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ABSTRAK

Dalam membentuk loyalitas konsumen diperlukan program
loyalitas salah satunya berupa membership program. Konsumen yang
menjadi member akan diberikan reward sesuai ketentuan yang
diberlakukan oleh toko tersebut. Jenis reward ada tiga yaitu compatibility
reward, tangibility reward, dan timing of reward. Compatibility reward
adalah kesesuaian reward dengan citra toko, terdiri dari dua preferensi
yaitu compatible dan incompatible. Tangibility reward adalah bentuk dari
reward yang diterima, terdiri dari dua preferensi yaitu tangible dan
intangible. Timing of reward adalah waktu pemberian reward tersebut,
terdiri dari dua preferensi yaitu immediate dan delayed. Penelitian ini
meneliti tentang apakah terdapat perbedaan loyalitas member bedasarkan
preferensi reward, setelah itu akan diketahui preferensi reward manakah
yang lebih diminati oleh member sehingga toko bisa menerapkan reward
yang lebih dipilih tersebut dan member akan termotivasi untuk berbelanja
lagi di toko. Penelitian ini menggunakan uji ANOVA melalui program
SPSS untuk membandingkan antara compatibility, tangibility, dan timing
of reward. Setelah dilakukan olah data, hasil penelitian menunjukkan
bahwa: (1) tidak terdapat perbedaan loyalitas antara member yang diberi
compatible reward dan incompatible reward, (2) terdapat perbedaan
loyalitas antara member yang diberi tangible reward dan intangible
reward, (3) tidak terdapat perbedaan loyalitas antara member yang diberi
immediate reward dan delayed reward.

Kata Kunci: loyalty, loyalty program, compatibility reward,
tangibility reward, timing of reward
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ABSTRACT

In building consumer loyalty, loyalty program is needed as an
example is membership program. Consumer that joined member will
given reward according provision in force by the store. There are three
kind of rewards that are compatibility reward, tangibility reward, and
timing of reward. Compatibility reward is reward that corresponding
with the store image, that are two preferences of compatibility rewards
that are compatible and incompatible reward. Tangibility reward is
abstraction of rewards that are two preferences of tangibility rewards
that are tangible and intangible reward. Timing of reward is time period
reward given to member, that are two preferences of timing of rewards
that are immediate and delayed reward. This investigation examines is
there any difference on member’s loyalty based on reward preferences,
after that will be known which preference of reward that more desirable
by member so the store can adjust reward that desirable and motivate
member to shop again in store. This investigation uses ANOVA through
SPSS software for compare between compatibility, tangibility, and timing
of reward. After processing the data, the result are: (1) there is no
difference loyalty between member that given compatible reward and
incompatible reward, (2) there is difference loyalty between member that
given tangible reward and intangible reward, (3) there is no difference
loyalty between member that given immediate reward and delayed
reward.

Keywords: loyalty, loyalty program, compatibility reward,
tangibility reward, timing of reward
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