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ABSTRAK

Penelitian ini bertujuan untuk memahami bagaimana persepsi Brand Equity
dari sisi Commited Customer serta perjalanan keputusan memilih aplikasi
Traveloka. Peneletian ini dilatarbelakangi karena terdapat banyak ulasan berbau
kritik tajam aplikasi Traveloka ini yang tercantum pada kolom halaman review
Google Play Store.

Penelitian ini dilakukan dengan menggunakan metode deskriptif kualitatif. Teori
utama yang digunakan dalam penelitian ini adalah Teori Proses Respon khususnya
menggunakan framework consumer decision journey. Teknik pengumpulan data
dilakukan dengan wawancara mendalam kepada 6 informan.

Dari penelitian yang telah dilakukan, ditemukan bahwa commited customer ini
menilai berdasarkan empat poin customer based brand equity. Mereka dapat
menilai kualitas yang Traveloka berikan. Kemudian mereka dapat mengidentifikasi
dengan menyebutkan bahwa itu sebuah platform yang menyediakan segala macam
kebutuhan perjalanan. Lalu mereka dengan mudah menyebutkan fitur spesifik
seperti penerapan harga total atau fix price ataupun fitur Traveloka Points. Terakhir
mereka loyal dengan aplikasi Traveloka. Dalam perjalanan menggunakan aplikasi
Traveloka, para committed customer ini melaksanakan enam poin proses decision
journey, namun terdapat yang melewati tahapan yang seharusnya mereka lewati
terlebih dahulu sebelum akhirnya memutuskan menggunakan produk, yaitu aplikasi
Traveloka ini.
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Understanding Brand Equity Perception From Commited Customer
Perspective and Decision Journey Choosing Traveloka Application
(Descriptive Qualitative Study In Accordance to Customer Based Brand

Equity on Traveloka Application)
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Departement : S-1 / Communication Sciences

ABSTRACT

This research aims to understand Brand Equity Perception From Commited
Customer Perspective and Decision Journey Choosing Traveloka Application. This
research is conducted following the presence of many critical reviews on Traveloka
application in Google Play Store.

This study is completed using descriptive qualitative method. The main theory of
this study is Process Response Theory along with consumer decision journey
framework in particular. The data collection method is conducted through in-depth
interview of 6 informants.

From the observation, it was found that committed customers assess four points
based on customer based brand equity. The evaluation of committed customers
reveals that the quality Traveloka delivers is excellent. They can also identify it
further by mentioning that Traveloka application offers different kinds of travel
necessity, like Fix Price or Traveloka Points. Lastly, they fall into the commited
customers category, which means they are very loyal to Traveloka application and
never tried any of its competitors. In their respective Traveloka application usage
some of these commited customers undergo completely the six points decision
journey but there are some of them who also goes through several steps that they
should have completed before deciding to use the product, which is Traveloka
application.

Key word : brand equity, consumer decision journey, Traveloka
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