anid baild a strong loumdation fior baihiing suslainzhle
competitive sdvantages |Levy und Weinz, 2004; 144 ),

As is the ase with products,  retail
arganizations alo hasve a life cycle. The wheel of
raniling basinese eycle 5 a hypodhesis 1hat exploing
the evistence of mew retadl indiistions, ond dhe
reclpction of ald remil, which 15 then replaced By
newer retal instimions. Accanfing 1o this hypodlesis,
new reli] mstitubioms will enler e murket with low-
margin, low price. mml low-siains pesitions. They
e basiness Beeilifics in areas with low rental cosis,
and reguere Little service for comsumers. [s exisdence
is o challenge for conventional retilers who hive
ool and prices thet move up from Gme o bme
(Sapinh and Syshotdiin, 2008 1225

I retail, sobes are e main foctor that will
gratly afect the growth of mansged retail. To be
ahle to creste sales acoording o the mrgel ser,
business  aciors must  know  the  main faciors
delermining sles, namecly availability of inventory,
price,  asormment  (varetry  of iwems seldh and
customer service |(Gaswai, 230 410 This s very
impertant fo ke koo By retal businesses becouse
retail basinesses hove Empartant functions o increpse
the walee of Lhe gkl and services they sell o
CONEIATET |,

My relxil businesses then canmot operilbe
agnin  becouse  they  connod compese with new
husinges actors who offer mone modem sysiems thil
are mone binsed by the markel. Therelore, if the retail
busingss  wamis do grow  and devebop  rapidly.
differentiotion is needed, which is a series of
meaminglul dillerences 10 distinguish the amgrny’s
affer from competitors’ bids. In the retail business,
ther shightest opporiusity musd be otilized poperly. 1
the resnil Musingss wams 10 grow, il nequires a
maximn growih simiegy and is possible 1 achieve,

—_———
I58M: 2393 - 9125 W

e

mamely markel penelration, markel expansion, retiil
formad development. md diversification (Levy and
Weike, 2000d: 14R). The grocery store mvusd hive an
efledtive siratepy fommulation inoorder f morease
high commpeditiveness and develap naccrdimes with
the terpeds that have been plannal:

Accoading o Kotber and Keller (200 2),
loyuliy eomes frem mesting the expeiations of
cimsumers, while expectations themess]ves come- foom
previonus costomer Biviing experiences, apinions fram
fremids o melatives, promises or mErmation fram
murketers oF  compatikes,  Theme ame measons 6
develop  loop-term relationships with  consumers,
Here are the things thal canse: customer loyalty:

u. Cresting  products, services  amd  seperior
euperience for fans

b Owpanicing anid accessing information base data
aboud  pesls,  eferences,  relationships,
freguency  of  purchase and  sousfaction  of
[Estomer sotisfaction

. Make i gesy for customers (o reach ol o
brusinesses and gin sceess in expressang mesds,
pereepiions und cosiemer complaints,

E According o Kotler and  Keller (2012)

loyuly is o customer's commitmant to sey in depah o

re-sbseribe ar re-buy selecnsd producis [ services

considently i the futume, even thowgh the infuence

of the siumibm and morketing efforts have the

potential b ocsuse oustomes behavior to shill These

are 3 mhicaloes of cosomer  sadisGiction., 1.e.

i, Complaint haed hng and cossimer advice
A consumer-caiented  company will  provide
consimers with ample oppemnities to submit
suggestions and complaings, for esample by
providing & suggestion bes, o comment card and
mhers,

b The company sirvey system nepitaticn
In general, research o consmeer saisfaction is
carried ot by conducting  surveys  through
varions media boah ghrough elephone, posi, or
wilh direct miervicws.

. Comsumer analyas system
The company will conbac its cuslomers of o
lexst Fmd oul which cosbomers have  made
Iramsactions and  dopped buying  produds - ar
who hive mowed sugipliers, w0 that the reasons
wiy these cuslomers run awdy ane known.

L RESULTS AND IMSCUSSION

Lenalty 10 custinmers  srises ani e
consmers perceive o product can produce B product
thal has o number of benefils and wes 20 an
approgrizde price. Bramd loalty is 2l an mcdication
of brand strength, hecause without [Bad loyaly,
brand strength will med be created. This can be seen i
branids that are Jemders in e market, it 1% cerain th

e ——
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the brund has logal costomers 1o the bromd | Gideens,
202y The foregoingBElmphasizes that consumes
loyvully cam generally be isterpreted ax a person's
.,-uﬂ:,' 0 porbicalar prixhiect, Bath  geesds amd
SErViLes,

Consumer loyally i5 o mumifesiation and
comtinuation of consumer sulisiaction in odng the
facilivies snd services provided by the company . anid
fo memain 8 conswner of the oxmpany. Loyalty is
proof that consmmers e alwass consumers, Who
have the strength and positive adbilode fewands the
company,

Consumer lovally i & cenain bwand of
pxls of services depemds on smvernl facioes: the
amieaEnt of cost o mowe e anocher brand of goods oo
services, the nlﬂﬂ'i.l._\' in gukity, guolity ar service
of the 1ype of subsitube poods of services, the risk of
chunging costs due 10 the replocemend poods of
services and changes in othe level ol satsfaction
obiningd from ke pew kol compared b0 the
expericofe with previous brands ot have been wsed,

Consimers in meeting  ther needs  and
derires, will oy prodocs with cemain brands. 1T the
bramif chvizen by I.'l:l1:‘iEI.'I'.‘1 cin autisly their neetls
andd s, consumers will have o desp memary {ir
ihe Brond. in these circumstances consumer lovaliy
will begin fo arise and develap. And in the mext
purchase, the consnmer will chooee a product with a
bl that has given him sabisBction, so thal ghere
will be repeited purchuses al thal bramd

a
a.  UCreating superior prodoects, serviees amd
eaperipee for the lorgel mackel

In cresting supernior products, services aid expericnce
far the argei morket, grocery stores in Sarnbaya do
nell yed have adegaoale cagrabilibes die to thes abilidy
o adpus themselves o the desires of customers who
coMinge 1o grosy, In the point of view of the grocery
slore, inlormabion received from external parics ix
sill limised dwe b the absence of o sysiem of
criticisms aml sugpesions thal con acoommisdile
information that s useful for growing consumes
lovaliy in grocery stores,

I, Organiee  wned  access @ dats base o
informatbon shout the needs, preferences,
relationships, Frequency of parchases and
inalividual cisdomer satisfgticn

The procery saode dombase model is very simple. So

i an effort W organiee and oceess o dala base of

idarmation abeail the  nesds,  preferencoes.,

relononships, frequency of porchases and individunl
cusdimmer sabisfaction, it sull needs deep menkoring

Far the procery store this information is very wseful

far theem, This is wheat they nead in order 1o grow il

compete with modern stores that alresuly do this.

Besides thod, because ihose who ore directly involved

in sErving custimers are grocory sl owners, they

are very overwhelme] o ndud surveys.

e
ISSMN: 2393 - 9125

e
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a
¢, Make It easler For customers to reach the

company and pel aecess iy CXPress customer

newls, percepions wnd complainds.
COne i.'lfln clforls maxde by & procery store m miking
1 ensier for custiomers to reseh the company and e
ecess . o express  the peeds, percgptoomns  and
complainds of customers is o the  mouth-o-mouth
system. This can soally be very effective if it can be
tone with good munagement and the miormatinan
prowided o customers can aflract customers (o be
levyat] to the grocery store. But in facd the inlormaticn
prervidied by the frocery store 10 the custiomer s very
wild mnd unmonaged so thm i camnod bind  the
customer o relum o shop al the grocery store.

IV COMCLUSHN
Froms the resulis of this sudy i can be conclwded and
slggestions for grocery dores:
. The procey sore must have a sylem of
criticisms . amd  suppesdtins thal can

noeomanioidse  complete mformation from
Cuslonmers.

b Complelenes af the product must be provided
st thad comsumners will ned mu to misdemn sores.

. Oive bomuses ( prambions e purchasing
products in his shop. This infermation should be
informed & soon Be peesible w0 customers. by
word of meuth

o In determining the price of emolion, you cin
compeie with modem  sioress becouse  some
imerviews show highes prices

¢ Inosetting the product should be orgnmized and
viglhle 1o consumers so that consumers easily
see the compleieness so thol colsumers can
iy chisre: the desred product.

£.  Thens mus be o role for the povernment a the
pater of regulalory power 1o he ghle o pare
ind fmd solutions o sdse the competitive
adlribubes of grovery stires anad mislern slares s
thad 1 Gan bemefit bodh parties.

g-  There meeds fo be cooperminon o estublishng
synergy with modern steres, not by Boimg each

piheer o atlack each odher.,
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