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ANALISIS PERILAKU KEPUTUSAN PEMBELIAN LOYAL CUSTOMER
DAN STRATEGI WORD OF MOUTH DI MASA PANDEMI COVID-19
(STUDI KASUS BLENGER BURGER DI BLOK M)

Nadya Ulfa Wardani

ABSTRAK

Dalam dunia bisnis makanan dan minuman menjadi salah satu yang berdampak
pada perilaku keputusan pembelian konsumen di Indonesia mengalami perubahan.
Banyaknya produk makanan dan minuman yang tidak laku karena masyarakat
juga lebih selektif untuk memilih makanan dan minuman yang higienis dan lebih
sehat untuk meningkatkan imunitas dalam tubuhnya dengan mengutamakan
kesehatan khususnya pada kalangan lansia yang mudah tertular Covid-19. Tujuan
dari penelitian adalah untuk mengetahui perilaku keputusan pembelian loyal
customer di masa pandemi Covid-19 pada Blenger Burger yang membuat
pembelian produk Blenger diduga mengalami perubahan, dan untuk mengetahui
strategi word of mouth di masa pandemi Covid-19 pada Blenger Burger.
Penelitian ini menggunakan konsep keputusan pembelian menurut Kotler &
Keller, customer loyalty menurut Griffin, dan strategi word of mouth menurut
Kotler, Keller, Brady, Goodman & Hansen dengan metode penelitian kualitatif.
Hasil penelitian ini menunjukkan bahwa perilaku keputusan pembelian konsumen
Blenger Burger tidak mengalami perubahan dari sebelum dan setelah pandemi
Covid-19 secara kebutuhannya. Mereka selalu menganggap Blenger Burger
adalah pilihan terbaik dari beberapa opsi yang mereka pilih, memiliki harga yang
murah, namun kualitas Blenger Burger selalu baik di mata konsumen sehingga
mereka melakukan pembelian berulang-ulang secara rutin.

Kata Kunci: Perilaku Keputusan Pembelian Konsumen, loyal customer, Strategi
Word of Mouth, Pandemi Covid-19, Blenger Burger.
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ANALYSIS OF PURCHASE DECISION BEHAVIOR OF LOYAL
CUSTOMER AND STRATEGY WORD OF MOUTH DURING THE COVID-
19 PANDEMIC
(CASE STUDY OF BLENGER BURGER IN BLOK M)

Nadya Ulfa Wardani

ABSTRACT

In the food and beverage business world, one of the factors that has an impact on
consumer purchasing decision behavior in Indonesia has changed. Many food
and beverage products are not selling because people are also more selective in
choosing hygienic and healthier food and drinks to increase immunity in their
bodies by prioritizing health, especially among the elderly who are easily infected
with Covid-19. The purpose of the study was to determine the behavior of loyal
customer purchasing decisions during the Covid-19 pandemic at Blenger Burger
which made the purchase of Blenger products suspected of having changed, and
to find out word of mouth strategies during the Covid-19 pandemic at Blenger
Burger. This study uses the concept of purchasing decisions according to Kotler
& Keller, customer loyalty according to Griffin, and word of mouth strategies
according to Kotler, Keller, Brady, Goodman & Hansen with qualitative research
methods. The results of this study indicate that Blenger Burger consumer
purchase decision behavior has not changed from before and after the Covid-19
pandemic in terms of needs. They always think Blenger Burger is the best choice
of the several options they choose, has a low price, but the quality of Blenger
Burger is always good in the eyes of consumers so they make repeated purchases
on a regular basis.

Keywords: Consumer Purchase Decision Behavior, loyal customers, Word of
Mouth Strategy, Covid-19 Pandemic, Blenger Burger.
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