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ABSTRAK

Muhammad Eri Rahmawan (2024). Pengaruh Kualitas Pelayanan, Orientasi Pasar, dan
Customer Relationship Management terhadap Keunggulan Bersaing (Studi pada UMKM
Fotografi di Kota Banjarmasin). Pembimbing : Imam Suharto

Penelitian ini dilatarbelakangi oleh rendahnya tingkat responsivitas UMKM fotografi
di Kota Banjarmasin. Hasil survei awal menunjukkan bahwa UMKM sering kali tidak
mampu menangani keluhan pelanggan dengan baik dan kurang melakukan pemantauan
terhadap pesaing, sehingga keunggulan dalam jasa dan harga tidak selalu terjaga. Selain
itu, kemampuan kustomisasi produk atau layanan untuk memenuhi permintaan khusus
dari pelanggan masih terbatas. Akibatnya, kompetisi antar pelaku usaha menjadi minim
karena kurangnya daya saing di pasar.

Penelitian ini mengusulkan tiga tujuan utama: pertama, untuk mengevaluasi pengaruh
kualitas pelayanan terhadap keunggulan bersaing; kedua, untuk mengevaluasi pengaruh
orientasi pasar terhadap keunggulan bersaing; dan ketiga, untuk mengevaluasi pengaruh
customer relationship management terhadap keunggulan bersaing.

Metode penelitian menggunakan metode purposive sampling dengan populasi dari
pengelola atau pemilik usaha fotografi di Kota Banjarmasin. Sampel diambil
menggunakan teknik nonprobability sampling, dan data primer dikumpulkan melalui
pengamatan langsung dan kuisioner. Analisis data menggunakan regresi linier berganda.

Hasil penelitian menunjukkan bahwa kualitas pelayanan, orientasi pasar, dan
customer relationship management secara signifikan berpengaruh positif terhadap
keunggulan bersaing UMKM fotografi di Kota Banjarmasin. Implikasi dari penelitian ini
adalah pentingnya meningkatkan kualitas layanan, orientasi pasar, dan customer
relationship management untuk meningkatkan daya saing UMKM fotografi di pasar yang
kompetitif.

kesimpulan dari penelitian ini adalah pentingnya UMKM fotografi di Kota
Banjarmasin untuk meningkatkan kualitas layanan, memperkuat orientasi pasar, dan
mengimplementasikan strategi CRM yang efektif guna meningkatkan daya saing mereka
di pasar yang kompetitif.

Kata Kunci : Kualitas Pelayanan, Orientasi Pasar, customer relationship management,
Keunggulan Bersaing
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ABSTRACT

Muhammad Eri Rahmawan (2024). The Influence of Service Quality, Market Orientation,
and Customer Relationship Management on Competitive Advantage (A Study on
Photography MSMEs in Banjarmasin City). Advisor: Imam Suharto

This research is motivated by the low level of responsiveness of photography SMEs
in Banjarmasin City. Initial survey results indicate that SMEs often fail to handle
customer complaints effectively and lack monitoring of competitors, resulting in the
potential loss of competitive advantage in terms of services and pricing. Additionally, the
ability to customize products or services to meet specific customer demands is limited.
Consequently, inter-business competition is minimized due to a lack of competitiveness in
the market.

The research aims to achieve three primary objectives: first, to evaluate the influence
of service quality on competitive advantage, second, to assess the impact of market
orientation on competitive advantage; and third, to examine the effect of customer
relationship management on competitive advantage.

The research methodology employed purposive sampling with a population
consisting of managers or owners of photography businesses in Banjarmasin City.
Samples were obtained using nonprobability sampling techniques, and primary data were
collected through direct observation and questionnaires. Data analysis was conducted
using multiple linear regression.

research findings indicate that service quality, market orientation, and customer
relationship management significantly and positively affect the competitive advantage of
photography SMEs in Banjarmasin City. The conclusion drawn from this study
emphasizes the importance for photography SMEs in Banjarmasin City to enhance
service quality, strengthen market orientation, and implement effective CRM strategies to
improve their competitiveness in the competitive market.

In conclusion, it underscores the significance of photography SMEs in Banjarmasin
City to enhance service quality, reinforce market orientation, and implement effective
CRM strategies to bolster their competitiveness in the market.

Keywords: Service Quality, Market Orientation, Customer Relationship Management,
Competitive Advantage
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