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ABSTRACT

Monita Junia Lestari. 2025. Analysis of Marketing Mix in Improving
Service Quality for Members (Case Study at RPK Kopel Mart Unit, Consumer
Cooperative of Bulog Divre Jabar), under the supervision of Trida Gunadi.

Consumer Cooperative of Bulog Divre Jabar is a cooper ative that provides
basic necessities to its members through the RPK Kopel Mart unit. The problems
found in the RPK Kopel Mart unit include limited product variations that do not
match member preferences (for example, certain desired brands are unavailable),
insufficient promotional activities, and staff services that are not yet responsive.

The purpose of this study is to analyze the implementation of the marketing
mix (7P), which includes product, price, place, promotion, people, process, and
physical evidence, and to assess its impact on the quality of member services. The
research was conducted using a descriptive method with both quantitative and
qualitative approaches, through questionnaires distributed to 34 members and
interviews with the unit manager.

The results show that the implementation of the marketing mix is considered
fairly good by members, particularly in terms of price, process, and location.
However, aspects such as product availability, promotion, and product
arrangement still need improvement. Service quality is also perceived as fairly
satisfactory, although responsiveness and employee empathy remain lacking

Efforts that can be made by the cooperative include providing products that
align with member needs, increasing active promotions, arranging newly arrived
products directly on shelves, and conducting servicetraining for staff to ensurethey
are more responsive, friendly, and empathetic. Optimizing the marketing mix
strategy is expected to enhance member satisfaction and loyalty toward the
cooper ative.

Keywords: Cooper ative, Marketing Mix, Service Quality.



ABSTRAK

Monita Junia Lestari. 2025. Analisis Bauran Pemasaran (Marketing Mix)
dalam Upaya Meningkatkan Kualitas Pelayanan Anggota (Studi Kasus Unit RPK
Kopel Mart Koperasi Konsumen Bulog Divre Jabar), di bawah bimbingan Trida
Gunadi.

Koperass Konsumen Bulog Divre Jabar merupakan koperasi yang
menyediakan kebutuhan pokok bagi anggotanya melalui unit usaha RPK Kopel
Mart. Permasalahan yang ditemukan pada Unit RPK Kopel Mart antara lain
keterbatasan variasi produk sesuai preferensi anggota (misalnya merek yang
diinginkan tidak tersedia), promosi yang belum maksimal, serta pelayanan petugas
yang kurang responsif.

Tujuan penelitian ini adalah untuk menganalisis pelaksanaan bauran
pemasaran (7P) yang mencakup produk, harga, tempat, promosi, orang, proses, dan
bukti fisik, serta menilai pengaruhnya terhadap kualitas pelayanan anggota
Penelitian dilakukan dengan metode deskriptif menggunakan pendekatan
kuantitatif dan kualitatif melalui kuesioner kepada 34 anggota serta wawancara
dengan kepala unit.

Hasil penelitian menunjukkan bahwa pel aksanaan bauran pemasaran dinilai
cukup baik oleh anggota, terutama pada aspek, harga, proses, dan lokasi. Namun,
aspek produk, promos dan penataan barang masih perlu ditingkatkan. Kualitas
pelayanan juga dianggap cukup memuaskan, meskipun dalam hal responsivitas dan
empati petugas masih terdapat kekurangan.

Upaya yang dapat dilakukan koperasi meliputi penyediaan produk sesuai
kebutuhan anggota, peningkatan promosi secara aktif, penataan barang baru
langsung di rak, serta pelatihan petugas agar lebih tanggap, ramah, dan empatik.
Optimalisasi  strategi bauran pemasaran diharapkan mampu meningkatkan
kepuasan dan loyalitas anggota terhadap koperasi

Kata Kunci: Koperasi, Bauran Pemasaran, Kualitas Pelayanan.
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