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CHAPTERI
INTRODUCTION

1.1 Background

The moving of econemic cordition keeps or rising in every mdusiry in
Indonesia and every party  invalved has to perform its best performance in existing
rapid husiness competition. The competition is aboul struggling and surviving a
company position within related industry from possible threats, The threat may comes

from direct competitor ar indirect competitor or even both,

Organizations in the competition are  forced to face several dynamic
envirenmental changes surrounding the competing firm that can place a firm that can
place a firm into a hetter position or even worse depends on the quality of sirengths
the firm has. The changes include quality improvements of products and services,
utilization of iechnology, developing special  strategies, adopting  struciured
manggement system, cle, the last condition may not and closely can not be avoided
by every competing firm in order 1o achieve goals and avoiding from being forced out
of the competition, However, the environmental changes do not take place just within

the competing firm (internal}, but also exist outside the firm (external) as well.

This situation is relevant to the theory of David (2001 @ 76) which describes
that a business firm has to consider its business environment, they are external

assessment {economic forces. social culural, demographic, envirenmental forces.

political, povernmental, legal forces and competitive forces) and internal assessment
1




{integrating strategy and culture, management, marketing, Onance, accounting,

production/operation, research and development, computer information system,

Nowadays, because of rapid business competition menfioned above, many
industries focus on customer satisfaction rather than the margin and having structured
Customer Relationship Management (CRM) which is stated by Kotler (2003 :72), in
attracting and retaining customers, many companies are intent to develop stronger
bond with the costomers. This is process of managing detailed information about
miividual costomers and carefully in managing all the customer “touch point™ with

the aim of maximizing customer loyalty.

The rapid competition faced by the competing lirm. forces them to analyee
their business condition carefully. In analyzing the business condition, it is alse
important to conduct a Key Success Factors (KSFs) Analvsis which will help the
related company in competing to the others inside the industry. The point of view of
thinking is supported by the theory made by Thompson and Strickland (20003 ; 104}
which describe an industry's key success factors (K5Fs) Analysis as those things that
most affect industry member's ability  to prosper in marketplace the particular
strategy  elements,  product  altributes,  resources, competencies, competitive
capabilities, and business ouleomes that spell, the difference between profit and loss

and, ultimately, between competitive success or failure,

Beside analyzing threats, weaknesses and strenpths, a firm also needs to

cansider the opportunities occurred during operational time. Firms can use SWOT




CHAPTER VI
CONCLUSION
6.1 Conclusion

Based on the snalysis conducted, rescarcher conclude that it is important for a
company to emphasize the Key Success Factors analysis activities in order to achieve
a superior sirategy. It may be true that it will add time and cost to achieve activity, but
what should be taken into those things are the improvements of company activity that

will produce more as a hetter benetits that might be worth paying mare.

Through the research, researcher divides the Key Success Factors of Laundry
business in Pasar Bary —in this case is Graha Lawndry—into several parts according
ta the classification, The factors are grouped into internal and external environments.
Imternal  environment consists of srengths and  weaknesses, while  external
environment consist of opporunities  and  threats, The  researcher  collected
information based on the point of view of company and customers, since this business
it service business which customers satisfaction is the most important thing. Then,

the key success factors of Graha Laundey will be shown in the table below:
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