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ABSTRAK

Alifia Hasanah, 2210414220005, Strategi Bauran Komunikasi Pemasaran
dalam Mempertahankan Loyalitas Pelanggan: Studi pada PT. Ahsan Farma
Medika. Di bawah bimbingan Bapak Sarwani.

Penelitian ini bertujuan untuk menganalisis strategi bauran komunikasi pemasaran
yang diterapkan oleh PT. Ahsan Farma Medika dalam mempertahankan loyalitas
pelanggan. Penelitian ini menggunakan pendekatan kualitatif dengan tipe penelitian
deskriptif. Data diperoleh melalui observasi, wawancara, dan dokumentasi yang
melibatkan pihak manajemen, tenaga marketing/sales, serta pelanggan PT. Ahsan
Farma Medika. Analisis data menggunakan model Miles, Huberman, dan Saldafia
yang meliputi kondensasi data, penyajian data, serta penarikan kesimpulan.
Keabsahan data dilakukan melalui triangulasi teknik dengan membandingkan hasil
wawancara, observasi, dan dokumentasi.

Hasil penelitian menunjukkan bahwa PT. Ahsan Farma Medika menerapkan lima
elemen bauran komunikasi pemasaran, yaitu advertising, sales promotion, public
relations and publicity, personal selling, serta direct and interactive marketing.
Penerapan kelima elemen tersebut memiliki intensitas yang berbeda. Advertising
belum menjadi kegiatan utama karena perusahaan tidak menggunakan iklan
berbayar secara masif. Sales promotion dilakukan melalui diskon, bonus
pembelian, dan harga khusus. Public relations and publicity lebih terlihat melalui
konsistensi pelayanan, ketepatan pengiriman, ketersediaan produk, harga yang
kompetitif, serta upaya membangun kepercayaan pelanggan. Personal selling
dilakukan melalui peran tenaga marketing/sales dalam menawarkan produk,
memahami kebutuhan, memberikan solusi, menangani keluhan, dan menjaga
hubungan dengan pelanggan. Sementara itu, direct and interactive marketing
menjadi bentuk komunikasi yang paling menonjol melalui WhatsApp, telepon,
email, kunjungan langsung, broadcast katalog, follow up, serta rekomendasi
pelanggan. Penerapan bauran komunikasi pemasaran tersebut berkontribusi dalam
mempertahankan loyalitas pelanggan yang terlihat dari pembelian berulang,
keinginan untuk tetap bekerja sama, kepercayaan terhadap perusahaan, dan
kesediaan pelanggan merekomendasikan PT. Ahsan Farma Medika kepada pihak
lain.

Kata Kunci: bauran komunikasi pemasaran, loyalitas pelanggan, PT. Ahsan
Farma Medika.



ABSTRACT

Alifia Hasanah, 2210414220005, Marketing Communications Mix Strategy in
Maintaining Customer Loyalty: A Study at PT. Ahsan Farma Medika. Under
the guidance of Mr. Sarwani.

This study aims to analyze the marketing communications mix strategy
implemented by PT. Ahsan Farma Medika in maintaining customer loyalty. This
study used a qualitative approach with a descriptive research type. Data were
obtained through observation, interviews, and documentation involving
management, marketing/sales personnel, and customers of PT. Ahsan Farma
Medika. Data analysis used the Miles, Huberman, and Saldafia model, which
includes data condensation, data presentation, and conclusion drawing. Data
validity was achieved through technical triangulation by comparing the results of
interviews, observations, and documentation.

The results show that PT. Ahsan Farma Medika applies five elements of the
marketing communications mix: advertising, sales promotion, public relations and
publicity, personal selling, and direct and interactive marketing. The
implementation of these five elements varies in intensity. Advertising has not yet
become a primary activity because the company does not use paid advertising
extensively. Sales promotions are conducted through discounts, purchase bonuses,
and special prices. Public relations and publicity are more visible through consistent
service, timely delivery, product availability, competitive pricing, and efforts to
build customer trust. Personal selling is carried out through the role of
marketing/sales staff in offering products, understanding needs, providing
solutions, handling complaints, and maintaining relationships with customers.
Meanwhile, direct and interactive marketing is the most prominent form of
communication through WhatsApp, telephone, email, in-person visits, catalog
broadcasts, follow-up, and customer recommendations. The implementation of this
marketing communications mix contributes to maintaining customer loyalty, as
evidenced by repeat purchases, a desire to continue working with the company,
trust in the company, and customers' willingness to recommend PT. Ahsan Farma
Medika to others.

Keywords: marketing communications mix, customer loyalty, PT. Ahsan
Farma Medika.
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