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Strategi Integrated Service Marketing Communication Dalam Mempertahankan
Loyalitas Konsumen
(Studi Kasus pada Broker Coffee Roastery Bekasi)

Abstrak

Dengan meningkatnya persaingan pada bisnis kopi, loyalitas konsumen menjadi faktor
krusial dalam keberlanjutan bisnis. Tujuan dari adanya penelitian ini adalah untuk
mengetahui bagaimana strategi integrated service marketing communication yang
diterapkan oleh broker coffee dalam mempertahankan loyalitas konsumen. Analisis
penelitian ini menggunakan konsep integrated service marketing communication
berdasar tiga aspek yaitu external marketing communication, interactive marketing
communication, dan internal marketing communication. Metode yang digunakan
dalam penelitian ini adalah metode studi kasus dengan pendekatan kualitatif serta
menggunakan wawancara mendalam. Hasil dari penelitian ini menunjukan broker
coffee berupaya untuk mempertahankan loyalitas konsumennya dengan menerapkan
semua aspek yang terdapat pada integrated service marketing communication melalui
external marketing communication dengan direct marketing dan sales promotion. Pada
poin interactive marketing communication broker menerapkan personal selling,
customer service, dan media sosial. terakhir poin internal marketing communication
broker menerapkan hubungan yang baik antar karyawan maupun karyawan dengan
pemilik broker coffee.

Kata Kunci: Integrated Service Marketing Communication, Loyalitas Konsumen,
Broker Coffee
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Integrated Service Marketing Communication Strategy in Maintaining Consumer
Loyalty
(Case Study on Broker Coffee Roastery Bekasi)

Abstract

With increasing competition in the coffee business, consumer loyalty is a crucial factor
in business sustainability. The purpose of this research is to find out how the integrated
service marketing communication strategy implemented by Broker Coffee in
maintaining consumer loyalty. The analysis of this research uses the concept of
integrated service marketing communication based on three aspects, which are
external marketing communication, interactive marketing communication, and
internal marketing communication. The method used in this study is a qualitative
research method with a case study approach and using in-depth interviews. The result
of this research showed that Broker Coffee applied every aspect on integrated service
marketing communication through external marketing communication by direct
marketing and sales promotion. In terms of interactive marketing communication,
Broker Coffee applied personal selling, customer service and social media. Lastly,
Broker Coffee applied a good relation between employees along with the owner as the
internal marketing communication

Keywords: Integrated Service Marketing Communication, Consumer Loyalty, Broker
Coffee
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