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ABSTRACT

Desi Tazimalela (2021). The Influence of Retail Marketing Mix on
Customer Loyalty (Case Study In Ziebar Minimarket Business Unit Cooperative
Employees of Bank BJB Bandung under the guidance of Gijanto Purbo Suseno.

Employee Cooperative Bank BJB Bandung managed by 22 managers
which has several business units, one of which is waserda unit. This study aims to
determine the retail marketing mix (retail marketing mix), customer loyalty, the
influence of the retail marketing mix (retail marketing mix) on customer loyalty
and efforts to increase customer loyalty through the retail marketing mix (retail
marketing mix). The method used in this study is a survey method with a
descriptive and verification approach. Research respondents are customers from
cooperative members and the community, totaling 118 respondents.

Based on the research results show that 1) the retail marketing mix at the
Ziebar Minimarket retail business unit has a very good category. 2) Customer
loyalty in the Ziebar Minimarket business unit has a very good category. 3) There
is a location effect on customer loyalty with a contribution of 15.52%, there is a
product effect on customer loyalty with an influence contribution of 39.56%, there
is a price effect on customer loyalty with an influence contribution of 35.16%,
there is a promotion effect on customer loyalty with an influence contribution of
48.86%, there is an atmosphere effect store loyalty to customer loyalty with an
influence contribution of 18.06%, there is a service effect on customer loyalty with
an influence contribution of 50.55% and there is an effect of location, price,
promotion, store atmosphere and service (retail marketing mix) together on
customer loyalty with a contribution of 77.62% influence. 4) Efforts to increase
customer loyalty through the retail marketing mix, including maintaining the
convenience of the Ziebar Minimarket environment for shopping, increasing the
types of products offered, maintaining product quality but at competitive prices,
holding regular raffles with Ziebar Minimarket prizes, improving the arrangement
goods at the Ziebar Minimarket store and provide good and complete debit card
payment facilities.

Keywords: Retail Marketing Mix, Customer Loyalty, Member Service



RINGKASAN

Desi Tazimalela (2021). Pengaruh Bauran Pemasaran Ritel (Retail
Marketing Mix) Terhadap Loyalitas Pelanggan (Studi Kasus Pada Unit Usaha
Ziebar Minimarket Koperasi Karyawan Bank BJB Bandung di bawah bimbingan
bapak Gijanto Purbo Suseno.

Koperasi Karyawan Bank BJB Bandung dikelola oleh 22 pengelola yang
memiliki beberapa unit usaha salah satunya unit usaha Ziebar Minimarket.
Penelitian ini bertujuan untuk mengetahui bauran pemasaran ritel (retail
marketing mix), loyalitas pelanggan, besar pengaruh bauran pemasaran ritel (retail
marketing mix) terhadap loyalitas pelanggan dan upaya meningkatkan loyalitas
pelanggan melalui bauran pemasaran ritel (retail marketing mix). Metode yang
digunakan dalam penelitian ini adalah metode survey dengan pendekatan
deskriptif dan verifikatif. Responden penelitian adalah pelanggan dari anggota
Koperasi dan masyarakat yang berjumlah 118 responden.

Berdasarkan hasil penelitian menunjukan bahwa 1) Bauran pemasaran ritel
(retail marketing mix) pada unit usaha ritel Ziebar Minimarket mempunyai
kategori sangat baik. 2) Loyalitas pelanggan pada unit usaha Ziebar Minimarket
mempunyai kategori sangat baik. 3) Terdapat pengaruh lokasi terhadap loyalitas
pelanggan dengan kontribusi pengaruh sebesar 15,52%, terdapat pengaruh produk
terhadap loyalitas pelanggan dengan kontribusi pengaruh sebesar 39,56%,
terdapat pengaruh harga terhadap loyalitas pelanggan dengan kontribusi pengaruh
sebesar 35,16%, terdapat pengaruh promosi terhadap loyalitas pelanggan dengan
kontribusi pengaruh sebesar 48,86%, terdapat pengaruh suasana toko terhadap
loyalitas pelanggan dengan kontribusi pengaruh sebesar 18,06%, terdapat
pengaruh pelayanan terhadap loyalitas pelanggan dengan kontribusi pengaruh
sebesar 50,55% dan terdapat pengaruh lokasi, produk, harga, promosi, suasana
toko dan pelayanan (bauran pemasaran ritel) secara bersama-sama terhadap
loyalitas pelanggan dengan kontribusi pengaruh sebesar 77,62%. 4) Upaya
meningkatkan loyalitas pelanggan melalui bauran pemasaran ritel (retail
marketing mix) diantaranya menjaga kenyamanan lingkungan Ziebar Minimarket
untuk berbelanja, memperbanyak jenis produk yang ditawarkan, menjaga kualitas
produk namun dengan harga yang masih kompetitif, mengadakan undian
berhadiah Ziebar Minimarket secara rutin, memperbaiki penataan barang di toko
Ziebar Minimarket dan menyediakan fasilitas pembayaran debit card atau e-
money dengan baik dan lengkap.

Kata Kunci: Bauran Pemasaran Ritel, Loyalitas Pelanggan, Pelayanan Anggota
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