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CHAPTER |

INTRODUCTION

1.1. Background

The moving of economic condition keeps on rising in every industry in Indonesia
and every party involved has to perform its best performance in the existing rapid
business competition. The competition is aboul struggling and surviving a company
pusilion within related industry from possible threats. The threal may comes from direct
competitor or indirect competitor or cven both.

Orgamizabions ineluded 1o the competition are being forced to Tace several
dynamic epvironmental changes surrounding the competing firm that can plave w Orm
into a hetter position or even worse depends on the quality of strengths the firm has. The
changes include quality improvemems of products and services, wiilizulivn of
sophisticated technology, developing special strategies, adopting structured management
svstem, ete. The last condition may not and closely can not be avoided by every
competing firm in order to achieve goals and avoiding from being forced our of the
competition. However, the environmental changes do nol luke place just within the
compeling firm {internal), but also exist outside the firm (external) 25 well, This situation
t= relevant 1o the theory of David (2001: 76) which describes thot & business firm has i
consider ils business environment, thev are external assessment (economic [orees, social
cultural — demographic — environmental forces, political — governmentul — lewal forces,
izchnological forces, and competitive forces) and internal assessment {integrating
srategy and cullure, management, marketing, finance?accounting, production/operation,

rezzarch and development, computer information system).



MNowadays, because of rapid business competition mentioned above, many
industrivs focused on customer satisfaction rather than the marpin and having structur
Customer Relationship Management (CRM) which is stated by Kotler {2003, 72,
attracting and retaining customers, many companies are intent on developing stronger
bonds with their customers. This is the process of managing detailed information aboul
individual customers and carefully managing all the customer “louch points™ with the aim
of maxinuzing customer loyally, Companies often generate some strategies to obtain
maximum . customer satisfaction, This management is very useful in attracting new
customers and retaining the existing customers, In this global ern, every company also
has w eompete in adopting the latest technology to support its daily activity business. The
izchnological management system will help the company to recognize any failure
occurred.  Better technology  provided to customer will create positive customer
IMPrEssinns.

Robbins and Coulter {2003: 334), pod implementation of Hummn Resource
“lanagement will result better organizational performance, which organizational
perlummance is the accumulated and results of all the arpanization's work processes pgd
activities. It means that the  success key in running husiness s emplovee. Firm should
dzsign well defined Human Resource Management including selecting and train
zmiplovees, Then the firm must be able o create good working atmosphers to retain them
=nc minimizing the level of wrnover, This is also useful in creating pood company
performance, All these factors above mainly focus on quality and can be used by the
-ompeating firm as strengths against competitors, It relies on Gaspersz (2008 1), quality
= everything that meet the needs of customers, which will gives additional power for a

ousiness firm inside the business competition,
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CHAFPTER VI
CONCLUSION, LIMITATION, AND

AREA FOR FURTHER RESEARCH

fr.1. Conclusion

Based on the analysis conducted. researcher conclude that it 38 important for a
company to emphasize the key success factors analvsis activities in order 1o achieve a
superior future strategy, It may be true that it will add time and cost 1o achieve the
activity, but what should be taken inlo those things are the improvements of company
aetivity 1hal will result more as a better benefits that might be worth paying more,

Through the research, researcher divides the key success factors of lallined
business in Padang — in this case is the billiard Matchroom — into several parts according
to the classification. The factors are grouped into inlernal and external environments.
Internal environment consists of strengths and weaknesses, while external environment
consists of opportunities and threats. The researcher collected the infarmations based on
the point of view of company and customers, since this business 15 & service business
which customers satisfaction is the most important thing. Then, the key success foctors of

the billiard Matchroom will be shown in the table below:
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