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INTISARI

Penelitian ini dilatarbelakangi konsep baru dalam pemasaran yaitu
Relationship Marketing yang saat ini telah dianggap sebagai metoda
paling efektif untuk mempertahankan loyalitas pelanggan. Dalam hal 1ni,
Matahari Department Store telah menerapkan konsep it dengan
program Matahari Club Card-nya sejak tahun 2000 lalu. Penelitian ini
bertujuan untuk mengetahui pengaruh program Relationship Marketing
melalui membercard terhadap loyalitas pelanggan pada Matahari
Department Store Yogyakarta. Variabel yang digunakan terdiri darn
fasilitas-fasilitas yang terdapat pada kartu Matahari Club Card
(newMCC), yaitu voucher belanja, potongan harga/diskon untuk produk
tertentu pada event tertentu di Matahari Department Store, undian
berhadiah, potongan harga/diskon melalui kartu newMCC pada
perusahaan lain (seperti: hotel, restoran, tempat hiburan keluarga dsb)
yang telah bekerjasama dengan Matahari Department Store, dan
fleksibilitas pada kartu newMCC yang dapat digunakan di Marahari
Department Store manapun di seluruh Indonesia. Penelitian dilakukan di
Matahari Galeria Mall Yogyakarta, dengan mengambil sampel sebanyak
100 responden yang sedang berbelanja dan memiliki kartu
newMCC(purposive  accidental  sampling). Pengumpulan data
mengandalkan pada instrumen kuesioner. Hasil analisis Regresi Linear
Sederhana pada penelitian ini menunjukkan bahwa program Relationship
Marketing melalui newMCC berpengaruh positif dan signifikan terhadap
loyalitas pelanggan Pada hasil analisis Aritmathic Mean terhadap
fasilitas-fasilitas program newMCC menunjukkan bahwa fleksibilitas
memiliki nilai rata-rata hitung tertinggi, artinya fasilitas fleksibilitas
dinilai paling menarik oleh pelanggan. Sedangkan pada hasil analisis Chi
Square menunjukkan bahwa ada perbedaan penilaian pelanggan terhadap
fasilitas- fasilitas Marahari Club Card (newMCC) dilihat berdasarkan
jenis kelamin dan tingkat penghasilan responden. Dengan demikian
Matahari Galeria Mall Yogyakarta dapat menentukan segmen mana yang
akan dipilih dan dilayani secara khusus. Berdasarkan hasil analisis
tersebut, maka disarankan agar konsep Relationship Marketing yang
diterapkan Matahari Department Store dapat lebih ditingkatkan supaya
loyalitas pelanggan tetap terjaga.

Kata kunci: Relationship Marketing, program Matahari Club Card
(newMCC), loyalitas pelanggan.
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ABSTRACT

The background of this research is the new concept in marketing, that is
Relationship Marketing that is now assumed as the most effective method
to keep customer’s faithfulness. In this case, Matahari Department Store
has applied this concept with its Matahari Club Card since last 2000.
The purpose of this research is to know the influence of Relationship
Marketing program through membercard again the customer’s loyalty on
Matahari Department Store Yogyakarta. The variables used consist of
facilities that found on newMCC, they are shopping voucher, price
discount, for certain products on a special event in Matahari Department
Store, door prizes, discounts with newMCC for other firms (for example:
Hotels, Restaurants, Family entertainment place, etc) that have
cooperated with Matahari Department Store and the flexibility of the
newMCC that can be used in all Matahari Department Store in
Indonesia. This research is done in Matahari Galeria Mall Yogyakarta
with 100 respondents who are shopping and own newMCC (Purposive
Accidental Sampling). The way in collecting data rely on the
questionnaire instrument. The result of the analysis of Simple Linear
Regression on this research shows that the Relationship Marketing
program through newMCC has positive and significant influences for
customer'’s loyalty. On Arihtmatic Mean analysis to newMCC program
facilities show that flexibility own highest value. It means that facilities
[flexibility are valued most interesting for customers. While on the result
of Chi Square analysis shows that there are some different evaluations of
customers to newMCC facilities viewed based on the sex and
respondent’s income level. Thus, Matahari Galeria Mall Yogyakarta can
decide which segment will be specially choosen and served. Based on
this analysis, we recoment that Relationship Marketing applied on
Matahari Department Store can be increased in order that the
customer’s loyalty remain to hold.

Key word: Relationship Marketing, Matahari Club Card program
(newMCC), Customer’s loyalty.
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