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ABSTRACT

INTAN FADHILAH. 2025. Relational Marketing Analysis in Efforts o
Increase Member Loyalty (A Case Siudy at Koperasi Karyawan Indusiri “Karya
Sejahiera” PT Ewindo), under the supervision of Jaka Sudewa.

This study was motivated by the declining engagement of cooperative
members in the store unit and fluctuating performance irends. In 2024, out of 2,190
registered members, only 800 were active (=36.5%), indicating the urgent need to
strengthen relational bonds and member loyalty. The objectives of this research are
lo analyze relational experiences (trust, commitment, communication, satisfaction),
fo explore how members perceive loyalty (attitudinal, behavioral,
recommendation/advocacy, active participation), and to formulate strategies for
improving cooperative services.

The research applied a quantitative descriptive (survey) method. The
population consisted of 2,190 members, with a sampie of 96 respondents
determined using the Siovin formula (e=10%) through simple random sampling,
Data were collected through a Likert scale (1-5) questionnaire, supported by
observations and interviews with the cooperative management. Descriptive
analysis (scores and categorization) was used to interpret the findings.

The results show that the highest indicators of relational experience were
“prices are not inflated" (score 429) and “product safety (BPOM certified) " (421).
Communication was also positively perceived (transparent information, 382). In
terms of loyalty, the indicator “intention (o remain loyal to the store unit” was in
the high calegory (350). However, weaknesses remain: management honesty only
scored 279 (fair), providing suggestions (o the cooperative scored 247 (low), and
involvement in service development scored 232 (fair). Interviews confirmed that
participation in annual member meetings remains low, suggesting that loyalty tends
to be transactional rather than organizational.

Keywords: Relational Marketing, Member Loyalty, Cooperative.



ABSTRAK

INTAN FADHILAH. 2025. Analisis Pemasaran Relasional Dalam Upaya
Meningkatkan Loyalitas Anggota (Studi Kasus pada Koperasi Karyawan Industri
“Karya Sejahtera” PT Ewindo), di bawah bimbingan Jaka Sudewa.

Penelitian ini dilatarbelakangi penurunan keterlibatan anggota pada unit toko
koperasi serta tren kinerja yang berfluktuasi. Pada 2024, dari 2.190 anggota, hanya
800 yang tercatat aktif (=36,5%), menunjukkan perlunya penguatan relast dan
loyalitas anggota. Tujuan penelitian: menganalisis pengalaman relasional
(kepercayaan, komitmen, komunikasi, kepuasan), memaknai loyalitas anggota
(sikap, perilaku, rekomendasi/advocacy, partisipasi aktif), serta merumuskan arah
perbaikan layanan unit toko.

Metode yang digunakan adalah kuantitatif deskriptif (survei). Populasi
berjumlah 2.190 anggota; sampel 96 responden ditentukan dengan rumus Slovin
(e=10%) melalui simple random sampling. Instrumen berupa kuesioner Likert 1-5
yang dianalisis secara deskriptif (skor dan kategorisasi), dilengkapi observasi dan
wawancara singkat dengan ketua koperasi untuk memperkaya interpretasi.

Hasil menunjukkan indikator pengalaman relasional tertinggi berada pada
harga tidak dimahalkan (skor total 429) dan keamanan produk (BPOM) (421);
komunikasi dinilai baik (informasi terbuka, 382). Pada loyalitas, niat setia
menggunakan unit toko berada pada kategori tinggi (350). Sebaliknya, beberapa
titik lemah masih muncul: kejujuran pengelolaan hanya netral (279), pemberian
saran anggota rendah (247), dan pelibatan dalam pengembangan layanan netral
(252). Temuan wawancara menegaskan partisipasi RAT masih rendah, sehingga
loyalitas cenderung bersifat transaksional dan belum mantap pada aspek
keikutsertaan organisasi.

Kata kunci: Pemasaran Relasional, Loyalitas Anggota, Koperasi.
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